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1. Compare and contrast the fundamental quality theories of W. Edwards Deming (notably
his 14 Points for Management), Joseph M. Juran (The Quality Trilogy), and Philip
Crosby ("Quality is Free" and Zero Defects). Examine how a contemporary e-commerce
giant such as Amazon balances Deming's emphasis on ongoing process enhancement
with Crosby's unequivocal criterion of "zero defects" in customer satisfaction.

2. Explain the theoretical difference between "Control" and "Capability" with the help of
suitable examples.

3. An international airline is facing a significant decline in customer satisfaction ratings
attributable to persistent aircraft delays and baggage handling mistakes at a primary hub.
As a freshly appointed Master Black Belt, you are responsible for initiating a Six Sigma
project. Explain how you would apply the Six Sigma techniques to overcome the issue.

4. Explain the structural and strategic distinctions between obtaining ISO 9001:2015
Certification and securing a national quality accolade such as the Malcolm Baldrige
National Quality Award (MBNQA) or the Deming Application Prize.

5. What is the relationship between Total Productive Maintenance (TPM) and Total Quality
Management (TQM)? Support your answer with the help of examples.



