CHAPTER

Total Quality Management

Before studying this chapter you should know or, If necessary, review

. Trends in total quality management (TQM), Chapter 1, page
2 Quallity as a competitive priority, Chapter 2, page

LEARNING OBJECTIVES

Arter studying this chapter you should be able to

Explaln the meaning of total quality management (TOM).
Identify costs of quality.

Describe the evolution of TOM.

Identify kev leaders in the field of quality and thelr contributlons.
Identify features of the TOM philosophy.

Describe tools for identifying and solving quality problems.
Describe quality awards and quality certifications.
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