General Operations Management

Understanding
Quality

COURSE OVERVIEW

What is quality? One good answer is: quality
is whatever the customer wants it to mean.
Only by understanding the meaning of quality
to your customer,

can you find ways to improve the quality of
goods and services you provide them.

YOU WILL LEARN HOW TO

*» Explain what quality means;
* Describe the benefits of quality
improvement and identify the costs
of quality;
Explain the elements of Total Quality
Management (TQM);
Implement teamwork for quality
improvement.

WHO SHOULD ATTEND

The seminar Understanding Quality is
designed for business owners, managers,
and quality personnel of small and medium
sized enterprises (SMEs) who want to use
quality as a ‘strategic weapon’ for their
companies to survive, compete, and grow.
The course is applicable to those who are
responsible for implementing quality in their
companies. Other staff are also encouraged
to attend the course for better contribution
to their companies’ quality activities.
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i Course Content

1. Quality and Customers

Defining Quality

Design Quality and Process Quality
Quality Systems

Why is Quality Important

The Cost of Quality (COQ)
Reliability

Quality Management System

2. Towards Total Quality

Quality Concept Ages Ago

What is Total Quality Management?
Focus on the Customer

Continuous Improvement

A Commitment to Quality

Teamwork and Trust

TQM and Small and Medium Enterprises

3. Quality Improvement Teams
Approaches to Quality Improvement

Working as a Team
Getting your Team to Work for Quality



General Operations Management

Achieving
Quality

COURSE OVERVIEW

“How can | keep quality under control while
maintaining competitiveness in the marketplace?”
iS a question many owner-managers of businesses
ask themselves. In this workbook, you will have
a chance to explore aspects of quality
implementation in your organization, quality
system standards as well as the techniques and
tools used in quality control. All can assist you in
maintaining your competitive edge!

YOU WILL LEARN HOW TO

» Explain the four basic principles of QMS
based on ISO 9000;
Describe the stages in applying a QMS;
Carry out simple statistical and probability
calculations related to quality control;
Demonstrate how the techniques of
Statistical Process Control (SPC) can be
usefully applied to work processes;
Describe five basic statistical tools an
explain how to apply them in quality control

WHO SHOULD ATTEND

The seminar Achieving Quality is designed for
business owners, managers, and quality personnel
of Small and Medium sized Enterprises (SMES)
who want to use quality as a ‘strategic weapon’
for their companies to survive, compete, and
grow. The course is applicable to those who are
responsible for implementing quality in their
companies. Other staff are also encouraged to
attend the course for better contribution to their
companies’ quality activities.

i Course Content

1. Principles and Application
of Quality Management System (QMS)

The 1ISO 9000 Quality Management
System Standards

2. Quality Control and Statistics

The Mean (or average)
The Range

The Standard Deviation
The Distribution of Data

3. Statistical Process Control
Sampling

Probability

Acceptable Quality Level (AQL)
Control Limits

Applying the Techniques

4. Basic Statistical Tools for
Quality Control

Check-sheet
Pareto Chart
Scatter Diagram
Flowchart



General Operations Management

Auditing
Quality EICourse Content

1. Overview of Audits

Audit

The Types of Audits

Roles in the Audit

Auditors’ Skills and Attributes

COURSE OVERVIEW

Continuous quality improvement means
measuring your achievement towards a set
objective and taking proper action if necessary The Audit Plan

to improve the situation. Carrying out audits will Preparina for the Audit
determine whether your actual practice complies P g_ .
with the stated requirements. The Opening Meeting
Carrying out the Audit

The Closing Meeting

2. Phases in an Audit

YOU WILL LEARN HOW TO

Explain the functions and purposes of

audits; ) . )
Identify the skills and attributes required 3. Audit Report and Corrective Action
for an auditor; Interim Reporting

Describe how to plan and prepare for audits; Audit Report and Evaluation
(E)a(erfﬁglg_%uih:u(msthods and skills for Corrective Actions

List the key elements in an audit report; Monitoring and Verifying Corrective Actions
Describe how to recommend, follow up and

verify the results of corrective actions.

WHO SHOULD ATTEND

The seminar Auditing Quality is designed for
business owners, managers, and quality personnel
of small and medium sized enterprises (SMES)
who want to use quality as a ‘strategic weapon’
for their companies to survive, compete, and
grow. The course is applicable to those who are
responsible for implementing quality in their
companies. Other staff are also encouraged to
attend the course for better contribution to their
companies’ quality activities.




General Operations Management

Controlling
Physical
Resources

COURSE OVERVIEW

The success of a business depends more on the
way its resources are used and organized than
on the amount of available resources. The
organization of resources is largely what the job
of management is all about. This workbook looks
at various aspects of physical resources
management, including acquiring, stocking,
managing and security.

YOU WILL LEARN HOW TO

Describe how the five steps of managing
resources are applied for four types of
resources;

Explain some ways to better manage
equipment resources;

Explain the basic principles of stock control;
Describe six important principles of security;
Apply stock management and control
techniques to increase the effectiveness
of your organization’s stock.

WHO SHOULD ATTEND

The Controlling Physical Resources course is
designed for top and middle-managers of small
and medium sized enterprises (SMEs) who are
responsible for managing stock, one of the main
components of a company’s operations.

i Course Content

1. Types of Resources

The Organization’s Resources
Resource Management
Human Resources

Financial Resources
Equipment Resources
Materials

2. Equipment as a Resource
Making Plans for Equipment
Acquiring Equipment

Arranging Equipment

Using Equipment

3. Materials as a Resource

The Basic Principles of Stock Control
Materials Planning

Materials Purchasing

Security

4. Managing Stock

Determining and Controlling Stock Levels

Categorizing Materials to Establish
Management Priorities

Rotating Stock

Receiving Goods

Issuing Goods



