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Sixth Semester Exam in Quality Management

Theoretical questions ...........................................................................................................

@ Part One (6 points): Provide a clear definition of the following terms. (The answer is in the table)

1) Kaizen 2) Integrated management system 3) DMAIC Model

@ Part Two (6 points): Identify the differences between: (The answer is in the table)
* ISO 9001 and Total Quality Management;
* Six Sigma and Total Quality Management;
* Quality and excellence.

Case study ........................................................................................................................

AT&T Inc. is one of the world’s largest telecommunications holding companies and is the largest in the United States.
Operating globally under the AT&T brand, AT&T companies are recognized as the leading worldwide providers of IP-based
communications services to Businesses and as the leading providers of high-speed DSL Internet, local and long-distance
voice, and directory publishing and advertising services in the United States .
While companies such as Motorola, Ford, DuPont, and Xerox have routinely evaluated their manufacturing operations,
AT&T with the help of the accounting firm Coopers & Lybrand has evaluated its cash management operations. Operations
evaluated include cash positioning, cash concentration, cash mobilization funds transfer, and cash transactions
accounting.
First, AT&T determined the areas to evaluate and the companies to standard against. Then, it determined the indicators
that would be measured and collected data by interviewing other companies, conducting surveys, and reading technical
journals and advertisements. It analyzed the data and determined the best-in-the-class from each identified benchmark.
AT&T then evaluated its progress against the benchmarks and decided on the best way to improve operations.
As a result of its extensive benchmarking effort, AT&T increased automated clearinghouse usage, increased electronic data
interchange/electronic funds transfer focus, enhanced training, and education, created a quality consultant position,
reduced management and staffing, consolidated operations and systems, combined banking and cash management
functions, simplified its banking network and reduced the number of its bank accounts.
Ref.: Charantimath, P. M. (2017). Total Quality Management. Third Edition. Pearson India Education, p. 371
* What is the process carried out by AT&T, justifying your answer? (04 points)
* Why do you think AT&T focused on improving the process (the cash management process) rather than improving its
services? (04 points)
Prof. Khalil Chergui
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