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Training Title 
TOTAL QUALITY MANAGEMENT ( TQM  ) IN OPERATIONS, SUPPORT AND SERVICE FUNCTIONS 
 
Training  Duration  
5 days 
 
Training Venue and Dates 

Total Quality Management ( TQM  ) in 
operations, support and service 
functions 

5 12-16 February, 2024 $5,500 Dubai, UAE 

Trainings will be conducted in any of the 5 star hotels. 
 
Training Fees 

• 5,500 US$ per participant for Public Training includes Materials/Handouts, tea/coffee 
breaks, refreshments & Buffet Lunch. 

 
Training Certificate 
Prolific Consultants FZE Certificate of Course Completion will be issued to all attendees. 
 

TRAINING OVERVIEW 

COURSE DESCRIPTION 
This training course will help participants understand total quality concept and techniques for 
managing, controlling, and improving quality. This course exposes participants to 
contemporary knowledge and techniques of TQM. This would in turn enable the participant to 
articulate and implement quality improvement processes in the workplace, in line with the 
philosophy of Total Quality Management. 
 
COURSE OBJECTIVE: 

By the end of the course, participants will be able to: 

• Explain the importance of quality models and identify various quality concepts and 
frameworks used by quality gurus 

• Discover the success elements of Total Quality Management (TQM) deployment  
• Use TQM improvement tools to enhance customer satisfaction and improve processes 

within their organization 
• Describe various types of benchmarking tools and techniques to boost quality 

initiatives 
• Apply widely used improvement methodologies 
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SUITABLE FOR: 

Individuals, managers, supervisors and all those who are engaged in quality models, awards, 

ISO and TQM implementation as well as  improving organizational performance. 

 

TRAINING METHODOLOGY: 

A highly interactive combination of lecture and discussion sessions will be managed to 
maximize the amount and quality of information, knowledge and experience transfer. The 
sessions will start by raising the most relevant questions, and motivate everybody finding the 
right answers. The attendants will also be encouraged to raise more of their own questions and 
to share developing the right answers using their own analysis and experience. 
All presentations are made in excellent colorful power point. Very useful Course Materials will 
be given. 
 
DAY WISE COURSE OUTLINE: 
 
Introduction to total quality management concepts 

• Definition of quality and quality models 
• History of quality 
• Defining TQM 
• TQM critical success factors 
• The relationship between ISO 9000 and TQM 
• Benefits of implementing a quality model 
• The cost of poor quality 
• Comparing the gurus (Deming, Crosby, Juran, etc.) 
• National quality awards: 

• The Malcolm Baldrige national quality award 
• EFQM, Dubai Quality Award, and HH Sheikh Khalifa Excellence Award 

• Selecting the right model for your organization 
• The quality maturity ladder 

 
The success elements of TQM 

• Customer driven quality 
• Plan, Do, Check, Act (PDCA) model 
• Eight-step problem solving methodology 
• Process thinking 
• Eliminating the non value added 
• Management by facts and data 
• Continual improvement and Kaizen 
• Enhanced employee participation and decision making through idea generating 

systems 
• Employee reward and recognition 
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Improvement tools and methodologies 

• What is a quality tool 
• The seven quality control tools 
• Cause and effect diagram, check sheet, control charts, histogram, Pareto chart, 

scatter diagram, stratification 
• Brainstorming 
• Tree diagrams: how-how and why-why diagrams 
• Force field analysis 
• Affinity diagrams 
• Process mapping: 'the turtle' 
• Poka yoke 
• Lean thinking 
• The seven types of waste in organizations 
• Visual management and the 5S program 
• Six sigma 

 
Benchmarking as a tool to improve quality and business processes 

• Definition of benchmarking and reasons to benchmark 
• Levels of benchmarking 
• Pros and cons of different benchmarking approaches 

 
Elements of a continuous improvement process 

• The eight steps to achieve improvement 
• Critical success factors and common failure factors in TQM 

 
 
Case Studies, Role Plays, Videos, Discussions, Last Day Review & Assessments will be carried 
out. 

……………………………….. 
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