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Elective Paper I— TOTAL QUALITY MANAGEMENT
Time : 3 hours
    Max. Marks : 75

SECTION A — (10 × 2 = 20 marks)

Answer any TEN questions.

1. 
Define quality.
2. 
What is value engineering?

3. 
List any four core values of a quality leader.

4. 
Explain PDCA cycle.

5.
What is Six Sigma?

6.
Explain ISO 14000.
7. 
What are the key elements of Kaizen?

8. 
Define quality costs.

9. 
Explain Pareto chart.

10. 
What is meant by quality circle?

11. 
What is TQM?

12. 
Explain ISO 9000.
SECTION B — (5 × 5 = 25 marks)

Answer any FIVE questions.

13. 
Explain the fundamental principles of TQM.

14. 
Briefly explain any five reliability engineering methods.

15. 
What are the seven habits of highly effective people?

16.
 Explain the core values of quality leadership.

17.
 “Japanese 5-S is a common sense approach to good housekeeping.” Discuss.
18.
 Explain the steps in implementing six sigma.

19. 
What is the need for ISO 14001?
SECTION C (3 × 10 = 30)

20.
I – Case Study (Compulsory)

                                (1 × 10 = 10)
            Chryslers pioneered its immensely popular mini van in 1984, which quickly became the best selling product the company ever built. Within five years, Chrysler held more than 50 percent of the market shares for mini vans. In 1989 Chrysler offered a new automatic transmission as an option in some of its top models of mini vans and luxury automobiles. The new transmission immediately ran into trouble when many customers reported serious problems.

Claiming that it had made improvement to reduce the initial problem, Chrysler continued to use the transmission. Mean while the center for auto safety, a consumer group that monitors the auto industry charged that Chrysler had not tested the transmission before introducing it. The group’s claim was supported by data on owner complaints and frequency of repairs. During the first years of ownership itself, above 20 percent of the owners were reporting problems with the new transmission.

For the 1991 model, Chrysler extensively modified the design of the vehicle but continued to use the same problematic transmission as standard equipment, with most of the larger engines in high demand.

As a result, the Chrysler which was placed at the top in the magazine “consumer reports” for many years, dropped to the bottom of the list in 1991, citing the transmission in particular as well as other signs of deteriorating quality. A new Toyota model captured the top spot that year. 

Questions :

a) To what factors might you attribute Chrysler’s failure to maintain market leadership?

b)  What might Chrysler have done differently? How might a stronger focus on quality have helped?

II     Answer any TWO questions :
(2 × 10 = 20)
21. 
Explain the seven basic quality control tools.

22. 
Explain the fourteen steps of Deming’s philosophy for improving quality.

23. 
Elaborate the PDSA cycle.

24. 
What are the steps for implementation of ISO 9001?
——————
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