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Unit Description in Detail Weightage (%) 

I Introduction: Word Scenerio, National Issues, Quality Education, 

Efficiency verses Effectiveness, Drivers of Quality.  
Principles of Quality Management: Definitions and  Dimensions of Quality, 

Internal and External Customers, Vision and Mission Statements. Objectives, 

Goals, Targets and Action Plans. Philosophies of Quality Gurus. Ten 

Principles of Quality Management. 

Total Quality Management Philosophy: Evolution of TQM, Defining TQM, 

Preparing TQM, Stages in TQM Implementation and TQM Models.   

[10] 

II Quality Planning: SWOT Analysis, Strategic Planning and 

Organizational Culture. 

Customer Orientation: Customer Focus, Customer Satisfaction Model, 

Customer Retention Model, Quality Function Deployment(QFD), Customer 

Satisfaction Measurement(CSM). 

Human Dimension of TQM: Top Management Commitment, Leadership for 

TQM, Change Management, Motivational Strategies, Quality Circle 

Philosophy. 

Team Development: Synergy, Team Building, Communication and 

Transactional Analysis. 

[10] 

III Tools and Techniques for Quality Management                          

Quality functions development (QFD) – Benefits, Voice of customer, 

information organization, House of quality (HOQ), building a HOQ, QFD 

process. Failure mode effect analysis (FMEA) – requirements of reliability, 

failure rate, FMEA stages, design, process and documentation. Seven old 

(statistical) Tools. Seven new management tools, 5S tool-importance and 

implementation, Bench marking . Just in Time(JIT) 

[12] 

IV Cost of Quality: Quality and Cost, Characteristic of Quality Cost, Micro 

Analysis of Quality Cost, Optimal Cost Relationship with Quality 

TQM Road Map: Measurement of Quality, TQM Road Map, TQM 

implementation strategy, Situations leading failure TQM. 

[08] 
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