
UNIVERSITY OF COLOMBO, SRI LANKA 

F A C U L T Y OF MANAGEMENT AND FINANCE 

Postgraduate & Mid-career Development Unit 
Master of Business Administration (Semester III , Second Half) Examination - July/August 2016 

MBAGM 615 - Managing for Quality 

Three (03) Hours 

Answer Five (05) Questions in all, including Question 1 

This is an open book examination 

The paper consists of eight (08) questions on six (06) printed pages 

1. Read the following case and answer the questions given below it. 

Reducing Costs and Enhancing Customer Satisfaction through the Implementation 
of a Quality Management System at "Field International" 

Quality and reliability are critical values for the aerospace industry. In an environment where the 

mistakes or failure of products or services can have serious consequences, it is essential to have a 

robust framework in place to help reduce risks and continue to provide quality products and a good 

service to the customers. Field International is one of the world leaders in the design and manufacture 

of aircraft maintenance and production tooling, ground support equipments, military components, and 

bespoke precision engineering. The company is proud to be the UK's only official Airbus and Boeing 

aircraft tooling licensee. Formed in 1995 the company remains family-owned and has experienced a 

rapid rate of growth over the past few years to keep pace with the ever expanding aerospace 

environment. Field International has also secured other licences from manufacturers allowing the 

company to offer both a better service as well as a wider range of tooling and maintenance equipments 

to its customers. 
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Field International's aim is to be a truly global, single source supplier to the airlines and maintenance 

organizations for all aircraft tooling needs. However the industry is experiencing an ever increasing 

complexity with regards to tooling and therefore the need to ensure consistent quality with repeatable 

build times has become essential. To achieve this goal, Field International decided that the 

implementation of a management system, based on the ISO 9001 and AS 9100 standards was the way 

forward to ensure a more structured and reliable approach. The robust management framework that 

has since been put in place has enabled the company to meet its objectives and achieve continual 

improvement through better monitoring and measuring of activities, a more accurate understanding of 

performance, and identification of areas for improvement. The specific customer needs identified by 

the Quality Management System of the company are: continual improvement in the quality and 

effectiveness of products, increased operational efficiency, and a foundation for multi-site global 

manufacturing. 

Adrian Gauden, the Quality Manager of the company communicates about the following number of 

benefits that the company has enjoyed as a result of implementation of its Quality Management 

System. 

"We have seen a number of tangible commercial benefits since implementing AS 9100. We have 

made cost savings through improved efficiency and productivity; deficiencies are highlighted meaning 

that we can continually improve; in turn that means reduced waste, less inappropriate or rejected work 

and fewer complaints." 

"Improved communication with our customers has been vital to the growth and sustainability of the 

company. The sales teams in the UK and Singapore, as well as their appointed representatives, ensure 

that globally they have direct contact 'with existing and prospective customers. Feedback is 

encouraged on all of their products and services and steps are taken to ensure that this information is 

relayed back to the organization in an attempt to continually strive to improve in all areas of service 

delivery." 

"We have been able to introduce a number of new and improved processes into our operation since 

working with British Standard Institute (BSI). The auditors from BSI have been very constructive 

during the audit programme. This has had a positive effect on our staff showing them that a 
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requirements are satisfied." 

"Our staff is now happy to work to set procedures and processes, although some did not really 

understand the need for them initially. There are always a lot of questions relating to performance 

measurements and monitoring displayed on our notice boards, which is encouraged and always 

explained in detail. We find the more involved our staff are in our management system, the more they 

feel they are playing a part in the company achieving its goals. Introducing a management system 

takes time and effort, but overall the staff in general now realize that the company would not run 

efficiently without the structure of the system." 

The Quality Management System of the company has catered into numerous benefits to the customers 

in the forms of improved product quality and reduced return rate, licence approval gains in new global 

markets and, continual improvement across quality and manufacturing. 

Adrian further explains on why the company wanted to collaborate with BSI. 

"After meeting with BSI to discuss potential transfer of our auditing, the proactive attitude of the BSI 

staff gave us confidence in the service the company was offering. The strategic approach to auditing 

with a three year plan of 'improving our system,' was a breath of fresh air as the emphasis was more 

on auditing to continually improve rather than auditing to highlight our weaknesses." 

The scope of Field International's management systems includes the following: design and 

manufacture of aircraft jigs, fixtures, special tooling, and ground support equipments. It also covers 

specialized engineering project management, multi-axis CNC machining with CMM inspection along 

with fabrication and machining of small to large components for the aerospace industries. The 

company is planning to include painting and service to its scope in-line with re-certification audits. 

Source: BSI Case Study - Field International, http://www.bsigroup.com/en-GB/about-bsi/casestudies/ 

i . Briefly explain five (05) major approaches used by Field International to identify the needs of its 

customers. 

(10 Marks) 
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i i . Describe how Quality Management System of the company has helped it to satisfy its customers in a 

systematic manner. 

(10 Marks) 

(Total 20 Marks) 

2. "Quality is important to businesses but can be quite hard to define. It primarily means meeting the 

needs and expectations of customers who want quality that is appropriate to the price that they are 

prepared to pay and the level of competition in the market." 

i . Briefly explain five (05) comments on the above statement, based on how the concept of quality has 

been applied by an organization known to you. 

(05 Marks) 
i i . Describe the evolution of quality management concepts by using practical examples. 

(08 Marks) 

ii i . Briefly explain seven (07) principles of quality management that contemporary organizations 

would practice, based on the ideas given by the major Quality Gurus. 

(07 Marks) 

(Total 20 Marks) 

3. Briefly discuss ten (10) practical issues of implementing an 'international framework of quality' in 

Sri Lankan organizations. 

(20 Marks) 

4. "Productivity is the black box that converts capital to sales and profits. It is the missing link that 

has been neglected and overlooked by those who think that business is all a matter of raising and 

increasing capital to buy more or better inputs, and expect sales and profits to naturally happen. 

These companies always discover that they are always starved for capital while profitability 

continuously decline." Infusing capital into wasteful operations is like feeding fire with fire or 

throwing good money after bad. Of course, productivity cannot be bought by capital; there is no 

short-cut. It is a result of hard-work, change of corporate culture, management outlook, and i f 

necessary, the change of the entire management." 
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i . Describe how Toyota's Production System (TPS) has contributed to enhance the productivity and 

competitive superiority of the company, based on the relevant video presentation watched in the 

class-room. 

(10 Marks) 

i i . Discuss five (05) major issues faced by Sri Lankan organizations in enhancing their productivity. 

(10 Marks) 

(Total 20 Marks) 

5. "Total quality management (TQM) is an integrated management system for a customer-focused 

organization that involves all employees of the organization in its continual improvement. It uses 

strategy, data, and effective communications to integrate the quality management into the culture 

and activities of the organization." 

i . Critically evaluate the definition of TQM presented above. 

(10 Marks) 

i i . Explain the process of TQM implementation based on the research article [Annals of Business 

Administrative Science 8 (2009) 55-74.] which was discussed in the class-room. 

(10 Marks) 

(Total 20 Marks) 

6. "In the pursuit of strategic quality management, managers require a system to: develop quality 

policy, communicate, allocate resources, focus and align actions, and control corporate drift. 

Although there are many ways in which to plan (e.g. formal strategic planning, issue-based 

planning, and strategic assumption analysis and dialectic inquiry), they are all fraught with 

difficulties and often charged with bureaucracy, short-termism, and failure to adapt to changes." 

i . Discuss how an organization should design its quality policy. 

(10 Marks) 
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i i . Evaluate major issues of deploying the designed quality policy at the organizational level. 

(10 Marks) 

(Total 20 Marks) 

7. "Total Quality Human Resource Management (TQHRM) is an approach to human resources 

management that involves many of the concepts of quality management. The primary goal of 

TQHRM is employee empowerment" (Foster, 2001). 

i . Elaborate the differences between a traditional HRM oriented organization and a modern TQHRM 

oriented organization. 

(05 Marks) 

i i . Assume that after completing your MBA degree programme, you are supposed to consult to an 

organization on the ways it should empower its employees to involve in its quality management 

practices. Briefly explain five (05) ways that you would recommend to the organization to achieve 

successful worker empowerment in specific to the above task. 

(05 Marks) 

i i i . Discuss how Human Resource leadership plays a key role in continuous improvement of an 

organization, based on the related research paper discussed in the class-room. 

(10 Marks) 

(Total 20 Marks) 

8. i . Identify the strengths and weaknesses of the criteria of Sri Lankan National Quality Award 

(SLNQA). 

(05 Marks) 

i i . Discuss how do cultural values of Sri Lanka impact on managing for quality of the organizations 

operating in the country. 

(07 Marks) 

ii i . Describe the importance of using a sense making perspective on everybody's involvement in 

contextualization of quality management efforts in an organization, according to the journal 

article discussed in the class-room. (08 Marks) 

(Total 20 Marks) 
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