CHAPTER 1 : JEOPARDY LABS

Quality is defined in the eyes of this stakeholder.
		Who is the customer/consumer?

This method is used in Design for Six Sigma to understand requirements, execute the design, then verify that the design meets those requirements.
		What is DMADV

This quality concept holds that every process has an observable bottleneck.			What is Theory of Constraints?

This family of quality tools leads to complete restructuring of the process via a "destroy then rebuild" process.
		What is re-engineering

This quality pioneer developed the "loss curve" showing the economic penalty for non-optimal performance, and also promulgated fractional-factorial design of experiments.
		Who is Taguchi

This basic methodology for problem solving requires you to understand the problem, fix it, and ensure the fix "sticks"
		What is DMAIC

This tool is used to determine potential problems in a process or design
		What is FMEA

This graphical method provides statistical analysis of process variables
		What is Statistical Process Control

This type of graph relates two variables as a quick way to assess correlation
		What is a scatter diagram

If you wanted to assess the impact of several different variables on the output of a process, you could use this tool to create a plan to test and analyze
		What is Design of Experiments

Quality management started in this type of industry
		What is manufacturing

This function in the manufacturing system is responsible for determining the needs and expectations of consumers
		What is the marketing function

This person should not simply be responsible for low-cost procurement, but should maintain a clear focus on the quality of purchased goods and materials
		What is a purchasing agent



This function is one of the most important factors in establishing customer perception of quality and customer loyalty
		What is the installation and Service function (Service after the sale)

The manufacturing function depends a lot on this function to ensure that the product is made correctly
		What is product design and engineering function

This person is the "father of scientific management"
		Who is Frederick W. Taylor

These two U.S. consultants introduced statistical quality control techniques to the Japanese to aid them in their rebuilding efforts
		Who are Dr. Joseph Juran and Dr. W. Edwards Deming

This is the most influential instrument for creating quality awareness among U.S. businesses, and has also had significant global impact
		What is the Baldrige award

This is an approach to quality improvement that emerged in the late 1990s. It is a customer-focused, result-oriented approach to business improvement
		What is Six Sigma

In 1989, Florida Power and Light was the first non-japanese company to win this award
		What is the Deming Prize

Quality can be defined from six different perspectives. One definition related to the quantity of some products attribute. Quality is then defines as : "the larger numbers of product attributes are equivalent to higher quality."
		What is the product perspective

Quality can be defined from six different perspectives. Fitness for intended use is one of them.
		What is the user perspective

Quality can be defined from six different perspectives. One of them is to look at the relationship between the product benefits and the price.
		What is the value perspective

Quality can be defined from six different perspectives. One common notion of quality, often used by consumers, is that it is synonymous with superiority or excellence.
		What is the Transcendent (Judgmental) perspective

Quality can be defined from six different perspectives. One of them is to conform to specifications.
		What is the manufacturing perspective
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Profitability is driven by both the quality of design and conformance.
		What is true

Warren Buffett said: "The first job we have is to turn out quality merchandise that consumers will buy and keep on buying. If we produce it efficiently and economically, we will earn a profit, in which you will share.”
		What is false

Dr. Joseph Juran was interviewed in 1980 on NBC televised special program entitled "If Japan Cann ... Why can't we?
		What is False

The Baldrige award was established in 1987 and is only for U.S. companies
		What is true

Walter Shewhart developed many of the fondamentals of what we now call "total quality practices" in the early 1900s
		What is False

These two are the most important drivers of service quality.
	What is the people and technology

One of the following is not considered a service organization: hotels, construction, restaurants, financial and legal services, and transportation.
		What is the construction industry

Name three of the most critical differences between services and manufacturing
What is the: Customer needs and performance standards are more difficult to identify and measure Services requires a higher degree of customization Output is intangible Services are produced and consumed simultaneously Customers are often involved in actual process Services are more labor-intensive than manufacturing Services handle large numbers of transactions


Workers receiving authority and responsibility to do their jobs and do not have to receive authorization from their supervisors on every decisions.
		What is empowerment

In addition to manufacturing and service activities, name the business support activities necessary for achieving quality.
What is the Finance and accounting / Legal services / and Quality Assurance activities?

Quality management started in this type of industry
		What is manufacturing

This function in the manufacturing system is responsible for determining the needs and expectations of consumers.
		What is the marketing function



This person should not simply be responsible for low-cost procurement, but should maintain a clear focus on the quality of purchased goods and materials.
		Who is a purchasing agent

This function is one of the most important factors in establishing customer perception of quality and customer loyalty.
		What is the installation and Service function (Service after the sale)?

The manufacturing function depends a lot on this function to ensure that the product is made correctly
		What is product design and engineering function
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The Union of Japanese Scientists and Engineers established the Deming application prize in 1951.
		What is true? Commonly name the Deming Prize.

Deming created the System of Profound Knowledge before his 14 Points philosophy.
What is false? Near the end of his life, Deming synthesized the underlying foundations of the 14 Points into four simple elements that he called a System of Profound Knowledge.

Dr. Joseph Juran believed that statistics should be the common language between all employees (from CEO to workers).
		What is False

These following statements are false: a) A quincunx is a device that illustrates a natural process of variation b) ISO Technical Committee ISO/TC 176, Quality Management and Quality Assurance are responsible for developing and maintaining the ISO 9000 standards c) The Red Bead experiment demonstrates well that human error is the primary cause of variation d) The bulk of the variation in a system is due to assignable causes (special causes) e) Quality Management System provides a basis for documenting processes used to control and improve operations, drive innovation, and achieve quality
		What is c and d

These following statements are true: a) Deming and Juran worked in Japan in the 1950s b) Deming and Juran created a detailed program for quality improvement c) Crosby and Deming approaches to quality fit well within existing organizational structures. d) Juran, Deming and Crosby believed that the overwhelming majority of quality problems stem from poorly designed system that are the responsibility of management. e) Feigenbaum and Ishikawa were both awarded the title of Honorary Members of the American Society for Quality in 1986
		What is a and e

This is a formal document that demonstrates a commitment to achieving high quality and meeting customer expectations.
		What is a quality policy

This is a permanent reference for implementing and maintaining the quality management system.
		What is a quality manual

Within the ISO 9000 family of documents, name the document that provides fundamental background information and establishes definitions of key terms used in the standards.
		What is the ISO 9000:2005? What is the ISO 9000:2015?

Name the four major areas of the ISO 9001:2008 / ISO 9001:2015, a document that provides a structure for a basic quality assurance system.
What is 1) Management Responsibility? 2) Resource Management? 3) Product Realization? 4) Measurement, Analysis, and Improvement?

Name the three benefits of ISO 9000.
What is 1) discipline? 2) the basics of a good quality system? 3) a marketing program?

I am a tool used to describe the specific steps in a process and their sequence.
		What is a process map or flowchart

I am an approach for mistake-proofing processes using automatic devices or simples methods to avoid human error.
		What is Poka-yoke

Preventing mistakes can be done in three ways.
What is 1) Designing potential defects and errors out of the process. 2) Identifying potential defects and errors and stopping a process before they occur. 3) Identifying defects and errors soon after they occur and quickly correcting the process.

This is a term that is commonly used to characterize flexibility and short cycle times.
		What is agility

Name five typical types of service errors and related poka-yokes.
What is a 1) Task errors? 2) Treatment errors? 3) Tangible errors 4) Customer errors in preparation 5) Customer errors during an encounter 6) Customer errors at the resolution stage of a service encounter

The name of the regional chain of fast-food restaurants discussed in class.
Who is Pal's Sudden Service

These processes are those most important to "running the business".
		What is Value-Creation process or core processes

Support process requirements are driven by a) consumer b) internal customers c) external customers d) consumer and internal customers e) internal and external customers
		What is b

In general, value-creation process requirements are driven by a) consumer b) internal customers c) external customers d) consumer and internal customers e) internal and external customers
		What is d

To apply the techniques of process management, processes must posses these two attributes.
		What are repeatable and measurable

This is a sequence of linked activities that is intended to achieve some results, such as producing a good or service for a customer within or outside the organization.
		What is a process

We are the individuals or groups accountable for process performance and have the authority to control and improve their process.
		Who are the process owners

This involves all activities associated with planning, scheduling, and controlling projects.
		What is project management

This is those that are most important to an organization's value-creation processes, employees, and daily operations.
		What are support processes

Identifying process requirements provides the basis for this activity.
		What is measuring process performance
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TRUE or FALSE: The transcendent definition of quality refers to the notion that “you know quality when you see it.”
		What is TRUE

TRUE or FALSE: According to the principles of total quality, quality activities should be restricted to top executives.
		What is FALSE

With regard to quality management systems, a ______ serves as a permanent reference for implementing and maintaining the system.
a). quality minute book b). quality manual c). quality policy 
d). quality trilogy
		What is b

The Deming philosophy focuses on improvements in product and service quality by: 
a). 100% inspection b). reducing variation c). financial analysis d). separating the planning and execution functions of management
		What is b



Accomplishment of any improvement that takes an organization to unprecedented levels of performance is known as:
a). kaizen. B). a breakthrough. C). a chronic solution 
d). a cycle achievement.
		What is b

It refers to the ideal dimension or the target value that manufacturing seeks to meet.
		What is nominal

It is the permissible variation, recognizing the difficulty of meeting a target consistently.
		What is tolerance

Name the three types of target in the Taguchi Loss Function.
		What are 1) nominal is best, 2) Larger is better, and 3) smaller is better

Explain the difference between the Traditional Economic View of Conformance to Specifications and the Taguchi Loss Functions.
What is Taguchi measured quality as the variation from the target value of a design specification, and then translated that variation into an economic “loss function” that expresses the cost of variation in monetary terms. Taguchi assumes that losses can be approximated by a quadratic function so that larger deviations from target correspond to increasingly larger losses.

Find the missing word: _________ tolerances tend to raise manufacturing costs but they also increase the interchangeability of parts within the plant and in the field, product performance, durability, and appearance.
What is Narrow? Tolerance design involves determining the permissible variation in a dimension. Narrow tolerances tend to raise manufacturing costs but they also increase the interchangeability of parts within the plant and in the field, product performance, durability, and appearance. Wide tolerances increase material utilization, machine throughput, and labor productivity, but have a negative impact on product characteristics.

QFD means what.
		What is Quality Function Deployment (QFD)

TRUE OR FLASE: QFD was developed by XEROX and FORD in 1986.
		What is FALSE? QFD originated in 1972 at Mitsubishi's Kobe shipyard site.

In QFD, the customer requirement matrix is also commonly referred to this.
		What is the HOUSE OF QUALITY

Name the components of a House of Quality.
What are 1) the voice of the customer, 2) technical requirements, 3) Relationship matrix, 4) Interrelationships, 5) Customer requirement priorities, 6) Competitive evaluation, and 7) Technical requirements priorities?

Name the four linked House of Quality.
What are 1) Technical requirements 2) Component characteristics 3) Process operations, 4) Quality Control plan?


This is the process of applying scientific, engineering, and business knowledge to produce a basic functional design that meets both customer needs and manufacturing or service delivery requirements.
		What is Concept Development

It involves the adoption of an idea, process, technology, product, or business model that is either new or new to its proposed application.
		What is Innovation

Which process that innovation is built upon strongly
		What is research and development (R&D)

This is the first question that one must ask during concept development.
		What is the product (good or service) intended to do

The Small Business Administration (USA) classifies innovations into how many categories? Name two of them!
What is 4? What are 1) Entirely new category, 2) First of its type on the market, 3) A significant improvement on existing technology, 4) Modest improvement to an existing product?

Most companies have some type of structured product development process. The typical product development process consists of 6 phases. Name three of them.
What are Idea Generation, Preliminary Concept Development, Product/Process Development, Full-Scale Production, Market Introduction, and Market Evolution.

TRUE OR FALSE: Concurrent Engineering is a process in which all major functions involved with bringing a product to market are continuously involved with product development from conception through sales.
		What is TRUE

This is a structured approach to product development and a set of tools and methodologies for ensuring that goods and services will meet customer needs and achieve performance objectives, and that the process used to make and deliver them achieve high levels of quality.
		What is DFSS (Design for Six Sigma)

DFSS (Design for Six Sigma)consists of four principal activities. Name them!
What are Concept Development, Detailed Design, Design Optimization, and Design Verification?

What does DMADV mean
		What are Define, Measure, Analyze, Design, and Verify
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Lean production originated at that company and was later refined and modernized by that other company.
		Who is Ford and Toyota

Name at least three of the keys tools used in lean production.
What are the 5S's, visual controls, efficient layout and standardized work, pull production, Single minute exchange of dies (SMED), total productive maintenance, and continuous improvement.

Lean Six Sigma can be applied to a wide variety of transactional, administrative, and services areas. Name four key measures of performance that drive the service area.
		What are Accuracy, Cycle time, Cost, and Customer Satisfaction?

Name the Seven QC (quality control) tools.
What are the flowcharts, check sheets, histograms, Pareto diagrams, cause-and-effect diagrams, run charts , and control chart?

____________ is a special type of process map. It shows the process flows and highlight value-added versus non-value-added activities, and include times that activities takes.
		What is a value stream map

This tool is often used to verify a potential cause-and-effect relationship. This tool is the graphical component of regression analysis.
		What is a scatter diagram

According to research, virtually every instance of quality problem-solving falls into one of these five categories: 1) Conformance problems, 2) Efficiency problems, 3) Unstructured performance problems, 4) Product design problems, 5) Process design problems. Which tools and approaches would you used for conformance problems and efficiency problems?
		What is Six Sigma methodology and Lean tools

Balancing quality costs against expected revenue gains has become known as _________ .
		What is return on quality (ROQ)

The Project Management Body of Knowledge (PMBOK) was developed by this organization.
		Who is the Project Management Institute (PMI)

The term ________ is based on a statistical measure that equates to 3.4 or fewer errors or defects per million opportunities (dpmo).
		What is Six Sigma

This company pioneered the concept of Six Sigma as an approach to measuring product and service quality.
		Who is Motorola

One of the concepts of Six Sigma is the creation of highly qualified process improvement experts, who are they?
		Who are the Green Belts, the Black Belts, and the Master Black Belts?

What does PDSA stands for
		What is Plan, Do, Study, Act

Redefining and analyzing the problem, Generating ideas, Evaluating and selecting ideas, and Implementing ideas are common themes to this.
		What is process improvement methodologies

What does DMAIC stands for
		What are Define and Measure, Analyze, Improve, and Control
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TRUE or FALSE: The Malcolm Baldrige National Quality Improvement Act was signed into law (Public Law 100-107), signed on August 20, 1982
What is FALSE? It was signed in 1987. 1982 was the year that President Ronald Reagan signed a legislation mandating a national study/conference on productivity (Oct 1982)

TRUE or FALSE: Non-American companies can apply for the Baldrige Award.
		What is FALSE

Name the three initial categories established for the Baldrige Award.
		What are manufacturing, small business and service?

The scoring system used with the Criteria items in a Baldrige assessment is based on how many points.
		What is 1000 points

Which criteria of the Baldrige assessment is allocated the most points?
		What is results? 450 points out of a 1000

The US Congress approved awards for two new categories in 1999.
		What are nonprofit education and health care

Among the criteria for performance excellence of the Baldrige Award, this category is positioned as the foundation for all other categories in the system framework that underlie the Baldrige philosophy.
		What is the Measurement, Analysis, and Knowledge Management category?

The seven categories form an integrated management system. The umbrella over the seven categories is called the "Organizational profile". What is included in that section?
What is the understanding of the competitive environment, organizational relationships, and strategic situation to develop and implement action plans as a basis for all key decisions?

There has been an evolution of the criteria of the Baldrige Award over the years. In 2005, Baldrige introduced what concept
What is the concept of (organizational) sustainability? Which refers to an organization's ability to address current business needs and to have the agility and strategic management to prepare successfully for the future.


TRUE or FALSE: Many U.S. states have developed award programs similar to the Baldrige Award.
		What is TRUE

What is the name of the organization responsible for the Canadian Awards for Business Excellence
		What is the National Quality Institute (NQI)

What is the primary difference between the European Quality Award and the Baldrige Award?
What is the emphasis on public responsibility, society results? This is the perception of the company by the community at large and the company's approach to the quality of life, the environment and the preservation of global resources.

________ focuses on product and service conformity for guaranteeing equity in the marketplace and concentrates on fixing quality system problems and product and service nonconformities.
		What is ISO 9000

__________ focuses on performance excellence for the entire organization in an overall management framework, identifying and tracking important organizational results.
		What is Baldrige

_________ focuses on measuring product quality and driving process improvement and cost savings throughout the organization
		What is Six Sigma
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If you don’t measure results, you can’t tell success from ________ . If you can’t see success, you can’t ________ it ...
		What are failure and reward

The balanced scorecard consists of four perspectives.
		What are Financial, Internal, Customer, and Innovation

______________ (outcomes) tell what has happened and ______________ (performance drivers)predict what will happen.
		What are Lagging measures and leading measures

TRUE or FALSE: Guidelines for designing a performance measurement system. 1) Fewer is better, 2) Measures should start at the bottom and flow up, 3) Measure should be linked to the key business drivers.
What is TRUE, FALSE, TRUE? Fewer is better. Link to the key business drivers. Include a mix of past, present, and future Address the needs of all stakeholders. Start at the top and flow down to all levels of employees Combine multiple indexes into a single index Change as the environment and strategy changes


This is a software package that integrate organizational information systems and provide infrastructure for managing information across the enterprise.
		What is an Enterprise Resource Planning (ERP) system

Clarke American structures its performance measurements along two dimensions.
What is a matrix classification: change the business/run the business and predictive (leading)/diagnostic (lagging). Change the business measures are those most critical to the achievement of strategic objectives and evaluate organizational performance, such as total order cycle time and implemented ideas. Run the business measures are those used for daily operations and include measures of accuracy, responsiveness, and timeliness for deliveries.

This is an examination of facts and data to provide a basis for effective decisions.
		What is an analysis

This is the term that describes the quantitative modeling of cause-and-effect relationships between performance measures.
		What is interlinking

_____________ refer to industry averages, competitor performance, world-class benchmarks, or performance measures of other organizations with similar product offerings.
		What are comparative data

Garbage in, __________
		What is garbage out

TRUE or FALSE: Sharing data is becoming increasingly important in business networks and supply chains.
		What is TRUE

The quality of information can be improved by capturing data only once, and as close to the origin of the data as possible. Name two other means to improve the quality of information.
What is 1) eliminating human error by capturing data electronically where possible, 2) using a single database whenever feasible, 3) read top of page 616.

TRUE or FALSE: Knowledge Management refer to the accumulated intellectual resources that an organization possesses, including information, ideas, learning, understanding, memory, insights, cognitive and technical skills, and capabilities.
		What is FALSE? Knowledge assets is.

TRUE or FALSE: Tacit knowledge is information that is formed around intangible factors resulting from an individual’s experience, and is personal and content-specific.
What is TRUE? Explicit knowledge includes information stored in documents or  forms of media.

Name two types of knowledge transfer.
		What is internal benchmarking and rapid knowledge transfer
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