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UNIT 1. HISTORY OF TQM

LEAD-IN

~

1. What does TQM stand for? ./
2. What is quality? v
3. When did the idea of quality _I
management first appear?

READING

1. a) Find the given words in the dictionary. Write down their transcription
and Russian equivalents.
quality

prominence

scientific

measure

variability

technique

assurance

distinguish

assignable

require

sufficient

emphasis
sophisticated

b) Practise reading the given words.

2. Match the phrases with their Russian equivalents.
1 competitive strategy of A  ompenensTs eIy OpraHU3aLUH
business
2 poor quality product B  oOecrneunTth 1OCTaTOUYHYIO
YBEPEHHOCTh



3 to contribute C MOCTOSTHHOE Pa3BUTHC
significantly

4 to determine D  crnoxHele METOABI YIpPaBICHUS
organizational objectives Ka4eCTBOM

5 to provide sufficient F KOHKYpEHTHas CTpaTerus
confidence OusHeca

6 sophisticated quality G  BHECTH 3HAYMTEIILHBIN BKIIAJ
management techniques

7 continuous development H  ToBap HHM3KOIO KauecTBa

3. Read the text about the history of Quality Management and choose the
heading for each paragraph from the list. Mind one extra heading.

e Total Quality Management philosophy

e Qutstanding contributors to TQM

e Quality inspection

o Basic Quality principles

e Quality control

e Quality concept evolution

e Quality assurance

e Quality and variability

e General direction of Quality development

e Modern approach

HOW OLD IS THE QUALITY CONCEPT?

A) TQM in its various forms appears to dominate business life nowadays.
Quality in fact has been around for quite a long time and has progressed from
stages of playing a purely reactive role (inspection) to its present prominence
in shaping the competitive strategy of business.

B) Quality did not emerge until the era of mass production, as part of
Frederick Taylor’s scientific management preaching. One role of
supervisors was to carry out inspection of the work of their subordinates.
However, the man who spearheaded the quality movement was W. A.
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Shewhart, who in 1931 gave a clearer definition of Total Quality Control,
how to measure and control it. Shewhart argued that variability has to be
accepted as a way of life and that differences between parts, peoples’ skills
and process parameters, lead to differences between the same (different)
goods produced. He debated that by using statistical and probability
techniques, variability can be better understood, monitored and controlled.
C) The evolution of Total Quality Management has taken place in a number
of stages. The four stages of quality evolution can be categorized as follows:
quality inspection, quality control, quality assurance and Total Quality
Management.

D) On the first stage the inspectors were to find the poor quality product and
separate it from the acceptable quality product so that then it would be
scrapped, reworked or sold as lower quality.

E) With further industrial advancement came the second stage of TQM
development and quality was controlled through supervised skills, written
specification, measurement and standardization. The development of
control charts and accepting sampling methods by Shewhart and Dodge-
Roming during the period 1924-1931 helped this era to prosper further from
the previous inspection era. Sampling presupposed checking a limited
number of items representing the whole batch to find out about overall state
of quality. At this stage Shewhart introduced the idea that quality control can
help to distinguish and separate two types of process variation; firstly the
variation resulting from random causes and secondly the variation resulting
from assignable or special causes. The main processes which help products
and services to meet customers’ needs are inspection and quality control
which require greater process control and lower evidence of non-
conformance.

F) The third stage of this development, i.e. quality assurance contains all the
previous stages in order to provide sufficient confidence that a product or
service will satisfy customers’ needs. At this stage there was also an
emphasis on change from detection activities towards prevention of bad
quality.

6



G) The fourth level, i.e. Total Quality Management involves the
understanding and implementation of quality management principles and
concepts in every aspect of business activities. Total Quality Management
demands that the principles of quality management must be applied at every
level, every stage and in every department of the organization. The idea of
Total Quality Management philosophy must also be enriched by the
application of sophisticated quality management techniques. The process of
guality management would also be beyond the inner organization in order to
develop close collaboration with suppliers.

H) The development of total quality management from 1950 onwards can be
credited to the works of various American experts. Among them, Dr Edward
Deming, Dr Joseph Juran and Philip Crosby have contributed significantly
towards the continuous development of the subject.

1) The quality movement has carried on progressing until the present day,
when quality has taken a central place in determining organizational
objectives and competitive indices. It seems that the whole world has
suddenly woken up from a long sleep to be updated on all the potential
benefits of quality when adopted as a way of conducting business.

4. Match the words with their definitions. State their part of speech.

dominate an indicator, sign, or measure of
something
emerge the maintenance of a desired level of

quality in a service or product,
especially by means of attention to
every stage of the process of
delivery or production

supervisor as good as or better than others of a
comparable nature

subordinate not influenced by personal feelings
or opinions

enrich liable to change




carry out move out of something and come
into view

competitive make available for use

index a person under authority or control
of another within an organization

update (on) meet the expectations, needs, or
desires

objective improve or enhance the quality or
value of

quality assurance the taking of a sample or samples of
something for analysis

provide give (something, especially money)
in order to help achieve or provide
something

variable exercise control over smb or smth

sampling put through, implement

satisfy make more modern

contribute a person who supervises a person or
an activity

5. In the text, find 7 pairs of synonyms and 4 antonyms among the words in
bold.
1.Demand=require




6. a) In the preceding text, find derivatives (having the same root) of the
following words. Define their part of speech.
a) specify (v) - specification (n) - ...

b) measure

c) standardize

d) organize

e) inspect

f) supervise

i) detect

j) prevent

K) apply

1) vary

b) Fill in the gaps with the words above.

The history of quality management can be traced all the way back to
The Middle Ages. Work completed by journeymen and apprentices was
1) and 2) by the skilled worker to ensure that quality
3) were met in all aspects of the finished product.

It was during the 1920’s when quality management systems, as we know
them today, started to surface. While the focus of quality management was

still on the end product, it was the first 4) of statistical theory to
product quality control.

Product quality control was determined through 5) . This involved
6) 7 and testing the products, processes and services. This

algorithm worked for quite some time. Over time, however, businesses began
to grow and expand. More and more products were manufactured throughout
the day.

8) started to experience difficulties with quality control
standards. It became evident that there was a great need for change and
development.

The latter were brought forth during the 1940’s by industry leaders and
experts like Deming, Dodge, Juran and Roming. This would be the beginning
of Total Quality Management.



1)

¢) Translate the text into Russian.

Since then many companies have adopted TQM philosophy. TQM
spread like wild fire. Many companies saw significant gains in 9)
vs. 10) approach to quality. TQM is evolving. Experts introduce

new methods that support TQM.

Words and phrases to remember

to dominate business life

JOMUHUPOBATH B ILGHOBOﬁ JKHN3HHU

quality assurance

rapaHTHsa Ka4y€CTBa

mass production

MacCCOBO€ NPOU3BOACTBO

non-conformance

HCCOOTBCTCTBHUEC

variability

paszHooOpasue

competitive indices

KOHKYPEHTHBIC ITOKa3aTEIN

quality inspection

MpOBEpKa KauecTBa

acceptable quality product

TOBap MPHEMIIEMOT0 KauecTBa

industrial advancement

Ppa3BUTUEC NPOMBINIIICHHOCTHU

sampling method

METO/T BBIOOPKHU

overall state of quality

00l1iee COCTOSTHAE Ka4eCTBa

to result from

OBITH PE3YJILTATOM

to meet customers’ needs

COOTBETCTBOBaTh  TPEeOOBAHHIM

norpeduTenen

Total Quality Management

0611166 YIpaBJICHUC Ka4CCTBOM

potential benefits

MOTCHUHAJIBHBIC IPEUMYIICCTBA

GRAMMAR
1. Study the following table.
TENSE FORM EXAMPLE
present fact/permanent Water  boils  at
simple situations 100*C.
regular activities We usually start at 8
o’clock.
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describing stories

The film takes place

VIVs in the US.
describing states They seem very
nice.
fixed future events | The Dallas flight
(on timetables or | arrives at 9.45.
schedules)
after if, when, as | As soon as she
soon as in clauses of | arrives, I'1l call you.
time and condition
present am actions happening | Hurry up! The taxi
continuous | is +Ving now is waiting.
are temporary She’s studying
situations TQM now.
criticizing someone | You are always
missing classes.
changes and trends | The economy is
getting worse.
future I’ve got tickets. We
arrangements are sitting in the
front row.
present actions/experiences | My  father  has
perfect in our lives until | worked for different
have now companies.
+V3 a past action with | They have gone out.
has present results for | (Sothey are not here

recent events

at the moment.)

actions in a time | I’ve driven 400 km
period that is still | this week.
continuing

giving news The new exhibition

has opened in
Samara.
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present continuing We’ve been waiting
perfect have been + | actions/situations for hours.
continuous | Ving until now
has been + | emphasizing the
Ving time
to explain the | ’'m wet because
present situation I’ve been washing
the car.

Correct the mistakes in these sentences.

1. TQM dominate business life today.

2. Quality was around for quite a long period of time now and made
considerable progress.

3. Sales increase a lot at the moment in China.

4. I’'m usually going to University by tram.

5. Inspection and quality control are requiring greater process control and
lower evidence of non-conformance.

6. The quality movement carried on progressing until the present day.

2. Choose the correct question from the two options for each answer.
1. Q: What are you doing? What do you do?
A: I’m a consultant.

2. Q: What do you do? What are you doing?
A: I’m helping with the project in China at the moment.

3. Q: Do you specialize in TQM? Are you specializing in TQM?
A: No, not really. | work in a number of different areas.

4. Q: How often do the inspectors separate the poor quality product from
the acceptable quality product? How often are the inspectors separating the
poor quality product from the acceptable quality product?

A: Rather often.
5. Q: Where are you staying? What do you stay?
A: I’m in a hotel near the airport.
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6. Q: Does TQM in its various forms dominate business life nowadays?
Is TQM in its various forms dominating business life nowadays?
A: Sure.

3. State some well-known facts concerning:

guality control
lower quality goods
TQM

suppliers

variation

. Make 5 sentences in the Present Simple with the following stative verbs:
think

see

prefer

include

belong

5. Work in pairs. Ask your partner about his\her plans for:

the coming weekend

next Sunday

next week

tomorrow

this evening

Find out the plans you have in common with your partner and tell the class

about them.

6. Make up sentences using the Present Perfect according to the model.
Model: That, important, problem, he, solve. — That is the most important
problem he has ever solved.

1. That, ancient, monument, they, see.

2. She, nice, person, we, know.

3. This, silly, thing, he, do, in his life.

4. That, delicious, dish, I, eat.
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5. This, silly, question, I, hear.

6. This, unusual, show, we, attend.
7. This, fast, car, she, drive.

8. That, bad, mistake, you, make.

9. This, expensive, dress, she, wear.
10. It, interesting, play, he, stage.

7. Translate the sentences into English paying special attention to the use of
Present tenses.

1. MeHeKMEHT KadecTBa HTPaeT BaXXHYIO POIIb B COBPEMEHHOM 1eTI0BOM
JKU3HU.

2. V3MeH4YMBOCTb BeIeT K pa3IuudsiM MEXKAYy [POU3BOIUMBIMH
TOBapaMHu.

3. Mowu xoJu1eT B coceiHei KOMHATe 00CYKIar0T HOBBII OM3HEC MPOEKT.

5. Mosr yauBuTenbHBIA opraH. OH HayWHAeT padoTaTh, KOTNA BBHI
MPOCHITNAETECh YTPOM, U HE OCTaHABIIMBAETCS, TOKa BBl HE A00epeTech 10
YHuBepcurera.

6. Hamr mpodeccop MareMaTHKH TOBOPUT Ha TISITH S3bIKAX.

7. Ml Bce HaJieeMCsl YCIICIIHO CJIaTh SK3aMEHbI.

8. OH Bceraa ¢ To0O0M coriamaercs, He TaK Ju?

9. Ona ceifyac yCHJIIEHHO M3y4aeT aHTJIMHCKHA, TTOCKOJIBKY COOMpaeTCs
paboTaTh B MEXIyHapOIHOH KOMIIAHUH.

10. 41 Hukornaa He ObuIa B SINOHMU ¥ MEYTAO TY/Ia MIONACTh.

11. 51 e ronoana, cnacu0o. S ToapkO YTO MOOOEHaNA.

12. ben npuHec cBou pUCyHKH. JlaBail mocMOTpUM, XOpOLIO?

13. MbI yXe MOTyYHIIM COTHHU THCEM B TIOJIEPIKKY.

14. Mou ponuTeny HUKOT/IAa HE IBITAJIICh BMEIIMBATHCS B MOH JIeTa.

15. OBoonysl CUCTEMBI YIIPABIEHHS KAUECTBOM IIPOXOAMIIA MIOATAITHO.

SPEAKING

Advances in TQM would hardly be possible without most remarkable
contribution of a number of outstanding scientists and experts. Some of them
are enlisted in the box.

14



Kaoru Ishikawa Joseph M. Juram Gemichi Taguehi Armamd V.
Feingenbaum Bill Conway W. G. Quehi W, E, Demimg Philfp B.
Crossby

Work in pairs and research into the life of a scientist whose ideas in your
opinion are critical for TQM development. Make a presentation (300-350
words) specifying the following points:

e personal data (date and place of birth, family);

e education (qualification, degree);

e the sphere of activity, achievements, inventions, discoveries, the

contribution to TQM;
e recognition (awards).

WRITING

1. You are asked to write an article about the history of TQM and its role in
the modern world.
Before you begin:

o think of your target reader;

o decide on the style you would adhere to (formal, informal, neutral);

o search for information you would include;

e consider expressive means that would make your article interesting
for the reader (e.g. a catchy title, gripping beginning, questions in
the narrative, a thought-provoking ending, etc.)

2. Work out an outline for the article and take notes of what you are going
to say.
3. Write an article following your outline. Make use of your notes.

15



UNIT 2. THE TQM PYRAMID
LEAD-IN

1. What is a pyramid? How many faces does
it usually have?

2. What features of a pyramid make it
possible to use it for visualizing complex
notions?

3. Do you know any management
pyramids?

READING

1. a) Find the given words in the dictionary. Write down their transcription
and Russian equivalents.

foundation
journey
pyramid
argue
challenge
inherent
achieve
participation
vital
accordance
annually
audit
obstacle
implicitly

b) Practise reading the given words.

16



2. Match the phrases with their Russian equivalents.

1. management pyramid A COOTBETCTBOBATh, OMPAB/IBIBATH
OXKHTAHUS

2. tear down B akTuBHOE yuacTHe pyKOBOJICTBa

3. arguing instead for the need C o0s3aTenbCTBAa PyKOBOJCTBA

4. meaningful action plans D onpenenurs 1ean KayecTsa

5. inherent challenges E B cooTrBeTcTBHU C

6. management’s commitment F  onpoBeprath

7. inaccordance with G nmpamuna ynpaBieHUs

8. to outline quality goals H npucymuie npo6iemsr

9. liveupto | BMecTO 3TOro HacTamBas Ha
HEOOXOTUMOCTH

10. active participation of J  3HauyMMBbIe IUIaHBI AEHCTBUI

management

3. Before you read the text about the TQM pyramid decide which statements
are probably true and which ones are probably false.
1. TQM pyramid is unique in Management.
2. Any management pyramid satisfies the definition of TQM.
3. Customers’ needs make up the foundation of TQM pyramid.
4. Company traditions are of prime importance and should never be
broken.
Now read the text and find out whether your ideas were correct.

THE FOUNDATION AND THE FOUR SIDES OF THE TQM
PYRAMID

The Quality Journey tears down outdated
management pyramids, arguing instead for
the need to build a whole new management
pyramid, the one which can live up to the
vision and challenges inherent in the
definition of TQM. Management at all levels
and in all departments just could not see that




‘total quality’ can only be achieved with the active participation of
management. An apt name for this pyramid would be the TQM pyramid.

TQM pyramid allows for graphic representation of the basic principles of
TQM. TQM is characterized by five principles:

1. Management’s commitment (leadership);

2. Focus on the customer and the employee;

3. Focus on facts;

4. Continuous improvements (KAIZEN);

5. Everybody’s participation.

The above mentioned principles make up the four sides of the pyramid with
Leadership, or Management’s commitment, as its foundation. A vital task for
any management is to outline quality goals, quality policies and quality plans
in accordance with the four sides of the TQM pyramid.

This is extremely important. So important in fact that, in many firms, top
management (the board of directors) ought to review the firm’s quality goals
and policies and if necessary reformulate them so that they conform to the
four sides of the TQM pyramid.

The firm’s quality goals give all employees a clear indication of what is
going to be achieved concerning quality. The firm’s quality policies, on the
other hand, describe in more detail how employees are to achieve that goal.
The firm’s quality policies must also conform to the four sides of the TQM
pyramid.

Quality goals and quality policies must be followed by meaningful action
plans. Experience from firms which have understood and realized the TQM
vision shows that firms ought to concentrate on short-term plans (one-year
plans) and long-term plans, the latter often being three-year plans which are
revised annually in connection with an annual quality audit.
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The basic notions of TQM reflected in the pyramid are in accordance with
Deming’s seven principles:

1. Management must agree about goals, conditions and obstacles to
the introduction of TQM.

2. Management must have the courage to break with tradition.

3. In building up a new ‘quality organization’, management must
appoint a manager for quality improvements who has direct access to top
management.

4. Management must, as quickly as possible, build up an
organization to advise on the carrying out of continuous improvements
throughout the firm.

5. Management must explain to employees why changes are
necessary and that they will involve everybody in the company.

6. Management must explain that every activity and every job has its
own customers and suppliers.

7. Management must ensure that every employee in the company
participates actively in a team (work team, quality circle).

The above points implicitly include all four sides of the TQM pyramid.

4. In the text find derivatives (having the same root) of the following words.
Define their part of speech. Use 5 derivatives in the sentences of your own.

a) organize (v) - organization (n)

b) manage

c) commit

d) part

e) direct

) form

g) improve

h) accord

i) found

19



5. Scan the text to find the words that mean the following. State their part of
speech.
1. give reasons in support of the idea

2. something that is wanted or required

3. suitable in the circumstances

4. give opportunity for

5. state of being dedicated to a cause, activity

6. without interruption

7. absolutely necessary, essential

8. define the shape of

9. principle of action adopted by an organization
10. practical contact with and observation of facts and events
11. conduct a systematic review of

12. a thing that blocks one’s way or hinders progress
13. the ability to do something that frightens one

6. Answer the following questions.

1. Is the TQM pyramid the first attempt to represent management
principles graphically?
Why are these management pyramids described as outdated?
Why is it necessary to build a new management pyramid?
What does TQM pyramid allow for?
What principles are reflected on the sides of the pyramid?
What makes up its foundation?
What is the most important task for any management?
Why do firms sometimes reformulate their goals?
What is the difference between firm’s goals and firm’s policies?
10 What demand should both goals and policies satisfy?
11. How could goals and policies be implemented and controlled?
12. What principles include all the faces of TQM pyramid?

©oNo ks wWDN
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7. Skim the text again and find the topic sentence in each paragraph. Do they
make up the ‘backbone’ of the text? Write down the outline of the text.

Retell the text using your outline.

Words and phrases to remember

ensure

oOecrieynBaTh

outdated

yCTapeBILINN

management’s commitment

00s3aTeNnbCTBA PYKOBOACTBA

direct access

NpsIMOI 1OCTYII

continuous improvements

TMOCTOSHHBIC YIIYYIICHUSA

participate actively in a team

aKTHUBHO paboTaTh B KOMaHJIC

short-term plans

KpPaTKOCPOYHBIE MJIaHBI

quality audit

ayJuT KaueCTBa

to outline quality policies

OIpPEACIUTD IMOJIUTUKY KauCCTBa

the board of directors

COBET TUPEKTOPOB

to review the quality goals

NEPECMOTPETH LEIIU KAaYECTBaA

indication

yKa3aHue, 3HaK

conform to COOTBETCTBOBATh

have the courage HUMETh MY»XECTBO

to advise on JaBaTh PEKOMEHIAITUH

management pyramid nUpamMu/ia ypaBIeHHsI

employee pabOTHHK
GRAMMAR

1. Study the list below and find in the text ' THE FOUNDATION AND THE

FOUR SIDES OF THE TQM PYRAMID’ the sentences with these items.

build up

carry out
concentrate on
conform to
make up
focus on
allow for

21



live up
arguing for

Which of them could be described as phrasal verbs? Explain how the
postpositive changes their initial meaning. Use them in the sentences of your

own.

2. Study the following table.

TENSE FORM USE EXAMPLE
past simple finished actions in | | passed my driving
the past test last week.
Ved/V 2 | repeated actions in | She phoned her
the past parents every day.
a series of past | We arrived in Rome
actions and took a taxi to the
apartment.
past situations He lived from 1700
to 1739.
past was actions at around a | I was not feeling
continuous +Ving | time in the past well that day.
were temporary We were living in
situations in the | London in the time
past of 2012 Olympics.
one action | The bus was going
interrupted by | too fast and it hit the
another action car.
plans that didn’t |1 was hoping to
happen study Medicine.
ascene inthe past | When we arrived,
the sun was shining.
past perfect an earlier action in | Before 1 found a
the past job, I had been to
had +V3 forty interviews.
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giving reasons for

She was unhappy

past because her
actions/feelings husband hadn’t
bought her a
present.

past perfect continuing past | Julia  had been
continuous actions that were | working in sales for
happening  before | 2 years when Paul

had been + | another action/time | joined the team.
Ving emphasizing time It had been selling

well for ten years.

giving reasons for
past
feelings/actions

He was tired as he
had been driving the
whole afternoon.

Correct the mistakes in these sentences.

1.
2.

The quality movement in Japan begins in 1946.

He has established education for Japan's top executives in the
management of quality in 1960s.

Within a decade since 1950, JUSE has trained nearly 20,000
engineers in SQC methods.

In 1954, Dr. Joseph M. Juran of the United States was raised the
level of quality management from the factory to the total
organization.

Companies that had competing for the Deming Prize made extensive
use of such charts.

Companies that had receive 1SO 9000 certification also posted the
process information required for each machine.

3. Make past tense questions and answers using the words given.

A wbhe

Be | there | a need | build | a new | management | pyramid?
Management | see | the advantages | of | TQM.

How | the firm | achieve | such impressive results?
They | not have | courage | break | with tradition.
23



5. The company | revise | its policy | and review | its goals | last year.

6. When | | | come | to the firm | they | carry out | a number of
improvements.

7. Who | put forward | the concept of | TQM pyramid?

8. Be| TQM pyramid | popular | in 1940s?

9. Why | be | TQM pyramid | develop?

o The | boxes | break | because they | make | of low quality materials.
4. Read the following text. Render it into the Past.

There is a need to build a brand new management pyramid as ‘The Quality
Journey”’ firmly believes in demolishing out-of-date management pyramids.
This new pyramid known as the ‘TQM pyramid’ is built such that it can live
up to the vision and demands inbuilt in the definition of TQM. The TQM
Pyramid is a simple pyramid with a base foundation and four sides. Hence,
TQM is built and relies on the five principles represented by the four sides
and base of the TQM Pyramid.

5. Split into teams of 2 or 3. Each team chooses a famous parson in history.
The rival teams try to guess who he/she was by asking 5 general questions
in the Past Simple about the personality. If they fail to guess, they can ask 3
special questions. The teams get 1 point off for grammar mistakes.

6. Say what your friend/friends was/were doing while you were

=

.. watching TV.

.. speaking on the phone.

.. working on the computer.

.. trying to open the door.

... washing up in the kitchen.

.. playing with your brother.

.. making dinner.
... doing your home task.

.. discussing the history of TQM.
.. writing an essay.

©oON kLN
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.. travelling in the mountains.
.. sunbathing.
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7. Translate the sentences into English paying special attention to the use of

Past tenses.

1. Kaxnpiii 4yenoBeK, BOBJICUYCHHBIA B MPOIECC MPOM3BOJCTBA, OBLI
OTBETCTBEHEH 32 OIMPE/EICHHYIO YacTh 3TOTO MTPOU3BO/ICTRA.

2. S y3nana o mupammujie, KOTJa YHTAJIa KHATY 00 UCTOPUU CHCTEMBI
YIpaBIeHHUS Ka9eCTBOM.

3. KadectBo ObUIO JOCTHTHYTO OJlarojaps aKTHBHOMY YYacTHIO
PYKOBOJCTBA U paOOTHUKOB.

4. DOrtanupamuia nonyduia Hazsanue [Tupamuna TQM.

5. CoBeT AUPEKTOPOB MEPECMOTPEN MOIUTHKY KOMITAaHUU B 00JACTH
Ka4yecTBa.

6. Korma s Bomien, ymnpaBisiOIIANA pacCcKa3biBal, Kak pPaOOTHHKH
JTOJKHBI OBLTH JTOCTHYB 3TOU LS.

7. K coxanenmro, s He 3Hama, 4ro JemuwHr chopmymmupoBanm 3T
MIPUHIIUIIBI yKE JIABHO.

8. Hag yem Gocc pabotan B To Bpemsa? - OH nepedopMyIHpoBa eI
KOMIIaHUH B 00J1aCTH KadecTBa.

9. HuxTo U3 Hac He 3HaJ, KTO CHOPMYITHUPOBAI STH IPHUHITUIIBI ¥ KOT/a
OH 3TO cJenall.

10. Korya s BBINIUIA HA YIIUILY, 1 OOHAPYIKHUIIA, YTO OCTaBHjIa OymMaru Ha
cToJie B KaOWHETe.

11. Tlocxe TOro KaKk UCTIOTHUTENBHBII JUPEKTOP BHICKA3aJI CBOE MHEHHE
10 TOBOJIy BHEAPESHMsI IPUHIIMIIOB yIpaBjicHus kauecTBoM, CoBeT
JMPEKTOPOB TIepeliesl K ToJIOCOBaHUIO.

12. Bompoc okazaiucs Topaszio CI0oKHEE, 4eM MbI JyMaJIH, TO3TOMY MBI
MTOTIPOCHITH €1IIe HEMHOTO BpEMEHH, YTOOBI 00IyMaTh €ro.

13. 41 6bu1a npusTHO nopaskeHa. Kommanus BHeApsiiaa TQM mnosnroaa u
JO0OMITaCh OTJIMYHBIX PE3YJIbTATOB.

14. Mpbl yIUBUINCH, YTO MEHEKEP TI0 YITYUIICHHIO Ka4eCTBa OTKA3aJICs
MIPUHUMATH YYacTHE B HAIIEH TUCKYCCHHU.

15. S 6puta paja HalTH KHUTY. Sl ee Tak TOJTo MCKaja.
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SPEAKING

Study the given quotations. Make sure you understand them.

“Improve quality, you

. automatically improve
) productivity.”

— W. Edwards Deming

“Excellent firms don't believe in excellence - only in constant
improvement and constant change.” - Tom Peters

“Management is doing things right; leadership is doing the

right things.” - Peter Drucker

“Your most unhappy customers are your greatest source of
learning.” - Bill Gates

"QUALITY MEANS DOING IT RIGHT WHEN NO
ONE IS LOOKING.” - HENRY FORD

“Quality is never an accident. It is always the
result of intelligent effort.” - John Ruskin

“Quality is everyone's responsibility.” ~ W. Edwards Deming

“Jt is not necessary to change. Survival is not mandatory.” - W.

€dwards Deming
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Choose the one that appeals to you most. Comment on the quotation
(15 - 20 sentences) specifying the following points:

e Why have you chosen this very quotation?

¢ How do you understand the quotation? What does it mean?

e Can you think of any examples to illustrate it?

e What do think about its message?

o Do you agree or disagree with the statement?

e In either case provide 3 arguments to support your point of
view.

o lllustrate your point with real-life examples.

WRITING

Summarize the information in the following passage, arrange it into an
outline.

WHAT IS TOTAL QUALITY CONTROL?

Total Quality Control (TQC) has been defined in a variety of ways, all of
which emphasize its important role in focusing on the various activities
within organisations. TQC has for example been described as: ‘A
management framework to ensure continuing excellence’.

This management framework was suggested to include the following
statements/ programmes for action:

e TQC is abusiness philosophy which groups together manufacturing,
engineering, marketing and sales amongst others, linked together by
a two way flow of information;

e TQC should be considered as a mind-set to approve only criteria
which lead to better than acceptable quality (via the use of
continuous improvement);
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e TQC is a continuous process for improvement where current
standards present the opportunity for the achievement of new and
higher targets (standards);

e TQC provides reliability and consistency in th e delivered product
service as a check-and-balance system.

In TQC we apply a number of important management principles and the
statistical control of quality to all stages of planning, design, production,
service, marketing, accounting and administration. It aims at achieving
disruption-free, error-free activities that produce defect-free products and
services at a quality cost suited to their market, and with dependable delivery.

TQC represents a unique concept in business management style that involves
every member of any business organisation, from the top executive to the
person on the lowest rung of the organisational hierarchy, in solving quality,
cost and production problems. It is the statistical control of quality applied
to the total operation of an organisation to produce goods and services at a
low cost suited to the market.

Company Wide Quality Control is another term for TQC which is used in
Japan. The emphasis here is once again on the total control of quality
organisation and with the contribution of every department and every
individual within the organisation. CWQC looks at the process of serving
customers from the point of view of the customer-supplier chain (both
internally and externally). It therefore assumes that all the roles have to be
conducted with quality, efficiency, speed of response, etc.
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UNIT 3. THE PLAN-DO-CHECK-ACT CYCLE

LEAD-IN

Look at the picture illustrating the
Plan-Do-Check-Act cycle and think
about the following:

1. What do the words in bold stand for
in the questions ‘How should it be?’
and ‘What do we do and how?’

2. Why is the model of carrying out
change represented as a cycle?

3. How can this cycle be linked to the
idea of continuous improvement?

READING

How What do
should it we do and
be? how?

Plan Do

Act  Check

What is What has
still to be been
done? achieved?

1. a) Find the given words in the dictionary. Write down their transcription

and Russian equivalents.

iterative

circle

cycle

wheel

continual

scientific

hypothesis

manufacture

accuracy

chart

ascertain

sizable

breakthrough

justify

b) Practise reading the given words.
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2. Match the phrases with their Russian equivalents.

1. an iterative four-step A  yIy4ImIMTH WIM U3MEHHTH LIENb
management method
2. continual improvement B daktuueckuii pe3ynbTar

3. implement the plan C B moOoM ciaydae
4. actual results D xiroueBoit KOHKYPCHTHBIH
¢axTop
5. to convert the collected E ompasmaTs 3aTpavyeHHEIE
data into information YCHITUS
6. ineither case F  mocrosHHOE yaydiieHHe
7. provide feedback G  BBIIOJIHMTS ILIAH

8. torefineoralterthegoal H wurepaTuBHbIi
YeTHIPEXCTYIECHYAThIl  METOJ
yIIpaBICHUS

9. akeycompetitive factor |  mpeobpaszoBate  coOpaHHBIE
JTaHHBIE B HH(POPMALIHIO

10. to justify the effort J oGecneunTs 0OpaTHYIO CBS3b

expended

3. Before you read the text look at the tittle. What does the word ‘wheel’
mean? Explain it in your own words. Now look it up in the dictionary and
check. What might be running on PDCA wheels? Make a prediction. Share
your ideas with the rest of the class.

Now read the text and find out whether your predictions were correct.
RUNNING ON PDCA WHEELS

PDCA (plan—do—check-act) is an iterative four-step management method
used in business for the control and continual improvement of processes and
products. It is also known as the Deming circle/cycle/wheel, the Shewhart
cycle, or the control circle/cycle. PDCA was made popular by W. Edwards
Deming, however, he always referred to it as the "Shewhart cycle".

The concept of PDCA is based on the scientific method developed by Francis
Bacon which can be written as "hypothesis—experiment—evaluation™ or as
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"plan—do—check”. Walter A. Shewhart described manufacture under
""control" as a three-step process of specification, production, and inspection.
He intended the analyst to take action based on the conclusions of the
evaluation and, thus, help to improve the quality of goods. In the early 1950s,
the Japanese participants of Deming’s lectures shortened the steps to the now
traditional plan, do, check, act.

During the Plan phase one is to establish the objectives and processes
necessary to deliver results in accordance with the expected output (the target
or goals). The completeness and accuracy of the specification is also a part
of the targeted improvement.

During the Do phase we are to implement the plan, execute the process, make
the product, as well as collect data for charting and analysis in the following
check and act steps.

In the Check phase the actual results are studied and compared against the
expected results from the Plan phase to ascertain any differences. Charting
data can make it much easier to see trends over several PDCA cycles and to
convert the collected data into information needed for the next step: Act.

If the Check phase shows that the Plan phase which was implemented in Do
phase is an improvement to the prior standard (baseline), then that becomes
the new standard (baseline) for how the organization should act going
forward. Instead, if the Check phase shows that the Plan phase which was
implemented in Do phase is not an improvement, then the existing standard
(baseline) will remain in place. In either case, if the Check phase showed
something different than expected (whether better or worse), then there is
some more learning to be done.

A fundamental principle of the scientific method and PDCA is iteration—
once a hypothesis is confirmed (or negated), executing the cycle again will
extend the knowledge further. Repeating the PDCA cycle can bring its users
closer to the goal, usually a perfect operation and output. Another
fundamental function of PDCA is separation of each phase.
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Each complete cycle indicates an increase in our knowledge of the system
under study. This approach is based on the belief that our knowledge and
skills are limited, but improving. Especially at the start of a project, key
information may not be known; the PDCA provides feedback to justify
hypotheses and increase knowledge. With improved knowledge, one may
choose to refine or alter the goal. The aim of the PDCA cycle is to bring its
users closer to whatever goal they choose.

When PDCA is used for complex projects or products, checking should
happen before the Do stage, since changes to projects and products that are
already in detailed design can be costly; this is also seen as Plan-Check-Do-
Act.

Rate of improvement is a key competitive factor in today's world. PDCA
allows for major "jumps" in performance, as well as kaizen (frequent small
improvements). In the United States a PDCA approach is usually associated
with a sizable project, and thus managers want to see large "breakthrough”
improvements to justify the effort expended. However, the scientific method
and PDCA apply to all sorts of projects and improvement activities.

4. Read the text again. Are these sentences true or false?

a. PDCA is an iterative five-step management method.
Key information is known at any stage of the project, even at the start.
c. If the Check phase shows that the Plan phase which was implemented
in Do phase is an improvement, then the existing standard will remain
in place.
The Plan-Do-Check-Act cycle was invented by W. Edwards Deming.
e. Each complete cycle indicates an increase in our knowledge of the
system under study.
f.  When PDCA is used checking should always happen before the Do
stage.
PCDA is used for complex projects or products.
In the Check phase we are to implement the plan, execute the process
and make the product.

-«
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5. Scan the text to find the words from the left-hand column. State their part
of speech. Match the words with their definitions. Provide Russian
equivalents.

hypothesis 1. involving repetition

deliver 2. something produced: such as; mineral,
agricultural, or industrial production

prior 3. to institute (something, such as a law)
permanently by enactment or agreement;
settle

action 4. freedom from mistake or error, correctness

iterative 5. relating to, characterized by, or based on
competition

extend 6. the act or process of specifying

accuracy 7. preceding in time or order, previous

standard 8. carry out, perform or do

output 9. the general course or prevailing tendency

forward 10. a proposition, or set of propositions, set forth
as an explanation for the occurrence of some
specified group of phenomena

establish 11. to carry, bring and give

trend 12. something considered by an authority or by
general consent as a basis of comparison

specification 13. toward the front, onward

execute 14. stretch out, expand

competitive 15. something done or performed, deed

6. Answer the following questions.

1. Whatis PDCA?
Who invented PDCA cycle?
What concept is PDCA based upon?
How did W. Shewhart describe manufacture under control?
How should the analyst act according to W. Shewhart?
What is to be established during the Plan phase?

ok LN
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7. What should we do during the Do phase? What is to be collected for
the following stages?

8. What are the goals of the Check phase? How does it influence the
Act phase?

9. Why is iteration the fundamental principle of PDCA?

10. How does implementing of the PDCA cycle modify our knowledge?

11. What is the difference between PDCA and PCDA? When should the
latter be implemented?

12. What is the sphere of PDCA application?

. Retell the text using the questions as an outline.

Words and phrases to remember
an iterative method UTEPATHBHBIN MTOIXO0/T
to establish the objectives yCTaHABJIMBATh HOBBIC CITH
to deliver results JIOCTaBJIAThH PE3YJIbTAThI
an expected output OXKHIAaEMbIH Pe3yIbTaT
accuracy TOYHOCTH
collect data coOupaTh JaHHbIC
charting data JTAaHHbIE JHarpaMMbI
prior standard WCXOJIHBIN CTAHIAPT
to go forward JIBUTaThCsI BIEPE/]
to confirm a hypothesis HOATBEPAUTH THIIOTE3Y
to execute the cycle BBIMIOJTHUTD ITUKJT
to extend the knowledge PacIIUPUTh 3HAHUS
rate of improvement YPOBEHb YITyUIlICHHS
specification TEXHUYECKHUE yCIIOBHH,
TEXHUYECKOE 3a/[aHHE
to take action IeiicTBOBaTh
to ascertain differences OTIpEeIeNIUTh Pa3Indrs
performance 3} heKTUBHOCTD, TPOU3BOAUTEIEHOCTh
to see trends BUJIETh TEHICHLIUN
a key competitive factor OCHOBHO#M KOHKYPEHTHbIH (hakTop
to allow for o0ecIeunBaTh, I03BOIATh




GRAMMAR
1. Study the following table

TENSE FORM USE EXAMPLE
future things we think will | In future people will
simple will happen live on  other
+V planets.
shall certain future New Year’s Day
will fall on Tuesday
next year.
immediate decisions | I’m tired, I think I’11
go to bed now.
offers, promises, | I’ll get you a drink.
warnings What would you
like?
future actions in | Are you sure that he
object clauses of a | will keep  his
compound sentence | promise?
future will be continuing  actions | Come to the main
continuous +Ving | at/around a time in | door — we’ll be
shall be the future waiting for you.
future actions with | I’ll be meeting my
possible results friends after work,
so | may be home
late.
to ask polite | Will we be stopping
guestions about plans | for a break?
future actions completed by | We’ll have got back
perfect a time in the future to the hotel by seven
will  have o’clock.
+V3
future continuing action up | By next Friday, I’ll
perfect will have to a time in the future | have been waiting
continuous | been + for over two
Ving months.
to explain a reason | We’ll be skiing all
for a future situation | day, so we’ll be
starving!
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We can use will, going to and the Present Continuous to speak about the
future. Study the sentences and underline the future verb forms.
1. TI’ll call you at the end of the month.
Are you going to push this process immediately?
I’m seeing our directors tomorrow.
I’ll check and I can get back to you on that.
Companies in Norway are going to fix quotas for women in
management.
6. We’re introducing this change next year.
Mind the form.
1. There is no to after will or shall:
The results of the tests will be ready after the summer.
2. You need the verb to be with the present continuous and the going to
forms:
We are implementing this innovation next summer.
When are you going to report the results?

o wd

Now match each of these future forms to the correct grammar rule (a - c).

will - going to - presentcontinuous-

A To describe decisions and plans we have already made

B To describe fixed future arrangements, especially for personal travel and
meetings

C To describe future actions which we decide to do at the moment of
speaking, especially when we promise or offer to do something

2. Correct the mistakes in these sentences.

Don’t worry. I’ll to solve the problem immediately.

Sorry, that’s my telephone ringing. I’m turning it off.

I can’t come for lunch with you. I’ll do some training in the gym.
You look stressed. I’'m going to help you with this report if you want.

a > w e

I’m going to fly to Moscow tomorrow at 11.55.
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3. Choose the correct sentence.

1. You are reminding the colleague about the programme for tomorrow.
a. Remember that you’ll meet the supplier at 12 o’clock.
b. Remember that you are meeting the supplier at 12 o’clock.
2. You’re discussing the future visit by the inspectors.
a. The inspectors won’t allow us to store spare parts in this
cupboard.
b. The inspectors are not allowing us to store spare parts in this
cupboard.
3. You are discussing the car models with airbags.
a. The use of airbags is going to save more lives in the future.
b. The use of airbags is going to save more lives in the future.
4. A senior manager isn’t looking forward to next week because he is
worried about the tests.
a. Tests will be carried out next week.
b. Tests are being carried out next week.
5. There is a problem with the new product.
a. [ know. I’'m going to discuss it with the person responsible
later today.
b. Tknow. I’ll discuss it with the person responsible later today.
6. Two managers need the results from some research before October.
a. They won’t be able to complete the research before October.
b. They aren’t completing the research before October.
4. A salesman is describing a new product to the customer. Complete what
they say with will or won’t and a verb from the box.

S: this is an excellent new material which 1. the use of solar panels.
C: I see, and how many hours of sunshine 2. we to
produce energy?
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S:1t3. necessary to have sunshine. It 4. in daylight only.

C:5. it enough energy to warm the building in winter?

S:1t6. the building but you may need additional heating when it

is very cold.

C: What about installation?

S:WeT7. it for you. It 8. long and you 9. soon
how effective it is. We 10. you a three year guarantee and

if there are any problems we 11. with them immediately.

C: When will you be able to install it?

S: As soon as we receive your order we 12. you to discuss a

suitable date.

5. Split into teams of 2 or 3. Each team makes predictions for the future of
Samara. What will it be like in a hundred years from now? Compare your
predictions and choose those which sound most realistic.

6. Make a few resolutions to do something important. Use the cues:
1. Starting from tomorrow [ will ...
2. I'll ... from now on.
3. Nextyear I'll ...
4. After I graduate from the University I'll ...

7. Translate the sentences into English. Use the appropriate form to express
the future action.

1. 4 ocraBmo BaM cBOH 3JeKTpOHHBIN anpec. [loxkamyiicra, mpUILTATE
MHE (paKTHUeCKue pe3yIbTaThl.

2. Haperock, nekapcTBO €1 MOMOKET, U OHA CKOPO MOIPABUTCA.

3. 3aBtpa B 11 uwacoB mpodeccop bpayn Oynmer uuTarh JeKUuO 00
UTEPaTUBHOM YEThIPEXCTYIIEHYaTOM METO/IE yIpaBlICHUS
MIPOU3BOICTBOM.

4. Kak Bbel coOupaerech MoaubuIMpoBaTh Meab? Bbl eme He
paccka3bIBaJId MHE O CBOMX TUIaHAX.

5. Kro 651 HE 0Gean HA BEIOOPAxX, BCE paBHO HUYErO HE M3MEHHUTCH, i
YBEPEH.
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6. boroce, OymeT OYeHb TPYAHO YOCIUTh PYKOBOICTBO KOMIIAHHHU
BHEJIPUTH METOJ KOHTPOJIS ¥ TIOCTOSIHHOTO YJTy4IIEHHS IPOLIECCOB.

7. He nosepsiite 3romMy uenoBeky. OH 0OMaHET Bac.

8. Hama komnanust HaMepeHa BHEIpUTh HOBBI cTaHaapT. bomnee Toro, Mbl
YBEPEHBI, YTO MBI IOJTYYHUM OT 3TOTO BBITOAY.

9. CxonbKo MpUriIalieHuit OHU coOuparoTcst pazocnarb? — OHU TOBOPSIT,
YTO Ha Beuepe Oyzer Oojiee cTa rocrei.

10. He y6Oupaii unctpymenTsl. OHU MHE MIOHAJ00STCS 3aBTPa YTPOM.

11. Ter Bepumb, 4YTO Koraa-HUOyAb OnuMIUICKHE WTrpel  OydyT
MPOBOJUTHCS B HaIIeM ropoje?

12. HeBaxxHO Kak BbI OyJIeTe 3TO JeJiaTh, 3TO BCE PaBHO MOTPEOyET Maccy
BpPEMEHU H CHIL.

13. Hopgeerus HaMepeHa BBECTH CUCTEMY KBOT B TEUCHHUE OJIMKANUIITNX MATH
JIeT.

14. Tlouemy oOH ayMmMaer, 4YTo TOTpedyeTcs BpeMs, YTOOB H3MECHHUTDH
CUTYaIHo?

15. I'maBa komMnaHuu coOupaeTcs MOCETUTH HAC B cieAykomeM Mecsie. OH
npuesxaer noe3aom. Jlymaro, oH mpoOyAeT 37iech He MEHBIIIE HeJeIH.

SPEAKING

Act Plan

« What changes * Objective
are to be made? | e Predicitions
Plan to carry out the
« Next cycle? ¢
= cycle (who, what,
where, when)
+ Plan for data collection

Study the picture illustrating
Assessing the Impact of Company’s
Activity. Compare it with the one in
the beginning of the unit. Point out
similarities and differences. Specify

the activities that should be taken at Study Do
* Analyse data « Carry out the plan
each stage. « Compare results | » Document
to predictions observations

* Summarise
what was
learmed

* Racord data

You may find some information at

https://en.wikipedia.org/wiki/PDCA useful.
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WRITING

Work in pairs and discuss the following questions:
1. Have you ever written a summary?
2. Why do we write them?
3. How long should the summary be?
Now compare your answers with the following statements. Do you agree with
any of them?
e A summary is written to show that you clearly understand the main
points of the text and to communicate them to other people.
e Asummary is a shortened version of a larger text, giving its main ideas.
e A summary is written in your own words without comments or
evaluation.
Study the list and tick the features of a good summary.

The author’s name and the tittle of the text

Graphs and tables

Detailed explanations

The authors main idea

Details to support the idea

Your own views on the problem

As much of the original text as possible

Quotations

©O©| 00 N O O B~ W N =

Formal expressions, linking words

In a summary we report what other people say or think, so we use reporting
verbs. To make the summary cohesive we use linking words and phrases that
indicate in what order the ideas are discussed. In the following expressions
underline the reporting verbs and circle the linking phrases.
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A In the article ‘No Name’, Name Surname argues that ...

B At the beginning of the article the author points out/emphasizes
C Next / Further on, he raises such problems as ...

D In addition, the reader is informed that ...

E Then, the author examines / studies such points as ...

F The author suggests / assumes / claims that ...

G Finally, the author concludes / assumes that ...

H The research the author conducted demonstrates that ...

Imagine you have read an article from ‘RUNNING ON PDCA WHEELS'’ by
Jamie O’Neil. Summarize the article in writing, making use of the reporting
verbs and phrases showing the order of events. Use the checklist that follows
and read your summary critically before you submit it.

S1 S2 |S3

1. | The summary is short.

2. | The summary reflects the main idea of
the author.

3. | The title of the article and the author’s
name are included.

4. | It is written in the language different
from the author’s.

5. | There are no detailed explanations.

6. | Quotations are not included.

7. | Itis written in a formal style.
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UNIT 4. ISO 9000 PRINCIPLES OF QUALITY
MANAGEMENT
LEAD-IN

Look at the picture and think about the
following:

1. What do the letters ISO stand for?

2. What do the figures 9000 stand for?

3. What does the picture symbolize? Pay
attention to the shape itself, the words, the
symbol (bird)?

READING

1. a) Find the given words in the dictionary. Write down their transcription
and Russian equivalents.

strive

ISO
internal
efficiency
consumer
embed
ensure
guidelines
flexibility
subtle
loyalty
encourage
allow
certify
alignment

b) Practise reading the given words.
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2. Match the words and phrases with their Russian equivalents.

1.

1C

to achieve quality
up to one’s expectations
as standards go

to embed system within an
organization

to be most widely recognized

a collection of guidelines
process-oriented approach
to make a positive
contribution

to ensure vital features

mutually beneficial
relationship

A

B

D

T

BHOCHTH ITOJIOKHTEITbHBINA
BKJIaJ

BHEJIPATH CUCTEMY B
OpraHU3aLNIO
B3aMMOBBITOJTHOC
COTPYTHUYECTBO
JIOCTUTaTh KauecTBa

MPOLIECCHO-
OPHUEHTUPOBAHHBIN
IIOJIXO/T

o0ecreunBaTh
Ba)KHEHIIINE KauecTBa

B COOTBETCTBHH C
0XKHUJaHUSIMU

YTO KaCaeTCsl CTAHIaPTOB

MMETb TUPOKOE
MpU3HAHNE
PYKOBOJICTBO, CBOJI
MIPaBWII, pEKOMEH AU

3. Before you read the text look at the list of possible titles for it.

BENEFITS OF 1SO 9000

EVOLUTION OF ISO 9000

HISTORY OF 1SO 9000
ISO 9000 AND OTHER QUALITY MANAGEMENT
STANDARDS
THE BASIC PRINCIPLES OF I1SO 9000
Scan the text for 2 minutes and choose the most suitable title. Explain your
choice.

Now read the text and find out whether your predictions were correct.

43



Quality is something every company strives for and is often very difficult to
achieve. Complications concerning efficiency and quality present
themselves everyday in business, whether an important document cannot be
found or a consumer finds a product not up to their expectations. How can a
company increase the quality of its products and services? The answer is ISO
9000.

As standards go, 1SO 9000 is one of the most widely recognized in the world.
ISO 9000 is a quality management standard that presents guidelines intended
to increase business efficiency and customer satisfaction. The goal of ISO
9000 is to embed a quality management system within an organization,
increasing productivity, reducing unnecessary costs, and ensuring quality of
processes and products.

ISO 9000 is set up as a collection of guidelines that help a company establish,
maintain, and improve a quality management system. However,
organizations still have flexibility in how they implement their quality
management system. This freedom allows the 1SO 9000 standard to be used
in a wide range of organizations, and in businesses large and small.

One important aspect of 1ISO 9000 is its process-oriented approach. Instead
of looking at a company’s departments and individual processes, ISO 9000
requires that a company look at “the big picture.” How do processes interact?
Can they be integrated with one another? What are the important aspects of
products and services?

Once this process-oriented approach is implemented, various audits can be
done as a check of the effectiveness of your quality management system.
There are three main types of audits — 1st, 2nd, and 3rd party audits. An
internal audit is a 1st party audit. 1ISO 9000 encourages (and requires) this
type of audit so that an organization can get feedback quickly from those
who know the company best. However, this audit process cannot be viewed
as impartial. Therefore, 2nd party audits allow for a consumer to evaluate the
performance on an organization. As an alternative to a 2nd party audit, many
companies choose to become certified with 1ISO 9000 through a 3rd party
audit. In this case, an independent certification body comes into an
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organization and evaluates it in terms of the ISO 9000 guidelines. With 1ISO
9000, an organization can identify the root of the problem, and therefore find
a solution. By improving efficiency, profit can be maximized.

The basic 1SO 9000 principles are:

1. A Customer Focus, With knowledge of customer needs, resources
can be allocated appropriately and efficiently and customer loyalty created.

2. Good Leadership. A team of good leaders will establish unity and
direction quickly in a business environment so as to motivate everyone
working on the project.

3. Involvement of people. The inclusion of everyone will lead to a
personal investment in a project and in turn create motivated, committed
workers eager to participate in the continual improvement that 1ISO 9000
facilitates.

4. Process approach to quality management. It can lower costs
through the effective use of resources, personnel, and time.

5. Management system approach. Combining management groups
can result in integration and alignment of key processes.

6. Continual Improvement. Through increased performance, a
company can increase profits and gain an advantage over competitors.

7. Factual approach to decision making. Effective decisions are
based on the analysis and interpretation of information and data. By making
informed decisions, an organization will be more likely to make the right
decision.

8. Supplier relationships. It is important to establish a mutually
beneficial supplier relationship. Through close contact and interaction with
a supplier, both organizations will be able to optimize resources and costs.

ISO 9000 stresses the importance of finding the root cause(s) of a problem.
There may be multiple, subtle reasons why a process isn’t working correctly.
Identifying and correcting root causes will also lead to the reduction of
unnecessary efforts which in turn will lower the cost of maintaining quality.

ISO standards make a positive contribution to the world we live in. They
ensure vital features such as quality, ecology, safety, economy, reliability,
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compatibility, efficiency and effectiveness. They facilitate trade, spread
knowledge, and share technological advances and good management
practices. (http://www.pjr.com/standards/iso-90012008/benefits-of-iso-
9000)

4. Read the text again. Are these sentences true or false?

i. 1SO 9000 is oriented on the processes and their interaction.

j. Within ISO 9000 there are four main types of audits.

k. Every company can achieve quality with no difficulty.

I.  1SO 9000 was invented by W. Edwards Deming.

Make 5 statement of your own based on the text. Let your fellow-student
decide whether they are true or false.

5. Scan the text to find the words from the left-hand column. State their part
of speech. Match the words with their definitions. Provide Russian
equivalents.

complication 1. strongly wanting to do or have smth

standard 2. make the best or most effective use of

recognize 3. he state of being joined as a whole

unnecessary 4. a state in which 2 things are able to exist
without a conflict

advance 5. identify from having seen or known before

practice 6. move forwards, make progress

facilitate 7. adifficulty

compatibility 8. not needed

integration 9. obtain, increase the amount of

eager 10. far apart

unity 11. make easy or easier

gain 12. establish, place smth in position

widely 13. level of quality, smth used as a measure

set up 14. the process of integrating

optimize 15. the customary, habitual procedure
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6. Answer the following questions.

1. What complications can a company face?

What is 1ISO 9000?
What is its goal?

o gk wn

How can a company overcome these complications?

How does ISO 9000 work?
What enables the 1ISO 9000 standard to be used in a wide range of

organizations and businesses?
7. Why is ISO 9000 important?
8. What are the main types of audit?
9. What are the 1ISO 9000 Principles?
10. How does 1SO 9000 contribute to the world we live in?

. Retell the text using the questions as an outline.

Words and phrases to remember

strive for

CTPEMHUTHCA K

complications

TPYZAHOCTH

to embed QM system

BHeApUTH cucteMy YK

ensure quality

00eCIeynuTh KauecTBO

flexibility

rHOKOCTh

to implement the approach

pean3oBatTh MOIX0]

an internal audit

BHYTPEHHUU ayIUT

2M/3d party audit

ompoc ToTpeduTenel / ayauTopckas

POBEpKa
reliability HAJIKHOCTh
compatibility KOHKYPEHTOCIIOCOOHOCTh

facilitate trade

CIocoOCTBOBATH Pa3BHUTHIO

TOPrOBIIH

multiple subtle reasons

MHOXXCCTBCHHBIC HCABHBIC TPUYINHBI

to optimize costs

COKpAIaTh U3ACPKKU

decision making

MPUHATUE PEILIEHUIN

gain an advantage over smb

NOJY4YUTh NPCUMYIIIECCTBO HAJT KEeM-TH00

competitor

KOHKYpPEHT
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alignment of key processes

CIaXXCHHOCTD KIIFOYCBLIX IMMPOLECCOB

customer loyalty

JIOBEpHE MTOTPeOUTEIS

independent  certification

HE3aBUCUMBIH CcepTUPUKATTTOHHBINA

body

opras

to allow for smb to do smth

MO3BOJISATH KOMY-JHO0 YTO-TNO0 ClIeNnaTh

GRAMMAR

1. When we focus on the action more than on the person we use the passive.
We form passive using the verb to be + the past participle (V3). Study the
sentences and underline the passive forms.
1. Firstly, any possible complications are discussed internally.
2. The consumers are contacted.
3. Ifthey are available, they’re interviewed immediately.

Mind the form.

PASSIVE TENSE

STRUCTURE

EXAMPLE

simple present

am/is/are +V3

The goals are achieved.

present progressive

am/is/are being +V3

The problem is being
studied.

present perfect

have/has been + V3

Has the process been
improved?

simple past

was/were +V3

QM was implemented.

past progressive

was/were being+V3

We knew the company
was being renovated.

past perfect

had been+V3

He informed the audit
had been
accomplished.

will future

will be+V3

The results will be
announced soon.

future perfect

will have been+V3

The results will have
been announced by
Tuesday.
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2. Correct the mistakes in these sentences.
1. The coffee is normally make by our secretary.

2. The report has prepared by the colleague yesterday.

3. He was asked from his boss to meet a client at the airport.
4. | am fascinating by your ideas.

5. The email was sending yesterday.

3. Here is a list of changes which have taken place in a town between 2000
and today. Use these notes and the verbs given to write sentences describing

these changes.

Example: Four hotels have been built.

000 today verb

two hotels six hotels build

three factories no factories close

few offices new office block construct

no parks two parks establish

old narrow roads new fast roads reconstruct
120 cafes 250 cafes open

river polluted river clean clean

4. Complete the text with the correct passive forms of the verbs in brackets.

HOW DOES 1ISO 9000 INTERACT WITH OTHER
STANDARDS?

ISO 9000 is the standard for a quality management system that1)
closely  (CONNECT) with many other management systems. These
other systems 2) (BASE) on health, safety, the environment, and
business continuity. They 3) (INTEGRATE) into an overarching
business management system. Aligned interests, reduced costs, and
improved efficiency 4) (INCLUDE) into benefits of this system. With
one of these systems in place, it is easier to implement any of the others;
many documents required for a different standard 5) _ already
(PREPARE), and personnel 6) __ already (ACCUSTOM) to the
audit process. Using multiple standards not only the efficiency of an
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organization 7) (ACHIEVE), but the integrity of its operations
8) (INCREASE).

ISO 9000 9) (CREATE) to make the attainment of quality
products easier by providing specific steps for development of an
organization’s quality management system. This quality management system
10) (MEAN) to monitor the progress of a product or service as it goes
through each stage of production, from development to testing to assembly
to customer feedback.

One cornerstone of ISO 9000 is continual improvement. No
company 11) ever (SATISFY) with the conditions of a process
at the given moment; they are always be looking for ways to make these
processes more efficient and effective. 1ISO 9000 12) (write) with
the business world’s insatiable desire for excellence in mind. This is why
continual improvement 13) (REQUIRE) by the standard — to
inspire progress and the pursuit of perfection. ISO 9000 14) (SEE)
in every sector of the business world,

5. Split into teams of 2 or 3. Write 3 sentences in different active tenses. Make
sure each sentence has both the subject and the object.

Example: The Chinese (sbj) invented paper (obj).

Let the other team change them into passive and name the subject and the
object.

Example: Paper (shj) was invented by the Chinese (obj).

6. Complete the sentences any way you like.
1. lwas given for my last birthday.
2. | have often been given
3. | have never been given

7. Translate the sentences into English. Use the appropriate form to express
the future action.

1. Coser OupeKTOPOB BCE €llle pacCMaTPUBAET Ballle 3asBIICHHUE.

2. Kro-unbynp cnpammusan y Ilurepa?

3. Tebe 0OBACHAT Kyaa UITH.

4. OH o0HapyXuJj, YTO y HETO YKPaJIi BCE IEHBIH.
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5. CrangapTH3auusi HalpaBlieHa Ha YJIy4YllIEeHHE KayecTBa TOBAPOB U
YCIIYT.

6. HoBblii mpoekT 00CyKIar0T B cCOCETHEH KOMHATE.

7. Sl MOHAIO MPaBWIJIO TOJBKO IIOCIE TOTO, KaK €ro OOBSCHWIN Ha
PYCCKOM.

8. WMsnepxku OyayT CyleCTBEHHO YMEHBIICHBI K CIEAYIOIIEMY TOAY.

9. MBpI 3Hanu, 9YT0 KOMITAaHUS HAXOJHUTCS B TIpoIiecce OOHOBIICHHSI.

10. Korpa st Bomen, o6cyskaanachk CTOMMOCTb TIPOEKTA.

11. Ha ckoipKux s13b1Kax roBopst B Poccun?

12. OH wcye3 B MPOIIJIOM IOy M € T€X IOP €ro HEe BUICIH.

13. CnenanHoro He BOPOTHIIB!

14. Mue Benenu sBUTHCS B 8.30.

15. Korna 'erpu BBIXOI1IT HA TICHCHUIO, EMY TIOJAPHIIN Yackl.

SPEAKING

Study the picture illustrating Evolution of 1SO 9000. Discuss the basic steps
of 1ISO 9000 evolution with your partner specifying differences and
innovations. You may find some information at
https://www.smartsheet.com/ultimate-guide-iso-9000 useful.

Describes the The requirements Identical to 9001, Quality assurance in Guidelines for
standards for a for compliance with but focused on final inspection and long-term success of
quality management. the standard. This Is existing production test. Obsolete an organization.
Called Vocabulary what organizations lines, Obsolete. Obsolete. Now
and Fundamentals. certify in. covered by
9000:2015.
@ K D @ i@ 2 3 :
1987 @ 1994 ® 2000 ¥ 2008 ¥ 2015
\ y y y U N = 2
1SO 9000 series of Revision focuses on Rewrite recognizes Added ISO 25th anniversary of
standards released quality assurance, importance of 9004:2009, ISO 8000. Focus on
less on quality process "Managing for PDCA at all levels of
inspection, management and sustained success." organization—systems
stakeholder needs. management.
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WRITING

Study the following text and summarize it in writing, making use of the
reporting verbs and phrases showing the order of events. Use the checklist
that follows and read your summary critically before you submit it.

EVOLUTION OF ISO 9000
ISO 9001 describes the framework of what an organization should have in
its quality management system and how to ensure that you train employees
within that framework. You can consider it a guide for the design of products
or services. (Remember, organizations get certified only in 9001.)

Other standards in the 9000 series are only foundational and supporting. The
organization intended 1SO 9002 to describe a framework for production and
installation, and 9003 provided guidelines for testing and inspection.
However, today’s professionals consider both to be obsolete. 9004 describes
how organizations can sustain the success they have achieved through the
implementation of quality improvement measures.

Since its initial release in 1987, 1SO 9000 standards have received five
updates, in 1994, 2000, 2005, 2008, and, most recently, 2015. Each year
forms a suffix on standard document numbers, such as 9000:2005 or
9000:2015. ISO/TC 176, or technical committee 176, revises ISO 9000. Here
are short explanations of the five updates:

e 9000:1994: This version moved toward quality assurance, the
process of monitoring requirements and processes in creation of an
item or service, rather than merely inspecting the finished product.

e 9000:2000: This major revision recognized the vital importance of
process management in quality management, including a focus on
stakeholder needs (the types of principles expounded upon by total
quality management) as foundational to the 9000 standard.

e 9000:2005: This update clarified key terms used to define the
management system.

e 9000:2008: This revision (1SO 9004:2009) is a quality management
approach that focuses on an organization’s long-term success.
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e 9000:2015: This 25th anniversary of the original release of the ISO
9000 standards contains considerable updates.

René Ffrench sees ISO 9000 as “the personification of the fourth generation
of quality management methods, wherein products and processes focus more
and more on meeting customer requirements.” He sees the quality
management evolution as follows:

o 1st Generation: Quality control, with the inspection of output at the
end of the production line.

e 2nd Generation: Product assurance, with a focus on creating clear
requirements, instructions, and documentation for the product before you
begin production.

e 3rd Generation: Process assurance, with an emphasis on ensuring that
the product-building process is sound. Ffrench believes that both the first
iteration of ISO 9000 and the rewrite in 2000 addressed process
assurance.

e 4th Generation: Systems assurance, with the understanding that a focus
on quality happens not just on the production line, but also in other areas
of the business, such as the HR department, who must hire qualified
candidates who fit well with the team.

1. | The summary is short.
2. | The summary reflects the main idea of the

author.

3. The title of the article and the author’s name are
included.

4. | Itis written in the language different from the
author’s.

5. | There are no detailed explanations.
Quotations are not included.
7. | Itis written in a formal style.

o
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UNIT 5. WHAT IS SIX SIGMA?
LEAD-IN

1. Look at the picture. How many
symbols do you see? What are they?

2. What is ‘o’? What does this symbol
stand for in linguistics? mathematics?
physics? statistics?

3. How is 6o vrelated to Quality
Management?

READING

1. a) Find the given words in the dictionary. Write down their transcription
and Russian equivalents.
philosophy

eliminate
nonconforming

item

robust

variance
augmentation
simultaneously
rigorous

sequence

implicit

incumbent

prioritize

excellence

b) Practise reading the given words.
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2. Match the phrases with their Russian equivalents.

1. a set of techniques and A

E

1C

tools
to eliminate defects

statistics-based approach
as well as

give  importance
improve

to

reduction in variance
rigorous concept

to follow a sequence of
steps

to determine an
appropriate sigma level
process flow and waste
issues

B

yaenars  OojbpIloe  BHUMAaHHUE
yIyYIIEHHUIO
BONPOCHl  IIOCJIEIOBATENBHOCTH

BBIITOJIHCHUS TIPOU3BOJCTBECHHOTO
mnponecca u 6paKa

YMEHBIICHUE TUCIICPCUU

CTporasd KOHLCIIHUA

TUTS oTpeneNeHus
COOTBETCTBYIOIIIETO YpOBHS
CpeIHero KBaJIpaTHYECKOT0
OTKIIOHCHHS

PaBHO Kak U

CJIEIOBATh  ITOCIIEJOBATEIEHOCTH
1aroB

Ha0Op METOJIOB U HHCTPYMEHTOB
CTAaTUCTUYECKUU TTOIXO0/

YCTPaHATh NePEKTHI

3. Before you read the text decide which statements are probably true and
which ones are probably false.

defects.

customer's specifications.

to just 3.4 defects per every million opportunities (Snee, 2003).

5.
Now read the text and find out whether your ideas were correct.

Six Sigma is the measure of quality that strives for near perfection.
It is a disciplined, data-driven methodology focused on eliminating

A Six Sigma defect is defined as anything that falls outside of a

Six Sigma is a reference to a statistical measuring system, equivalent
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SIX SIGMA METHODOLOGY

Six Sigma (60) is a set of techniques and tools for process improvement. It
was introduced by engineer Bill Smith while working at Motorola in 1986.
Jack Welch made it central to his business strategy at General Electric in
1995.

Six Sigma is a quality
management philosophy as
well as a methodology that
focuses on reducing

60

variation, eliminating v DEFINE
defects and improving the MEASURE
quality of processes, v

products and services. In IMPROVE
other words, Six Sigma CONTROL

Methodology is defined as a
data-driven, statistics-based
approach and a project-driven management that improves processes,
products and services of organization by continuously reducing both
nonconforming items or mistakes and variation as well as costs in the
organization.

In the literature, Six Sigma has also proven to be a customer-focused and a
robust methodology. In practice, organizations should give importance to
improve overall performance instead of detecting and counting defects. The
application of Six Sigma methodology provides reduction in variance and
augmentation in the process capability, and process performance,
simultaneously. Significant improvement in process capability and process
performance can be achieved after a successful implementation of Six Sigma
methodology that is accepted as a rigorous concept of quality control with
this feature.

Each Six Sigma project carried out within an organization follows a defined
sequence of steps and has specific value targets, for example: reduce process
cycle time, reduce pollution, reduce costs, increase customer satisfaction,
and increase profits.
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According to Allen (2006), tools that are used in Six Sigma methodology can
be categorized as tools of statistical methods and quality management, which
are very useful in identifying and eliminating causes of defects in business
processes by examining the inputs, the outputs, and the relationship between
the inputs and outputs.

The term "six sigma" comes from statistics and is used in statistical quality
control, which evaluates process capability. Originally, it referred to the
ability of manufacturing processes to produce a very high proportion of
output within specification. Processes that operate with "six sigma quality"
over the short term are assumed to produce long-term defect levels below 3.4
defects per million opportunities (DPMO). Six Sigma's implicit goal is to
improve all processes, but not to the 3.4 DPMO level necessarily.
Organizations need to determine an appropriate sigma level for each of their
most important processes and strive to achieve these. As a result of this goal,
it is incumbent on management of the organization to prioritize areas of
improvement.

In recent years, some practitioners have combined Six Sigma ideas with lean
manufacturing to create a methodology named Lean Six Sigma. The Lean
Six Sigma methodology views lean manufacturing, which addresses process
flow and waste issues, and Six Sigma, with its focus on variation and design,
as complementary disciplines aimed at promoting "business and operational
excellence". Companies such as GE and IBM use Lean Six Sigma to focus
not just on efficiency but also on growth. It serves as a foundation for
innovation throughout the organization, from manufacturing and software
development to sales and service delivery functions.

4. In the text find derivatives (having the same root) of the following words.
Define their part of speech. Use 5 derivatives in the sentences of your own.
a) organize (V) - organization (n)

b) implement

C) prior

d) practise

e) operate
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f) promote
g) relate
h) complement

i) found

j) conform

5. Match the words in the box with their definitions. Scan the text to find the
words. State their part of speech.

implementation, promote, robust, item, innovation, process,

excellence, implicit, issue, flow, simultaneously,

input, output

© o N gk~ wDdE

e el
w N Rk o

article or unit which is part of the list or collection

suggested though not directly expressed

the process of putting the decision or plan into effect

a steady steam or supply of smth

the quality of being outstanding or especially good

a new idea, product, method, etc.

an important topic or problem for debate or discussion

a series of actions or steps taken in order to achieve a particular end
strong and healthy, vigorous

. What is taken in or operated on by any process or system

. at the same time

. support, encourage or further the progress of

. the amount of smth produced by a person, machine or industry

6. Answer the following questions.

1.

o wD
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What is Six Sigma?

When did this methodology first come into being?

What does Six Sigma focus on?

How can this methodology be defined?

What does the application of Six Sigma methodology provide?



6. How can improvement in process capability and process
performance be achieved?

7. What are the probable steps and targets of a Six Sigma project?

8. What are Six Sigma tools? How can they be used?

9. What does the term ‘six sigma’ originally mean?

10. Is sigma level rigid or variable?

11. What is Lean Six Sigma?

7. Skim the text again and find the topic sentence in each paragraph. Do they
make up the ‘backbone’ of the text? Write down the outline of the text.

Retell the text using your outline.

Words and phrases to remember

data-driven yIpaBJIseMblil TAHHBIMU

a project-driven | ynpaBieHne,  OpHEHTHPOBAaHHOE  Ha

management portecc (MPOIEeCCHO-OPUEHTHPOBAHHOE)

nonconforming item u3JeInue, HE YJIOBJICTBOPSIOIICE
TEXHUYECKUM TPEOOBAHHSIM

a robust methodology HAJIEXHBIA METOJ

overall performance Ka4eCTBO B IEJIOM

simultaneously OJTHOBPEMEHHO

implementation peanu3aiys, BHEIPEHHE

input / output BXOJISIIIIANA TOTOK / BBIXOISIIINI

process capability BO3MOYKHOCTH TEXHOJOTUIECKOTO
nporecca

implicit goal MOTEHIHATBHAS 1IETb

lean manufacturing OepeKITNBOE TTPOU3BOICTBO

to address the issues o0pamiaTeCs K BONpocam

process flow MOCJIEI0BATEILHOCTh BBITTOJTHEHHS

MIPONU3BOJACTBEHHOTI'O ITpoHecca

complementary disciplines | cMexxHbIe TUCIMIUTMHB

a foundation for innovation | ocHoBa I HHHOBALIMIA

excellence BBICOKOE Ka4eCTBO

to promote CIoco0CTBOBATh, MPOJABUTATH
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GRAMMAR

1. Study the table representing the use of Modal verbs. Translate the

examples.

VERB USE EXAMPLE

able to future/past  ability or | We were not able to
possibility participate in  the

meeting.

can/ can’t present ability or | Can you speak
possibility Japanese?
request Can you help me with

these bags?

asking permission

Can | use your phone?

negative rule

You can’t smoke here.

could / couldn’t

past ability or possibility

Could the first cameras
take coloured photos?

request (formal)

Could you help me with
this?

asking
(formal)

permission

Could we stay an extra
night in the hotel?

suggestion/offer

We could watch a
DVD.

possible but unlikely to
happen

We could give up our
studies and live on a
desert island.

have to/ had to

present/past action
necessary or not
necessary

When in a car you have
to wear a seat belt. You
don’t have to get up so
early on Sunday.

may / may not

permission (formal)

May I go out?

uncertain, making a guess
about the future

The tickets may be all
sold out.

might / might
not

uncertain, making a guess
about the future

This small shop might
be closed on Sunday.
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must / must not | positive/negative rules

These lights must not
be used outdoors.

recommending smth

You must try this cake.

certain 1t’s not working. It must
be the battery.
need to / needn’t | necessary/not necessary | You needn’t take any
food. Lunch is
provided.
should expectations He should be in the
office by now.
advice Should | ask my boss
for a pay rise?
ought to advice You look terrible. You
ought to see a doctor.
shall suggestion, offer Shall we get a pizza this
evening?
will offer, promise We’ll drive you to the
station if you lke.
warning Don’t touch the cooker.
You’ll get burnt.
would request (formal) Would you tell the

manager that | called?

. Correct the mistakes in these sentences.
1. Idon’tcan swim.
I would like to can travel more.
I must work last Saturday and Sunday.
He should to work harder.
Could you telling me the time?
One day we can live without wars.
I promise | stop smoking.
May you park in this street on Sunday?
Joe musted go home yesterday.
10 Friday is a holiday — we mustn’t work.

©®NOUA WP
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3. Find modal verbs in the following sentences and identify their function.
Translate the sentences.
1. You ought to go and see Fred one of these days.
We may win, but I don’t think there is much chance.
That can’t be her daughter — they are nearly the same age.
You absolutely should go and see Liz.
I think you must try to relax more.
| promise i will stop smoking.
You needn’t laugh — my haircut is not as funny as all that.
When | was younger | could sing quite well.
I will be able to see you at eight tomorrow.
10 You can’t get in without a ticket — not a chance.

© oo N Ok WD

4. Here are some laws of nature. Join the beginnings and the ends.

BEGINNINGS ENDS
After you have bought something, it will.
If anything can go wrong, somebody will.
If there are two good TV shows, they will both be on the same
If you explain so clearly that nobody | time.
can misunderstand, will always move faster.
If you throw something away,
No matter how much you do, will fall asleep first.
The one who snores you will find it somewhere else
The other queue cheaper.
you’ll need it the next day.
you’ll never do enough.

5. Complete the sentences with the verbs from the box.

could, can, can’t, could have, can’t have, must, must have,
might not, should have, to be able, was able to
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9.

10.

11.

Elizabeth be in; I can see the light in her window.
Perhaps you should take some cash with you. the restaurant
accept credit cards.

Good news. The engineer fix your computer yesterday, so
you can use it again.

You were lucky. You been badly hurt.

We go to the museum today; it’s closed.

There been a terrible storm. When Jeff got home he was
soaking wet!

Those old photos been in the cupboard. I haven’t looked in
there for ages.

Uncle Mike gone away. His car is still parked outside our
house.

Turn on your TV. They announced the winner by now.

I’m having Spanish lessons. I want __ to speak the language
when | go to Madrid.

Take some warm clothes. It be very cold there at this time
of year.

6. Marketing Game. Choose one point from the list below.

in your childhood you could ...

now you can ...,

you must ...,

you must never ...

youneed to ...,

you needn’t ...,

last year you had to ...,

in your childhood you were not able to ...
yesterday you were able to ...

you will never ...

Write it down as a special question beginning with What .... Mind the word

order.

What youdo ...?
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Interview each of your group mates and write down their answers.
Summarize the results and report them to the class.

7. Translate the sentences into English paying special attention to the use of

Modal verbs.

1. Yto0bl momepKUBaTh KOHKYPEHTOCIOCOOHOCTh HAa MHPOBOM
YPOBHE OpPraHU3aIUsaM CIIEAYeT BHSAPITh METO]] OTU CUTM.

2. Mbl MOXEM YBEIMYHTh MPHOBUIP C TOMOIIBIO CTPATETHHA
TUTAHUPOBAHUSL.

3. Bxoxgsdmme TMOTOKM CHCTEMbI MOTYT paccMaTpUBAaThCs Kak
UCXOZISIINE.

4. B03MOXXHO, 3TOT METOJ TOPMO3HT JIIOJCH, KOIJIa OHH pPEUIar0T
MOCTaBIICHHBIE 33/1a4H.

5. Tlporecc, ckopee BCero, MOXXKHO HCKYCCTBEHHO YJIYYILIUTh.

6. Bce BXopsmye MOTOKH JOIHKHBI KOHTPOIHPOBATHCS HAIPSIMYTO.

7. HawmbGosee 3Haummasi KirodeBasi repeMenHasi Beixoma (key output
value), ckopee Bcero, SIBASETCS CPEAHAM 3HAYCHUEM OT OCTATBHBIX
KITFOUEBBIX TIEPEMEHHBIX BBIXO/IA.

8. TepMuH «IIpOIECC» MOXKET BBECTH B 3a0JIyK/ICHHE.

9. B cinyyae ¢ OTHOCHTEIBHO TMPOCTBIMH TOBTOPSIOIIUMHUCS
omepanusIMu 6 CUTM MOXET IIOMOYb ITOBBICUTh
MIPOU3BOAUTEIHLHOCTD.

10. B ciy4yae ¢ KpyHmHBIMHA CIOXXHBIMH TIPOEKTaMHU 6 CUTM MOXKET
MTOMOYb HAIIPaBUTh WX B Hy)KHOE pyciio (go right) ¢ camoro nauana.

11. OTH OmEHKH MOTYT MOMOYb, CTUMYJIMPYS MPUHATHE PE3yJIbTaTOB
MIPOEKTOB.

12. OpranmzanusM  ClIeAyeT OTAAaTh  NPHOPUTET  YJIYYIICHHUIO
MIPOM3BOANTEIHLHOCTH B II€JIOM, a HEe TIOUCKaM Je(eKTOB.

13. Jloctaro4HO OBICTPO MOXET OBITh JOCTUTHYTO 3HAYUTEIHHOE
YBEJIIMYCHHE MTPOU3BOAUTEIBHOCTH.

14. Metoabl 6-TH CUTM MOXHO KJIACCU(UIIMPOBATh HA UHCTPYMEHTBI
CTaTHCTUKH U YIIPABJICHUS KAUeCTBOM.

15. Ecnu Baria KoMIaHus KOHKYPEHTOCIIOCOOHA B IAHHBIH MOMEHT, 3TO
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SPEAKING

Six Sigma projects follow two project methodologies inspired
by Deming's Plan-Do-Study-Act Cycle. These methodologies, composed of
five phases each, bear the acronyms DMAIC and DMADV.

Study their graphical representations. Describe both, compare and contrast
them specifying similarities and differences. Think of your own ways to
represent these concepts graphically.

The five steps of DMAIC

) B} KE

Define Measure Analvze Imbrove Control
The five steps of DMADV
Define Measure Analvze Desian Verifv

You may find some information at https://en.wikipedia.org/wiki/Six_Sigma
useful.
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WRITING

Read the notes about the main ideas of the article. Make the glossary of new
terms.
e author: Chris McCarthy
o title: ‘LEAN SIGMA METRICS’
e measurements communicate values and priorities to an organization
e the object of the measurement is important — the selection of
appropriate metrics is an essential starting point for process

improvement

[}

1. Time Metrics 2. Cost Metrics 3. Quality Metrics

How long it takes to | How much does the | How often does the
produce a|process cost to| process lead to
product/service? How | operate (FTES)? Is | mistakes that
much of that is | there identifiable | require rework?
processing time versus | savings  for  the | How do customers
idle time? project? view the process?

1. Lead Time for | 1.Labor savings 1. Customer

process- total time satisfaction
(from start to finish

from the customer’s | 3. Cost per product -
perspective including inCIUding |ab0r, 3. Occurrences that

waiting  time)  to | material, and overhead | the  product  or
develop the | to produce  the | document  passes
product/service. product/service through the entire
process without
needing rework.

2. Cost savings
2. Rework

2. Typically expressed
in days

3.Best and  worst
completion time

4 Percent on-time
delivery
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5. Processing time-
time to complete a
process or process step,
excluding wait time

6. Activity ratio -
processing time divided
by lead time, expressed
as a percentage

4. Output metrics

5. Process complexity

6. Organizational

Metrics
How  many  were
produced each
month/year?
1. Production 1 Process steps 1. Lean events
2. Backlog — number of | 2 Decisions conducted
products/services that 3. Handoffs 2.Le.ar1 . Event
have not been started or participation -
entered into the process | 4. Loop backs number of
3. Work in process — | 5. Black holes employees
things currently being 3. Lean training

processed

4. Inventory- a supply

of raw  materials,
finished products,
and/or unfinished

products in excess

provided-number of
employees attended.
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Write a summary using reporting verbs and linking words from the boxes.

Reporting verbs

Links

state
mention

inform  argue
point out

demonstrate discuss

believe
suggest

At the beginning of the article...,
Next/Further on ..., In addition,
..., Then ..., Finally, ..., The
research demonstrated ...

68




ADDITIONAL TEXTS BANK
Text Ne 1

Read the text and summarize its main points. Translate it into Russian.
WHAT IS TOTAL QUALITY MANAGEMENT?

Total Quality Management, often called TQM, is a mindset and a set of well
proven processes for achieving the mindset. The mindset is that everyone in
your organization understands what their customers’ expectations are and
they meet those expectations every time. Understanding and meeting
customer expectations is a challenging proposition and requires processes
that support continuing progress toward the goal of meeting customer
expectations the first time, every time.

There is a great deal of value to you if your organization adopts this mindset,
right through the whole organization.

1. You will have satisfied customers who will want to continue doing
business with you. A satisfied customer is the least expensive way to
generate revenue and profit.

2. Your operating costs will be kept at a minimum because your employees
will not be occupied with customer service problems, rework, etc. You
should expect to see a 10% savings in your operating costs after six months
using the David Butler TQM Process if you have a manufacturing company.
If you are in a service business you should expect 20% reduction in operating
overhead due to the higher personnel component of your business.

3. You will be able to expand your business without hiring additional staff.
Your staff will be much more productive because they will have well
documented processes for doing their job and no misunderstanding about
what you and your customers expect of them.

4. You will have employees who are better motivated and satisfied with their
jobs. Your hourly employees are the key to successful implementation of the
TQM process because they know best the root cause of problems keep your
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organization from meeting customer expectations. Once they understand you
are committed to this mindset, their supervisors have the tools and know-
how to find and correct problems, and they are empowered to take a key role
in improving their organization, you will have lots of happy campers!

Text Ne 2

Read the text and summarize its main points. Translate it into Russian.
IS TOO MUCH QUALITY POSSIBLE?

Yes! The key is to understand your customers' expectations and meet, not
exceed, them. Customers don't expect you to exceed their expectations
because they know it costs you money to do so. If you customer expects two
ounces of ice cream with his pie, he may be unhappy with you if you give
him more - he will get fat.

TQM has been available for many years. It was originally developed in the
US and the Japanese were the first to visualize its benefits and apply it
successfully. They found that if management and employees could do joint
problem solving; everyone was committed to the solution. If their
organization had a set of tools for continuous learning, they were able to
manage change much more easily and with less disruption. And when they
really attacked and fixed the root causes of their problems, customer
satisfaction rose and costs declined. Imagine — a system that lets you achieve
those two objectives simultaneously!

Finally, they had a process for measuring the cost of non-quality (PONQ)
which allowed them to solve their most costly problems first and to hold
supervision accountable for achieving continuous improvement until
customer satisfaction was achieved. TQM programs are a dime a dozen, what
makes this one different and the one you should choose? After talking to
many small business people, David Butler concluded there were only three
key reasons to select a TQM product:
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1. It had to be implementable with a minimum of outside help.

2. You and your staff have lots of demands on your time so this process has
to be implementable on your time schedule, not that of an outsider.

3. Most TQM programs have failed during the implementation phase because
there is no clear roadmap from concept to application. David Butler has
developed clear and easily understandable directions for your supervisors
and employees to learn and use the tools of TQM. If you need help, we will
provide it to you.

Text Ne 3

Read the text and summarize its main points. Translate it into Russian.
WHAT IS QUALITY? DEFINITIONS AND CONTRASTS

The term quality means different things to different people. For example, a
quality automobile may be one which has no defects and works exactly as
we expect. Such a definition would fit with an oft-repeated definition by J.M
Juran (1988): "Quality is fitness for use." However, there are other
definitions widely discussed. Quality as "conformance to specifications™ is a
position that people in the manufacturing industry often promote. Why?

Presumably because manufacturing can do nothing to change the design;
hence, this definition. Others promote wider views (Gitlow et al., 1989 or
Ozeki and Asaka, 1990), which include the expectation that a product or
service exceed the expectations of the customer. Such as Gitlow who
believes quality is a judgment by customers or users of a product or service;
it is the extent to which the customers or users believe the product or service
surpasses their needs and expectations, and Ozeki and Asaka who believe. It
means delivering products and services that:

1) meet customer standards,

2) meet and fulfill customer needs,

3) meet customer expectations, and

4) will meet unanticipated future needs and aspirations.
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Still others simply ignore definitions and say "I'll know quality when | see
it." It seems that we all 'know' or ‘feel' somehow what quality is. A product
or service that exceeds our preconceived idea about the quality of the product
or service to be received is likely to be designated as a quality product or
service. It is equally clear that the best of a group of bad products is not likely
to be perceived as a quality product. So, possible definitions of quality are:
1. Customer-Based: Fitness for use, meeting customer expectations.

2. Manufacturing-Based: Conforming to design, specifications or
requirements, having no defects.

3. Product-Based: The product has something that other similar products do
not that adds value.

4. Value-Based: The product is the best combination of price and features.
5. Transcendent: It is not clear what it is, but it is something good.

Text Ne 4

Read the text and summarize its main points. Translate it into Russian.

The field of quality has its roots in agriculture. Early this century in Britain,
R.A. Fisher conducted statistical research to assist farmers in understanding
how to optimally plant and rotate crops. This work subsequently inspired
Walter Shewhart at Bell Laboratories whose work subsequently motivated
W. Edward Deming to devote his life to the teaching and improvement of
guality methods. Arguably, Deming has become the best-known ‘guru’ of
quality. His arch-rival, J.M. Juran, 88, runs a close second in prestige and
respect in the field. Both Deming and Juran could find no interest in quality
methodologies in the U.S. after World War 11, and because of this disinterest,
both went to Japan as consultants to 'spread the word' about quality. In Japan,
they found a receptive audience for their ideas. The Japanese fully embraced
quality ideas and methodologies and commenced to integrate the concepts
into their industrial base. The results are well-known; the improvement in
quality of products in Japan during the post-war period due to the
revolutionary ideas of Deming and Juran should ultimately be viewed as
legendary by historians who study quality.

72



There are many ways to view quality. For the purposes of this document,
consider the diagram shown below. Much of the way that organizations are
organized can be viewed as a relationship between customers, suppliers, and
processes. In the largest sense, an entire organization can be viewed as the
process in the diagram. External suppliers provide input to the entire
organization and customers receive the output of the organization. Internal
suppliers and customers represent the various internal suppliers and
customers that make up the internal workings of an organization. If one
duplicates this diagram many times, the entire operation of an organization
can be represented. This model of an organization nicely shows how external
suppliers and customers are related through the process of the organization.
Less well recognized is the way of viewing internal customers and suppliers.

Text Ne 5

Read the text and summarize its main points. Translate it into Russian.
TOTAL QUALITY MANAGEMENT (TQM)

Total quality management (TQM) (also known as total quality control
(TQQ)) is the application of quality principles to all facets of an organization.
In America, most efforts in quality during the 40 years after World War 11
were relegated to the factory floor. Statistical process control (SPC) became
the mainstay of quality efforts in America during this period. SPC is a
method for assessing statistical variation and determining if any
measurements fall outside what would be expected from the statistical
characteristics of the data gathered. Hence, SPC became a methodology used
to determine if parts conformed to specification, simply by measuring
parameters of parts and comparing to specification. In contrast, TQM is a
much broader concept - that is, applying quality methods to the entire
organization, from management, to accounting, to manufacturing, service,
and every other subentity in the organization (for example see, Mizuno,
1982). How is this possible?
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Well, one clear definition of quality involves satisfying one's customer - this
satisfaction has different meanings for different parts of an organization. In
manufacturing, conformity to specifications may well satisfy a customer.
However, in sales, simply conforming to specifications is unlikely to satisfy
the customer. Hence, other metrics of quality must be sought. In the sales
example, a customer might well be satisfied if his needs are adequately met;
however, if his expectations are exceeded he would surely purchase from the
firm again. Thus, another definition of quality - exceeding the customer
specifications! Indeed, there are many definitions of quality and total quality.
Next, some of the views of the so-called "quality gurus" will be briefly
examined.

There have been many contributors to the concepts of quality during this
century. The next paragraphs summarize the views of three leaders: W.W.
Deming, J.J. Juran, and P. Crosby.

Text Ne 6

Read the text and summarize its main points. Translate it into Russian.

QUALITY ASSURANCE AND RELIABILITY IN THE JAPANESE
ELECTRONICS INDUSTRY

Quality and reliability are two attributes required for all Japanese products,
although the JTEC panel found these attributes to be secondary to customer
cost requirements. While our Japanese hosts gave presentations on the
challenges of technology, cost, and miniaturization, quality and reliability
were infrequently the focus of our discussions.

Quality and reliability were assumed to be sufficient to meet customer needs.
Fujitsu's slogan, "quality built-in, with cost and performance as prime
consideration," illustrates this point. Sony's definition of a next-generation
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product is "one that is going to be half the size and half the price at the same
performance of the existing one." Quality and reliability are so integral to
Japan's electronics industry that they need no new emphasis.

The quality movement in Japan began in 1946 with the U.S. Occupation
Force's mission to revive and restructure Japan's communications equipment
industry. General Douglas MacArthur was committed to public education
through radio. Homer Sarasohn was recruited to spearhead the effort by
repairing and installing equipment, making materials and parts available,
restarting factories, establishing the equipment test laboratory (ETL), and
setting rigid quality standards for products (Tsurumi 1990). Sarasohn
recommended individuals for company presidencies, like Koji Kobayashi of
NEC, and he established education for Japan's top executives in the
management of quality. Furthermore, upon Sarasohn's return to the United
States, he recommended W. Edwards Deming to provide a seminar in Japan
on statistical quality control (SQC).

Deming's 1950 lecture notes provided the basis for a 30-day seminar and
provided the criteria for Japan's famed Deming Prize. Deming's work has
impacted industries such as those for radios and parts, transistors, cameras,
binoculars, and sewing machines. In 1960, Deming was recognized for his
contribution to Japan's reindustrialization when the Prime Minister awarded
him the Second Order of the Sacred Treasure.

Text Ne 7

Read the text and summarize its main points. Translate it into Russian.
1ISO 9000 STANDARDS CERTIFICATION

The concept of certification and standards, however, breaks down when
global competitiveness is at stake. Most recently, 1ISO 9000 certification has
become a requirement for exports to Europe, and Japan has been forced to
obtain ISO certification, not because it is a quality issue, but because it is a
way of increasing market share. The Japanese companies provide some of
the highest-quality products, typically using company product standards
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(best commercial practices) rather than external standards like QML or any
U.S. military standards.

The Japan Quality Association (JQA) is responsible for 1ISO certification. It
was established in 1958 as the Japan Management Institute (JMI) under
Japan's Ministry of International Trade and Industry for the purpose of export
inspection. In 1960, JMI moved from inspection to process certification, and
in October 1993, JMI was renamed JQA to more aptly identify its mission.
It has provided 1SO 9000 certification in Japan since 1990 after receiving
training from the British Standards Institution's (BSI) quality assurance
division, and it has memoranda of understanding with both BSI and
Underwriters Laboratory in the US for reciprocal certification acceptance.
By October of 1993, JQA had ISO-certified 300 firms in Japan, about 80%
of which were electronics firms; the rest were chemical firms. JQA expected
to have about 540 companies certified by the end of 1994. It was already
booked through 1994, and there was a backlog of over a hundred companies
waiting for certification. Most firms seeking certification were electronics
firms that depended on exports to Europe.

At the time of the JTEC visit, JQA was limited to about thirty assessments
per month. It typically took companies one year to eighteen months to gain
certification; most had little difficulty in obtaining 1SO certification. In
addition to JQA certification, there were an equal number of firms obtaining
ISO certification from non-Japanese auditors.

Text Ne 8
Read the text and summarize its main points. Translate it into Russian.

STRATEGY

One can often hear companies proclaim they are "already doing Quality";
this means training courses, clever posters and commitment statements in the
annual report. The emphasis is on tools and techniques. People are assigned
to committees and work on internal process stabilization. Quality is viewed
in terms of products, production-related activities and reduction of defective
output. This is a beginning, but not part of the long-term business strategy.
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Total Quality must be integrated with the overall mission, objectives and
plans of the organization. Frequently, it is not. Many companies, in fact, don't
have the strategies necessary for survival in the 1990's. Few include Quality
as an integral building block. Consider the following examples:

Company A: "Our strategy is to grow sales by 20%." This is not a strategy,
it is an objective or goal. The strategy should describe how sales will be
increased, i.e. the methods or means for accomplishing the sales objective.
Examples could include:

* Development of more attractive pricing or product features More effective
advertising or promotional activity

* Faster delivery or distribution
* More training and support for sales representatives

Company B: "Our strategy is to be the leader in Customer Satisfaction." This
is also an objective or hope, requiring defined methods or strategies to be
meaningful. The strategy could be:

 Gather information from customers and translate customer feedback into
annual product and service improvements

* Install an ongoing process for identifying improvement needs, stimulating
projects, and reviewing results on a quarterly basis

In each case, there is softness in connecting quality to the practical plans for
running the business.

Total Quality can be reflected in these strategy elements. It then becomes an
essential part of business strategy which is accepted and supported by top
management. This is often a missing connection.
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Text Ne 9

Read the text and summarize its main points. Translate it into Russian.
STRUCTURE

The good news: many companies are streamlining their "command and
control" organization structures; reducing management levels, eliminating
layers of approval, reducing barriers between departments and work groups.
The bad news: there is still a lot of restructuring by the 5% Rule: "Every year
you get 5% more work and 5% less to work with". Employment levels and
expenses are reduced. As a consequence, people are often overloaded and
processes lose their performance capability.

The structure becomes an obstacle to quality. Common structural barriers
include:

A) Conflicting goals and objectives. One part of the organization is tasked
with reducing inventories to meet corporate asset management goals. In other
areas - material shortages cause production delays, missed deadlines and late
completion.

B) Inadequate resources. Senior management cuts employment levels or
capital expenditures to meet short term budget targets. As a consequence -
personnel and equipment capacity is reduced, unable to meet customer
demands.

C) Systems misalignment. Systems for administering performance
evaluation, compensation and promotions focus on dollar volumes,
production units or sales quotas. To employees — quantity is seen as the top
priority, quality as a secondary concern.

Misalignment of goals, resources and systems wastes 20 - 30% of most
organizations' true potential. Structures must be realigned to encourage
improvement. Characteristics of quality-focused structures include:

* Organization Charts - reflect the needs of customers and external markets
rather than internal work functions and administrative convenience
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* Goals/Measurements - go beyond financial indicators, to include external
customer satisfaction, internal supplier/customer relationships, and key
vendor performance

* Recognition/Reward Systems - consider quality of performance as well as
guantity, and encourage suggestions, innovation and change

Text Ne 10

Read the text and summarize its main points. Translate it into Russian.
FUNDAMENTALS OF TOTAL QUALITY MANAGEMENT

The current approach to Japan’s quality improvement programme has
changed the balance of the present trade situation between Japan and the rest
of the world. Improving quality is very often regarded as an activity which
is going to increase cost. In this competitive world, organizations and
countries as a whole must achieve recognition from consumers about their
top quality activities at all times in order to conduct business successfully.
Many large organizations are now trying to emulate that Japanese
achievement in their commitment to quality.

Improving quality is very often regarded as an activity which is going to
increase cost. This view confuses the terms used in industry concerning
quality and grade. Improving or raising the grade of products relates to the
use of more expensive materials or processes to produce a product and will
raise product costs.

Improving quality means, among other things, making less faulty products
with the same amount of effort or cost which usually gives a lower unit cost.
Improving quality aims to reduce this cost. This cannot be achieved
overnight but requires an investment to be made in activities which are
designed to avoid defective production, not activities designed to detect
defects after they have been made.
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The search for the key to quality has been going on since the Japanese made
us aware that we had missed something out along the way. Various analyses
of Japanese success have attempted to condense the effect to one particular
activity; hence fashions of ‘quality circles’ and ‘statistical process control’.

The latest analysis has developed the concept of Total Quality Management’,
which may well provide an answer to the problem. The keynote here is that
the achievement of quality should not be considered to be a separate activity
from the achievement of production.

Text Ne 11

Read the text and summarize its main points. Translate it into Russian.
EVOLUTION OF ISO 9000

ISO 9001 describes the framework of what an organization should have in
its quality management system and how to ensure that you train employees
within that framework. You can consider it a guide for the design of products
or services. (Remember, organizations get certified only in 9001.)

Other standards in the 9000 series are only foundational and supporting. The
organization intended 1SO 9002 to describe a framework for production and
installation, and 9003 provided guidelines for testing and inspection.
However, today’s professionals consider both to be obsolete. 9004 describes
how organizations can sustain the success they have achieved through the
implementation of quality improvement measures.

Since its initial release in 1987, 1SO 9000 standards have received five
updates, in 1994, 2000, 2005, 2008, and, most recently, 2015. Each year
forms a suffix on standard document numbers, such as 9000:2005 or
9000:2015. ISO/TC 176, or technical committee 176, revises 1SO 9000. Here
are short explanations of the five updates:
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e 9000:1994: This version moved toward quality assurance, the
process of monitoring requirements and processes in creation of an
item or service, rather than merely inspecting the finished product.

e 9000:2000: This major revision recognized the vital importance of
process management in quality management, including a focus on
stakeholder needs (the types of principles expounded upon by total
quality management) as foundational to the 9000 standard.

e 9000:2005: This update clarified key terms used to define the
management system.

e 9000:2008: This revision (1ISO 9004:2009) is a quality management
approach that focuses on an organization’s long-term success.

e 9000:2015: This 25th anniversary of the original release of the ISO
9000 standards contains considerable updates.

Text Ne 12
Read the text and summarize its main points. Translate it into Russian.

ISO (International Organization for Standardization) is a global network that
identifies what International Standards are required by business, government
and society, develops them in partnership with the sectors that will put them
to use, adopts them by transparent procedures based on national input and
delivers them to be implemented worldwide. ISO standards distil an
international consensus from the broadest possible base of stakeholder
groups. Expert input comes from those closest to the needs for the standards
and also to the results of implementing them. In this way, although voluntary,
ISO standards are widely respected and accepted by public and private
sectors internationally. ISO — a non-governmental organization — is a
federation of the national standards bodies of 157 * countries, one per
country, from all regions of the world, including developed, developing and
transitional economies. Each 1SO member is the principal standards
organization in its country.

René Ffrench sees ISO 9000 as “the personification of the fourth generation
of quality management methods, wherein products and processes focus more
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and more on meeting customer requirements.” He sees the quality
management evolution as follows:

o 1st Generation: Quality control, with the inspection of output at the
end of the production line.

e 2nd Generation: Product assurance, with a focus on creating clear
requirements, instructions, and documentation for the product before you
begin production.

o 3rd Generation: Process assurance, with an emphasis on ensuring that the
product-building process is sound. Ffrench believes that both the first
iteration of ISO 9000 and the rewrite in 2000 addressed process
assurance.

e 4th Generation: Systems assurance, with the understanding that a focus
on quality happens not just on the production line, but also in other areas
of the business, such as the HR department, who must hire qualified
candidates who fit well with the team.

Text Ne 13

Read the text and summarize its main points. Translate it into Russian.
ZERO QUALITY CONTROL

Shingo has pioneered the area of Zero Quality Control, by asking similar
guestions to those asked by Taguchi. Shingo argues that the effort put into
tightening tolerances does not necessarily raise production costs significantly
as is widely believed. Shingo has been teaching concepts of production
engineering to many Japanese managers and is still promoting the area of
Zero Quality Control by arguing that inspection processes or the use of
statistical quality control should be completely eliminated. He believes that
quality should be controlled at the source of the problem not after the
problem has manifested itself.
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Consequently he recommends that inspection should be incorporated within
the process where the problem has been identified and where it should be
eliminated. He considers that Statistical Quality Control (SQC) tends to
focus on the effect (subsequent errors related to operators) rather than the
cause which is due to process imperfections and abnormalities. He is the
developer of a concept called Poka-Yoke. Poka-Yoke means that checklists
for each operation are provided so that human error is completely eliminated.
It is also similar to the concept of autonomation based on low-cost automated
processes which stop automatically when the required operations are
completed or when mistakes/abnormalities develop.

Text Ne 14

Read the text and summarize its main points. Translate it into Russian.

There have been many contributors to the concepts of quality during this
century. The next paragraphs summarize the views of three leaders: W.W.
Deming, J.J. Juran, and P. Crosby.

The Deming Approach. Deming tends toward assessment of quality in
human terms, yet espouses the utility of tools for understanding data. Deming
created fourteen major points that are widely utilized. These include such
items as; create constancy of purpose, institute training, drive out fear, break
down barriers, and so forth. The core of the Deming approach, however, lies
in the use of simple data analysis tools that include control charts, flow
charts, Pareto diagrams, Scatter plots, cause and effect diagrams, etc.
Deming is also responsible for the Plan, Do, Check, Act cycle (see below).

The Juran Approach. The Juran approach divides the quality effort into three
parts: quality planning, quality control, and quality improvement. The
planning process attempts to discover who the customers are and what their
needs are, the control process attempts to reach new levels of improved
quality (e.g., lowering defects, reducing cost, improving customer
satisfaction, etc.) and the improvement process attempts to continuously
improve the quality of the process. Juran was a pioneer in the understanding
of the interrelationships among customers, suppliers, and processes.
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The Crosby Approach. This approach is based on culture change in an
organization. By identifying areas in which quality can be improved in an
organization and improving awareness, instituting teams, setting goals,
giving recognition, and continuously repeating the quality improvement
cycle, this approach is a truly human-oriented technique.

Text Ne 15

Read the text and summarize its main points. Translate it into Russian.
MAJOR CONTRIBUTORS TO TQM: W. EDWARDS
DEMING

Deming's management system was based on a system known as the Fourteen
Points. These points express the actions an organization must take in order
to achieve TQM:

1. Create constancy of purpose for improvement of product and
service. Dr. Deming suggests a radical new definition of a company's
role: A better way to make money is to stay in business and provide jobs
through innovation, research, constant improvement, and maintenance.

2. Adopt a new philosophy. For the new economic age,
companies need to change into “learning organizations.” Furthermore,
we need a new belief in which mistakes and negativism are unacceptable.

3. Cease dependence on mass inspection. Eliminate the need
for mass inspection by building quality into the product.

4. End awarding business on price. Instead, aim at minimum
total cost, and move towards single suppliers.

5. Improve the system of production and service constantly.
Improvement is not a one-time effort. Management is obligated to
continually look for ways to reduce waste and improve quality.

6. Institute training. Too often, workers learn their jobs from
other workers who have never been trained properly.

7. Institute leadership. Leading consists of helping people to do
a better job and to learn by objective methods.
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8. Drive out fear. Many employees are afraid to ask questions
or to take a position—even when they do not understand what their job
is or what is right or wrong. The economic losses from fear are appalling.
To assure better quality and productivity, it is necessary that people feel
secure.

9. Break down barriers between departments. Often, company
departments or units compete with each other or have goals that conflict.
They do not work as a team; therefore they cannot solve or foresee
problems. Even worse, one department's goal may cause trouble for
another.

Text Ne 16

Read the text and summarize its main points. Translate it into Russian.

MAJOR CONTRIBUTORS TO TQM: W. EDWARDS
DEMING

Deming emphasized surveying customers, consulting production-line
workers to help solve quality problems, and teamwork. His system was
readily accepted in Japan, where workers and management were used to
uniformity and allegiance to institutions. Japanese companies learned to
collect data for the statistical monitoring and measuring of customer
satisfaction. The goals of these companies were to produce many of the same
consumer goods—hbetter and cheaper—that were produced in the U.S. These
Japanese companies succeeded, much to the chagrin of companies in the U.S.

Deming saw businesses as bedrock institutions in a society—much like
churches and schools. Companies attain long-term success only if business
leaders make their employees' contributions matter. If organizations use their
employees' ideas, they will improve efficiency and productivity.

Most of the applications of Deming's ideas occurred in the 1950s and 1960s
in Japan. In the United States, the desperation needed for executives to finally
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try a “radical” plan such as Deming's came from economic rather than
wartime defeats. Most notably, in the 1980s, Japanese car manufacturers
pushed their market share toward 25 percent, sending fear throughout
Detroit. The Ford Motor Co. called on Deming after NBC featured his
successes in a documentary, “If Japan Can, Why Can't We?” Deming took
Ford's invitation as notice that his home country was finally ready for his
program. He continued teaching seminars until his death, at age 93, in 1993.
Deming's system made such an impression that he is known at the Father of
TQM.

Text Ne 17

Read the text and summarize its main points. Translate it into Russian.
MAJOR CONTRIBUTORS TO TQM: W. EDWARDS
DEMING

Total quality management is a much broader concept than just controlling
the quality of the product itself. Total quality management is the coordination
of efforts directed at improving customer satisfaction, increasing employee
participation, strengthening supplier partnerships, and facilitating an
organizational atmosphere of continuous quality improvement. TQM is a
way of thinking about organizations and how people should relate and work
in them. TQM is not merely a technique, but a philosophy anchored in the
belief that long-term success depends on a uniform commitment to quality
in all sectors of an organization.

The concept of quality started in Japan when the country began to rebuild
after World War 1l. Amidst the bomb rubble, Japan embraced the ideas of
W. Edwards Deming, an American whose methods and theories are credited
for Japan's postwar recovery. Ironically enough, Deming's ideas were
initially scoffed at in the U.S. As a result, TQM took root in Japan 30 years
earlier than in the United States. American companies took interest in
Deming's ideas only when they began having trouble competing with the
Japanese in the 1980s.
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Deming's management system was philosophical, based on continuous
improvement toward the perfect ideal. He believed that a commitment to
quality requires transforming the entire organization. His philosophy is based
on a system known as the Fourteen Points. These points express the actions
an organization must take in order to achieve TQM.

Deming emphasized surveying customers, consulting production-line
workers to help solve quality problems, and teamwork. His system was
readily accepted in Japan, where workers and management were used to
uniformity and allegiance to institutions. Japanese companies learned to
collect data for the statistical monitoring and measuring of customer
satisfaction. The goals of these companies were to produce many of the same
consumer goods—hbetter and cheaper—that were produced in the U.S. These
Japanese companies succeeded, much to the chagrin of companies in the U.S.

Text Ne 18

Read the text and summarize its main points. Translate it into Russian.

The process of Total Quality Management (TQM) implementation in an
organization can be organized in the following stages:

1. Identification and Preparation

This stage is concerned with identifying and collecting information about the
organization in the prime areas where improvement will have most impact
on the organization’s performance and preparing the detailed basic work for
the improvement of the organization’s activities. It is also important to find
out the cost of quality, which incorporates the total cost of waste, error
correction, failure appraisal and prevention in the organization. It is also
required to understand the views and opinions of the customers, suppliers the
managers and the employees. The differences between their views and
opinions will provide an idea of the scale of the problem and task ahead. The
measurements of the cost of quality made at the beginning of the Total
Quality Management (TQM) process can be compared with measurement at
a later stage to establish the achieved improvements. The initial
measurements of the costs will also indicate the potential areas for
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improvement and direct efforts towards the areas where they are most
needed. All data and information must therefore be identified, prepared and
summarized in a manner to ensure that the managers get the correct
information to make their decision.

2. Management Understanding

This step is concerned with making sure that the management understands
the objective and methodology of Total Quality Management (TQM) and is
ready to adopt them all the time. For many companies, Total Quality
Management (TQM) means a major change in the management practice and
it is difficult to implement over a short period of time.

Text Ne 19

Read the text and summarize its main points. Translate it into Russian.

The process of Total Quality Management (TQM) implementation in an
organization can be organized in the following stages:

1. Management Understanding

This step is concerned with making sure that the management understands
the objective and methodology of Total Quality Management (TQM) and is
ready to adopt them all the time. However, to make a significant change in
management practice, it is necessary to educate the managers in their
understanding and approach to TQM. Once they have mastered the principle
and practice of TQM the managers can then demonstrate their total
commitment and take the lead in the quality improvement process.

2. Scheme for Improvement

This stage is concerned with identifying quality issues and affects a
resolution of them by management led improvement activities. To develop
quality improvement scheme, it is necessary to identify the quality problems
in each division, in each department and throughout the whole organization.
A scheme of training for improvement can be established after the realization
of the following aspects of the organization. They are:

e Purpose of the department,
88


https://www.mbaknol.com/operations-management/total-quality-management-tqm/
https://www.mbaknol.com/management-case-studies/case-study-tqm-initiatives-by-carcom/
https://www.mbaknol.com/management-case-studies/case-study-tqm-initiatives-by-carcom/
https://www.mbaknol.com/operations-management/total-quality-management-tqm/
https://www.mbaknol.com/operations-management/total-quality-management-tqm/
https://www.mbaknol.com/operations-management/total-quality-management-tqm-approach/

Customer’s and suppliers relationship,
Meeting customer needs,

Problem causes and best solutions,
Prevention of recurring problems,
Customer satisfaction,

Priorities for improving efficiency

At this stage it is essential to know that any scheme for improvement requires
substantial investment in training, management time and communication.

Text Ne 20

Read the text and summarize its main points. Translate it into Russian.

7 IMPORTANT PRINCIPLES OF TOTAL QUALITY
MANAGEMENT

Total Quality Management (TQM) is an approach that organizations use to
improve their internal processes and increase customer satisfaction. When it
is properly implemented, this style of management can lead to decreased
costs related to corrective or preventative maintenance, better overall
performance, and an increased number of happy and loyal customers.

Whatever other resources you use, you should adopt these seven important
principles of Total Quality Management as a foundation for all your
activities.

1. Quality can and must be managed: Many companies have wallowed in a
repetitive cycle of chaos and customer complaints. They believe that their
operations are simply too large to effectively manage the level of quality.
The first step in the TQM process, then, is to realize there is a problem and
that it can be controlled.

2. Processes, not people, are the problem: If your process is causing
problems, it won’t matter how many times you hire new employees or how
many training sessions you put them through. Correct the process and then
train your people on these new procedures.

3. Don’t treat symptoms, look for the cure: If you just patch over the
underlying problems in the process, you will never be able to fully reach your
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potential. If, for example, your shipping department is falling behind, you
may find that it is because of holdups in manufacturing. Go for the source to
correct the problem.

Text Ne 21

Read the text and summarize its main points. Translate it into Russian.

WHAT IS MANAGEMENT?

Management is the practice of consciously and continually shaping
organizations. All organizations have people who are responsible for helping
them achieve their goals. These people are called managers. These managers
- coaches, conductors, sales executives - may be more obvious in some
organizations than in others, but without effective management,
organizations are likely to fail. This subject is about how organizations are
managed. More specifically, it is about how managers can best help their
organizations set and achieve goals. Our emphasis will be on the so-called
formal organizations - such as business, religious organizations, government
agencies, and hospitals - that provide goods or services to their customers or
clients and offer career opportunities to their members. But no matter how
formal or informal, all managers in all organizations have the same basic
responsibility: to help other members of the organization set and reach a
series of goals and objectives.

As part of this process, managers can set the tone, influencing the attitude
that employees have about their work.

Your conversations with friends, parents, classmates, and co-workers are
probably filled with talk about organizations such as colleges, musical
ensembles, athletic teams, and companies where you work. In a world where
organizations are everywhere, there are three compelling reasons for
studying them and the practice of management. In each case involving the
past, present, and future the effect of people collaborating as an organization,
under the guidance of managers, can be far-reaching.
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Text Ne 22

Read the text and summarize its main points. Translate it into Russian.

IMPORTANT PRINCIPLES OF TOTAL QUALITY
MANAGEMENT

Every employee is responsible for quality: Everyone in the company, from
the workers on the line to the upper management, must realize that they have
an important part to play in ensuring high levels of quality in their products
and services. Everyone has a customer to delight, and they must all step up
and take responsibility for them.

Quality must be measurable: A quality management system is only effective
when you can quantify the results. You need to see how the process is
implemented and if it is having the desired effect. This will help you set your
goals for the future and ensure that every department is working toward the
same result.

Quality improvements must be continuous: Total Quality Management is not
something that can be done once and then forgotten. It’s not a management
“phase” that will end after a problem has been corrected. Real improvements
must occur frequently and continually in order to increase customer
satisfaction and loyalty.

Quality is a long-term investment: Quality management is not a quick fix.
You can purchase QMS software that will help you get things started, but
you should understand that real results won’t occur immediately. TQM is a
long-term investment, and it is designed to help you find long-term success.

Before you start looking for any kind of quality management software, it is
important to make sure you are capable of implementing these fundamental
principles throughout the company. This kind of management style can be a
huge culture change in some companies, and sometimes the shift can come
with some growing pains, but if you build on a foundation of quality
principles, you will be equipped to make this change and start working
toward real long-term success.
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Text Ne 23
Read the text and summarize its main points. Translate it into Russian.

QUALITY COSTING
Quality costing is not an exercise which is going to solve organisational
problems or have an impact on performance. Quality costing can be
considered as a means to an end, to help improve quality and help companies
reach their quality targets. Quality costing is a process-related exercise rather
than for product control. Process effectiveness is however not constant and
can be improved upon. Opportunities for improvement depend on process
capability studies and information provided by process costing.
Intention of quality costing: '‘Quality cost systems are used as an aid in setting
priorities for quality improvement projects, studying cost trends to re-
allocated resources, focusing multistep operations, measuring performance,
and balancing efforts in reducing variation in design versus manufacturing.
Measurements don't solve problems but can spur beneficial action.'
There are two approaches to quality costing:
(i) The traditional model or PAF model where the pattern of quality costing
includes
Prevention, Appraisal and Failure: These tend to decrease as quality
improvement becomes more and more an integral part of business
operations. PAF costs include the following:
Prevention costs: Costs of quality systems, quality training and education;
Appraisal costs: Costs of performing quality inspection and audits in-house
as well as audits of suppliers;
Failure costs (external): Costs associated with failures discovered outside the
plant. These affect both cost and reputation;
Failure costs (internal): Costs associated with failures discovered inside the
plant.
(ii) Process-based costing: A more radical approach to costing is one which
considers the Cost of Quality (COQ) to be made up of two distinct
components: - the price of conformance (Prevention and Appraisal) and the
price of nonconformance (Failure cost)
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Process modeling leads to a good understanding of how a process functions
in its present state. By identifying different variables, costs can be placed
under categories such as people, equipment, materials and environment. The
costs are allocated according to whether they enable the process to be 100%
effective (Cost of Conformance = COC) or whether the cost is linked to an
attributable variable that is causing the process to be ineffective (Cost of
Non-Conformance = CONC).

Process effectiveness is however not constant and can be improved upon.
Opportunities for improvement depend on process capability studies and
information provided by process costing. Process modeling for costing
purposes is compatible with the ethos of TQM, which places emphasis on
process ownership, understanding, control and improvement.

Text Ne 24
Read the text and summarize its main points. Translate it into Russian.

In relation to TQM it is well-known that the level of quality will be improved
by investing in the so-called quality management costs. The group
management asked Milliken Denmark’s top management to find out how
high the quality costs were. The group management wanted to establish a
simple quality cost system without arbitrary cost allocations.
Failure costs:
Failure costs are normally divided into the following two groups:
1. Internal failure costs. These are costs which accrue when defects and
problems are discovered inside the company. These costs are typically costs
of repairing defects.
2. External failure costs. These are costs which accrue when the defect is first
discovered and experienced outside the firm. The customer discovers the
defect and this leads to costs of claims and as a rule, also a loss of goodwill
corresponding to the lost future profits of lost customers.
Investing in preventive costs has the following effects:
1. Defects and failure costs go down.
2. Customer satisfaction goes up.
3. The need for inspection and inspection costs go down.
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4. Productivity goes up.

5. Competitiveness and market shares increase.

6. Profits go up.

HOW IT STARTED: The definition of the costs on these four accounts was
the following:

1. Discounts. This is an internal failure cost element. A failure has been built
into the product but it is found before shipment to the customer. The
customer is offered a discount in order to accept the failure.

2. Allowances. This is an external failure cost element. A failure has been
built into the product and the customer finds the failure. An allowance is
negotiated. If the customer does not accept the shipment the allowance is
equal to the amount of invoice.

3. Returns. This is an external failure cost element. If a customer does not
accept a shipment because of a failure caused by Milliken the customer may
decide to send the shipment back. Returns are the freight of returned
shipments.
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GLOSSARY

acceptable quality product

TOBap MPUEMIIEMOTO KayeCcTBa

accuracy TOYHOCTH
address the issues o0palaThcs K BOIpocam
advise on JaBaTh PEKOMEHIAINN
. CIIAKEHHOCTh KJTFOYEBBIX
alignment of key processes
IPOIIECCOB

allow for

obecneuynBaTh, II03BOJIATH

ascertain differences

OIIPCACIIUTD pa3jIndus

2"/3d party audit

ompoc norpedurenei /
ay/IMTOpCKas MpoBepKa

board of directors

COBCT JUPEKTOPOB

charting data

JIaHHbIE TUArPaMMBbl

collect data coOupaTh JaHHbBIC
compatibility KOHKYPEHTOCIIOCOOHOCTh
competitive indices KOHKYPEHTHbIE TIOKa3aTeJIn
competitor KOHKYPEHT

complementary disciplines

CMECXHBIC THUCIUITIIIHHBI

complications

TPYAHOCTH

confirm a hypothesis

MNOATBEPAUTDb T'MIIOTE3Y

conform to

COOTBECTCTBOBATH

continuous improvements

TMMOCTOAHHBIC YJIIYUIICHUSA

customer loyalty

JIOBEpHE TIOTpeOUTEIS

data-driven

ynpaBnﬂeMHﬁ JaHHBIMHA

decision making

NPUHATHE PELICHUH

deliver results

JOCTaBJIATH PE3YJIbTAThI

direct access

PSIMOM TOCTYII

dominate business life

JAOMUHUPOBATH B ):[e.]'[OBOﬁ
KHU3HU

embed QM system

BHEJPUTH cucteMy YK

employee

paboOTHHK
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ensure

oOecrieynBaTh

ensure quality

00€eCIIeYnTh Ka4eCTBO

establish the objectives

YCTaHaBJINBATb HOBBIC LICTIN

excellence

BBICOKOC Ka4€CTBO

execute the cycle

BBIIIOJIHHUTH ITHUKII

expected output

OKHJJaeMBIN pe3ynbTaT

extend the knowledge

pacUIupUTh 3HAHUS

. CIIOCOOCTBOBATH a3BUTHUIO
facilitate trade p
TOPIOBJIH
flexibility rHOKOCTh

foundation for innovation

OCHOBA JJI11 THHOBAllUH

gain an advantage over smb

MOJYYUTh TPEUMYINECTBO Has
KeM-ITn00

go forward

ABUT'AaTbCA BIICPEC]

have the courage

HUMCTb MYXKCCTBO

implement the approach

peain3oBaTh MOIX0]

implementation

pcanun3anus, BHCAPCHUC

implicit goal

NOTCHIMAJIbHAsA 1ICJIb

independent certification body

HEe3aBUCUMBIN
cepTu(UKAIMOHHBIN OpraH

indication

yKazaHue, 3HaK

industrial advancement

Pa3BUTUC MPOMBIIIIICHHOCTH

input / output

BXOJIAIINNA ITOTOK / BBIXOISALIINNA

iterative method

WTEPATHUBHBIN NOJIX0/

internal audit

BHYTPEHHMU ayauT

key competitive factor

OCHOBHOM
(dakrop

KOHKYPEHTHBIN

lean manufacturing

6CpC)KJ'II/IBOC MMpoOu3BOJACTBO

management pyramid

nupamMujia yrpaBieHUs

management’s commitment

00s13aTeIpCTBA PYKOBOICTBA

mass production

MacCCOBO€ MPOU3BOACTBO
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meet customers’ needs

COOTBETCTBOBATh TPEOOBAHHAM
norpebuTenen

. MHOXCECTBCHHBIC HCSBHBIC
multiple subtle reasons
TIIPUYINHBI
non-Conformance HECOOTBCTCTBUC

nonconforming item

HU3ACIIUC, HC YAOBJICTBOPAIOIICC
TCXHUYCCKUM Tpe60BaHI/I$[M

optimize costs

COKpalaTb U3ACPKKH

outdated

yCTapeBIINI

outline quality policies

OIIPEACIIUTD IMOJIUTUKY Ka4€CTBaA

overall performance

Ka4yCCTBO B IICJIOM

participate actively in a team

aKTHBHO pa60TaTL B KOMaHAC

performance

3¢ (HeKTUBHOCTB,
TPOU3BOUTEIHEHOCTD

potential benefits

IMOTCHIHAJIBHBIC MPEUMYIIIECTBA

prior standard

WCXOJIHBII CTaHIapT

process capability

BO3MOXKHOCTHU
TEXHOJIOIT'MYCCKOTI'O Impouecca

process flow

IOCJICA0BAaTCIIbHOCTD
BBITIOJTHCHU S
IIPON3BOJCTBCHHOT'O IIPOLECCCA

project-driven management

yrpaBJieHHe, OPUCHTHPOBAHHOEC
Ha  TIpolecc (miporieccHo-

OpPUEHTHPOBAHHOE)
promote CIIOCOOCTBOBATD, IPOIBUTATh
quality assurance rapaHTHs KauyecTBa
quality audit ayJUT KauecTBa

quality inspection

IMPOBCPKA Ka4CeCTBa

rate of improvement

YPOBCHDb YyJIy4IlICHUS

reliability

HAJIE)KHOCTH

result from

OBITh pe3yNIbTaTOM

review the quality goals

MEpECMOTPETh LCJIN Ka4CCTBA
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robust methodology

HaJIEKHBIA METOJT

see trends

BUIETHh TEHIECHIINA

short-term plans

KpPaTKOCPOYHBIC IJIaHbI

simultaneously

OJTHOBPEMEHHO

specification

TCXHUYCCKHC YyCJ10BU4,
TCXHHUYCCKOC 3aJaHNC

strive for

CTPEMHUTHCA K

take action

JEUCTBOBATH

Total Quality Management

o01ee ynpasieHUe KayeCTBOM

variability

pa3zHooOpasue
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