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L__TipeA Jcode ____|competences specific

A11127 513CA45 Define quality and TQM

A11128 513CA46 Describe the ISO international quality standards

A11129 513CA47 Explain Six Sigma

A11130 513CA48 Explain how benchmarking is used

A11131 513CA49 Explain quality robust products and Taguchi concepts

A11132 513CA50 Use the seven tools of TQM

A11133 513CA51 Explain the meaning of TQM

A11134 513CA52 Identify the costs of Quality

A11135 513CA53 Describe the evolution of TQM

A11136 513CA54 Identify Quality leaders and their contributions

A11137 513CA55 Identify key features of the TQM philosophy

A11138 513CA56 Describe tools identifying and solving quality problems

A11139 513CA57 Describe quality awards and quality certifications
|__TipeB___Jcode _____[competences transversat .|

B2195 513CTB11 Concern for quality

|__Tipec___Jcode ______Jcompetences nuclear

L T O O P Bompeteencias

The students will be able to identify or define quality, Awards in quality, European Foundation Quality Management, ISO 9000:2000, etc. A11128 B2195
Al11134
Al11136
A11138
A11139

The students will be able to explain why quality is important, Total Quality Management, continuous improvement, benchmarking, quality service, etc. A11129
A11130
A11131
A11132
A11133
A11135
A11137

The students will be able to measure service quality and manage knowledge to maintain service quality A11127



. Tpic | ___________________ subtopic_____________________________

Dimensions of Quality
Defining quality Our Definition of Quality
Why Quality is important

Costs of quality The 7 sources of wastes
History of QM

W. Edwards Deming
Quality Gurus Joseph M. Juran
Philip B. Crosby

International Quality Standards
Quality Awards
ISO 9000: 2000
Awards & Standards ISO 14000: 2000
MBNQA
Deming Prize
EFQM

Definition of TQM (BS4778:1991)

Evolution of QM to TQM

Implementing TQM

TQM Philosophy: Concepts / Elements

TQM Philosophy: Continuous Improvement
Total Quality Management TQM Philosophy: Six Sigma

TQM Philosophy: Employee empowerment

TQM Philosophy: Benchmarking

TQM Philosophy: Just in Time

TQM Philosophy: Lean Manufacturing

TQM Philosophy: Knowledge of TQM Tools

TQM Tools: Check sheets
TQM Tools: Scatter Diagram
TQM Tools: Cause-and-effect diagrams
TQM Tools: Pareto charts
TQM Tools TQM Tools: Flow charts (Process diagram)
TQM Tools: Histograms
TQM Tools: Statistical Process control Chart
TQM Tools: Taguchi Concepts
TQM Tools: Quality Function Deployment (QFD)

TQM in services



Methodologies: Tests

24 32

Case study 8
Field work/trips 8 0 8
Lecture 4 6 10

(*)The information in the planning table is for guidance only and does not take into account the heterogeneity of the students.

Methodologies:

Case study Teaching based on participation & cases study.
Field work/trips Some firms will be visited during the course.
Lecture

description

description qualification

Evaluation based on participation & cases study with short questions and test item about the

0,
Case study cases and the theoretical lessons. 40%
Field work/trips fi,(r)r:]ne firms will be visited during the course and the students must make a report about the 40%
Other 20%
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