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This course aims to provide students with information about the nature of total quality
management, and to clarify the basic principles of total quality management, and to
clarify the steps quality planning, and to identify the foundations of the organization of
total quality management, and to clarify the steps to improve the quality of production
and service organizations, and clarify the concept of quality house, and to clarify the
reciprocal relations between the matrices of quality function deployment, and to
identify the quality assurance systems, and to clarify the supportive systems for total
quality management approach, and to identify the approaches of application of total
quality management, and learn about the experiences of some of the organizations
leading in the application of total quality management.
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#ch. Chapter Short Description
The concept of quality, TQM definition, the evolution of
guality management systems, a comparison between
. Concept of Total the or_gan'izations applying T_Q_M and among _
litv Management organizations t_hat apply traditional concepts of quality,
Quality 9 the basic principles of TQM, the benefits of the
application of TQM, obstacles application TQM, points
of difference between TQM and re-engineering.
2 appslit(?gt(iacs)noz)l:[hl'eotal Foundations of a strategic plan for TQM, and how to
: organize TQM, and evaluation phases of TQM.
Quality Management
3 Quality Improvement Steps pf continuous improvement process, Pareto
analysis.
Concept of quality function deployment, the principles
: ; of quality function deployment, house of quality, the
4 nght}{ Functlton benefits of application of quality function deployment,
eploymen reciprocal relations between the matrices of quality
function deployment.
Performance evaluation systems according to the
TQM approach, incentive systems according to the
Quality Function TOM app'roach, information systems accordin'g tQ the
5 Denlovment total quality mar)agement approach, communication
ploy systems according to the TQM approach, methods to
solve problems and make decisions according to the
TQM approach.
Concept of total quality culture, and to the concept of
participation according to the TQM approach, and
. team spirit according to the TQM approach, as well as
6 Total Quality Culture illustrates the leadership styles according to the TQM
approach, and values according to the TQM approach,
and strategic vision according to the TQM approach.
The Revised
7 Approaches to Victory — C approach and HMPR approach.
Implement TQM
8 Approaches to Baldrige Quality Award model and the model of
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Implement TQM

European quality award, and the TQM wheel model,
and the logistics management institute’'s continuous
improvement model.

Experiences of some

International

Experience of Xerox company, the experience of

9 o IBM company, and the experience of Motorola
Companies in company
Application of TQM pany.
Concept of Six Sigma, the basic principles of the Six
Sigma approach, Six Sigma culture, the successful
10 Six Sigma Approach | implementation of the approach of Six sigma factors,
steps apply Six Sigma, Six Sigma application
requirements.
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7) Kiran, D. R. (2017).Total Quality Management: Key Concepts and Case Studies.
Butterworth-Heinemann.

8) Brice, Zachery. (2004). Six Sigma Sharpens Services. Quality Digest, May 2004.

9) Cochran, Craig. (2001). Reap what you know sow the seeds of ISO 9001: 2000
success with competency-based training, Quality digest.
http://www.qualitydigest.com. May, 2001.

10) Criteria for performance excellence. Baldrige National Quality Program.
http://www.quality.nist.gov/2001_ criteria. htm. United States: National Institute of
Standards and Technology, 2001.
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11) Hellsten, Ulrika and Klefsjo, Bengt. (2000). TQM as a management system consisting
of values, techniques and tools, The TQM Magazine. Vol.12, No. 4.

12) Hermel, Philippe. (1997).The new faces of total quality in Europe and the US, Total
Quality Management. Vol. 8, No. 4.

13) International Standard ISO 9001: Quality Management Systems - Requirements.
Fifth edition, Geneva: International Organization for Standardization, 2015.

14) International Standard 1SO 9001: Quality Management Systems - Requirements. 4rd
ed., Geneva: International Organization for Standardization, 2008.

15) International Standard 1SO 9001: Quality Management Systems - Requirements. 3"
ed., Geneva: International Organization for Standardization, 2000.

16) International Standard 1SO 9001: Quality Systems: Model for quality assurance in
design, development, production, installation and servicing. 2" ed., Geneva:
International Organization for Standardization, 1994.

17) International Standard ISO 9004: Quality Management System- Guidelines for
performance improvements. 2" ed., Geneva: International Organization for
Standardization, 2000.

18) International Standard ISO 14001: Environmental management systems -
Requirements with guidance for use. Geneva, International Organization for
Standardization, 2004.

19) Juan, J, T. (2005). Components of Successful Total Quality Management. The TQM
Magazine, Vol. 17, No.2.

20) Defeo, Joseph A. (2016). Juran's Quality Handbook: The Complete Guide to
Performance Excellence. McGraw-Hill Education, Seventh Edition.

21) Nakhai, Behnam and Neves, Joao S. (1994).The Deming, Baldrige, and European
Quality Awards, Quality Progress. April 1994.

22) SangeetaSahney, D.K. Banwet, S. Karunes. (2004). Conceptualizing Total Quality
Management in Higher Education.The TQM Magazine, Vol. 16, No.2.

23) SatishMehra, SampathRanganathan. (2008). Implementing Total Quality Management
with a Focus on Enhancing Customer Satisfaction. International Journal of Quality &
Reliability Management, Vol. 25, No. 9.
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7) Westcott, Russell & Duffy, Grace L. (2015).The Certified Quality Improvement
Associate Handbook.ASQ Quality Press, Third Edition.

8) Pyzdex Thomas & Paul Keller. (2014).The Six Sigma Handbook. McGraw-Hill
Education, Fourth Edition.

9) Westcott, Russell T. (2013). The Certified Manager of Quality/Organizational
Excellence Handbook. ASQ Quality Press, Fourth Edition.

10) Luis Rocha-Lona, Jose Arturo Garza- Reyes, Vikas Kumar. (2013). Building Quality
Management Systems: Selecting the Right Methods and Tools.CRC Press.

11) Agus, Arawati et al. (2000). The structural impact of total quality management on
financial performance relative to competitors through customer satisfaction: a
study of Malaysian manufacturing companies, Total Quality Management. Vol.11, No.
4/5& 6.

12)Al —Hassan, Khalid et al. (2000).The role of total productive maintenance in business
excellence, Total Quality Management. Vol.11, No. 4/5&6.

13) Jabnoum, Naceur. (2002). Control Processes for Total Quality Management and
Quality Assurance, Work Study, Vol.51, No.4.

14) Woon, Kin Chung. (2000). Assessment of TQM implementation/Benchmarking
Singapore’s productivity leaders. Business Process Management Journal. Vol. 6, No.
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