Running head: QUALITY TRAINING MANUAL               1
Quality Training Manual7

Quality Training Manual

Felicia Jones
12/06/2016
Table of Contents

3Evolution of quality management


3Introduction


3i.
History of the quality management evolution


4ii.
Why QM is needed


5Week 2: The Role of Leadership


5Senior management's role in successful quality improvement programs


5Senior management’s role in the large-scale strategic quality programs


5Why firms should adopt the roles


6How management should derive the metrics


7Week 3: General Quality Strategies and Tools


7i.
Establishing customer expectations


7ii.
Designing quality in


7iii.
Defining metrics


7iv.
Mistake-proofing


7v.
Kaizen


7vi.
Six Sigma


8Week 4: Quality Tactics and the Logistics and Supply Chain Functions


8i.
What tools are applicable internally


8ii.
What tools are applicable externally with vendors


9Part 2: Week 5: Roll-Out


9i.
A communication plan


9ii.
Recommended sequence of steps to get personnel trained


9iii.
Stakeholders on board (e.g., the vendor base, trucking companies, warehouse personnel)


10References




Evolution of quality management

Introduction
i. History of the quality management evolution

Total quality management was started by Naval Air Systems Command in an attempt to describe the Japanese-style management approach to improving quality. Before TQM, japan would produce products that were imitations of other products but after the inception of the same, they set new standards to the production process (Nederpelt, 2012). The rest of the world soon followed the steps of japan in their processes, product and organizational production factors. The quality management as we know it today was pioneered by some of the industrial developers such as Deming, Dodge and Romin.It is definition and application occurs in the analysis of quantitative and qualitative processes, processes and economic theories. When it started back in the mid age, the focus was all about the end product but nowadays, it has evolved to include the services offered (Littlefield & Roberts, 2012).
Quality management process basically involves four main components that need to be adhered to in order to make the process successful. They include the quality planning which is the first step and includes preparing the measuring standards and desired output quality. The other steps are the quality assurance and quality control which involves measuring the actual product and comparing it with the standards put in place. Quality improvement is the last stage and involves the reconciliation of the deviations in order to make the products and services to the desired level and in most cases, it involves rectifying the process to ensure that future items conform to the standards (Nederpelt, 2012). 
ii. Why QM is needed

Customers will always come back for more of a company’s product as long as it is of genuine quality and offered at the right or reasonable price. Therefore, quality management enables the reconciliation of the actual and obtained quality with the desired quality before the products are released to the public.  This way, the company can know how to tune the process of production in such a way that the desired quality is achieved and therefore adhere to set standards and guidelines for production (Hahn, et. al., 2009).  This is done mostly by inspection of the final product. In summary, adhering to a strict quality management process and standards ensured that the company’s products and services are of the right quality everytime and anytime. 

Week 2: The Role of Leadership
Senior management's role in successful quality improvement programs

The role of senior managers in the successful improvement of quality programs is most essential and necessary. Alongside bringing increased attention directed at problems of quality and errors in the organizations, the senior manager’s role is to sustain and promote an efficient improvement of quality efforts to the success of their team. The senior management has again developed a taxonomy to carry out the organization of the different manager’s activities and roles in efforts of quality improvement. The results, therefore, are based on the study in the whole country and the included detailed interviews with the organization’s administrative staff. The findings assist in the identification of a checklist to be used by the senior managers to assess the others’ and their quality efforts of improvement participation in their organizations (Besterfield, 2003).  

Senior management’s role in the large-scale strategic quality programs

In every formula, there should be preparations of decisions; the managers have a personal responsibility to create a resolution. The organization projects are the executive’s strategies and in return, they at every time offer the monitory backing to the team as a whole with the aim of making certain that quality improvement is an accomplishment of success (Parand, 2013).     
Why firms should adopt the roles
As the manger’s situation is considered, failing in their duty’s performance subsequently fissure recital would prevail. The meaning of the fissure is that the connotation may fail to prosper to meet set target goals. Whether or not the resources are not obtainable, hence there would be no presentation of the scheme drivers. The manager’s collapse to stick to the principles of their own would indicate as a paradigm that they would not have been successful and the personnel would also have no mark on the work surface. Mostly, the workforce would prosper better if there is a reward for their hard work and also if it is identified, that is an encouragement. Failure to offer motivation to the personnel or staff would not help in quality improvement because the minority would endeavor in the promotion of quality’s direction.    

How management should derive the metrics

The focus alongside the senior managers can acquire the quality through the general, suitable supervision and inspiration. They ensure that there is a good allocation of resources alongside the inspiration of the workers. 

Week 3: General Quality Strategies and Tools
Quality management involves measuring the end product or service against some set standards that are preset before the process even begun. In order to maintain quality of the products, the management must input strategies that will ensure that they process is up-to the set standards. For instance, reengineering the production process would eliminate waste and this is usually the best method that can reduce cost to the organization rather than waiting and inspecting the good to determine the defective ones (Mulcaster, 2009). Some of the definitions and terms used in quality control strategies and tools are discussed below.

	Terms 
	Definitions
	Risks 
	Value 

	Establishing customer expectations
	· Customer expectations are the specific goals that the company works to satisfy and provide in their day to day activities. 
· Other definitions of the customer expectations is the driving force of the organizational decision making
	Allocation of resources: this risk involves having the right people and resources in the processes of meeting customer needs
	· It lays a foundation for future decision based on meeting the demands.
· Aims at fulfilling the customer needs to reduce complains in the end

· Establish a strong customer base based on their individual expectations

	Designing quality
	· Quality involves measuring a product or service against preset standards or similar products and services. 
· Designing quality means that the processes are expected to yield those specific results. 
	In designing quality, some of the risks involved include:
· Opportunity cost of choosing one alternative

· Inspection costs and machinery
	· Increase customer satisfaction
· Increased customer loyalty as a result of consuming quality products.

· Reduce defects from the process

· Reduce production time 

· Reduced delivery date- if a process is efficient enough, there will be less time consumed in the correction of defective products and therefore reduce delivery time

	Defining metrics
	Metrics are the indicators of the efficiency and effectiveness of a process. For instance, every division of the organization performs different tasks and this means that they have different standards of measuring their performances (Gronroos, 2007).
	· Change in business environment such as economic and political factors
· Probability calculations
	· Keeps the process and output in check
· Makes correcting of defective products easier as there are already set metrics

· Lays a strong foundation for reviewing performances

	Mistake-proofing
	This terms simply means that a process is made fool proof meaning it is made impossible to make a mistake during the process. 
	Costs incurred against the products’ quality
	· Reduced wastage
· Reduced inspection costs

· High quality goods and 

	Kaizen
	KAIZEN systems allow a system of continuous improvement to the processes. For instance, improve workplace safety and business performance
	· Determining appropriate goals and standards.
· Operational or day to day running risks
	· Better reporting systems

· Helps identify and manage potential risks

· Provides enough information to managers to act upon



	Six Sigma
	This is a customer-driven quality-control program that’s aims at producing goods as per the exact design and description of the customer (Scwhartz, 2004). It is more helpful when producing specialty manufacturing concern. 
	· Forecasting with certainty
· Complex and varying customer demands
	Provides customer driven initiatives
Ensures that quality is meet in order to maintain large customer base. 




Week 4: Quality Tactics and the Logistics and Supply Chain Functions
i. What tools are applicable internally

ii. What tools are applicable externally with vendors

Part 2: Week 5: Roll-Out
i. A communication plan

ii. Recommended sequence of steps to get personnel trained

iii. Stakeholders on board (e.g., the vendor base, trucking companies, warehouse personnel)

References

Anam Parand, S. D. (2013). The role of chief executive officers in a quality improvement initiative: a qualitative study. BMJ open journal, 1-20.

Baba Md. Deros, e. (2008). Role of Senior management in TQM Implementation in Malaysian Small and Medium Enterprises. The Institution of Engineers Journal, 1-20.

Glen H. Besterfield, M. B.-S. (2003). Total Quality Management. New York: Pearson.
Gronroos, C. (2007). “From marketing mix to relationship marketing: towards a paradigm shift 
in marketing”, Management Decision, Vol. 32, No. 2, pp 4–32.
Hahn, G. J., Hill, W. J., Hoerl, R. W. and Zinkgraf, S. A. (2009) The Impact of Six Sigma 
Improvement: A Glimpse into the Future of Statistics, The American Statistician, Vol. 53, No. 3, pp. 208–215.
Littlefield, Matthew; Roberts, Michael (2012) Quality Engineering Handbook. Quality 

Progress: Ross Publishing. P. 59–63
Mulcaster, W.R. (2009). "Three Strategic Frameworks," Business Strategy Series, Vol 10, No 1, 
pp 68 – 75. 
Nederpelt, Peter van (2012). Object-oriented Quality and Risk Management (OQRM). A 

practical and generic method to manage quality and risk. MicroData
Scwhartz, Peter (2004). The Art of the Long View, Doubleday, New York. 

