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Quality Management Tools: This section focuses on Process Improvement Specialists and covers quality
tools such as process mapping, root cause analysis, and statistical methods. It emphasizes selecting
appropriate tools to monitor performance and improve processes. A significant skill assessed is applying
quality tools to solve organizational problemns.
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Customer-Focused Organizations: This section measures the skills of Customer Experience Managers in
understanding customer needs and expectations to improve satisfaction. It includes building relationships
with customers and suppliers and using feedback to drive improvements. A key skill measured is analyzing
customer feedback for actionable insights.
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Strategic Plan Development and Deployment: This section targets Strategic Planners and evaluates the
development and deployment of strategic plans. It includes analyzing market forces, stakeholder needs,
and internal capabilities while aligning resources with strategic objectives. A critical skill assessed is
evaluating tactical plans for alignment with strategic goals.
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Training and Development: This section measures the skills of Training Coordinators in designing and
implementing effective training programs that align with organizational needs. It includes assessing enployee
competencies and ensuring professional development supports quality initiatives. A key skill measured is
creating training plans that enhance workforce capabilities.
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Measurement: Assessment and Metrics: This section focuses on Data Analysts and covers developing
metrics to assess organizational performance against strategic objectives. It emphasizes using data-driven
nsights for decision-making and continuous improvement. A significant skill assessed is designing
performance measurement systens aligned with quality goals.
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Leadership: This section of the exam measures the skills of Quality Managers and focuses on organizational
structures, leadership roles, and change management strategies. It covers techniques for motivating
employees, overcoming roadblocks, and fostering teamwork. A key skill measured is implementing
leadership techniques to drive organizational goals.
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¢ Continuous Improvement: This section targets Continuous Improvement Specialists and focuses on

methodologies such as Lean, Six Sigma, and Kaizen to drive process improvements. It emphasizes
bEY 77 fostering a culture of continuous improvement within the organization. A critical skill assessed is applying
improvement methodologies to optimize processes.
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HA #227
Which of the following tools is used to help organize the output from a brainstorming session?

A. Affinity diagram

B. Tree diagram

C. Activity network diagram
D. Interrelationship digraph

F
B

: A

HH #228
It is the team sponsor's responsibility to

A. help team members prepare presentation for management
B. set agendas and manage team meetings

C. coach members in tools and processes

D. Review and support the efforts of the team
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You have been meeting every day for four days with the purchasing manager, trying to decide the relative responsibilities of the
quality and purchasing departments for dealing with supplier problens. Which of the following would likely be least effective at
helping reach agreement?

A. Meet in a conference room rather than one of your offices.

B. Spend more tie listening than talking, in order to understand the purchasing manager 's viewpoint.
C. Wirite a procedure outlining how you believe the process should work.

D. Wait several days before meeting again.
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R #230
Design for six sigma most commonly users which of the following tools?
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A. DOE

B. Process decision program chart
C. 5 whys

D. Root causa analysis
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Design for Six Sigma (DFSS) is a powerful methodology that combines Six Sigma and Design Thinking principles to create
innovative, high-quality products and processes. It focuses on developing new products, services, or processes that meet customer
needs and achieve high quality. Here are some key tools commonly used in DFSS:

* Voice of the Customer (VOC):

* Actively listening to customers and gathering feedback.

* Conducting market research to understand customer requirements.

* Translating custormer insights into specific design requirements.

* Quality Function Deployment (QFD):

* Translates customer needs into product and process requirements.

* Helps align design decisions with customer expectations.

* Failure Modes and Effects Analysis (FMEA):

* Evaluates the process to identify potential failure points.

* Calculates the relative impact of different types of failures.

* Factors considered: occurrence rating, detection rating, and severity rating.

* Design of Experiments (DOE):

* Helps identify problens in the process that cause defects in the product or service.

* Systematically explores variables and their interactions.

* Aims to optimize performance and minimize variation.

In summary, DFSS tools ensure that products and processes are user-centric from the beginning, leading to improved customer
satisfaction and consistent quality1.

References:

* 1: The Knowledge Academy: Design for Six Sigma (DFSS): Benefits & Tools
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The development of a customer satisfaction survey should be based on

A. established industry practices

B. the supplier's perception of customer needs

C. A system for determining customer requirements
D. data from field failure reports
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