283

) ' Roopman, A.D; Nasser, M.E and Nel, J. 1987. The Corporate.
__crusaders. f."oha.nnesburg- bexicon. - o A

_ Krauge,. G. and :ﬂ’el,‘ c. -1985.. “Management Lacks Competency In
H Ca Pa.ci.'lc!ipat:ive . Sysptem.” Human Reggource Msnagement 2{3) .
i -(Fehruary) 20-21_. P L D
Kzoar, 'I'n. 1975 ':I‘he uapanesa are (‘.‘om:'l.ng - W:Lth their own sty'la

‘ of h!anagement.." Fort:une (March) : 116~ :I.Gm _

" Rume, H. 1985. "Business Management and Quality Cost: The

A - Japarese View." 'c_;ualii;y__rrog_ress _.18(5}: (hﬁa&m 3_-3__-‘1.5-_ :
.-!:-ambei‘t, 5.V, 1972, "Pric:s apd Choice Behaviour.“ Journa.l of' :
Mar} eting Resear.'ah 9 (Fehuary) : 35 .40, _

. '- Lawler, E.B, and Mohman, s A. 1985.' “Quali.t“.y c:l.rc:l.es after thej -
4 - Fae'l." H’arvard Husinass st'.ew 63(11 (aanuary - Fehuaryh Es-f?:l

B . : .

4 o z'.a'avi&t:, 'H,7. end Ponfy, L.R. 1864, Readings in Managarial -
il mycho.logy. mndon- Univers:.ty nf chicago prasa. : _ .

3 .:c.aad,v,- _P.D_. 1988, .Pract‘:i'aal Résea_ram (_4l=h ed)-- New York:

_ 'McMi:_l.lan-.

o Laas, a. and Dale. B. . 1985. A Fu:r:t.he:c Sbudy of Qual:l.ty c:l.rcla L
© programs in the U.K. Service Sector." Qccasional Paper, nc.8511,

i "Manchaster School of Management, Univarsity of Manchagter
.rnst.itute ot Saienae & !’eahnology, Hanchastar [Decembe:r:} . -

nevitsn; 8.A. and Clifford, M.J. 1983, "Thinking Ahead. TLabour
- and Management: The Illusion of cooperat:ion " Hawvaird Bua.inass.
Review 61(5) (september - oci:ober}- ~37. o

:.awis. P v, 1937 Organisational r.'ommtmicat:ion. ‘.I'he Essence of
E'ffective Management. New York: crohn wiley and Sona, '

4
i
i
;
i
E
1
3
e
i
F

I.ikert:. R. 1961. New :at:tams ‘of Hanagemeni;_; Na:-aw York: Hceraw-_-a'_ .

S A S L a1

Likext, R, 1967. The Human Organisation. New York: MqGraw-ﬁi’ll.

L S PO SR

g el e ey



-,.,..-_’_-__'-az‘;-.-. et 3

-\,-.‘—-.agj

AR m ot e aty e g

T i e

S A N

s b ey e ey
g Il ety Lt Lt

284

York. .‘Iohn Wi:l.ey and Bunu '

I.ochner, J.p. 1982. 'I'he J:mportanca of Human Behaviour and

Management Style in Quailty Improvement. Unpublished M.A, ‘.l'hes:ls,

'Industrial Mministration, Univers:l.ty of Cape 'J.'own

Lodga. c. '1'989. “S.\.x Gu:ms Show f:he Wa,y £o zmprcved P,roduct. '
' Qval:l.l:y.“ Plsstica Norld (August:) 39-38. _

Lomas, T,  1988. “"Managing for ‘Quality,*  British

Telacommunlcetions Engineering 4 (CJanuary): 216-219.

- Lynasg, M. an& O’Neiii. D. . 1%87, "Zt'hé C:ont:exE of .‘?é.rl:idiba’l:ion:'

Conptraints and Possihi‘lit:ies * Industrial Relationy Journal
(E‘:u:st Quartar) 48 58 . S L

Main, I, 1980. trhe Battle For Qualit:y Begins LN Fortune 39

(Deaember) 28~33.

o Main, g, 1986.' "Under the syell ot‘ Quality Gurus." Fort:una :1,8'-
-(Auguﬂt)* 24~ 26. : o :

- Maleolm ,Baxdridge Nat:ional Quauty Award. - 1%89, Houstong -
_ National Insb:l.tute of Standarda and 'rachnology. o

mamin'g, %.D.  19874. Commaicating For c’hange: A Guide ko -

Managlog the Fature of s:mth Africsan arg‘anisat:ians. a‘ohannesburg. :

'.ma._

Manning: A.D.. 19871:‘ "Part:iciyati\ra Managamant The mas}: of

‘Litterer, J.A. 1969. u.rga‘dﬁ "at..mzxa. Structure and Behaviaur. New ' -

shaping TOMOXITOW. - .Human Resourca Managemant 5(4} (Jular) s 22—23. o

'Mann.tng, a.-n-.- 1987¢. morlcmg Together: Can It Work In South

africa,” Instizute of @ Personnel Management Journal 6{5)
{September): 16-20, = - o - o

Marash, S.A. - 1889, "Blueprint for Quality Im:provemant "
Personnel Jour.nal 68(3) £March). 120~ 123.

Marks, D.H. 1982, “Gon&uct::l.ng an. Employea M:t:ii:u.da guxvey. "
Personnel Journal 61 (Sept-.ember) 3 684-631,

s

b R Sy



L

2o e %

B e D I T S N Nt Sl S UL

b S O YOI ST i il A 1) B

- WU T S O, L A N

o | 285
Maslow, A, .H. 1943. ¥ Theory of Human Motivation." Psychoiogical’
_Review 50: 370-396 _ _

McArthur, c.D. 1984. "imtomation, -:r:l:'r Thventory Bystems ane.

Qua_litg.-' Qua.lity Progress '17{6} (a‘une)a 64 57. .

MoCarthy, T.S. 1984, "Results of tha R.T.C: Quality Circles

- Projeuts of dJune 1981.7 - Production and Inventozy Hanagemant :

(Firsb Quertax): 100-102.

McClenahan, J.8. 1981, nBringing Home a‘apan's Lessons." .rndustry '.

Week 208 (23 Febmary)* ES»—'I'&‘ .

Mccienand, D"'(... '1976. P — :I.a the Great Hobivator." Ham:d o

_ Business Review 54(2) (March - april)- 100~ 110

'chrath,' J.H. and Wat:.aon; D.G. 1970, Researak Mai:hods and
Deaigng for Education. Bcranton, Penusylvanid: 1ni:a::nat:iona1 g
. Taxkbook COmpany. e o

fodustrial Relations 29(2) (fune): 150-167,

 MoGregor, D. 1960, The Human &lde of Enterprise. New York:

uue:aw»ﬂillg

MeMillan, C.J, 1980. *Is Japanese Hanagemanb naally 8o

Dii’fsrant?" Business Quartsrly 45 (Autumn) 26-31,

McMi:Llan. ¢. a*. i981. "P::oduction Planning And organ:l.sing Design

. At Toyota.® Businass Quart:erly 46 (w;i.nt:er}. 22— 30.

Mcmiilan, a,TJ, - 1982, "?rom Qual:l.l:y c.'antrol o Qualit:y_

Management s Lesgons From Japan.“ Buniness Quarterlv 47 (Spring) ]

. 1"’400 )

'-meicher, AT, 1976, "participation: A Crltical Review of

Regearch Findings." Humap Regource Mansgement 15{3): 12-31.

Milani, K. 1875. "The Relationship of Participation in Budget

Saetting to Industrial BSupervisox Performange and Attltudes: A

Fleld study." Accounting Review 50(2) :274-284. _-

ncGraw, P. and Dunford, R, 1987. “The Strategic Use Of Quality |
Clrcles ¥n Austyralisn Industrial Relatiomp,“ The Journal of



St et e 7 5

oty e R R LT "Ti"xg ;e,.- e

SN, : (T R, L SR

286

Buglness Revzew 53(2) (HarchrApriljz 120-134.

Cliffs: Pranbicannall Inu

ﬁoen, R.D. and Nolaw, T.W. 1987. "Process Improvement.A Stem-by-

‘Miller, R.B., (ed,) 1877. Partzcipativa Managament, Qﬁﬁliﬁy'bf“
'.:-Wnrk Life and Job Enjoyment. New.. Jexsey. ' T

. Milla, '1'. 1875. "Human Rasourcasthy The Hew COncern?" Harv&rd

: ﬂintzberg,_x; 19?9. whe scructuring-of Organxsatians. Engiewood.

Stap Approach to analyzing and Improving a Process " Qualiny"

| .Progreas 20(9) (Septemher) 62~ 68

Ebhr, L.B. 1983, Explaining'Orgaﬁisationai Bebaviouz. London:

_abssey—Bassg

Mobe, W.%. and Mohr, K. 1963. guaiit:y clrcles. changing Imayes'
of People at Wbrk. London: Aﬂdiﬂon-ﬂeﬂlay.

mrphm H.A. and Paclr.. .. 19va. -'ﬁffea&.ive_ Buginess
.eqmmunicatiqn;.ugw York: McGraw-Hill. : o

 Mntch, fw;.'- 1986; "Produgtivity impxovamantﬁ. Bagin :With.
: cqmmunicatiqni" Plagtios Worid 44 {June): B55-57. S

Nelgbitt, J. 1985, Reinventing the Cprporation, London:

- MagDonald and Somn.

Nasees; M,E, 1985. "Perceptions Of Free unterprise: The Key To
- - Continued Ec¢onomic Prosperity." Seouth Afriaan Jburnal of Labour -

Relations 9(1) (Harch). 26-29,

Nﬁsser, M'E. 1987, rraject Free Enberprise quort. Pratoria:
Unisa aahool of Pusiness Lnadership.

P_:l_‘.'e_tqr_ia.: Unisa Scheol of B'u_'a:i.ness headership.

: 'Nattrass. N. 1973, “Eﬁfachive Supax?iaicn of Black Employaea."
" Poople & Profits 1-2 (Nbvember) 4-29. :

_ Nasaer._M.E. and Nel,:c. 1936;'ProjeatTﬁrae'Ehﬁarprise RepoxE.

CMel, B.8. 1984, "A Critical View Of The Concepts, Democracy,

O e T - AR



L IR L R LR

Ar g et

1.
I
EE
L

i‘éf:

Industrial Democracy, Partieipation and Representation." S‘outh '
___African aburnal of Labaur Relations 8{1)y (March). 4-23._“

 Nel, _'r.A_., Raﬂel, #.E. 'and Loubser, u'._ _ 1938.' Ras‘ear'c!hing the

South Afriaaa. Marke’.*;.. _-Pret:ori-a: University of Zouth -A:Erica..

'Neﬁot.o. M, 1987 Taf:a.t auality cont:ro.l for Haaagemenf:. Englewc* )d.: '

(‘J.iffs : Prentice—ﬂall. :

Newell, R. 1982. .”COuni;emcint:' TAM views cisolesi Not Good atf'

'1\11!" !l‘he Quality C’ir.c.les Joumal 3 (August) ¢t 7.

Noszow, s. 1931. “']?he_)?irat: wﬂ_m Superv:lsmr. "J.‘he 'Linéhpi:i in the

- Japanese Quality Control Circle.* Industrial Maoagement 4{23) -

{January -Eeb::uary) : 19-23,. -

 Nucick, A, 1983, "Parb:l.cipatinn in Organizational Change: &
Longibudinai Fie.l.d Study.” Human Relationa 35(5) (MaY)s 413~ 439.

' ouchi, W. 1e81. mheory z. Bostona_'_maison;wasztey'.

' Ouchi, W. and Jaegar, A, 1978. Rpype % Organiaation- St:abil.ity

in the Midat of Mobilit:y." Acadamy af Management Review (Apr:.l) 3

S 305~ 315r

 pazaslan, o.M, 1984, Management gkills Fercelved Necessary for

Directors of Adminlstrative Information Systems in Univergity and

 Buslnegs Settings. Unpublishe& Ph.D thas:ls Eaat:. Lansingo Michigan
. State. uniwsrsity,

- "Partidipat:l.on ami E'roduc‘b:’-.vity Promote. Perfomance.“ 1986 Human
Resource Management 2({6) (a‘ma): 2. _ _ :

'_ pat_e_raon,_-*r.'r; 1972, Ja._b- Evaluatian.' L_ondon{ Business Books.

pavaidig, <. 19'3'4'. ' nwot:a."' Quality Control: an overviewmof'

Current E:Efort:s." Quality Progress 17(18} (Baptember} 28«29 & 32-

.

. Perez, v L, and Schuier. R. 1982, mhe Delphil, Met:hod ag a *I‘oal '

for Information - Requirements specification. Information and
Hanagmneut 5 15’}—16‘?.




e e e S

88

Peters, T.J. 1980, "Putiting Excellenca :.nto Hamagement. i

_Businsss waek (21 auly} 196 205.

Plunkett, W. n. and Attner, R.F.  1983. Inmtroduction to

management. Boﬁton. Kent Publishing.

Pro:lect: Free Enterprise Raport.. 1936.'- "Economic Partfaipatinn

in Scuth africa. Strateqy for Survival and Growth - Prator:l.a. o

Uniga Sclicol of Businass Lea&erahip.

. -Project ¥ree Enterprise Repdri:.. ' 1989.' “Wealth Creatiom:
 Strategieg For Fcoonomic Freed'om agd &rowth " l?retor:l.a. Uniga

school Y Buginwss Leadership.

: _'_Rehdér, R.R. 1879, "Japanege Management: An american Challange. _
_Human Res'ourae Hanagement 4(2) (winter}- 21-27. S o

Renaall, B. 1981, "Quality circlea -~ A vThird Wave' .
28-31.

-Richhar, F.D. and "‘:joévald,' D, 1980, “Effacts of studenh'

Participation ‘in Qlagsroom Dacilsion Making on Attitudes, Paex

: _Intarvention." Tra.in'lng- and Davezopment‘ Journal 35(3} (March}:

. "-Re'yno'ldé, P.C. 198'7. llImpo::e::l.n;:r A Corporate Cul’bure.." PSyaalagy B
'-deay 21(3) (uazuh)- 3+6. _ _

Interaction, Maturation and- ‘Learn'l ng.“_ Journal of Applied -

Paycology 65(1) :74-80.

Rieker, . s. : 1983 "'Quality circles anc“l company w:i.de Qua.l;li:y -

Control." fuality Progress 16(10) {Ocztobe:r:) 3 .14 17.

Contral..New York: Wiley.

’nitchié.'a.s;'gna;uiiaa, R:B., 1982, "An Analysis of Quantity and
Quality of  Participation as Mediating vVariables in the

-Riggs, J.C. 19’?6 Production Systems - Planning Analysia and _

partiaipative Decision—ﬁaking Process " pPex gronne.’l Psycolagy 347~

359,

Rosen, N. 1987, "Employee Attituda Surveygs What uanage:a ghould

Rnow " '.r'rain:tng and Dawzlopmant Journal 41(11) {November} : 50—52

R .._.T\',..,



R

" Rubenstein, 8.P. 1971, “Pari.:l.cipative guanty ("ontrol " aua.uty'
1 w7 _Prngress 4(1} (January):_24 27.-

q . I{ubénst_ein, 8.p, '1977.. "Participai_:i\ra Problem: Solving: How to
N - ;ncraaza_Organiaaciongl Effectivenasn,” Pgrsannel 54{2): 30~39.

" Russgiell, 8. and Dale, B. - 1989. Qualit,y circles - a Broader-
 Perspective, Work Research Unit Occaslonal Paper 43, Hanchasten
School of Management, VUnivergity of uanchaster Institute of
'Seiance and Technulogy, Manchaster {May) .. - _

.. Baxgent, T. R. "1986. "The Qual:.t.y I.aadership sa.alas A '1'001 for R
' Cha_l.nge. Qualit:y Progrres.s 19{7) (Julw. 26-34, _

- 'aa:L:__Liuz', c;-wrightsman, 1.3 c‘:_oolc__, s.W, 1876, Researdh_methodé_ o
in Social _Relation_s._ Rawiiaad. New Yo:_:k-: _Holl: ‘ Rinehaxft_ & Winston. L

s e i e ali s oo s

Shaw, R.J. 1982. "Middle Managers Role in Qualit:y circles.
Mament: Focus 29 {May June} : 34 36
qr _Shaw, M.B. and Wright, J.M. 1967. Sc:ales for the Jereaaureme.nt: of' -
LR Attitudes. New York: McGraw-Hill. :
ﬂ B B:lege:l., 8. 1956, Nanparamatria Statis.itics for f;he Bebavioural' '

: S‘ciences. ( Int:ernational studant Ed) . Tol:yo McGraw-Hill.

E _ﬁilﬁerbaﬁer, B.R. 1978, Uhderstanding and Motivating tbe Bantu
: B .'-Pg‘orker. Johanneaburg_: FPersonnel Management: Advisq:y:lserviqe_.i .

__Sinclair. R. 1985. Maks The Other Half Work Too, Johannesburg: =
Meuilla.n. ST . L S

1 " gouth African Bureau of Standards Code of Pragtice for Quality
g . Svetems., (8ABS D157) 1387 Pa:r:t I-IV. Pratoriaa South Af:'ican
T _Burea.u of standau:da. o . : :

Central - Stahiatical Sarvicea. 1_990; - South African Labour
gtatlptics., S S :

Btazitun, B.S8. 198'3.' *A Critical Reevaluation of - Hbtivat::loh,
. Management ancd :Productivity," Persozmal Jourpal 62 (March): 208&
214, S '

W, R R e Y i it e

M e s e e oo e e e b el e e e e s p— g




CR

PO

"-.Sta'mt'on,. N. 1986 Pﬂ:at Do You Me.m "c‘w:municatian"? How .People :
: an;i arganisations c’ommuniaate, London _Pan Books. T _

Stavqns_. B. 1‘937. "Eﬁployea P’articipal:;iqn In a m;mging_World.“' '

--_Ins_t:it:m‘:e. of Personnel Ha.nag_amént .Di_g‘éat-_269 (Decamber) =269-_3?‘?. o .'

: -_Sudnaon; G.C.. and Schorer, J. 1982a "Partic:lpa.t:ive Pmb'lem
' Solv:Lng Techniquaa.“ me Quality circles -J‘ournal 3 (August) s 34~
42, _ o

Sullivan, L.P. '1..98.6. "Quality Funct:l.on Davelopmant.'_' Quality

- _-Progress 19(6} (J‘une), 39——50.

. ISu':Ll:.van, L.P. 1986 nphe Seven Stages in COmpamr-w:l.de Qual:.ty- _
: control n Qualit:y Manageme.nt 19.(5) (MaY)z 77-83. _ .

'T!armenhaum,. _ and Schm;ldt, W.H., 195'3' "How To Choose 2
.I.eadership Pat:.tem.!' Harvard Business Raview 36(2) (Maxch) : 95- _

101,

E 'I‘a.ue:nier,' q, 1976.; "P.pplying J'apanase ‘I'achn:.q:u&s :I.n the " Weﬂt."'
.Int:emational Manag’amant 4(6) (n‘.l'une}v 35~ 40. : _

. 'ravemié'r, G. 1981 '!"Awakening a 'alaeping giant..." Ford’s . .
' Employee Involvement Program " Management Review 70 (:Iune) 3 15-_ S

20.

. thompson: W. . 1882; "I the Organization Ready for. Qualit‘.y'_' |

Circlas." Trainmg and development a'aumal 36 {necember) L

'_mhurjétoni._ W.R. 1385, “guality .-.{S' '_.Bat:weem; Customers "Ear’ais "
Acrops the Board 4‘(1) -(cranuary) =23-—30. L o

'rile.y?, A.8. 19* A Bridging Tha communiaar:ion Gap- .Becween Biadk )
a:nd Whi!:e ca.pa..awn Tafalherg, _ _

'I.‘bdd. E. 1988. "Teamork. Training and Try 3.0 J:‘.inanae Waek"'

_(Supplemant on Nissa.n) (5 Novenbex) .

".I"m:!:brich', ‘R., Thompson, P'-.; rayfield, D., Dreyfuss, C., Orfam,

C., Kelley, M. 1981, "Measuring Organdsational Impact of Quallty
Clircles.” The Quality Circles Journal 10(4) (November): 23-24.




BBt e

e S e b

| | o 291
Townsend, P.L. 1986. Commik 7o Quality. New York: John Wiley and.

- Soma.

‘wribus, M. 1988, Deming’s Way. Mechanical Eugineering 10

(:ranuary) 5 6—30.

Van Eeden, D _ 1996. ‘ngupervisory Performance Improvement Needs

An Integratad Approach w Human Resaurae Management 8 (August) H

- 8“-‘1.

© . Van Der uerwé, : 1986 onductivity and Quality cirales (P.Q.. .
.. Cirgles). 1n the Context of a Total Productivity and Qualif:y .

Programme (TPQ). Minil Seminar op Quality Clrcles in South Africa,

. held at C.8.%1.R. in Pretoria (March). (Tachnical Services

Departmant _Book no.2/83);

vaughn, B. '1983 “St:ructure and Strataw in tke Case For Worker

Pparticipation." The Jourmal of Industrial Relations 25(3)

. (Septembar) : 317 326,

. yiljoen, d. -' 1936. ' *Workef Participation in a South African

COntext. - Sonth African Journal of I.abour Relat icms 2(3) {&arch)

W'a:!.k'er; K.F._ .1975 *Workers/’ Part:.c:[,pation :l:n Managemant:.'

Concepts and Reality" in Barrett,B; Rhodes,E; and Baishen,cr (eds).

- Indugtrial Ralations and t:.he Wider SOciet:y, Open D‘nive.rs ty* 3—

3.

} Wa'!.'t-én;- R.E, - 1985. “¥rom Control To Comuitment In Tha

Workplace." Harvard Business Review 62(2) (Maxch-Bpril): 77-84. °

" Webb, E.J., Campbell, D.T., Schwartz, R.D., and Sechrest, L,
- 1966, UOnobtrusive Measuraes: Nonreactive Researah in the Soglal
Sciencas ch:l.cag'o- Rand McNally.

Welers, R, . 1984, 'x'arketing' Regearch. Englewood CLiffg:

Prentica-}_!all .

West, A.C. 1980. "Introducing Participation- An E::ample from the

- British Parts Industxry,” Journal of chupat:iona.I Psycology 53(2) _

(June) 87-105.

'Wha,ll'ey-, P.M. 1986, Quality Control Practices In South Afrdican
Pagpanger Vehicle Manufacturing. Unpublished thesld, Graduate -




AP A% PR S O LT

Schocl of Business 'f;iitdminiétralﬁion,. .l:l_‘niirerg'lity "'of_ tha

witwatersrand.

"'Whitéhill.' A, and '.'t‘ak'ézur.a,' 8. 1978.- "Woxrk plaae" hamany

Another Japanese Miracle?“ f..'olumb.ia Joumal of World Bus.:.ness
13(3) (?all) 25« 39. . _ . .

: .?'ﬁ‘.ld,_.n.: 1973, Wd_rk Ordaﬁgi&tian. Ldﬁdﬂng John Wiie:'(' and Sons.

wild, R. 1985. Essemtials of Production a.nd Oparations-_-
Manage.mant. I.ondon~ Holt. Rinehart and Winston._

_  wiﬁmﬁr, R.D. and. nbminick, J. R' 1987, Mass nadia Researcb An.
o .I.nr:roduct:ion. Calafornia: Wadswort.h, Belmont . -

-f”.wOlf, J D. 1983. "Quality is Management at Mbbonnell Dauglas ug? -ﬁ.:
- the .J”uram Report 2 +116-123. _ _ S

"Hork Station Participatiun Guidalinas._. 1995. " JMdhatxﬂal

Relations Dapartment Worksheet - Anglo Ameriaan Cbrporatian of'*'

'_jﬁbuth Africa Limited {February).;_-

'Eager, E. 1979.' "Examining the - Quallty Control circle.
. uParsqnnel Jburnal 58(10) {Octobar) 682 684._.-.







| ‘50

18

la-

100

oo

39

20+

100

100

‘40

30

100

30

100

90

30"

80

30

1oo

100

0.

10

160

60

100

w0

2

300

100

10

2

109

ap

100 -

0

100 -

20

100

100

ED

20

100

anr

6

10

20

10

40

80
100

a0

20

i0 .

25

i

20

80

‘8- -

20

5.

20

15

19

100.

100

100

.20

50

10

‘10

100

10

100

20

30

10

g0

‘20

20




e
i

S

Zrehy

f0_

100

1]

100

" e

B0

100

50

| w0

kD

To —

100

8y

10

0

B0

8

7%
90

|80

0 ’
100

L]

50

10

lon

| 80

100

| 40

"G

100

| &0

60

33

o0

‘30

hen L

60

00

108

80 .

Bt

(i)

0o -

80

50

100

dl a0 -

a0

80

ls0

1o

s

" 100

1100 -

30

100

50

100

1

43

100

|

100.

| 90

30

IS

e

5O -

00
80

{ 100

sn.. | ;

00

100

50 B

g0 -

SO

8¢

: 100...

00

100

0

w0

| deo

20

Jan

80

100

{ 50

B

100

100

00

8 -

100

10

100 -

100

2

294



295




296










e - APPENDIXS o
TABLE 6,1, RESPONSES BY FREQUENCY (#) AND PERCENT (%)
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| TABLE 7.1, RESPONSES BY FREQUENCY, (#) AND PERCENT (%)
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DON'T KNOW

YES

NO -

YES

DON'T KNOW |

NO

YES

DONT ENOW

NO

DON'T KNOW
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. APPENDIX-8 .

TABLE 8.1, RESPONSES BY FREQUENCY (#) AND PERCENT (%)

NO

DON'T KNOW

NO

it

=
A

YES

DON'T KNOW

clwimfo wlo v o

S ik [wlo|w ol o

NO .

B3
| ~1

DON'T RNOW

YES

NO

(=% PR PO P~ 3TN

DON'T KNOW
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- - , APPENDIX-10 R
| TABLE 10.1. RESPONSES BY FREQUENCY (#) AND PERCENT (%) .

No
DON'T ENOW
YES
NO .
DON'T ENOW
YES
NO
DON'T KNOW
YES =
o DON'T KNOW
- -~ =
| o NO
] DON'T KNOW

=
-3

olele oo g | i




o o APPENDIX-11 S
 TABLE 11 RESPONSES." REQUENCY () AND PERCENT (%) -
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TABLE 12.1. RESPONSES BY FREQUENCY (#) AND PERCENT (%)
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AP

0

N

| DONTENOW

DON'T KNOW |

DON'D ENOW




APPENDIX-15

‘DON'T' KNOW

| DON'T ENOW _

| DONT XNOW

| DONTRNOW

P -




© TABLE 11,2, RESPONSES BY FREQUENCY (#) AND PERCENT (%)

iy .



APPENDIX-18

- TABLE 13.9. RESPONSES BY FREQUENCY (#) AND PERCENT (%), -




ENT (%)

ENCY (# AND PE

TABLE 13,3. RESPONSES BY FRE




APPENDIX.18

ABLE 18.5. RESPONSES BY FREQUENCY (#) AND PERCEN




APPENDIX-14

 TABLE 14.1, RESPONSES BY FREQUENCY (#) AND PERCENT (%) -




YEE

s

DON'T KNOW

NO

DON'T ENOW

YES

NO

YES

DON'T KNOW "

NO

YES

| DON'F ENOW

NO

YES

 DON'T ENOW

NO

DON'T KNOW
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2

DON'T ENOW
DON'T ENOW

DON'T KNOW

RON'T KNOW
{ DON'T ENOW

. APPENDIXIE
TABLE 15.2, RESPONSES BY FREQUENGY (#) AND PERCENT




IX-16

TABLE 16.1. RESPONSES BY FREQUENCY (#) AND PERCENT (%)

NO
DON'T KNOW i 0
vES  Jlur
NO |
DON'T KNOW

No_____
DONT ENOW
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. APPENDIX-16

. TABLE 16,2, RESPONSES BY FREQUENCY (#) AND PERCENT (%)

| DON'T BNOW.
YES
| NO
| DON'T ENOW
YES
iNO
| DONTRNOW
YES :
NO©
BON'T KNOW

NO .
|| DON'T ENOW

b




TABLE 16,5, RESPONSES BY FREQUENCY (#) AND PERCENT (%)

DON'T KNOW |
YES
NO _ _
DON'T KNOW |
SR
=

DON'T KNOW
NO
| DON'T KNOW
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_ - APPENDIX:1 _ :
. TABLE 165, RESPONSES IN PERCENT (%) - QUESTION VLG -

L

1

11

" .

RUER
18

14

0.

R

W

.
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APPENDIX-17

18

4

10

o

0.

28

1

1

{ pONTENOW [0

{ DON'T ENOW _

| DON'T KNOW

| BowT xNvOw
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Proportion Test = ‘

. SUB~HYPOTHESIS 3:
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PPENDIX 19 |

TRIS SURVEY WINLL BE TREATED IN CONFIDENCE

INSTRUCTIONS: = - *. Where the nature of the question requires
_ .- . that the anewer be indjicated on & scale,
please Indlcate ¥DUR answer by making a

cross at the relevant plaaa on . nha scale.1 _:_

For example:.
Qe It iu wrong to staal company Bacreta?

strongly | - Agree ~: Neither agrea Dinagrea ' Btrangly
_agrea .| vor disagree | _ diSagraq

*  Where tha angwer raqniras a yes {Y)

or no (N} or don't know (D) response,
sixply cross the relavant answer.g'.

For examp1a=
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 f,'-I;_”'

A. Does your company hava a £ormal quality
policY? l.clt--ul.l..qlOﬂi.ill.lllulltlﬂ'lﬁ'.l‘.YND

B, If YRS, dnes this policy contain:
(1) a brief statement of corporate ilntent -
. ) aB to C]ualit}’? Qil.t"“‘(il'ol-lptdii.l..liaYND
(11} the minilmal actioxs to be taken by -

. company divisions with respect to quallty? .. ¥ ND -
{1id) rnterdivipional relationships concerning E
’ mality q-ou-siuvbio!l-.n.ta.t..ao)luéota--va‘!Nn.

{hv} relationshlps of guallity wolicies to

Othﬂr Compﬁny pOl;’QiEﬁ ln.n.matal.tinvqithloi Y N D ..

¢, Hava vou signed a copy of this ox any _
) Obher q‘ualii:‘ypoli(’:?? -o.vnu-uonanonkt:’!ntn-_rNn_.

D, . _ Hae your departmanh drawn up lts own
.. more detailed guality polluvy based on

tMOmmhumWMmpﬂmw.HHHHHHQYND;

;fﬁ.  . TE Yre, ﬁOeB thip policy specifically

indicata expactad quality

reﬂpﬂnﬂibilitiﬁﬂ? 1lI!'l'l'l’.....‘.l.'l.l...'YHD_'-:::.

_F{ Do you and your Bubordinates have accesﬂ

to & quality manual which gxﬁiains

"-axpecued quality responsibilities, qﬁﬁlihy o

oncedurea and guality expectations? ........ ¥ H Bl

6. In YoUR definition of quality, which

of the following concepts are included?
Gonformance £o reaqulrements +.ieciermrnirnras ¥

quallty is an organlsation-wlle concept ,..i.
producing a gquality product involves
both quallty of dealgn aud guallty of-

_ gonformange R AR R R I, YND

{V) cher R I Y R R N N T T T Y
L N N N R N N N N R RN N

[ R N R RN NN RN RN RS ENEEEENEEE N

1) N D
i} q“al:-ty iﬂ ‘:Bngihla l‘uilq.‘httnt.tauia!dhl!lYNn'.
i; N n
v



a5

H. When deciding what constitutes r quality
product, customer xaquiremdnts mugt ba kiown,

strongly _ngree Neither agree "_bisagrea stromgly
_agree . | |  nor disagree . dlsagree

. When deciding what ccnstitutes ‘a quality
product, production specifications mugt be known.

étrbnglyz . Agree Neithar_agnae ' Disagraa strougry -
agree | - | nor disagree . _ - digpagres -
II.

A. . Do YOU know what the key quality o Lo
.__-:raquiremants of ynur dustomeru ax‘e? thaetmeara Y H D

‘B, If was, how are thﬂﬂe requirements nade

known Lo you? v S

(i) fmm Bummsults giVen Eo us i(lll.libll!l&’gﬂn.- N
(ii) ot'iher .ian'.liilQiio!ill.J’nol GQHHIIiiilctbvltll..D. .

. Bl(o-l-wo-tn-nnniaot’Ud--ot-.--iauiuqnnaqglvo-d-rot .
l-‘l_‘.lu$-...ltq_,lq.l._.I.dlhi-It'ja‘t.l-q-iﬁiciIl?..ﬁl-‘.n‘.‘ﬂﬂl
;l"iIIIIl._l‘ll..iOl.-ii&vlI.-I.l.llli-ut..‘;._i‘.'tll’;'ﬂ".'l"

Wa Tk m RN ek ok kO R E AR N RN R RN A SRRy

e, my superiars regularly ko1l me what Lha o
- key quality raguirements of my customers are?

i Shrongiy ~ Agree | Nelther agrae Diﬂagree . Strcngly
‘agree _ : nor disagreq _ diangrae

D, in my departmanu, I cansider the

following people to ba my customers?
(1} WﬁubordinEteﬁ -U!oo-niqtllli-yoaonclqnotn;:YN
ii) thﬁpeople‘fho h‘w Our Qﬂra i!t.lo’uat!cl.tipl’!u
ii) Y N

(
(i Iﬂan'ﬁhaveaﬂ}j’ |-uotgu-.u—dolgonulniqv.wn!li

' ﬂ':i!‘.‘!



I,

) the quaiity of yuur department?
{1) - the dapartment it.self?
% 0% &0m 0% 80% ook ..
- (il)  the central quality department?
0% ab% 4w &0 80% d00%
(iii) Oth@r? ) (plaaﬂﬂ Specj-fy, . L .--.. LR ) . LR | t‘ LI V ‘...Q - l..‘." -
"B,  Wnat percentage of the work conducted by your
. departmant ils inspeetad?
0% 20%  40% . 60%  B0% . 100%
€. If you or one of your empioyees detect a
_quality problem on the production line, N
db you/they have the authority to stop L
tha prﬁduction 1:'1113? nanvr-bot,;-n-..--o-..ootu Y N D
. How often does YOUR superior/manager participata in

336

"In your opinion, who ig responsible for

- qual:!.t:y t.eam meetings :l,n you:-‘: department?

0%

c.

TR

DG you persenally aver give the employees

in your department. training on quallt¥? ....... ¥ N D

' If YES, how often?

I weekly Two—weekly Mont:h:l.y six«monthly Yaarly )
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- ﬁ}”. r conaiﬂer quality to be on a’ par with othax
organisational functiona, such as finance? -

Strongly

. Agree

Nelther agrea

Disagrea.

Strongly
disagree

agraea

nor disagree .

L wnk

X inwolve Y subardinates in dacision-making in tha_:

_Hquality improvement ares wheraver possible?

Strangly
agreéa

_Agree

Nhither agree
nor dlsagree

Disagree

Scrongly

dlgagree

CF. My manager/s involve me in. thair declsionrmaking 1n-
- the area. of quality improvement where. poesible?

strongly
‘agree |

Agrea

Neither agxee_
nor disgagree

‘Disagree

sﬁrdngly-

-digagrea | -

(- i balleve that senior manaegement in this oxganiaatibn'
‘are in favour of the decentralising of decision-making:

in

respongibility in the area of quality Lmp vamant?
Strongly Agrae _ Raither agrea Disagree B atrongly'
_agreea . .| nor disagree E divagtee
H‘-. am appraised on my willingnasa and abiiity ko

invo:l.ve subordinates in the daciszon—making pmcess

_ the area oﬁ guality lmprovement? »

str'ongly | Agree Neithar agree niaagraa - Etrongly R
dgreea - . nor disagree - . Alsagree
I. T am appraised on my suucesa in improving quality
By dapartmant? o
strongly agrae _ Neither agras _Disagree: Strongly

agreea

- nor disagrea

disagree -

in



338

o d. :n.seLting goals. do you lnsist on subordim&tas setting
‘guality goals, in addition to quantity goals?

Strongly " Agree Neithar agree Disagree .strongny
agree . | | nor disagree S dlsagree .

¥, - ' ' _
AL Doas ynur organisation calculate a cogt
. Of (Il'l.&lity inmon&tary‘ tﬁmﬂ? olnlt.hli.t&ltnot?“n

TP YES, ARSWER guﬁsm::on’_aam IF NO, 'Pnocs':nn 70 m_m-s-z-:dm'e._

B. Which of tha following elements are included
' in vour dspartmenta caloulation of the cost of
_ guality? :
. (1) preventlon vostas, incurred in praventing
' dafects Efrom occurring, such as gualiny
andits; preventative maintenance; deslsn
) ravim Btc? -&lal.ll.nul.b"iliol.lill\ql!t.lYND
{11) appraisal coste, used to determine '
conformange to ragulrements or
N . Bpec.i-ficatibn? i.’.‘.’l.l.l,‘t[,l.‘!il.-.i‘iq.YND.
© {iil) failure cdosts: the costs incurred as a mesult
© . of things not conforming to requirements the

firﬂt tima? .u-u...-o-inlgq'hno--tnni.lq.—QiQYND .

C . Who calcuiatas ‘the cost of quality?
ti} Bhe acﬂouﬂting departmnt EAPE R T IA ARSI LA NN :‘f “
(ii} the quality dap&rtment olit!b.iivuhl.ln!!iﬂo!YN
(iii) your department 1tBelf ..iivsveisiaicsrsrinaee ¥R
1 (iV) chﬁr (pleﬂﬁe apecify) oi.iii'l'q-tt.lIQIOGUUIOCF

Q‘l!iu“li‘llitll.QII"QIIH'IC‘...Q'UO*.I..UU!“f|'
._-tQ_.hlIi-.lto-ih‘G-lIlcq.!cqni!.lnld.lsi.nt.-i.idl
anpt‘i-scvuiu_i---_hl.i-u'alant!i.igo‘q?a!‘ii.‘in!mhiu
. g"a_"'.-.‘ii.i;‘!‘.l)‘ll.ll]..'Gl.a'llbl_l_'ﬂ'i!.i.t!1__‘*:'.-0.“6-1‘1!.__
. .'.uui-n..'..-o.'.'o.u'ai&na'tiuana»nnﬁ-i_o---.;lnltncniryth

Tecoevranad N e R bR bRt e s e st RSP R NN Ak

:b.'qi.&.‘.tltuuu ..

A B us N AL IR At e e At a B N BB AP R AR B A B r A KV SR UD PR bR bR

D. X8 the coat of quality made known to all : :
: memherﬂofyourdepartmant to mgee? ............YND_

B. If YES, how? : :
() graphiﬁﬁlly qﬂ;lllullQm“li’;.i!q-n‘iq'l.l‘uiYN\D
(ii) inwriting I..l.u.IOIOQO!ililh‘l*l'll'l."‘.’YHD .
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¥, How oﬂ:en is the cost of r.;ualit:,v calcula.t:ed?
paily Waakly ’l‘wo-weekly Mouthl:( Quarterly ' H..alfe
_ L yearly
'@, . boas your department or ‘the dompany
. monitor yours and vour employeas ' o
attit“dﬁﬂ@ﬂq&ﬁlih}’? 'y b o oa BN A ‘ill.ll‘.lil’.b.YND
.H. -If ¥BES, bow often are such.sgurveys 'unde-rtﬁaken?_'
' Monthly | Quarterly | Half-yearly | Yearly
I, In t.il:uaae purveys, are: ) L
(1) tremds regarding employee at:t:l.tudas
- . tOW&I.‘dB qualitymouitared? -......._..‘....;....YHD
{11y levels of employee understanding of tihe : o
o quality improvement procesa monit:ored? AT m D -
A. Are your subordinai:es assigned to some
: -:Eom of Qual:l.t:y Improvement '.l'eam? ............,TND
B. -Do you. be:l.ong to some fom of Quali.t:y
' _lﬁmprovement'I‘.'eam?.......“--...-.-.-..-nn.---_YND
ANSWER QUESTIONS B - M. IF NO, MOVE TO QUESTION N. ~

What is the size of the t-.e.am which you belong to?

C.-'
45 [6 {7 aJs 10 (21 [12[13 {14 [15 |16 [ 27
B, Arve t:he nembera of your team from the samé

WOI‘]C ar@&? ht"ti;nl.i|l.goliﬁi*.ipltnituilltltYNn



B, Who is t:he 1eader of your team’:* _

(1) the team supervisor .......“...“...........Y
C{id) - a shop Bt:eward u--a----Q---tt--qe_pionra---u-- Y_
(iii) an eledtﬁd max lo.lt.'aD‘-i'.'.lu:_.il.hlq.!il‘till.Y

T
vug

F.. How is the tean . 1aader appointed? e
(i) alected hy fallow team Mll.'lhars oltti’sluo.i.no Y N n
©(ii) appointed by management ......csessevsrerens ¥ N D
{iii) Othe?.‘ (919353 Bpﬂdif‘,?) .O.u-o-alntbvcalnttuottniqﬂ
. '._ual.l.bil.6Qlt.tilouol"_lqouiicbobutlcbﬂﬂa.inl‘nah
n\-'.n.g.n.'c_'.'o...a-_uns.oo-_u_n‘g_-ic-;ouinaiauao.u.tai--:n-\_c
...-‘ll'.n".".I.I!ﬂl!’ll-ﬁ‘l“.lf.'l.!-l'i.*..!-'.‘.l. KRR
"'D“!Ilﬂ.l.‘lllI.l.l.lt.ll.I..Ol.".l‘.-I'lIl.‘I r!
'._.lﬂltlb’tﬂlp..!..l.t.l..l.l’ll".‘qt.l.“’.!ll'.k . —’c—

n-otn—0.-ao.-ir--o.nonqgngol!li-toi-aautua-ot- e

.G}.. fow often does your team maet? .
"L :Daily Waekly ';‘Wo-weekly‘ Mdnthiy_aﬂ -

w. T what extent does your team have the authority to.
- . decilde whal:. qua:l:l.ty problems to :Lmrestigate?

0% AR A% B0% T Bo% T a00%

. _additionsoinninvno‘uﬁtQl‘il'l!a_'.-ul'-..lb-bii-tq-’-Q._n-to“..g_‘iil‘ooot’d
.-t|'I|-'yQQ'.;at..g.n.-ln'.av-a..*.i.nt.ti‘n‘uio_l_-l..ocn"..'-i_.
!IQ'6_"-"'_‘-‘I_:OOIQl-.tll:lll.lIllll‘!_.‘..KI.._lll._l_l;l’!.I._'
"i-t-iutn'o;-ai&oi.u-'pq'pna';nn-ni.'-.tp-3\._0,.s;-.p.;r'lco:.oi-.-.-.a-.
h'.lblll‘Il‘l"’!"-...'ilI..l.l*".!!...l:.ilﬂll‘.ﬂ.l'l

co -'.l‘.‘ﬂ..l,I'!.ﬂ."I--".-.l..‘..l‘..“'l‘....l.l
---o--un!-o--u&v;n-io--uoat(iuilnal.!loooalvthOtl
‘.'...l..."‘."Q’I“II.l"‘.“'I..l....l'...."ﬂ

-C.-..".t't!I'Q‘l!lllﬁlil.l-..lli.l’.“.’h!l‘h.lal.l

-lia.iq|a.ailoj-i‘t.nllan‘--n.-n-nil‘v’tnl.llnthq_ :

‘i..i....‘.ii'Di‘Ci.‘i.‘llll-l_ll.’.l‘l‘IIQ.iUl‘lé‘.‘.’..i._‘.tl".

- I. Does your team have the authority to
: ixplement solutions to identifiad-
quality related problema? :
(i) without any ¢onditions seievievianivsrriansei ¥
ii) always only after management approval ,.c.xse ¥ I
:i.) a8, within certain LIRItE ..civveeyoecorans ¥
. b, financial -n--.-ona-ua-n-no--o-a;-;qooy
" g, - solution involves other departmenty ..Y N D
dl Dt:hér ll.t!iil.l.I).iI.l"..l'.ul!iti..l!ND

‘-.‘iQ.pil.-tu..t.;o00QQ!ll.l.l.!lt.U"‘!..i.ﬁ 4

{
(i

TLLE
uuuu,

hu-oaol_-o-on'-ubb-llnhn_l-htti.nl.!---t"’-i'lit'ﬁlnolor;un '9



-~ {iv) importance of meeting speclfications ..e..e..ev ¥
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T T _Does your can'tpany hawe cross-funct:l.onal | -
S -qua.:l.:l.ty improvement teams? CenEssreunereravaies TYHD

...I{'._ - If not, how does it maintain ¢xoss-~ funch:i.cmai :
: __mlitYimprwament?.a.n-no-..-.-a----....v.-a--u---c.. -

.il&qeuta6;'-u-60-1pb-0.!.1'-Iub.uhln...ingub.pn.n.nuq..q

Ii._d.ilit_ll.i'p'-l"‘p"_hl._.‘ql.t_l--till-...‘l’--dlt..t-"il’.i.l.l._l :

IR R R R R R N O T I I T e
T N R R R R R I T T T T Y T I T ey

lo!i!aI_Q‘-ID'JD'_‘QCElo.-lilcilii""'_.'."'.Ilt"‘!.l'-f.i---l'lliut"i"tO-

I.i’.tlq,lﬁ.tiu.aIwi-‘l-t-lll.0'l!l.‘q..i.i.tdltl-.ﬂ.‘l‘ :

.Qt.éo-u0-ll0nlila..n..oil-lu..donoau.oobi.qllllct!r&c

OI.Il’it....l.l..l'..'..‘lll.! l.‘lljl!l...ll.'l.it.’.l

L, Is your quality improwament team gulded by & -
o cem:ral stee:r:ing t.omittea? .........,.“....a.YND

M, ) z:f KO, from whera do thay recaive t.heir

direction? - - _ :
{:-) llppar maﬁ.&gﬂment Q.l;“.'ll..l.'bqql‘-..tj.llﬁ"rND

tii} the l’;‘l.'l.ality ﬂBpE.rtm@nt o’lol.liio.a-tbn_-iailb.l Y N D

N E Are you and the memhers of your deparbmem: L

given tralnin~ aimed gpecifically at quality’

inm:ovemt? .j-o--p---uu-»nanqu--o-uo-po--qt—ou:YRD'

o; . In which of the follawing areas’ ia hraining
" provided?
(i} :]O'b Bkillﬂ -........a.aun--o-‘to-o-u-a-lulf?’ia Y
(ii’ prnblm“solving t‘.OOlB iia(alvlnitkoco-iitltino y
(:I.:li) statistical process coOBEXOLl «.¢ivvievivsaerssn ¥

zueng
douoo

(?) intﬁxparﬂﬁm:‘. I‘elatiﬂnﬂ'a--on.-.-..-.-'u-....ﬁ._'r

P, is the 'training:’-' (:L) Ongo:lng .............EEND-‘-'
: . . (111 Once'-off aut.aod-o‘nlY“D'
YN.’U

' {i:l.i) prov:lded as needed e

| Q. ' Do you'and your e.ﬁmloyaes receiva_ '

racognition for contributlons to

@ality imprnvemen"?_ou--unc-h-toao-l-cvlnl--0» $ N n

R, If YEB, what form of racognit:l.on is -

provided? '
(i) fimciﬂl gtn...-..qui-qgohnﬂlonoi--unaioubilauYND

: (\ii’ non"finanﬁiﬂ.l ..'l.lill.-.tl.iil..'.lﬂhiohh‘..lit.iY NL’ .

i __'_"__.



| o | e
"s._:'&re you and your employees providéd with  ' '

'+ . - Ancentives to participate in the qual:l.ty o : _
1mpmvement: PXOCEBBT savsvvinisssranresaoanaens Y H D

R S & yEg, what type of incantives are prov:l.ded _
{i) financial.';.-..;;;.;.....;.,..;....n§q.'-.-}.. Y N ﬁ -

| If YBB, please specify:

‘-o-i--ntlbt olqhapuia.iOtlélo:iou.q-ét;ull..oln!h..

-
qiqi&plq.lplo)onlulolooil6-.vs;-.iqlpttc.-cllo'ollo -
.-oan{wn-at]huolncanq-uoi.-,-i--.q..t,-i-»s{;noao--n

»

n-u-wyi-néooo.inu-ptncqntg-r}-tlbsiée-n--}aiihio}-o

(1:1) non-financial S PN NRE 8 I -

:If ‘E’ES, pleaaa specifarz o

orntuochit-daclnllalCD’lul*-bu"'i‘il’.l.ol"_‘.i"iﬂ.t.l.lli..‘. Q‘
-n‘pbi(-na--jcnd‘inguon_ati:l.i-ocii‘-hiaot’_p;ri_o.u..aiou.ltl .
’b.linl..lt_l.i.....h‘l‘..._.!,l_..illtl_.l.'l.l.‘Qd-ljt.t_'tlpi_;ll!.I

. 'ni'o"éi.l'i.l.c...n.o.-l.inli.l.ilq|Q0tnptr-i_l.lpl.'i\iu'n.l;t. i
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FHE

MALCOLM
" BALDRIGE

 NATIONAL
QUALITY
AWARD

Tha Award;

" The Malcom Baldrige. National Quelity impravement Act of 1967, Publly Law

100-107, $igned by Presidant Reagah on August 20, 1987, establishes an-annual
Unltad States Natianal Cuaitty Award. The purhoses of the Award are fo promote
quality awareness, 1t recognlze quality ach_lavements of U S cnmpanias, andto -

‘publicize successiul qualliy slcateg?es.

» formally recognizas companies that attain praaminent quaiity Ieadership. and
parmits these caampanles to publlcize and advertise reoelpt of thelr Awards,

'+ BREOUrages other companles t6 improva iheirqua!!ty managemenf pracﬁcea In } 3

_ oFtet ln more aﬂectlvety campats for future Awards,

. devaloe and publishas Award oritaria thet will aiso serva as qua'hy

immpraveinent guldallnas for uss by U.S. compantes. and :

. wldety disseminates non- pmpnstary Information about the quality strategies of -

e Award recipients,

o 'This dodument is a gulde for Award applicants‘ it nutilnes the the following 1he
© Award pragesses and requiraments; the eliglbiitty categodes and restriotions;. the
-~ tee schiadule; and the Examination. - An Application. Farmy iind & foi.ft for Ilstlng

. gnd datcriog facltes are Il  aong vilh efead iniructions.

| THEAWARDS

TIMETABLE

_Awards will ba presanted in Novemher 1988; Award reclplants recelva a rnedat S
confained In a orystal bage, Themedal bears the Inscriptions "Maleolm Baldige

- Natlonal Quality Award" and "The Quest for Expellsnca,” Reclplents may
publlalze and advartisa recelpt of their Award, provided they agree 1o share with -
“wihar Amerleart organizatlons inforrnation about ihdr suscassiul qualﬁy strateglas.

. Applicationsiguidelings _avallabls : Janaary 10; 1988
Applications dus : . May 5, 1939 _
- Applications review/stie vislts -~ . - May.'s Septarnber 80, 1959

Award Gersmony - . - Novaml:erwas

EET T T




APPLICATIONS

- BOAHD OF SXAMINERS

| AWARD CATEGORIES

" langer than 50 pages; nio Suppiemental Sectians are sliowed,

‘and trade organizations, and universities. Those seleotsd meet tha highest -
. stardards of quadification and peer retognition. Bxamlners take partin a

 EXAMINATION PROCESS

" SITE VISITS

Up to two Awards may be giveh 2ach year ih sach of three calegaries..
+ {1} manufacturing companiés or subsitiarles; (2) service companies or

- -subsidlaries; ang (3} small businesses. Fewar thar two Awards may be givan n
- “meategary if the high standards of the Award Pragram are niot met. ‘Busingsses
- incomoratad dnd incated In the Unlted States may apply for the Award, . S
- Sutisidiarles—divislons or business urits of larger compartes—are eligible if they
* primarly serve eithar the public or businesses other than the parent company,

-For tomipanies engaged in both services and manufacturing, classificationis

- determined by the larger percentage of sales. For purposes of the 1985 Awsrds,
-small businesses are defined as independently-ownead businesses with not mare _

than 500 full-time employaes, Further information and restricllons on eltgiblhty

' .-are detalled on page 4.

The appl!catff i1 cohslsts of! { 1 } an Appﬂcallon Form for praviding basic

Informatich about the company; (2} a Siie Listing and Descriptors Form for

providing information abouit the company’s locations and functions performed;

- and (3) an Applleation Repoft addressing a ~et of 44 examiniation fems, -

FFor the manfacturing and service categ aries, the Appligation Repart must be fo
ichger than 75 pages. However, Supplemental Sections may be required for

sorme applicdnis, Instructions concesning the Application Report canba found on -

sage 14. For the small business categary, the Application Report must be no

A Board of Examinefs reviews and evauates il applicatlons. The Baard 3

comprised of morg than 100 quality expents selacted from industry, professianal e

preparatien course based upon tha examlnaﬂon Itams. the scaﬁng crlteria. anﬂ '
the exmlnatlcn process o

Each app[lcation 1s reviewed by at least Jour membars of ths Board of -
Examinera. High-gcating applicénts are selacted for site visiy 1o be made by
one ar morg wams of Examiners. A pane! of aine Judgas from the Board of

Examiners raviews all data and Information and tacommends Award reciplente, .
- The Judges® Award resommendations are basad rot anly upan scores applicanis

rageive on the wiltten examination but also upon the Judges® assessmentof

oversll strengifis and areas for improvement as cetermined from she vishs, Tha
. recommendations of the Judges Is final arid not subject fo appeal, Al appbcants
tecelve & wiitien fasdback summary of strengths and aregs far Improvamant .

refative to the award gramination categories.

 Thé highest scoring candicalgs for the Award will underga atte vishs by members |
of the Board of Examiners; The primary. oblectives of the site vishs are toverify -

tha Irformailon provided in the Applieation Fieport and to dlardiy lssues and -
ouestlons rafsed during raview of the Repatt. A slte visit agenda 2 provided to
the company at least two weeks .0 advanae of tha vislt, The sita vislt agenda
Inclizdes, but Is not Heked to, a schaduls o plannad vislts to the applleant's

- fucilitles and operating Gnils, a list of corporate offalals to be Interviswad, &n
- gstimate of time requiraments for the visits, end the names of Exardiners

scheduled o participate, Duting site visity, prasantations are medas by

. applicants, [mesviews are conducted by the Examiner leams and perﬂnsn't
_ racords and data are rev!ewed.




~ CONFIDENTIALITY -

s

The number of Examiner tearn membets and tha time required fq‘r_sité visits
-varieg according to the compiexity of the Award appllcation and the nutber of -

sites to be visited. Sampling methods and recormmendations from the Examiners.
are used to detzrmine the number of sites 1o ba visited, Most viglis tast 2-3 days. ..

. Reports of findings acs daveloped by slie visit taams for submission to the .
- Judges. During site visits, appilcarts may be asket! to provide data far incluslon

In this report, Additiang: information or data will not be acoapied irom the
applicant once sfte visits are camplated, unless spedifically raquested by the
Boara of Examiners. Anplicants salacied for sile visits will be asked o attherize

* review of thair tax status regarding filtng of 1ax retums, payment of taxes, and

absence &f crimingl uffonses and fraud, The informatian is required to snsur:;

- sultabillty of the apphcan‘ a.-, & nathunal award winner,

Al appiications arz teatud 88 portidantial, Applicants are not axpected 0

- provide or t ieveal propristacy information regarding products, proces 3es, or

| services. Examiners are assigned i such a way as to avaid contiots of intesest.
" All Examiners 5ign nondisciosure agreements.. Information regarding suscessful

. fEES'

CHANGES FROM THE 1088

REQUIREMENTS

ANARD ADMINISTRATION

statenies of Awerd racipienis rmay be releasad only after wrltten approval frum
recipients, —_

The Award Program is adm[nlstared withdut funding from the Unfted Staies

-eovernment. A s¥pensss are pald from appileation lees and fromfunds from )
- The Feundation for the Malcolm Baldrlge National Guglity Award. The o

Feuretatlon hag bean establiahed 1o acoept donations and o manage the funds,
Fagn nre cnarged 10 sover inost tosts asseclated with the exsmination and
;u;;.-r vy procassns, The following fees are in effect for 1999 applications;

sic Réport ~ S2000 for the mantfactizing and the sarvica categoriaa' $12'&0 ) )

’ ‘f;r e smat! husiness category. _
Y ouﬁpft:me"fla! Sectlon » #1200 sach (Ses Appilcaﬂon Ftaport Guidelines. page :

1B, for details on when it may he necassary {o prepare Suppiementai Sactions.) -

faes must be pald af the time the applleation 1s submitied. Al foes shiould b - ;
paid by check or monay ordar payabile to: The Malsoin: Baldrige National Quality -

_Aweard, Pees wiil be rafunded If It is deemed that iha apptloatlun le lncornplete or
. that the appitant Is ineliglola, -

Site v sit fues will be sat whan the visits are schadu!ed Fees depand Upon the .
number of slies to be visted, the size of the team rayuired and the number oi

~days tha vislts are conducted, Fees wil cover the expanses: ot the: slta vislt

teams.

Several changes have baen made fmm the 1688 application raqulrsmems. Tha
fees have bsen changeds-ihcreasing in the case of the manutacturing and the
sarvice cateraries and decreasing In the casa of smalt businesses, The =
‘maxltnum number of pages forthe smali business category has changed to 50
pages, Thera ls no lonper & lower iimit-on the humber-of employeés to ba:

. eflgible for the small busitiess category. The dafinitiori of an sliglble subsidiery’
" now fncludes a requiremant of a minimum of 500 smployess or 20% of {he

domastic employaes of the parent company ﬂhsnges ln the Examinatlon are

© dascribed on page 16,
" ‘The Award Program Is managed by lha Nationel lnstituta m‘ Standards and

Technology (formarly the National Bureau of Standards), Unfied States
Dapartment of Commerga, The Program is administered by The Maléoim

. Baldrlge Natianal Quallty Award Consortium, ino,—~a joinl affart of the Amariean

Sosiaty for Quality Conirol and the Atnarican Productivity and Quellty Center,
For sdditional Informaion concernlng the Award. contast the Award Oﬂlce.

Mafcaim Beldrige National Quatity Award
National Instikita of Slandards and ’ibchnology
Galthersburg, MD 20899 .

~'Tel, {a01) 975-2086



INTRODUCTION

- BASICELGIBLITY

- AWARD CATEGORIES

Addltlona! capigs of the appllcétinn matefial maSi be obtajned frb’m the Award

© Office or from the Administrator, Maicolm Baldrige National Quallzy Award.

P.0, Box 443, Mitwaukee, W 53201-0443, Tel, (414) 272-8575,

Ellgibimy categunes for Awards-—-manufacturlng, servlce, and small buslness -
are given In Public Law 100-107. Speciflc raqutrements and definltions

" pertaining to these categorles are described below Under Basic Efigibiity, Some
" companies, aligitls under these Basle Eligiblity criterla, are not eligible If the

natere-of {fwir Bétivities is such that the central purposes and requirerrenis of
Public Law 100-107 cannot be fulfllad through their participation. Such cases

 are putlinat betow under the heading Restrictions an Eligibliy.

Puhhcly or pri uately-owned huslnessas Incorporated and locaied in the Uniled
States may apply for Awards. Siate, losal, and national government agencies,
not{or-profit organiza;ﬁans trade assuclaﬁona and professianal soaletles are not

'elig1ble
1, Manufactudng Gampanfas and Producam

compames or subsldiarles that producs and sell manufastured producta ar

‘manufactiring processes and those companieg which produua agrlcuimral.

- . minirg, or cansiruction products (SIC Godas 01 39}

. SUBSIDIARIES

2, 8ervice Companies S oy _

~ Companles or subskiiasies that seil services (s:c Cades 40-88).(ClassHication of 5
* comparies that parform boih. manu‘ac:udng and sarvices Is delermined by rhe

idrger péreentage of sales.)

.- 3, Smait Businessas-

Independently-owned busmesaes w:th not more than 500 iuli-i[me employaes. -
Business activities may Include manufacwring, andfor gervice. : s

. Subsidiaries are defined as business units or divisions of companies. To be
. ¢figible, busliess unlts of divisions must have existed nenr to the Award
- eppileation and must have a clear definition as reflacted In cporate Iitaratura

such as arganization charls; administrative manuals, o annual repotts, A ' )
subaidiary must have no fewes than 500 full-time amipisyees orut least 20% ur al

B amployees In the domestic operations of the company to be elighle, n addition,

- a subsidlary of 5 company which has marg than 500 employges ia not aligible for- -

an Award under the smail business category even if the subsidiary has tawer.

~  than 50D employess, Subsidlaries of small businesses are not eligibie ior Bn

" RESTRIGTIONS ON ELIGIBILITY

Award; small businesses must apply as a whole,
The application of 2 subsidiary must describe the quallty systems far the fu!l

range of activitles of a complete enterprise. Typlcal aclivitles include; markating,

purchesing, legel services, human rasources, sales and distdbution, finance and
acocpunting, product englneering and rasearch and developmant, In-some cases,

" the applylng unit may depand upon ather company uriits or the corpcsrale levalfor

ong or more of thesa activities, Such aciivities are fo be identifled by - :
organizational and geographle location, and are o be fncluded In the Appﬁcalion
Report In the responsas to examination ltlams.

Tha intent of Public Law 100-107 Is 1o créste an Award procass Incorporaﬁng
figorous and ohjectiva evaluation of the applicants’ total quality systems

“Undlerlying praducts and services, This examination Is.to Includa site vislts'to

varlly descriptions givan In the writlen applications. Customer satisfactiori i to

- play a major rols In the examination, Award reciplants dre to serve #s



-1 A

: appropnata rﬁodelé cf total ﬁuality achlevernant for other United States
- gompanies. Companles er subsidlaries whase businesses are such that they
_carmol fuiii these purposes are a6t eligible. Speciﬂcaity, three restrictions’ apply; -

1. Acompany or stbsidiary Is not eligible if mora than ona-hal of the total guality .- '
- management eperations which undarlie the products or services i delivers ls o

condcled outside of the United States.

-2, ‘Asubsidiary is ot aligible if its parent mmpany or other subsldiaries of the

parant ccmpany are tha customer(s} for more than one-half of its total products

 or gervices,

3 lncmdm utfils u: gmups of units of "chain" organlmlions (such a8 ho:als

" retail stores o restaurante) where each unit perforims a shitllar funclion, ars not:

- . pligitla, Similarly individuat plants or groups of piants within acornpany where L

MULTIPLE APPLICAT!ON -

RESTR{UTIONS

FUTIISE ELIGIBILITY

" RESTRICTIONS ON AWARD
RECIPIENTS

o & APPLICATION FORM. Gompieie the four-page Appfication Form.

. 2. SITE LISTING AND DESCRIPTORS FORMS. Complste the Sita Luatmg snd ;
Desciiptors Forms ¥f the applicant company has more than one lecation, !nduna_ L

gach Dlant manidasturers sirniiar products are not e!xgthte

1. Asubsidiary asid s pa:ent company may | nut bath appiy tor Awards in !he
same year .

2, Onlyone subs[diary' ota company may apply for an Award in the same yea: I } .

- the same: sategory, _
A, lha company rscelvas an Award, the corapany and all its suhsidlaries are

meiig;bia ta ar.:ply for anothar Award fora peﬁad of five years.

-2, 1f a subsldiary recalives an Award ltis Inellgible to apply for another Awewd ‘ar .
2 patiod of five vears,

3 ia subsmﬁary consmuting morg than nne-half atthe buslnass of & compar.y '
tecaives an Award, nelther that company nor any of its dther subsiviaties is
alsgibia to sy for another Award fora perlod of five yeats. . .

. comorate headquarters In this listing,

3. WRITTEN REPORT, Provide an Appiicaﬁon Heppﬂ addressing iha

examiration items, A Basie Report is required from alt applicants, SUpplamamah'-" o
- Sectiohs ar ratulred from sorne applicants. (See instructions.} :

4 TOAPPLY. Send 15 sopies ot the complete applioafion dorg with the fea

paymant to;
Malcoim Baidrlge National Quality Award " {Ovemight MaﬂmgAddrassJ :
B0, Box 443 31OW.WEaconsInAve.

anaukee. Wi 53201-0443. e 500 Co
Mﬁwaukae. WI 53203 :

- APPUGATIONS MUST BE POSTMAHKED OR CONSIGNED TO AN | '
© OVERNIGHT MAIL DELIVERY SEHVICE BY MAY 5, 1984, to be eilglble for the

1988 Awdirds,

An lncomplate application will rasult if tﬂsqual!ﬂca:lon from lhe 1989 Award, The -
Award Office stal! ls avallab!e to answer quastlons about the appiicatfan and

" about ellgibitty.




353

! 'STANDABD?INDUSTRIAL.: '
CLASSIFICATION (SIC)
| CODES

Coda- " Sector . . : _Gode . Se;‘.ior-

01  Agrioshure-crops I 25 .dtura and flxures

02 . Agriculture - fivestock S .. 28 -Paperand alilsd products

08 Foresty - - ¢ ~ 7 . ‘&l Pintingand publlshlng

09  Fishingandbumting - = - N R 28 - Chemleals < L

10 . Metalminlng = - : : . 28 Petroleum refining

12 Coalmining ... - . . .8  Rubberand plastics

13 Ollandgasextraction - L '__31". Leathar and lesther products -
14 Mineralquamying - - . 82 - Slonelclay/glassiconcrate pmducts
15 General bui!dingcomractors - © 83 Pdmary'metal industries

16 Heawyconstucfioneontractors. .~ 34 Fabricated metal products .

17  ‘Spetlafiradecohtractors - . . ,. - 85 Machinerylcomputer equlpment
29 Foodproducts - - o O < | Electricalislectronic equlpment

- Pt Tebeecoproduets . . . . - - 87 Transpodation equipment

22 Textenmtiiproducts . - © 7 8 . Insituments/clocks/optical gedds
23 - Apparel . : o ' .. 8 Miscallanecus manufactuing -

© 24 Lumberand woed ploducts

rh,

Gode ©  Sactor - "Code ' Sector
07 Agricvltural servises . - IR 8t . Credit agencies
- 40 Rafirogd transportation -~ . 82 Sewrrt}f&commudlty brokers
. 41 Loval & irterorban transport S 83 [nsurance carfiers
42 - Tmidng,andwarehousing e C B4 [nsuranes egenis
44 Walar transportation - e ‘65 Feal estate.
48 Al transportation - _ - . &7 Holdinga othar mvaslmant oﬂices
' 46 Pipelines/except natural §as : . .70 - Hotels and lodging places
‘47 Tansporetionserviees . © 72 Personal sénvices
- 48 . Communicafions - - U ¥ Bysiness services
- 49 Ewciicgesisenitaryservices - - . . 75 Adlo répalrand services _
B0 - Wholesale trade/disrable goods T 78 Miscellaneous repalr sefvices
. 51" Wholesale frade/riondurablegoods = 78 Motlon piciures
. B2 Petal bullding materials 7% Amusemnent and recraalion
. B3 General merchandise slures ' o _ 80 - Health services -
54 Foodstores .. - - Bl Legaiservices
55  Aute deale:s&semca statkms C © 827 Edycational services
.86 - Apparel and accessory storea - ' 83 Social services _
57 Fumitwe stores o © 84 Museums and an galleries
58  Eating and dfinking places - B6&  Memibership organtzations
59  Miscelanecus retall K T - 87 Professionat sarvices
8 Barkng - ' ~ . .89 Miscellaneous sarvices

10



' GENERAL INSTRUGTIONS

' ITEMINSTRUCTIONS

353

Typa or very clearly print ali infarmation requasted The Appllcatiun Form may be
dunllcated and single-sided pages submitted. tem 4 requires an aftachment ¥
ine applicant is a subsidiary, Applicants must submit an Application Form,:
o Incgudiltr::dthe subsidiary aﬂacl*ment. with each copy of tha Appﬂcation Repurt
- subm

'lTEM 1. APPL]CANT Provfde the oﬂlciai nama and mallhg addresa of ths
o ganizaﬁrm applying for the Award,-

E ITEM 2. HIGHEST RANKING OFFIOML Provida the name, t nle. alllng
'-address, and Ic!ephone nuribet of the applieant’s highest ranking official,

 ITEM 3, SIZE OF COMPANY. Give the estimated number of amployees of the
" applicant as'of the data the application is submittad, Glve the number of ditferent
" - gltes pf all unns involved with the procducts or services soid by the applicant,

Separate sites need not be counted fui offfoas or other work areag looated near
each other if the company conaiders them as one jocation for business and -
perse. el purposes, {If there is more i one locatlor, then tistails about each
site, lnc!udlng'haadquaners. are 10 appasron e Site Listing and Descriptors |

- Farm.) Glecle the appropriate rangs for sales of the.mmpahy for thr praceding _
fiscdd year, The applicant is reminded that all infarmation is confide:flal and that - =
aniy & range is being requested to prcw..*e an appmpdate perspective forthe ~
Examiners,

'ITEM 4, BUBSIDIARY. A broad interpretatlon of the word subsidiary Is used for

: " purposes of this Awar_d Sea page 4. If the applying crganlzatlon is & comporiant -
- of alarger company, than Infarmation about the parent company and the highest

official of the parént comparty must he supplied. A short dosumaritor the .

. appropriate page(s) from a compa.:y fublication showing the organization of e

parent company and its refationship to'the applying unit sheyld be attached to

. the appllcation form. lnd?cate the name of this attachment. .

{TEM &. DESCHIPT!ON OF PRODUCTS AND SERVICES SOLD inthe sp_aca i

" provided, descring the fypes of products of servicés sold by the applicant.

_ Indicats the approgiinate percent each type reprasents of the applicant's total
sales, 1 |s not necessaty to list individual products or services. .

. ITEMB. AWARD GATERORY, Based on eliglbllity discussed an page 4 of the

1968 guldafines, indioats which one of the three Award catagaries pertalns. -

- ITEM7: SUPPLIER AND DEALER NETWGRKS.. Summarize the numbsr and .
- types of suppllers of goads and services neaded for the appilcant’s oiput. Wiha

applicant reiles on external sales organizatlons, inclicats the apprnx[mate numbar _ '
af each type,

~ ITEM 8, INDUSTRIAL CLASSIFICATION. From page 10, choosetnemree 310 _' .

codes which best describe the applicant's products or sarvicas.

* (TEM 8. REPORT GOMPONENTS. Indlcate 2l fnrms and rapons suhmﬁted as

-part ok the appllcat!un

-~ I'TEM 10. OFFICIAL INGUIRY POINT, As the examlnatlon praceuds, the .

administrator may need jo contact the applicant for addilonal Information, Give - -
©_the name, eddress and telaphone number of the cormorate ofiivlal with autheriy

 to provids additierat Jnformation or arrange site visits, . -

ITEM 14, FEES. indicate fees due: $2000 for 2 Basle Report for applleants in
tre manufacturing categary or the service category, plus 51200 for sach
Supplementat Section; $1200 for an applicant iy the smalt busmess categaty

) Payment must be submitted with the upplication,



INSTRUCTIONS
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ITEM 12, RELEASE STATEMEN‘IZ Piease read this section carefu}ly‘ A szgnad
agplication Indlcaﬁas that the applrcant agraes to the terms and cundit[ons staied -

. here,

ITEM 13, AUTHORIZING OFFICIAL. The signatur& of the apphcanl's highast

' ranking offlclal is requlred and Indicates the applicant w[Il compiy vnth tha tarms
‘and condlilons stated in the document,

. ITEM 14 APPLIOATJON ABSTRACT. Two pages are provfded furasummary of _' _

the appllcatlon. Use a fixed pltoh font of 12 or fewer characters parinch of a
praportional spacing font of polat slze 10 or larger in preparing this abstract. Use

' these two pagas only and type within borders provided.

" Since the Awdrd Iocuses oty ma appiicant‘s total quallty system, ltis amportanl
. that the Examiners have a good understanding of the slze, strugture and

tunstions of the different torporaie units, In addition, sufficlant Information must

. ba provide o the praducts or seiviees praduced at each location to make &'

. sound determination of the number of locatlons to e examined If the cotpany Is

. saledteddor & sit_a viglt, Insiructions for ﬂliing out the. Slte Listlng and Descriptora -

Forra foliow:

- A, ADDRESS OF BITE, Provide tha mmplate address of the slte.

B, -RELATIVE SIZE. Provide the appraximate percunt of the applicant's
amgtov-ab at each site,  Provide the approximate parcent of the applicant’s sales

+ acceued for by this oltput of eash site, Use not applicable (N:‘A) for percent

sales of haadquarters or skllar ofﬁcas when appropﬂata.

C. LINKAGE TO APPLICATION REPORT. indleate which part of the App!tcatlan '
Report addresses the dxamination ltemg for gach slte. ‘Chetk the Basic Report . -
cojumin if that Is where It Is addressed or wrijs the number of the Supplementa -
Sadtlon in which the lems are addressed, (Sew page 16 fc:r guidel!nes on how 1
determina if Suppleimental Sackons are needad, Yoo o

' D. FUNCTIONAL DESCRIPTION. -Deseribe the types of prbdur.ts or services

which are the output of the slte. |t may be negussary to statg the relationshlp
betwean the output of the slte and the apph.ant's final producis and serv[ces. lt

g not nacessary 1o list every product or zervice, -

E. SUMMARIES OF MULTIPLE SITES, -In cases whers the applicant hes many
sltes performing the same Junctlon, these sites may be agyregated under one

. lsting, Insiead of the addresses or esich, & sumymary siatamant about the -

tocations may be mada, If site visits are to be conducterd, | more detallad ﬂsﬂng

will be requeated & that tlme‘




- OBJECTIVE

' PREPARING THE OVERVIEW
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The objacﬂm of the Appli(:atlon Heport Ia to auow appllcams to provide
intarmation on quality managerent of products and services and on results of
quality Improvemant probesess and to permif a rigomus evaluationtobe
parformed by the Board of Examineis, Each appileant must preparean -
Application Raport conglsting of {1} a brief overview of the applicant's business
and (2) rasponsas to the 44 examination tems In the Award Examination, A
completad Application Repor contalns the Bagla Beport, which all applicants .
must submit, and one or more Supp!nmental Saetlons, which Sorne appiicams E
must submit, .

The overview should inforr the raader :nf the busmess cimate In whlch the

. applicant operates, the general bperating condifions existing i the faciltles of

ina applicant, ant the relativriship of the applicant to the rest of the industry.

The nvanvlew provides the applicant the opportunlty to “sat the stage” for the
examiners to better understand slgnifficant clreumstances impacing onthe .
applicant's business. The type of equipment and facilities used by the applicant

" sheud be describad in broad terms.- Changss taking placa 10 the industry shoutd

b idenittiied, Such a8 changas In protluction techrigues, consolidation of

- facifities, foraign and demestio competition, distribution channsls, of sell.ng prlea.

Trig overview shouid also idantify factors iri the compatitiva quallty climate that

are significant, such as Industry-wide upgrading of cualtty or service, lengthening -
of warrastius, extensive adoption of modarn quality technigues or use Just in
Time procedures. Whete applicable, applicants should deseribe the regulatory
efimate in which they oparate or the impact of envirenmental concetns o their -
activities, The applicant's posttlon In the Industry, measurad by salss and by

E quality reputation, shoult ba r.escilbed, Wrera this positlon has changed In

recent yews, the change shruld be noted and apparant | reasuns for the change '
dascribed, : _

If the applicant Ba subsldlury, | ﬂascr!ptlon ot the crganlzational strugiure and _
managamant links to the pérent organtzation should be presented. A comparlsbn.

ot parent-organizatiof of the number of amployeps, of the sales voluma. and

DESGHIPTION QF THE
EXAMINATION

CATEGORIES

~ of the produsts and services mifgred should be included,

Tha Maloolm Baldrige Natlont Cuallty Award Exanilnation fs Intsnded for
manuiactuﬂng and service businosses of any size. The examingtion has baen
deslghed to permit evaluation of the strangths and areas for Improvement in
applicant’s quality systars and of qualily rasults, Evaluations do not depend

" upon &n applicant's ovetall arganization or whathar ar not the applican! has a
-Guality dapartment or quallty oiticen S

The Award Examina:}on addresses all aspecta uf 8 total quai[ty managamenl
system and quallty improvement results through ssven catedoriss of examination -
kems, The examination iems are grouped under sats of subsategortes which
raprossnt the princlpal componenty of the saven satagorles, Belowls &

description of the Award Examtnaﬂun alcng with genera! guldanas fnr prepeuing

an Applleation Rapot,

The saven categorias for the Award E-.xamlnaxlnn are'
1.0 - Leadarship R
2.0 - information and Analysls

© 3.0 Btrataplo Quallly Planning -

4.0 - Murman Resoursa Utlization -~ -
5,0 ~ Quallty Assuranse of Produots and Sawlces
8.0 - Quality Results ' _

7. customerSatistactian

Fach patagory Is aaslgmd ] numbar of poinis, totaling to 100& patnts. _

 Appllcants must respond to 3l seven catagnrles

14



 SUBCATEGORIES

AREAS TO ADDRESS

. CHANGES FROM 1988

EXAMINATION

357

Each category has from wo toﬁwen subcategor{as—-numbared w!th wo dlgits

fram 1.1 to 7.3, In all, there areg 27 subeafegories in the examinalion,

- Subantegories teprasant major areas for managernent attention lor the most
gensral quality system, - s

. EXAMINATION /TEMS

Each subcategory has from one to seven examinatcr Haims numbgred with threa
digits from 1,1,1 to 7.3.5 1 all; there are 44 sxaniaation dems in the Award

- examination. All information submitted by apphicants 6 i) respanse to sneciﬁo
© tequiremants given in hose examination items. Baeavse the Examination s _

iritearatod, with examinatich lerms organized by category, applicants are
encouraged o besome fasliar with the' amphas:s and requiremenls cf all Ilema
belore respnnding 10 asty nne item, .

Each examination it Includas 2 set of Arcas to Addrass. daslgnaief by lower " -

‘ease latters-and enclusd within a box alongside the jtem. The Areas 1o Addreg .
- ara intended o clarlly and lusirate the Inlent of the ffem. Most Areas 1o Address.

partain o ail businessas, Bach appiicant Is expectad to respond o the Areas to-

- Addrass that pertain 1o thei business, Because the Impartances of the Argas to

Address may difier from business 1o business, and bacause they may overlap,
applicants should respond to examination items as a whola, addressing them in

.an order and with gn emphasis reflecting the applizant's busingss and quaiity

systein, Na separate labeling of Areas s required, In responding to an ltem,
anplicants may address relevant areas in additlon to those ncluded with the

itgra, | any Areas Yo Address Jisted does ot pertain to the applicant's business”

ar quallly system, the spplicant must pravide a ohe-or two sentence explanation’
at iha end of the response totheftamas to why the Araa to Addrass is not :

. applicable.

The 1988 Majeolm Baldrige Natlonal Quailty Award Examination Is buut upan the

- same total quality vaiue system, and uses the same basic approdch asthe 1988 .

examinalisn, Howevar, saveral changes heve baean introduced baged upon
comments by applicants and membars of the Board of Examlners and upan -
axpstiances galnad inithe firsi year's prncaseas. E

" "Changss from 1988 Inchida reduoing the iumbar of examlnatlun ltems irom 82 ic

- 44, This redustion has been irought about by narrowing tha scope.of sash of -

- he savan cajegories fo mirknlze ovarlap among § am. The seven itame

requesting information on unique and Innovative approaches in the 1958
Exaination have been sliminated as separate Hems. I 1280 apploatits ara -
encauraged to Infagrate and hightight their unigue and kinovative appmachea

- within thelr overall responses to the 44 examination ttems, However, applicants. |
* ghould avold undue clalms for unigueness and innavation, highlighting thele ™. -
" approaches Iy tagses when the evidance for unlqueness and Innovatlon ls vary.

wall founded, and when the unique contrihutlons should be widely publiclzed i
the applicart recelves an Award,

The sootling cilterla given under each fetn in the 1988 Examlnatlon are replaced

- with Arsas to Addrass. In 1988, scoring ceiterla and e description of the faniors |

sooring are glven separately {see page 17) and peitaln to all exarination Items. o
1111988 thera Is more emphasis on quantitative approaches, and use of -

. comparatlve and benchmark data, The term "bahshmark,* as used in the

Examination, refars to maasures that reprasent both appraptiale bases for :
comparieari Bnd indleators of the best perurmanga levels anywhers in the warle -
Benchmarks may apply to attributes of preducts of sarvices, oparating -
petiormance, or any othar aree whera a-company might sesk Intermationte
theasure itself agalnst fhe bast, wordwide. Thus, approprlate benchmearks may
be nbtainad rat anly from sourcas within ar industry but also from ofher
Industries. In presenting and using comparative snd benahmark deta, appticant
should br!afly summaﬂze aourcas for the data usad.
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HESPONDING TO

EXAMINATION ITEMS

“THEND DATA

. USE OF BASIC REPORT AND
SUPPLEMENTAL SECTIONS

g8

 Rlesponses to exarmiation ltams should be concise, factus, and quantitative,
Aesponsas sfiould contain deseriplive Information and data which showthe

applicant's approach o defining, measurl.g, and achisving quallly objectives,

“mejor gains currently being realized, key trads, and projections far future quality
- lrapravements based upon rellable quantitative information. To the maximury

sxtert possible, applleants shoukd provida comprahensive information and data.
which underscore thelr total quallty appraash and results. Use of graphs and -
lables, proparly labeled and compactly prosantad, i strongly enceuraged.

- Lengthy narratives on specic techiniques or on the Importanca of cartaln :

approaches fo quality obsecﬁve are diseouraged. -

Savera) axamination items call for rend dats, Trend data should sover t!me -
period sufficlant to denionsirate orogress, and to show that improvemants have -
haen sustained. The time patiod ray span flve years or morg, ang In most

- cas@s & least two years, This will aliow applicants who have set up Uity | -
- ‘aystama In recent years and can demonsirale cledr progress to show their aaﬁy
- trend results, Data shouid be prasamed n graphical tabular, or other compact

foeen,
All spplloants myst prepare & Basl Hepart adclress!ng ail of the sxaminat!on

tems, - fn order tomaintaln an aquivaient level of Setail for all sizes and types of

companles and subsidiaries, certain applicants may need to provide

B Supplementat Sactions, Below la an oulling of the key factors and gulclélines for .. -

"the Basio Flapnrt and Supplarnahtal Soctions,.

Singila or Related Product and Sarvics Lines Served by & ang!e Oua!fty System .
Dily the Basl Report |2 raquired i the applicant hes a single tuallly system
which gtoports all Its product or service lines anid If tha products or services are

. vasentially similar In tarms of custorners. tachriology, types of amployaas.

-plensing, and quality

Two or Mars Diverse Prodvat or Sendcs Lf‘nes andfar Dfss.fmﬂar Qua!fry Systems.

. Iri suich cases, tha Basle Report and ane o more Supplemental Sections are
raquired, The Basle Report should encompass the largest aggregation of aimilar

proaust or service iines as described above which are supported by & single ~
quailly systetn, Together, the Easlo Repont and the Supplemental Sections must
cover alt pratucts andior services and all quality systems of the applicant. ‘

In summary, the use of Supp!amantai Seclions s calléd for primarly when 1ﬁ§

- applleation covars unlts of & company which are In ssentially ditfetert

' FOHMAT FOR
APPLICATION REFORT

bualnesses. Thay are not necessary whan similar products ere manufactu'red o

. dlffarant divisions uging simtliar quality systems.
The Appllcat!on Report houlld contain the same catedory, subcalegam and ltam o

numerical designations az In the examination. The Application Report must be.

“typed on stendard 8-1/2 by 91-Irsh paper using & fixad plich font of 12 or tewer
-chayasters per inch or 5 proportional spasing font tf polnt size 10 or iargar. o
.Pages may be printed on both sides. - :

. "Tha overviaw of the applicant's business must ba ne Ionger than two singie«slded
pagas. A separats two- paga overvigw rnay be yritten lor gach Suppiemantal

“For the manufacturing category and the service categary, the Basic Hapan g
~ limited to a maximum of 76 singla-sided pages including ploiures, graphs,

figuras, data tables, and appendices, Supplemental Sextions ato limited fo &

* madtmim of 50 single-slded pages, For Smali Businesees the Basle fleportis
lmitad 1o 50 pages. In all cases the two-page overviews, dividars, covers, tab

separators, Gt pages, snd tabies of contents arg ot coumed a8 part of the
page fmit

" The usa of bulky binders or simllar haavy caverals discouragad. Theit use

tecreazes the gage of handling and shlpp!ng Iy &t phases aof tha examlna:!on
process. _ :
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© APPROACH
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The sSystem fcr scoring axaminaﬂon ﬂems is based upon three evaluation '
dirmensions: (1) approacty) {2) deployment; and () results. All examination

- ftems require applicants to furnish infzrmation refating to ene or more of lhese

dimansions, Speciflc criterla assoviated with the avaluaticn dimensians are
described halaw,’

Approach refers 1o tha mathods the tompatiy uses to achlsve the purposes
‘addressed in the examination items. The searng eriterla used to evaluate :
_ appraachas Includs one or mare of the .allowlm'

» the degraa to which the approach Is pravention based

¢ the apprcpriateness of the tools, technlquas. and mezhods 1o the applicatlcn
-+ the effectivenoss o the use of tools, techniques, and Mmethods
"+ the degree 1o which the soproach Is systematic, Integrated, and conslstent

+ the degree to which the approach embodies effsciive seif- evaluation,
- feedback, and adaptation oycles to sustaln cantinuous Improvemens .

. -'_- the degraa 1o which the approach Is bassd upon quantrtattve Infoermation that

BEPLOYMENT

. RESULTS

s objectlve and rellable .

. the indicators of unique end innovaﬂve appmaches. including signiﬂcant and '

alactive new adaptations of tools and technlques used In other applicatluns ¢ |
types of businesses -

" Duployment refers to the extent 1o which the appraaches are spplied 1o all

relevant areas and activities addressed and Implled In the sxamination ltlems.
The storing critetia used to evaluate deployrnent include one of- more of the -
foflowing: - :

~» the appropriate and sffective apptlcatton sl transactions ard Intaraczlons

- with customars, providers of goods and services, and the public

o the approptiate and affactive appticatton to aIl lntamal prnaessas, actiulties. -

- tacilties, and employses

+ the apgropriate and effective application to- ail product and servics
characteﬁsﬁcs

_ Results ralors to outcomes ancl aﬁ&cts in aahleving the pUMposes addressed and. -

fmpflad in the examination tems. The scaring erltetia used 16, evalua{a resuits

* Include ong of more of the Ioslowing

*-the quallty tavels demonstrated _ :
« the contrbutions of the outedmes and affects to quamy lmproveman:
« o quality Improvement gains :

-+ tha dsmonstratlon of sustalned ga[ns

+ the broadih of quallty improvement palns .,

» the significance of galns Interms of their imponanne to the company I
business

-+ the comparlson with Industry and Wc:rld leadsrs -

+ the company's abl!lly to account Jor gains In terms of specmc quallty
impravament actions

17



MALCOLM BALDRIGE
NATIONAL QUALITY AWARD -

3500

EXAMINATION

CATEGORIES,

SUBCATEGORIE‘E. :
- AND POINT

VALUES

. 1989 Examination GaiagorieslSubcategurles §
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19391'

EXAMENATHDN

The Leadershfp c.ategury examlnas prlmarlly how the genior executives create

anid sustait a clear and visibie quallly value system along with & supporin

. managerent system to guide all activitias of the company. Alse examined are

1.1 SENIOR MANAGEMENT
ERK: {30 p!s ) Pescribe the senior

axacutivas’ leaderstlp. pérsonal -

Invalvernent and visibility in
developing and sustaining an

: anvirnnment forquaﬂty excellenca B

1.2 QUALITY VALUES

1.2,1 (20 pis.) Desorlbe the
camparty's tuaiiy Volues; how they -

- are rojected in & conglstant -

lﬁanner. and haw *ownership” of the
values throughout the cormpany was
aghieved and fs. reiniorced.

g e L,

N

the senior executives' and the campany's leadership and support of qvallty
dewlopments both Ins;de and uutsrde the aompany.

Araas to Add"ess i

4. axlent of persona] fnvulvarnent in quallty -talated activmes such as plannlng.
agsessmernt and review of guallty plans and progress, \eams, giving and
recelving adugation and training, recognition of amployees, jearning about
the quamy of demestic and Internaﬁanal competitnrs

b, eommunlcatuon of company's qua'!lty \nswn 0 alf !eveis, functional units,
and emp!oyaes o _ _

&, avidence of laadarshlp to reln{ocae customer satlsfaczion as the prloﬂty
. company. ohjective and qualtty as & pringipal strategy: ' o

e, gommunieation (spesches; publications, intarvlews) of qual;ty excellence .
outside the company: suppliers and athar providers of gueds and services; .
_tustomears; natlonal, trads, bualness, and pmfeés!onal groups' cc:mmunlty
urgan!Zations' and schonls s

d. accessibilty o and souting contact with employees, custcmars. and suppliera -

NOTE The iemm senlor exeoutr’ues refers lo the h{ghast rankin; oﬁa‘da:’ ofthe o:ganfmm‘on _

app!mg fat the Award and thmee raponm d:rea!.'y tc tba: offlial. - -

Areds to Addrass K o

- A wrltlen pollcy. mission, guldelines, other documented statsments of quality
_ values. or ather baaes for clear and consistent cnmmunlcm{an _

I b, brlef summary of the cnntent of polley, miss!on. ar guidellnes that

 damansirate the guallty valuas
& reinforcemant and assessment of *ownership® at all levels

1d, recant or presant actions that demonsttate the status of quallty values wih

respect fo other considarations of the business. suc:h as shcrl-term pmms
* and schedules

8. approach 1o bu!tdln-; the pollales, misston. and valuas Into the Ieadarahip
process : .
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1.5 MANAGEMENT SYSTEM

- 1,3.1 {30 pts.) Deserlbs how the
 gompany [ntegrates quality values -

. into day-ta-day management of
: ~ . Operations,

*

- 1,3.2 {20 pta.) Describe how senlor |
manggeroert cregles and malnptaing -

¢lose cooperation across functiorial
** and deparimental linag and al

“dn ferautbusiness ipcations to -
achleve qually cb}ectlves.;

14 PUBLIC RESPONSIBILITY
4.4.1 (20 pis;} Descrlba how the

' ‘company extends its uality
Iaadarshlp to the extarnal community

and inzegrates its responslbllities 1o
the public for haalih; satety, -

snvlmnmemal protection, and other
- areas of business practice Inty i3
quallty pollcles and systans

362

Areas to Address -

g clearly deﬂned oustomer aatisfactlon ang quality- Improvement ob]ectlves

b rotas. respans.ibliliies snd inv::ivemsnt of all levels of rnanagamem in quality

mproven.en.

¢. allocatlon of resources 1o quality [mprovernent and awareness '

d. forma] and sn formal revlaws of stajus and pians

e, typas of uczmns taken tp assist unﬁs not achlevlng quaiizy pians o |

f. :mpmvemem oi ihe quality management process

Areas to Address

g, description of cross-functional management processes such as .
interdapartmenta[ quality Irnprqvemant and pmbiam pravention 1eams

b. steps taken fo foster effective ooopera*lon such as use of "lntarnal
custon‘w' and usen'provider techniques ' _ _

G key ind!aators of Impmved Integration

Areasto Addrass '

=8 promotir-g quality awareness and teaching quallty iechniques to customers. .
suppllers. stockholders, and other external graups :

.b, anmuraging ernpioyea leadership and invoWement in qusiity actlv!tres af
_ professional, joéal, natfonal, trade, and business grotips and I naﬂonai and
Imematiunal standards actlvltles

¢ full lntegration of public health and safely, environmental pro{ectian. and

~ waste managémsnt requiremants Into overall quality poiicles, sya!ams;‘ and |
- contindous imprévement objectivas

d coinpany's leadership In promioting high standards In health saiaty. -

environmental protection. and business ethics

.20 :




| 21 SCOPE OF DATAAND |
INFORMATION FOR

PMANAGEMENT BY FACT"

B11{25 ts)Descrtbethe':-

'cnmhany's informatlon systems used

In the managament, avaiuation, and
_ planning ot quality ;

" ‘Lndar each s

2.2 DATA MANAGEMENT
2.2.1 (16 pts.} Dascriba how the

~ company snsures that key cala are

. &cobrats, timely, and avaliable.

2.8 ANALYSIS AND USE OF DATA
" FOR DECISION MAKING

2 81{20 pm .} Deserlbe how data are

analyzed for tmely identifleation of

oppartunitles or prcbiems. and used
for prevenuon

C . The fnformaﬁon and Analysis category examines the SCOpE, vai[di‘ty, tise, and”
- managemesnt of datg and informiation that underlie the cumrany s {otal quality
- -systam, Also examined is the adraciuacy of the data and in
' -preventlon~based approach ta qua

g i'Fb‘ﬁMth"-ﬁND"ﬁNi;vi*fe'ﬁ OIS

armation to suppou a
ty uslng “managenent by i.id G .

' NOTE. The prmse of lhr's rtsm Is ro permit the appitcant to demanstrate the bmadm and
© - vopth of the data assembled &g part of s lolz! quallly management effort, Applicarils
" should give vary briel destriptions of the fypes of data under mejorhaadings sueh as

s and7. o o _ SRR

| d. access to the Information wherever and whenever needed

P

Areas :a Address

a. scopé of data: custumers. suppliers lnternal operaﬁons. qual" ty rndrcatars _
for produets and serviceg, employees, compatitrve r:.ornparisons.
benchmarks, salety, and enviroﬁmeﬂta!

S
‘B, tha process of detelmln[ng those ftams to be Included in the qua!!ty-related |
informatton systems ' _

employseg and subtieadings such s edusation and tralning, teams, and recognilion.
ading, pive a brief dasoripifon of the data in the informalian syslam.
Actuaf daty should riot be reparled in phfs flam, Such dara are requesied in Categories 4.

‘  Areasio Address
a. steps lo ensure val!df:y . o

‘b, steps to ensure ttrnely update _
c. conslslency and standardlzat[cn of data -

. Areas to Address
a, princlpai approaches it identlfy oppanunmes or prnblems

b, rcotcausedeienninatinn .

¢, design and analysls ot countermeasures or remedies 15] addrass %he root
GaUSBS .

d. follow-up anaiysis o varify that munlarmeasures or remedles pmduce the' S
sxpectad resuite . '

9, mathads used In the analysis of data, including stattstieal !achnrques

f. recent i_mprevem_ent_s inthe use -of intormation for qualll}r.lmanngement .




ETT - I .

L

-+ 'The Strategic Guality Planning eategory axamines the company's planning
© - process fo. retaining or ashieving quallty leadarshlp and how the company
integrates quality improvement planning infe overall business planning. Also
<. examined ars the company's shortarm and long-term priorities to achleve -
o andfur sustam ] qua!rty !eadership postion, .

3.1 PLANNING PROGESS ' ' : Arsasto Address ~ ~ .
3.1.1 (30 pts.) Describe e | & relanorzshrp of quallly planning to nvaran business planning .
compaty's overall planning process
for short- and leng-ferm quality b, prlnmpai types of data. Informattun and analysas vsed In plann‘ng
improvement that will result in its
retaining or achleving quality | &, incluslon of suppli=-rs. daalers. distributors and pther axternal prnviders of
Ieadershlp - goods and services in planning and plans -

1 ¢ selection of weil-defined, wall- c'aordlnawd priorlty miﬁaﬁves ot pmieuts with A
3ssuc:..ted quallty assurance and prolect review plans

' 8, cnrnrnnment of. resaurnes to pro;ects

1, Intagratfun afcantinuous Irnprovement actiwtles nf all work unlts Into plans.
.g emplnyee Invoivemant 1n planning _ _
. planning reviews and adjustrents including realiccations.

I imoravement of the planhing process - R S B

a2 PLANS FOR QUALITY | T pro Y w—

. - LEADERSHIP:. | 5. basis forselecttcn of ariteria for competltive comparisens and world-class . K
' 321 {86 pts,) Outling the company's |  benchmarks o . B S
approach to selecling quality-retated o o L . Q

data for compefitive comparison and  { b. souroea of mmpetltfve and hanchmark data
" world-tlass benchmarks and how i

: anaiyzas and uses zhese data toplan |6 score of tompefitive and benchmark data‘ product and aarvice quallty, N ' “'
o tar quaﬂty _ buz niss operations, processes, emp.uyee-raIated* customarsewlce. : ' be
- -and other 7 _ _

d. types of anaiyses caried out on cnmpetﬁ!ve compaﬂsnn and benchmark
‘data to plan for quailty . _

e principal rolss nompeﬁtlve and benchmark data ﬂnd analyses ptay In
_ compan}' planning _

422 (25 pls. ) Summartze the | o Asoas 10 Address

rﬁ:ofnpany‘s principal quafity prioritles [ : ' B 1 B=
and piahs forthe shortterm (-2 | & princ&pal pﬂuﬂties and thelr ra‘aﬂnnship to the companys qualaty Ieadershlp '

years} and longerterm {3-6 years c;r ‘| cblestives -
_ more). -

by how plans affect supptlers. dealers, distributars. and other extemal providers 1ok
" of goods and sarvioes _ _ : S S

' ¢, resources commltted to the pian

}ection of major changes antinlpated In the uompany S competlﬂve quality
poaitian based upon Impismantaﬂon nf ihe plan :




‘The Human Resotirce Utlization calegory examines the eﬁedﬂvéﬁass of the

~company's efforts o develop and utilize the fi+. y otential of the work forea for
“quality and fo malntain atenvironment condugive o full pa:tlclpallon. contlnunu: :
lmprover-'ant. and personal and organlzallonal gruwlh

o 4.1 MANAGEMENT
“4.%.1 {25 pis.} Qutiiti the company's
-gurrent and Riture {1-2-ysars and 3-3
years or o=} priorities for Improving
- the utiliz ation of 2Y employeas in

- gualivy improvement,

' Areas to Address .

' _a Inlegrmlorl of human resoumn plans wllh quallty requirements of business :

plans

b1 kay strategiss for increaslng the eﬂectlvenass and prcduat‘vity of all _
emplovae oategcrles, lnclud!ng hauriy and bargalning unit employees :

o 6. principal pricrlﬂsﬁ

d how the company. manages. avaluates, and lmproves ita humar resource
plang _

e, mi ‘nagcment's role In Human resource utlllzaﬁon lr cludlng saeklng

fge aar.k from employees R

A2 EMPLOYEE INVOLVEMENT l

an the means
IR (I
rcsament,

4.2.1 ("0 pls., Summa
© 7 avallgtta o a
- coniibute 1o iy alit

Areas to Address

8. 8PPty al.hes to- eﬂhanced employee authority 1o act (arrlpowannent)

b. employes raoolrse ln oases of potamlal quallty deficlenties or comprornlsas_

1 o. quality Improvemant taam pariicipation:” within functlonal unns.

crags-functional, and lnvnlving uppllars and other axterna. groups,’
a8 approprlate .

d aLQQGSﬂOﬂ system.or other cppﬂrwnltles for amployaes lo conlrlbute and
“how ths company gives feedback o contnbutors '

1 o, gase of access by amployees m manageme + ‘syond immediate
i supervlsnrs _

| 4 how lhe company anuourages employee lnnovatlon

4.2,2 (20 pts.) Summarize and -
: assass trends In employes
: invulvement

- Areasto :'&c!clréss

a suggestlon trends, adoptlonrates, parcem oi empioyeas rnaklng -
suggesrtllnns. and other Indlcators of contrlbulluns lrum all en'nplnyml :
cmtego e§ .

]  b. team parllclpat!on—-trends arld lndlcalors of par:iclpation by all employee
. categurles

G apprnprlate cnmparl.%nns and assessment of currant levels ol Involvement '

d how euectlveness and banellls of :nvulvemant and empowermenl ae
assessad '

. NOTE: So0page 16 o siuetons o hw o rspond o s e rsvd e,



AND TRAINING
4.3.1 (30.pts.) Summarize for up to §

and training Yeceivad by efmployess

4.4 EMPLOYEE RECOGNITICN
4,4.1 (20 pis.) Dasoriba how tha
company recognizes erployess for
_ contributions to guafty imorovement
&nd summarize trends In recngnition.

45 QUALITY OF WORKLIFE
-4,5,% {15 pta,) Dracrbe how the
company safeguards. the health and
saiaty of employees, snsures comiort
“ahd physicel gratection, and

" anvironinant.

366

48 QUALITY EDUGATION -

years the ypes of quality sducation -
In all employment categories. -

Arzas to Address

A approach to dactdtng what quality aducation and trainln{ Is needad

b, quanﬂtatfve measures af types and extent of quality educatlon énd training, 1

ineluding quality orfentatlon of new employaes, parcant of employees
receiving education and fraining in aach catagory, quallty education and
tralning costs par employes, average hourg of quallty educsﬁon and trainlng
annually for all emg,loyee categioties

1 o, emplovee eategoriss selecied 1 feceive pacval edu;atio'n and iraln}ng in

statistical and other quanntatwe methods, ahg rat:om%e for selecuon

[ d. mathods for application of the knowlstre and skills acyuired and

reinforeement of quailty aducaﬁon axd tr: aining

Ixa.'hc:w the effectivenass of quallty educ. ion and 1ra1n!ng s evalualed and _' _

improved

availability- and uullzatlun of education and tratn[ng by suppliers, custamers.
and other emmal graups. as apprcpﬁate

Araas 10 Addrass _ _
&. fypes of reccgnlﬁon, Includlng cppnnunmas for pear reoagnition
b. methods for athloving overall balance--betweer indlvidual and team -
racognit!on. and batween ingdividual ob]euﬁves and organizational oh}actives

¢, haw company assasses tha aﬁect[veness of typas of recagnition on
motlvation . _

d. data regardlng psroen: of employees anad tesims recognlzed n dlfferant

_ amployee caxegarlss by lype of recugniﬂon

maintalris & supporiive work

_ Araas 0 Address

5 analysls of roct catses of accidents and workuralatad heallh preblems and
praventlcn of adversa conditions _

b, inclusfon of qualily of workiife fastors $uch as haaith, safem aatlsfactlon.
well-baing, morale and efgoriomics In quality assurance and quality
- Improvament activities

¢ mobillty, Hlaxibilty, and revralning ln ob aesignimants, 9.g., when changes i

technology of work pracesses resuit In alimtnatlon o! soma jobs

| 6 caunsellng and emplayee assisiance
e how ernpl dyee satiefaction and the prlnclpal factors that conmbute 0 1t are. '

deierrn ne

f, amp!oyea feedback on qualttywalaied aspects af the rompany's operatlons

24




4,5, 2 {20 pts.) Summarlze trands in
: amployee we!l—baing ancl mnrala

5.1 DESI SN AND INT’H{JDI!CHO i
OF NEW.OR IMPROVED
PRODUCTS AND SERVICE:S

£.1.1 (25 pts.} Doseribe how now o

Imaroved products and senviaas af.

detined, desigret and infror’ iced t

et cusiomer requlrements ard
- how processes are desigied

' prodired these products end services,

5.2 OPERATION OF PHOCESSE&

. WHIGH PRODUCE THE
GOMPANY'S PRODLUGCTS AND

SERVICES
" BT (20 ple.) Dascribe how the

processes which produce the
company's products and servicas are
conirolled, optimized, and malrained,

i

: 36'?.'_

Araa tb Address

“Trands and mmparlsons with Industry avsrages. indusiry Ieaders, and others

as appropriate i -

asatsy

'.b.anenda;nce_.'_ .

’ 0. turnover .

" 1 d; morale and sallsfaction !ndlcaturs

Th: nuamy Assurance of Pfoduars any Sefvices category axamines lha

.. sysematle approaches used by ihe company for wotal quaiity contrel'of goods
and setvices basad primasty ubon prosess deslya and epntrol, insluding contrel
of ronured matatials, parts, and services, Alsp examined is 1ha integratian of

- qualite contral wih continuous quallty imprnvemem .

Areas 0 Address

D s,:wers!an of zustomer needs and expectatlons to product, pracess and N
vics paclﬁcations

Y ‘ﬁ"tﬂﬂd& ard thelr appllcatIOns tor ihe design; deve.opment, and vedldat!aa
of pmduc,:s. processes, and sewlcas. Inchuding testing and svaluation

¢ des an review taking into accaunt fac!ars sueh as safety. haalth,

- anviropmant, Pfacess rellabilily. product rallabi!iiy, maasurements. and -
slandargs . :
bs controlled and how they are to be controlled

o steps saken to nltiritze Introductiun tlme and fo engure compatlbillty among
daslgn, supplied parts and servicea. manufacture, sa!es and aarvica :

I < o Ar'aas 10 Adress o

I .
a. damrmlnation, evaluatlon and imprwamam of capab!lities of key process
oharacterls{lcs e

b, systern for datecing, correcﬂng and pravanting upaats of key prossss
" ghardctarigties .

1 &- optimizalion of prodess perfgrrnance, Inctu'ding design of expeﬁment_s

4. assurance of process reliabilty and avaiiabilly

d. detalled control plan: salssting and satting key procass characterlmtcs ‘to o

K




[

P

5,3 MEASUREMENTS AND
STANDARDS FOR PRODUCTS, -

. PROCESSES AND SERVICES
" 5.3.1 (16 pts.) Destribe.how tha
accuracy of measuraments used in

qual!tsr contrel is aS:aured
&4 AUDIT
54,9 {1 0-pts.) Daserbe ausi and

other evaluation inetheds Lsad 0 -
assess e putirmance oftha 1

: system for assyring the qualiy of -
praducts and sdrvicas, (s;fSi am &t

" 542010 pis) Deserlbe micthads -
' usad 10 ageass the qualiy of

prnducts and services. {product or
: sarvice audit)

55 DOCUMENTAT o

" B4 (10 pta) Dascrlbe |
doeumentaﬁon and olbar modes of

. "knowlatge preservation” and
transier to support
S and qual ty Imprnvement.

5.6 GUALITY ASSURANCE OF -

OPERATIQNS AND BUSINESS
' FROCESSES

B.6,1 ’25 pS.) Describe how the
- quality o
and buainess pmcaasas Is assured,

368

Argas {0 Addreas

a determinatlnn al msasursmsnt varlabillty (preclsion and btas) in relation to
_ measurement requlrements - _

b. measuremenl methﬂd vafldatlors to ensure capabllity o meei measuremant
requirements S - _ _

e measurement qual[ty Hssurance

d. standardizallon within the company to ansure earnpaiibihty

*

. NOTE' Meastrerents include both br-ine ari ofiing tmeasurements. Farphys!caiand :
productlon, indizale approaches 1),

chmileal muasurements used In faboratorios and i

ansuring that measufements are racsabla i nalienal stendards, lor exar'pfe. a‘hmugh

 -calibrations, reference matsrials, arathermeans. -

Areas to Address

A ty;ses and frcquency of systern audits and whn cunducts themn: ccmpany, _
G alomers; ﬁovernmem pthar o

by, what i included !nsyatem qudis -

- ‘.waach 123 translatlng at.dit ﬂndings Into system lmpravaments

Ar'é'as s Address
2 typas and 1requancy of praduct and servica aldits
. other approachea Lsad to 85888y product and service quallty

" | ¢ approach 1o 1ranslaﬂng auditﬁndlngs inio procass Improvamanis” -

weilty assurance .

Internal suppor iunctions

Aregs tn Address

& docurnentaﬁon systam supporing quallty asaurance. includlng types ot
doouments and activitlas covarsd .

b, cotnpany standardlzaﬁon- -ansuring oonsistency or operaﬁng practicaa
- ‘among faolliies, where appropiiaty - .

| c. fimely update 1o keep pace wlth changes in technnlogy, practlce and quaﬂty

Improvsment

d. revision and data r_etentlon poligy: dlsp_osai__:if obsolets doc_:ums_n:s

Areas to Address

a, how ‘nternai roguet ant servlca standards are set for fungtions such 85
research and davelopment, finansa and accounting, plant and faciities
management, marketing, sales, product service, personnel, and
adminlsirative. supper _

b. prinipal means for quallty assurancs _

&, hnw quallty impravement Ja aasessed, types and fraquenclas of ravlews

25

R




Taetn, Ll

+
I

5.7 QUALITY ASSURANCE OF
GOODS AND SERVICES

- £6.7.1 (25 pis.} Describe how the
" puality of materials, comigunents,
progusts »nd sxivicos purchasad

' _from oF providud by rther businesses
_ _ s aa«sured. -

64 GUA.J_TY OF PRODUCTS

AND SERVICES §-
Bt (40 pts ] Based upon tay

product 2nd servise qualily feasires

derived from custontrs neads and _

' expactatlrms. summiariza trengia i
_ - mpmvement

B4 .2 (30 pm.} Basad upor kay

_ product ahd seivice quallly moasures |- :
B datlved from custorrier needs and a‘ bases fnrcomparlson such BS Independent repcsrts. anaiyses, companys o

axpgetation, compare the company's
- purrent quality lavals and trends with
industry averages, tndustry and world

Ieaders.

LS

368 -

EXTERNAL PROVIDERS OF -

Areas to Addrass

=% appmach fo verification that the company’s quality requirements ara belng
met by sugpliers, dea¥9rs. distr!butors. and other exzernal prov!ders of guods

.- and sevices

b, selectlon, leng-tarm reiationships. numhars of suppliars| oontreclurs. and
othar axienial providers. of yoods and seercés _

£ uud:ts mapecﬂons and cartlﬂcation pmgrams

C oemel -

d resgnilion programs, aducatlun and {ralning, and nthar asa‘stanca

decurnenlation ant appaarancs.

Ths tvalty Besulls categcry examlnas quallty 1evels and qua!ity Tmprovament
based upch objective measures detived from analysis of customer fequirements.
and expactations and from analysle of business specations. Also examined are.

current ;}ual:.J Ieveis in relation 1o thase of competing flrms _

. . Araas to Address
2. trenids in key 'prciduct and service qualtty measures
b cther ovjective rneasures of {mptoved quallty '

e, connections between quailty fimpievement results and 1mpravament pro]aczs
-oi Inltiafives ot , .

MOTE: Kay producr and service quamy IMERsUIES afe the st afpnmpal maesurablo _--
characleristics of products and services, including delivery and afier-teles services, which, ¥
lakon togather, best represent the factors that delarming customer satigficlion. Examples
Includs mgasures of aceuracy, reliability; ﬂmaﬂnees, parfomance, baﬁavfan des’ivary

Areas 10 Addreas

 gvaugilotis
b, current quailtyiavel uomparlsons I I R 3
] . : |

¢. trends and ourrent levels and their algntﬂoanca In terms of the company s._ A
quatfty feadershlp plans . 5

g7




6.2 OPERATIONAL AND'
BUSINESS PROCESS QUALITY
T IMPROVEMENT

: G 2.1 {30 pts,) Based upon key :

measures of operating quality.

‘summarize trends in quality
_ impmuamant ang compare 1he

_company's operating auality revels

_ with compatitors and bonchmarks,

8.2.2 (30 pi.) Based upon key
maasures of produdt and serving
quality, summiarize trends in’

ifnprovement in guaiity of sudmias -
b briei explanation nf slgniflcant changas fn terrns of the cornpany : qua![ly _

and sarvices furnished by oiher
CORPANIES,

83 QUALITY lMPHOVEMENT

'APPLICATIONS

- 8.3, 1 (20 Pts} Summarize briefly
thrae appliegtions or projecis jhat
fliugirata the breadih and

eﬁeawerqsss of the company's

quallty Imprevarnent aclivities.
Selen} applications or projects riot

Iincludad elsewhore In the company's
Awa:d submissioh,

370

Areas in Addrass

a, trends In key operating quelity maasures for producﬂnn actlvlues and lor
internal supportfor services - _

b, trends in key operating quallty maasures fnr iunct[ans such 25 research and
devalopment, finance; plant and faclilties management, marketing, sates,
iroduct service, personnai and adminlstralive support s

e acmparlsons with lndus.ry and world Ieaders

g, cannpmrcn betwesan quanty lmprovem 1t results and Improvemenl projects

- NCJ?E Key measuraa af aperaﬁng quaiity are the set of principal maasurabfe '
charsstefishios of business processos such as uge of psople, supplles, snergy, and capital
“rofioetid in lead fimes, yields, wasta, invantory (ovels, rework of products and services, :

Ersf e su::cess raies, enwonmemaf !mpmvements. and omer fndfcamra. .

1 8. how Improventents ara standardized

Areas Io Address

impravemant projects of inltiatives . .

{'¢. ighlight awards the company’s supplats and service providets have

racrﬂved + and-the 1ola tha company played in helping them Impreve thelr
- Yuality ' .

a trands n Key indlcaturs of lmprovement n quall:y cf supplles and aarvlcas '

- _ Areas to Address
Forrnat'fhr applicaiion summeries:
& raason for the applleation or pm]act N
b, number and type of amployees and teams invo?ved
i !mprovemem app;u_aches_ and te_chnlqus .
, results and thalr impact '

1




- 7 ‘I KNOWLEDGE or GUSTDMEH
... REQUIREMENTS AND -
_EXPECTATIONS

?.1 1 {40 pts, ] Describe how tha

© compeany delermines current and
fulure customer needs and

. expectaﬁona.

7& GUSTDMER RELATIONSHIP
MANAGEMENT -

7 2 1 {20 pts.} Deseribia how the

company pravides customer service -
-and gnsuras its sontinuous ..

:  Improvesment,

“tampany's customer service/cantact .
standarda. and how they are sef and .
* modlfiad.

371

- The L;usiomer Saf.'sfacﬂon category examlnes the companys knowledge of the
_cusfomat overall customer sejvice systems, responsiveness, and s abllity to
meet raquiremants and expectations. A!sa examined are currenl lavels and
. trends In cusiemer satsfaction, . _

- Areas to Address

| a. process for iclentllylng custnmar consﬁluencias pa{anﬂal customars, ﬁ.nd

thelr needs and expectations thl'Ongh 1nterv|ews, surveys, and other sontacts
b cther key data dnd Informatmn usad In detam‘ulnlng needs and expectatmns .

=X 1raquency, diration, nbjectMty and depth of data cailecﬂon including roles
and respons:bililies

' d. types of anaiyses psﬁmmed on data dnd Infnrmatlcn

& segmeatilation by pmduot and service faalures to determine he relatwe
_,_impananca of these faazures o N

. wowtha‘company avaitates and improves the effecﬂveness of its
: aelarminaﬂon of customer neadls and expar.:taﬂons

_  Atess tc_Address
4. Iniegralion of customer servige with overll managenent

b, ensuring easy access by customers such as mtl-frea phone numbers for
comiments, assistance, «nd reactions - _ , _

G track!ng systam 1o ansure service respanslvenssa such as mealmg
response Ume and othar key standards

4. service and product fol]ow-up-and analysls

8, empowering customer-contact amployses 1o resolve probleme andto take o
axtraordlnary maastires when apprcprlats _

| . tpchnology support for customer-contact employees
{ g. special training, reoognitlon, and aﬁhudefmoraie determinatlnn of

customer-contact empluyees _
h process for mpraving customer service -

 Areas to Address
&, cusioraer sandceoontact featureé for whlch standards ars s&} '

b deployment ln all departmanta o ensure suppon for customet
sarvlcafcontaut

&, verification that aervlce!contact standards are balng follawed
_' d. evaluation and irnprcvemant of standards

e employaa Involvamant in developing, avaiuatlng and irrsprovmg or Lhanglng
standarda

29




: : .372_ . -

7.2.8 (20 ptg.) Deseribe the | R - Areas to Addrass

o cumpany’s commltments fo . | ' -

. customerp on its explicit and Implicit a guarantees and warranties: oomprehenslveness conditlons. o
. profmises undsr?ymg lts producls and underslandahmlity, and credfbillty

sevices, o

b. other types of cnmmitment and their meanfng , s

e, changes dutlng the past 3 years in warranhes, guarantees. and other
commitments made by the company ralated o] improved qualily

3 comparlsen of commitmenits with thusa of competitors. !nciudlng s,gnsﬁcam .
relative chsnges _

7.2.4 (25 pis.) 3ummariza tendsin | S Areasto Addrass
- homating commitments.znd In ' '

impmvmg gugtomer relationsnips, | & trends in ey Indtcators af commitment such as ﬂeld senvice, retumns,
o . . refunds, feplacements, repalr, :epaat servicas, rasponsiveness. warranties,

~ and guarantees _
o b expianaﬁon of trends 1n terms of changns I comm!tments and qualhy of

producis and services _
¢, trands in kay indleators of success in improving customer relaﬁonshipa and
_ servica!mntact standards _
72510 pts) Desrbe the P T Arensio Address :
campanys complaint-management . r
_ systam and how it aperates.' 1a coordination r.cf camplalnts made 1o difisrent parts of ihe compery for S .
: _ cantral review and analysis _ R
_ b ansunng sasy access for customars to compialn ' E
e e o aotive complaint and customer fasdback soiicﬁatlon _ A
| 4. ansunng that mest complalnts ara reaolved prumpﬂy by custumermntﬁ&t *f-_'
armployess o _
e, analysis to understand masket conaequencas of unrasotvad complalnts b
for policy raview _ _ o :
t prooesa_ used tc' mprove the mmp!aint-managament_ syst_em
7 28 (m pte.) Desariba how the | S  Aress to Addrass
compary analyzes complaints and : . _ A
transla:es them into prevs]nttve la acmplalnt analysis process iar root causa determtnaﬂun o . x
actlons - N b
. | b, dissémination of semptaint Information and analysls orelevant - - | [
departmerts for pravention - _
c. }rnprovernenz of standards. processes, procadures, systems. ar Instructlons !
and 1ntormatlcn for customafs &
| 727(20;»13.) Summarzeand | . " Aesstondess | ki
- axplain the: company's complaint . - : S S
tends. | 2. complaint trends with explanation of signifioant ohangas BE I
' b, changes in resolution Bpproaches and resolition times
¢, corrolatlon of retention of cusmmars with complalnts and oomplaint
rebulutinn _
- 30
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company's metheds for determining

7.3.2 {30 pis.) Biefly summarize he

7.3.3 {30 pis,) Compare the
-company’s customer satistaction
resu!ts with those of competiiors in

s:miiar matkets,

7,84 (2d.pts.) Deseribe how the

company monitors gains and losses

.
- W

.7.3.5 {30 pls.) Sl?'r'nmarize the
company's trands in gaining and
_ [asing cu.etame:a

73 CUSTOMER SATISFAGTION i

7,81 {25 pis.} Desaribe the

custome! satlsfaction._ :

_ * Areas 1o Address
a seléction of kéy Indlcators of. saﬂsf&cﬂon B .W_
D, kypa and frequency. of methods usad
¢ procedures uaed to er .ute chfec{fvlty and Valtdlty of data,
d. segmentatinn by customer typa, if appropnate
8. methods ussd to anahfze custamer saﬂsfactian data

f. translatlon of customﬂr satlsfacttbn lnformation into quali:y improvamant
activitles .

cumpany‘s customey satisfaction |
trends.

" Areas g Address.

4. trends In customer aatisfactlan indicators and significance of ihe trends In

" tarms of improvements in the company's product and servics quality
b trands I adverse Indicators such &s clalms, recalls, returns, fiabfily

Judements, Briefly describe how major isaues were resol‘ edor
-current status o

"1 e trends In compliance w%th faderal, state, and local heaith, safE!ty, and

- environmentai regulationa. Eriefly desoribe Fiow major Issu.s were
resolvad or cutrant status. o

| b, surve

Areas to Address

‘8. curnparlson with industry avaragea, lndustry ang world lsaders, as

appropeiate. Glve bases for cnmpanson.

competit[va awards, recognitios and ratmgs by !ndepandent
organiz atfons. Brfefly expiain surveys. awards. recognltlonl and raﬂngs

of customers &nd analyzes this
Inrormazion for quallty imprnvernem :

Araas fo Address

-4, ensur?ng validity and ob}ectwlty of monltorlng methods B

| Identlflcatiun of key product and servica teatures that deterrmne custnmer

retention

&, transiation Inta quality lr‘npruvement

AreasloAddress S - Y

a, tum::var!retentlbn data and Indlcators
| b. galng and Iosses relative fo mze of markets _
| sousces: of ga!ns: referrals, expors, pmduct and sawica improvemel'n -

| d 501‘:&:95’ of I_Osséé'. dlssatisﬂed customars, competittun. prics, other

A
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Ul‘IIVERSlTY OF THE WITWATERSRAND, JOHANNESBURG

; Private BagS WITS 2050, South Afrlca « - Teregmms Untwits' .+ Telex 427 (2684 Telr.:phone @1 7181111

3 saxs
23.08.90

I S May T take this opportunity of thanking you, and your st:aff very
1 R much for agresing to participate in this pilot study. Your co-

! ;'_ operation and assistance are very much’ appxec:latad.
¥ ehe purpose of this study is to gain an insight into the extent ”_ B
to which the principles of total quality managemant are appliad
i.n a pa:rt:.cular manufacturing Industry. ,
: 1 would appxeciated it if yau ‘wonld distribute the quasbionnairaa 2
- and covering letters in the manner agread vis: to exacutive and -
fundt.:i.onal manag‘ement. : .
E o Should ycu have any problema with the q:ueai;ionnaireﬂ. please do
o - not ‘hesitate to contact me at 01l ~ 716-5418/B561. .
o .Please could you keep all. completed uestionnaixes at you::' -
2 ~ offiice, ana I will wake arrangamenbs to collect them. - L
Thanking you in ant;:l.c:lpat:l.on. ’
gt * Yours sincersly
A :
3. NATTHEW GROSSETT
b
-f E Tht‘ Unlvt raity of {he wrlwattmrdnd rt-iorh raclsin and rot; I.Jl ﬁmmw.hm s um:millnd tw nnﬁ-dfmlmln.uion partitalaedy In the constlutlon :
i N ol Ibs student Bocdy, In the wwmm and pmmntlun of 5 statl, and Iy Ity administralion, _ '




| INSTRUCTIONS TO PILOT STUDY PARTICIPANTS
1;"Piéa§é'hi11 ybu.anﬁwar”tha_Questianai:e*

- 2 Pleaae will you writ:e any - crit::ls:lm you have of e:l.t:her l:.he
. 'covering letter or. the quastionnaire on tha document
' concarned

© 3. mhe attatched sbeet, imarked APPENDIX~A, provides an.
_'explanation of the issues which are adressed by the accompanying
Bectibn in the questicunuaire Plaasa consider the extent to which

'_the ipsues . identified in APPENDIX-A ate adresﬂed by th35  "

. corresponding questions ln the questiqnnamre.'

‘4, ather aspects to consider includee
s _structure o S
lack of clarityfumdarstanding '
grammar/spelling -
time to complete
 relgvance _
relavanca/applicabiliuy of queations
: Cakg

WATTHEW GROBEET® o O guny 2980

[
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UHIVERSITY OF THE WITWATERSRAND, JOHM‘IN}‘:SBURG

Deparfment ofBus!néss Ecanomfts

" Private Bags, WITS 2050. South Africa + Telegrams Unlwlts Te]ex4-2712551\ Telephone 1) 7iGH 1L ;

5419

23.08,90 -

Deax

Ma.y T take this opporbunity oﬁ l:.hanking you very lm.tch for t:he

time which vou have given up to provide me with an ingight into

‘quality assurance within yourn organiaat:ion. Yousx co-operm:ion and

' aaa:l.stanca ‘are nmch, appraciatea.

” As you are no doubt aware, q;uality s very :l.mportanl: §31 your |

:I.ndustry. Tn the industry in which you are eimpioyed, as in may

othexrs, quality plays an important role ia determining the -

pugcess of the organisation. Where products are pexceived by
customars to be infarior in quality, thelr is llttle chance that

they will sell., “the purpose of this study is to colleat__."-'-
information on the qual:lty impmvament px:acticea employad in your

_ organiaai::l.on.

As ynu work through tha questionnaix‘e you will f:l.nd pone Seab:l.ons -

. which ask guestions about yourgelf, while in others you are asked
. your opinion. For these oplnion questions there are no night ox
wrong answers. What is important ig to know just what yon think,
Your answars can be complately frank. Yoir name will not appsar

anywhere on the questiomnalre. The quastionna:lr- will take you -

~about fifteen minutes to complete,

" On completion of the quest.:l.on:naire, pledse placa it :Ln the-
envelope provided and seal it. Complated guestiomnalres are to .-

.be handed in at the q:uai:l.ty aggurance dapa::t:ment manager before
__the ead of the month.

'I‘hanking you in ant:icipat:l.on.

’ Ycurs simerely '

MATTHEW GROSSETT

©The Unimmw of the Wllwnlmmnd rvjecls raclsm aved racia] segregation, IE Is eommitied to won: dlscﬂm!nallﬂn particulasiy In the wmtllutlnn

of ks student hn:ly in 1br. 'n.lr-ntlon aadl nmmnlk\n of Its stalr ang In ils admiistratlan.

&






. .

' - 3‘?7
qudmmﬁﬂ%mmﬁw&mmmmm

UNIVERblTY OF‘ TI'IE WITWATERSRAND JOHAHP‘IESBURG

. lvate Ba;g.i WITS 205C, South Alvice + Telegrams Unlwlts ¢ Telox 42712584 - Telephm!e WE7IS1LL

. 5419
 m.0e0

‘Mo whom it may concern
PUBLICAEION OF RESEARC RCH fi'ﬁbms |
. would 1ika to e:mrass my appraciat..ion to . you for your_' _
_agsistarice with the researeh pro:lect for my M, Com. dagree al: t:h:ls _
o univarsity. : . o _ . _
I agree with your at;pulat:on that I will not publinh any ‘of mg_
regearch £indings with regard to your. organisat’n, other than
for examination purposes, without your p:c:l.or pe.. .aission. & .

) Yours faithfu] 1y

MBITHEW GROSSETT

The Unive ME\ Wf the Witwatersrnd rejecls mtlsm ard tachal sqpmulm: s mmmltlod e nun-discrintination p.mkul iy n the constltation
) ) of is student Baody, In the sedeciian and pmmutlrm af I3 stall, and in s administration,
LSS LT TS T T E I e T ':.'.s'-._":_'?.':_:_ M» X ‘- s T Ty

A e e T T R AT S
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 APPENDIX %4

THYS __sunvnr m::nt. BE .mmkn I mmmtcn.

INSTRUCTIONS: = - * Whe.ra the nature of the quest:ion requ:l.res_ :
. ' . that the angwer be indivated on a scale, .
please Indicate YOUR answer by making n "
eross ab the relevant p:laca on the scaie.
) For exmnpla- _ . o
:.:1: is wrong to m:aa:l. compw neax-ats?

n:laagm_e | Strongly
S disagrae

Q.
_ Agrea_ 1 Weither agree -
- nor d:laagree .

. Strongly
agree

% Where l:‘ha AnEWEr requxms a yes W)

' _oxwapo JN) or don't know (B} response, simply
cross the xe:l.evanl: mwe::, E‘or exambla- I

o -me;&.u'_ humm-haﬁéf two -(3)‘_:19_.;-;9? e XN D
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' Poas. your company have ‘a formal ' '
'_qualitY'leiGY? -‘bl*I.l.ltdnl.llda‘!ﬁn'.t-ﬁi Y N’ D

_“If YRE, doenm thig poliuy contain:

(1) & brilef sratement of corporate intent o
E EI.B La q‘lalit}- lD!la.l64-!:.-.-&-5#..1&. Y ND
{41} the minimal actions te be taken by L

ocompany divisions with respect to _ o
quality -l-6i00.gnibiotelonloionﬁlntatl Y E D

T {iil)  Interdivisional relatlonships

concarning QUALLIEY cicrasvesvironsnenne Y N
{iv) relationships of quality policies to
o othercmwpoliciea YIRS YN’D

'na#e_ynu_aignaa a copy of thia_policy? veeein ¥ N D

Havé all tﬁa major aepartmants in youx
- organisation drawn up thelr own more -

datalled quality policy based on the -

'.Qrgmaatinn"'ﬁ?ida pOliUY? ct;.ca-ijainoca;nao YND

If YEB, do these pollcias specifiaally

: 'indicate expacted quality responsibilitien? . ?: N D

T YOUR dafinihion of qualihy, which of

tha ﬂollowing coicepts are lncluded? -

- (1)  conformance to requlrements ¢ssesesins ¥
(ii) qu.ality is intangible SRR LR LA v

=1 3

' v(iii) ‘quality is an oxganisation-wide -

ﬁoncapu t.b¢‘ilt.bloiqlttlglicioitiihl Y N. D
{(iv} producing & quality product involvaes o
. both quality of deeign and dquality of L
o ponformance no;-up--o-naihignt01an-o--'Y N D
(V‘) othar.n.nsauiiuu-u-noinnoann-llqiitq.t_ . ’
ilﬁ(!(lgn|.s-U{n'nil.(oigona[}n(ni..}i

a-tv_-.t'-gliottiitnl!ltitol.‘iyl!.utaoaa

Do you and your subordinatea ‘have Rccaess tn .
a quality manual which explulns eipeated -

quality responelbilities, quality progedures
and quality expedtations? R I
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P

When deciding mﬁah canstitutes a quality _
. produgt, . vustpmer raquiramants must be knowp.

strongty Agree mhither agroa Disagree_ Strongly
agree | b 20T disagrea _ ' diﬂagree

B

When, daciding what constitutas a quality produut,'
“productien BpﬂdificabiOns st ba known.

Btrongly Agrea | Neither agree

D:I.s_ag‘rae _ Strougly
o _ disagree

IX,

..ﬁ.;

. agree . -} nmor disagree

A

_ Do YOU know what hhe key quality ‘vagulrements

IE !ES, how arn thnsa requiremants mnda
known to you?

(1) from gurvey resuits given £o s wehea ey Y N D
(ii) Oﬁhﬁf th(llll!lD‘lQoiilOlliih'illiﬁfliil!

C.-

' Who is responsible ior quality in your organiaation?

A

!mllt‘n.nlblt.aatnnlt.“ini.ltl'i'.i

I cansider the folluwing paople to bhe mw custcmera?
(i) mysnhcrdimtﬂiﬂ t.l!.li!iiio!-ﬂ.d‘!‘l'.y N D

(ii) the_peoplawhobuyourcaﬁta seviveasse ¥ N D -
(iii) I aon'l‘aha'ﬂ'ﬂ an.Y [ 0. g'a.n.ltt\v!o'.lo..uo-no_a '2 R D )

Bty individual dapartmanta.. o _
0% 0% TR R0 B0% o 100%

~ (41) the cent¥nl quality department? .
5 - .. T GQ%_ . '..5096_ iﬂ{}?a. _

(iii) othar. (Dleaﬂe Bpacii.’f, -.s-at---tn.ﬁ-ono-i--'-.
-IQ.‘-... l.!‘.,..‘-."‘l..'. ."....‘....‘..“l‘..'.'.
.‘-"“‘..‘|..‘...b".‘l'l."I,.."’."“'.“'."...'.l ..

TR R R R I T T Ty

B KR AR N E R R R AN A LR PR R RN NS kIS RERATEAPAT R AT AN AN

..""-...l..'l‘l.l‘QI.l'U?ﬁ|Q|ll.,!-l.l..'.(ll"'_‘..!

‘of your cuatamaxs are? TSI I B I

ey
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B, J:f an employea detects a quals.l:y problem on tha
~ production line, does he have the authority ko
stop the production line?..‘.,..;..,..,,....“¥ K D

:I.n otha:: depam;mem:s in l:.he organ:l.aation?

0% H0% ~10% '_ 0% 0% 100%

-_'ia. 'ﬁo you - pera:ma:l.ly éver give . your  gubordinate

manageme.nl: t::r.‘ain:l.ng on q:uality? . 4 N D .

© @, If ¥ES, hfm o!El;en? _
| weakily m-weak:ly Monthly | Six-monthly | Yearly

p. X mnsidar guality - to ba on a par with obhar.

organ:l.sational :E.unctians, guch ax finance? -

sgree | _ - nor dlpagree | | diaagree 1

o BR.X :L:nvol.ve suhord:lnat:e management :Ln ny deciﬂim-makingf o
" wherever possible? - L L

Bt:rongly . Agree | Neither agrea nisagree Strong‘ly

¥. T appraise subordinate management on theiz willingness

B -and - ability to iavolve t:heir subordivintes 1in thae
dauisicn-ma.king procass? o - o

Btrongly | Agree Neit‘.her agree. | Disagree | Strongly
agres | 3 5 nor dia__agrea . d.:laagr.ee

e, I appraise s-.:bordinai:a ma.nagamnt on thelx suctess :l.n:

improving guality in thelr departments?.

agraa | 1 nor digagrea. B | disagree

A, How. oft:.ean do '&?OU part::l.c:l.pate in’ qua.lity tea.m maatings :

Btrongly . Agree Nail:her agroa nisagree | Strongly 7} -

| strongly | apree | Weithar agree Di_.a_ag::'ae Stxongly ﬂ




--H, "~ In aabtimg goals, ‘do you insisL on sgubordinates -
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Strongly
agree

Agrae | Keither agrée nisagraa '

T disagree

strongly

- disagroe

aetting quality goals; in addition to quantity goals?

A Poes yourx organisation calculate a ¢ost af

qua'.l:l.t:y inmonetaryterms? sanbeaareesaainan Y N D

IF YES, ANSWER QUESTION B;-IF'EQ,'PROCEED o Qﬁzswzow-c,.'

"B,  Which of the following elements are '
- includled in your organlsations dalculatian of
:..bha cost of guallity?
: prevention coste, ilncurred in preventing

(1)
REENN

iy

- defects from oceurring, such as quality

audits; preventative mailntenance; design
I‘GV:‘.EWBE‘;O? o..tl.o‘i!‘q.ua,.c.all’.‘iY N D

appraigal cogts, tsed to determine
cvontormance to reqilrements or

ﬂpecifiﬂation? .l.lﬂ.i.’!ilg'pl.l‘vl!d‘bY N D
fallure cogte: the costs incurred as

a result of things not conforming

to

re;mirements the firpt time? vesnevaas Y N D

C.  Who calouldtes the coBt of quality?

(L)
Coo(dd)
{ididl)
(L)

the accounting department «,..isuss

ll.’

your department Ltgalf PiAvE sy
bther (Pieaae Bpaﬂify) u!»!i)!iuu!l0l+

.(nocilunalQi’oou&l-t.piuoitdpi!"iqtpa

R R E A R R EE E E N N A}

I.l..ll"!..‘_U.llt‘U.li.l...i'ﬁ‘l‘!:‘!-'ﬁ

IR
23N

'rumb--ubnoonaijuicbsulouildit‘iaulutli

b, Is t:he copt of :r.la."ity maﬁe knovm for all . o
.. menbers nf yaur ormaniaation to aee?_.....a Y-.N

BE. ;:t YEB, Hiow?

N
(41}
(1id)

graphieally ;d-‘n»lhuvuqnwollolt--nnn‘ 4
in Writing BAR RSN RN P A A LA RN AR Y
_?arhaliy_.;..n.y,-p.;(..;-.s-.-..;p--- E

=z

¥ N D
the qualilty department sivvivrniesarias § g

h1]
D



F.

.'Haw often is tha aost of quality calculated?
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Dally | Weekly - mwu~wuek1y Monthly Quarterly Half-
: ' | yearly
'@, Does your organisation monitor
. - i.t-.s employees attit:udes ‘on quality? sevisxerc ¥ N D
H. If YES, how often are " guch atkitﬁde surveys
undextaken? o N
| Monthly Quarterly | Half-yeariy | :Yeaxly
B o thase Sunveys, are:
o (1) trends regarding employea attitudeﬂ
- towarda quality monitored .i.c.evires ¥ N D
{{1) levels of enmployee undexrstanding . _
of thé guality ilmprovement process = - S
mnitorad Clolll!lil.lll!.lﬂi.!‘lill’Y N D
: A. Are wou -a mambex of gome form of Quality

Impro?&meﬁtﬂ'.‘eam’? a.a-lgn.l.ﬁl&ti-ii.cnablnlnY H D .

IF ms, msmm mmsw:rous B - L. XF y_,_, MOVE mo thsr.o::on M.

'w_Whab i tha siza-qf tha team which ?ou;helqgg to?

o

B,
a5 |e {7 ]s '.'_9_. 10 |11 )1z |as [aa fis | a6 |
= Are tha membexs of your taam fram tha _ S
' BBIIIE Work B.raa.? ittn-nipnpslo-gtcutOlqunbcina Y N D
D, Who ia the 1eader your team? : o
. ) (11 the teamn supervisor/manag'ax‘ YRR I RAEE Y N
{i1) & shop BEEWAYA civererviarnorinsirseny ¥ N
(iii) Meledtad mmbﬁr I.l!ngupa.ii!!t“‘lol.? N
E. How is the team leader nppointad? T
_ (i} electadhy fallw team mmbexa FE LR Y ¥ D
(1)) appolnted by senior managemeént ,...... ¥ N D

{11i)  other (please speciﬁy) Charderavainne
ooai._‘-..t.oa'-'-‘-_Qi!‘il#ilaat_.capcuct.a.oqa.o .

AN E RN NN RN R BRI R A B N I BN N B NN A I Y
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_How oftan does your team ‘meat? B
pally | Wweekly EWOwweekly _Mbnthly

Wo what exhant doaa your team hava the authnrihy to
dec:lde what‘. qual:lt;r p::oblems to invest::t.gata?

T T a%  €0%  B0%  100%

additionslo-o-t.t---icolhnu:.ab-ayi«snan.ghccq.o o

.Ilintl.-it.‘.-6!-Unlcloulotilnttouunttt
‘.l.l‘l,‘?‘.‘..l‘l."l.-'tg_I'_.I."..ﬁ_.‘

’ -'.fu-.o'uo_uoi'.licraunicba_-c-ii.l0_--_-_-t-n_-.a.lc-l.c;-n.o'c
.'Ol.I‘_..Q,_lll“ll"l’l-l:hlI.I.t‘.‘ltl..‘.l.l
-uuhi.i..bn.q‘onoa.‘n..-:r.n-pn,'..ct'ﬁ_i.‘;- o

.ti-n-Qau"oanuov-b-rw'-cii.-i----tvc"--__.iii

Does  your taam; have the authoﬁiﬁy to implement

. solutlons Jdentified problems without any-

Gonditionﬂ? lqilocutnl.i‘l’lut..tgnhioléaynilY N D

18 yuur quality improvemant tean guida&

-'.by a central stearinq cummittée? ‘a....*.;..; Y N D .

] '::f NG, From where do they recei.ve their

. direction?

{i) uppar~mnnagemant Trtrevesesiseiararaan Y H n
(ii) the quality depa:tmgnt srerkierecsens YONOD
Doas youxr organisation have arosaufunchianal _
mlﬂlity inprovenent taa.nis? o.naau-‘otavoxqou-Y ﬂ u

If NOT, how does’ it maintain dross~£unctiona1
qualiby imrovement? -tl.i.lue..;..-’tut-!llbét!
...-...-..;..i.....ipgi;.nouninu-.-nnuﬂtocbn¢o|na'
0l‘vlniaiun'r'lhtta.un-nl'n--.olo!tatymtbl-li‘io‘!
q.‘i.oa.ltiianlcutbin...o!ol!lonhll-tht-t'dhla.in.

.n.-uo-laora‘gat.lqiugila--;-nlbtaunavlluilcyevlo

3 .'l.ldv"'.lli“tl.."l..’l..‘lt.w“'_.I_Ui.i‘..:I’.‘lItﬂ".l*!i.

Are'ﬁhe members 6£.ybur'or§ah15ation'
given tralning aimed ppeclfically at
quaiityitﬂprovement? oiiliiillpolqﬂllovtil\llh! N D
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Ia the training (1) ongoing rhekasdbrarabania
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”~ - .
In which of_tha following areas is traaning

g providad?

A (i) :lob Bkills Iwbnuao-oa-n..uunluiup-ﬁ(i _.
(11) - problem-solving tools .i.uiciecrinaias X

(iii) statistical process control .........-

(iv) importance of meeting apecifications.

{v) -inte:personal relationg peseeeeesens

KHHM&
ZEEAS
sHYOY

. (ii, ma"off N R R R R R R
{iii)_provzded.as needed .,...n

Mg v
E-3-3-3
[l =~

- Do you recogniae your subordinates for . S
: contributions to quality: improvement? ......._Y N D

If YES, what form o£ racogaition is_
provided?-' ' :
(i) ﬁinancial a'.t‘lthttu.i!tl-tg‘-i-n'-uY N
N

D
(ii) mn‘finﬂmial i.l.ﬂ.l-l’lli.'.ﬂ‘."..lt n

. Are your subordinahes providad with inuentivas .
to participata in quality improvamant?....,.‘ ¥ W o

If st, what type of incantivea are providad? _
: (i) fim:iﬁl‘ viqvil!ltttniuioatntnuo‘tctY N D
:f ?Eg.r Dle&se BDGGifY" R N YR ;

4ll.l.’."'.!""l‘llhl.l.ll.'-‘ﬁ.."lil.!...

(ii) m“fimﬁial- ---gaq-.--puulp;-ie-ium Y H D :

) 1f YES; Please specify-_Ianilucp-v-ip-oﬁbno.

au'-o-.y.16‘gral.'-»bav---n--u-brqnnolnlesw
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- APPENDIX 25 o
S .. . .  Matthew Grossett
Dept. Business Economins
- Wits
© 2050

. _Dear Partlcipant

RE: TOTAL QUAI-JZTY memgg QQBVEY IN’STR‘BCTIONS '.I.‘O PILO‘I‘
QEQDY PAR‘I‘ICIPANT& :

Please note that th;s queatlonnalre ig compcaed of SIX seﬁumons‘
The are to be adresged by each section is described belerw. While
completing the questzonnalre, pleaae pay attentimn to whether the .
guestions in each aeotzon do in fact address the areas they are
intended to _ . _ :

. Sect;on 1 - ThlB sectlon is desmgned to 1dent1fy two elements
of the quality improvement procesa: -

{i) the extent of the respondents understandlng of

what constitutes a2 quality product, and (ii) whether the
organisatlon has a specific guality policy and the extent
to which thla polmcy has been distrlbutad to management. o

Sectlon 2 - This sevtion is desmgned to 1dentiﬁy Elhie ;mportance S
which management akttach to customex raqulremanta as
a component of quality. A further important chijective of
 this section is to 1dent1fy the extent to which management
- are aware of the requirements of themr cuatomers' :

"Sectlon 3 - This section is desxgned to identlfy the extent to
g which tHe reaponsmblllty fcr'quallty hag been decentrallsed R
ox to the. po;nt of production. _ -

7-Sact;on 4~ The purpose of thig section is to shad gome
_ lmght on the management style being adopted in the -
3 varlaus plants.

"Sectlcn 5 ~ The purpose of this sectxon is eo- investmgate tha -
' ~ level of understanding and utilisation of the cost
of qualxty in the various plants._

SBctmon 6 - The purpose of this section is to. 1mvastlgate the .
effectiveness of the organzsat;ons efforts to develop and

. invol¥e the work force in the quality improvement process.
Included is an investigation of the extent and nature - .
of employee 1nvolvamantax;quality-umprovement, recognition
for achievements in the quality field and the nature and
extent of quallty education provzded -

Thank you ﬁor your partmc;paLlon. -
MATTgEW‘GROS SETT .













Author: Grossett Matthew Jon.
Name of thesis: Total quality management in the South African motor industry.

PUBLISHER:
University of the Witwatersrand, Johannesburg
©2015

LEGALNOTICES:

Copyright Notice: All materials on the University of the Witwatersrand, Johannesburg Library website
are protected by South African copyright law and may not be distributed, transmitted, displayed or otherwise published
in any format, without the prior written permission of the copyright owner.

Disclaimer and Terms of Use: Provided that you maintain all copyright and other notices contained therein, you
may download material {(one machine readable copy and one print copy per page)for your personal and/or
educational non-commercial use only.

The University of the Witwatersrand, Johannesburg, is not responsible for any errors or omissions and excludes any
and all liability for any errors in or omissions from the information on the Library website.



