BS7xxx: Quality Management, Systems and Processes
	
	
	
	
	
	
	
	

	2.
UoW Credits
	20
	Level:
	M
	Status 

	C
	
	

	
	

	3.
Subject
	Business Management
	Type:
	Taught and Independent Study

	
	
	
	
	
	
	
	

	4.
Pre-requisites

      Co-requisites
	None
None

	
	
	
	
	
	
	
	

	5.
Aims/Learning Outcomes.  Upon completion of this module students should be:

a) fully conversant with the conceptual and definitional problems of the term ‘quality’;

b) capable of assessing the major models of quality in the literature;

c) able to evaluate different approaches to quality i.e. standard setting v. Continuous Quality Improvement;

d) familiar with the uses and shortcomings of the major models, tools and techniques of quality management including benchmarking, EFQM, SixSigma 

e) able to draw lessons from the successful and unsuccessful implementation of TQM 

f) capable of analysing the utility of the concept of ‘customer’, particularly insofar as it varies between services offered by the private and the public sector;

g) able both to operationalise and to extend the techniques available for the measurement of service quality;

h) (h) able to have the capacity to evaluate the approaches to quality followed in the UK in the light of
     European experience.

	

	6.
Catalogue Summary

The course will examine the ‘classic’ contributions to quality in the light of the contribution that they make to TQM and BPR.  There  will be a particular emphasis on the problems of quality operationalisation and quality measurement and the implications that may have for the implementation of a quality improvement programme.  Customer Care will be examined in some detail, both at the conceptual level and at the level of the formulation and evaluation of Customer Care policies in a variety of sectors.  The course will examine the measurement problems implicit in systems of quality management and will examine quantitative and qualitative approaches to quality measurement.  The course will examine the growing European literature upon quality processes and make an assessment of the cross-cultural approaches to quality improvement philosophies.

	
	
	
	
	
	
	
	

	7.
Assessment Pattern

Project
Examination 
	Weight %

50

50
	Pass Req

50% on Aggregate
	Comments

(Minimum 40% in each element)

	
	

	8.
Indicative Tutorial Team
	Professor Mike Hart; Dr. David Rush

	

	9.
Indicative Teaching Methods

Lectures, complemented by the use of video, guest speaker and case study analysis.


	10. Indicative Learning Activities

Weekly lectures & seminars
Tutorials

Student managed learning

Total:
	Hours

 36
   2
162
200
	Comments




	11. Sample Assignments

Examine the implementation of the EFQM model in both a private and a public sector case study.  Indicate in your answer:
· the particular advantages and disadvantages that you would see flowing from each implementation
· the generic lessons that are to be learnt about the philosophy and implementation of the EFQM model.
Open book examination.

	
	
	
	
	
	
	
	

	12. Indicative Outline Content

Concepts and models of quality (Juran, Deming, Crosby)

Tools and techniques in standard setting (ISO9000, SixSigma) 

Benchmarking

Case studies of TQM in a variety of settings

The EFQM Model

Quality Management process management

Customers - Internal, External, definitional problems

Quality Measures - Quantitative and Qualitative

Case studies of Quality Improvement (Commercial sector, Higher Education, Higher Education)

Quality in the SME

Generating a Quality Culture

European approaches to Quality Improvement.

	
	
	
	
	
	
	
	

	13. Indicative Reading

The module text is:

Dale, B.G. (2003), Managing Quality (4th ed), Oxford, Blackwells
Other useful texts are:

Beckford, J. (1998) Quality: A Critical Introduction ,London, Routledge

Blackburn, R., Curran, J. and North,J. (1997) The Quality Business, London, Routledge

Cygi, G., DeCarlo, N and Wliiams, B. (2006), Six Sigma for Dummies London, Wiley
Crosby, P. (1995), Quality without Tears: The art of Hassle-Free Management, New York, McGraw-Hill Professional
Edvardsson, B., Thomasson, B. and Øvretheit, J. (1995) Quality of Service: Making it really work, Maidenhead, McGraw-Hill

Gaster, L. (1995) Quality in Public Services: Managers’ Choices, Buckinghan, Open University Press

Joss, R. and Kogan, M. (1995) Advancing Quality: Total Quality Management in the NHS, Buckingham, Open University Press

Kanji, G.K. and Asher, M. (1996) 100 Methods for Total Quality Management, London, Sage

Molton-Cooper ,A. and Bamford, M. (1997) Excellence in Health Care Management ,London,

Oakland, J. (1989) Total Quality Management, Oxford, Butterworth-Heinemann

Pollitt, C. and Bouckaert, G. (eds) (1995) Quality Improvement in European Public Services, London, Sage

Zeithaml, V., Parasuraman, A. and Berry, L. (1990) Delivering Service Quality,New York, Free Press

Websites:

British Quality Foundation: http://quality-foundation.co.uk
American Association for Quality: http://sixsigmaforum.com



