
UNIT-II 

 

UNIT II PRINCIPLES AND PHILOSOPHIES OF QUALITY MANAGEMENT  

 

1. Who are internal and external customers?  

 

The customers inside the company are called internal customers, whereas the customers 

outside the company a called external customers.  

 

2. What are the customer’s perceptions on quality?  

 

The six important customer’s perceptions are:  

(i) Performance  

(ii) Features  

(iii) Service  

(iv) Warranty  

(v) Price and  

(vi) Reputation.  

 

  

3. List the various tools used for collecting customer complaints.  

 

The various tools used are:  

1. Comment card.  

2. Customer questionnaire  

3. Focus groups  

4. Toll-free telephone numbers  

5. Report cards  

6. The Internet and computer etc.  

 

  

4. Give the need for a feedback in an organization?  

a. Discover customer dissatisfaction.  

b. Discover relative priorities of quality.  

c. Compare performance with the competition.  

d. Identify customer’s needs.  

e. Determine opportunities for improvement.  

 

5. List the tools used for feedback?  

•   Comment cards  

• Surveys  

• Focus groups  

• Toll-free telephone lines  

• Customer visits  

• Report cards  

• The internet  



• Employee feedback  

• American Customer Satisfaction Index  

 

6. What are the activities to be done using customer complaints?  

• Investigate customer’s experience both positive and negative, and then acting on it 

promptly.  

• Develop procedures for complaint resolution.  

• Analyze complaints.  

• Work to identify process and material variations and then eliminate the root cause.  

• When a survey response is received, a senior manager should contact the  

• Customer and strive to resolve the concern.  

• Establish customer satisfaction measures and constantly monitor them.  

• Communicate complaint information, as well as the results of all investigations and 

solutions, to all people in the organization.  

• Provide a monthly complain report to the quality council .  

• Identify customer’s expectations beforehand rather than afterward through  Complaint 

analysis.  

 

7. What are the elements of customer service?  

• Organization  

• Customer care  

• Communication  

• Front-line people  

• Leadership  

 

8. Define Customer Retention?  

Customer retention represents the activities that produce the necessary customer 

satisfaction that creates customer loyalty, which actually improves the bottom line. It is the nexus 

between the customer satisfaction and the bottom line. 

  

9. Define Employee Involvement?  

Employee involvement is a means to better meet the organization’s goals for quality and 

productivity at all levels of an organization.  

 

10. Define Empowerment?  

Empowerment means invest people with authority. Its purpose is to tap the enormous 

reservoir of creativity and potential contribution that lies within every worker at all levels. 

Empowerment is an environment in which people have the ability, the confidence, and the 

commitment to take the responsibility and ownership to improve the process and to initiate the 

necessary steps to satisfy customer requirements within well- defined boundaries in order to 

achieve organizational values and goals. 

 

11. What are the steps in the PDSA cycle?  

The basic Plan-Do-Study-Act is an effective improvement technique.  

•  Plan carefully what is to be done  

• Carry out the plan  



• Study the results  

• Act on the results by identifying what worked as planned and what didn’t.  

•  

12. What are the phases of a Continuous Process Improvement Cycle?  

a) Identify the opportunity  

b) Analyze the process 

 c) Develop the optimal solutions 

 d) Implement  

 e) Study the results  

 f)Standardize the solution  

g) Plan for the future  

 

13. Define 5S?  

5S Philosophy focuses on effective work place organization and standardized work 

procedures. 5S simplifies your work environment, reduces waste and non-value activity while 

improving quality efficiency and safety. 

Sort – (Seiri) the first S focuses on eliminating unnecessary items from the workplace. 

Set In Order  

(Seiton) is the second of the 5Ss and focuses on efficient and effective storage methods.  

Shine: (Seiso) Once you have eliminated the clutter and junk that has been clogging your 

work areas and identified and located the necessary items, the next step is to thoroughly clean the 

work area.  

Standardize: (Seiketsu) Once the first three 5S’s have been implemented, you should concentrate 

on standardizing best practice in your work area.  

Sustain: (Shitsuke) This is by far the most difficult S to implement and achieve.  

Once fully implemented, the 5S process can increase morale, create positive impressions on 

customers, and increase efficiency and organization.  

14. What is a Kaizen?  

Kaizen is a Japanese word for the philosophy that defines management’s role in 

continuously encouraging and implementing small improvements involving everyone. It is the 

process of continuous improvement in small increments that make the process more efficient, 

effective, under control and adaptable.  

 

15. What do you mean by Quality Circles? 

  Quality Circles are (informal) groups of employees who voluntarily meet 

together on a regular basis to identify, define, analyze and solve work related problems. Usually 

the members of a particular team (quality circle) should be from the same work area or who do 

similar work so that the problems they select will be familiar to all of them. In addition, 

interdepartmental or cross functional quality circles may also be formed. An ideal size of quality 

circle is seven to eight members. But the number of members in a quality circle can vary 

 

16. Define Quality Loss Function? 

 Mathematical formula that estimates the loss of quality resulting from the 

deviation of a product characteristic from its target value. Developed by Dr. Genichi Taguchi of 

Japan, it is often expressed in terms of money lost, and suggests that such losses increase 

geometrically as the square of the deviation from the target.  

http://www.businessdictionary.com/definition/formula.html
http://www.businessdictionary.com/definition/estimate.html
http://www.businessdictionary.com/definition/capital-gain-loss-holding-period.html
http://www.businessdictionary.com/definition/quality.html
http://www.businessdictionary.com/definition/deviation.html
http://www.businessdictionary.com/definition/product.html
http://www.businessdictionary.com/definition/characteristic.html
http://www.businessdictionary.com/definition/target-value.html
http://www.businessdictionary.com/definition/developed.html
http://www.businessdictionary.com/definition/term.html
http://www.businessdictionary.com/definition/money.html
http://www.businessdictionary.com/definition/square.html
http://www.businessdictionary.com/definition/target.html


 

17. Define Cause and Effect Diagram? 

 It is defined as the Graphical Tabular Chart to list & analyse the potential causes 

of a given problem. This type of diagram is sometimes called an "Ishikawa diagram" because it 

was invented by Kaoru Ishikawa, or a "fishbone diagram" because of the way it looks. 

 

PART B 

 

1. Explain customer perception of quality 

2. Explain about service quality in various sectors. 

3. List and explain the five levels in Maslows theory and relate it to customer 

satisfaction 

4. Explain the process of resolving customer complaints. 

5. Describe Herzberg’s dissatisfiers and motivators 

6. Explain the elements of service quality. 

7. How can the employee be empowered. 

8. Explain about the different types of teams in detail. 

9. What are the characteristics of successful teams? 

10. Explain the role of team members 

11. Explain the team problems and their solutions 

12. Explain the steps involved in implementing the continuous process improvement. 

13. What are the strategies to be followed to achieve continuous process 

improvement? 

14. Explain 5-S Practice 

15. Explain the basic concepts of performance measure and mention the area required 

to measure the performance. 

 

 

 
 


