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Answer Any Three Questions 

Question 1
Quality function deployment (QFD) is a way to capture, organise and deploy the voice of the customer both internally and externally.

a) Critically analyse the role that the Kano Model plays in improving quality.
(10 marks)

b) Evaluate the relationship that QFD has with Total Quality Management (TQM)
(7 marks)

c) The following data in Figure 1 has been obtained from a QFD study.  Calculate the how much values and explain the importance of these values in QFD analysis

(8 marks)
Figure 1	QFD Study Aircraft Seats    
	
	Importance
	Width of armrest
	Armrest recess depth
	Profile of back
	Back thickness
	Liquid resistant fabric
	Stain resistant fabric
	Washable fabric
	Fabric wear resistant
	Material FST performance
	Mountings interchangeable

	Arm rest folds away
	5
	
	
	
	
	
	
	
	
	
	

	Arm rest wide enough
	5
	
	
	
	
	
	
	
	
	
	

	Enough leg room
	8
	
	
	
	
	
	
	
	
	
	

	Lumbar support
	8
	
	
	
	
	
	
	
	
	
	

	Doesn’t soak up split drink
	5
	
	
	
	
	
	
	
	
	
	

	Fabric stain resistant
	6
	
	
	
	
	
	
	
	
	
	

	Easy to clean

	6
	
	
	
	
	
	
	
	
	
	

	Durable

	6
	
	
	
	
	
	
	
	
	
	

	Lightweight

	9
	
	
	
	
	
	
	
	
	
	

	Fit more passengers in
	5
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	





Question 2
You have just joined Collier Engineering and they have been requested by one of their customers to show how they are using Failure Mode Effects Analysis (FMEA).

Prepare a detailed report that explains how you would undertake a FMEA exercise on a design issue.
(25 marks)

Question 3
The cost of poor quality can have a significant impact on profits and excess energy consumption.

a) One of the most widely used models in quality costing is the prevention, appraisal, failure model (PAF).  Analyse the advantages of using this model, any assumptions it makes, along with the limitations of its use.
(15 marks)

b) Quality costs can be classified in a few different ways.  Discuss what needs to be considered when classifying quality costs.
(10 marks)

Question 4
Much of the modern thinking in quality is based on the work of the quality gurus such as Deming and Juran.

Critically evaluate the work of Deming and Juran clearly discussing how they have influenced modern thinking in quality.
(25 marks)
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