Revision Questions and Answers


1. Describe the four quality related costs and discuss how to minimise the total cost of quality.



The four quality related costs are internal failure costs, external failure costs, appraisal costs, and prevention costs. They should also be able to describe at least 2 of the 4 clearly – i.e. Internal failure costs are caused by defects that occur prior to delivery to the customer, including money spent on repairing or reworking defective products, as well as time wasted on these activities. External failure costs are incurred by defects that are not detected until a product or service reaches the customer.  Appraisal costs occur when a company assesses its quality levels. Prevention costs are those incurred by an organization to actually prevent defects from occurring to begin with.

Better students will note that we expect that as prevention and appraisal efforts (and costs) rise, internal and external failure costs should drop. 


2 Describe the wastes identified by the JIT philosophy. How can they be reduced?



All students should know that, according to the JIT perspective, waste, or muda, is any activity that does not add value to the good or service in the eyes of the consumer and they should be able to give at least a 3-4 examples of types of waste. In addition, they should be able to describe the majority (5+) of the common wastes and should make simple suggestions about how some of these wastes can be reduced. 

Good students will give more detail, offer examples and perhaps discuss the reasons why JIT focuses so strongly on waste reduction, whilst excellent students will demonstrate a strong understanding of the wastes and offer creative and interesting suggestions about reducing them and the impact this would have on an organisation.
The wastes are
Overproduction — caused by inflexible or unreliable processes that cause organizations to produce goods before they are required, layouts or an inability to match demand with output levels;
Unnecessary transportation — always increasing costs and the risk of damage without adding value;
Inappropriate process — using overly complex processes when simpler, more efficient ones would do;
Unnecessary inventory — caused by uncertainty with regard to quality;
Waiting — caused by inefficient levels, delivery lead times, etc;
Unnecessary/excess motion — caused by poorly designed processes;
Defects — creating uncertainty in the process and robbing production capacity by creating products or services that require rework or must be scrapped;
Underutilization of employees — caused by not utilizing the skills and decision-making capabilities of their employees





3. Discuss four dimensions of quality a consumer looks for in manufactured products. Provide examples




[bookmark: _GoBack]The dimensions that could be discussed are as follows:
a. Performance: the basic operating characteristics of a product.
b. Features: the extra items added to the basic features
c. Reliability: the probability that a product will operate properly within an expected time frame.
d. Conformance: the degree to which a product meets pre-established standards.
e. Durability: how long the product lasts before it must be replaced.
f. Serviceability: the ease, speed, and facility of the repair process.
g. Aesthetics: how the product looks, feels, smells, sounds, or tastes.
h. Safety: assurance that the customer will not suffer injury or harm from a product.
i. Other: subjective perceptions based on brand name, advertising, etc.



