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l-NS’1-RUC'I'IONS :

a. This is a closed book exam

b. Ans\\’cring all questions is colnpulsory
c. Using calculators is allo\\'cd; ho\\"cvcr, cxch,Ing.c c)i’caictlla’,c)rs is si:-ic II~, pr,.Illit)itcd

e 1) Molrika \\'OI'kS t-or a soft\\'arc colnpany as a technical suppt)11 representative. llcr duties include

answering the telephone, providing information to customers. and troubleshooting technical problems.

i Icr supervisor told her to be courteous and not to rush callers. Ilowevet the supervisor also told her

that she lnust answer an average of 1 5 calls per llour so that the cicptt:111rc11T.' s ;iCCtJLllrl Ill:li',titier call i11cc!

his or her budget. Monika comes honlc each till\ ii-ustrttlcc! bCcaLISC ibc ct) lil DLIIcr is bIo\\' i!! Jcii\,crilli

nI-ul-111ation. causing her to search it)r the i111’t)nilation in coIn})Ic\ Inalruals. \\'!.cli sI"c i, pressed i-or

tilIIe. she ottcn cuts lhc call off prematurely or provides only the lnininlal information ncccssary

a. As5t IIning yourself to be Supervisor Deming, cxanrinc thc present situatioll? llxpIain which of

the 1 4 Points might be violated. (5 Marks)

b. 1)ra\yjng upon Deming’s pri11ciplcs. develop a plan to il11pl'OV,' !1lis slit! Ill it>1:. iS X- in:-ks)

During one nronth. McgalnvCo (MIC) processed 5 1 .000 invoices I-or A))IIla C(>!’p: -;9.tiat; i-or iic-,a C:ol’};.

and 25.000 for (;anrlna Corp. Ol’ these. 51 0 ot' thc Alpha. 525 ot" the 13cLa. and 480 of the (]anrma

invoices had to be reprocessed for errors

a. I)cternrinc thc overall defect rate I'or all of the combined batches? Also. colnplltc and discuss fOI

each individual batches? ( 5 \larks )

b. I)cvclop a lislrbonc diagram for the possi II,c C:tLISCS c>i- 1liP.ill Uclay:i. ( S \ larks)

\;cxinia, Inc. is \vc)1-king on a design !-or a nc\\' sinai1 plronc. Markctini stat- I- c011cluctcd cxtcnsivc

surveys and focus group discussions with potential customers to determine the characteristics that the

customers \\'ant and expect in a small phone

a. Compile the possible custolncr I'cquil-cnlclrts, voice of customers at lcast Rvc. idcntiticd fI'OIU

tIle above-mentioned cxcrcisc. : S .\' I .i:'!~ si

b. Develop a set ot’teclrlrical require:llclits to incol'por£ tlC into lilC cicSig lr ai- a ! !olSC of Quitlii}’

relationship matrix. (5 Marks)
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4) Completed forms from a particular dcpaHment of an insurance company were sampled daily to check

the performance qua] ity of that dcpartlucnt. ’I-o cstablisl1 a tentative norm for thc dcparUncnt. one sample

of 100 units was coIlcctcd each day for 1 5 days. with these results.
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a. Compute the control limits for developing a p-chan using a 95 percent confidence interval (z= 1 .96) for

the data. (5 Marks)

b. Plot the collcctcd 15 samples and construct the p-cilart using. !nterprct thc lvoccss based on tIle

<rllscl'vatiolis 111adc alter const]'uctillg ttlc cli£l ll. (5 Marks)

Important indices and formulas:

UCL = p + zs1,

1.C L = F – z%; or 0 if less than 0
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Control Chart
d2

3.267 1,128
2.574 1.693

2’.B92.282
2.3262.114

2.dda 2.534
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1.816 2.97
1.777 3.078
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