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B #48
What is the end purpose of introducing a Total Quality Management process to the operations department of an organisation?

A. customer satisfaction
B. increasing market share
C. reducing costs

D. zero defects

IEf#: A

R -
The overarching goal of TQM is customer satisfaction. This is from p.105. There are a lot of questions in the exam on TQM so do
revise this section

HH #49

Blue Slipper Ltd is a multi-national organisation that produces a variety of cosmetic products. A team has been put together to
create a strategy for the Marketing Department in order to increase sales and thus profitability. What level of strategy is being
created?

A. operational level strategy
B. functional level strategy
C. corporate level strategy
D. business level strategy

IEf#: B

A -

The correct answer is finctional level strategy as Marketing is a finction within the business. P.32 discusses the three levels of
strategy: corporate (whole organisation), business level (divided by business unit such as lipsticks, mascara etc) and function (divided
by department such as marketing, operations and HR). The last option is made up.

H #50

Below are details of five companies who operate a Total Quality Management System (TQM). For each company, select the system
used and identify which area of the Balanced Scorecard this relates to.

Company 1: The focus of this company is to gather real-time data to assess the quality of products created during the manufacturing
process. There are tight budgets and reworking any defects will affect the bottom line.

Company 2: This company is concerned about how their products are received. They have recently completed market research
focused on their client's feelings. The objective is now to improve the product's look and performance to meet these expectations.
Company 3: The focus of this company is defining the customer requirements and translating this into a high-quality specification and
effective operational process.

Company 4: Within this company there is a group of 6 employees who meet regularly with the objective of reducing issues that arise
in the manufacturing of products.

Complete the table below by listing the TQM System used and the relevant Balanced Scorecard criteria for each company. Each
response should only be used once: Quality Circle, Statistical Process Control, Kansei Engineering, Quality Function Deployment,
Finance Criteria, Business Process Criteria, Learning and Growth Criteria, Customer Criteria.

Which of the following will you put into box 3?

¢ A kansei engineering

¢ B. statistical process control

¢ (. quality function deployment
e D. quality circle

EM: C
R



The correct answers are as follows:

HA #51
‘Which of'the following situations would use a fixed-position layout?

A. buffet style restaurant
B. supermarket

C. ship construction

D. vehicle assembly

Ef#: C

TR

Ship construction would used a fixed-position layout. This is when you're making something that is too big/ heavy to pass through a
traditional factory / conveyor belt set up. So rather than the item passing to different teams/ departments, each team/ department
comes to the item when it is their time to work on it. In the other examples the item (vehicle, food in the supermarket or buffet) the
products get moved around- the ship is the only item that remains where it is. This question is based on the 4 types of Plant Layout
onp.17. This could form part of a drag and drop question too.

HP #52

Below are details of five companies who operate a Total Quality Management System (TQM). For each company, select the system
used and identify which area of the Balanced Scorecard this relates to.

Company 1: The focus of this company is to gather real-time data to assess the quality of products created during the manufacturing
process. There are tight budgets and reworking any defects will affect the bottom line.

Company 2: This company is concerned about how their products are received. They have recently completed market research
focused on their client's feelings. The objective is now to improve the product's look and performance to meet these expectations.
Company 3: The focus of this company is defining the customer requirements and translating this into a high-quality specification and
effective operational process.

Company 4: Within this company there is a group of 6 employees who meet regularly with the objective of reducing issues that arise
in the manufacturing of products.

Complete the table below by listing the TQM System used and the relevant Balanced Scorecard criteria for each company. Each
response should only be used once: Quality Circle, Statistical Process Control, Kansei Engineering, Quality Function Deployment,
Finance Criteria, Business Process Criteria, Learning and Growth Criteria, Customer Criteria.

Which of the following will you put into box 1?

A. kansei engineering

B. quality circle

C. statistical process control
D. quality function deployment

EfE: C
R

The correct answers are as follows:
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