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Objectives

Total quality is approached from the
organizational culture and a culture
change perspective. In the 21st
century customers expect quality and
continuous improvement is a
requirement. The student will develop
a practical approach for initiating total
quality to achieve organizational
excellence. The student will gain
practical experience with quality
issues and the tools to design,
implement, and sustain total quality
programs. The student should
develop the foundations for
understanding a number of quality
systems and management concepts
that are common today and assumed
to be a part of a world class, global
organization. These include ISO 9000
and 14000 programs, Baldrige
Awards, Six Sigma, Project
Management, and Strategic Planning.
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Grading

- Class Participation: 10%.
- Term Project: 30%.

- Homework: 15%.

- Midterm Exam: 20%.

- Final Exam: 25%
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Syllabus

Total Quality Management (TQM) is
the optimisation and integration of all
the functions and processes of a
business in order to provide for
excited customers through a process
of continuous improvement.

TQM revolves around:

Commitment by Senior Management
and all employees

Effective strategy, vision, mission and
goals

Customer/ Supplier relationships
Communication

Tools and techniques for
improvement

Team work

Systems to facilitate improvement
and most of all TRUST (The FJCM
principle
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