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Note: 

1. The paper is divided into three sections: SECTION-A, SECTION-B and SECTION-C. 

2. There are seven questions in SECTION-A, attempt ANY FOUR. 

3. SECTION-B has five questions, attempt ANY THREE. 

4. All the questions of SECTION-C (Case Study) are compulsory.

SECTION-A (10 Marks each)

1.  
 Explain the following with suitable examples: 

                (i) 
Quality Policy 

                (ii) 
Cost of Quality 
2.  
What do you understand by concept of standardization, and benchmarking? 
3.  
Explain Juran’s Quality trilogy.
4.   
Explain the following with suitable examples:-
               a. 
Quality Circles 
               b. 
Control Charts
5.           What is Service Quality? What are the factors influencing service quality? 
6.  
Explain the role of Autonomous Work Groups in Total Productive Maintenance. 
7.  
Explain the common pitfalls in Business Process Reengineering with examples. 
SECTION-B (15 Marks each)
8. 
List and explain the key success factors for Total Quality Management (TQM) to work in an               Organization. 
9.        
What is Quality Function Deployment?  How does QFD work?  Explain with example. 

10.      
Explain implementation of Deming’s Principles on Quality Management in an organization. 
11.      
Explain the core elements of Environment Management and Quality Management Systems. 
12.      
Write short notes on any three:                                                                                                        
           
a. 
Role of middle managers in Quality Management 

           
b. 
Failure Mode and Effect Analysis


           
c. 
Zero Defect Program of Crosby 

           
d. 
Measuring Service Quality               





     (3x5)                                                                         
SECTION-C (15 Marks)

Case Study (Compulsory)
A multi-location ready mix concrete, sand and gravel supplier faced the twin problems of escalating costs and eroding customer service. Management team recognized the need to change the culture of the organization without losing the strength of the family oriented culture. The company did not have a history of participative management and reacted slowly to opportunities. Turnover was exceptionally low by national and regional standards. The prolonged recession in commercial and residential construction had put them in a vulnerable position. They were faced with increasingly aggressive competition.
A major objective for implementing TQM was to eliminate the waste in delivery and improve the reliability of delivery. The first step was to perform a TQM readiness assessment. TQM training was developed and initial Corrective Action Teams (CAT) were formed, based on the results of the assessment. The next step was to communicate the vision to every employee in the company. The next step was to organize the steering committee and train the management team. A second, but equally important task continued parallel to the training. The Corrective Action Team (CAT) used the TQM process to improve the customer service levels and eliminate waste in operations.

The CAT team used each of the five critical areas in Total Quality Management to generate the needed changes in their operations.
• 
Customer Focus 
• 
Teamwork 
• 
Problem Solving 
• 
Waste Elimination 
• 
Continuous Improvement 

As a result company realized a 25:1 payback on their investment in Total Quality Management. Their premier service reputation was restored and they became the preferred supplier to many contractors.  
13. 
Case Questions:                                                                                                             
(a)  
What were the challenges faced by the organization? 

(b)  
What steps did the organization take to implement TQM?
(c)   
How did the TQM play an important role in rectifying the image of the organization?     
(3x5)
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