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IT\S'I'll LJ(:'i-io\S
a. ’l'hls is a closed book exam

b. All questions arc colupulsol-\'
c. Calculators arc allo\vcd. I':xchangc oi-calCLtlttlt)rs is strict!\ })rt>hii)iLcti

Case - National Furniture

\allonaI 1 Furniture is a large retail design and furniturc store. '1-he store oFten orders special

Incrcirandisc iIt the request ot' its customers. tlo\\'cvcr. the stc)rc rcccntl} cxpcric11ccc! prtrblcms \with

tIle OIl-till-.c Jc:i\ cr) oi- these special c)rclcrs. St:i11ctllllcs til,’ t) I-dCi-h \\ =' i-c

irate C LiSt I) Ill CI'S

I'irc proccss of f'ullilling a special order bcgi ils with thc sales associate who records the

custoincr ini'orInttLion and obtains approval from a manager to process the order. 'I'hc sales associate

puts the order !-or in ill a bin for the office lrranagcl' IO fax to the spcciai order dcpil:'IIirc lit it! thc regional

otlicc. W’hen thc c)tlicc irlanagcr lil\cs LI',c s})cciii I tlrcicr IiI!' ills i'll)III li-,c hi, i. .. I- c :llc.i tile lil irl

lrotcbot)k

If a problcln arises with the order, the manager I'CCCiVCS notil-ication. and contacts the sales

associate \who took the order to dccidc \what nceds to be done next. ’l-)’pical problems that are oticn

obser\'cd include sales associates not tilling out the order i-orIn colnplctcly or entering a l-cqucst ciaLC

that is ilnpossiblc to fuIlil!. Solnctilncs Llrc sillcs :'. ss(Ici: llc Jc)cs :: ,II put !1lc iII:-, il ::1 :}:c ,;: :I;],':' hIll. s II

the tt)rm never gets lb xcd. Other tilrrcs. sa It's :ls>,t)ci:tIcs :li'c asl,cd !t) obI;, ill iii(;rc iIIII>!-lrit\tic)II !’rolr', Iii.'

customer. but l-ail to call the customer back. or do not ini’orm ltlc oi'iicc associate to relax thc it)rm

atter getting additional information from thc customer.

At the regional office, the special order dcpartlncnt rcccivcs thc tax i'roIn thc store. rcvic\\ s it.

and ini'orlns thc slol'c if additional !nforlrr£ition is ' ICCclC:i. \\"' lien a!! the i:1: I-, ri:'::It:i>=: is c'.):11ll:c.c. IIi

process the order. Sc)Inclinrcs lhcy losc or nlispi IIce L irc it)nII at icr it ai-ri\-cs ;>iI lil,' i'll\ Ill:lCliiilC, t)i-cic

the wrong nlcrchaIrdisc. or tail to notlt')" thc store \\'heIr additional in t-c)nnation is needed or when the

nrcI'chandisc should be cxpcctcd to arrive

National }''urniturc is a large retail dcsig11 and !'urnitl,I'c storc, ' I-Irc store often orders specIal

Incrchandisc at the request ol' its custolrrci's. I iLl\\ c\'c:-. t llc sttrt-c !'ccc IIII_\ '.'\};c:'!'.' I=:.- Ci }-'i'\)!- ''.';l IS \\’. ii.

I-C?;LiItIt IS ill! It:'\'t:l' I'L"„'L'



thc OIl-ii inc clcii\'cl-\ of ' these spccial orders. Sonrctilncs thc ordcrs \'.'cre llcvcr received, rcsuiting in

lratc cust0111cl's

Thc process of fulfil]ing a special ordci' begins \\;itIl the sales associate \\;ho rcc(>r(is the

custollr cr in ft'r131at ion .and c)htains api)ro\-a: Fi-oni a nranagcr to process thc order. 'l'Ire sales associate

FU is tile c'i-c:cr- fIlj’iI’ iII a bill th:- thc t)f'!icc ili. I:laser to !hx to the special order department at the rcgi(rnal

c)i- licc. \\-llclr tilc (If-lice llranzlgcl' f-axes thc special order forms I-rona thc bin. she £ilcs thcn1 in a

notebook

If a problem arises with the order. the manager receives notification, and contacts the sales

associate \\’ho took tIle (lrdcr to (lccidc \\'lr ilt nccds to bc (:onc lrcxt. 'I-ypic£ti problcins that arc ot-tell

c'bsc!-\cd iIiC!!!ciL' sil Ics ass(II:iiILcs :let iiilini; f,rut thc ordcr l’orm coInpictcly or entering a request date

that is inlpossiblc tcl itIl fi ii. Sonrctinrcs thc sales associate does not put the Form in the proper bin, so

the for in never gets f-axcd. Other times, sales associates are asked to obtain more information from the

customer, but fail to call the cl.lstomcr back, or do not inform thc of£icc associate to ref’ax the I'ornr

aFter getting add it.tonal in f-orlnation ftc)nr 1}lc t:us.totncr

.'”,t ItIl: rcjIi(IIli:} CIllice. tllc s})ccia: c):' ctc:: (lcpal'tnrcnt rcccivcs thc IUx ii-om the store. rc\'ic\vs it.

£lild iiI lo!-Ins tIle store ii' a(lditi011al il\f-c)rlnati(>n is needed. \Vhcn aII thc information is cotnplctc. they

proccss thc order. Somctinrcs they lose or nrisplacc thc form aiicr it arrives on the fax lnachinc. order

the wrong merchandise, or Fail to notify the store \\’hen additional information is irccdcd or \\,hclr tIle

incl-c}lane list: sIlo*. tld bc cx})crIed to ill-l'i\-c

T3isrl-:„sit'n f llc foIl:3\\ ing C)IIcstions basc(i c>n the Case.

} i ;c\-cI''}= a lrl'occss Ina}) f -or spccial orders. What steps nright you suggest to improve this

process? ( 10 Marks)

2) Construct a cause-and-effect diagram for identifying reasons why special ordcrs arc not

rcccl\'cd on tlnlc. ( 10 \4arks}}

3 1 1-:\ ;!! IllllC iiil: rc:i:It i')Ils}iiII ’bct\voc !1 i ': c r "c'c:css in ap atld tIle cause-tlnci-c f'Fcct diagram . I KI\\- call

ttic) !:c lis;cc! !clgCthCI- t(> attack this pI-ohIcnr? ( I OMarks)

4) 1.G lllcctronics nranul'acturers iOO.000 circuit boards per month. A random sample of 13000

boards is inspected every \\’cck for three characteristics. During a recent weeke threc deFects

\\;crc fOIl:rd thr (inc charactcristic: and one defect each \\,as I'ound for the othcr t\vo

c}ri’'!-;iclc ris:ics. if' tlicsc ills}lccti(>nri ir?-tlciuccd dcf'cct counts thaI \\'crc representative of the

;r.1})t11r itton

a. Dctcrnrinc thC overall sigma level for this process? (5 Marks)

b. Evaluate the sigma level for the characteristic that showed three defects? (5 Marks)

a

e


