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EXPLANATORY NOTE

The purpose of the academic discipline “Quality management” is to develop
the theoretical knowledge and practical skills of future specialists in the field of
marketing research.

The main tasks of the academic discipline are:

1. To reveal the essence of quality management of goods and services;

2. To master methods and tools of quality management;

3. To characterize the quality management system;

4. To study the process of development, analysis and improvement of quality
management system;

5. To master statistical methods of quality control.

The content of the academic discipline can be the basis for the theoretical and
methodological support of master's theses and scientific works.

Mastering the academic discipline “Quality management” should ensure the
development of academic and professional competencies, provided by the
educational standard of the specialty.

As a result of studying the academic discipline, students should

KNOW

Evolution of approaches to quality management;
Methods and tools of quality management;
Elements of quality management system;
International and national standardization system in the field of quality.
BE ABLE TO
Build a quality management system;
Conduct an analysis of quality management system;
Give recommendations on the development of the quality management
system.

HAVE SKILLS OF

Description of business processes;

Compilation of the necessary documentation in the field of quality;
Auditing of quality management system;

Usage of statistical quality control tools.

The academic discipline “Quality management” is based on knowledge of
students in the field of marketing management and business statistics.

The curriculum for the academic discipline provides 204 hours (total),
including 72 auditory study hours, lectures - 42 hours, and workshops — 30 hours.

The recommended form of control — exam (5,5 credit units).



CONTENTS OF EDUCATIONAL MATERIAL

Topic 1. Quality of goods and services as an object of management

Essence of quality. Quality management. Quality characteristics. Dimensions
of quality. Features of quality management of goods. Features of quality management
services.

The evolution of quality management. Methods and theories of Walter A.
Shewhart, W. Edwards Deming, Joseph M. Juran, Armand V. Feigenbaum, Philip B.
Crosby, Kaoru Ishikawa, Genichi Taguchi.

International Organization for Standardization (1SO). Principles and content of
standards. 1SO 9000 standards series. State Committee for Standardization of the
Republic of Belarus. Competitions in the field of quality worldwide and in the
Republic of Belarus.

Quality management principles. Customer focus. Leadership. Engagement of
people. Process approach. Improvement. Evidence-based decision making.
Relationship management. Business Excellence Model. Alignment of quality
management principles with the Business Excellence Model

Topic 2. Techniques of quality management
Quality Function Deployment (QFD). Continuous improvement. Zero Defect
Program. Six Sigma. Deming Cycle. Taguchi methods. Toyota Production System.
Total quality management. Business process reengineering.
Quality management tools. Pareto chart. Cause-and-effect diagrams. Control
chart. Bar chart. Flowchart.

Topic 3. Quality management system
Definition of quality management system. Advantages of establishment of
quality management system. Elements of quality management system. Quality policy
of the organization. The objectives of quality system. Quality quide. Organizational
structure and responsibilities. Data management. Business processes. Product quality
and customer satisfaction. Continuous improvement, corrective and preventive
actions. Quality assurance tools. Control of documents.

Topic 4. Establishing a quality management system

Identifying business processes. Ways of business processes identifying: top
down approach and bottom up approach. Sequence and interaction of processes.
Criteria and methods for effective operation and control. Documenting a quality
management system. Ways to identifying of necessary management system
documentation: documentation analysis, applying the control model, applying
Kipling’s Law, applying the process approach. Approaches to development of quality
management system documentation. Documented procedures. Documents that ensure
effective planning, operation and control of processes. Maintaining a quality
management system. Continual improvement in the quality management system.
Preparing the quality manual. Control of documents. Control of records.



Topic 5. Analysis and improvement of a quality management system

Monitoring, measurement, analysis and improvement processes of a quality
management system. Study of customer satisfaction. Approaches to study of
customer satisfaction. Internal audit: auditing for conformance with planned
arrangements, auditing for compliance, auditing for effective implementation and
maintenance. Planning audits. Defining audit criteria, scope, frequency and methods.
Selection of auditors. Audit procedures. Follow-up audits. Monitoring and
measurement of processes. Monitoring and measurement of products. Control of
nonconforming product. Collecting and analysing appropriate data about product,
clients, suppliers. Continual improvement and corrective actions.

Topic 6. Statistical quality control
Essence of statistical quality control. Statistical quality control and Deming's 14
Points. Causes of quality variation. Statistical basis of the control chart. Purpose and
types of quality control charts. Control charts. Control charts for variables. Control
charts for attributes. Control charts for nonconformities. Bar charts. Sampling
definitions for quality control.



METHODICAL CARD OF A SUBJECT «MARKETING RESEARCH»
(Full-time Course, Master's program: «Business Administration (English)»)
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management
2. |Techniques of quality management 614]0]0/0]| [1-3] | Debate, project
3. |Quality management system 6|4 |0 (00| [1-3] | Debate, project
4. |Establishing a quality management system 8|6 |0|0|0| [1-3] | Debate, project
5. |Analysis and improvement of a quality 8|6 |0|0]0| [1-3] | Debate, project
management system

6. |Statistical quality control 6|6 |0(0(0| [4] | Debate, project
TOTAL: 42130 0 |0|0| O Exam




INFORMATION AND METHODOLOGICAL PART

Methodological recommendations of the organization of independent work of
students for the academic discipline “Quality management”

The main stage by the mastering of academic discipline is the independent work
of students. It is recommended that the time for independent work is on average 3-3,5
hours for a two-hour auditory study.

The main directions of the student's independent work are:

— initially detailed acquaintance with the curriculum;

— acquaintance with the list of recommended literature for the discipline in
general and for the topics, its availability in the library and from other sources, study
of the necessary literature by the topics, selection of additional literature;

— studying and expanding the lecture material through special literature and
consultations;

— preparation for the workshops with specially developed plans through the
study of main and additional literature;

— preparation for the implementation of diagnostic forms of control (quizzes,
colloguiums, tests, etc.);

— preparation for the exam.
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