Kent State University 

Management and Information Systems

Total Quality Management (MIS 44150)  (Call 13834)  Sec 001

Spring 2004

Syllabus

Part I:

The Quality System 

01/13
1
 Introduction and Administrative Matters 



Assignment:  
Read Chapter 1 and Quality in Practice – Building Trust through Quality at Gerber (pg. 34) 





Read Chapter 2 (up to Quality in Health Care), pg. 63

01/15
2
Introduction to Quality  



Assignment: 
Read Chapter 2 (pg. 63-77)

Read Quality in Practice – Service Quality at The Ritz-Carlton Hotel Company (pp. 78-79) and Pinellas County Schools (pp.80-81)

01/16
E
Online Discussion 
01/20
3
TQM in Organizations – How is TQM different? 


Assignment:
Read Chapter 3 

Read Quality Profile – Texas Instruments (pp. 125)





Read Quality in Practice – Ford becomes a Deming Company (E)

01/22
4
Philosophies and Frameworks 

01/23
E
Online Discussion:  Ford Becomes a Deming Company 
01/27
5
**** First Written Case Analysis Due *** - Ford Becomes a Deming Company

01/29
6
**** Exam 1 – The Quality System ****



Assignment:
Read Chapter 4 

01/30
E
No Online Discussion

Part II:
The Management System

02/03
7
Customer Focus – Identifying Customer Needs



Assignment:
Read Quality in Practice: Customer focus at Granite Rock

Read Quality in Practice: Waiting Time and Customer Satisfaction at Florida Power and Light

Read Quality in Practice: Improving customer Satisfaction at a Software Support Call Center

02/05
8
Customer Focus – How Customer-Driven are you?



Assignment:  
Read Chapter 5 (pp. 219-238)





Read article (library): 

Cocheu, T., “Building a leadership foundation through improvement”, Quality Progress, April 1995, pp. 41-44.

02/06
E
Online Discussion: The Ritz-Carlton: Using IS to Better Serve the Customer

02/10
9
How does the customer view quality?. 


Leadership Demands of Total Quality 


Assignment:    Read Chapter 5 (pp.239-271)





Read Quality in Practice: Leadership in the Virgin Group

02/12
10
Strategies for Implementing Total Quality – The Quality Vision


Assignment:  Read Chapter 6, pp. 286-321
02/13
E
Online Discussion:  Leadership in the Virgin Group 

02/17
11
Human Resource Utilization – Policy 


Assignment:
Read Chapter 6, pp. 321-339 

02/19
12
Managing Human Resource in a TQM Environment

Assignment:  (Library)
Read Shaw, D.V., Day, D.O. and Slavinskas, E., “Learning from mistakes”, Quality Progress, pp. 45-48
02/20
E
Online Discussion:  Bull HN Brighton Facility 

02/24
13
**** Second Written Case Analysis Due**** -  Bull HN Brighton Facility 




Assignment:  Read Chapter 7, pp 360-386

02/26
14
Process Management


Assignment:  Read Chapter 7, pp. 387-429 

02/27
E
Online Classroom Discussion



Quality in Practice – Gold Star Chili Process Management

03/02
15
Process Management – Quality Function Deployment 

03/04
16
Guest Lecturer – JK LeSeure – Quality Deployment 




Assignment:
Read Chapter 8

03/05
E
Online Discussion – Guest Lecturer – Quality Deployment

03/09
16
Tracking Total Quality


Assignment: 
(Library)

Read:  Schaffer, R.H. and Thomson, H.A. “Successful change programs begin with results”, Harvard Business Review, Jan-Feb, 1992, p80-89

Read:  Kaplan, R.S. and Norton, D. P. “The balanced scorecard – measures that drive performance, Harvard Business Review, Jan-Feb, 1992, p71-79

03/11
17
Measuring Quality Performance


Assignment:
Read: Quality in Process:  Modeling Cause and Effect Relationships at IBM Rochester (p. 486)

03/12
E
No Online Discussion

03/16
18
Measuring TQP and COPQ
03/18
19
Exam #2



Assignment:  Read Chapter 9 (p.509-540)

03/23-03/25
SPRING BREAK

Part III:
Technical Issues in Quality

03/30
20
Statistical Thinking – TQM


Assignment:
Read Chapter 10 (p581-625)

Read Quality in Practice – Process Improvement on the Free-Throw Line (p.622-624)

Read case: Susan Rosegrant (1993) A Measure of Delight: The Pursuit of Quality at AT&T Universal Card Services (A).  Harvard Business School Case, 694-047, 1-23, Harvard Business School (Cases) and Harvard Bus.

04/01
21
****First Draft Due – Total Quality Paper ****



Managing Quality Improvement  - Managing to Customer Satisfaction 





Assignment:
Read (library)

Fontenot, G., Behara, R. and Gresham, A. “Six sigma in customer satisfaction”, Quality Progress, December 1994, p 73.

Glushkovsky, E.A., Florescu, R.A., Hershovits, A. and Sipper, D. “Avoid a flop: Use QFD with questionnaires”, Quality Progress, June 1995, p 57-62.

04/02
E
Online Discussion – Texas Instruments:  Cost of Quality

04/06
22
****Third Written Case Analysis Due**** 

04/08
23
Guest Lecturer:  Bill Gaudet – Six Sigma (Goodyear)




Assignment:
Read Chapter 11

04/09
E
Online Discussion:  Guest Lecturer (Six Sigma)

04/13
24
Controlling Quality – Difficulties

04/15
25
Library Day



Assignment:  
Read Chapter 13 (p.763-772,  p781-787)

04/16
E
No online discussion

04/20
26
Reliability – Relying on Quality 



Assignment:  
 Read Chapter 14





Read Quality in Practice:  The Eastman Way

Part IV:
Building and Sustaining Total Quality Organizations 

04/23
27
Sustaining a Quality organization  
04/23
28
Quality Organization NOW and in the FUTURE




Guest Lecturer - Herb Hoover (Quality Standards, ISO,TS, etc.)

04/24
E
Online discussion:  Alliant Health System:  A vision of total quality.

04/27
29
TQM – The Total Quality Organization and Management 

05/07
Final - *** Total Quality Paper Due*** (12:45 – 3:00)
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Management and Information Systems

Total Quality Management (MIS 44150)  (Call 13834)  Sec 001
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Instructor:

Cindy L. Hahn

Email me at:

clhahn@kent.edu
Office:


A407 New Business Administration Building

Telephone:

Office:

(330)-672-1161




Home:

(330)-699-4548  -   10:00 a.m. – 9:00 p.m.






(Monday through Saturday)

Office Hours:

Tuesday and Thursday




Hours:  12:15 – 1:30 p.m. and 3:00 – 3:30 p.m. or by appointment

Secretary:

Pam Silliman (330)-672-1140

Class Times:

Tuesday and Thursday, 1:45 – 3:00 p.m.




Electronic discussions 

Class Location:
217 Bowman Hall
Required Text:
1) Case packet from bookstore

2) Evans, J.R. and Lindsay, W.M., “The management and control of quality”, (Fifth Edition) West Publishing, 2002.  

Additional Readings:
From time to time additional readings will be assigned for class   discussion.  These readings will either be placed on reserve in the Library or provided for you.

Course Objectives:
To provide the student with a perspective of the nature organizations that have implemented in Total Quality, and the challenges to be faced in implementing the process.  This will allow the student to appraise an organization’s operations and structures with a view to determining the chance of success of implementation. 


To create awareness in the student of the criteria used to assess quality in organizations.


To allow the student to contemplate the difficulties associates with successfully implementing managerial change within organizations to achieve a Total Quality environment. 

Nature of the course:
The course will blend lectures, case studies and group work to help you obtain a feel for the practical problems which managers face in formulating and implementing change in organizations.


**Successful performance on this course thus demands that you study (not just read) the cases and your point of view before the class.  As a rule of thumb, be prepared to spend two hours of preparation for each hour in class.

Performance
In practice, management issues relating to the implementation of Total 

Evaluation:
Quality processes do not often have a single “right” answer.  In evaluating your performance, my aim is to ensure that you are able to apply the concepts and techniques put forward in the course, in a logical and coherent fashion.


Your performance will be evaluated as follows:

Class Participation


10%


Appendix 1

Electronic classroom discussions
10%


Appendix 2

Exams (2) – each worth 20%

40%


Appendix 3

Written Case Analysis (3 each)
15%


Appendix 4

Final Paper – Total Quality

25%


Appendix 5



Total


100%

NOTE:  No exceptions will be permitted.  You are expected to review the syllabus, appendices, electronic classroom assignments, etc.  After review, it is YOUR responsibility to meet with me to discuss any conflicts, technical problems that you might have.  E-mail assignments will ONLY be accepted by E-mail.

Instructor reserves the right to assess a late penalty (up to and including one letter grade) for which an assignment is late. 

Results on this course:  Based on the OUTPUT which you produce.  Thus the amount of time that you put into preparing for a class or for completing an assignment cannot be considered for grading purposes. 

Academic honesty:   Cheating means to misrepresent the sources, nature or other conditions of your academic work (e.g., tests, papers, projects, assignments) so as to get undeserved credit.  The use of intellectual property of others without giving them appropriate credit is a serious academic offense.  It is the University’s policy that cheating or plagiarism results in receiving a failing grade for the work or course.  Repeat offenses result in dismissal from the University. 


Prerequisites

M&IS24163  ADMS24163




BMRT11009   ADMS34163 Jr/Sr Standing

Students with disabilities:

In accordance with the University policy, if you have a documented disability and require accommodations to obtain equal access in this course, please contact the instructor at the beginning of the semester or when given an assignment for which an accommodation is required.  Students with disabilities must verify their eligibility through the Office of Student Disability Services (SDS) in the Michael Schwartz Service Center (672-3391).

Students have responsibility to ensure they are properly enrolled in classes.  You are advised to review your official class schedule during the first two weeks of the semester to ensure you are properly enrolled in this class and section.  Should you find an error in your class schedule, you have until 01/16/04 to correct it with your advising office.  If registration errors are not corrected by this date and you continue to attend and participate in classes for which you are not officially enrolled, you are advised now that you will not receive a grade at the conclusion of the semester for any class in which you are not properly registered.
C. L. Hahn

5

