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B #22
A teamthat is in the norming stage of development will exhibit which of the following behaviors?
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A. A sense of team cohesion COBUBOD spirit
B. Excitement, anticipation, and optimism

C. Defensiveness and competition

D. Satisfaction with the team's progress

EfE: A

HM #23
Which of the following should be accomplished first when implementing custormer relationship management initiatives?

A. Target key customers for relationship management.

B. Develop customer relationship management plans.

C. Appoint a manager to supervise the custommer service representative.
D. Assign a relationship manager to each key customer.

EfE: A

H #24
Which of the following steps must be taken to create a successful on-the-job training program?

A. Pre-testing the participants

B. Developing lesson plans

C. Identifying appropriate training facilities
D. Selling performance objectives

Ef#: AL B. C

BRI :

Creating an effective on-the-job training program involves several critical steps. Let's delve into each one:

* Developing lesson plans:

* Lesson plans outline the training content, objectives, activities, and assessment methods.

* They provide a structured approach to training delivery, ensuring consistency across sessions.

* Lesson plans help trainers organize their materials and allocate time effectively.

* By following a well-structured plan, trainers can engage participants and achieve the desired learning outcomes.
* Identifying appropriate training facilities:

* The choice of training facilities significantly impacts the training experience.

* Consider factors such as accessibility, comfort, equipment availability, and safety.

* Adequate facilities enhance the learning environment and contribute to successful training,

* Whether it's a physical classroom, a virtual platform, or a combination, the facility should meet the training needs.
* Pre-testing the participants:

* Pre-testing assesses participants' existing knowledge and skills related to the training topic.

* It helps trainers understand the baseline competency level of participants.

* Based on pre-test results, trainers can customize the training content to address specific gaps.

* Pre-testing ensures that the training is neither too basic nor too advanced for the audience.

In summary, a successful on-the-job training program involves planning (lesson plans), suitable facilities, and understanding
participants' starting points (pre-testing). These steps contribute to effective knowledge transfer and skill development.
References:

ASQ Certified Manager of Quality/Organizational Excellence Body of Knowledge (CMQ/OE BoK).
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B #25
Because of increasing internal costs, upper management has decided to outsource some components. To ensure that component
production by suppliers will meet the company ' s specifications, the quality manager should do which of the following first?

e A, Survey the suppliers ' quality systens
¢ B. Coordinate with the purchasing department to track total cost of parts



e C. Institute a dock-to-stock program
¢ D. Conduct source inspections of the components

EE: A
R -
Detailed Explanation:

The correct answer is C. Survey the suppliers ' quality systems.

When a company decides to outsource component production, the first priority is to determine whether potential suppliers have the
capability to consistently meet the company's requirements. Before relying on incoming inspections, dock-to-stock arrangements, or
cost-tracking activities, the organization should first evaluate the supplier's overall quality system.

A survey of the suppliers' quality systens helps determine whether the supplier has:

* controlled production processes,

* effective inspection and testing methods,

* documented procedures,

* trained personnel,

* corrective action systemns,

* and the ability to consistently meet specifications.

Froma Quality Management Excellence perspective, this is the most appropriate first step because it addresses process capability
and system confidence before downstream controls are applied. A mature quality approach emphasizes prevention and supplier
assurance rather than dependence on detection after production.

Why the other options are incorrect:

A). Conduct source mnspections of the components

Source mspection may be useful later, but it is not the first step. It is a detection activity, while surveying the supplier's quality system
is a preventive evaluation activity.

B). Coordinate with the purchasing department to track total cost of parts This may support financial decision-making, but it does
not directly determine whether the supplier can meet technical and quality specifications.

D). Institute a dock-to-stock program

Dock-to-stock is appropriate only after the supplier has demonstrated strong and reliable quality performance.

It should not be the first action taken with a new or newly outsourced source.

Quality Management Excellence reference basis:

This answer aligns with Quality Management Excellence principles that emphasize:

* prevention over detection,

* evaluation of process and system capability before relying on output checks,

* and evidence-based supplier confidence before reduced nspection approaches are adopted.

It is also consistent with the operating logic in the Quality Management Excellence docurments: first verify system adequacy, then
determine the appropriate control method, rather than starting with an advanced acceptance model or a purely financial measure.

E Y #26

The security section at a manufacturing plant asked for support in forming in-home medical and fire response teams.

Management agreed and teans were formed with representatives from all departments. The type of team being used in this situation
is an example of a

A. process improvement team
B. project management team
C. cross-functional team

D. selfmanaged workgroup

IEf: C

B #27
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