(luallty Management

Introduction to Total Quality Management
for Production, Processing, and Services

' FOURTH EDITION |

| i David L. Guelach

I'fj Stanley B. Davis

eNLLr TVl d) LUdllioCalll



CONTENTS

PART ONE
Philosophy and Concepts 1

CHAPTER 1
The Total Quality Approach to Quality Management 3

WHAT Is QuauTy? 3

THE TOTAL QUALITY APPROACH DEFINED 6
F'wo Views oF QuaLimy 10

Key ELEMENTS OF ToTAL Quanimy 11
TOTAL QUALITY PIONEERS 17

Wy Toral QuALITY EFFORTS SUCCEED 25
Six Sicma CoNncCErT 27

How Is Six SIGMA ACHIEVED? 29

THE FUTURE OF QUALITY MANAGEMENT 32
SUMMARY 33

Key TERMS AND CONCEPMTS 34

FACTUAL REVIEW QUESTIONS 35

Crimical THINKING ACTiviTy 35
DisCUSSION ASSIGNMENTS 35

EnonOTES 40

CHAPTER 2
Quality and Global Competitiveness 41

Tiie RELATIONSHIP BETWEEN QUALITY AND COMPETITIVENESS 42
CosTs OF POOR QUALITY 42

COMPETITIVENESS AND THE U.S. ECONOMY 45

FacTors INHIBITING COMPETITIVENESS 47

COMPARISONS OF INTERNATIONAL COMPETITORS  5b

TecHNOLOGY AND COMPETITIVENESS 63

HuMAN RESOURCES AND COMPETITIVENESS /L

CHARACTERISTICS OF WORLD-CLASS ORGANIZATIONS 75
F-COMMERCE, INFORMATION, QUALITY, AND COMIPETITIVENESS 77
MANAGEMENT BY ACCOUNTING: ANTITHESIS OF ToraL QUALITY b

Key GLOBAL TRENDS  BO i

s1bbT I LAYl dJ Ludll |oua|'flr



viii Contents

U. 5. CoMranies: GLOBAL STRENGTHS AND WEAKNESSES B2
SUMMARY 85

KEY TERMS AND CONCEPTS  Bb

FACTUAL REVIEW QUESTIONS 86

CrmoaL THINKING AcTiviTY BT

IMSCUSSION ASSIGNMENTS 88

ENDNOTES 99

CHAPTER 3
Strategic Management: Planning and Execution 96

WHAT IS STRATEGIC MANAGEMENT? 97

COMPONENTS OF STRATEGIC MANAGEMENT 97
STRATEGIC PLANNING OVERVIEW 98

CREATIVE THINKING IN STRATEGIC PLANNING 98
CONDUCTING THE SWOT ANALysis 100

DEVELOPING THE ViSiON 102

DEVELOMNG THE Mission 105

DevELOPING THE GUINING PRINCIPLES 106

DEVELOPING BROAD STRATEGIC OBjECTIVES 108
DeviELoPnG SPECIFIC TACTICS (ACTION PLAN) 112
EXECUTING THE STRATEGIC PLAN 116

STRATEGIC PLANNING IN ACTION: A “REAL-WORLD Case” 119
REVOLUTIONARY THINKING IN STRATEGIC PLANNING 124
SUMMARY 126

KEY TERMS AND CONCEPTS 127
FacTUuAL REVIEW QUESTIONS 127
Crimcal THINKING AcTiviTy 128
ENDNOTES 128

CHAPTER 4
Quality Management and Ethics 129

Erninics Definen 130

TrusT AND TOTAL QUALITY 133
VALUES AND TOTAL QuALTY 135
INTEGRITY AND TOTAL QUALITY 136
RESPONSIBILITY AND TOTAL QUALITY 137
MANAGER'S ROLE 1Ny ETHICS 138
ORCAMIZATION'S ROLE IN ETHICS 141



Contents i

HANDUNG ETHiCAL DiLEsmas 143

Ertncs TraminG anD Copes oF Business Conpuct 143
MoOoELS FoR MAKING ETHican Decsions 145
Brriers VERSUS BEHAVIOR: WHY THE IDISPARITY? 147
ETHiCAL DiLemmas: Cases 150

SUMMARY 153

KEY TERMS AND CONCEPTS 154

FACTUAL REViEw QUESTIONS 155

Crmicar THINKING AcTiviTy 155

INSCUSSION ASSIGNMENTS 156

ENDNOTES 159

CHAPTER 5
Partnering and Strategic Alliances 160

PARTNERING / STRATEGIC ALLIANCES 160
INNOVATIVE ALLIANCES AND PARTNERSHIPS 167
INTERNAL PARTNERING 167

PARTNERING WITH SUPPLIERS 170

PARTNERING wiTH CUSTOMERS 174
PARTNERING WITH POTENTIAL COMPETITORS 174
GLOBAL PARTNERING 18]

EDUCATION AND BUSINESS PARTNERSHIPS 181
SUMMARY 182

Key Terms anp CoONCEPTS 183

FacTtual REviEw QuesTIONS 183

Crimical. THINKING ACTiviTy 183

DisCUssSIoN ASSIGNMENTS 184

EnDNOTES 187

CHAPTER 6
Quality Culture 188

UNDERSTANDING WHAT A QuaLITY CULTURE IS 188
QuALITY CULTURE VERSUS TRADITIONAL CULTURE 191
ACTIVATING CULTURAL CHANGE 193 S
CHANGING LEADERS TO ACTIVATE CHANGE 194
LAVING THE GROUNDWORK FOR A QUALITY CL n RE
LEARNING WHAT A QUALITY CI,ILmI- 0 __;:;-'r IKE
COUNTERING RESISTANCE TO CuLTURAL CHAN

i -r_




Contenls

EstaniistinGg A Quarrry Cucrure 203
MAINTAINING A QuALTTY CULTure 208
SUMMARY X0

Kiy Turms anp Concirrs 210
FACTUAL Review Questions 210
CRIMCAL THINKING ACTiviTy 211
Discussion AssiGNMENTS 211
ENDNOTES 213

CHAPTER 7
Customer Satisfaction and Retention 214

UNDERSTANDING WHO Is A CUSTOMER 215
UNDERSTANDING CUSTOMER-DERINED QUALITY 216
IDENTIFYING EXTERNAL CUSTOMER NEEDS 217
IDENTIFVING INTERNAL CUSTOMER NEEDS 221
COMMUNICATING WITH CUSTOMERS 222
InsTiTunNG QuAaLy Funcnion DeErLOyYMENT 224
CUSTOMER SATISFACTION PROCESS 224
CustOMER-DEFINED VALUE 225

CuUSTOMER VALUE ANALYSIS 227

CustOMER RETENTION 228 ¢
EsTABLISHING A CUusTOMER FOoCus 231

ReECOGNIZING THE CUSTOMER-DRIVEN ORGANIZATION 233
VALUE PERCEPTION AND CUSTOMER LOYALTY 234
GUASPARI ON CUSTOMER SATISFACTION 234
SUMMARY 235

Key TerMS AND CONCEPTS 236

FacTual ReviEw QuEesTions 236

Crimical THINKING ACTIVITY 236

IMSCUSSION ASSIGNMENTS 237

ENDNOTES 239

CHAPTER 8
Employee Empowerment 241

EMIPLOYEE EMPOWERMENT DEFINED 241
RATIONALE FOR EMPOWERMENT 244
INHIBITORS OF EMPOWERMENT 246



Contents

MANAGEMENT'S ROLE IN EMPowERMENT 262
IMPLEMENTING EMPOWERMENT 253
MANAGEMENT'S ROLE IN SUGGESTION SysTiMs 261
IMPROVING SUGGESTION SysTEMS 242
EVALUATING SUGGESTIONS 267

HANDLING POOR SuGGESTIONS 272

ACHIEVING FuLL PARTICIPATION 272

How 10 RECOGNIZE EMPOWERED EMPLOYEES 275
AVOIDING EMPOWERMENT TRAPS 276

BEYOND EMPOWERMENT TO ENLISTMENT 277
SUMMARY 279

KEY TerMSs AND CONCEPTS 280

FACTUAL REVIEW QuESTIONS 280

CRIMCAL THINKING ACTiviTy 281

DISCUSSION ASSIGNMENTS 281

ENDNOTES 284

CHAPTER 9
Leadership and Change 286

LEADERSHIP DEFINED 287
LEADERSHIP FOR QUuAaLITY 292
LEADERSHIP SKILLS: INHERITED OR LEARNED? 295
LEADERSHIP, MOTIVATION, AND INSPIRATION 295
LEADERSHIP STYLES 297

LEADERSHIP STYLE IN A TOTAL QUALITY SETTING 299
BuiLpiNnG AND MAINTAINING A FOLLOWING 300
LEADERSHIP VERSUS MANAGEMENT 304

LEADERSHIP AND ETHICS 305

LEADERSHIP AND CHANGE 306

EMPLOYEES AND MANAGERS ON CHANGE 308
RESTRUCTURING AND CHANGE 308

How 10 LEan CHANGE - 310

LESSONS FROM IISTINGUISHED LEADERS EIE
SERVANT LEADERSHIF AND Srﬁwnm-'(ll' |
SUMMARY 325

KEY TERMS AND CDHLEF'I‘E m




xii

Contents

Discussion AssiGaNsmenTs A28
ExpnoTies 329

CHAPTER 10
Team Building and Teamwork 331

OVERVIEW OF TEAM BUuiLpinG AND TEamwoOrk 331
BUILDING TEAMS AND MAKING THEM WoORK 338
FOUR-STEP APPROACH TO TEAM BulLDING 343
CHARACTER TRAITS AND TEAMWORK 348

TeAMS ARE NOT BosseEp—THEY ARE CoacHED 350
HANDUING ConrFLIcT IN TEAMS 353

STRUCTURAL INHIBITORS OF TEAMWORK 356
REWARDING TEAM AND INDIVIDUAL PERFORMANCE 357
RECOGNIZING TEAMWORK AND TEAM PLAYERS 360
SUMMARY 360

Key TErMS AND ConcEPTS 361

FACTUAL REVIEW QUESTIONS 362

CRIMCAL THINKING ACTIVITY 362

INSCUSSION ASSIGNMENTS 362

ExDNOTES 363

CHAPTER 11
Communication and Interpersonal Relations 364

DEFNING COMMUNICATION 365

UNDERSTANDING THE ROLE OF COMMUNICATION IN TOTAL QUALITY 367
UNDERSTANDING COMMUNICATION AS A PROCESS 360
RECOGNIZING INHIBITORS OF COMMUNICATION 370
EsTABLISHING A CONDUCIVE COMMUNICATION CLIMATE 272
COMMUNICATING BY LisTENING 373

UNDERSTANDING NONVERBAL COMMUNICATION FACTORS 381
COMMUNICATING VERBALLY 383

COMMUNICATING IN WRITING 386

COMMUNICATING CORRECTIVE FEEDBACK 390

IMPROVING COMMUNICATION 391
DEVELOMNG INTERPERSONAL SKILLS 393
PERSONALITY AND COMMUNICATION 397
SUMMARY 398




Contents

KEY TERMS AND CONCErTS 399
FACTUAL REVIEW QuisTions 400
CrImcAaL THINKING ACTiviTy 401

Discussion Assicaments 401
EnoNnoTEs 401

CHAPTER 12
Education and Training 403

OVERVIEW OF EDUCATION, TRAINING, AND LEARNING 403
RATIONALE FOR TRAINING 411

TRAINING NEEDS ASSESSMENT 416
PROVIDING TRAINING 420

EVALUATING TRAINING 425

MANAGERS AS TRAINERS AND TRAINEES 426
WORKFORCE LITERACY 437

IMPROVING LEARNING 439

WHy TRAINING SOMETIMES Fanls 441
QuaLTy TrRaNING CURRICULUM 442
ORIENTATION TRAINING 44

CUSTOMER TRAINING 447

EtTHics TrRaNING 448

SuMMARY 450

KEy TERMS AND CONCEPTS  45]

Factual REview QuisTions 452

CrimicalL THINKING ACTiviTY 453
IMSCUSSION ASSIGNMENTS 454

ENDNOTES 459

CHAPTER 13 i .
Overcoming Politics, Negativity, and Conflict
inthe Workplace 461

INTERNAL POLITICS DEFINED 462
Power axD PoLmcs 464
ORGANIZATIONAL STRUCTURE AND INTERNAL POLITICS 465
INTERNAL POLITICS IN ACTION 469

INTERNAL POLITICIANS AND THEIR METHODS 473

IMracT OF INTERNAL PoLimics oN QuaLimy 480




Xiv Contents

CONTROLUING INTERNAL POLITICS IN ORGANIZATIONS 483
OVERCOMING NEGATIVITY IN ORGANIZATIONS 492
OVERCOMING TERRITORIAL BEHAVIOR IN ORGANIZATIONS 494
MANAGING CONFLICT IN ORGANIZATIONS 490

SUMMARY 501

Key Terms anp Concerrs 502

Factual Review Quesntions 503

CrmcAL THINKING ACTiviTy 500

Discussion AsSIGNMENTS 504

ENDNOTES 505

CHAPTER 14 ‘ .
ISO 9000 and Total Quality: The Relationship 506

1SO 9000: WHAT IT Is 506

THE 150 9000 QUALITY MANAGEMENT SySTEM: A DEFINITION 509
COMPARATIVE SCOPE OF 150 9000 AND TOTAL QUALITY MANAGEMENT
THe Oricivy oF SO 9000 514

A OF 1SO 9000 anD TOTAL QUALITY MANAGEMENT 515
MANAGEMENT MOTIVATION FOR REGISTRATION TO 1SO 9000 515
CompPATIBILITY OF ISO 9000 AND TOTAL QUALITY MANAGEMENT 516
MOVEMENT FROM 1SO 9000 10 TOM AnD VicE ViErsa 517

150 9000 AS AN ENTRY INTO TOTAL QUALITY MANAGEMENT 517
SUMMARY 518

KEY TERMS AND CONCEFPTS 519

FacTuAaL REVIEW QUESTIONS 519

CRITICAL THINKING ACTIVITY 519

Discussion ASSIGNMENT 519

EnonoTes 520

PART TWO
Tools and Techniques 521

CHAFPTER 15
Overview of Total Quality Tools 522

ToraL Quavrry Toows Depinen 523
THE PARETO CHART 523

CAUsE-AND-EFFECT DIAGRAMS 527
CHECK SHEETS 532



xv

HistoGrAMS 537

SCATTER IIAGRAMS 549

Run CHARTS AND CONTROL CHARTS 552
STRATIFICATION 554

SOME OTHER TooLs INTRODUCED 559
MANAGEMENT'S ROLE IN ToOL DErPLOYMENT 564
SUMMARY 567

KEY TeErms anp ConcerTs 568
FACTUAL REVIEW QUESTIONS 568
CRITICAL THINKING ACTIVITIES 569
DISCUSSION ASSIGNMENT 572
ENDNOTES 573

CHAPTER 16
Problem Solving and Decision Making 574

PrOBLEM SOLvING FOR ToTaL QuaLimy 575

SOLVING AND PREVENTING PROBLEMS 576
PROBLEM-SOLVING AND DECISION-MAKING TOOLS 587
DEecision MAKING FOR ToTtaL QuaLimy 587

Tue Decision-MakinG PROCESS 589

OBIECTIVE VERSUS SUBJECTIVE DECISION MAKING 591
SCIENTIFIC DECISION MAKING AND PROBLEM SOLVING 592
EMPLOYEE INVOLVEMENT IN DECISION MAKING 595
ROLE OF INFORMATION IN DECISION MAKING 596
UsinG MANAGEMENT INFORMATION SysTiEMms (MIS) 598
CREATIVITY IN DECISION MAKING 599

SuMMARY 601

KEey TErMS AND CONCEPTS 602

FacTuAL REVIEW QUESTIONS 602

Crriical THINKING ACTiviTY 603

DiscUSSION ASSIGNMENTS 604

ExpnoTEs 605

CHAPTER 17
Quality Function Deployment (QFD) 607

WHaT Is QFD? 607
Benerims OF QFD 611 | r_~ : TS
CUSTOMER INFORMATION: FEEDBACK AND INPUT

anl



Contents

QFD Toons 617
IMPLEMENTING QFD) 621
SUMMARY 626

KEY Terms anD Concerrs 627
FACTUAL REVIEW QuEsTIONs 627
CrIMcAL THINKING ACTIVITY 628
INSCUSSION ASSIGNMENT 628
ENDNOTES 628

CHAPTER 18 =
Optimizing and Controlling Processes through Statistical

Control (SPC) 629
STATISTICAL PROCESS CONTROL DEFINED
RATIONALE FOR SPC 631
CoNTROL CHART DEVELOPMENT 638
MANAGEMENT's ROLE IN SPC 653

ROLE OF THE TotAL QuaLy Toors 655
AUTHORITY OVER PROCESSES AND PRODUCTION 656

IMPLEMENTATION AND DEPLOYMENT OF SPC 657
INHIBITORS OF SPC 665

SUMMARY 669

KEY TERMS AND CONCEPTS 669
FACTUAL REVIEW QUESTIONS 670
CrIMCAL THINKING AcTiviTy 670
DISCUSSION ASSIGNMENTS 671
ENDNOTES 677

630

CHAPTER 19
Continual Improvement 678

RATIONALE FOR CONTINUAL IMPROVEMENT 678
MANAGEMENT'S ROLE IN CONTINUAL IMPROVEMENT 679
ESSENTIAL IMPROVEMENT ACTIVITIES 680
STRUCTURE FOR QUALITY IMI'ROVEMENT 681
THE SCIENTIFIC APPROACH (82
IDENTIFICATION OF IMPROVEMENT NEpps 685
DEVELOMMENT OF IMPROVEMENT 1| Ans 686
COMMON IMPROVEMENT STRATEG IS 687
ADDITIONAL IMPROVEMENT STRATEGIES HY9()



xvii

THE Kazes ArrroacH 694

GOLDRATT'S THEORY OF CONSTRAINTS /99
TreE CEDAC ArrroacH 701

SUMMARY 706

Key Terms ano Concerms 707

FACTUAL REViEw QuEsTions 708
CRITCAL THINKING ACTIVITY 708
Discussion AsSIGNMENT 709
ENDNOTES 709

CHAPTER 20
Benchmarking 711

BENCHMARKING DEFINED 712

RATIONALE FOR BENCHMARKING 714
BENCHMARKING AIPROACH AND PROCESS 716
BENCHMARKING VERSUS REENGINEERING 722
ROLE OF MANAGEMENT IN BENCHMARKING 724
PREREQUISITES TO BENCHMARKING 726
OBSTACLES TO SUCCESSFUL BENCHMARKING 728
BENCHMARKING RESOURCES 730

SELECTION OF PROCESSES / FUNCTIONS TO BENCHMARK 731
ACTING ON THE BENCHMARK DATA 731
PERPETUAL BENCHMARKING 732

SUMMARY 732

KEy TERMS AND CONCEPTS 733

FactuaL Review QuesTions 733

Crimical THINKING ACTiviTY 733

DISCUSSION ASSIGNMENTS 737

ExpnoOTES 737

CHAPTER 21
Just-in-Time Manufacturing (JIT) 738

Just-in-TiME DEFINED 738

RamoNALE FOR JIT 741

DevELOPMENT OF JIT 744 _

RELATIONSHIP OF JIT 10 TOTAL QUALITY AND WORLD-CLASS MANUFACTURING
750

BenerF1s OF JIT 752




xviii

Contents

REQUIREMENTS OF [IT 764
AUTOMATION AND JIT 784
SUMMARY 785

Ky Terms ann CONCEPTS 786
FACTUAL REVIEW QUESTIONS 786
CRITICAL THINKING ACTIVITIES 787
DISCUSSION ASSIGNMENTS 788
ExnDNnOTES 790

CHAPTER 22 o1
Implementing Total Quality Management

RATIONALE FOR CHANGE 793

REQUIREMENTS FOR IMPLEMENTATION 796

ROLE OF TOP MANAGEMENT: LEADERsHIP 808

ROLE OF MIDDLE MANAGEMENT 811

VIEWPOINTS OF THOSE INVOLVED 813

IMPLEMENTATION VARIATION AMONG ORGANIZATIONS 814
IMPLEMENTATION APPROACHES—TO BE AvOIDED 818

AN IMPLEMENTATION APPROACH THAT WORKS 820

GETTING ONWITH IT 826

WHAT 10 DO IN THE ABSENCE OF COMMITMENT FROM THE Top 827

IMPLEMENTATION STRATEGIES: 1SO 9000 AND BALDRIGE 829
SUMMARY 832

KEY TERMS AND CONCEPTS 833
FAaCTUAL REVIEW QUESTIONS 833
Crimcal THINKING ACTIVITY B34
DisCUsSION ASSIGNMENT 836
ENDNOTES 837

APPENDIX
Manufacturing Networks in the United States 838

INDEX 843




