CHAPTER 6

DISCUSSION QUESTIONS 

4.
A university can seek to control the quality of its graduates by: 


Setting specific goals for its overall accomplishments 


Employing quality faculty 


Setting appropriate standards (prerequisites, GPA, required credit hours, etc.) 


Employing appropriate evaluation devices (quizzes, examinations, term papers, etc.) 


[image: image1.png]



CRITICAL THINKING EXERCISE

OM in Action 

Rich#y Int#rnational’s Spi#s

How do limousin# s#rvic#s and luxury hot#ls maintain quality? Th#y insp#ct. But wh#n th# product is on#-on-on# s#rvic#, larg#ly d#p#nd#nt on p#rsonal b#havior, how do you insp#ct? Your hir# spi#s!


Rich#y Int#rnational is th# spy. National #x#cutiv# S#rvic#, an int#rnational limousin# s#rvic#, Pr#f#rr#d Hot#ls and R#sorts Worldwid#, and Int#rcontin#ntal Hot#ls hav# all hir#d Rich#y to do quality #valuations via spying. Rich#y #mploy##s posing as custom#rs p#rform th# insp#ctions. How#v#r, #v#n th#n manag#m#nt must hav# #stablish#d what th# custom#r #xp#cts and sp#cific s#rvic#s that yi#ld custom#r satisfaction. Only th#n do manag#rs know wh#r# and how to insp#ct. Aggr#ssiv# training and obj#ctiv# insp#ctions r#inforc# b#havior that will m##t thos# custom#r #xp#ctations. Th# training is p#rform#d in-hous#, but Rich#y Int#rnational p#rforms th# unannounc#d insp#ctions.


National #x#cutiv# S#rvic#, a worldwid# limousin# busin#ss with affiliat#s in 420 citi#s in 65 countri#s, has contract#d with Rich#y to p#rform a 110-point ch#ck of r#s#rvation cl#rks and driv#rs. Rich#y insp#cts #v#rything from—is th#r# a stock#d tissu# box in th# r#ar s#at to th# footw#ar of th# chauff#ur (th# chauff#ur is #xp#ct#d to hav# shin#d black l#ath#r sho#s and black socks) and did th# chauff#ur mak# a s#lf-introduction.


Similarly, hot#ls such as Pr#f#rr#d Hot#ls and R#sorts Worldwid# and Int#rcontin#ntal Hot#ls us# Rich#y’s und#rcov#r insp#ctors to #nsur# p#rformanc# to #xacting standards. Th# hot#ls do not know wh#n th# #valuations will occur. Nor do th#y know what alias#s th# #valuators will us#. Ov#r 50 diff#r#nt standards ar# #valuat#d b#for# th# insp#ctors #v#n ch#ck-in at a luxury hot#l. Ov#r th# n#xt 24 hours, using ch#ck lists, tap# r#cordings, and photos, writt#n r#ports ar# pr#par#d. Th# r#ports includ# #valuation of standards such as:


Do#s th# doorman gr##t #ach gu#st in l#ss than 30 s#conds?


Do#s th# front d#sk cl#rk us# th# gu#st’s nam# during ch#ck-in?


Is th# bathroom tub and show#r spotl#ssly cl#an?


How many minut#s do#s it tak# to g#t coff## aft#r th# gu#st sits down for br#akfast?


Did th# wait#r mak# #y# contact?


W#r# Minibar charg#s post#d corr#ctly on th# bill?


#stablish#d standards, aggr#ssiv# training, and insp#ctions ar# part of th# TQM #ffort at th#s# firms. Quality do#s not happ#n by accid#nt.

There are 267 total e’s, each identified by a # sign: 3 are in the title, 21 in the 1st paragraph, 81 in the 2nd, 48 in the 3rd, 59 in the 4th, and 55 in the last paragraph and list.

END OF CHAPTER PROBLEMS
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6.11
(a)
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(b)
Conclusion: Most of the delay is the result of inadequate parts.
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Recommendation: Start improvement by focusing on the high-frequency items (i.e, parking, pool, etc.)
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