
UNIT 2
TQM Principles



ORGANIZATION STRUCTURE & DESIGN

ÅOrganizationaldesign is a formal process of integration
people, information & technology. It is a process of
developingand changingthe ƻǊƎŀƴƛȊŀǘƛƻƴΩǎstructure by its
managers. It is a chart containingthe reporting structure i.e.
who reportsto whom.

ÅOrganizationalstructure is the formal authority, power and
rolesin anorganization.

ÅOrganizational size, organizational life cycle, strategy,
environment& technologywork together to form a complete
organization.



TYPES OF ORGANIZATIONAL STRUCTURE

Ç Hierarchicalstructure: Employeesare groupedwith everyemployee
havingone clear supervisor. The groupingis done basedon factors
such as function, geography & product. For example
Corporations,Governments,and organizedreligionsare hierarchical
organizations.

ÇMatrix structure: Thereporting relationshipsare set up asa grid, or
matrix, rather than in the traditional hierarchy. It is a type of
organizationalmanagementin which people with similar skills are
pooledfor work assignments,resultingin more than one managerto
report to. For example, all engineersmay be in one engineering
department and report to an engineeringmanager. But these same
engineers may be assigned to different projects and might be
reporting to those project managers as well. Therefore some
engineersmight have to work with multiple managersin their job
role.



Ç Horizontal/Flat structure: Mostly adoptedby smallcompaniesand
start-ups in their early stage. Themost important thing about this
structure is that many levels of middle management are
eliminated. Thisenablesemployeesto makedecisionsquicklyand
independently. Thisworks well for small companiesbecausework
andeffort in a smallcompanyarerelativelytransparent.

Ç Network structure: It helps visualizeboth internal and external
relationshipsbetween managersand top-level management. They
are not only lesshierarchicalbut are also more decentralizedand
more flexible than other structures. The idea behind the network
structure is basedon socialnetworks. Its structure relies on open
communicationand reliable partners; both internal and external.
The network structure is viewed as agiler than other structures
becauseit hasfew tires, more control and bottom flow of decision
making.



ÇDivisional structure: Within a divisional structure, each
organizationalfunction hasits own divisionwhich corresponds
to either products or geographies. Eachdivision contains the
necessaryresources and functions needed to support the
product line and geography. The main advantage of the
divisional structure is the independent operational flow, that
failure of one companydoesnot threaten the existenceof the
others.

ÅLine organizationalstructure: Its authority flows from top to
bottom. Unlike other structures, specializedand supportive
servicesdo not take placein theseorganizations. Thechainof
commandand each department head has control over their
departments. The self-containeddepartment structure can be
seen as its main characteristic. Independentdecisionscan be
takenby line officersbecauseof its unified structure. Themain
advantageof a line organizationalstructurecanbe identified as
the effective communication that brings stability to the
organization.



ÇTeam-based organizational structure: They are made of
teamsworkingtowardsa commongoalwhile workingon their
individual tasks. They are less hierarchical and they have
flexible structures that reinforce problem-solving, decision-
makingandteamwork.



LEADERSHIP
Å It is the process of influencing others to facilitate the

attainmentof organizationallyrelevantgoals.

üLeadershipTraits

ÅSelfconfidence

ÅKnowledgeof business

ÅCreativity& originality

ÅWarmth

ÅFlexibility& adaptiveness

ÅCognitiveability

ÅHonesty& integrity

ÅPersonaldrive

ÅDesireto lead



TRANSACTIONAL & 
TRANSFORMATIONAL LEADERS



STRATEGIC QUALITY PLANNING





QUALITY COUNCIL
ÅIt is a team to provideoveralldirection for achieving

the total qualityculture(TQC).

ÅIt is a team formed in the organization with an
objective of building quality into the culture of the
organization.

ÅQualitycounciliscomposedof:

VChiefExecutiveOfficer

VSeniormanagersof the functionalarea

VQualitycouncilcoordinatoror consultant



OBJECTIVES OF QUALITY COUNCIL
ÅToraisethe quality consciousnessin the organization

throughseminars,studytours & usingother formsof
promotion.

ÅToensureeffectivefunctioningof the organizationon
the qualitystatement& plan.

ÅTo encouragebasicand applied R&Din the field of
quality and dissemination of its results to the
organization.

ÅToraisethe levelof training of personnelengagedin
qualityactivities.

ÅTo facilitate upgradation of testing and calibration
facilitiesandlaboratories.



DUTIES OF QUALITY COUNCIL
ÅToestablishcorevalues& qualitystatements( Visionst., Mission

st., QualityPolicyst.)

ÅTo establish strategic long term plan with goals and annual
quality improvementprogramwith objectives.

ÅToplantraining& educationprogramme.

ÅTodetermine& monitor the costof poor quality.

ÅTo perform and monitor the performancemeasuresfor each
functionalareas.

ÅTo determine continually those projects that improve the
processesparticularly that affect external & internal customer
satisfaction.

ÅTo establish multifunctional project and departmental teams
andmonitor the progress.

ÅToestablish/revisethe recognition& rewardsystemperiodically.



QUALITY STRUCTURE



EMPLOYEE INVOLVEMENT
ÅEmployeeinvolvementis probablythe most effective

approachto improvethe qualityandproductivity.

ÅEmployee involvement is not a replacement for
management nor is it the final word in quality
improvement.

ÅIt is a meansto better meet theƻǊƎŀƴƛȊŀǘƛƻƴΩǎgoals
for quality and productivity at all levels of n
organization.



EMPLOYEE MOTIVATION
ÅA process of stimulating people to accomplish

desiredgoals.

ÅTheprocessof attempting to influenceothers to do
your will throughthe possibilityof reward.

ÅThe process of inducing people inner drives and
action towards certain goals and committing their
energiesto achievethroughgoals.



IMPORTANCE OF MOTIVATION
Å Improvesemployeeinvolvement.

ÅPromotesjob satisfaction and thus reducesabsenteeismand
turnover.

ÅHelps in securing a high level of performance and hence
enhancesefficiencyandproductivity.

ÅCreatesa congenialworking atmospherein the organization
andthuspromotesinterpersonalcooperation.



EMPOWERMENT

ÅEmployment refers to increasing the spiritual,
political, social, educational, gender, or economic
strengthof individualsandcommunities.

ÅEmployeeempowermentmeansthat an employeeis
givena chanceto be enterprising,take riskswithout
compromisingwith the organizationalgoals,mission
andvision.



BENEFITS OF EMPLOYEE 
EMPOWERMENT



TEAM & TEAMWORK
ÅA team is a small number of people with

complementary skills who are committed to a
common purpose, set of performance goals, and
approachfor which they hold themselvesmutually
accountable.

ÅAlthough organizations have traditionally been
formed around task or work groups,the conceptof
teamsandteamworkhastakenon a new meaningin
a TQMenvironment.

ÅTeamsprovide opportunities to individualsto solve
problemsthat they may not be able to solveo their
own.



ÅTrust

ÅEffectivecommunicative,especiallylistening

ÅAttitude positiveάŎŀƴŘƻέ

ÅMotivation to performandimprove

ÅWe mentality

ÅOwnershipof processwith pride

ÅRespectfor andconsiderationof others

ÅKeepfocus

TEAM & TEAMWORK



IMPORTANCE OF TEAMWORK
ÅAll team members actively

participate.
ÅMembers communicate

openly.
ÅConflict is effectively

managed.
ÅDomination by one or two

membersisavoided.
ÅDecisions are critically

analyzed.
ÅAll members share team

leadership.
ÅDisruptive behavior is

confrontedby the team.
ÅTeam membership is

rewardingandenjoyable.



QUALITY CIRCLES



ÅA quality circle is a groupof work-force members,usually
from within samework area or doing similar work, who
volunteer to meet weekly (on companytime) to address
qualityproblemsthat occurwithin their work area.

üAdvantagesof Quality Circle

VInternalleadership

VReinforceworkermorale& motivation

VEncouragea strongsenseof teamworkin anorganization

VHigherquality

VImprovedproductivity

VGreaterupwardflow of information

VBroaderimprovedworkerattitudes

VJobenrichment

QUALITY CIRCLES





WHAT IS KAIZEN?

ÅKaizen, a Japaneseword
for άƛƳǇǊƻǾŜƳŜƴǘέor
άŎƘŀƴƎŜfor the ōŜǘǘŜǊέ
refers to philosophy or
practicesthat focusupon
continuousimprovement
of processes in
manufacturing
engineering, game
development and
businessmanagement.



KAIZEN



WHAT IS 5S?



PERFORMANCE APPRAISAL

ÅPerformanceappraisalis the systematic evaluation
of the performanceof employeesand to understand
the abilities of a person for further growth and
development. PA is generally done in systematic
wayswhichareasfollows:

üThe supervisorsmeasure the pay of employees&
compareit with targetsandplans.

üThe supervisor analysesthe factors behind work
performancesof employees.

üThe employers are in position to guide the
employeesfor a better performance.



OBJECTIVES
VTo maintain records in order to determine compensation

packages,wagestructure,salariesraises,etc.

VTo identify the strengths and weaknessesof employeesto
placeright menon right job.

VTo maintain and assessthe potential present in a personfor
further growth anddevelopment.

VTo provide a feedback to employees regarding their
performanceandrelatedstatus.

VTo provide a feedback to employees regarding their
performanceandrelatedstatus.

V It serves as a basis for influencing working habits of the
employees.

VTo review and retain the promotional and other training
programmes.





SUPPLIER PARTNERSHIP
ÅAn organization (or customer) purchases its

requirements, raw materials, components, and
services from supplier. A partnership between
customerandsupplieris oneof the keysto obtaining
high quality products and services. Customersand
suppliershavethe samegoal- to satisfythe end user.
They must work together as partners to maximize
the return on investmentbecausethey havelimited
resources.



PARTENERING

ÅPartnering is basicallya long term relationship
existing between two or more companies or
individuals to achieve common goals and
objectives by maximizing the effectivenessof
each ƛƴŘƛǾƛŘǳŀƭΩǎresources. Here each person
contributes money, property, labor and skills to
sharein the profits andlossesof a business.

ÅThisrelationshipshouldbe basedupon trust and
dedicationto commongoalsandobjectives.



EFFECTIVE PARTNERSHIPS



SUPPLIER RATING & SELECTION


