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363. Frage

Which of the following statements are essential to understanding the theory of constraints?
1. The system, similar to a chain, is only as strong as its weakest link.

I1. Not much improvement can occur until the weakest link is addressed.

1. Success or failure is dictated by the interaction of the process with the system

Iv.

Once the weakest link is fixed, the system requires no further improvemment.

A. 1, 11, and III only
B. L II, and IV only
C.L 1L III, and IV
D. T and IT only

Antwort: A

364. Frage

The president of a company has asked the quality manager to take responsibility for implementing a new quality training program,
and the quality manager creates a multifinctional team that develops a plan to train employees in total quality management (TQM)
principles. In the rollout of the TQM training for this company, which of the following groups should be last to be trained?

A. Top management

B. Middle management

C. Manufacturing operators
D. Proposed team leaders

Antwort: C

Begriindung;

Detailed Explanation: In a TQM training program, it is generally best to start with top management to secure commitment and
alignment on quality objectives, followed by middle management and team leaders who will support and enforce TQM principles.
Manufacturing operators, who execute processes, are typically trained last to ensure that the necessary leadership and support
structures are in place to guide them. This approach aligns with the BoK on quality management, emphasizing leadership commitment
and support as foundational for effective TQM implementation.

365. Frage
‘Which of the following phrases is used in describing the theory of constraints?

A. Root cause analysis

B. Statistical process control
C. Empowered employees
D. Systens as chains
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Antwort: D

Begrindung;

Detailed Explanation:

The correct answer is C. Systerrs as chains.

The Theory of Constraints (TOC) commonly describes organizations or processes as chains, where the performance of the whole
system is limited by its weakest link. This metaphor is central to TOC and helps explain why system performance depends on the
constraint rather than on the isolated optimization of every individual part.

The idea of systens as chains means:

* the system can only perform as well as its main constraint allows,

* improving non-constraint areas may not improve overall results,

* and the key to improvement is identifying and managing the weakest link.

Why the other options are incorrect:

A). Empowered employees

This may be part of organizational culture or management practice, but it is not a defining TOC phrase.
B). Root cause analysis

Root cause analysis is a general problem+solving method, not a distinctive phrase used to describe TOC.
D). Statistical process control

SPC is a quality control method for monitoring variation, not a phrase associated with TOC.

Quality Management Excellence reference basis:

This answer is consistent with Quality Management Excellence principles of:

* systers thinking,

* identifying limiting factors,

* and improving performance by focusing on the true system constraint.

366. Frage
Which of'the following factors is characteristic of companies that excel in customer satisfaction?

A. They manage their customers authoritatively.

B. They develop service standards from customer expectations.

C. They reward high-performing frontline employees with cash bonuses.
D. They replace defective products promptly and without question

Antwort: B

367. Frage
Which of'the following actions will help to ensure that a customer will want to return after a bad experience?

A. Issuing a written apology from top management

B. Providing a speedy resolution by front-line associates at the time of complaint

C. Asking the customer to complete a complaint form as part of the quality improvement process
D. Offering a price reduction within 30 days after receiving a complaint

Antwort: B

Begriindung;

Detailed Explanation:

The correct answer is B. Providing a speedy resolution by front-line associates at the time of complaint.

When a customer has a bad experience, the most effective way to encourage that customer to return is to resolve the issue quickly
and directly when the complaint occurs. Immediate service recovery reduces frustration, restores confidence, and shows the
customer that the organization is responsive and capable of correcting problemns.

Why B is correct:

A speedy resolution by front-line associates:

* addresses the problem at the moment it matters most,

* minimizes customer effort,

* demonstrates empowerment and responsiveness,

* and improves the chance of restoring trust.

Froma Quality Management Excellence perspective, customer-focused systerms should enable rapid and effective problem
resolution as close to the point of failure as possible. This supports customer satisfaction, retention, and continuous improvemnent.



Why the other options are not the best answer:

A). Issuing a written apology from top management

An apology may help in some situations, but by itself it does not resolve the problem as effectively as immediate action.

C). Offering a price reduction within 30 days after receiving a complaint Delayed compensation is less effective than prompt
correction. The customer may already have decided not to return by then.

D). Asking the customer to complete a complaint form as part of the quality improvement process This may help with internal
learning, but it increases customer effort and does not directly recover the experience in the moment.

Quality Management Excellence interpretation:

Effective complaint handling should focus first on restoring the customer experience quickly and professionally. Best practice is to
empower front-line personnel to resolve problems immediately whenever possible, while also capturing lessons for system
improvement afterward.
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