SYLLABUSPRIVATE 

Wright State University

Raj Soin College of Business 

MGT 474: QUALITY BUSINESS PRACTICES

Winter, 2002

COURSE INFORMATION:
Professor: 

Dr. Joseph A. Petrick,




Professor of Management

Office:


206 Rike Hall

Phone:


775-2428 (voice mail for messages)

E-Mail:


joseph.petrick@wright.edu
Website

http://www.wright.edu/~joseph.petrick

Class Meetings:
Tuesday & Thursday, 12:30 – 1:45 PM in Rike Hall 058

Office Hours:

Tuesday   2:00 to 5:00PM




Thursday  2:00 to 5:00PM




(Other times by appointment)

Required Text:

William M. Lindsay and Joseph A. Petrick (1997). Total Quality and Organization Development (Delray Beach, FL: St. Lucie Press). (Code LP)




Timothy J. Kloppenborg and Joseph A. Petrick (2002). Managing Project Quality (Vienna VA: Management Concepts). (Code  KP)

(All textbook royalties from textbook purchases are contributed to the Raj Soin College Scholarship Fund and local charities).

Professor: 

Your professor has co-authored four books: Total Quality in Managing Human Resources, Total Quality and Organization Development, Management Ethics: Integrity at Work, and Managing Project Quality. He was selected in 1993 by the Beta Gamma Sigma National Business Honorary Society as one of the five most promising university business educators in the U. S. He earned his Ph. D. from Pennsylvania State University as a Woodrow Wilson Fellow and his MBA from the University of Cincinnati, with graduate studies at the University of Bonn in Germany and the University of Tokyo in Japan. He has been a National Baldrige Quality Award Examiner, an Ohio Award for Excellence Examiner, and a Quality Dayton Examiner. He travels extensively domestically and globally providing quality management consulting, training and development services through his firm, Performance Leadership Associates, based in Cincinnati.

COURSE DESCRIPTION AND OBJECTIVES:
A.
Course Description:


This course is designed to focus on "the four T's" of quality business practices - Theories, Tools, Teams, and Transformations. The conceptual relationships between total quality and organization development will be explored within the framework of four pillars of the theoretical model, The Home of Total Quality, and the Malcolm Baldrige Quality Award criteria. Demonstrating individual and team competencies will be required. The ultimate outcome is to increase your awareness of quality business practices and empower you with the theoretical and practical resources necessary to align and improve personal and collective culture quality performance in the future.

B.
Course Objectives:


Students who pass this course will professionalize their handling of "the four T's" (theories, tools, teams and transformations) required of quality business cultures and demonstrate a minimum of 60% proficiency in the following learning outcomes:


1.
To demonstrate understanding of the theoretical foundations and relationships between total quality and organization development through: (a) increased awareness of the model of the House of Total Quality and its four conceptual pillars: customer satisfaction strategy, continuous improvement of measured processes, team leadership projects that demonstrate the empowerment readiness of collectively speaking with facts, and respect for people through individual performance development; (b) increased awareness of the Malcolm Baldrige Quality Award criteria for Organizational Excellence in the U.S.; and (c) completion of textbook end-of-chapter assignments.


2.
To demonstrate individual competency in applying quality concepts and tools to a personal project that identifies, aligns and improves personal performance.


3.
To demonstrate team competency in managing a quality project. 

COURSE REQUIREMENTS:
A.
Quizzes:


To fulfill the first course objective there will be two quizzes. The quizzes will consist of objective questions and short essays. Reviews will precede each quiz to help students focus on the appropriate material to study for the quiz; sample essay questions will be provided in advance of the quizzes. Each quiz will be worth 100 points for a total of 200 points. The first quiz is on 1/29 and the second quiz is on 2/26.  There is no final examination.

B.
Personal Quality Project (PQP):


To complete the second course objective, every student is to complete a Personal Quality Project (see handout). This project helps to assess personal quality leadership readiness and applies quality tools to diagnose and improve personal performance.  (See sample project in text on pp. 290-294). This Project is worth 100 points and is due on 2/14.
C.
Team Quality Project (TQP) and Assignments:


To fulfill part of the first course objective and all of the third course objective, students are to complete: (1) three team assignments and (2) a written Team Quality Project (see handout).  These projects help students develop team-building skills, identify an organizational process that needs to be analyzed, aligned and improved, and generate a written report. These team projects are worth 250 points; 175 points for the written report and 75 points for the assignments. The first draft of the Team Quality Project report is due on 2/21 and the final version is due on the final week of classes 3/12. Student teams that do not hand in a written first draft of at least five pages on 2/21 can earn no more than a “B” for this requirement.

D.
Class Professional Quality Participation

To facilitate all three course objectives, regular class attendance, assignment completion, site tour attendance and in-class participation are expected and necessary. The professor's attendance record is the official record. It is your responsibility to keep informed and to inform the professor of any necessary absences.  Professional quality participation includes, but is not limited to, cooperative interactions, regular attendance (no more than 2 unexcused absences), oral and written preparedness, doing your fair share of team assignments in a timely, accurate manner, meeting deadlines and collegial communication. Designated teams need to come to class prepared in writing with answers/responses to assigned materials at the scheduled time. 

Peer evaluation will be completed by each team member for all team members, at the end of the quarter. These evaluations will be used by the professor to adjust the individual grade of each member if warranted.

COURSE POLICIES:

A.
Quiz Make-up Policy:


Make-up quizzes will be kept to an absolute minimum.  It is most equitable to take the original quiz with the rest of your classmates on the scheduled date and time.  Rare exceptions to this policy will be made only with student notification (775-2428) prior to class.  Any make-ups will normally be administered by the professor in his office within 2 days of the original exam or other comparable arrangement will be made within the 2-day time frame.

B.
Extra Credit Options (maximum possible 40 points)

A limited number of extra credit points are available through any of 6 options: (1) outside reading and a report on a book from a selected reading list of quality books; (2) documented attendance at a professional quality activity/seminar (ASQ, APICS, NAPM), usually listed in the Sunday Dayton Daily News and often sponsored by the Dayton chapter of the American Society for Quality; (3) five Internet quality resources fully explained and developed in hardcopy format from Dr. Lindsay’s home page: http://www.nku.edu/~lindsay/; (4) the application of the SQC pack for Windows (by Productivity-Quality Systems) or other quality software products to complete another project dealing with personal quality leadership; (5) 2 page reaction report to guest lecturers and/or quality site tours; and/or (6) a Quality Business Practices Portfolio consisting of 5 articles from approved quality journals with 1 page reaction papers on each article.

C.
Selected University Policies:


The last day to drop a class without a record of "W" is January 22. The last day to drop a class with a record of "W" is February 5.

INSTRUCTIONAL MODE:

The professor will tailor his instructional style to meet the learning styles of the class.  This attunement to individual and group learning styles will be accomplished by varying the mix of lectures, case studies, article abstracts, videos, group discussions, guest speakers, quality site tours, and project feedback as the term progresses in order to meet the course objectives.

GRADING POLICY:

A.
Evaluation:  The course requirements are weighted as follows:



1.  Quizzes (Two @ 100 pts. each)

=200 points



2.  PQP (Individual Project)


=100 points



3.  Assignments and TQP (Team Project)

=250 points



4.  Participation




=  50 points









TOTAL

=600 points


B.
Grading Scale:  The grading scale is as follows:



A=(90-100) -
540 points or more



B=(80-89)  -
539-480 points



C=(70-79)  -
479-420 points



D=(60-69)  -
419-360 points



F=(0-59)   -

359-0 points

CLASS ASSIGNMENT SCHEDULE:


Week
Date
Topics                                                                               Assignments
1
1/3
- Syllabus                                                                                 LP: 1,2

1/8
- Need for Total Quality and Organization Development (OD)



- Model of the House of Total Quality



- Organizational Theories & Transforming Workplaces

· Barriers & Responses to Quality Culture



- The Total Quality Management Difference: History and the 

  Systems Approach to Group and Organizational Transformation

- Team Formations



- Team End-of-Chapter 1 Discussion Questions/



   Abstracts/Case Study

Assignment # 1: Students in Teams 1-3, complete the even numbered Review Questions at the end of Chapters 1 and 2; students in Teams 4-6, complete the odd numbered Review Questions at the end of chapters 1 and 2.  Typewritten assignment # 1 due on 1/15.

2
1/10
- Customer Satisfaction: First Pillar of TQ                         LP: 3,4

1/15
- TQ and OD Strategy Discussions
- Samples of Individual and Team Quality Projects




- PDSA and Appropriate Quality Tools, QFD (326-330)



- Leadership Empowerment Readiness, Ethical



  Work Culture and Organizational Self-Respect (285-287)



- Continuous Improvement: Second Pillar of TQ


- TQ and OD Process Dimensions


- Quality Company Video



- Assignment #1 due 1/11
3
1/17
- Guest Speaker (1/18): 


1/22
- System Alignment and Improvement Processes




   Using Baldrige Criteria



- Quality Company Video

Assignment # 2: Students in Teams 1-3, complete the even numbered Review Questions at the end of Chapters 3 and 4; students in Teams 4-6, complete the odd numbered Review Questions at the end of chapters 3 and 4.  Typewritten assignment #2 due on 1/24.

4
1/24
- First Quiz Review (Chpts. 1-4)



- Assignment #2 due on 1/24

1/29
- FIRST QUIZ on 1/29


5
1/31
- Speaking with Facts: Third Pillar of TQ
LP: 5

2/5
- TQ and OD Project Dimensions - Analyzing and 


                                     Displaying Data Tools

- Team Work Empowerment Maturity and TQ Situational Leadership

- Quality Company Video

6
 2/7
- Respect for People: Fourth Pillar of TQ 
LP: 6
               2/12          - TQ and OD Performance Dimensions 
KP: 1-3
                              

- Quality Company Video

· Quality Site Tour
Assignment # 3: Students in Teams 1-3 are to complete the even numbered Review Questions at the end of Chapters 5 and 6; students in Teams 4-6 are to complete the odd numbered Review Questions at the end of chapters 5 and 6.  Typewritten assignment #3 due on 2/19.




7
2/14
- PERSONAL QUALITY PROJECT     (PQP) due on 2/14


- TQ and OD Implementation
LP: 7

2/19
- International Quality Factors



- TQ/OD Lessons Learned
KP:4-7


- In-class work on Team Projects



- Team End-of-Chapter 7



   Discussion Questions



   & Case Study



- Assignment #3 due on 2/19.

8 2/21
- Review for Second Quiz (Chpts. 5-7 in LP & 1-7 in KP)
· First Draft of Team Quality Project (TQP) Due


2/26
- SECOND QUIZ on 2/26

9
2/28
- Team Quality Project work in or out of class
KP: 1-7

3/5
- Team Quality Project work in or out of class



10. 3/7
- Team Quality Project work in or out of class

3/12
- TEAM QUALITY PROJECT (TQP) DUE on 3/12



- NO FINAL EXAMINATION 
SELECTED BIBLIOGRAPHY 

(See Professor for additional bibliographical materials)

PERSONAL QUALITY PROJECT (PQP)
(100 Points)

Purpose
To lead others well in a quality culture requires that we first are capable of leading our own lives well. One way to demonstrate this is to use quality tools to measure and improve personal performance. This project is designed to internalize what it takes to use quality tools to improve personal leadership performance.

Steps
1.
Complete the Personal Leadership Readiness Guide.

2.
Identify one work and one personal or school habit to improve.

3.
For each habit create an operational definition and method for measuring.

4.
Set logical improvement goals with a solid rationale.

5.
Create checksheets to track habits for two weeks.

6.
Start by the end of the second week. Redefine next week, if needed, with help of class.

7.
Transfer the data to spreadsheet for analysis.

8. Create run charts, Pareto charts, histograms or other methods of displaying data.

9.
Analyze your data. Interpret your results. What trends or patterns did you find? What                 unusual occurrences? What can you do differently?

Grading Elements and Scale
10.
All elements will be graded on adequacy and clarity.


1) 
Return the completed Personal Leadership Readiness Guide.


2) 
Complete a one page progress report for each of your two habits. The progress                                report should include:



Background - What is the operational definition of your habit? What was your method of measuring? What is your goal? Rationale? Why/how did you set it? What is your plan to achieve it? Include all graphs.



Current Status - Where are you versus goal? Why? What does your analysis of data and charts indicate? What charts and graphs did you use? Why did you use these particular charts and graphs? (Attach the few charts that are relevant to your analysis. We are interested in quality not quantity). What trends, patterns or potential causes do you see?



Future Plans - Based on the above, what is your strategy for the future? (Improve or maintain?) Why? How?


3)    Complete a one page summary of lessons learned from this assignment. These        could be lessons about yourself or the habits you were trying to improve. These lessons might be 
about the broader environment in which you practice these habits. How do these lessons tie into the material covered in class or in the text? Agree or disagree?

Run Chart Examples
Pareto Chart Examples
Arrival time at work
days late for work

Miles jogged per day
days exercised

Minutes per day exercised
days stopped for donuts

Minutes (hours) studied for class
days not read assignment before class

Cups of coffee per day
days not eating veggies

Minutes per day reading
days not taking vitamin

Business contracts made per day

$ spent per day on lottery

Deadline
11.   
Due on 2/14.
QUALITY ORGANIZATION DEVELOPMENT PROJECT (QODP)
Purpose    To provide students with experience in using quality tools to assess workplace 
    dimensions.

Steps
1.
Use the following Practitioner Assessment Instruments from the text to survey a real 
organizational setting:


a. Organizational Quality and Sustainable Productivity (OQSP) Assessment (pp. 145-         148)

b. Organizational Process Climate (OPC) Assessment (pp. 204-207)

c. Ethical Work Culture (EWC) Assessment (pp. 305-306)
2.
A minimum of 10 fully completed respondent surveys is the expected database.

3.
Tabulate, analyze and display trends from the data, identifying the following:


a. OQSP analysis



1). Macro-system status



2). Strongest 3 elements in micro-system



3). Weakest 3 elements in micro-system


b. OPC analysis



1). Macro-process climate status



2). Strongest 3 elements in micro-process climate



3). Weakest 3 elements in micro-process climate


c. EWC analysis



1). Organizational ethical work culture stage



2). Work unit ethical work culture stage


d. Interpretation of results


e. Recommendations for OD improvement



1). OQSP recommendations



2). OPC recommendations



3). EWC recommendations

Grading Elements and Scale
4.
Document adherence to total quality consulting process.


Grading: 10 points for each of the four steps (see Figure 5.7 in text).

5.
Proper written interpretation of collected data and at least 3 recommended  action steps


Grading: 15 points for detailed, sound analysis, 15 points for appropriate feasible 
recommendations.

6.
Oral presentation of report.


Grading: 30 points on content and delivery of presentation.

Deadline

7.
Due anytime __________. On weeks nine and ten be prepared to orally present 
your results.

TEAM CHARTER ASSIGNMENT

(100 Points)

Purpose
To give students experience in developing a "roadmap" for improvement teams.

Steps
1.
Identify a work process for which you believe a team should be chartered.

2.
Write a draft charter for the improvement team. (This team does not actually have to accept your charter - what your chosen company does will not affect your garde).

3.
Use the blank form attached to this sheet. Fill in all of the blanks.

Grading Elements and Scale
4.
Five points each for: team name, champion, facilitator, recorder, leader, members, process, boundaries, timing, and internal team values.

5.
Ten points each for: team mission, products, success measures, barriers, and customers.

6.
Grades for each item will be determined by both clarity and realism. Note, if the item is not 
clear, it will be difficult for the instructor to determine whether or not it is realistic.

Deadline
7. Due on _____________

QUALITY LEADERSHIP READINESS PROJECT (QLRP)
(100 Points)

Purpose
To lead others well in a quality culture requires that we first are capable of leading our own lives well. One way to demonstrate this is to use quality tools to measure and improve personal performance. This project is designed to internalize what it takes to use quality tools to improve personal leadership performance.

Steps
1.
Complete the Personal Leadership Readiness Guide.

2.
Identify one work and one personal or school habit to improve.

3.
For each habit create an operational definition and method for measuring.

4.
Set logical improvement goals with a solid rationale.

5.
Create checksheets to track habits for two weeks.

6.
Start by the end of this week. Redefine next week, if needed, with help of class.

7.
Transfer the data to spreadsheet for analysis.

8.
Create run charts, Pareto charts, histograms or other methods of displaying data, preferably using the PQ system software available in the COBA computer lab.

9.
Analyze your data. Interpret your results. What trends or patterns did you find? What unusual occurrences? What can you do differently?

Grading Elements and Scale
10.
All elements will be graded on adequacy and clarity.


1) Return the completed Personal Leadership Readiness Guide.


2) Complete a one page progress report for each of your two habits. The progress report should include:



Background - What is the operational definition of your habit? What was your method of measuring? What is your goal? Rationale? Why/how did you set it? What is your plan to achieve it? Include all graphs.



Current Status - Where are you versus goal? Why? What does your analysis of data and charts indicate? What charts and graphs did you use? Why did you use these particular charts and graphs? (Attach the few charts that are relevant to your analysis. We are interested in quality not quantity). What trends, patterns or potential causes do you see?



Future Plans - Based on the above, what is your strategy for the future? (Improve or maintain?) Why? How?


3) Complete a one page summary of lessons learned from this assignment. These could be lessons about yourself or the habits you were trying to improve. These lessons might be 
about the broader environment in which you practice these habits. How do these lessons tie into the material covered in class or in the text? Agree or disagree?

Run Chart Examples
Pareto Chart Examples
Arrival time at work
days late for work

Miles jogged per day
days exercised

Minutes per day exercised
days stopped for donuts

Minutes (hours) studied for class
days not read assignment before class

Cups of coffee per day
days not eating veggies

Minutes per day reading
days not taking vitamin

Business contracts made per day

$ spent per day on lottery

Deadline
11.   
Due on ________________.

QUALITY THEORIES/TOOLS APPLICATION PROJECT (QTTAP)
Purpose
To help students visualize where, when, and why theories and tools from this course are useful.

Steps
1.
Identify four work/school situations in which theories from this course should be used (in your opinion). Provide one situation for each theoretical pillar.


Theory examples

customer-supplier relationships
customer satisfaction


decisions based on measurements
variation (be specific)


respect for people
any two of Deming's 14 points


freedom through control
speaking with facts


improvement through projects
empowerment readiness


organizational self respect
prevention


ethical work culture
process improvement

2.
Identify four work situations in which tools from this course should be used (in your opinion). These may be the same or different situations as in step one.

Grading Elements and Scale
3.
Describe each situation.


Grading: 5 points for each situation based on clarity.

4.
Tell why the theory or tool is appropriate.


Grading: 5 points for each situation based on convincing logic.

5.
Describe benefits to be gained by use of the theory or tool.


Grading: 5 points for each situation based on convincing logic.

6.
For one of the situations include a single page example of the tool or illustration of how the 
theory applies.


Grading: 10 points based on clarity.

Deadline
7.
Due on _______________. The entire paper, counting the example or illustration, is not to exceed four double spaced, typed pages.

QUALITY ORGANIZATION DEVELOPMENT PROJECT (QODP)
Purpose    To provide students with experience in using quality tools to assess workplace 
    dimensions.

Steps
1.
Use the following Practitioner Assessment Instruments from the text to survey a real 
organizational setting:

a. Organizational Quality and Sustainable Productivity (OQSP) Assessment (pp. 145-

            148)


b. Organizational Process Climate (OPC) Assessment (pp. 204-207)

c. Ethical Work Culture (EWC) Assessment (pp. 305-306)
2.
A minimum of 10 fully completed respondent surveys is the expected database.

3.
Tabulate, analyze and display trends from the data, identifying the following:


a. OQSP analysis



1). Macro-system status



2). Strongest 3 elements in micro-system



3). Weakest 3 elements in micro-system


b. OPC analysis



1). Macro-process climate status



2). Strongest 3 elements in micro-process climate



3). Weakest 3 elements in micro-process climate


c. EWC analysis



1). Organizational ethical work culture stage



2). Work unit ethical work culture stage


d. Interpretation of results


e. Recommendations for OD improvement



1). OQSP recommendations



2). OPC recommendations



3). EWC recommendations

Grading Elements and Scale
4.
Document adherence to total quality consulting process.


Grading: 10 points for each of the four steps (see Figure 5.7 in text).

5.
Proper written interpretation of collected data and at least 3 recommendedaction steps


Grading: 15 points for detailed, sound analysis, 15 points for appropriate feasible 
recommendations.

6.
Oral presentation of report.


Grading: 30 points on content and delivery of presentation.

Deadline
7.
Due anytime_____________. On weeks nine and ten be prepared to orally present 
your results.

TEAM CHARTER ASSIGNMENT

(100 Points)

Purpose
To give students experience in developing a "roadmap" for improvement teams.

Steps
1.
Identify a work process for which you believe a team should be chartered.

2.
Write a draft charter for the improvement team. (This team does not actually have to accept your charter - what your chosen company does will not affect your garde).

3.
Use the blank form attached to this sheet. Fill in all of the blanks.

Grading Elements and Scale
4.
Five points each for: team name, champion, facilitator, recorder, leader, members, process, boundaries, timing, and internal team values.

5.
Ten points each for: team mission, products, success measures, barriers, and customers.

6.
Grades for each item will be determined by both clarity and realism. Note, if the item is not 
clear, it will be difficult for the instructor to determine whether or not it is realistic.

Deadline
7.
Due on ____________________.
