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Dear Student 

 

1 INTRODUCTION 

We have pleasure in welcoming you to this module in Quality Management and Techniques. 

We trust that you will have a pleasant, stimulating and successful journey with us.  

If you grasp the potential economic impact of “adding value”, then you will agree that a country's 

economic growth depends directly on this. Therefore, the importance of this subject discipline 

can only be appreciated fully if the contribution of productive transformation processes in the 

economy is understood. 

The study material is an integrated package. Do not merely study the prescribed book, but use 

your study guide as your “lecturer” – it guides you through the module’s 15 study units with very 

specific learning outcomes, including additional activities and examples. 

 

2 PURPOSE AND OUTCOMES   

2.1 Purpose 

The purpose of this module is to provide you with the knowledge and understanding of the 

theoretical concepts and practical skills involved in the strategic role of quality management. 

The module focuses on the foundational concepts in quality management in order to develop an 

understanding of general quality implementation practices. It provides a foundation for quality 

management and its associated techniques. 

After completing this module, you should have an understanding of quality theory and how 

quality is applied in terms of quality control, quality assurance and quality management. This 

implies managing and utilising the teachings, methods and tools to prevent errors (waste) and 

improve performance internal to the organisation. The outcomes for the module are as follows: 

2.2 Outcomes 

Outcome 1: Understanding quality concepts 

A student can understand quality concepts and theory and show how it relates to quality 

management, and are able to demonstrate the application thereof. 

 
After completing this module you should be able to: 

 
 explain what quality is and indicate the differing perspectives on quality. 

 explain three spheres of quality, provide a theoretical framework for quality management. 

 explain the managing of quality and the importance of understanding the needs of the 

internal and external customer. 

 describe the early quality theories of the most important contributors to quality. 

 view quality theory from a contingency perspective. 

 resolve the differences in quality approaches and explain the different international 

approaches and quality standards. 
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Outcome 2: Designing and assuring quality 

A student know how to design and assure quality in the workplace. 

 

After completing this module you should be able to: 
 

 demonstrate strategic quality planning by referring to leadership and ethics  

 demonstrate quality as a strategy and explain the quality strategy process  

 explain the concept of the voice of the customer 

 demonstrate the relationship between quality and customer relationship management  

 explain strategic supply chain alliances between customers and suppliers  

 explain the concept of the voice of the market 

 explain the importance of design for quality and what quality (and innovation) in product 

and process design entails 

 apply QFD, technology in design and prototyping methodologies 

 explain the cornerstones of designing quality services 

 demonstrate the significance of managing supplier quality in the supply chain 

 

Outcome 3: Implementing quality 

A student know how to implement quality by applying the statistical tools and techniques 

required for Quality Management and Six Sigma. 

 

After completing this module you should be able to: 

 

 explain what implementing quality entails  

 explain and apply the relationship between changing the culture and implementing quality  

 briefly explain and apply the different tools of quality 

 explain and demonstrate the management of improvement teams  

 explain the basics of process control charts (e.g. SPC) and distinguish between 

improvement for variables and improvement for attributes 

 explain and apply the Six Sigma concept  

 
Outcome 4: Improving the quality system 

A student is able to demonstrate how to improve the quality system 
 

After completing this module you should be able to: 
 

 explain learning for quality improvement  

 explain and apply the importance of proper implementation of a quality system 

 explain the building blocks for the system of quality improvement  

 explain the concept of internal and external validation of the quality system  
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3 LECTURER AND CONTACT DETAILS 

3.1 Lecturer 

Your lecturer for 2018 are as follows: 

 

 

 

Communication by e-mail is preferable. Our offices are situated on the Unisa Main Campus in 

Muckleneuk, Pretoria. You are welcome to visit us, by making an appointment in advance.    

Please do not to wait until the last moment before contacting your lecturer because if you wait 

too long we would not be able to attend to your enquiry efficiently and timeously. Note however, 

that the lecturer can only assist you with academic enquiries. For any administrative matters, 

please contact the relevant department. 

3.2 Department  

The module MNO2602 falls under the section: Quality Management, Department of Operations 

Management in the College of Economic and Management Sciences at Unisa. For general 

administrative enquiries regarding this module, you can contact the administrative officer of the 

department: 

 

Mr Danny Monyaku 

Administrative officer 

Section: Quality Management 

Department of Operations Management  

Tel: 012 429 2515 

E-mail: monyard@unisa.ac.za  

 

3.3 University 

There are various ways of contacting Unisa. Please familiarise yourself with the different 

channels and contact persons. The information below can also be accessed on the Unisa 

website at http://www.unisa.ac.za/sites/corporate/default/Contact-us/Student-enquiries   

 

Postal address 

 

The following address can be used, should you need to contact the University by post. 

 

University of South Africa 

P O Box 392 

Unisa 

0003 

 

Lecturer name Office E-mail address 

Mr Filip Hammann 
AJH vd Walt 

building, room 4-38 
hammafj@unisa.ac.za 

mailto:monyard@unisa.ac.za
http://www.unisa.ac.za/sites/corporate/default/Contact-us/Student-enquiries
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Specific contact details for student assistance and service 

IMPORTANT: If you send an e-mail directly to a Unisa e-mail address, insert your student 
number in the subject line to effect the correct routing to an advisor for processing. 

Please check the list carefully and send an enquiry to one e-mail address at a time or one 
person only. This will ensure that there is no confusion as to who must respond, thereby 
preventing unnecessary delays in the response. 

Students should only forward enquiries to the Registrar and Deputy Registrar in instances 
where those enquiries could not be resolved at other levels. 

General resources: Websites, and general SMS, Fax and e-mail enquiries 

A number of administrative processes, including the convenience of fee payments and 
information about examinations are available on the following platforms: 

All application, registration and study-related information is available on the Unisa corporate 
website in both web and mobi formats: http://www.unisa.ac.za  

Students can access their own information via the myUnisa website: https://my.unisa.ac.za  
(Fax enquiries to 012 429 4150.) 
 
Information Services Division 
 

 Type of enquiry  E-mail  Telephone 

 Student misdirected enquiries and FAQs  infoservices@unisa.ac.za  012 429 3111 

 

myUnisa & myLife 

 Type of enquiry  E-mail  Telephone  SMS 

 myUnisa  
 myLife 

 myUnisaHelp@unisa.ac.za 
 myLifeHelp@unisa.ac.za 

  011 471 2256 43582 

 

Student Admissions and Registrations 

 Type of enquiry  E-mail  Telephone  SMS 

 General applications and 
 registration queries 

 study-info@unisa.ac.za  012 441 5888 

 Applications  applications@unisa.ac.za  012 429 4016 

 Undergraduate admission  ame@unisa.ac.za   

 College of Economic and 
 Management  Sciences 

 Undergraduate:  
 econ@unisa.ac.za 
 Honours: econhons@unisa.ac.za 
 BTech: econtech@unisa.ac.za 

 012 441 5700 

 Licensees  licensee@unisa.ac.za  012 441 5705 

 International students  international@unisa.ac.za  012 441 5705 

 Exemptions  adhoccredits@unisa.ac.za  012 441 5706 

http://www.unisa.ac.za/
https://my.unisa.ac.za/
mailto:infoservices@unisa.ac.za
mailto:MyUnisaHelp@unisa.ac.za
mailto:myLifeHelp@unisa.ac.za
mailto:study-info@unisa.ac.za
mailto:applications@unisa.ac.za
mailto:ame@unisa.ac.za
mailto:econhons@unisa.ac.za
mailto:econtech@unisa.ac.za
mailto:licensee@unisa.ac.za
mailto:international@unisa.ac.za
mailto:adhoccredits@unisa.ac.za
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 Type of enquiry  E-mail  Telephone  SMS 

 Access and Matriculation  
 exemption 

 ame@unisa.ac.za  012 441 5457 

 Re-admissions  study-info@unisa.ac.za  012 441 5888 

 
Student Assessment Administration 

 Type of enquiry  E-mail  SMS 

 General assignment enquiries  assign@unisa.ac.za  43584 

 Student enquiries in respect of examination   
 venues and examination invigilators 

 invigilationandvenues@unisa.ac.za  43584 

 
Assignment Administration 
 

 Type of enquiry  E-mail  Telephone 

 012 429 3710 

 012 429 3958 

 011 471 3170 

 011 471 2764 

 
Examination Administration 
 

 Type of enquiry  Name  E-mail  Telephone 

 Examinations 
 General   
 examination   
 enquiries 

 aegrotats@unisa.ac.za  
 exams@unisa.ac.za  
 examdisabled@unisa.ac.za  
 examadmission@unisa.ac.za  
 examinternational@unisa.ac.za  
 remark@unisa.ac.za  
 purchasescript@unisa.ac.za 

43584 

 IT Zulu 011 471 3174 

 ZB Makhabane 011 471 2375 

 SRM Maphoto 012 429 8948 

 KR Lebelo 012 429 2251 

 A Nana 012 429 8205 

 B Phalatse 012 429 2919 

 J Manikidzwa 012 429 2268 

 B Molefe 011 471 3121 

 
 
 

mailto:ame@unisa.ac.za
mailto:study-info@unisa.ac.za
mailto:assign@unisa.ac.za
mailto:invigilationandvenues@unisa.ac.za
mailto:aegrotats@unisa.ac.za
mailto:exams@unisa.ac.za
mailto:examdisabled@unisa.ac.za
mailto:examadmission@unisa.ac.za
mailto:examinternational@unisa.ac.za
mailto:remark@unisa.ac.za
mailto:purchasescript@unisa.ac.za
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Finance, Student Funding, Eduloan, Study Material 
 

 Name  Type of enquiry  E-mail  Telephone 

 Finance 

 Debtors Section  Student account enquiries  finan@unisa.ac.za 
 012 429 2441 /  
 4299 

 Student Funding 

 Mr F Chabalala  General Student Funding  chabawf@unisa.ac.za  012 441 5609 

 Ms Maupi Letsoalo  General Student Funding   letsomp@unisa.ac.za  012 441 5600 

 Eduloan 

 Mrs L van Rensburg  Student loans  lizettevr@unisa.ac.za  012 441 5390 

 Ms T Mhlanga  Student loans  thamsanqam@unisa.ac.za  012 441 5391 

 Study Material 

 Despatch  Despatch enquiries  despatch@unisa.ac.za   

 Mdu Zulu 
 Despatch Enquiries   
 Supervisor 

 zulum@unisa.ac.za  012 429 6942 

 Thelma Mangena 
 Despatch Enquiries  
 Supervisor 

 Mangemt@unisa.ac.za  011 471 3688 

 Nkadimeng Lebone 
 Despatch Enquiries  
 Supervisor 

 Nlebone@unisa.ac.za  011 471 2276 

 Ms A Clarke 
 Despatch Enquiries   
 Supervisor 

 aclarke@unisa.ac.za  011 471 3712 

 Joe Sukazi 
 Despatch Enquiries  
 Supervisor 

 sukazjs@unisa.ac.za  012 429 6561 

 
All college-specific enquiries 
 

 Type of enquiry  Name  E-mail Telephone 

 Mrs P Ngcobo 

 M Kgotatso 

 012 429 2631 

 Fax: 086 238 1393 

 
Regional centres 
 

 Name / Region  Type of enquiry  E-mail  Telephone 

 Eastern Cape 

 Mr MJ Nkgoang    Nkgoamj@unisa.ac.za  043 743 9246 

 Gauteng 

 Hub (Mrs M Masalesa)    gautengtl@unisa.ac.za 
 012 441 5720 /  
 4 / 5756 

mailto:finan@unisa.ac.za
mailto:chabawf@unisa.ac.za
mailto:letsomp@unisa.ac.za
mailto:lizettevr@unisa.ac.za
mailto:thamsanqam@unisa.ac.za
mailto:despatch@unisa.ac.za
mailto:zulum@unisa.ac.za
mailto:Mangemt@unisa.ac.za
mailto:Nlebone@unisa.ac.za
mailto:aclarke@unisa.ac.za
mailto:sukazjs@unisa.ac.za
mailto:Nkgoamj@unisa.ac.za
mailto:gautengtl@unisa.ac.za
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 Name / Region  Type of enquiry  E-mail  Telephone 

 Sunnyside Learning  
 Centre 

   gautengtl@unisa.ac.za 
 012 441 5751 /   
 5867 

 Unisa Science Campus in    
 Florida 

   gautengtl@unisa.ac.za  011 471 2111 

 Vaal    gautengtl@unisa.ac.za  016 455 6300 

 Ekurhuleni    gautengtl@unisa.ac.za 
 011 845 9330 /   
 9358 

 KwaZulu Natal 

 Mr B Dlamini    querieskzn@unisa.ac.za  031 335 1700 

 Durban hub  General enquiries 
 

 031 335 1700 

 Limpopo 

 Mr Jerry Malemela  Polokwane 
 Malemmj@unisa.ac.za 
 polokwane@unisa.ac.za 

 015 290 3430 
 015 290 3400 

 Mr Rikhotso  Makhado  polokwane@unisa.ac.za  015 516 3334 

 Mr Master Baloyi  Giyani  polokwane@unisa.ac.za  015 812 2415 

 Midlands 

 Mr MM Kokong    Manti@unisa.ac.za  011 670 9531  

 Rustenburg Regional Hub    rustenburg@unisa.ac.za  
 011 670 9500 /  
 1 / 2  

 Bloemfontein RSC    bloemfon@unisa.ac.za   051 411 0440 

 Kimberley Office    kimberle@unisa.ac.za   053 832 6391 

 Kroonstad Office    kroonsta@unisa.ac.za   056 213 2053/4 

 Mafikeng Office    mafikeng@unisa.ac.za  
 018 391 0358 /  
 60 

 Potchefstroom Office    potchefs@unisa.ac.za   018 294 9051 

 Mpumalanga 

 Mr V Mkhwanazi      013 755 2476 

 Nelspruit      013 755 2476 

 Middleburg      013 282 4115 

 Western Cape 

 Dr KI Jacobs    jacobki@unisa.ac.za  021 936 4132 

 General enquiries  capetown@unisa.ac.za  021 936 4114 

 Student  
Administration 

 capetown@unisa.ac.za  021 936 4115 

 Academic Support  ctntut@unisa.ac.za  021 936 4154 

 Counselling   cptcounselling@unisa.ac.za  021 936 4130 

 Main Library  ctnlib@unisa.ac.za  021 936 4125 

 Mobile Library  ctnmob@unisa.ac.za  021 936 4125 

 George    george@unisa.ac.za  044 884 1300 

 Ethiopia 

 Prof ZGT Motsa    motsazgt@unisa.ac.za 
 00 25 111 435  
 0080 

mailto:gautengtl@unisa.ac.za
mailto:gautengtl@unisa.ac.za
mailto:gautengtl@unisa.ac.za
mailto:gautengtl@unisa.ac.za
mailto:querieskzn@unisa.ac.za
mailto:Malemmj@unisa.ac.za
mailto:polokwane@unisa.ac.za
mailto:polokwane@unisa.ac.za
mailto:polokwane@unisa.ac.za
mailto:Mkokong@unisa.ac.za
mailto:rustenburg@unisa.ac.za
mailto:bloemfon@unisa.ac.za
mailto:kimberle@unisa.ac.za
mailto:kroonsta@unisa.ac.za
mailto:mafikeng@unisa.ac.za
mailto:potchefs@unisa.ac.za
mailto:Jacobki@unisa.ac.za
mailto:capetown@unisa.ac.za
mailto:capetown@unisa.ac.za
mailto:ctntut@unisa.ac.za
mailto:cptcounselling@unisa.ac.za
mailto:ctnlib@unisa.ac.za
mailto:ctnmob@unisa.ac.za
mailto:george@unisa.ac.za
mailto:motsazgt@unisa.ac.za
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For general enquiries, you can also send an e-mail via the Unisa website: 

http://www.unisa.ac.za/sites/corporate/default/Contact-us/E%E2%80%93mail-form   

 

4 RESOURCES 

After you have registered, you should receive a study guide, as well as Tutorial Letter 101 and a 

general tutorial letter (Tutorial Letter 301) by post. Please ensure that you have these items 

before you start your studies. The study guide serves both as a manual for studying the 

prescribed book, and as a source of additional information about and insight into certain aspects 

of the syllabus. 

Since this module is offered online, all study material is available on the internet through 

myUnisa at https://my.unisa.ac.za. You will also receive the study material in hard copy by post. 

However, in order to avoid any delays in your progress, please check the myUnisa website 

regularly and download the study material as it becomes available. Do not wait until the study 

material arrives by post.  

4.1 Prescribed book 

Together with the study guide and tutorial letters, you will need the following prescribed book for 

this module: 

Foster, S. T. 2015. Quality Management and Techniques. 5th Edition. Pearson Custom 

Edition. ISBN: 9781784347925      

The prescribed book is available at one of the following official booksellers of Unisa: 

Bookseller Website 

Adams Booksellers (PTY) LTD www.adamsuniversitybooks.co.za 

Book Express www.bookexpress.co.za 

LJ Armstrong Booksellers (PTY) LTD www.armstrongs.co.za 

Loot Online (PTY) LTD www.loot.co.za 

Pro Visions Books www.provisions.co.za 

Sherwood Books www.sherwoodbooks.co.za 

Van Schaik Bookstores www.vanschaik.com 

TAKEALOT.COM www.takealot.com 

Way Forward Logistical Solutions www.wayforwardbooks.co.za 

Wize Books www.wizebooks.co.za 

 

We strongly advise you to obtain the prescribed book as soon as possible to avoid any delays in 

your studies towards this module. 

 

 

http://www.unisa.ac.za/sites/corporate/default/Contact-us/E%E2%80%93mail-form
https://my.unisa.ac.za/
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4.2 Recommended books 

There are currently no recommended books for this module. However, we would like to 

encourage you to read further than only the prescribed book. This will give you a much deeper 

insight into Quality Management and will also broaden your knowledge about this subject field. 

Please visit the Unisa library, see details under paragraph 4.4 below. 

 

4.3 Electronic reserves (e-reserves) 

There are currently no e-reserves for this module. 

 

4.4 Library services and resources information  

For brief information, go to www.unisa.ac.za/brochures/studies. For detailed information, go to 

http://www.unisa.ac.za/library. For research support and services of personal librarians, click on 

"Research support". The library has compiled a number of library guides: 

 

 finding recommended reading in the print collection and e-reserves –

http://libguides.unisa.ac.za/request/undergrad 

 requesting material – http://libguides.unisa.ac.za/request/request 

 postgraduate information services – http://libguides.unisa.ac.za/request/postgrad 

 finding, obtaining and using library resources and tools to assist in doing research – 

http://libguides.unisa.ac.za/Research_Skills 

 how to contact the library/finding us on social media/frequently asked questions – 

http://libguides.unisa.ac.za/ask 

 

4.5 Websites of interest 

Quality management is a very interesting subject, it occurs all around us. There are many useful 

websites that can help you to familiarise yourself with this internationally recognised field. 

 The American Society for Quality (ASQ):  

http://asq.org   

 

 The Southern African Society for Quality (SASQ): 

http://www.sasq.org.za/ 

 The Deming Institute: 

www.deming.org 

 

 The South African Quality Institute (SAQI): 

http://saqi.co.za/dnn6/ 

 

 The Chartered Quality Institute (CQI): 

http://www.thecqi.org/ 

 

 The Baldridge National Quality Program: 

http://www.nist.gov/baldrige/ 

http://www.unisa.ac.za/brochures/studies
http://www.unisa.ac.za/library
http://libguides.unisa.ac.za/request/undergrad
http://libguides.unisa.ac.za/request/request
http://libguides.unisa.ac.za/request/postgrad
http://libguides.unisa.ac.za/Research_Skills
http://libguides.unisa.ac.za/ask
http://asq.org/
http://www.deming.org/
http://saqi.co.za/dnn6/
http://www.thecqi.org/
http://www.nist.gov/baldrige/
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 Management by Objectives: 

http://www.managementhelp.org/plan_dec/mbo/mbo.htm 

 

 An overview of Six Sigma from GE’s perspective: 

http://www.ge.com/en/company/companyinfo/quality/whatis.htm 

 

 A tutorial on Statistical Process Control: 

https://www.moresteam.com/toolbox/statistical-process-control-spc.cfm 

 

 The basic quality tools - some useful resources from ASQ: 

http://asq.org/learn-about-quality/seven-basic-quality-tools/overview/overview.html 

 

5 STUDENT SUPPORT SERVICES  

5.1 Predatory providers of classes and examination support 

Please be aware of the existence of multiple fraudulent and predatory providers of classes and 

examination guidance to Unisa students. Please note that Unisa do not have agreements with 

any of these agencies/schools/colleges to provide tuition or support to our students. Unisa also 

do not provide these predators with studymaterial, guidelines or your contact information. These 

providers may not have the necessary expertise to assist you and often charge exorbitant fees. 

If you receive an invitation from any agency or College, it is best to confirm with your lecturer if 

the provider is a legitimate Unisa partner. 

5.2 TVET agreements 

Unisa have agreements with a number of TVET Colleges to provide contact tuition and support 

for students in the following Higher Certificates. More information on this is available on the 

Unisa website. 

- Higher Certificate in Economic & Management Sciences 

- Higher Certificate in Banking 

- Higher Certificate in Tourism 

- Higher Certificate in Accounting Sciences 

 

6 STUDY PLAN 

The length of the semester is in essence only about 12 – 15 weeks months. Therefore It is of 

utmost importance that you set up a study plan for yourself. This will enable you to make steady 

progress throughout the semester, and you won’t feel overwhelmed by the amount of work you 

need to cover. You need to start studying as soon as possible, preferably immediately after you 

have registered. 

The syllabus consists of 15 study units, so a basic study plan is to spent one week on each 

study unit. We advise you to set up such a scheduled plan as soon as possible, so that you can 

follow an organised way of study. 

 

http://www.managementhelp.org/plan_dec/mbo/mbo.htm
http://www.ge.com/en/company/companyinfo/quality/whatis.htm
https://www.moresteam.com/toolbox/statistical-process-control-spc.cfm
http://asq.org/learn-about-quality/seven-basic-quality-tools/overview/overview.html
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7 PRACTICAL WORK AND WORK-INTEGRATED LEARNING 

This module currently does not include practical work and work-integrated learning. 

 

8 ASSESSMENT 

8.1 Assessment criteria 

The table below shows for each study unit the relevant assessment criteria : 

Study unit Assessment criteria 

 

Study unit 1: Differing 

perspectives on quality 

 explain the different perspectives on quality. 

 define quality. 

 explain the different functional perspectives on quality and 

expound on the three spheres of quality. 

 evaluate other perspectives on quality. 

 
Study unit 2: Quality theory  explain the term “theory” 

 comment on the leading contributors to quality theory 

 explain quality theory from a contingency perspective or 

explain the contingency approach to quality in business 

 resolve differences in quality approaches 

 illustrate a theoretical framework for quality management 

 

Study unit 3: Global Supply 
Chain Quality and International 
Quality Standards 

 

 

 offer guidelines for managing quality in multinational firms 

 explain quality improvement from the perspective of other 

countries 

 comment on the Malcolm Baldrige National Quality Award 

 Discuss the ISO 9000:2000 and ISO 14000 quality 

standards 

 

Study unit 4: Strategic quality 
planning 

 motivate the importance of time as part of strategic quality 

planning 

 expound on ethics and leadership as part of strategic 

quality planning  

 apply the principles of strategic quality planning to your 

organisation  

 expand on the statement: “Quality leads to better business 

results” 
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Study unit 5: The voice of the 
customer 

 explain how “the voice of the customer” relates to quality 

planning, management and implementation 

 discuss customer-driven quality, the pitfalls of reactive 

customer-driven quality, customer relationship 

management and the gaps approach to service design 

 identify strategic supply chain alliances between 

customers and suppliers 

 distinguish between actively solicited customer feedback 

approaches and passively solicited customer feedback 

approaches 

 explain the importance of managing customer retention 

and loyalty, customer relationship management systems 

and excellent design 

 

Study unit 6: The voice of the 
market 

 explain what is meant by “the voice of the market” and 

how it relates to quality planning, management and 

implementation 

 discuss benchmarking and its purposes and also identify 

the different types of benchmarking 

 identify the difficulties of monitoring and measuring 

benchmarking 

 explain business process benchmarking and leading and 

managing benchmark performance measures 

 assess the processes of baselining and reengineering 

 identify the problems of benchmarking  

 

Study unit 7: Quality and 
innovation in product and 
process design 

 explain the design process as well as QFD 

 explain technology in design 

 apply the principles of prototyping methodologies and 

designing for reliability 

 comment on environmental considerations in design 

 

Study unit 8: Designing quality 
services 

 distinguish between services and manufacturing 

 explain the requirements of service customers 

 defend (or criticise) the SERVQUAL model 

 interpret the designing and improving of services 

transactions 

 explain the customer benefits package 

 

Study unit 9: Managing supplier 
quality in the supply chain 

 explain the value chain, supplier partnering and supplier 

development 

 explain supplier partnering  

 identify and explain the seven steps for supplier 

development  

 apply the principles of acceptance sampling and statistical 

sampling techniques 
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Study unit 10: The tools of 
quality 

 identify the elements of a quality system model 

 apply Ishikawa’s basic seven (B7) tools of quality 

 apply the quality circle process and its associated 

statistical techniques as a means of quality improvement 

 explain the new seven (N7) tools for improvement and 

how it is used as additional managerial tools 

 discuss/identify other tools used to measure performance  

 

Study unit 11: Statistically 
based quality improvement for 
variables 

 explain the concept of process variation  

 distinguish between random and nonrandom variation in a 

process 

 explain why sampling methods are important in process 

control  

 identify the different types of samples 

 discuss the different variables charts and identify when to 

use them 

 discuss the generic process for implementing process 

charts 

 interpret process control charts 

 calculate limits for the different types of process charts  

 develop and draw an x-bar chart based on the range 

 define process capability and explain how it relates to 

process control 

 distinguish between a sample and a population 

 distinguish between a sample distribution and a population 

distribution 

 calculate and interpret the process capability index 

 determine the proportion of production which will not 

conform to specifications 

 distinguish between a capable process and a stable 

process 

 

Study unit 12: Statistically 
based quality improvement for 
attributes 

 distinguish between the five attributes for quality 

improvement 

 reiterate the generic process for developing attributes 

charts 

 construct and interpret a p chart for the proportion 

defective 

 construct and interpret a np chart for the proportion 

defective 

 choose the correct attributes control chart to use 

 calculate the reliability of a system with both series and 

parallel components 

 use reliability functions to measure reliability 
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Study unit 13: Six sigma 
management and lean tools 

 distinguish between the five attributes for quality 

improvement 

 reiterate the generic process for developing attributes 

charts 

 construct and interpret a p chart for the proportion 

defective 

 construct and interpret a np chart for the proportion 

defective 

 choose the correct attributes control chart to use 

 calculate the reliability of a system with both series and 

parallel components 

 use reliability functions to measure reliability 

 
Study unit 14: Managing quality 
improvement teams and 
projects 

 comment on leading teams for quality improvement 

 analyse the types of teams 

 demonstrate how you will implement teams 

 
Study unit 15: Implementing 
and validating the quality 
system 

 identify and explain the building blocks for quality 

improvement 

 explain the importance of internal validation 

 understand the generic process for internal self-

assessment 

 have an understanding of the purpose of quality audits 

 list and discuss the quality audit process 

 distinguish between the different types of audits 

 know the difference between qualitative and quantitative 

audits 

 explain the process for validating a quality system 

 

8.2 Assessment plan 

The assessment plan for MNO2602 consists of both formative and summative assessment. The 

formative assessment will be in the form of two compulsory assignments, while the summative 

assessment will consist of a venue-based examination paper. Your year mark will be the 

average mark obtained for the two assignments, i.e. both assignments contribute 50% towards 

your year mark. Both the year mark and the examination mark contribute to your final mark. The 

year mark counts 20% towards your final mark and the examination mark 80%.  

Assignment 01 mark = AM1 Year mark 
= Average assignment mark  
= (AM1 + AM2) ÷ 2  

20% of final 
mark 

Final mark  
= (0.2 × YM) + (0.8 × EM) 

Assignment 02 mark = AM2 

Examination mark = EM 

 

80% of final 
mark 
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Assignment performance can primarily be to the benefit for students. It can benefit everyone (to 

be better prepared for the examination) and the assignment mark can also benefit those with a 

relatively low examination mark between 46 and 50%. For students with an examination mark 

below 40%, the year mark will not count towards the final mark, meaning that you cannot pass 

the module if your examination mark is less than 40%. 

 

8.3 Assignment numbers 

8.3.1 General assignment numbers 

As mentioned in section 8.2, you will need to complete two assignments during the semester. 

The first assignment of the semester is generally referred to as Assignment 01 and the second 

assignment of the semester is generally referred to as Assignment 02. 

 

 

 

 

 

8.3.2 Unique assignment numbers 

Different unique numbers are allocated to the two compulsory assignments. Please make sure 

that you write down the correct unique number on the mark-reading sheet.  

 

 

 

 

 

 

 
8.4 Assignment due dates 
 
Please ensure that your assignment reach the university on or before the due date. Please do 

not contact lecturers regarding late submission of assignments. 

 
 

 

 

 

 

Assignment 
General assignment 

number 

First assignment 01 

Second assignment 02 

Semester Assignment Unique number 

Assignment 01 827850 

Assignment 02 886618 

Assignment 01 859823 

Assignment 02 873893 

Semester Assignment Due date 

Assignment 01 19 March 2018 

Assignment 02 9 April 2018 

Assignment 01 16 August 2018 

Assignment 02 10 September 2018 
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8.5 Submission of assignments 

Both the assignments need to be completed and submitted online through the myUnisa student 

website. Should you have difficulties in this regard, please contact the Assignments Department 

immediately (contact details are given in section 3.2). 

8.6 The assignments 

Please consult tutorial letter MNALLEQ/301/4/2018 about the following: 

 Administrative matters concerning the assignments 

 Guidelines for answering essay questions 

 Key concepts in examining 

 

As mentioned in section 8.2, the formative assessment of this module will consist of two 

assignments, namely Assignment 01 and Assignment 02. Both assignments are compulsory 

and contribute to your year mark. Each assignment has twenty multiple choice questions which 

you need to answer. 

You are required to submit at least one compulsory assignment to obtain admission to the 

examination. But, as mentioned, both assignments will contribute to your year mark and hence 

we advise you to do both assignments.  

We have also included a third assignment for your benefit. Assignment 03 consists of “essay-

type” questions; this assignment is voluntary and for self-assessment purposes. You will receive 

feedback on this assignment, as well as Assignments 01 and 02, in Tutorial Letter 201 later in 

the semester. 

 

 

 

 

 

The assignments for this module are included in the addendum at the end of this tutorial letter.  

 

8.7 Other assessment methods 

Self-assessment 

In this module, you will be in charge of your own progress. That means you will have to work on 

a regular basis. We will give you all the support we can, but it is ultimately up to you to decide 

how you will master the required skills.                                                                                                                                                          

In order to master the outcomes for this module, you should plan your learning experience 

strategically. When planning your studies, remember that your preparation for the exam should 

start today. By the time you write the examination, you should be well prepared for it if you have 

completed all the activities in the study guide as well as all the assignments. 

 

Please note: Assignment 03 is very important for enhancing your learning 

experience. It covers those parts of the syllabus which are important for the 

examination. Feedback on Assignment 03 will be provided in Tutorial Letter 

201 later in the semester.  
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Distance learning demands self-assessment 

Through self-evaluation students increasingly take responsibility for their own education, and 

completing and marking an assignment serves as a learning experience. There is clear 

evidence that self-evaluation enriches the learning experience. This is especially true in the 

case of distance education. Research has shown that the ability to evaluate your own work is a 

key element of any type of learning and is an ability that must be cultivated if students wish to 

engage effectively in lifelong learning.  

Self-evaluation will become easier as you progress as a student. We know from experience that 

as a student’s learning experience is enriched through self-evaluation, the pass (success) rate 

rises accordingly.  

 

Methods and levels of evaluation                                                                                                                                

                                                                                                                                                                                             

Self-evaluation has various dimensions because of its overall complexity. For instance, there 

are various levels and methods of evaluation. Examples of evaluation levels are knowledge, 

insight, application, analysis and synthesis. Learning objectives should be described in terms of 

one or more of these evaluation levels. You can apply the following principles when assessing 

your assignment answer: 

 

 Make sure that you know the purpose of the assessment. For example, does it test your 

knowledge of a concept or assess your ability to apply your knowledge to a specific 

situation? 

 Determine the criteria for evaluating the achievement. For example, do you have to show 

your calculations? Will you receive extra marks for citing relevant examples in your own 

workplace? 

 Compare your answer with the model answer. Be critical when you do this. Look where 

you can improve and see if you interpreted the concept the same as the lecturer did. 

 After you have assessed your answer rewrite it and reflect on the following: 

 What have I learnt from doing the assignment? 

 What knowledge and skills have I acquired in the process? 

 Which of these skills would I be able to apply in my work situation? 

 

For this module, we have included an additional assignment in the form of Assignment 03 (see 

Addendum E at the end of this tutorial letter). This assignment is for self-assessment purposes, 

in other words, you evaluate the answer yourself after completing a question.  
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8.8  The examination 

Please note that the examination for the module MNO2602 will cover all topics and study units 

of the syllabus. It is a closed-book examination, which means that you may not make use of any 

of the study material to answer the examination paper. You must therefore know, understand 

and be able to apply ALL the work, including calculations, formulas, etc.  Hence, we urge you to 

not leave out or ignore any part of the study material when preparing for the examination. 

The format of the examination paper is a combination of multiple-choice and essay-type 

questions and counts a total of 70 marks. There are two sections, section A contains ten 

multiple-choice questions. Section B consists of three essay-type questions, with each question 

having a number of sub-questions. You need to select only two questions from Section B, each 

counting 30 marks. Therefore, the total for Section A is 10 marks and the total for Section B is 

60 marks. The duration of the examination will be two hours. 

We do not provide a specific scope for the examination, because the paper will cover the whole 

syllabus. However, we did mention at the start of the feedback for Assignment 03 that you need 

to work through Assignment 03 when preparing for the exam. If you did well in Assignment 01 

and 02 and worked through Assignment 03, as well as the activities and examples in the study 

guide, you really should not have any problems when writing the exam paper. However, you 

need to start your preparation as early as possible.  

The paper is straight forward - we don't try to trick you or catch you out. We simply want to see 

if you understand the topics and are able to carry out the necessary calculations. Last, but not 

least, you need to contact your lecturer if you struggle with any part of the syllabus. We can’t 

help you if you don’t ask!  

So, to summarise, when preparing for the examination: 

 Revise and work through your assignments again (Assignment 01 and 02) 

 Work through Assignment 03 (especially the statistical techniques) 

 Do the activities in the study guide 

 Work through the examples in the study guide 

 Practise writing a "demo" exam against the clock (say about 2 hours or so) 

 CONTACT YOUR LECTURER FOR ASSISTANCE 

 

9 FREQUENTLY ASKED QUESTIONS 

Here are a few common enquiries we receive from students. 

 

Question: How much of the module is dedicated to calculations and statistics? 

 

Answer: The syllabus consists of 15 study units, of which 3 study units (study units 10, 11, 12) 

consist of primarily statistical and/or calculation type contents. Some of the other study units 

also contains a small amount of basic calculations.  
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Question: I haven’t done any Statistics before, will I be able to complete this module? 

 

Answer: Yes! It is not required of you to have any pre-knowledge of Statistics, though it is an 

advantage. It will take some time to get familiar with it, hence you will probably have to spend 

more time with the Statistical content of the module than you anticipate. But there is really 

nothing to fear. We guide you step-by-step in the study guide and feedback in Tutorial Letter 

201, and we will gladly assist you through e-mail. Please note that you will not be able to pass 

the module if you only study the theory. 

 

Question: Will I need a pocket calculator for this module? 

 

Answer: Yes. You will need a scientific pocket calculator for this module. Note that some of the 

calculations cannot be done with a normal pocket calculator. 

 

Question: Is there an online platform where I can air my views or communicate with my lecturer 

of fellow students? 

 

Answer: Yes. There are a few discussion forums on the myUnisa student website. The 

discussion forums are sorted by topic, so remember to first click on the correct topic. It is very 

important to regularly participate in the discussion forums on myUNISA. We as lecturers need to 

know what it is that you as student struggle with and/or need to know. 

 

Question: How do I study this module? 

 

Answer: A good way to approach this module is firstly to divide it into two parts. The first part is 

Quality Management theory and the second part is Quality Management techniques. 

 

Quality Management and Techniques 

Part 1: Part 2: 

Quality Management Theory Quality Management Techniques 

Study units 1 - 9 

Study units 14 - 15 

Study units 8 - 9 

Study units 10 - 12 

Study unit 13 

Study unit 14 

 

The theory part is about the “how”, “where”, “what”, “who”, etc of Quality Management. For 

example: What is Quality Management? Where and how is it applied? Who “invented” Quality 

Management? You first need to read this part so that you can get a feel of what Quality 

Management is all about.  
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The techniques part is about the statistical techniques used in Quality Management, more 

specifically for quality improvement. You need to understand this part and be able to perform 

each technique. For example: Histograms, Pareto charts, process charts, reliability analysis, etc 

are some of the tools/techniques used in the field of Quality Management. 

 

Note that there is some overlap between the two parts (i.e. study units 8, 9 and 14). In the first 

part (theory) you need to study and absorb the information which is given in the prescribed 

book. It’s a case of study, study, and some more study. Use the study guide to guide you 

through the prescribed book. In the second part (techniques) you need to understand and apply 

the various techniques. It’s a case of practise, practise and some more practise. 

 

10 IN CLOSING 

We wish you a successful year of study and we hope that you will find this module interesting 

and stimulating. We are convinced that this module can make a significant contribution to both 

your personal and professional development. Feel free to consult us at any time, should you 

encounter any problems in your studies. 
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11 ADDENDUM 

Addendum A: Assignment 01 (Semester 1) 

SEMESTER 1 

ASSIGNMENT 01 (COMPULSORY) 

DUE DATE: 19 March 2018  

UNIQUE NUMBER: 827850 

Assignment 01 for MNO2602 consists of 20 multiple-choice questions, which covers topic 1 

(study units 1 to 3) and topic 2 (study units 4 to 9). 

 

Answer all of the following questions.  Please select only one of the options 1, 2, 3, 4 or 5. Each 

correct answer is allocated one mark. No negative marking is applied. 

 

1. Complete the following statement: ________ refers to the efficiency with which a product 

achieves its intended purpose. 

 

1 Performance 

2 Features 

3 Reliability 

4 Conformance 

5 Serviceability 

 

2. Which one of the following refers to a downstream activity in supply chain management?  

 

1 Supplier qualification 

2 Supplier development  

3 Acceptance sampling 

4 International sourcing 

5 Customer support 

 

3. What is the major theoretical contribution of Kaoru Ishikawa? 

 

1 The concept of benchmarking. 

2 His assertion that the entire organisation should be involved in improving quality. 

3 The zero-defects approach to quality improvement. 

4 His emphasis on total involvement of the operating employees in improving quality. 

5 The quality loss function and the concept of robust design. 
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4. Which one of the following determinants of service quality is related to trustworthiness, 

believability, honesty and having the customer's best interests at heart?  

 

1 Reliability 

2 Responsiveness 

3 Competence 

4 Credibility 

5 Courtesy 

 

5. Which of the following points for management devised by Deming involves the management 

committing resources to ensure that the quality job is completed? 

 

1 create constancy of purpose 

2 eliminate work standards 

3 improve leadership 

4 adopt a new philosophy 

5 constantly improve the system 

 

6. Complete the following sentence: ________ allows foreign firms to sell in restricted markets 

while using the design of the original designer.  

 

1 Exporting 

2 Franchising 

3 Partnering 

4 Importing 

5 Licensing 
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7. Calculate the ratio of prevention to failure costs, based on the information provided below.  

 

Failure costs 

Defective products R 5,500.00 

Engineered scrap R 17,354.00 

Nonengineered scrap R 122,567.00 

Consumer adjustments R 633,000.00 

TOTAL R 778,421.00 

 Prevention costs 

Quality training R 15,500.00 

Product redesign R 17,000.00 

Process engineering: 

* Corporate 

* Plant 

  

R 125,745.00 

R 40,000.00 

TOTAL R 198,245.00 

 Appraisal costs 

Receiving inspection R 35,600.00 

Line 1 inspection R 43,526.00 

Line 2 inspection R 55,679.00 

Spot checking R 62,000.00 

TOTAL R 196,805.00 

 

1 0.3689 

2 1.6570 

3 0.8912 

4 0.2547 

5 3.8674 

 

8. What is the first step in the product development process? 

 

1 Project customer needs 

2 Generate product ideas 

3 Process technology selection 

4 Manufacturing system design 

5 Marketing plan design 
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9. The ten determinants of service quality, as determined by Parasuraman, Zeithamel and 

Berry include access, which involves approachability and ease of contact.  This is 

demonstrated by:  

 

1 Physical safety 

2 Convenient hours of operation 

3 Providing individualised attention 

4 Appearance of personnel 

5 Keeping records correctly 

 

10. After a year’s operation, Champion Cooling Inc. reports a cost of goods sold of R400 000 

and a scrap cost of R50 000.  What is their scrap efficiency?  

 

1 8.0 

2 R350 000 

3 R8.00 

4 12 

5 0.125 

 

11. Which one of the following concepts implies that you must have something to offer the 

target firm in return for sharing information? 

 

1 Reciprocity 

2 Baselining 

3 Reengineering 

4 Interfacing 

5 Restructuring 

 

12. What is the world-class production system that Toyota developed known as?  

 

1 Business process reengineering 

2 Just-in-time 

3 Total quality management 

4 Benchmarking 

5 Statistical process control 

 

13. Which one of the following is the first step in supplier development?  

 

1 Identify critical suppliers 

2 Identify key projects 

3 Define details of agreement 

4 Identify critical products and services 

5 Meet with supplier top management 
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14. Complete the following sentence: Manufacturing system design…  

 

1 is the stage in which designers choose the materials and technologies that will 

provide the best performance for the customer at an acceptable cost. 

2 means choosing those processes used to transform the materials picked in the prior 

step into final products. 

3 is the selection of the process technologies that will result in a low-cost, high-quality 

product. 

4 results in final drawings and specifications for the product with product families by 

identifying base product and derivative products. 

5 requires definition of the product architecture, the design, production, testing of 

subassemblies, and testing of the system for production. 

 

15. Which one of the following is a service improvement technique that allows managers to 

analyse their service processes at a very detailed level?  

 

1 Generic service analysis 

2 Selective service analysis 

3 Service transaction analysis 

4 Service data analysis 

5 Service quality analysis 

 

16. In many restaurants, it is common for customers to fill their own drinks. Which one of the 

following is an example of such an activity?  

 

1 Customer compliance 

2 Customer interaction 

3 Customer coproduction 

4 Customer proactivity 

5 Customer conformity 

 

17. A university administered the SERVQUAL survey to its customers as a way to assess its 

current position in the market. On the basis of 80 responses, the following averages were 

computed for the tangibles construct.  

 

Item 

number 

Average 

perception 

Average 

expectation 

1 6.5 6.7 

2 6.9 6.5 

3 6.2 6.6 

4 6.3 6.2 

                                                                                       

What is the difference for tangibles? 
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1 -0.2 

2 -0.025 

3 0.025 

4 0.2 

5 There is not enough information to answer this question 

 

18. Which one of the following steps for supplier development involves cost, commitments of 

resources, and metrics for improvement, project charters, accountability and deliverables?  

 

1 Identify critical products and services 

2 Identify key projects 

3 Monitor status and modify strategies 

4 Identify critical suppliers 

5 Define details of agreement 

 

19. Which of the following statements are correct?  

 

a. Supplier evaluation is a tool used by many firms to differentiate and discriminate between 

suppliers. Supplier evaluations are often recoded on report cards on which potential 

supplies are rated based on quality, technical capability, etc. 

b. Electronic data interchange (EDI) is a system that aids communication between the 

distributer and the supplier by linking together supplier and distributer information 

systems. 

c. A supplier relationship management system (SRMS) includes spend analytics, sourcing 

execution, payment, supplier scorecarding and performance monitoring. 

d. The ISO/TS standard applies only to automotive companies.  

e. Some of the activities in supplier development include training, consultation and the 

sharing of data and processes. 

 

1 a 

2 ab 

3 abc 

4 abe 

5 acde 

 

20. Which one of the following is the technique used to verify that incoming goods from a 

supplier adhere to quality standards? 

 

1 Acceptance sampling 

2 Sole-source filtering 

3 Electronic data interchange 

4 Resource management 

5 Supplier certification 

 

Total marks = 20 
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Addendum B: Assignment 02 (Semester 1) 

SEMESTER 1 

ASSIGNMENT 02 (COMPULSORY) 

DUE DATE: 9 April 2018  

UNIQUE NUMBER: 886618 

Assignment 02 for MNO2602 consists of 20 multiple-choice questions, which covers topic 3 

(study units 10 to 13) and topic 4 (study units 14 to 15). 

 

Answer all of the following questions.  Please select only one of the options 1, 2, 3, 4 or 5. Each 

correct answer is allocated one mark each. No negative marking is applied. 

 

1. Consider figure 10.5 on page 266 of the prescribed book. Which of the following statements 

are true?  

 

a. There are seven processing steps.  

b. There are two decisions to be made.  

c. The entire process ends when an appeal has been made.  

d. No tools enter the process at any time.  

e. When a submission is seen as complete, a department specialist logs in.  

 

1 a, c, e 

2 b, c 

3 b, d, e 

4 c, e 

5 a, b, d 

 

2. For the following observations, determine the number of classes for a histogram.  

 

 

 

 

 

 

1 4 

2 3 

3 5 

4 2 

5 6 

 

 

3 7 13 9 

11 8 14 16 

9 5 7 10 
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3. Which one of the following quality tools helps employees to not only focus on the symptoms 

of a problem? 

  

1 Control chart 

2 Pareto chart 

3 Cause-and-effect diagram 

4 Scatter diagram 

5 Histogram 

 

4. Fruities & Veggies Market wants to monitor customer complaints, in order to improve 

customer satisfaction. The quality specialist collected the following data: 

 

 

 

 

 

 

 

 

 

Which of these type of problems need to be focused on according to a pareto chart? 

 

1 D, A, E 

2 D, A 

3 D, E 

4 B, C, E 

5 A, E  

 

5. Which one of the following statements is true of nonrandom variation?  

 

1 It is uncontrollable. 

2 It results from a shift in a process mean or some unexpected occurrence. 

3 It is centred on a mean. 

4 It occurs with a somewhat consistent amount of dispersion. 

5 It results in a process that is repeatable. 

 

6. When analysing a process using a control chart, what is it called when seven points are all 

either increasing or decreasing?  

 

1 Erratic behaviour 

2 Nonrandom event 

3 Process run 

4 Process drift 

5 Natural variation 

 

 

Type of Problem Frequency 

A: Wrong label on product 21 

B: Product past its expiry date 9 

C: Opening hours inconvenient 5 

D: Unfriendly teller service 31 

E: Vegetables frequently out of stock 14 
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7. A firm produces grommets for major manufacturing companies in South Africa. The 

diameter of these grommets must be such that they fit into a slot in an assembly. The table 

below shows the diameters of five samples, each consisting of three grommets: 

 

Sample  
number 

Diameter (mm) 

1 46 54 64 

2 52 45 54 

3 34 36 46 

4 45 47 37 

5 44 46 55 

 
Calculate the lower control limit for an x chart, using the range to measure process 

dispersion.  
 
1 There is not enough information to calculate the control limits. 

2 LCL = 36.76 

3 LCL = 61.24 

4 More samples are needed to calculate the control limits. 

5 LCL = 34.76   

 

8. Tolerances for a new assembly requires weights between 14.52 and 15.42 kilogram (kg). 

The assemby is made using a process with a mean of 15.01 kg and a standard deviation 

of 0.14 kg. 

 

1 1.167 

2 0.324 

3 0.933 

4 0.976 

5 0.978 

 

9. Consider the following scenarios. Rearrange it according to the following types of attributes 

(in this order):  Performance, Sensory, Temporal, Structural, Ethical.  

 

a. Whether or not a kettle boils water. 

b. Relaxing music playing in the background while eating at a restaurant. 

c. A package being delivered on time by a courier company. 

d. Friendly insurance claims administrator.  

e. An added sports suspension package on a new car.  

 

1 c, e, d, a, b 

2 a, d, e, b, c 

3 a, e, c, d, b 

4 b, e, c, a, d 

5 a, b, c, e, d 
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10. A manufacturer of computer screens checks samples of 20 units for functionality at the 

conclusion of the assembly process. The results of 8 samples are shown below: 

 

Sample A B C D E F G H 

Number of screens defective 2 1 5 2 6 0 4 3 

 

Which of the following process signals will occur on a p-chart?  

 

1 One or more data points outside the control limits. 

2 Two data points near the UCL or LCL 

3 Five successive observations above or below the center line. 

4 None of the above. The control chart shows normal behaviour. 

5 A sudden change in level. 

 

11. A system is composed of three components. Two of the components are connected in 

parallel and have reliabilities of 0.91 and 0.93 respectively. The third component with 

reliability 0.89 is connected in serie with the first two components. What is the overall 

reliability of such a system?  

 

1 0.116 

2 0.753 

3 0.884 

4 0.247 

5 0.886 

 

12. Suppose you tested 30 lightbulbs under specific conditions for 90 hours per lightbulb. 

During the test, 4 lightbulbs burnt out. What would be the failure rate? 

 

1 0.001 

2 0.999 

3 0.010 

4 0.133 

5 0.044 

 

13. During which stage of the DMAIC process are independent variables identified?  

 

1 Improve 

2 Define 

3 Measure 

4 Analyse 

5 Control 
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14. Which of the following statements apply to Six Sigma Management?  

 

a. Pareto Analysis is used in the first phase of the DMAIC process.  

b. The aim is to reduce cost.  

c. Quality improvement can be achieved without the use of statistical quality techniques.  

d. Traditional continuous improvement is preferred above Six Sigma Management.  

e. Key players in Six Sigma include Champions, Master Black Belts and Black Belts.  

 

1 c, d 

2 a, b, e 

3 a, b, d 

4 b, c, d 

5 c, e 

 

15. Which one of the following is important in the implementation of teams in an organisation? 

 

1 Flattening hierarchies 

2 Effective conflict resolution 

3 Identifying projects 

4 Cross-functionality 

5 Simplicity 

 

16. During which stage of a team’s development is a steady state achieved? 

 

1 Storming 

2 Forming 

3 Mourning 

4 Performing 

5 Norming 

 

17. Which one of the following types of teams works on projects identified by team members?  

 

1 Process improvement teams 

2 Cross-functional teams 

3 Self-directed work teams 

4 Natural work groups 

5 Tiger teams  

 

18. Which of the following building blocks of quality improvement is required for consistency in 

operations and customer contact?  

 

1 Information and finance 

2 People 

3 Culture 

4 Organisational learning and knowledge 

5 Closeness to customers 
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19. Choose which of the following statements are true.  

 

a. People is part of the core of any company.  

b. Lifelong learning is an important attribute for employees.  

c. The three spheres of quality is quality management, quality control and quality insurance.  

d. Information systems provide the infrastructure and services that customers want.  

e. The design of the quality system must be such that it is in line with the strategic 

objectives of the organisation.   

 

1 a, b, c 

2 a, b, e 

3 b, c 

4 d, e 

5 c, d, e 

 

20. Which one of the following is not a step in the basic quality audit?  

 

1 Preparation   

2 Audit team selection 

3 Develop checklists 

4 The opening meeting 

5 Client interaction 

 

Total marks = 20 
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Addendum C: Assignment 01 (Semester 2) 

SEMESTER 2 

ASSIGNMENT 01 (COMPULSORY) 

DUE DATE: 16 August 2018 

UNIQUE NUMBER: 859823 

Assignment 01 for MNO2602 consists of 20 multiple-choice questions, which covers topic 1 
(study units 1 to 3) and topic 2 (study units 4 to 9). 

 

Answer all of the following questions.  Please select only one of the options 1, 2, 3, 4 or 5. Each 

correct answer is allocated one mark each. No negative marking is applied. 

 

1. Which three of the following statements are correct?  

 

a. A user-based definition of quality means that if the customer is satisfied, the product has 

good quality. 

b. Pleasantness and tangibles are not dimensions of service quality. 

c. Supply chain management grew out of the value chain. The value chain includes inbound 

logistics, core processes and outbound logistics. 

d. The trend known “relationship management” means that marketing has directed its 

attention to improving communication between the customer and the supplier. 

e. The acronym DMAIC stands for define, measure, analyse, improve and control, and 

represents the steps in six sigma. 

 
1 a, c, e 

2 a, b, c 

3 c, d, e 

4 b, c, d 

5 a, d, e 

 

2. Which one of the following is one of Garvin's eight quality dimensions? (Study unit 1) 

 

1 Leadership 

2 TQM 

3 Cost of quality 

4 Continuous improvement 

5 Conformance 
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3. Which two of the following statements are correct?  

 

a) There are many variables that build the framework for a quality management theory. 

Quality management begins with strategic planning and team building. 

b) Although Deming (Foster: 2015) is best known for his emphasis on the management of a 

system for improving quality, his thinking was based on teamwork and leadership for 

continual improvement. 

c) Juran (Foster:2015) identifies three basic processes that are essential to manage in 

order to improve quality. The three aspects of Juran’s (Foster: 2015) trilogy are planning, 

control and evaluation. 

d) Ishikawa’s (Foster: 2015) quality philosophy were synthesised into 11 points. One of 

those points is that the ideal state of quality control is when inspection is no longer 

necessary. 

e) Crosby (Foster: 2015) specified a quality improvement programme consisting of 14 

steps. One of those steps is to encourage individuals to establish improvement goals for 

themselves and their groups. 

 

1 d, e 

2 b, c 

3 a, b 

4 c, d 

5 b, d 

 

4. Deming (Foster: 2015) believed that poor quality resulted from which one of the following 

causes?  

 

1 Poor management of the system for continual improvement 

2 Poor human resource management 

3 Consumer complacency  

4 A lack of commitment on the part of management 

5 Poor engineering and design 

 

5. Which one of the following is the type of environment that changes when firms locate 

themselves near or far away from natural resources?   

 

1 Economic 

2 Task 

3 Physical 

4 Global 

5 Social  
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6. There are eight principles that form the foundation of ISO 9000:2008. Which of the following 

three are part of the eight principles?  

 

a. Customer focus 

b. Strategic management 

c. The process approach 

d. Leadership 

e. Six Sigma 

 
1 a, b, c 

2 b, d, e 

3 c, d, e 

4 b, c, d 

5 a, c, d 

 

7. Which one of the following is an example of a strategic content variable?  

 

1 TQM 

2 Middle management  

3 Production planning 

4 Service development 

5 Quality costs 

 
8. Which three of the following statements are correct?  

 

a. If a leader is charismatic or charming and is followed by people, he or she is liked. In this 

case the leader has referent power. 

b. The PAF paradigm translates quality costs into three broad categories, namely 

production costs, appraisal costs and failure costs. 

c. The forced-choice model of strategic planning is one of several strategic planning models 

that could be adapted to demonstrate integrated quality planning. 

d. One reason why the price-quality relationship might be difficult to assess is the increase 

of high-quality, low-priced goods over the past decades. It is expected that if this trend 

continues, the relationship between price and quality will increase. 

e. Good quality management implies good ethics. 

 

1 a, b, c 

2 a, c, d 

3 b, c, d 

4 c, d, e 

5 a, c, e 
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9. Which one of the following describes the type of customer that is the ultimate person the 

company is trying to satisfy with its work?  

 
1 Capital 

2 Internal 

3 Primary 

4 External 

5 Secondary 

 
10. Which one of the following results in suppliers becoming de facto subsidiaries to their major 

customers?  

 

1 Segmentation 

2 Gap analysis 

3 Strategic alliance 

4 Source loyalty 

5 Supplier rationalisation 

 
11. Which two of the following statements are correct?  

 

a. Customer-driven quality represents a passive approach to satisfying customer needs that 

is based on gathering data about customers to learn their needs and preferences. 

b. The first component of a complaint resolution process is contrition. The firm should 

apologise for the mistake made and invoke the Macy’s mantra, “the customer is always 

right”. 

c. To be effective, a guarantee should be unconditional, meaningful, understandable, 

communicable and painless to invoke. 

d. Gap 5 of the SERVQUAL model is the difference between expected service and service 

delivery. 

e. There are four steps in developing a useful survey: identifying customer requirements, 

developing and validating the instrument, implementing the instrument and analysing the 

results. 

 
1 a, b 

2 a, c 

3 c, e 

4 c, d 

5 b, c 

 
12. Which one of the following steps in Xerox's 10-step process to benchmarking helps 

companies prioritise which areas are the first candidates for change and improvement? 

      

1 Determine the current performance gap 

2 Plan and conduct the investigation 

3 Identify whom to benchmark 

4 Decide what to benchmark 

5 Develop action plans 
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13. Which three of the following statements are correct?  

 

a. The goal of financial benchmarking is to perform financial analysis and compare the 

results in an effort to assess your overall competitiveness. 

b. In benchmarking, it is important to understand only the target firm’s key business factors. 

c. Business process benchmarking is based on the concept of 5w2h. It is labelled as such 

because a business process benchmarking project should result in the answers to seven 

questions: who, what, when, where, why and how and how much. 

d. Benchmarking comprises ten steps. Recalibrating the benchmark is one of the steps 

which means that benchmarking is a one-off process with the best firms. 

e. Two factors are critical to achieving success through reengineering: breadth and depth. 

 
1 a, c, e 

2 a, b, c 

3 c, d, e 

4 b, d, e 

5 a, d, e 

 

14. Which three of the following statements are correct?  

 

a. Quality functional deployment (QFD) describes a method for translating supplier 

requirements into functional design. 

b. One of the steps in QFD is to identify the correlations between design elements in the 

roof of the house.  

c. There are five basic areas where FMEA can be applied. These are concept, process, 

design, service and supplier surveys. 

d. Component reliability is defined as the propensity for a part to fail over a given time. 

e. Currently, society demands much more from product designers than just high-quality 

products. The move to green manufacturing began in Germany with requirements for 

importers to remove packaging materials. 

 

1 a, b, c 

2 b, d, e 

3 b, c, d 

4 c, d, e 

5 a, c, e 

 

15. When customers provide themselves, their belongings and information as process inputs, 

what is this phenomenon known as?  

 

1 The reinvention process 

2 Services blueprinting 

3 The unreliable supplier dilemma 

4 The capricious labour theory 

5 Service transaction analysis 
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16. Which one of the following is a core activity in the value chain?  

 

1 Sales targets 

2 Quality management 

3 Inbound logistics 

4 Benchmarking 

5 Human resource management 

 

17. Which one of the following terms is defined as follows: A systems-based approach to 

performance improvement that leverages opportunities created by upstream and 

downstream linkages with suppliers and customers.  

 

1 Customer relationship management 

2 Supplier relationship management system 

3 Supplier development system 

4 Project management 

5 Supply chain quality management 

 

18. Which of the following relies on external validation of quality programmes?  

 

1 Generic filters 

2 Sole-source filters 

3 Aggregate filters 

4 Constricted filters  

5 Extrinsic filters 

 

19. Which two of the following statements are correct?  

 

a. Services are distinguished from manufacturing on several dimensions, one of which is 

that many service attributes are intangible. This means that they cannot be inventoried or 

carried in stock for long periods of time.  

b. There are four steps to developing a services blueprint. These include identifying 

processes, isolating fail points, establish a time frame and analysing competitors. 

c. If customers have higher expectations for tangibles than for reliability, and customers 

perceive tangibles as being poor, a large gap exists between the expected and delivered 

performance on reliability. 

d. Gap 4 of the SERVQUAL model is the gap between service delivery and service quality 

expectations. 

e. A customer-benefits package consists of both tangibles that define the service and 

intangibles that make up the service. 

 

1 a, b 

2 b, c 

3 a, e 

4 d, e 

5 c, e 
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20. Which one of the following statements regarding single sourcing is true? 

 

1 It increases the number of suppliers a firm uses 

2 It increases the number of suppliers a firms uses in manufacturing but decreases the 

number of suppliers a firm uses in services 

3 It decreases the number of suppliers a firm uses 

4 It increases the number of suppliers a firm uses in services industries but decreases 

the number of suppliers a firm uses in manufacturing 

5 It has no effect on the number of suppliers a firm uses 

 

 

Total marks = 20 
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Addendum D: Assignment 02 (Semester 2) 

SEMESTER 2 

ASSIGNMENT 02 (COMPULSORY) 

DUE DATE: 10 September 2018  

UNIQUE NUMBER: 873893 

Assignment 02 for MNO2602 consists of 20 multiple-choice questions, which covers topic 3 

(study units 10 to 13) and topic 4 (study units 14 to 15). 

 

Answer all of the following questions.  Please select only one of the options 1, 2, 3, 4 or 5. Each 

correct answer is allocated one mark each. No negative marking is applied. 

 

1. Consider figure 10.5 on page 266 of the prescribed book. Which of the following statements 

is true?  

 

a. There are six processing steps. 

b. The entire process ends when an action letter is issued. 

c. There are two times when material enter the process. 

d. There are two decisions to be made. 

e. When a submission is seen as complete, it goes to the front desk for decision. 

 

1 a, b 

2 b, c, d 

3 c, d, e 

4 a, b, d 

5 a, b, e 

 

2. For the following observations, calculate the class width for a histogram.  

 

 

 

 

 

 

 

1 3.25 

2 4.00 

3 3.00 

4 4.25 

5 3.58 

 

 

 

4 8 14 10 

12 9 15 17 

10 6 8 11 
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3. Which one of the following quality tools is used to examine the relationship between 

variables? 

  

1 Scatter diagram 

2 Cause-and-effect diagram 

3 Pareto chart 

4 Control chart 

5 Histogram 

 

4. Bakealot Bakery monitors customer complaints to improve customer satisfaction. They 

collected data relating to certain problems and compiled the following check sheet:  

 

 

 

 

 

 

 

 

What will be the cumulative percentage of the two leftmost bars of a Pareto chart?  

 

1 45% 

2 59% 

3 60% 

4 40% 

5 82%  

         

5. Which one of the following statements is true of random variation?  

 

1 It can be controlled. 

2 An example is when a machine breaks or does not function properly. 

3 It results from a shift in a process mean or some unexpected occurrence. 

4 It occurs with a somewhat consistent amount of dispersion. 

5 It results in a process that is not repeatable. 

 

6. When analysing a process using a control chart, what is it called when a point occurs 

outside one of the control limits?  

 
1 Erratic behaviour 

2 Process drift 

3 Natural variation 

4 Process run 

5 Out-of-control process 

 

 

Type of Problem Frequency 

Wrong order delivered 10 

No loyalty programme(s) 33 

Unfriendly personnel 11 

Not enough variety on menu 26 

Pies, cakes or bread too expensive 20 
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7. A Quality Manager in charge of a coffee filter pack production line needed to monitor the 

weight (in grams) of the filter packs being produced. Four packs were sampled every hour, 

throughout the production day. The table below shows the results. 

 

Sample 
number 

Weight (g) 

1 20.4 20.9 20.5 

2 19.9 19.8 20.1 

3 20.4 21.0 21.1 

4 21.3 22.0 21.2 

5 21.2 20.9 19.7 

 

Determine the upper control limit for an x chart, based on the range.  

 
1 UCL = 20.693 

2 UCL = 21.469 

3 UCL = 19.918 

4 UCL = 21.469 

5 More samples are needed to calculate the control limits.  

 

8. A certain critical part has specifications of 156.45 ± 0.3 cm. The part is manufactured from a 

process with a mean of 156.30 cm and a standard deviation of 0.09 cm. Determine the 

process capability.  

 

1 1.67 

2 0.67 

3 0.56 

4 0.44 

5 0.58 

 

9. Consider the following scenarios. Rearrange it according to the following types of attributes 

(in this order):  Sensory, Structural, Temporal, Performance, Ethical.  

 

a. Whether or not a satellite dish provides a signal  

b. Atmosphere in a restaurant   

c. Meeting the due date for assignment submission  

d. Empathetic insurance claims administrator  

e. Sports suspension package on a new motorcar.  

 

1 d, b, c, e, a 

2 a, e, c, d, b 

3 b, e, c, a, d 

4 a, d, e, b, c 

5 c, e, d, a, b 
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10. A manufacturer of printers checks samples of 40 units for functionality at the conclusion of 

the assembly process. The results of 8 samples are shown below: 

 

Sample A B C D E F G H 

Number of printers discarded 2 1 5 2 0 1 4 3 

 

Which sample(s) is out of control?  

 

1 Sample C and G 

2 Samples G and H 

3 None of the samples are out of control 

4 Samples E and F 

5 Sample C 

 

11. A system is composed of three components. Two of the components are connected in serie 

and have reliabilities of 0.94 and 0.91 respectively. The third component with reliability 0.89 

is connected in parallel with the first two components. What is the overall reliability of such a 

system?  

 

1 0.984 

2 0.145 

3 0.016 

4 0.855 

5 0.761 

 

12. What is the reliability of a product with a failure rate of 0.02 per operating hour and a useful 

life of 96 hours?  

 

1 0.920 

2 0.147 

3 0.149 

4 0.853 

5 1.920 

 

13. During which stage of the DMAIC process is Pareto Analysis used? 

 

1 Improve 

2 Analyse 

3 Define 

4 Measure 

5 Control 
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14. Which of the following statements is true?  

 

a. Six Sigma provide rigour to quality improvement efforts without the use of statistical 

quality techniques  

b. Traditional continuous improvement focuses more on cost reduction, while Six Sigma is 

concerned only with analysing sources of variation.  

c. Six Sigma has a few key players, including Champions, Master Black Belts and Black 

Belts.  

d. Lean Six Sigma places emphasis on reducing cost.  

e. Pareto Analysis is used in the first phase of the DMAIC process.  

 

1 c, d 

2 c, e 

3 a, b, d 

4 a, e 

5 b, c 

 

15. Which one of the following is regarded as one of the biggest reasons for so many influential 

voices calling for participation and teamwork to manage businesses today in the workplace?  

 

1 Consanguinity 

2 Complexity  

3 Diversity 

4 Unity 

5 Simplicity 

 

16. Which one of the following is a precondition necessary for empowerment?  

 

1 Clear authorship and accountability. 

2 Participation in planning at worker level. 

3 Adequate communication and information for decision-making. 

4 Change in organisational behaviour 

5 Responsiveness with authority  

 

17. Which one of the following types of teams are organised around a common product or 

service?  

 

1 Process improvement teams 

2 Natural work groups 

3 Cross-functional teams 

4 Tiger teams  

5 Self-directed work teams 
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18. Which of the following building blocks of quality improvement lead to decision-making 

patterns and actions in the organisation?  

 

1 Culture 

2 Information and finance 

3 Closeness to customers 

4 People 

5 Organisational learning and knowledge 

 

19. Choose which of the following statements refer to the building blocks for quality 

improvement.  

 

a. People form part of the core of any company.  

b. Lifelong learning is an important attribute for employees. 

c. The quality system needs to be validated.  

d. Financial resources provide the infrastructure and services that customers want. 

e. Quality audits need to be performed on a regular basis.  

 

1 a, b, c 

2 c, d 

3 a, b, d 

4 c, d, e 

5 d, e 

 

20. During which step in the quality audit process is preliminary results of the audit shared with 

management?  

 

1 Develop checklists  

2 Preparation 

3 Opening meeting 

4 Exit meeting 

5 Closure 

 

 

Total marks = 20 
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Addendum E: Assignment 03 (Semester 1 & 2) 

SEMESTERS 1 & 2 
 
ASSIGNMENT 03 (SELF-ASSESSMENT) 

Assignment 03 for MNO2602 consists of essay-type questions and covers the whole syllabus. 

 

Note: This assignment is for self-assessment purposes and need not be submitted. 

 

Question 1  (Study unit 1, 3, 5 and 6) 

 

You have been appointed as the director of quality in an organisation that manufactures 

executive office furniture. The chairman of the board has requested a presentation on the 

following areas of quality: 

 

a) Identify and define the various product quality dimensions and indicate its  

application to the product of the company.                                                   [16] 

 

b) Explain the difference between ISO 14000 and ISO 9000:2008.                                [10] 

 

c) An explanation of quality assurance and quality control functions, and how they  

 can be implemented.                                                                                                           [8] 

     

d) The components of a customer relationship management process for customer 

turnaround.                  [12]  

 

e) Problems that has prevented the success of benchmarking, and how you will  

 overcome them.                    [8] 

 

Question 2  (Study unit 2) 

 

Apply Deming’s 14 points to a manufacturing company or service provider of your choice  

by explaining how each point will further benefit the organisation.                                           [14]  

 

Question 3  (Study unit 4) 

 

What is the relationship between quality and ethics?                                                                 [5] 

 

Question 4  (Study unit 3) 

 

By globalising, organisations considerably change the physical environment, the task 

environment and the social environment. Distinguish between the task environment  

and the social environment of a firm.                                                                              [6]                
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Question 5   (Study unit 9) 

 

The head of the purchasing department at Gauteng Electronics asked you to assist them with 

“supplier development”. He heard this term recently at a conference he attended but is not sure 

what it means. Write a short report on the meaning of the term “supplier development” as well 

as on the steps to follow in this process.                                                                                   [20]    

 

Question 6  (Study unit 7) 

 

What are FMEA and FMECA and what is the primary difference between the two?                [10]                                                                                                        

 

Question 7  (Study unit 8) 

 

The Dean of Students at your university wants to do a survey regarding service quality 

experiences of Unisa students worldwide. Since you are almost graduating with a BCom 

degree, she asked you to assist with this research project. You suggested that the SERVQUAL 

instrument should be used. Write a short report on what the SERVQUAL instrument entails, how 

it is used, and what it reveals.                                                                                                   [10] 

 

Question 8  (Study unit 5) 

 

A customer is the receiver of goods or services. Differentiate between internal and external 

customers.                                                                                                                                   [4] 

 

Question 9  (Study unit 6) 

 

Many scholars believe that business process benchmarking is the most important type of 

benchmarking. Do you agree with this particular belief? Give reasons to justify your answer.   [5]      

 

Question 10  (Study unit 7) 

 

North West Appliance Manufacturing and Distribution Pty (Ltd) manufactures a range of 

household appliances and has a national presence, with manufacturing plants in all nine 

provinces in South Africa. The head of the purchasing department asked you to assist them with 

quality function deployment (QFD). He heard about this term at a conference he attended 

recently, but is not sure what it means. Compile a short report on the definition of QFD and the 

steps used to perform a QFD.                                                                                                   [15] 

 

Question 11   (Study unit 8) 

 

Differentiate between voluntary and involuntary services with examples.                                  [4] 
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Question 12   (Study unit 9) 

 

The value chain is a tool that disaggregates an organisation into its core activities to help 

reduce costs and to identify sources of competitiveness. From a quality perspective, explain  

the concept of the "chain of customers".                                                                                     [4] 

 

Question 13   (Study unit 10) 

 

The following dataset contains the number of defective products, produced by a sample of 18 

machines at Ntini factory: 

 

14 21 44 26 29 32 

55 19 48 46 45 22 

25 14 21 30 45 27 

 

Develop a histogram to graphically summarise the data.              [9] 

 

Question 14   (Study unit 10) 

 

Consider the following problem faced by a particular bank. After several brainstorming sessions 

held by the Financial Quality Management Committee, the problem was defined as being 

incomplete ATM transactions. Data concerning the causes of these incomplete ATM 

transactions were collected, and the results are shown in the table below: 

 

Cause Frequency 

ATM malfunctions 32 

ATM out of cash 28 

Invalid amount requested 23 

Lack of funds in account 19 

Magnetic strips unreadable 234 

Warped card jammed 365 

Wrong pin 23 

 

Perform a Pareto analysis in order to assist the Financial Quality Management Committee  

with solving this problem.                   [7] 

 

Question 15   (Study unit 10) 

 
a) Name the seven phases of the quality circle process.                                                          [7] 

 

b) Name the steps when implementing the fourth phase of the quality circle process.             [6] 

 

c) By making use of your own practical quality-related example, discuss the first  

 four phases of the quality circle process. Illustrate each step, where applicable.        [16] 
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Question 16  (Study unit 11) 

 

The branch manager of a bank wants to monitor customer waiting time for teller service during 

weekdays from 12:00 to 13:00. Four customers are selected (one at each 15 minute interval) 

and the time (in minutes) is measured from when the customer enters the line until he/she is 

served by the teller. The results are as follows: 

 

Day Time (min) 

1 7.2 8.4 7.9 4.9 

2 5.6 8.7 3.3 4.2 

3 5.5 7.3 3.2 6.0 

4 4.4 8.0 5.4 7.4 

5 9.7 4.6 4.8 5.8 

6 8.3 8.9 9.1 6.2 

7 4.7 6.6 5.3 5.8 

8 8.8 5.5 8.4 6.9 

9 5.7 4.7 4.1 4.6 

10 3.7 4.0 3.0 5.2 

11 2.6 3.9 5.2 4.8 

12 4.6 2.7 6.3 3.4 

 

The branch manager asked you to analyse the waiting time. After consulting the head of the 

quality control department, you decide use Statistical Process Control. In order to assist the 

branch manager, you need to answer the following questions: 

 

(a) Develop an x bar chart, based on the range.                      [12] 

 

(b) Construct an x bar chart, based on the standard deviation.                    [12] 

 

(c) For each of your charts in (a) and (b), state whether or not the process is in  

control. Motivate your answer.                [4] 

 

(d) Comment on the similarity/difference between your findings in (c).          [2] 

 

 

Question 17  (Study unit 11) 

 

Specifications for a bicycle derailleur are 6 cm ± 0.01 cm. The current process produces 

derailleurs with a mean of 6.002 cm and a standard deviation of 0.004 cm.  

 

(a) Is the process capable? Motivate your answer.              [8] 

 

(b) Assuming a normal distribution, what percentage of these derailleurs will not meet  

  the specifications?                 [7] 
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Question 18  (Study unit 12) 

 

A manufacturer of ceramic tiles subjects their tiles to several quality checks. Tiles found to have 

surface deformities or failing to meet size specifications are considered as defectives. The table 

below presents the number of defective tiles in 12 samples of 50 tiles each: 

  

Sample number 1 2 3 4 5 6 7 8 9 10 11 12 

Number of defective tiles 7 5 4 3 3 6 2 5 8 4 6 1 

 

(a) Construct a p chart for this manufacturing process.           [11] 

 

(b) Using the same data, construct an np chart for this process.                     [10] 

 

(c) For each of your charts in (a) and (b), state whether or not the process is in  

  control. Motivate your answer.                  [4] 

 

(d) Comment on the similarity/difference between your findings in (c).           [2] 

 

 

Question 19  (Study unit 12) 

 

A system consists of six components, connected as in the figure below: 

 

 

 

 

   

                                                                                                                                                                             

 

 

 

Determine the reliability of the system. The reliability of each component is shown below: 

 

Component A: 87.0AR    Component B: 95.0BR ;   

Component C: 85.0cR   Component D: 92.0DR ;   

Component E: 83.0ER   Component F: 90.0FR .                [8] 

 

Question 20  (Study unit 12) 

 

(a) Determine the reliability of a product with a failure rate of 0.002 and a useful 

 operating life of 150 hours.                   [3] 

 

(b) Suppose a product is designed to operate for 210 hours with a 0.02 probability of failure.  

i) How many failures per hour are incurred by this product?            [4] 

ii) What is the MTTF for this product?               [2] 

A 

D 

C 

B 

E 

F 
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Question 21  (Study unit 13) 

a) Briefly explain the Six Sigma concept.                                                                          [3] 

 

b) Briefly explain the concept of Lean Six Sigma.                    [3] 

 

c) List the key players involved in Six Sigma and discuss the role of each player.       [12] 

 

d) List the five phases in the implementation of Six Sigma.                                        [4] 

 

e) Name the steps involved in the first phase of the DMAIC process.           [4] 

 

f) Briefly discuss the third phase of the DMAIC process.                                                         [9] 

 

 

Question 22  (Study unit 14) 

a) What are the primary sources of conflict in work teams? What are some of the  

 methods for resolving team conflict?                                                [15] 

 
b) Briefly describe the stages of a team’s development.                                            [5] 

 
 

Question 23  (Study unit 15) 
 

a) Name and briefly discuss the main ingredients to an audit.                       [5]   

 

b) The first step in the quality audit process is preparation. State briefly the tasks which need 

to be performed when preparing for a quality audit.                                                     [5] 

 

Question 24  (Study unit 15) 

 

There are regions in which the three spheres of quality overlap. Briefly discuss some of the 
overlaps between quality management, quality assurance, and quality control and why they are 
important.                               [15]   


