aining blank pages.

compulsorily draw diagonal cross lines on the rem.

1. On completing your answers,

Important Note :

50, will be treated as malpractice.

appeal to evaluator and /or equations written eg, 42+8

2. Any revealing of identification,

USN S 15SME664
Sixth Semester B.E. Degree Examination, Jan./Feb. 2021
Total Quality Management
Time: 3 hrs. % i Mﬁ%ax Marks: 80
Note: Answer any FIVE full questions, choosing ONE full question from-each module.
Module-1
1 a. Discuss the contributions of any three Gurus of TQM. o (06 Marks)
b. Bring out the potential benefit of TQM. s ’ (04 Marks)
c. Briefly explain with the help 0@ _ﬁw(etch TQM framework. » (06 Marks)
vmf «%g OR ‘a%%&?
2 a. Listthe obstacles assogg%d’with TQM hnplementﬁ,;ﬁmji‘énd discuss any three. (08 Marks)
b. State the benefits of ISQ tegistration. . of (04 Marks)
c. Explain how theﬁg\récﬁ’j%‘gements of ISO 9001 are.met. (04 Marks)
3 a. Justify theﬁg,n%ec“i of ethics in an organization and identify the root causes of unethical
behaViorﬁi’“&%: J , ¢ (08 Marks)
b. Elaborafé%@ roles of TQM leader%g@gs implementation. oy (08 Marks)
gl &%ﬁ OR N ‘*ﬁ;
4 a. Listand briefly explain the seven steps to strategic p zﬁ@mg (08 Marks)
b. Emphasize on the importanée of communication in brganization. . W?f% (04 Marks)
c. Discuss on the role of decision making in bringi&é"%i;ccess to organization. (04 Marks)
¥/ Modulé-3 »° !
5 a. Explain the need of achieving customer satisfaction. s (04 Marks)
b. State the benefits=of customer feedbi@}cl@’ and explain the@épgiﬁns to be taken to handle
customer complaints. PR 2 i (08 Marks)
c. Emphasize on the importance of customer retention. 4, . (04 Marks)
! s  OR ey
6 a. Explaig@tfgéjprocess of transl%tingﬁgeds of customér@i’igt%v requirements (08 Marks)
b. Discuss‘the need of motivation and bricf on the role of recognition and reward in motivating
employée. N AL (08 Marks)
A t Module-4"
7 a. “Briefly discuss abou@t%fé%rocess improve%“;,yt(strategies. (08 Marks)
b List the factors o%:v*ig;c;i@h kaizen improvement focuses. (04 Marks)
c. Briefly explain th&%ff%ncept of rcen%ﬁ:%gring. (04 Marks)
O Gy OR
8 a With relevant .example explain the construction of cause and effect diagram. (08 Marks)
b. Quoting examples explain contrdl chart and histogram. ; (08 Marks)
L7 Module-5
9 a. List the reasons for béﬁ%ﬁrﬁarking and elaborate on the steps involved is benchmarking
process. @ , (08 Marks)
b. State the impor’c%g%gﬁof voice of customer and explain the construction of hence of quality.
e 2 (08 Marks)
P OR

10 a. State the benefits of Quality by design. (04 Marks)
b. Outline,@f@steps involved in FMEA. (06 Marks)
c. Write’d.note on total productive maintenance. (06 Marks)




