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1. What is the significance of employee feedback in TQM?
A. It ensures compliance with regulations
B. It serves as a basis for performance evaluation
C. It provides insights for improvement and fosters a culture of

open communication
D. It reduces the need for management oversight

2. When a process functions at a Six Sigma level, how many
defects per million opportunities does it correspond to?
A. 1.5
B. 3.4
C. 6.7
D. 20

3. What does the '5 Whys' technique help to identify?
A. The main competitor's strategy
B. The root cause of a problem
C. The best marketing approach
D. The employee of the month

4. In cost-benefit analysis, which factor is typically not
considered?
A. Costs of implementation
B. Potential savings
C. Impact on competitors
D. Return on investment

5. What is a Quality Management System (QMS)?
A. A software tool for quality tracking
B. A structured system that documents processes, procedures,

and responsibilities for achieving quality policies
C. An international certification standard
D. A list of quality control regulations
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6. During the Analyze phase, our team uses a ___ to
brainstorm concerning all potential factors that could impact
the output of the process we are investigating.
A. Flowchart
B. Fish-bone Diagram
C. Histogram
D. Pareto Chart

7. What is the primary benefit of the SIPOC diagram in
process mapping?
A. It focuses on cost reduction
B. It identifies suppliers and inputs
C. It standardizes work processes
D. It assesses employee performance

8. What best represents the purpose of the process map?
A. Document compliant procedures
B. Identify waste and prioritize projects
C. Allocate resources effectively
D. Define team roles and responsibilities

9. What is one of the key actions to take during the measure
phase of a project?
A. Identify process stakeholders
B. Determine baseline performance of the process
C. Define the project timeline
D. Establish communication plans

10. Which of the following tools is used to translate broad
requirements into specific requirements?
A. A critical to quality (CTQ) tree
B. Fishbone diagram
C. Pareto chart
D. Process mapping
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Answers
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1. C
2. B
3. B
4. C
5. B
6. B
7. B
8. B
9. B
10. A
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Explanations
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1. What is the significance of employee feedback in TQM?
A. It ensures compliance with regulations
B. It serves as a basis for performance evaluation
C. It provides insights for improvement and fosters a culture of

open communication
D. It reduces the need for management oversight

Employee feedback plays a critical role in Total Quality Management (TQM) as it
provides valuable insights for continuous improvement within an organization. By
encouraging open communication, TQM fosters an environment where employees feel
empowered to share their thoughts and experiences. This exchange of information can
highlight areas where processes may be lacking or where innovation can take place,
ultimately leading to enhanced quality in products and services.   Moreover, when
feedback is actively sought and valued, it promotes a culture of collaboration and trust
between management and staff. This culture encourages employees to contribute to
decision-making processes, leading to solutions that are more informed and effective. As
a result, organizations that prioritize employee feedback are more likely to adapt
successfully to changes, avoid stagnation, and continuously improve their workflows and
systems.  Therefore, the significance of employee feedback in TQM transcends mere
compliance or oversight; it is central to achieving an engaged workforce committed to
quality and improvement.

2. When a process functions at a Six Sigma level, how many
defects per million opportunities does it correspond to?
A. 1.5
B. 3.4
C. 6.7
D. 20

When a process operates at a Six Sigma level, it achieves a remarkable level of quality,
corresponding to just 3.4 defects per million opportunities. This metric is foundational to
the Six Sigma methodology, which aims to minimize variability and defects in processes.
The concept of Six Sigma is grounded in statistical analysis and defines the process
capability in terms of the number of standard deviations (sigma) between the mean and
the nearest specification limit.  At Six Sigma, the process is expected to fall within the
limits of design specifications 99.99966% of the time, leading to a very low number of
defects. This high standard of performance indicates that for every million opportunities
for defects to occur, only 3.4 defects are expected on average. This demonstrates an
emphasis on continuous improvement and quality control in processes to enhance
customer satisfaction and operational efficiency.   Understanding this context highlights
why the figure of 3.4 defects per million opportunities is critical for organizations
striving for excellence through the Six Sigma approach.
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3. What does the '5 Whys' technique help to identify?
A. The main competitor's strategy
B. The root cause of a problem
C. The best marketing approach
D. The employee of the month

The '5 Whys' technique is a problem-solving method that involves asking "why" multiple
times—typically five—to delve deeper into the cause of a problem. This iterative
questioning helps uncover the root cause, rather than just addressing superficial
symptoms.   For example, if a machine breaks down, instead of simply fixing the broken
part, a team would ask why the part failed, and then continue to ask why for each
subsequent answer. This process often leads to the identification of systemic issues or
underlying factors that contributed to the problem. By addressing the root cause,
organizations can implement effective solutions that prevent recurrence, which is a key
goal of Total Quality Management (TQM).  This technique is particularly valuable in
continuous improvement efforts, as understanding the root cause of problems enables
teams to implement changes that enhance processes and reduce waste, aligning with
TQM principles.

4. In cost-benefit analysis, which factor is typically not
considered?
A. Costs of implementation
B. Potential savings
C. Impact on competitors
D. Return on investment

In cost-benefit analysis, the focus is primarily on measuring the financial implications of
a decision, which includes assessing both the costs involved in implementation and the
potential savings that might arise from the initiative. Additionally, return on investment
(ROI) is a critical metric used to evaluate the effectiveness of an investment by
comparing the net gain to the cost of the investment.  The impact on competitors, while
it can be an important strategic consideration in business, is not a direct factor typically
assessed within the framework of cost-benefit analysis. This analysis aims to provide a
straightforward assessment of costs versus benefits related to a specific project or
initiative, rather than considering broader market dynamics or competitive positioning
that may arise as indirect consequences of the decision. Thus, the emphasis on
immediate financial outcomes distinguishes the factors directly considered in
cost-benefit analysis from those related to competitive impacts.
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5. What is a Quality Management System (QMS)?
A. A software tool for quality tracking
B. A structured system that documents processes, procedures,

and responsibilities for achieving quality policies
C. An international certification standard
D. A list of quality control regulations

A Quality Management System (QMS) is fundamentally a structured framework that
encompasses the essential processes, procedures, and responsibilities needed to achieve
and maintain quality policies within an organization. This system acts as a systematic
approach to managing and improving the overall quality of products and services,
ensuring compliance with regulatory requirements and meeting customer expectations. 
The importance of a QMS lies in its ability to guide an organization in maintaining
consistency and improving processes over time. By documenting and standardizing these
elements, a QMS facilitates clearer communication of roles and accountability
throughout the organization, ultimately leading to enhanced efficiency, reduced errors,
and continual improvement.  A QMS supports organizations in meeting quality objectives
through practices such as audits, reviews, and corrective actions, fostering a culture
focused on quality and customer satisfaction. Importantly, while software tools,
certifications, and regulations are all integral aspects of managing quality, they do not
encompass the comprehensive nature of a QMS, which integrates all dimensions of
quality management into a coherent strategy.

6. During the Analyze phase, our team uses a ___ to
brainstorm concerning all potential factors that could impact
the output of the process we are investigating.
A. Flowchart
B. Fish-bone Diagram
C. Histogram
D. Pareto Chart

During the Analyze phase of a project, a fish-bone diagram, also known as an Ishikawa or
cause-and-effect diagram, is a useful tool for identifying and brainstorming all potential
factors that may impact the output of the process under investigation. This diagram
visually organizes potential causes of problems and categorizes them to identify root
causes.  The fish-bone diagram is effective because it prompts team members to think
critically about various categories of potential issues, such as people, processes,
materials, equipment, and environment. By systematically exploring each category, teams
can uncover a comprehensive list of potential factors that may affect the process
outcome.  In contrast, a flowchart primarily illustrates sequential steps in a process, but
it does not specifically focus on categorizing or identifying potential causes of issues. A
histogram represents data distribution and does not provide insights into causes and
effects. Similarly, a Pareto chart is valuable for identifying the most significant factors
contributing to a problem but does not serve the same purpose as the brainstorming
aspect of the fish-bone diagram for generating a wide array of potential factors.
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7. What is the primary benefit of the SIPOC diagram in
process mapping?
A. It focuses on cost reduction
B. It identifies suppliers and inputs
C. It standardizes work processes
D. It assesses employee performance

The primary benefit of the SIPOC diagram in process mapping is that it identifies
suppliers and inputs. SIPOC stands for Suppliers, Inputs, Process, Outputs, and
Customers. This tool is instrumental in creating a high-level overview of a process,
allowing teams to visualize the essential elements that contribute to the workflow.  By
specifying suppliers and inputs, the SIPOC diagram helps teams understand where inputs
originate, who provides them, and the necessary resources required to initiate a process.
This clarity is crucial for ensuring that the right inputs are used and understood before
delving into more detailed process mapping.  Additionally, it aids in aligning all
stakeholders' understanding of the process by providing a clear outline of how different
elements interact, especially in terms of external influences like suppliers. In this way,
the SIPOC diagram facilitates effective communication and ensures that requirements
are prioritized right from the start.

8. What best represents the purpose of the process map?
A. Document compliant procedures
B. Identify waste and prioritize projects
C. Allocate resources effectively
D. Define team roles and responsibilities

A process map is primarily a visual representation of the steps involved in a particular
process, detailing inputs, outputs, and the sequence of activities. Its main purpose is to
help everyone involved understand how a process operates, which is crucial for
identifying inefficiencies and areas for improvement.  Choosing to identify waste and
prioritize projects as the best representation of the purpose of a process map highlights
the importance of improvement principles in Total Quality Management. By mapping out
a process, teams can pinpoint bottlenecks, redundancies, and other forms of waste that
hinder efficiency. Once these issues are identified, they can rank projects or changes
based on their potential impact, making it easier to focus on high-priority improvements.
While documenting compliant procedures, allocating resources effectively, and defining
team roles and responsibilities are important functions in organizational management,
they do not capture the primary essence of a process map. A process map is more about
visualizing workflow and facilitating continuous improvement efforts rather than merely
serving as a compliance document, resource allocation tool, or role clarification
mechanism. Therefore, focusing on waste identification and project prioritization
underscores the practical application of process mapping in driving efficiency and quality
improvements.
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9. What is one of the key actions to take during the measure
phase of a project?
A. Identify process stakeholders
B. Determine baseline performance of the process
C. Define the project timeline
D. Establish communication plans

Determining the baseline performance of the process is a crucial action during the
measure phase of a project. This phase involves collecting data to establish a clear
understanding of how the process currently operates. By identifying the baseline
performance, teams can ascertain the existing levels of efficiency, effectiveness, and
quality of the process. This information serves as a reference point for measuring
improvements as the project progresses.  The baseline performance data also allows for
more accurate assessments of the impact of any changes made during the project's
implementation. This quantitative insight is essential for evaluating whether the changes
lead to desired enhancements or if further adjustments are necessary. Essentially,
without a solid understanding of baseline performance, it becomes challenging to gauge
the success of improvements or to prioritize which areas require attention. 
Understanding the importance of baseline performance emphasizes the fundamental
principle of data-driven decision-making in Total Quality Management (TQM). It aligns
with the overall objective of TQM, which is continuous improvement based on empirical
evidence and measurable outcomes.

10. Which of the following tools is used to translate broad
requirements into specific requirements?
A. A critical to quality (CTQ) tree
B. Fishbone diagram
C. Pareto chart
D. Process mapping

A critical to quality (CTQ) tree is an essential tool in quality management that helps to
break down broad customer requirements into specific, measurable criteria that can be
used to guide product or service development. The CTQ tree allows teams to identify what
is truly important to the customer and translate these broad desires into specific
attributes that can be quantified and managed during the production process.  The way a
CTQ tree functions is through a hierarchical structure that starts with general customer
needs and progressively narrows down to clear, actionable requirements. This ensures
that all aspects of quality that matter to the customer are addressed and help teams
focus on what needs to be measured and improved. In the context of Total Quality
Management (TQM), this tool aligns closely with understanding customer satisfaction
and ensuring high-quality outcomes.  The other tools mentioned, such as fishbone
diagrams, Pareto charts, and process mapping, serve different purposes within quality
management. Fishbone diagrams are typically used for identifying potential causes of
problems, Pareto charts help prioritize issues based on frequency or impact, and process
mapping provides a visual representation of workflows. While these tools are valuable in
their own right, they do not specifically focus on translating broad requirements into
particular, actionable requirements, which is the main function of a CTQ
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