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APPENDIX· 1

TABLE 1.1. RESPOl'{_SES IN PERCENT (%) - QUESTION III.B
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APPENDIX·2

TABLE 2.1. RESPONSES IN PERCENT (%). QUESTION III.A(i)
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APPENDIX·2

TABLE 2.2. RESPONSES IN PEROENT (%) - QUESTION III.A(ii}

~""7, _-
20 70 0 50

•••••••••50 20
?,O 60 10 1i0

irl~~::10 0 60 20 .40
0 20 40 0 .60

80 10 10 50 20 0

40 0 0 40 10 20
50 20 0 40 20 40
30 0 0 0 0 40
50 15 10 70 20 50
50 0 :4,0 0 0 50

30 10 20 0 0 20
0 10 20 20 50
0 0 10 0 10
0 10 30 0

10 10 60 0
(\ 50 20
0 40 0
0 50 0
20 80 0

..

50 10
50 10

l ijli~;1~!~i1!~!!
100 0
20 0

ii_1t
0 0
10 0
10 10

0

20
0

20
0

0
0 _.IIB/ wal' ) l:,.~i

'ill :s < I, i, ii.'t' < > i''''~ ,i ; ,>
"'': !N"':
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APPENDIX·a

TABLE 3.1. RESPONSES BY FREQUENCY (#) AND PERCENT (%}

YES 0

NO 10
DON'T K.N'OW 1

YES 15
NO 4

DON'T KNOW 0
YES 11
NO 3

DO~}T.KNOW 1

YES 8

NO 16
DON'T KNOW 2

YES 31
NO 1

DONTI\NOW 1
YES 8

NO 4

DON'TRNOW 1
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TABLE 4.1. RESPONSES BY FREQUENCY (#) AND PERCENT (%2
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TABLE 5.1. RESPONSES BY FREQUENCY (#) A1'.TUPERCE1+t:1' {%}

YES
NO 8
DON'T KNOW 0

YES 17
NO 2

DON'T KNOW 0

YES 11

NO 4

DON'T KNOW 0

YES 8

NO 18
DON'T.6NOW 0

YES 29

NO 2

DON"fKNOW 0

YES
NO

DON'T KNOW
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APPENDIX·6

TABLE 6.1. RESPONSES BY FREQUENCY (#) AND PERCENT (~

YES
NO 8

DON'T KNOW 0

YES 17
NO 2

DON'T.KNOW 0

YES 11

NO 4

DONTKNOW 0

YES 4

NO 14

DON'TKN()W 0

'YES 28

NO 3

DON'T KNOW 0

YES 3

NO 9

DON'TKNOW 0
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APPENDIX·7

TABLE 7.1. RESPONSES BY FREQUENCY (#) AND PERCENT (%)

NO 8

DON'T KNOW 0

YES 17
NO 2

DON'T KNOW 0

YES 11
NO 4

DON'T KNOW 0

YES 8

NO 16
DON'T KNOW 2

YES 31
NO 2

DON'T KNOW 0

YES 4

NO 7

DON'T KNOW 2
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APPENDIX·8

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

8

1

17
NO 2

DON'T KNOW 0

YES 11
NO 3
DON'T KNOW 1
YES 7

14
5

31

2

DON'T KNOW 0

YES 3

7
3
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APPENDIX.S

TABLE 8.2. RESPONSES BY FREQUENCY (#) AND PERCENT (%)
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APPENDIX·9

TABLE 9.1. RESPONSES IN PERCENT (%) - QUESTION IV.A
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'J

1
1
I
I
)

304

APPENDIX· 10

TABLE 10.1. RESPONSES BY FRF1QUENCY (#) AND PERCENT (%)

J
I

7

2
17
2
0

12
3

0

8
18

DON'Tl{NOW 0

ao
Ii

3

0
1

! 3j
9

1
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~PENDIXal1

'l'ABLE 11.1. R]JJSPON6ES ~.~ 'REQUENOY(#) AND PEROENT (%)

~s 11

DON'TKNOW 0

NO 5

DON'T KN"OW 0
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TABLE 11.2. RESPONSES, BY FREQUEl'{CY (#) AND PERCENT (%1
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TABLE 12.1. RESPONSES BY FREQUENCY (#) l}_NDPERCENT {2b)

APPENDlX ..12

I
1

YES

YES

NO

DON'TKNOW 0

15
NO 4

DON'TKNOW 0
YES
NO
DON'TKNOW 0

YES 6

NO 20

DON'T KNOW 0

YES 29

NO
DON'T KNOW
YES

NO

DON'TRNOW 0
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j
j
j
i

oj

j
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APPENDIX·1S

TABLE 13.1. RESPONSES BY FREQUENCY (#) AND PERCENT (%)

1
I
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APPENDIX·13

TABLE 13.4. RESPONSES BY FREQUENCY (#) AND PERCENT (%)

I 0

'1 NO 5 6

I DON'T KNOW 0 0
I

\ YES 15 0 2

I NO 2 17 15
I DON'TI{NOW 0 0 0
,[ YES 8 0

I NO 3 11
I

I DON'T 0
I YESI 3

NO 9

1 DON'TI{NOW 1 0 1

YES 26 0 4

NO 4 30 26
DON'T KNOW 0 0 0

YES 2 0 7
,.1
" NO 7 9 2

DON'T KNOW 0 0 0
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TABLE 11.2. RESPONSES, BY FREQUEl'{CY (#) AND PERCENT (%1
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TABLE 13.2. RESPONSES BY FREQUENCY (#) AND PERCEN'I' (%),
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TABLE 13.3. RESPONSES BY FREQUENCY (#) AND PERCENT (%2
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TABLE 13.5. RESPONSES BY FREQUENCY (#) AND PERCENT (%)
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TABLE 14.1. RESPONSES BY FREQUENCY (#) AND PERCENT (o/Q)_
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APPENDIX· 15

TABLE 15.1. RESPONSES BY FREQUENOY (#) AND Pl9JROENT__(%2
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APPENDIX·15

TABLE 15.2. RESPONSES BY FREQUENCY (#) AND PERCENT (%)

7

DON'TKNOW 1

16
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APPENDIX· 16

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

NO 9

DON'T KNOW 0

17
2
0

11

4
0

14
12

DON'T KNOW 0

YES 31
NO 2
DONTliNOW 0

9

4
DON'T KNOW 0
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TABL'E 16.2. RESPONSES BY FREQUENCY (#) AiID PEIRCENr (%)

.......... .i .

8 { 8 0 0

d' > NO
',.. ' ...•. •.... DON'T KNOW

o ,,5 ,V j 0 > 8 <e: l.Q~
o •.~ i 0 ....~ ). :I 0 '9' ';, 0 .~.·...t;

"'::'~':
YES 29 27 > 1 f~ .••'.'.'••••4 i1.~
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TABLE 16.3. RESPONSES BY FREQUENCY {#) AND PERCENl' (%2

:::
••.. I

l. • Vl '(j

........ :

DON'T Kl'lOW 0

......YES 1
; NO 7

NO 27
) DON"!'KNOW 0

(> DON'T KNOW 0

YES

YES 0

.·.·.1...-:.... / ..• 15

2
o

:···~··:·f..·..•..·;:.··••l io

1

4

, " , 8
, ..,~",1\'"),,, /. 1
Ii < (.. 0.........
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TABLE 16.4. RESPONSES BY FREQUENCY (#} AND PERCENT (%)

',',

:",,: ":,,

,"'.'.'"", ~"'"',, ,'i (, > II ".', > I

., ti"",,',',,', 0.

o

"",,',' YES :3;> 3 i i 23: 23 20 ,

,'""", ',,',',' NO 28! 25 j',Ju)'R' ,'. 1 ••••~., o < 2 ;. :V
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TABLE 16.5. RESPONSES IN PERCENT (%) w QUESTION VI.C

6

~III
12 i) 9 '1 Ii

•••

10 10 16 12 9

, >/ 9 9 9 10 6

! 12 8 7 9 8\/>ll----~----+---~----~~--~;--~I
\ 11 6 8 Ii 11

I 12

i./ ,;i >•.•···.·.··.··;·.··.•U r VII-__ -I-_-J.__ -I--__ -1~6__ +-----l1
7

12
13

~0 0 8

6
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TABLE 16.6. RESPONSES BY FRBQUENOY (#) AND PERCENT (%)

"L';;' "'"

,'{' ",'."

...~ ",,"" ,,~;, (.

:" 0 0 2 0 0 I~"
15 88.2 2 'j, 0 0 )

9 81.S 2 0 0 I
2 25 6 0 0

••.•.•',....i
27 87.1 4 0 I)./ \ )

V. ::,'0', 8
,

.ii 0 0 1 !I {) T
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TABLE 17.1. RESPONSES BY FREQUENOY (#) AND PERCENT (%)

•••••••.N

},\r] ..•.•.•.••.•. NO
-i i > DON'T KNOW

o1

o o

............i YES
..••.........•.•...........•...•.••.....NO
.". ... DON'T I{NOW

o
13
4

.....

o
4

1

10
3

i 2
3

o
9

o
9YES 5

......8 1
DON'T KNOW

". "

••••••••••• 1
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APPENDIX 18

Proportion Test =
P"'(l-P)
n

SUB"'IIYPO'l'HESIS 3;
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SUB-HYPOTHESIS 5:

SUB-HYPO'l'HESIS ',:
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SOB-HYPOTHESIS 8:

SUB-HYPOTHESIS 10:
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SUB-BYPOTIIES:rS 11:

SOB-HYPOTHESIS 12:

SUB-HYPOTHESIS 13;



66.7
30
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SUB-I{YPOTHESI:S 14:
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SUB-K~POTHBSIS 15:
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1.\· ':'.", ">:::/",,, ii' .:. 1..:.2 .',"'.:"i'::"·"',::·,:
Ii! ,ow 1«':-

. ) la.2 99.S 73.3 30.8 93.9 69.2.
Ii i .{ ill 19 15 26 33 13,,;
I)it LJe2S? ' / I ~/ . ( " '.'::':'::-.i:) : ( i l' )/ .. \ k~)
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APPENDIX 19

TOTA~~ITY MANAGEMENT SURVEY - (MANAGEMENT)

THIS SURVEY WI:t.LBE TRE1l'..TED IN COl\!FIDElNCE

INSTRUCTIONS: * Whe~e the nature ot the question requires
that the answer b~ indicated on a scale,
please indicate ylOUR answer by making a
croSS at the relevant place on the scale.
FoX' example:
wX'ong to steal company secretS?

~te:Ltheragr;e .Disagree dSti:Oa~gr!YeJnor d:i.sagree '" '"'"

'* Where the answer :t"e<;tuiresa yes (Y)
or no (N) or gen·!::know (D) reaponse,
simply cross the releva.nt. a.nswer.
Fer example.:

Q. Most humans have two (2) legs? •••..••••• 'lI' N :0
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I.
A. Does your company have a formal quality

policy? .." " ",.. It &I ., If Ii 'Ii- " ' " .. , • ~ ,.,'. Y N D

B. If ymS, does this policy contain:
(i) a b:def statement of Gorporate intent

as to"(l\1ality? "."." .. Iij' .. " .... " ..... q '" •• " • ., •• " ., ...(1i) the minimal actions to be taken by
company divisions with respect to quality? '0

~nterdivisional relationships concerning

Y N D

Y lIT D
(iii)

,quality ".. ,.'.. Ii "''' .'. '11 11':":1 il " •• ". Y N D{iv} relationships of quality policies to
other company pol~.cies .•••.••••••••••.•••..• Y N D

C. Uave you signed a copy of this or any
other quality policy? .•••.•.•.•••••••.•••.•. Y N D

D. Has your department drawn up its own
more detailed q:u.aUty policy based on
the organisation-wide policy? •.•••••••••.••• Y N:O

E. If YfS. does this policy specifically
ind1.c~t;eexpected quality
responsibilities? •..••••.•••••••••••••.••••• Y N D

F. DO you and your subordinates have acceSS
to a quality manual Which explains
expected quality responsibilities, <;tUal:l.ty
procedures and quality expectations? •••••••• Y N n

G. In YOUR de:einition of quality, which
of the following aoncepts are included?
Gonformance to requ:i.x'emel).ts••••••••.•••••••• Y N D
(',tIJalityis tangible ••••••••••••••••.•.•••••• Y N D
quality is an organisation~wida concept ••••• Y N DI
producing a quality p:rOd'l.lctinvolves
both quality of d.esign and. quality of

(i)
(ii)
(iii)
(iV')

conzormance .. II iii •• II Ii 0 II " ...... it ....... II Ii •• 110 II " *' .. • • Y N D
(v) other. Ii II II • '" .. II II II II • II , ••••••• 0 .. '- Ii II .. " • Ii .... II •• II • " ., II It II

•••••••••••••••••••••••••• , · 0 •

••••••••• ''' •• 6 '' ••••••••• • .
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H. When dec~ding what constitutes r quality
product, cUAtomer requirem4nts must be known.

Strongly
agree

Agree Neith.er agree
nor diaagree

Disagree strongly
disagree

t. When deciding what constitutes a quality
productt production specifications must be known.

Strollgly
agree

Neither agree
nor disagree

Disagre~ Strongly
di$agree

IX.
A. DO 'tOt1 know what the key quality

requirements Ot your customers are? •.••••••••• Y N D

(i)
(ii)

If YES, how are these requirements made
known ~,o you?
fr<:lmSurvey .results given to us •••••••••••••• Y N D
other iii: Ii " • tic ,:, :", •• II .• " a .. ", .. ., " .

B.

.. " " .' " .. jjo II ,. iii it •. IIi.· ii Iii '~ ..

• .. iii, '" .' e II! .," if" e ,,'. r\ '" I,> ,'_ If to " ~ .. 0 ..

••• g ji I!i •• '"

............. " II it 1;1 .. " iIi to Iii '. it ..

c. My sUPeriors regularly tell me what t:.hEI
key quality req~irements of my customers a~e?

~;O~Agree t;~~:~~:e~.:;.=r=e=~~=;:=s=~::::;r=~:::;:::::;g==;=~::::;e==;JJ""i111

D • ::tn my department r I cons :lder t.he
~ollowing people to be my customers?

(i 1 my subordinates .••••.•••••••••••.••••. ,•••••• Y til D
(H ) t.he :people who buy our Otll'.'S ••••••••••••••••• 't N D

(.:I.:I.i) :c don't have an~r Y N n
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J:J:.t.
A. In your opinion, who is responsible for

the quality of your dQpartment?
(i) the department itself?

0% 20% 60% 80% 100%

(ii) the central quality department?

0% 40% 60% 80% 100%

(iii) other? (please specify) Ii Ii Ii .. Ii • Ii Ii Ii ... Ii Ii Ii Ii •• 'Ii .. Ii Ii Ii •. I) Ii Ii

" "Ii Ii •.• 9 .• Ii Ii Ii .. '" Ii Ii .. " Ii Ii Ii Ii Ii If! II ,. " .. Ii lit ,. .. Ii iii " Ii .. Ii Ii Ii Ii Ii II Ii Ii Ii Ii 0 Ii It Ii

Ii Ii Ii ... ·Ii Ii -0 Ii .. " Ii 4 .. Ii • Ii Ii Ii Ii Ii Ii Ii Ii Ii Ii .. Ii .; Ii Ii '" Ii .. Ii • Ii Ii ...... Ii CI Ii " Ii • Ii • Ii

o •••. e ~· ••••••• I1 •••••••• ·••••••••• ( ••• "' ••

••• 0 ••••••• ··•• · •••• ·••• ., , "Ii

B. wnat percentage of the work conducted by your
department is inspected?

20% 40% 60% 80% 100%

C. If: you 03." one of your employees detect a
~lality problem on the production line,
do you/they have the authority to stop
t,heprOduction line? •••••••••••••••••••...•••• Y N n

IV.
A. HO\,1often does "!lOURsuped~'r/manager participate in

quality team meetings in Y'ou:tdepart:ment?

0% 20% 40% 60% 80% 100%

B. Do you personally ever give the employees
in your department training on qul!l.lity?•••••.• 11: N D

C. If YES, how often?
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D. I consider quality to be on a par with other
organisational functions, such as finance?-

Strongly Agree Neither agree Disagree Strongly
agree nor disagree disagree

E. :I involve my subordinates in decision-malting in the
quality improvement axea wherever poSsible?

Strtmgly
agree

Agree Neither agree
nor disagree

Disagree St:congl;y-
disagree

F. My manager/s involve me in their decision-making in
the area of quality improvement where possible?

strongly
agree

Agree N'either agree
no;!:dit3agree

pisagree strongly
disagreEl

G. :I believe that senior management in this organi!9ation
are in favour of the decentral:l.dng of decision""making
responsibility in the area of quality i11'.,...Q'ement?

[StrQngllr Agr.. ...ither ag~ea - t>hagr.. ~tronglY
agree nor disagree diI:Jagree

H. I am appraised on my willingness and ability to
involve subordinat~s in the decision-making process
the area of quality improvement?

in

[J,trOnglY Agree N'either agree Disagree
,gree nor disagree

Strongly ~]'
disagree

I. I am appraised on my success in improving quality in
my department?

Strongly
agree

Agree Neither agree
nor disagree

Disagree strongly
d.bagree
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J. In setting goals, do you insist on subordinates setting
quality goals, in addition to quantity goa.ls?

Strongly Agree Neither agree Disagree Strongly
agree nor disagree disagree

v.
A. Does your organisation calculate a cost

of quality in monetary terms? ..••••••••••••.•• Y N D

IF YES, ~SWER QUESTION B-F. IF NO, PROCEED TO QUESTION G.

B. Which of the following elements are included
in your departments calculation of the cost of
quality?

(i) prevention costs, incurri?d in preventing
defects from occurring, auch as qual:iJ::y
audits; preventative maintenance; design
reviews. etc? ..'""~ iii iii' II '" " •• '" ~ " Y N D

(ii) appraisal costs. used to determine
conformance to requirements or
specification? "'... ,.." .... '"..... a " 0 .... ~ •• Dill: ....... y 1'1 D

(iii) failure costs: the costs incurred as a X'esult
of things not conforming to requirements the
first time? "' ~ II .. '" •• " •• III it Y N D

C. Who calculates the cost of quality?
(i) the acoounting department •.•••.•.••••••••••• Y N D
(ii) the qUality department •••••••.• 0 ••••••••• " •• Y N D
(iii) your department itself •••••••••.•.•••••••.••• Y N D
(:tv) othel:'(please specify) ••.••••..•.•••••••••••.••••

••••• 0 111 •••••••••••••••••• 0 •••• "' •••• , .

• ~ , a · •• tIt ...

.. ,. II " •••••• " " ••• ~ " ••• If .. .. • .. • .. • • • •

e: ••• ·.~." ••••• :•••••••••• fIi -., IJ- ••• "fl •

• · j.ijO ••••••• Ii •••••••••••• ~ •• ".Ii ..

•••••••••• 'Ii ••••••• Ii •••••••••••••••••••••••••• _ ......

••••••••• .-C O •••••••••••••••••• 9.e: ••••••

D. IS the cost of quality ma.de known to all
membel:'sof youX' department to see? •••.••••.••• Y N D

E. If YES, how?
(i) graphica.lly ••••,••.••••••••••••••••••••••••• Y N D

(1:1..) in writing 0 11 "" ••• Y ~ n
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I

F. How often is the cost of quality calculated?
n:alf--=---l

yearly_J~=====k======k=========~======~===,~============~
Daily Weekly 'l't'10 -weekly Monthly Quarterly

G. Does your department or the company
monitor yours and your employees
attitudes on Quality? .~•.•.•.••••.••••••.••••• Y N D

H. If YES, how often are such surveys undertaken?
Monthly 1 guartex-lY Salf -yearly 1 Yearly I

I. In these Surveys, are:
(i) trends regarding employee attitudes

towards quality monitored? ••..••••.•••.•••••. ~ N D
(ii) levels of employee undex-standing of the

quality improvement process monitored? ••••••••'if lil'D

VX.
A. Ax-eyour SUbordinates assigned to some

fo~ of Quality Improvement Team? •••.•.••.•••• Y N D

B. DO you belong to some fom of Qual:lty
Impro'il'ementTeam? ....,........................ Y N D

Ii YES, ANSWER QUESTIONS B - M. IF NQ, MOVE TO QUESTION N.

C. What is the si~e of the team which you belong to?
10:) I () [7 Is J 9 110 11~ 112 113 114 1 ;'5 110' 11i]

D. Are the tlen\be:rsof your team froln the same
worle. aret\? CI'" Ii' ., " • " • " iii iii •• " !t It " " • • • • • • • Y N D
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E. Who is the leader of your team?

(i) the team supervisor
(ii) a shop steward

(iii) an elected member
.. Ii _ •

YND
Y N D
YND• ,ill " •

F. HoW is the team leader appointed?
(i) elected by fellow team members

(i1) appointed by management
(iii) other (please specify)

• \I ...... ., "

Y N D
Y N :0

.. (I ... ... .. . .. . ...
.. ... .. " . " .., .,..

.."
.... ;0 .... "" ...

G. HoW often does your team meet?
II Daily Weekly 'l'wo~weeklyI Mon~Yl

a. To what extent does your team have the authority to
decide what quality problems to investigate?

0% 20% 40% 60% 80% 106%
additions: ., •••• ., Ii- 0 ., .. " ..... - ...

,··· ···· ···.. • ·..• • ·· ··· ·•• . • ·• ··,· ·.\ ····• ····• ·• • ·• ·· ·······...·· • ... ·• ., • · ···

• ii '" ..

..
• Ii $ (I it .. It it ..

.......... Ii •

.. .. ... .. . . ....
.. ... ..

.. 0 ....

I. Does your tea.mhave the author:tt~tto
j,n'lplementsolutions to identifie(.\
~lality related problems?

(L) v-dtlloutany conditions ••.•••••.••..•..
(U) a.lway,sonly after management approval

(iii) a. within certain limits •.••••.••••••.••
b. financial

solution involves ot1:lerdepartmet.!t>1l
other

ill ••

YND
Y N D
Y N D
JI.' N D
Y N D
Y N D

•• & ,,0. •••••.••••••o.
d. .. ., .. " ..... " .... II ... it ......... It •••

• " It. .. .. .. .. 'I • . ... ,.
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J. Does you~ company have c~oss-functional
quality improvement 'teams? •.••••.•.•••••••.••. Y N D

K. If not, how does it maintain dross-functional
qu.ali ty improvement? iii " " ." " " .

.... ~ 4- •• ·" •••• ., O~ ••••••. " •••••••••• e................................................... " ..
••• · ••••••••• · ..1t ...... " •••••••. · •••.•• · •••.•.•••••• e ••••••.••.••••

• .t •• " ..................................................•• "1

••• " •••.• · •• " •••• ", •••••• "'." •••••••••• n .

•••••••••••• Of •••••••••••••••• · ••• ,,· · •••••••••••

• " " .'11 • " " •••••• " .' ~ " " ;, ,. " ..

•••••• ~· ••••••••••• e · •...........................

L. Is your quality imp~o;.reme:ntt!aam gUided by a
cent~al steering (.;omr(littee.'?.•.•••.•••.•••.•. ,. Y N D

(i)
(ii)

If NO, frOm where do they receive their
di~ection?
uppe~ ma:n.a.gement...••••••••..••.•••• . • . . . • • Y lit D
the quality depa~tment •.•..•••••••••..•••••.. Y N D

M.

N. Are yOU and the memhe~Sof your department
given train~nr:" aimed apedifidally at quality
improvement ? ~ Ii •• i) • 0; • II ••• Ii Ii .. " • .. 'Y. N D

O. In which of the following areas is training
provided?

(i) job Skills tt.v •• i:"' •• Y N D
(H.) p~oblem-sol ving tools ••••..••••••••..• ; •••.•• Y N D

(iii) statistical process control •.•...••....•••••. Y N D
(1'v) impo~tance of meeting f3pecifications .••.••••• Y N D
(v) :i.nt~rpersonal :relations Y N D

P. Is the training; (i) ongoing •••••••••.••• Y N D
(ii) once~off •••••.••••.• Y N D
(iii) provided as needed •• Y N D

Q. Do you and you;t' e:nployees receive
reoogni tion for cont.:ril:;iutions to
quality improvement? ••••••••••••••.•••••••.••• ~: N P

R. If YES, what £o~ of recognition is
providea.?

(i) financ::f ...al "'.................•............• it, ••• Y~· D
(ii) non-financial •.••••.....••••••••••••.•••••.••• Y N D



s. Are you and your. employees providad with
incentives to participate in the q-<la1it~·
imprOVeIl'ientprocess? ••.•.•...•••.•••••.•.••..• Y N P

'1'. If ".lEIS, what type: of incentivee are provided

(i) finalliCiial; ..... ~,) ....... ~ ••••••••••• " •• 4i~ ••• "" •• • Y N :0

:If Y13'S, please specify:
..........

ill.' Ii
" • it " • "

.. . " " '" ... " " .
.. .. " .... , .... , .

(i:l.) non.-f inancial: •..••••••••..••.••••.....••.••... Y N :0

If YES, please speCifY': ... " . " .. ., ..
" " ... .. -" "" ot' ..... .. .. .. " , " ~.~.. .." iii"
" " ... '" ." .. . ,. .. ,. " ..
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University of the Wit\-Iatersrand
Department of Business Economics
1 Jan smuts Avenue
P. D. Wits
JOHANNESBUHG
2050

Mercedes-Benz of South Africa (Pty) Limited
{Rog No 62100211/071

East London
7 SeWers Way
Gately Industrial Township
East London 5201 South Alrice
A~, 671
East L~ndon 6200 SOuth Alrica

Tel•• : 25·0625 SA
Facsllnlle: (0431 I 37'Z263
Cables: Narcardis
Switchboard: (04'31137-9111
Direct Dialling: (04311 3'1-

ATT.: MR MATTHEW GROSSETT

Your Letter: Yr.ur Ref,' Our Ref,: Date

QA/91/a03/dd 91/01/08

Dear sir

RE lQM SURVEY

We thank you for the interest you took in our company by including Us in
your TQM Survey.
We can assure you that we fully share the idea of a TQM concept in our
orJanlsation.
However, we regret to advise that we, at this point in time, are not in
a position to assist further with your research project.
Economical, technical and IR matters require the full attantion of the
entire Management.
We wish your research project full SUccess.
Yours Faithfully
MERCEOES B~NZ OF SOUTH AFRICA
(PTY) LIMITED

0(../
14{tt~~·"'------

R. HOTTMANN

Dircc;loro Or, G, lionor ,Ctm/rm;lnl!Jermap', f'lwl W [Jr(ll!GChWNdl Hl~~fI'!(jm, Or. tlC· Cmn)o, Dr, P,R, Markel. Prof, Or. W. Nmfor (OC{f11(11l), 0 SChmid (5'WiG~),

J. ~ichrfJmpp f(;ormM), H. Worner (uCfmrJrl
AUmllo\ti:l: g. HCtI:On (GC)f(Jl;'JnJ. J- Hubbcrl far"n'lf1.J, R KnnU,GOii1no), J. GOiler (acrman)., tl UttJG:tIGmm:m/
MnnogcmOIl\ Bl1urij: C, KtlOkC!tOIJlr:nanl, P J W. Ch~!lry, II Kamul, A MO!_l",bnuct, W_HfncsECr, H, fO (.lno! O(l)w(y- E (~rtlt'~t.
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The M:~!colm 13aldrige National Quality Irnpr,wement Act ot 1987,) Public Law
100-107, signed by ~resrdelit Reagan on AJgust 20, 1987, establishes an annual
United States National Quality Award. The purposes of the Award are to promote
quality awareness. to recognize quality achievements of U.S. companies, and to
publicize successtul quality strategies.

The Awnrd: • formarly recognizes companies that attflln preeminent quality leadership, and
permits these companies to publicize and advertise receipt of their Awards.

• encourages other companies to Improve their quality managemenl practices in
order (0 more effectively compete for future Awards.

• develc,1s and publishes Award criteria that will also serve as qUf;;'lty
Improvement guidelines for usa by U,S, companies, and

• widely disseminates non-proprietary Information about the quality strategies of
It, ~Award recipients.

This document is a guide for Award applicants. It outlines the the following: the
Award processes and requirements: the eligibility categories and restrictions; the
fee $chl;1dulei and the EXamination. An Appncatioli Form and a fell. 11 for listing
and delicrlbing facllltJes are IncluL .d along with related inWuctions.

THE AWARDS Awards will be present(;d In November 1989, Award recipients receive a medal
contained In a crystal base. The medal bears the inscriptions "Malcolm Baldr!ge
National Quality Award" and "The Quest for Excellence," Recipients mlay
publicize and advertlstl receipt of their Award, provided they agree to share with
other American organl4atioO!;1information about th/llr successful quality strategies.

TIMEiABLE Applications/guidelines available Jar.r,.iary 10, 1989
Applications due May 5, 1989
Applications review/site visits
A'.vard Ceremony

May 5 • September 30, 1989
November 1985
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AWARD CATEGORIES Up to two Awards may bs given aaoh year in each of three categories:
(1) manufacturing companies or subsidiaries; (2) service companies or
subsidiaries; ant;! (3) small businesses. Fewer than two Awards may be givt'ln in
9 category if the high standards of the Award Program are not met. Businesses
incorporated and located in the United States may apply for the Award.
Subsldlaries-dMllons or business units of larger cornpanles-eare eligible If they
primarJly serve eittler the public or businesses other than the parent company.
For companies engaged in both services and manufacturing, classification Is
determined by the larger percentage of sales. For purposes 01 the i989 Awards,
small businesses are defined as Independently-owned businesses witll not more
than 500 full-time employees. Further Information and restricllons on eligibility
are detailed on page 4.

APPLICATIONS The applicatk,,,1 consists of: (1) an Application Fcrrn for providing basic
information aoout the company: (2) a Site listing and Descriptors Form for
providing information about the company's locations and functions performed;
and (3) an Application Report addressing a "et of 44 examination items.
For the manufacturing and service catepries, the Appli~ation Report must be no
Icnger than 75 pages. However, Supplemental Sections may be required for
some applicants. Instructions canceming the Application Report can be found on
;::1.ge14. For the small business category, the Application Report mUll! be no
longer than 50 pages; no Supplemental Sections are aliowe~,

SOARD Of: EXAMINERS A Board of Examiners reviews and evaluates all applications. The Board is
cornprlsed of more than 100 quality experts selected from Industry, professlonai
and trade organiZations, and unlversltles. Those selected meet the highest
standards of qualification and peer recognltfon. Examiners take part In a
prepaJation COUI'$9based upon the exarntnatlon Items, the scoring criteria, and
the examination prote,ss.

EXAMINATION PROCESS Eachappjcatlonls reviewed by at least fOl)r members of the Soard of
Examiners. Hlgh-scQring applicants are selected for site visit!, to be made by
one or more teams of Exam!ners. A panel of nine Judg;JS from the Board of
Ex"mlners rsvlows all data and Informatlon and recommends Award recipients.
lhe Judges' AWj3rdrecommendations are based not only upon scores applicants
..aceive on the written examination but also upon the Judges' assessment of
overall strengths and areas for improvement as c:etermlned from site visits. The
recommendations oUhe Judges Is Ilnal and not subject to appeal. ,<\11applicants
receive a written feedback summary oi strengths and areas for improvement
relative to the award examination categories.

SITE VISITS The highest scoring candidates for' the Award will undergo site visits by members
of the Board of Examiners: The primary objectives of the site viSits are to verify
the Information provided In the Application Fieport and to clarify lssuos and
questions raised during review of the Reptlli. A site visit agenda Is provided to
the company at least two weeks :n advance of the visit. The slle visit agenda
Includes. but Is not limited to, a schedule o' planned visits to the applicant's
facilities and operating units, a list of corporate officials to be Interviewed, an

. estimate of time requirements for the visits, lind the names 01 EXaminers
soheduled to participate. During :lite visits; presentations are made by ,
appllcants, INerviews are conducted by the eXaminer teams and Pertinent.
records and data are reviewed.
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The number of Examiner team members and th'e time required for site visits
varies according to the complexity 01 the Award application and the number of
sites to be visited. Sampling methods and recommendations trom the Examiners
are used to determine tne number of ~\ites to be visited. Most vlslts last 2-3 days.
Repurts of flnd:rgs ate developed by site visit teams for submission to the
Judges.. During site visits, applicants may be asked to provide data for inclusion
in this report. Addition", information or data will not be accepted from the
applicant once slts vl5it~ are completed. unless specifically requested by the
scare of Examiners. t\tJplicants selected lor site visits will be asked to authorize
revlew of tt,eir tax St8tLl'.~fF.l[wrding filing of tax returns, payment of taxes, and
absence of crlmlnal ofi,msos and fraud. The Information is required to ensure
suitability of the npplicanf as a nati'J!1:a1altv(1rdwinner.

CONFIDENTl~;LlTY All appticatlons are tma;l.:(i a,s con~;Jential. Applicants are not expected to
provide or t, lC'leal propn>'Jtaryinformation regarding products, proces ses, or
services. E (aminers are assigned In such a way as to avoid con'lIots of interest.
All Examiners sign nondisclosure agreements. Information regarding successful
ztr~,tegies ;:;l Awud recipients may be released only after written approval from

f:EES The)Award Program is administered without funding from the United States
rovernment. All expenses are paid from application fees and from funds from
The Foundation for the Malcolm Baldrige National Quality Award, The
FOUll(iJtior; has boen established to accept donations and to manage the funds.
Fce!' "T(! c':a'ged to cover most costs associated with the examination and
jU(i,'; 'J prccessos. Tho following fees are In effect for 1989 applications:

a l .slo Report· $2000 tor the mal1ufacturing and the service categories; $1.200
hI' ;tIC, ~.maHbusiness category.

b.Suppiamemal Sectlon- $i200 each (See Application Report Guidelines, page
i6, lor details on when It may be necessary to prepare Supplemental Ser.tlons.)
FliSS must be paid at the time the application Is submitted. All fees should be
paid by check or money order payable to: The Malcolm Baldrige National Quality
AWi::rd. Fees will be refunded II It Is deemed that the application Is Incomplete or
that the applicant i<; Ineligible.

Site v "it fees will be set when the visits are scheduled. Fees depend upon the
number of sites to be visited, the size of the team required and the number of
.days the vi~lts are conducted. Fees will cover the expenses of the site visit
teams.

CHANGES FROM THE 198$ Several changes have been made from the 1988 application requirements. The
REQUIREMENTS fees have bsen changed ..~increaslng In the case of the manufacturing and th~

service cnte0tlrieJ and dscreaslng in the case of small businesses. The
maximum number of pages for the small business category has changed to 50
pages. Thera Is no longer a lower limit on the number of employees to be
eligible for tha small business category. The d~l1nitlon of an eligible subsidiary
now Includes a requirement of a minimum of 500 employees or 20% of the

'1 domestic employees of the parent company. ChangeS In the Examination are
~i described on page 15.

AWARD ADMINISfRATION The AWard Program Is managed by the Natlonal lnstltuts of Standards and
Technology (formerly the National Sureau of Standards). United States
Department of Commerce. The Program Is adrnlnlstered by The Malcolm
Baldrige Natldnal Quality Award Consortium, Inc.-a Joint effort of the American
SOCiety for Quality Conlrol and the American Productivity and Quality Center.

For addltloMllnformatlon concerning the Award, contact the AWard Office.

MalCOlm Baldrige National Quality Award
National Institute of Standards and Technology
Gaithersburg, MD 20899
Tel. (301) 975·2036
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Additional copies of the application material may be obtained from the Award
Office or from the Administrator, Malcolm Baldrige National Quality Award,
P.O. BoX443, Milwaukee, WI 53201-0443, Tel. (414) 272-8575,

INTRODUCTION Eligibility categories for Awards-manufacturing, service, ana small business-
are given in Public Law 100-107, Specific requirements and definitions
pertaining to these categories are described bplow under Basic Eligibility. Some
companies, "llgit;le under these Basic Eligibility criteria, are not eligible If the
natura of their activiti<]s is such that the central purposes and requirements of
Public Law i00·107 cannot be fulfilled through their participation. Such cases
are outlined below uncer !he heading Restrictions on Eligibility.

BASIC ELlGIBILITY Publicly· or privately-owned businesses incorporated and located In the United
States may apply for Awards. State, local, and national government agencies,
noHor·prom organizations, trade associations and professional societies are not
eligible.

AWARD CATEGORIES 1.Manufacturing Companies and Producers
Companies oJ subsldlarles that produce and sell manufactured products or
manufacturing processes and those companies which produce agricultural,
mining, or construction products (SIC Codes 01-39)

2. SaNics Companies

Companies or subsldlarles that sell setvlces (SIC Codes 40-89).(Glasslficatlon of
compatlies that perform bo,'h manu/aoWring and services Is determined by the
larger percentage of sales.)

3, Small BusiMsses
Independently-owned buslnesses with not more than 500 'lUll-time employees.
Business activities may include manufacluring, and/or service.

SUBSIDIARIES . Subsidiaries are defined as business units or divisions of companies, To be
eligible, business units or divisions must have exlste(l 'Jrlll( to the Award
appllcation and must have a clear definitibh as reflected In cerporate literature
such as organization charts, administrative manuals, or annual reports. A
subsidiary must have no fewer than 500 fLIIl-time empl~fees or at least 20% of all
ampl.oyees in the domestic operailo-is of the company to be eligible. ;" addition,
a subsidiary of a company which has more than 500 employees is riOt eligible for
an Award under the small buslness category even If the subsidiary has fewer
than 500 employees. Subsidiaries of small businesses are not eligible for an
Award; small businesses must apply as a whole.
The application of a subsidiary must describe the quality systems for (he full
range of activities of a complete enterprise. Typloal actlvlties Include: marketing,
purchasing, legal services, human resources, sales and dIstribution, finance and
accounting, product engineering and research and development. In some cases,
the applying unit may depend upon other company units or the corpor~le level for
one or more of thqse activitle!:i. Such activltles are to be identified by
organi;::atiol1aland geographic location, and are to be included in the App1!cation
Report in the responses to examination items.

RESTRIC1l0NS ON ELIGIBILITY The Intent of Public Law 100-107 Is 10 create an Award process Incorporating
rigorous and objective evaluation of the applicants' total quality systems
underlying products and services •. This examination Is to Include site visits to
verify descriptions given In the written applications. Customer Satisfaction is to
playa major role in the examination. Award recipients are to serve as

4
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appropriate models of total quality achlevernsnt lor other United States
companies. Companies or subsidiaries whose businesses are such that they
cannot fulfill these purposes are not eligible. Specifically, three restrictions apply;
t. A company or subsidiary is not eligible if more than one-hal! of the total quality
management coeratlons which underlie the products or services it delivers Is
conovcted outside of the United States.

2. 'A subsidiary is not eligible if its parent company or other subsidiaries 01 the
parent company are the customer(s) lor mote than one-halt of its total products
or services.
3. Individu,: unas Of groups of units of "chaIn" orqanlzatlons (such as hotels,
retail stores ',[ restaurants) where each unit performs a similar tunctlon, are not
eliglbie. Similarly individual plants or groups of plants within a company where
each clan! manufacturers similar prooucts are not eligible.
1. A subsidiary and its parent company may not both apply for Awards in the
same year.
2. Only one Subsidiary of a company may apply for an Award in the same year in
the same cateqory, •

1. It a company receives an Award, the company and all its subsidiaries are
inellgible to apply for another Award for a pertod of five years.

2. If a subsidiary receives an Award, it is ineligible to apply for another Awar'~ !or
a priod of five Years.
3, If a subsidiary constituting more than one-half of the business of a compar.y
receives an Award, neither that company nor any of its other SUbsidiaries Is
eligiblo to apply for another AWard for a period of five years.

1 APPLICATION FQRM, Complete the four-page Application Form.
2. SITELISTING AND DESCRIPTQRS FORMS. Complete the Site Listing and
Descliptof:> Forms if the applicant company has more than one location. Include
corporate headquarters in this listing.
3. WR!'IrEN REPORT. Provide an Application Report addressing the
exarninaucn items. A Basic Report is required from all applicants. Supplemental
Sections aft) required from some applicants. (See lnstructlons.)
4. TO APPLY. Send 15 copies of the cornplete application along with the fee
payment to:
MalColmBa:drige Natrona! Quality Award
P.O. Box 443
Mllwaui~ee,WI 53201·0443

j
!
f
f
I
r

tl'
h

(Overnight Mailing Addrl;lss)
310 W.Wisconsin Ave.
Suite 500
Miiwaul<ee, WI 53203

APPLICATIONS MUST BE POSTMARKED OR CONSIGNED TO AN
OVERNIGHT MAIL DELIVERY SERVICS BY MAY 5, 198$1, to be eligible Ior the
1989 Awards.
An Incomplete appllcatlon will result in disqualification from the i989 Award. The
Award Office stall Is avallable to answer questions about the application and
about eligibility.

5
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:Jt,,!·_:r.~1III: •• '¢!WTiWiIT$alilt!!!ltrEMZ~'~
Code Sector Code Sector
01 Agriculture· crops 25 ..lture and fixtures
02 Agriculture - livestock 26 Paper and allied products
08 Forestry 27 Printing and publishing
09 Fishing and hunting 28 Chemicals
10 Metal mining 29 Petroleum refining
12 Coal mining 30 Rubber and plastics
13 Oil and gas extraction 31 Leather and leather products
14 k11neralquarrying 32 Stane/clay/glassfconcrete products
15 (;,enl3ralbuilding contractors 33 Primary metal Industries
16 Heavy construction contractors 34 Fabricated metal producta ,

17 Spetial trade contractors 35 Machinery/computer equipment
20 Food products 36 Electrical/electronic equipment
21 Tobacco products 37 Transportatlon equipment
22 Textile 111'1\ products 38 • Instruments/cioclWoptical goods
23 Apparel 39 Miscellaneous manufacturing
24 Lumber and wood peducts

Code Sector Code Sector
07 Agricultural servcss 61 Credit agencies
40 Railroad transportation 62 Securit}' & commodity brokers
41 Local & interurban transport 63 Insurance carriers
42 TruckinG and warehousing 64 Insurance agents
44 Water transportation 65 Real estate
45 Air transportation 67 Holding & other investment oHlces
46 Pipelines/except natural gas 70 Hotels and lodging places
47 Transportation services 12 Personal services
48 Communications 7'd B~lsine$Sservices
49 Electric/gas/sanitary services 75 Auto repair find servlcss
50 Wholesale trade/durable goods 76 Miscellaneous repair services
51 Wholesale trade/nondurable goods 73 Motion pictures
52 Aetall building materials 79 Amusement and rocreation
53 General merchandise stores 80 Health services
54 Food stores 81 legal services
55 Auto dealers .& service stations 82 EdUcational services
56 Apparel and accessory stores 83 Social services
57 Furniture stores 84 Museums and art galleries
58 gating and drinking places 86 Membership organizations
59 Miscellaneous retall 87 Professional services
60 Banking 89 Miscellaneous services

10
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GENERAL INSmUCT10NS Type or very clearly print a:: information requested. The Application Form may be
duollcatsd and single-sided pagl3s submitted. Item 4 requires an attachment if
toe applicant is a subsidiary. Applicants must submit an Application Form,
includlrg the subsidiary attachment, with each copy of the Application Report
submitted.

ITEM INSTRUCTIONS ITEM t. APPLICANT. Provide the otflcial name and mailing address of the
olganlzatlon applying lor the Award.

ITEM 2. HIGHEST R/\NKING OFFICIAL. Provide the name, tiHe,'mailing
address, and t(-.Iephone number of the applicant's highest ranking official.
ITEM 3, SIZE OF COMPANY. Give the estlmated number of employees of the
applicant as' of the date the application is submitted. Give the number of different
sites of all units Involved with the products or services sold by the applicant.
Separme sites need not be counted !t:,roffices or other work areas located near
each other if the company considers them as one location for business and
perso. 1nei purposes. (If there Is more tnan one location, then details about each
:::te, including hsadquartsrs, are to appear on the Site Listing and Descriptors
i'=orm.) Circle the appropriate range for dales of the company for tbr pr'3cedlng
fiscal year. ';'he applicant is reminded that all information is cOlifiderlliaJ and that
amy a range is being requested to prov;,:1ean appropriate perspective for tho
Examiners.
ITEM 4. SUBSIDIARY. A broad Interpretation of the word subsidiary Isused for
purposes of this Award. See page 4. If the applying organization is a component
of a larger company, ti .en information about the parent company and the highest
official of the parent company must be supplied. A short document or the
appropriate page(s) from a campa,:;' publication showing the organization of ti18
parent company and its relationship to the applying unit should be attached to
the application form. Indicate the name of this attachment.
ITEM 5. OESCRIP'fION OF PRODUCTS AND SERVICES SOLD. in the space
provided, describe Ih$ types of products or services said by the applicant.
Indicate the approxlrnate percent each type represents of the applicant's total
sales. It is not necessary to list individual products or services.

1'ft:M 6. AWARD CATEGORY. Based on eligibility discussed 011 page 4 of the
i989 guidel:lles, Indica!", which one of the three Award categories pertains.

ITEM 7. SUPPLIER AND DEALER NEiWORKS. Summarize the number and
types of suppliers of goods and services needed for the applicant's output, If the
applicant relies. on external sales organizations, lndlcate the approximate number
of each type.
ITEM 8. INDUSTRIAL CLASSIFICATION. From page 10, choose tne three SIC
codes Which best describe the applicant's products or services.

ITEM 9. REPORT COMPONENTS. Indicate all forms and reports submitted as
part ot the application.
ITEM 10. OFi=ICIAL INQUIRY POINT. As the examination proceeds, the
administrator may need to contact the applicant for additlonallnformatfon. Give
the name, address and telephone number of the corporate offioil;ll with authority
to provide adClilior.r:JInformation or arrange site visits.
ITEM 11. FEES. Indioate fees due: $2000 for a Saslc Report for applicants in
be manufacturing category or the service category, plus $1200 for each
Supplemental Section; $1200 lor an applicant in the small business category.
Payment must be submitted with the application.

11
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ITEM '12. RELEASE Sl'iA-TEMENT. Please read this section carefully. ,Asl\:lned
aopllcatlon indicates that the applicant agrees to the terms and conditions stated
here.

ITEM 13. AUTHORIZING OFFICIAL. The signature of the applicant's highest
ranking official is required and Indicates the applicant will comply with me terms
and conditions stated in the document.
ITEM 14. APPLICATiON ABSTRACT. Two pages are provided for a summary of
the application. US€) a fixed pitch font of 12 or fewer characters per Inch or a
proportional spacing font of point size 10 or large!' in preparing this abstract. Use
these two pages only and type within borders provided.

INSTRUCTIONS Since the Award focuses 0[1 the applicant's total quality system, It is important
that the Examiners have a good understanding of the size, structure and
functions of the different corporate units, In addition, sufficient information must
be provided on the products or services produced at each location to make a
sound de\(~rmination of the number of locations to be examined If the company Is
selecwd lor a site visit. 'Instructions for filling out the Site listing and Descriptors
Forn if. IIow:

A. ADDRESS OF SITE. Provide the complete address of the site.
B. R~I}\TIV~ SIZE. Provide the approximate percent of the applicant's
empl'\">GS at each site. Provide the approximate percent of the applicant's sales
acccu. wd for by the output of each site, Use not applicable (N/A) for percent
sales ui headquarters or sImilar offices when appropriate,
O. Lll~;<AGE TO APPLICATION REPORT. Indicate which part of the Application
Report addresses the examination Items for each site, ChE;lckthe Basic Report
column if that Is whore It is addressed or write the number of the Supplemental
Section in Which the !terns are addressed. (SEle page 16 for gliidelines on how to
determine If Suppk,mental Sections are nseded.)

D. FUNCTIONAL DESCRIPTION. Describe the types of products or servlces
which are the output of the site. It may be neqlJssary to state the relationship
between the output of the slte and the applll.ant's final products and services. It
is not necessary to list every product or !';':;Nlce,
E. SUMMARIES OF MULTIPLE SITES. In cases where the appllcant has many
sites performing the same function, these sites may be aggragated under one
listing. Instead of the addresses lor each, a summary s',atemen! about the
locations may be made, If site visits are to be conductl'ld, a more detailed listing
will be requested at that time.
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OBJECTIVE The objective; of the Application Report is to allow applicants to provide
information on quality management of products and services and on results of
quality improvement processes and to permit a rigorous evaluatioh to be
performed by the Board of Examlneis. Each appllcant must f:)repare an
Application Report consistlng of (1) a brief overview of the applicant's business
and (2) responses to the 44 examination Items In the Award ExamlnatlOl1. A
completed Applloatlon Report contains the l3asic Report, whleh all applicants
must submn, and one or more $uppl0mental Sections, which some applicants
must submit.

PREPARING THE OVERVIEW The overview should inform lhe reader ~,tthe business climate in which the
applicant operates, the guneral eperating conditions existing in the tacllltles of
tM applicant, and the relationship of the appllcent to. the rest of the industry.

The ovsrvlew provides the applicant the opportunity to "set tl1e stage" for the
examiners to better understand significant cIrcumstances Impacting en the
applicaot's business. The type of equipment and facllilie.~ used by the applicant
srlnU\j be described in broad terms. Changes taking place In the Industry should
be identified, such as changes in productJon techniques, oonsolidation of
fadlilios, foreign and de !T,es!io competition, distribution channels, or sell,ng price.

The overview should also Identify factors In the competitive quality ellrnate that
are signilic:'lnt. such as Industr/-wlde upgrading of ql.lallty or service, lengthening
of warranties, extensive accpnon of modern qUGlity techniques or use Just ln
lime procedures. Where applicable, applicants should describe the regulatory
climate in which they operate or the impact of environmental concerns on their
activities. Tle applicant's position In the industry, measured by sales and by
quality reputation, should be r.sscrlbsd, Wr.ere this position has changed In
recent years, the change shr,uld be noted, and apparent reasons for the change
described.

If the applicant Is a subsldlluy, a dflscrlption of the organizational structure and
manacernent links to the parent organization should be presented. A comparison
to \i parent organization 01 the number of employees, ef the sales vcuma, and
ot the products and services "!fered should be included.

DESCRIPTION OF THE The Malcolm Baldrige National QUl'IIIty AWard Examination Islnter.ded for
EXAMINATION manufacturing and service businesses of any siz.e. The examination has bean

deSigned to. perml\ ev"luaHor.\ of the strengths and areas for improvement in
applicant's qUAlity systems and of quality results. Evall.'ations do not depend
upon an applicant's overall organization or whether or not the applicant has a
quality department or quality officer.

The Awa.rd Examination addresses all aspects of a total quality ma.nagement
system and quality improvement results through seven categories of examlnatlcn
items. The examination Items are grouped under sets of subcategories which
represent the principal components of the seven categories. Salow Is a
descrlptfon of the Aware EXamination along with generl:ll guIdance for preparing
an Application Report. .

CATEGORIES The seven categories for the Award Examination arG:
1.0·Leadership
2.0., infermation and AnalYSis
3.0·Strateglo Qu"liIy Planning
4.0., Human Resource Utilization
5,0 • Quality Assurance of Products and ssrvlces
S.O ., Quality Results
7 0 • Customer Satisfaction

Each category is assigned a number of points, totatlng to 1000 polntc;,
Applicant" must respond to £IIIseven cntegori()$.

14
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SUBCATEGORIES ~ach category has trom two to $.b'/en subcategories-numbered with two digits
from 1.1 to 7.3. In ali. there are 27 subcategories in (he examination.
Subcategories represent major areas for management attention for the most
gerwral quality system.

EXAMINATION ITEMS Each subcategory has from one to seven examina~icr' It»lnS numbered with three
digits from 1,1.1 to 7.3.:'; In all, there are 44 exam; lath'):', nems In the Award
examination. Allrnformation submitted by appl:canl'" 's ;;1 response to specific
requirements given In 11".0,)1: examination items. 8et:aLlse the Examination Is
intogrmod, with examinali{,;rll\ems olganlzed by category, applicants arc
oncounged to become faL illar with thF! emphasis and requirements of all lterns
before responding to anyone item.

AREAS TO ADDRESS Each examination it"", includes a set of Arucls to Address, designatef' by lower
C1se iettors and enck.s~d within a box alonoslde the item. The Areas to Acdre ss
are intonded to clarify and lIIu.:1lratettle inle~t of the ltern, Most Areas to t.;ddre~s
pertain to all businesses. Each applicant Is expected to respond to the Areas to
Addres;; Ihilt pertain to the::' bualness, Because the importance of the Areas to
Address may diHsr from business to business, and because they may overlap,
applit~nt$ should r~spond to examination Items as a whole. addressing them In
an order and with a:nemphasis reflecting the applloant's business and quality
Gy~tcm. No separate labeling of Areaa is required. In responding to an item,
npplic:1nts may address relevant areas In addition to those Inclu~ed with the
jt~ri1. If any Areas to Address listed does not pertain to the afJpllcant's business
or quality system, the applicant must provide a one or two sentence explanatioi1
at the end 01 tM response to the Item as to why the Area to Address is not
applicable.

CHANGES FROM 1988 The 1989 MalColm Baldrige National Quality Award Examll'lation Is built upon the
EXAMIN.L\'rION same total quality value system, and uses the same basic approach as tne 1$88

examlnatcn, However, several changes have been Introduced based upon
comments by applicants and members of the Board of Examiners and upon
experiences galn'lc In the first year's proeessee.
Changes from 1988 Include reducing the nurnber ct examination Items from 521(
44. This reduction has been brought about by narrowing the scope of each of
f'te seven oategorles 10 minimize overlap among II sm. The seven ltams
requesting information on unique snd Innovative approaches In the 1988
ExamlnaUqn have been ellminatad as separate Items, In 1S89 applicants are
encouraged to Integrate and highlight their unique and Innovative approaches
within their overall responses to the 44 examination Items. However, applicants
should avoid undue claims for uniqueness and Innovation, highlighting their
approaches In casas when the evidence for uniqueness Md Innovation Is very
well founded, and when the unique contributions should be widely publiolzed If
the applicant receives an Award.

The scoring criteria given under each ltam In the 1988 examlnalton are replaced
with Areas to Address. In 1989, scoring criteria and a descrIption of the factors I
scoring are given sf'purately (see page 17) a.nd pertain to all examination !terns,

In 1989 there Is more emphasis on quantltatlve approaches, and use of
comparative and benchmark data. The term "benchmark," as used In the
ExamlnatlOl1, refers to measures that represent both appropriate bases for
cornpareon Md Indicators of the best performance levols anywhere In the wodc
Benchmarks may apply to attributes of products or services, operating
periormance, or arlY other area where a company might seek lnlormation to
measure itself against the best, worldwide. 'rhus. appropriate benchmarks may
be ()blained not only from sources within an Industry but also from other
Industries. In presenting and using comparative and benchmark data. applicant
should briefly summarize sources for the. data used.

15
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FlESPONDING TO Responses to examlnatlon lterns should be concise, factual, and quantftatlve.
EXAMINATION ITEMS Aespol1$eS should contain descriptive Information and data whloh show the

applicant's approach to defining, measurillg, and achlevh~g quality oblectlves,
major gains currently being reatlzed, key tr':'ilos, and projections for future quality
lmprovements bRsed upon reliable quantltanve Information. To the maximum
extent possible, applicants should provide comprehensive information and data
whloh underscore their tott)! quality approach and results" Use of graphs and
tables, properly labeled and compactly presented, is strongly encouraged.
Lengthy narratvss on specitiG tecl1nlques or on the Importance of certain
approaches to qunlity objectivas ara dl'Ocou(agr:d.

IREND DATA Several examination ltcms call for trend cara. Trend data should cover a time
period sutflclent to demonstrate progress, :lnd ta show that improvements have
been sustained. The time period (;1:>.Y SPW1 five years or mars, and in most
caSGS at least iwo years. This will allow applicants who have set up quality
systems in recent years and can demonstrate clear pr<Jgress to show their early
trend results. Data should be presented In graphical, tabular, or other compact
form. .

USE OF SASIC REPORT AND <\l[ applicants must prepare a Basic Report addressing all of the examlnatlon
SUPPl.SMENTAL SECTiONS items. In order to/maintain an equivalent level of detail for all sizes and types of

companies and subsldlarles, Certain applicants ma~' neod to provide
Supplemental Sections. Below Is an outline of the key factors and guidelines for
the Basic Report and Supplemehtal Sections.
Single or Related Product end Service /..lnes Served by a SIngle QIJf'4litySystem.
Only the Sask: Report Is required If the applicant. has a s!ngle quality system
which supports all Its product or ssrvloe lines arid if the products or services are
essentially similar In terms of customers, technclogy, types of I~r:nployees,
planning, and qUality.
rwo or Mors Dlvers$ Product or Service:. Lines and/or DIssimilar Quality Systems.
In such cases, the B~.slo Report and ens or more Supplemental Sections are
required. The Basic Report should encompass the largest aggregation of similar
prOduct or service llnes as described above which are supported by a single
quality system. Together, the Basla Report and the Supplemental Sections must
cover all products and/or services and ali quality systems of the applicant.

In summary, the use of Supplemental sections Is oalled for primarily when the
application covers units of a company which are In essentially different
businesses. They are not necessary when similar products are manufactured In
different divisions usIng similar quality systems.

FORMAT FOR The AppHcation Aeport should contain the same category, subcategory, and Item
APPLICATION REPORT numerical designations as in the examlnatlon, The Application Report must be

typed on standard a-1/2 by I'j-Inch paper using a fixed pitch font of 12 or fewer
characters per Inoh or a proportional spacing fOllt of point sizs 10 or larger.
Pages may be printed on both Sides.

The overview of the applioant's business must be no longer than two single-sided
pages. A separate two-page overview may be written for each Supplemental
S~I?tlon.
For the manufacturing category and the servlce category, the. Basic Report Is
limited to a maximum of 75 single·sided pages including pictures, graphs,
figures, data tables, and appendices. Supplemental Sections arc limited to a
maximum of 50 single-sided pages. For Small Businesses the Basic Report Is
limited to 50 pages. In all cases the two-page overvlews, dividers, covers, tab
separators, ~lt!e pages, and tables of contents are not counted as part of the
page limit. '

The use of bulky binders or slmllar heavy covers is discouraged. Their use
decreases the ease of handling and shipping In all phases of the examination
process.
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INTRODUCTION The system for scoring examination items is based upon three evaluation .
olmenslons: (1) approach; (2) deployment: and (3) results. All examination
Items require applicants to furnish Inlcrmatlon relating to one or more of these
dimensions. Specifio criterla associated with the evaluation dimensions are
described br.low •.

APPROACH Approach refers 10 the methods the company uses to achieve the purposes
addressed in the examination Items. The soor:ng criteria used to evaluate
approaches includ9 one or more ot the iollowin.1:

• the degree to which the approach is prevention based
• the appropriateness of the tools, techniques, and methods to the application
• the effectiveness of the use of tools. techniques, and methods
• the degree to which the acproach is systematic, integrated, and oonslstent
• the degree to which the approach embodies effective self- evaluation,

feedback, and ..adaptallon cycles to sustain continuous Improvement
• the degree. to 'whiCh the approach Is'based upon quantitative Information that

Is objective and reliable
• the indicators of unique E"1dInnovative approaches, including significant and

effective new adaptations of tools and techniques used in other applications c
types of businesses

DEPLOVMENT Deployment refers to the extent to which the approaches are applied to all
relevant areas and activities addressed and Implied In the examination Items.
The sCClrlngcriteria used to evaluate deployment include one or more of the
following:

• the appropriate and effective application to all transactions and Interactions
with customers, providers of goods and services, and the publlc

• the appropriate and effective application to all internal processes, activities,
faCilities. and employees

• the appropriate and effective application to all product and service
eharaoterlstlcs

ReSULTS Results refers to outcomes and effe9ts in achieving the purposes addressed and
implied In tho examination Items. The soorlng orlteria used to evaluate results
Include one of more of the following:

• the quality levels demonstrated
• the contributions of the outcomes and effects to quality Improvement
• the quality Improvement gains
• the demonstration of sustained gains
• the !;;::Jadthof quality Improvement gains.
• the significance of gains In terms of their Importance 1.0 the company's

business
• the comparison with Industry and world leaders
• the company's ability to account Ior gains ln terms of specific quality

Improvement aetlons

17



MALCOLM BALDRIGE
NATIONAL QUALITY AWARD

EXAMINATION
CATEGORIES,

SUBCATEGORIES
AND POINT

VALUES

360

1S89 I=xaminatlon Categories/Subcategofies
Percent

Maximum Points or Total

iKiJjR!i"l§i~l:!!~a_a4)i_R'iW1iE~'ldasFJ
1.1 . Senior Management 30
1.2 Quallty Values 20
1.3 Management System 50
1.4 Public Responsibility 20

~~'!'AA!~I#LeEir.J~f!!ID"i'JI41~M£f4~H!*e~
2.1 SCf.lp8of Data and Information' 25
2.2 Data Management j 5
2.3 Analysis and Use of Date for Decision Making 20

mPIQMs[¥IIWii,WC~lln'!!R'Atv~l4li$WiG,!l!"1\IIGiI
3.1 Planning Process 30
3.:2 Plans for Quality Leadership 50

wooml!lcr@ii!fi.lmI33!i1I!r~:i['1~__ f~f.J
4.1 Management 25
4.2 employee Involvement 40
4.3 Quality Education and Training 30
4.4 Employee Recognition 20
4.5 Quality of Workllfa 35

~i'El!!ill!&~Gii!lmm;i#i.li.j:i*hlIUEir;.iiJ~ID!&§;\9(fr4-1iG!'lIfIMIPS
5.1 Design and introduction of 25

Products and Services
5.2 . Operation of Processes 20
5.3 Measurements and Standards 15
5.4 Audit 20
5.5 Documentation· 10
5.6 Quality Assurance of Operations and 25

Business Processes
5.7 Quality Assurance of 5xternal 25

Providers of Goods and Services

7.1

7.2
7.3

f<nowledgeof Customer Requirements
and Sxpectatlons
Customer RelationshIp Management
Customer Satisfaction Methods
of Measurement and Results

'fOTAl POINTS
18

;000

40

125
135



1989
EXAMINATION

1.1 SENIOR MANAGGMENT
1.1.1 (30 piS.) Describe the senior
executives' leadership. personal

Involvement and Visibility in
developing and sustaining an

environment for quality excellence.

1.2 QUALliY VALUES
1.2.1. (20 pts.) Descrlba the

company's qU1;1iil7 ;;:~:.i~.'\how they
are projected In a conslstent

manner, and how "ownership" of the
values throughout the company was

achieved and Is reinforced.

361

The Leadership category examines primarily' how the senior executives create
and sustain a clear and visible quality value system along with a supporting
management system to guide all activities of the company. Also examined are
the senior executives' and the company's leaderShip and support of quality
developments both inside and outside the company.

Areas to Add~ess

a. extent of personal involvement in quality-related activities such as planning,
assessment and review of quality plans and progress, teams, giving and
receiving education and training, recognition of employees, learning about
the quality of domestic and international competitors

I

b. cornmunlcatlon of company's quality Vision to all levels, functional units,
and r)mployees

c. evidence of leadership to reinforce customer satisfaction as the priority
company objective and quality as a principal strategy

d. accessibility to and routine contact with employees, customers, and suppliers

e, communication (speeches, publi0ations, interviews) of quality exce'lence
outside the company: suppliers and other providers of goods alld services;
customers; national, trade, business, and professional groups: community
organizations; and schools

NOTE;: The term senIor executives refers to the highest ranking official of the organl;mtion
applying for the Award and those reporting r.iirectly to that offioJal. ..

Areas to Address

a. Written polley, mission, guidelines, other documented statements of quality
values, or other bases for clear and consistent communication

b. brief summary of the content of policy, mission, or guidelines that
demonstrate the. quality values

c. reinforcement and assessment of "ownership" at all levels

d. recent or present actions that demonstrate the status of quality values w:th
respect to other considerations of the busfness, such as short-term profits

• and schedules

e. approach to building the policies, mission, and values Into the leadership
process

19
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1.3 MANAGEMENT SYSiEM
1.3.1 (30 pts.) Describe how the

company integrates Quality values
into day-to-day management of

operations,

1.3.2 (20 pts.) Describe how senior
management creates and maintains
close cooperation across funr::tional

dOd departrnental llnes and at
df,l~rElt:\tbuslness tocatlons to

achieve qua:i:y objectives.

1.4 PUI3LIC RESPONSIBILITY
1.4. t (20 pIS.) Describe how the

company extends its quality
le':ldershlp to the external community
and integrates its responsibilities to

the public for health, safety,
~nvrronmental protection, and other

areas of business practice Into Its
quality poliCies and systems.

Areas 10 Address

a. clearly defined customer satisfaction and quality improvement objectives

b. roles, respon!:.lbilities Llnd involvement of all levels of management in quality
Improvemen:

c. allocation of resources to quality improvement and awareness

d. formal and informal reviews of status and plans

I.e. types of d.Clionstaken 10 assist units not achieving quality plans

I f, improv"menl of the quality management process

Al'eas to Address

a. description of cross-functional management processes such as
interdepartmental quality Improvement and problem prevention teams..

b. steps taken t~ foster effective cooperation such as use of "internal
customer' and user/provider techniques

c. key Indicators of Improved integration

Areas. to Address

a, prol11Otingquality awareness and teaching quality techniques to customers,
suppliers, stockholders, and other external groups

b. encouraging employee leadership and involvement in quality activities of
professional, local, national, trade, and business groups and in national and
International standards activities

o, full Integration of public health and safety, environmental protection, and
waste mana~ement requirements Into overall quality pollclas, systems, and
continuous Improvement objectives

d, company's leadership In promoting high standards In health, safety,
environmental protsctlon, and business ethics

20
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2.1 SCOPE OF DATA AND
INFORMATION FOR

"MANAGEMENT BY FACT"
2.1.1 (25 pts.) Describe the

company's information systems used
in the management, evaluation, and

planning 01 quality.

2.2 DATA MANAGEMENT

363

The Information and Analysis category examines the scope, validity, USe, and
manaqernsnt of data and Information that underlie the company's total quality
system, Also examined is the adequacy of the data and information to support a
prevention-based approach to quality using "management by iact,"

Areas to Address

a. scope of data: customers, suppliers. internal operations, quality indicators
for products and services, employees, competitive comparisons,
benchmarks, safety, and environmental

b. the process of determining those items to be included in the quality-related
information systems

NOTE: The purpose of this item is /0 permit the applicant to demonstrate the breadlll and
c:eoth of the data asseml;leci as part of its tot;-' quality management effort. Applicants
snould give very brief descriptions of the types of data under major headings such as
employees and subheadings such as education and training, 'teams. and recognmon.
Under each supheading, give a brief description of the data in the informs/ion system.
Actual data should not be reported in thi." item. Such data are requested in Categories 4.
6, and 7.

2.2.1 (15 pts.) Describe how the
company ensures mat t;,~ydata are a. steps to ensure validity

acourete timely, and available.

Areas (0 Address

2.3 ANAl..YSIS AND USE. OF DATA
FOR DECISION MAKING

2.3,1 (20 pts.) Describe how data are
analyzed for timely identification of

opportunities or problems, and used
for prevention.

-

; b. steps to ensure timely update

c. consistency and standardization of data

d. access to the information wherever and whenever needed

Areas to Address
a. principal approaches to identify opportunities or problems

b. root cause determination

c. design and analysis of countermeasures or remedies to address the root
causes

d. follow·up analysis to verify that countermeasures or remedies produce the
expected results

e. methods used In the analysis of data, Including statistical techniques

f. recent Improvements In the use of Information for quality management

21



3.1 PLA~"lING PROCESS
3.1.1 (30 pts.) Describe \;$

cornpany's overall planning process
for short- and long-term quality

improvement that will result in Its
retaining or achieving quality

leadership.

3.~ PLANS FOR QUALITY
LEADERSHIP

3.2.1 (25 pts.) Outline. the company's
approach to seleotlng quality-mlated
data for competitive comparison and
world-class benchmarks and how It

analyzes and uses these data to plan
for quality.

3.2.2 (25 pts.) Summarize the
cornpany's prlnclpa' quality priorities

and plans for the short term (1-2
years) and longer term (3-5 years or

more).

364

The Strategic Quality PlannIng category examines the company's planning
process fe, retaininq or achieving quality leadership and how the company
integrates quality improvement planning into overall business planning. Also
examined are the company's short-term and long-term priorities to achieve
andlor sustain a qualit'lleadershlp position. .

Areas to Address
a. relationship of quality planning to overall business planning

b. principal types of data, information, and analyses used in plannIng

c. inclusion of supp!i'Jrs, dealers, distributors and other external providers of
goods and services in planning and plans

d. selection of well-defined, well-coordinated priority initiatives or projects with
associateo quality assurance and project review plans

e, commitment of resources to projects
J

f. integrat1dn of continuous improvement activities of all work units into plans

I g, employee Involvement in planning

I h. planning reviews and adjustments Including reallocations

immovemsnl of the planning process

Areas to Address
a. basis for selection of criteria tor competitive comparisons and world-class

benchmarks

b. sources of cornpetitive and benchmark data

c. scope of competitive and benchmark data: product and service quality,
buslness operations, processes, employee-related, customer service,
and other .

d. types of analyses carried out on competitive comparison and benonrnark
data to plan tor quality

e. principal roles cornpetltlve and benchmark data and analyses plall In
company planning

Areas to Address

a. principal priorities and their re!atlonshlp to the company's quality leadership
objectives

b. how plans affect suppliers, dealers, distributors, and other external providers
of goods and services

c. resources committed to the plan

d. projection of major changes antfclpated in the company's competitive quality
position based upon Implementation of the plan,----------~~-------------~
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4.1 MANAGEMENT
4.1.1 {25 pts.) Olltilne (he company's
current and fwure {1-2 years and 3-5
years or mor.,', priorities lor improving

tho utlli:' .uicn of :'11 employees in
quall,y improvement.

4.2 EMPLOYEt~ INVOLVEME:lT
4.2.1 (20 ptS,) Summ;1Ji;:~)tte i~18a'JS

avallaH0 iN ai, ("nr;k lee'. to
ccnuibute t,; C;'. iii!,' t:; orcverncnt,

4,2.2 (20 pts.) Summarize and
assess trends in emplvY('lB

Involvement.

365

The Human Resouroe Utilization category examines the effectiveness of the
company's efforts to develop and utilize the (I'.; ~otentlal of the work force for
quality and to maintain an environment conducive to full participation, contlnuoui
improvem;,nt, 8.ndyersonal and organizational growth.-----~~--------------------------~--------~

Areas to Address

a. integrlltion of human resource plans with quality requirements of business
plans

"J, key strategies for increasing the effectiveness and productivity of all
emplo~Nl categories, including hourly and bargaining unit employees

c. principal priorities

d. how the eornpany manages, evaluates, and Improves its hurnar. resource
plans

e. m:,nagcment's role !n human resource utilization, ;reluding seeking
f€C 'jaClck (rom employees

r _.__ ._--_.. - Areas to Address

I a, apprcaches to enhanced employee authority to act (empowerment)

II. b. employee recourse In cases of potential quality dellclencles or comprornlses

, c. quality Improvement team participation: within functional units,
cross-functional, and involving suppliers and other external groups,
as appropriate

d. suggestion system or other opponunltles for employees to contribute and

I
how the company gives feedback to contributors

e. ease of access by employees te rnanaqerne syond lrnrnedlateI supervisors

~w the company encourages employee lnnovatlon

Areas to Address .

a. suggestion trends, adoption rates, percent 0'; employees making
suggestions, and other Indicators of contributions from all employee
categories

b. team partlcipatlot1--trends and Indicators of participation by all employee
categories

c. appropriate comparisons and assessment of current levels of involvement

d. how euectlveness and benefits of involvement and empowerment are
assessed

NOTE: See page 1 IS (or Instructions on how to respond to items requiring (rend date..
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4.3 QUALITY EDUCATION
AND TRAINING

4.3.1 (3D pts.) Summarize for up to 5
years the types of quality education
and training received by employees

In all employment categories.

4.4 EMPLOYEE RECOGNITION
4.4.1 (20 pts.) Describe hOW:M

company recognizes f)mployel)s for
contrlbutlons to quality lrnorovornent
and summarb:e trends in r:,,;r)gliition.

4.5 QUALITY OF WORKLIFE
4.0.1 (is pts.) Dp.$cribe how the

company safeguardc the health and
safety of employees, ensures comfort

and physio&1protection, and
maintains a supportive work

environment.

Areas to Address

a. approach to deciding what quallty education and trainine; Is needed

b. quantitaflve measures of types and extent of quality education and training,
:ncluding quality orientation of new employees, percent of emp'cyees
receiving education and training in each category, quality education and
training costs per employee, average hours of quality oducation and training
annually for all ernployee categories

c. emplovee cntegories selected \\.! receive epacial education and training inI fjtatistIcai and other quantitative methods, ;,nd rationale for sslection

d. methods for application of the knowiedoe and SKills acquired and
reinlorcement of quality eoucanon a.1d tr,:lining

,j. how the eftectivermss of quality educ, ion and training is evaluated and
improved

f. uvallabilil>' and utilization of education and training by suppliers, customers,
and other exter.nai groups, as appropriate

Areas to Address

a. type_;;of recognition, Includlilg opportunities for peer recognition

b. memcds for achieving overall balance-between Individual and team
recognition, and between individual obleetives €1M organizational objeotives

I.

c. how company assesses the effectiveness of types of recognition on
motivation '

d. data regarding percent of employees and teams recognized In different
employee categories ?y type of recognition

Areas to Address

a. analysis of root causes of accidents and work-related health problems and
prevention of adverse conditions

b. inclusion of quality of workllfe factors such as health, safety, satisfaction,
well·belng, morale and' ergonomics In quality assurance and quality
Improvement actlvities

c mobility, fleXibility, and re',ralnlng in Job assignments, e.g., when changeS tn
technology or work processes result In elimination of some Jobs

d. counseling and srnployee assistance

e. how employee satlslacti<m and the principal factors that contribute to It are
determined '

f. employee feedback on quality-related aspects of the r.ompany's operations

24
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5.2 OPSRATION OF PROCESSES
WHICH PRODUCE THE

COMPANY'S PRODUCTS AND I a. datdrmlnatlon, evaluation and Improvement of capabllltles of key process
SERVICES characteristics

5.2.; (20 pts.) D8scrlbe how the
processes which produce the

company's proouets and services are
controlled. optlmlz.ed, and maintained.

4.15.2 (20 pts.) Summarize trends in
employee well-being and morale.

5. '! DESIGN AND INTRODI .cno.:
OF NEW OR IMPROVE:[i

PRODUCTS j.\ND SERVICE:;,
5.i.1 (25 pts,) t)er;crib~1 110'ynow ()i

im;lrovod product,: ;]nd ::i<.'NI .es ,if,
deilned, deSi£lfiElCl and intrm" iced to

meat customer requlremt'i1t::; ,lrd
how proces'.;es are designed to

produce these products and services.

I';;
t,~--...-----------------" ---_._ /.
I:: "
! .

/;
I
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A(ea to Address

Trends and comparisons with industry averages, Industry leaders, and others
as appropriate In:

b. attendance

c. turnover

d; morale and satisfaction Indicators

Th", (Juality Assurance of Products and $eNices category examines the'
8y;;tematic approaches used by the company for tolal quality control of goods
;:mri services based primarily upon process design and control, Including control
01orocured materlals, parts, and services. Also examined is the integration of
qUill;r:- control wllh continuous quality Improvement,

Areas to Address

:i. ;~(mversion of customer needs and expectations to product, process, and
;.: :vice specifications

'l. 'nc:thod~; and their applications for ihe design, development, and validation
of products, processes, and services, Including testh19 and evaluation

c, de~:gn review taking into account factors such as safety, health,
anvlrenment, process reliability, product reliabUlty, measurements, and
standards

d. detailed control plan: selecting and setting key process characterlstlcs to
b controlled and how they are to be controlled

a.ps taken to 1'n.I.nlmlzeIntrodUCII.on time. and to ensure compatl.blllty among
sign, supplied parts and servlc~i'fl, manufacture, sal~s and service

j;-

I . Areas to Address

b. system for dEltectlng, correcting arid preventing upsets of key prOCI3$$
cheracterlstles

c. optimization of process performance, Including design of experiments

d. assurance of process reliability and availability

25
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5.3 MEASUREMENtS AND
STANDARDS r:OR PRODUCTS,
PROCESSES AND SERVICES
5.3.1 (15 pts.) Describe how the

accuracy of measurements used in
quality control is assured.

5.4 AUblT
5.4.1 (10 pIS,) [lAst.:rlbe auc;~and
other evaIUm;!)(lIMthods UC;(W to

assess !hi) put;';rmance t)f :: !',)
system tell ;;lsi;uring the quality )f

products a.nd f;~rvice1!. (eYSl '111av;il)

I

I,~•
5.4.2 (10 pts.) Describe methodii

used to assess the quality of
products and services. (product or

service audit)

5.5 DOCUMENTA1 I~

5.5.1 (10 pts.) Descrlbe
documentation and other modes of

"knowledge preservatlon" a'1d
transfer to support qUil:llty assurance

and qUality Improvement.

5.6 QUALITY ASSURANCE Or:
OPERAilONS AND BUSINESSPROCESSES
5.6.1 (25 pts.) Describe how the

quality of Internal support functions
and business proc(3sses Is assured •

368

Areas to Address

a. determination of measurement variablilty (precision and bias) In relation to
measurement requirements

b. measurement method validation to ensure capability to meet measurement
requirements

c. measurement quality assurance

d. standardization within the company to ensure compatibility

NOTE: Me<1~uremenls include both on-line end off-line measurements. For physIcal and
chemicar measurements used In laboratories and in production, indicate approa.ches I')
ensurino that measurements are ir;;ceable to nalional standards, for example, through
calibrations, reference mat(!rials, or other means.

~

.-'".""-
Areas to Address

. types and f.fcquenCy of system audits and who conducts them: company,
c~ .:\omt:rs, JJovernment, other .

b. what is Included in system audits

c. :.'llJpr<i<lch to translating al,dlt findings Into system Improvements

Areas to Address

e. types and frequency of product ,and service audits

b. other approaches used to assess product and service quality

c. approach to translating audit findings Into process lrnprovements

Areas \(1 Address

6.. documentation system supporting quality assurance, Including types of
documents and actlvlUes covered

b. company standardlzo.tlon·-ensul'lng consistency of operatrng practices
among facilities, where approp. iat~

o, timely update to keep pace with chanaes In technology, prMtlce and quallt~1
Improvement

d. revision and data r~tl;mtlon polfcy; disposal of obsolete documents

Areas to Address

a. how !nternal product and service standards are set for functions such as
research and development, finance and accounting, plant and fa.cillUes
management, marketing, sales, product service, personnel, and
administrative support

b. principal means for quality assurance

b. how quality Improvement Is assessed: types and frequencies of reviews

25
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5.1 QUAL.ITY ASSURANCE OF
EXTERNAL PROVIDERS OF

GOODS AND SERVICES
5.7.1 (25 ptz.) Describe how the
quality of rnatsn ..\!s, components,
products !:l'1d $;'; vi;:;()s plJrchased

from or providt.d by ,ther bustnesses
is assured,

369

Areas to Address

a. approach to verification that the company's quality requirements are bAing
met by suppliers, dealers, distributors, and other external providers of goods
and services

b. selection, lung-term relationships, numbers of suppliers, contrsotors, and
other ex(er(lal provlders of \:loeds and services

c. audits, inspections and certification procrarns

d. re:;ognitJon progrn.ms, education andiralning, and other assistance.----.---~---------~-.........-~~------

The Ouaf!tv Results category exarnines quality lewis and quality Improvement
base'.l ucon objective measures derived from analysis of customer requirements
and CXpiJ(;tations and from analysis of business operations. Also examined are
Curren: nuali:/ levels in relation to those of competing firms.
,-.-..-~~~•..-...-.- ..---------~-------------~~

6;1 QUJ.\~.•ITY OF PROlJUCTS
AND SERVICES

'6.i.1·(40 pIs.) Based upon l ey
product .and service quality measures

derived from cUstO!11!AS needs and
expectations, summarl:;:e trsnos in

improvement. c. connections between quality improvement results and Improvement prolects
\), initiatives .

Areas to Address

a. IW:lds Ii! key product and service quality measures

b. otht:r otljecllve measures of Improved quality

NOTE: Key product and service quality m$aSures ere the set of principal measurable
characteristics of products and setvlces, Including deliver! and after-sales services, which.
lak£H1toaelher, best represent the (aclors that determine custom!/( $f).tisff).clion. Examples
fncludl; measures of accuraoy, reliability, til71.:/iness, perfcrmance, behavior, delivery.
documentation and appe(Jrance.

6.1.2 (30 pts.) Based upon key r Areas to Address
product and .seNlce quality measures I

derived from customer needs and. a. bases for comparison such as Independent reports, analyses, company's
expectation, compare the company's evaluations
current quality levels and trends with
Industry averages, industry and world b. current quallty level comparisons

leaders.
c. trends and current levels and thefr significance In terms of the company's

quality leadership plans .

27
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6.2 OPER.ATIONAL AND
aUSINE:SS PROCESS QUALITY

lMPROVI:MENT
6.2.1 (30 pts.) Based upon key
measures of operating quality

summarize trends in Qllallty
Improvement and compare the

company's operating Quality :eve!s
with competitors and benchmarks.

6.2.2 {3~prs.) Sased upon key
measures of crodtJct and service

quality, surnmartae trenc, in
improvement In quaiity of suooties

and services furrHsheci by O:t'iU
cor,1pan;,;:.

6.3 QUALITY IMPROVEMENr
APPLICATIONS

6.3.1 (20 pts,) Summarize briefly
three appllcq,tlons or proJec,,,.mat

lIILlstrate the breadth and
effeotiven;r,ss of the company's
quality improvement aotivlties.

Select applications or projeots not
Included elsewhere In the company's

Award submlsslon.

·'iII
"

370

Areas to Address

a. trends In key operating quality measures for production activities and for
internal support for services

b. trends in key operating quality measures for functions such as research and
development, finance, plant and facUlties rr;;lOagement, fnarketin\:l, sales,
! .roduct service, personnel and adrnlnlsrrative support

c. comparisons with industry and world leaders

d. connectlon between quality lrnprovem, ..·'t resuits and improvement projects

NOTE:: Key measumJ or operating quo/iry are the set of principal measurable
C!1iltic:teris/ics 01business proce.9ses suc!; as uae of people, supplies, energy, and capital
rt'ltioC~t;din lead time's, yields, wast'?, inventory levels, rework of ptoducts and Services,
first·tinl£) succe,n rates, environmentsllmprovements, and other indicators.

1"--
I
i

Areas 10 Address

a, tronds In f{ey indicators of improvement In quality 01 supplies and services,
! b. brief explanation of significant ohanges In terms of the company's quality

I
improvement projeots or InitIatives • •

c. highlight awmd$ 1M company's suppliers and service providers havel ~~C~I~ed, and the role the company played In helping them Improve their

Areas to Address

Format for appllca'liol1 summaries:

a. reason for the application or project

b. number and type of employees and teams Involved

c. Improvement approaches and techniques

d. ras'ults and their impact

e. how Improvements are standardized

..
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7.1 KNOWLEDGE OF CUSTOMER
REQUIREMENTS AND

EXPECTATIONS
7.1.1 (40 pts.) Describe how the

company determines current and
future customer needs ,~nd

expectations,

7.2 CUSTOMER RELATIONSHIP .r-
MANAGEMENT

7.2.1 ;20 prs.) Describe how the
company prolJides customer service

and ensures its continuous
improvement.

:'.2.2 (20 pts.) Describe the
company's customer service/contact
standards, and how they are set and

rnodlflad.

311

• I • • " • II

The Customer Satisfaction category examines the company's knowledge of the
customer, overall customer service systems, responsiveness, and its ability to
meet requirements :md expectations. Also examined are current levels and
trends In customer satisfaction.

Areas to Address

a, process for Identifying customer constituencies, potential customers, land
their needs and expectations through interviews, surveys, and other contacts

b. other key data and Information used in determining needs and expectations

c. frequency, duration, objectivity. and depth of data collection including roles
and responsibilities

d. types of analyses performed on data and information

i e. sElgmentation by product and service features to determine the relativeI importance 01thesa teatursa . •

) f. how the'company evaluates and Improves the effectlveness of its
, oeterrnlnatlon of customer needs and expectations
L

Areas to Address

a. integration of customer servlce with overall management

b. ensuring easy access by customers such as toll-free phone numbers for
comments, assistance, and reactions

c. trackin-g system to ensure service responsiveness such as meeting
response time and other key standards

d. service and product follow-up and analysis

e. empowering customer-contact employees to resolve problems and to take
extraordinary measures when appropriate

f. t,echnology support for customer-contact employees

g. special training, recognition, and altitude/morale determination of
customer-contact employees

h. process for Improving customer service

I a. customer "Nlceloontacl 1sa::::::(:~:S:tand.rds are sal

b. deployment In all departments to ensure support for customer
servlce/contact

c. verification that service/contact standards are baing followed

d evaluation and Improvement of standards

e. employee Involvement In developing, evaluating and Improving or changing
standards

29



7.2.3 (20 pts.) Describe the
cumpany's commitments to

customers on Its explicit and implicit
promises t.oderlying its products and

services.

7.2.4 (25 PIS.) Summarize trends in
hon~r!ng commitments and in

Improving customer relationships.

7.2,5. (10 pIS.) Describe the
company's complaint.management

system and how it operates.

'7..2.6 ('10 pts.) Describe how the
company analyzes complaints and

translates them Into preventive
actions.

7.2.7 (20 pts.) SI.HT,marize and
explain the company's complaint

trends.

II
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Areas to Address

a. guarantees and warranties: cornprehensfveness, conditions,
understandability, and credibility

b. other types of commitment and their meaning

c. changes during the past 3 years In warranties, guarantees, and other
commitments made .by the company related to improved qualily

d. com parlscn of commitments with those of competitors, Including significant
relative changes

Areas to Address

a. trends in key indicators of commitment such as field service, returns,
refunds, replacements, repair, repeat services, responsiveness, warranties,
and guarantees -

b. explanatiQ~ of trends in terms of changes in commitments and quality of
products and services

c. trends in key indicators of success in improving oustomer-relatlonshoe and
service/contact standards

Areas to Address

a. coordination of complaints made to different parts of the company for
central review and analysts

b. ensuring easy access for customers to complain

0;- active complaint and customer feedback sollcltation

d. ensuring that most complaints are resolved promptly by customer-contact
employees

e, aQalysls to understand market consequences of unresolved complaints
for policy review

f. process used to Improve the complaint-management system

Areas to Address

a. complaint analysis process for root cause determination

b. dissemination of complaint Information and analysiS to relevant
departments for prevention

b. Improvement of standards, processes, procedures, systems, or Instructions
and information lor customers

Areas to Address

a, complaint trends with explanation of significant changes

b. changes In resolution approaches and resolution times

c, ocrrelatlon of retention of customers wlth complaints and complaint
resolution .

30
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7.3.5 (30 pts.) Summarize the Areas to Address

ccrnpany's trends in gaining and
losing customers. a. turnover/retention data and indicators

b. gains and losses relative to size of markets

c. sources of gains: referrals, experts, product and service Improvement

d. sources of losses: dissatisfied customers, competition, price, other

7 3 CUSTOMER SATISFACTION
METHODS' OF MEASUREMENT

AND RESULTS
7.3.1 (25 pts.) Describe the

company's methods for determlnir1g
customer satisfaction.

7.3.2 (30 pIS.) Briefly summarize the
company's customer satisfaction

trends.

7.3.3 (30 ots.) Compare the
company's customer satisfaction

results with those of competitors in
similar markets.

7.3.4 (20 pIS.) Describe how the
company monitors gatns and losses

of customers and analyzes this
Inrormation for quality improvement.

.. ...

Areas to Address

a. selection of key indicators of satisfaction

b. type and frequency of methods used

c. procedures used to er ..ure objectivity and Validity of data.

d. segmentation by customer type, if appropriate

e. methods used to analyze customer satisfaction data

f. translation of customer satlsfactltm Information Into quality improvement
activities

Areas to Address

a. trends In customer satisfaction Indicators and significance of the trends In
terms of improvements In the company's product and service quality

b. trends In adverse Indicators such as claims, recalls, returns, liability
JUdgments. Briefly describe how major issues were reset ed or
current status.

c. trends In compliance with federal, state, and local health, safety, and
environmental regulations. Briefly describe how major Issues were
resolved or current status. .

Areas to Address

a. comparison with Industry averages, industry and world leaders, as
appropriate. Give bases tor comparison.

b. surveys, competitive awards, recognltron and ratings by Independent
organizations. Briefly explain surveys, awards, recognition, and ratings.

Areas to Address

a. en'surlng validity and objectivity of monitoring methods

b. Identification of key product and service features that determine customer
retention

c. translation Into quality improvement
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APPENDIX 22
UNIVERSITY Of THE WITWATERSRAND, JOHANNESBURG
Private Bag .3, WITS 2050, South AfrIca • Telegrams 'Unlwlts' • Telex 4-2712SSA • Telephone (01 I) 7(6.111 1

5419
23.08.90

Dear
PJ:h~. STUDY_QN TOTAL QUAlJiTY MANAGEMENT

May I take this opportunity of thanking you and your staff very
much for agreeing to participate in this pilot study. Your co-
operation and assistance are very much appreciated.
The pu~ose of this study is to gain an insight into the extent
to which the principles of total quality management are applied
in a paX'ticu]'armanufacturing industry.
I would aPPreciated it :if you would distribute the questionnaires
and coveX'ing letters in the manner agreed vis: to executive and
functional management.
shoul.d :tou.have any problems ,with the questiOl'maires, please do
not hesitate to contact me at 011 - 716-5419/55~1.
Ple,ase could you keep all completed questionnaires at your
office, and i will make arrangements to collect them.
Thanking you in anticipation.
Yours sincerely

MATTHEW GROSSETT

Thl' UtllV<'I',It~01 tile W!twJlcrsrJllcl n'jens riI' 1~1I1ilI1CIracial ""nrl'n,llion, It I, (OIl1IllIlINI to t\ntH11,nIt11IIhlllOIl P;\ttl, lIl'lIly ln the ruustttutron
01 It~ student body, In tilt' ;dl'r:t!ol\ and promotlon or It~ st.lfL i\ne! In lis ,1dmlnl.~I'JlI'ltl,
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INSTRUCTIONS TO PILOT STUDY PARTICIPANTS

1. Please will you answer the Questionnaire

2. please will you write any critisim you have of either the
covering letter or the questionnaire on the dOCUlIlel').t
concerned.

3. The attatched sheet, marked APPENPIX-A,provides an
explanation of the issues which are adressed by the accompanying
section in the questionnaire. plel:1seconsider the extent to which
the issues identified in APPll:NDIX-Aare adressed by the
corresponding questions in the qUestionnaire.

4. Ather aspects to consider include;
structure
lack of clarity/understanding
granunar/ spelld,llg
time to complete
relevance
relevance/applicability of questions

etc

MATTHEW GROSSETT JULY 1990

,..
\
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APPENDIX 23
Ul'IIVERSITY OF THE WITWATERSRAND,JOHANN~SBURG
Prlva1c Bag ,'5, WITS 2050. South AfrlcG\ • Telegrams 'Unlwlts • Telex 4-271 25SA • Telephone (0 i I) 716-11 II

5419
23.08,90

Dear

TOTAL QUALITY MANAGEMENT SURVEYS

May!take this opportunity of thanking you very much for the
time whic.ll you have given up to provide me with an insight into
quality aasurance within yot'lr organisation. your co-operation and
assistanct:1 are much appreciated.

As you at:e no doubt aware, quality is very important in; your
industxy. In the industry in which yo~ are employed, as in may
otl1.ers, quality plays an important role in determining the
sue/cess of the organisation. Where products are perceived by
cuseomexs to be il'lfe:dot.;"in quality, their is little chance that
they will sell. The purpOSe of this study is to collect
information on the quality improv$:oo.entpractices employed in your
organisation.

AS you work through the questionnaire Youwill find some sections
which ask questions about yourSelf I while in otherS you are asked
your opinion. F.or these opinion questions there are no right or
wr(>nganswers. What is important is to know just what yOUth:i,nk.
Your answers can be completely frank. ~our narne will not appear
anywhere on the questionnaire. The qUestionnaire will take yoU
about fifteen minutes to complete.

On completion of the questionnaire, please place it in the
envelope provided and seal it. Completed questionnaires are to
be handed in at the quality assura~e department manager before
the end of the m.onth.

Thanking you in antiCipation.

YOurs 13incerely

~dATTHEWGROSSETT

The llnh'i'l'iliy III the Witwatersrand rejects <TJriSll1m,d t.1(lill SCllrl'gatillt1. Ills u)nlll1ll!,'d to non-dlscrlmtnatlon p,\tlltul,\TiV ln till' tllt"tllllll;;~
of Its student hmly. In Ill. sclectlon i1I1dpromotlon Of lis St<l([,Jnd In lis ,l<lmlnistratlon,

t
1
i
I
I
~
I



APPENDIX-14

TABLE 14.2. RESPONSES BY FREQUENCY (#) AND PERCENT (%)
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UNIVERSITY or TH~ WITWAT.ERSRAND, JOliANNESBURG
.. tvatc Bag 3. wrrs 20Se. South Africa • Telegrams 'Unlwlts: • Telex '1·27125SA • Telephone (0 I I) 716·11 I 1

5419
23.08.90

To whomit may concern

PUBLICATION OF RESEARCH FINDINGS

I would like to express my app~~ciation to you for your
assistance with the research project for mYM.Com.degree at this
university.

I agree with :your stipulation th'lt I will not publiflh any of my
research findings with regard to your organisatl "n, other than
for examination purposeS, without your prior p~,.:Aission.

Yours faithfully

MATTHEW GROSSBTT

Tile lIniw,"U, "r Ill" Wllwal,'rsmnrl I('J(',15 r~'l"l)l ,lr,d rat!ill .'>l'!l,,'g,lIloli. It I~commlttedto 1I<)11-<1I,,,lInln,,l1ol1 pallllublOY In tile ({Institution
<)1its student hoel)" III tlu- ,d,,, llon Jnd prornotlon "r It"' stnrr. .md ill 11sadmlntstratlou.
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~?PENDlX24

THIS SURVEY 'WJC:LL BE '.I.'R.'BA"J.'ED IN CO:mr:rDimCE

INSTRUCTIONS: 'It lilne:re the natu.re of the ('[uestion requires
that: the answer be indioated on a scale,
plealJ~e indicate YOUR anllJWerby :making a.
C:t"O(lIS Ilt the relevant };llla(:!e on the sc::lale.
For .E!Xtunple:

... Where t:.he ;answer requ,:ILl::4as a yes rx-)
or :no ,N) or don·t knOl~/:1;10).res:pol'lSe, simply
cross the relevant a'lrI13,«p'er" ti'or ~.xa:mple:

Q. MCIS,t hnmant" llave two (2) le;~IiJ? •••••••• Y 111' D
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A. Does your company have a formal
qual! ty poJ.icy? .•••••.•••••••••••.••••••••.•• Y N :0

B. If YES, does this policY contain:
(i) a brief seatement of corporate intent

as to quality II '" ill • Ill' •• ' • " III .. I .

(i1) the minimal actions to be taken by
compa~y ~ivisions with respect to
qual ity .. 00 ;. Ct ,. "- • " ••.•. "

(iii) Interdivisional relationships
concerning quality .••••••••.••.•••.•••

(:Lv) relationallips of quality policies to
other company policies ••••••••••••••.•

'l N D

Y N D

Y N D

Y N D

C. Have you signed a copy of this policy? .,••.• Y N D

:0. H;'7.veall the major departments in your
organisation drawn up their own {(lOre
detailed quality policy based on the
organiaat:l.on~wide policy? •••••••• I • • •• • • • • • •• Y N D

E. If YES, do these policies apecif:tcall:v
indicate eXllected quality responsibili.ties? • '!t N D

F. In YOU:R definition of quality, t'lhich0:1:
th~ f.ollowin~ concepts are included?

(i) conformanoe to requirements ••••••••••
(ii) quality is intangible ••••••••••••••••
(iii) quality is an organisat.ion-wide

OOI-leapt ". ft , " •••• Q "' 4

(Lv) prodUcing 6. c;rc:alityproduct invol'.ves
both quality of design and quality of
oonfOX1nance' !II,.,. II .... " " it ,. " .. t II ..

(v) other \I 411 .. It .. " " " 11 ..

.. .. .. .. .. " .. ~ Ii .. II .. ".Ii , .... 6 .... " .... tI ... t ... " ...... " .. It ...... _ , .
• '.!J ... ., .... " ........ " 0( II .... oil ... it ...... e .... _, .. " ...... iII .. ".

!' N lJ
Y N n

Y N n

y N lJ

F. Do you and your subordinate~ have ~cceas to
a q:u.a.litymanual whic.b.e:itpIcd.nse>:--vected.
qual:l.tyresponsibilities, quality proceduit'es
and quality e;lCpectati<)lls?•.•••••••••••••••• Y N D
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"?hen decidtng :what constitutes a quality
produot t (~ust,pmer requirements must be known.

rr[:l::==S~!~~===~~~===;==l===y~~~~~=A=..=g=~l:'~e=.=;::::;='..['I:;~fs:~;:: IDisagrae ~m~~;~
G.

Whendeoidin,g wj\lat ocmstit'lltes a quality produot,
proCl.uctioxl SP(~di£ications must be known.

0,trongly Agre:=I._~'II.r agree ))i•• grea ~trOnglY
agree . nor disagree disagree~====~===-===.--~==.==~==========~======~~

II.

A. Do YOU know what hhe key quality requirements
of your ouetome:t.'sare? .••••• , ••••.•••••.•• 'It N :0

Xl.

a. If YESI ho'war~~ th\~se requirements mude
known to you'l"

(1.) from survey resu.'lts given to us •••••••••• Y N D
( :Li) otb.er" ., '0 iii " " .. :to I,) Ii .. 0 n \iI II, ...

Ii' • .. '. , • 11 .. Q • " ~ • • .. .... 11' • ,. .......... II .. • ifo .... II , ......

C. :t oonsider the f()l.lo\lTingpeopl,e to be my oustomers?
(i) my subo:rd.:l.natlf.)S•.•••••••••••. ,........ Y N D
(ii) the people wh,) buy OUX' oara •••••••••• Y N D
(iii) I don't ha~,I"eany ••••••••••••••••••.•• Y N D

60% 80%

III.
A. Whois responsible t;or quality in your organisation?

(i ) individual de;l;lartment$.

20% (10% 100%

I
l
I

the dentx'o.l quality department?

(iii) other. (please. speoify; .. ".' ' , .
1'1 • • • It " " • " • " ., • • " " • • " • .. ~, I' • .. .. • • .. • • , i '. • • " • " " • • , ~ • • • 110 ••

" •••• " •••• " tI •••••• 'to" lit' ",. iii'" •. 'it"" " •• It;." .' ..
• .. • • • • " • 41 fI • " " .. • 'iii • • II • .. Ii • " • • • • • "'... • •• ' • " • ~ ,. • ..'. • " • it " ... ,

r
l

".0; •••• "". III."" 6:. 'Ii, (I ••• " ,\" .'. 1;", Iii." .. """ ..... """.".,,, illi •

•••••••••••••••• 0 •••••••• "., ••••••• , •••••••••• ' .....
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B. If an employee detects a quality problem on the

production line, does he have the authority to
stop the production line? .•.•..••..••...•.• ·1t 1;'. D

IV.
A. no"""OfCEInd.o YOU participate in quality team meetings

in othel.' departments in the o:r.ganisation?

20% 40% 609" 80%

.8. Do you personally ever give your subordinate
management training on ~lality? .•.•.•...•••• Y N D

C. If YES, hOlfloften?
G;.kli~~o~~eekly~:;==M=o=nt:=.h=l""'·y=· ==;=1=S=:i,=x=:m=o=n=t=h=l=y=rJ=!_=ea=r=l=y==J91

D. I cQnsiJer ~\ality to be on a par with other
orgbnisa'4;:ional f.unctiollS, such as finance?

trongly Agree Ne~.ther agree Disagree _ . ds:.,.rsoa.nggr.elYe1.1agree nor disagree •

E. I involve subordinate management.in m,y decision-making
wherever possible?

~o. ngly Agree Neither a.g.ree Disagree Strongly If
I!::~===§!g=r=e:::;e:::;=;::!;:::=====!::===n"",o=r=d=i=:s:;:::a=g=r=e=e==l======.disagre~

:Ii'. I appraise subordinate managementon the.~:cwiUingnesl!!
and abiJ.it.y to involve their $,ubord:ht'lte~, in the

decision-making process?

Strongly Agree Neither :;ee 1"1 ~i~agr~ I S.•tl:,ongl;]]
agree nor .diilagree L; . _L dis,a.gree

; .,., .-
G. :t appra.ise subordinate ma.nagemEllIlton their suocess in

~.:mp;ro\dngquality in their depar.t:ments?
rS;:;;ngly Agree l~e,i.th~lr~g:ree ;-;:;:r=--';DiSag.·.:;-T-s~ronglY.]
~e nor disagree L __i_d:l.aa,gree==-=_ - - -_t=-_ ~_ ...__
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H. In sett:l.)l,\ggoals, do you insisl: on subordinates

setting quality goals, in addition to quantity goals?
1F==s=t=r::;o""'n::::g=l=y==r~=A=g=r';~Neither agree nisagr:e Strongly

agree _l nor disagree disagr~a

v.
A. Does your organisation calculate a cost of

qltali ty :Inmonetary terms? .••....•..•.••.••• Y N D

IF JES, ANSWER QUESTION B. IF NO, PROCEED TO QUESTION C.

B. Which of the following elements are
inclmled Ln your organisations dalQul.ation of
the cost of quality?

(:I.) prevention costs, incurred in Preventing
defects from occurring, such as quality
audits; preventative maintenance; design
re,,!ews etc? 'II'." Ii ., • " • Of 0 iI e ,. Y N D

(ii) appraisal costs, used to determine
conformande to requirements or
specification? ••••••..•••••.•••••.••. Y N D

(iii) failure dosts; the co~ts incurred as
a reS\1.lt of things not conforming to
reqllirements the first time? •..•••.•. Y N D

C. Whocalculates the ccse of quality?
(:I.) the accounti:ng'depart.ment •••.••••• ".. Y N n

(i:i.) the quality department ••••••••••.•.•. Y N D
(iii) your departm~nt itself •• ~••••.••••••• Y N D
(iv) otber (please specify) •••••••••••••.•

•••••••••••• t ••••••••• tiltlo •• ti •• "' •••• ·!i>·
, ••••• ".Q.lill·tI '•••••••••• ··.O •...... , t.~ ti •••• ti •••• ; •••• ti.i.1i

.fiI'·It ••• It ••• t .. it .••• , • ., •• ., ti.;CI.YCl ••

D. Is the coat of c;r~'a·1.i't:yma6ekno\~lnfOX'all
membersof your or!:ranisat:l.onto see? •••••• Y N \D

E. J:f 'tEl,S, how?
(i) graphioally ...; " "..III ..

(ii) inwriting " " ' .. 0.4.'1

(iii) verbally ... " ,.. ,l.·.· ....•...... ;....

Y N 0
y N D
"I. N D
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F.

~
Daily

G.

How often is the cost of quality calculated?I Weekly I=.I Monthly I Quarte=r=l=Y==:;=~=:=!:::::.;=·i=y===i1

Does your organisation monitor
its employees attitudes on quality? • ~ .... 1\ ., ... Y N D

H. If YES, how often are such attitude surveys
undertaken?
Monthly Quarterly I Half-yearly I yea~l~11

I. In these surveys, are:
(i) trends regarding employee attitudes

towards quality monitored .•••••••••• y N D
(ii) levels Of employee understanding

of the quality improvement process
mon! tored ~"o. ,t .... " ., ., • II ••• ., .. ,. • " '+ • • • •• '1' N D

VI.
A. Are you a member of some form of Quality

Improvement Team? •.•.••••.••••••.••••••••.•• Y N D

IF YES, ANSWER QUESWrONS a ~ L. IF NO, MOVE 'l'0QUESTION M.

B. What:La the she of the team whioh you :belong to?
liI~J§Jill I9 110 III 11i: 113 I~~115 116 Ii]

C. Are the member~ of your team from the
same wo:r:k. area? .,.' ...... O' •••••• " .. .,., ....... "........ Y N 1)

D. Who ~LI3
(:L)
(H)

( :i-:!.:.I.)

the leader Your team?
t;he team s'Ul'erV1sorIlllanager•.••••••••
a Shop etaJ,ll1ard 'iIi II ., ....• '-0 Ii "

an electeCl member ••••.•.••.•••••••...
y )~ 1)
y N n
Y N X)

E. How is
(:I.)

(ii)
(iii)

the team leader llppointed?
elected by fellow team members •••••••
appointed by senior management •••••••
other (please speoify) •••••••••••.••

Y N :0
Y N D

,. " " " It , " " " " It • II it " " " " , " 0 • " •

••• , " •.••• · ~.~ •• e •••••••

• ii •••• "" ·~ •• · ••• G •• ".".,. •••••
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F. HOw often does your team meet?
Oaily ] Weekly Two-weekly

G. To what extent does your team have the authority to
decide what qua.lity problems to investigate?
0% 20% 40% 60% 80% lOO~6

additions: •.••• •••• o •• ".;i •••• IJI ".Ij~ •
• ,. .. " .. it ... 0 ....... Ii ..... " ....... '_ •••• " ....

••• ~t •• 'i ••••••••••

• • • .. • .. iii ,. • Ii II . • " .•• : .• Ci

• .. " \iLi Q... ... '" .....
•• II " •••• o· • " ••••• .... ,. . "

H. noes yoUl.·
sol.ut~.ons
oondit:.ions?

to
team have the

identified
authority
problems

to implement
without

.... ,. jJ •••. a, •••••• " •• Y N
any
D

:to IS your quality improvement team gUided
by a central steElring committee? .,•••••.•••• Y N D

J. Xf NO, ;fl:omwhere do they reoeive t:heb:
direotion?
(i)
(H)

Upper management ••.•••.
the quality department •••

.. <II ....... II Y
Y

N 0
N D...' .... '" ..

DoeS your organisation have 1.1ross...funotional
quality impro,rement teams? •••.•••.••••••••••• Y N D

L. If NOT, hoW' dOeS :l.tmaintain cross-functional
quality improvement? ••.•••..••••.•••••••••.••..... ,. ij .. • ... Ii .. " ••••• " .. • ... ·If " ••• Ii ........... • ., II ... ., ., • III • ., •• ., .. .. 'l1 0 Ii .. !;'

4. .... • ~ ., oj Ii • Ii • ., .... e •

, • " Ii • .. iii 1Ii_ Ii Ii

• * 0·' ., • ;, " • It • ., ~. '" ••• ., Ii Ii " • ,. • Ii ... Ii Ii ••

M. Are t,he members of your organiaation
given, training aimed speoifically at
quality imp:r.o\"ement?••• I ••••••••••••• , , ••••• Y l~ 0



N.
~

In 'which elf the following areas is training
pro"'.J'ided?

(i) job skills ••.••••.••...•••..•.••..••• y
(ii) problem-sol'v-i:ngtools ••••...•... ,••• y

(iii) statistical procesis control •.•.•••.• y
(iv) importance of meeting specifications. Y
(v) interpersonal relationg ••••..••••••• Y
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liT D
N D
N D
liT D
N D

o. Is the training: (i) ongoing ••••.••••••.••••• Y
(ii) once-off ••....•••...•.•• Y

(iii) provided as needed .••..• Y
N D
N D
N D

P. Do you recognise you~ subordinates for
contributions to quality improvement? •••.•.. Y N D

Q. If YES, what form of recog~ition is
provided?

(i) financial . III • e , Ii " ••• ~ 0 ••• Ii • Ii •• ea. Y N D
(ii) non-financial Y liT D

R. Are your subor.di:nate!3provided with incentj,ves
to participate in quality improvement? ...•.• Y N D

S. If YES, what type of incentives are provided?
(i) financial: ..Ii •••• :a a (I, •. ~""'.' III" Y N n
If YES, please specify: ..•••.••••..•.••••
Ii III III III III" .. " •• III III •••• _t III •• III •• III • " •• III ., ................ -.- _ .

(i:l.)non-financial: Y liT D
if YES, please specify: .•.•••••.•.•• ,•••••. ·.···.... ·f.··· .....·;.··~····....."...·····II:..II •.• , •.•

• • • • • • ,. ,. •••• ,. II .. it 0'. Ii • ,. ,. .
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APPENDIX 25

Matthew Grossett
Dept. Business Economics
Wits
2050

Dear Participant
RE: TOTAL QUALITY MANAGEMENT SURVEY. INSTRUCTIONS TO PILOT

STUDY PARTICIPANTS

Please note that this questionnaire is composed of SIX ser~ions.
The are to be adressed by each section is described belrw. While
completing the questionnaire, please pay attent:i("Inrc wnether the
quesLions in each section do in fact address the areas they are
intended to.
Section 1 - This section is designed to identify two elements

of the quality improvement process:
(1) the extent of the respondents understanding of
what constitutes a quality product, and (ii) whether the
organisation has a specific quality policy and the extent
to whiCh this policy has been distributed to management.

Section 2 - This section is designed to identify che importance
which management attach to customer requirements as
a component of quality. A further important objective of
this section is to identify the extent to whiCh management
are aware of the requirements of their customers.

Section 3 - This section is designed to identify the extent to
which the responsibility for quality has been decentralised
or to the point of production.

Section 4 - The purpose of this section is to shed some
light on the manegement style being adopted in the
various plants.

Section 5 - The purpose of this section is to investigate the
level of understanding and utilisation of the cost
of quality in the various plants.

Section 6 - 'rhe purpose of this section is to investigate the
effectiveness of the organisations efforts to develop and
involve the work fljrce in the quali ty improvement process.
Included is an investigation of the extent and nature
of employee involvement in quality improvement, recognition
:Eor aChievements in the quality field and the nature and
extent of quality education provided.

Thank you for your participation.
MATTHEW GROSSETT

I'
\)
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