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Course Objectives This course focuses on the overall  quality of  the administration from the 
perspective of management, employees, customers and suppliers. It  also 
covers the design, organization and measurement of quality as well as the 
ISO 9000: 2000 system.

Learning 
Outcomes

After completing the training, trainees should be able to measure:

• the evolution of quality-the development of quality theory over the 
years.

• The Quality Management philosophy-analysis of the basic theories of 
quality and quality grading / scholars.

• quality  as  a  strategy  -  the  importance  and  application  of  quality 
philosophy in the context of organizational strategy.

• Quality of service: customer expectations. Analysis of customer's view 
of quality and expectations.

• The leadership  and impact  of  quality-the  characteristics  of  strong 
leadership required for quality programs.

• International  Standards for  Quality  Analysis  and Understanding of 
Basic Standards, such as ISO9000.

• Award Driven Models - Analysis of EFQM, Six Sigma, and Malcolm 
Balbridge models.

• the tools and techniques of quality-analysis of the various tools and 
techniques  required  for  the  philosophy  of  Quality,  especially  for 
organizational changes.

• Formation of the quality team - detailed analysis of the team's 
evolution in relation to the quality programs.

Pre-requisites IMGT-281E Co-requisites None

Course Content 1. Introduction to Quality Management-includes a review of the core 
principles of Administration. Total Quality (TQM) with reference to 
relevant examples, and analysis of the form of the module.

2. Evolution of quality and theoretical principles - in-depth analysis and
evaluation of management and theories of quality.



3. Initial theories of quality management - target students are to 
understand the basic concepts developed within the philosophy 
of quality, and develop critical thinking.

4. Cost of Quality - Students face the cost of quality in organizational 
terms as well as the expectations of customers.

5. Define & evaluate service quality - the importance of service quality 
and key success factors.

6. Quality Management Systems - ENISO 9001: 2000 - detailed analysis 
of ISO Standards as an initial stage of quality systems.

7. Quality Management Systems – Award Driven Models - Analysis 
and Evaluation of Six Sigma and EFQM Quality Model.

8. Quality Management Teams - Presentation of the configuration of 
the team and the nine roles needed for an effective quality team.

9. Quality Management and Leadership - emphasis on the 
characteristics and qualities of leaders and their relationship to the 
success of quality.

10. Organizational Change - Quality Improvement Programs - underline 
the importance of the quality of key organizational changes.

Teaching 
Methodology

Lectures, examples, projects and presentations, videos and slides as well 
as in class activities.

Bibliography Required:

 Savsar, M. (2012) Quality assurance and management. Mehmet 
Savsar (ed.). Rijeka, Croatia: IntechOpen. 

 Lecturer’s Notes.

Suggested:

 Hazlett, S.-A. et al. (2007) Quality management and CSR. 
Bradford, England: Emerald Group Publishing. 

Evaluation  Class Participation

 Teamwork - Presentation

 Mid-Term

 Final Exam

Grading Policy
Final Examinations 30 – 50%
Class Tests 15 – 30% 

each
Term paper or Projects 15 – 30%
Mid-Term 30 – 40%
Homework 0 – 20%
Quizzes 0 – 10%
Class Attendance & Participation 0 – 10%

Language English


