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H #534
AnISO 9001 compliant company can drive organization-wide improvements effectively by

A. deploying u contract review process

B. acting on the results of quality systems audits
C. documenting procedures

D. training employees in statistical process control

IEf#: B

A -

ISO 9001 is a globally recognized standard for quality management. It helps organizations improve their performance, meet
customer expectations, and demonstrate commitment to quality. Implementing ISO 9001 means putting in place effective processes
and trained staff'to consistently deliver high-quality products or services.

The potential benefits of implementing a quality management system based on ISO 9001 include:

* Consistently Providing Quality Products and Services: ISO 9001 ensures that organizations consistently provide products and
services that meet customer and applicable statutory and regulatory requirements.

* Effective Complaint Resolution: The standard offers guidelines for resolving customer complaints efficiently, contributing to timely
and satisfactory problemsolving,

* Process Improvement: ISO 9001 helps identify and eliminate inefficiencies, reduce waste, streamline operations, and promote
informed decision-making, resulting in cost savings and better outcomes.

* Ongoing Optimization: Regular audits and reviews encouraged by ISO 9001 enable organizations to continually refine their quality
management systemns, stay competitive, and achieve long-term success.

Acting on the results of quality systens audits is a critical aspect of [ISO 9001 compliance. Audits help identify areas for
improvement, assess the effectiveness of processes, and drive organizational enhancements. By addressing audit findings, companies
can enhance their overall quality management and drive positive changes across the organizationl 2.

M #535

Two employees separately submitted the same idea to a company's formal suggestion system on the same date. Under the rules of
the system the employee who submits an idea is to receive a portion of the financial savings in the first year, which for this idea will
be a very substantial amount. However, each employee claims to have come up with the idea and insists that the other stole it and
submitted it after a conversation they'd had about a processing problem in their department. Neither wants to share the reward. The
company should:

A. Change the suggestion system to be available only to teams.

B. Insist that the two employees negotiate with each other until they reach an agreement.
C. Call in an arbitrator to settle the issue.

D. Ask others in the department how they believe the reward should be distributed.

Ef#: B




H A #536
To be effective, a knowledge management system should include which of the following elements?

A. A means of rewarding people who share what they know

B. Experienced knowledge management consultants

C. A data management system that can be accessed by only the information technology staff
D. Experts who can review and approve be

Ef#: A

M #537
Which of'the following actions will help transform the culture of a traditional organisation to one that supports a total quality
philosophy?

¢ A. Recognizing employees as collaborators in a network of interrelated processes

¢ B. Rewarding the top performing individuals, departments, and divisions in their competition

¢ C. Surveying internal customers and external end-users to determine product successes and failures
¢ D. training individual employees to be able to fulfill finctional roles anywhere in the organization

EfE: A

A -

Recognizing employees as collaborators in a network of mterrelated processes is essential for fostering a total quality philosophy
within an organization. When employees are seen as active participants in the overall system, they are more likely to contribute their
expertise, engage in continuous improvement efforts, and work together to achieve quality goals. This approach emphasizes
teamwork, shared responsibility, and a holistic view of organizational processes, aligning with the principles of total quality
management. By recognizing enmployees' contributions and involving them in decision-making, organizations can create a culture that
values quality and encourages collaborationl 2.

The ASQ Certified Manager of Quality/Organizational Excellence Handbook, Fifth Edition.
Furterer, S. L., & Wood, D. C. (2021). The ASQ Certified Manager of Quality/Organizational Excellence Handbook (5th ed.).
ASQ Quality Press.12

B #538
An action of highest priority is for suppliers to:

e A Implement a system that ensures that customers' needs and the supplier 's terms of sale are mutually understood and
agreed to.

¢ B. Automatically reject an order if the customer makes demands the supplier deens unacceptable.

¢ C. Be sure that the customer 's order form meets supplier 's specifications.

¢ D. Emphasize that the purchase order is the legal contract between buyer and seller.

EfE: A
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