Subject Description Form
	Subject Code
	ISE404

	Subject Title
	Total Quality Management

	Credit Value
	3

	Level
	4

	Pre-requisite/Co-requisite/Exclusion
	Students who do not have background knowledge in quality control and quality engineering should be prepared to do additional reading.

	Objectives


	This subject provides students with the knowledge to
1. understand the philosophy and core values of Total Quality Management (TQM);
2. determine the voice of the customer and the impact of quality on economic performance and long-term business success of an organization;
3. apply and evaluate best practices for the attainment of total quality.


	a. measure the cost of poor quality and process effectiveness and efficiency to track performance quality and to identify areas for improvement;
b. understand proven methodologies to enhance management processes, such as benchmarking and business process reengineering;
c. choose a framework to evaluate the performance excellence of an organization, and determine the set of performance indicators that will align people with the objectives of the organization.
	

	Subject Synopsis/ Indicative Syllabus


	1. Principles of Total Quality 

Concepts of quality; Core values and paradigms for TQM, including corporate citizenship and protection of the environment; Models for performance excellence: Deming Prize, Baldrige Quality Award, European Quality Award
2. Customer Needs

Internal and external customers; Voice of the customer; Customer satisfaction; Customer loyalty; Service recovery; Crisis management

3. Economics of Quality

Classification and analysis of quality costs; Implementing quality costing systems; Economic value of customer loyalty and employee loyalty

4. TQM Methodologies

Quality Function Deployment (QFD); Benchmarking; Business process reengineering; Process improvement

5. Learning and Growth

Organizational learning; Organizational renewal; Change management; Employee empowerment

6. Strategic Quality Management

Vision, strategy, goals, and action plans; Measurement of organizational performance

	Teaching/Learning Methodology 


	A mixture of lectures, group discussions (tutorials), and mini-case studies are used to achieve the objectives of this subject. Some topics are taught in the classroom environment; students have to learn these topics by themselves in the process of writing problem-based assignments. Directed study is also used to develop the self-learning ability of students.

	Assessment Methods in Alignment with Intended Learning Outcomes


	Specific assessment methods/tasks 
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3.Examination

45%
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(
(
Total 

100%


The assignments, reflective journals, essays, and case studies facilitate the application of concepts and skills learned in analyzing and attaining total quality while emphasizing factors that may affect decisions.  

Examination/tests allow students to demonstrate the extent of their understanding of concepts, as well as their abilities to analyze and solve problems related to the subject.

	Student Study Effort Expected 

	Class contact:
	

	
	· Lecture/Tutorial              2 hours/week for 13 weeks 
	26 Hrs.

	
	· Tutorial/Case Study          1 hour/week for 13 weeks
	13 Hrs.

	
	Other student study effort:
	

	
	· Studying and self learning
	50 Hrs.

	
	· Assignment and report writing 
	28 Hrs.

	
	Total student study effort
	117 Hrs.

	Reading List and References
	1. Oakland, John S, 2014, Total Quality Management and Operational Excellence: Text with Cases, Taylor and Francis

2. Besterfield, DH, et.al. 2003, Total Quality Management, 3rd edn, Prentice Hall
3. Goetsch, DL & Davis, B 2006, Quality Management: Introduction to Total Quality Management for Production, Processing and Services, 5th edn, Pearson
4. Gryna FM 2001, Quality Planning & Analysis, 4th edn, Jr., McGraw-Hill
5. Selected articles in Quality Progress and the web site of American Society for Quality
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