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I)r. S- ndsih" s sq\ing ar  snl.nt ftoJisor:nd llead ln chr.ge in rhc

D.patrneft ol Cofrncnc rt Madlrai Kafraiaj Uiiresty. vrdtr[ she s :n aclive

rcs$rche. and x rc&hq Iirh af e\osicncc oaNircieer i_ear She h]s PubLnhcd adi.Lcs id

rcp!red JoumrLs rnJ h.s.Lso preseniedPrtcts ir varlous NI ofrL xnd l1(nr(i{rnr Scmin.s

:nd Codlcr.nces She hrs chxn.d rhe se\sion ol Scti rar .r ltrrermtioirl hve She ir rn
.{rcnrxlerNincr ror BhtralIi]r llnivcdirt. v. S llnlYeBi(J_ Ird NiK LrnrrssrJ_ SheG

ve.y mrch intere{ed in rhc crtcnsion tni.cs NioI i NC C. N ! S. Bhxrrl S.orc rtrd

Gtrides. SDod\ and C.ndhiiDd Th.ughr Shc lff nominrrcd xr $rrdci ro takc clr ge olilre
rdniinmr.n .a rhc NlidrFi Kanurai Lri vc6itt \fomen \ H.ntl Shc lr dorn! Mrmr

Rc$arch Proied n,idld b! lJ(iC.lt.r.rca ofs|]ecaLizx{ion 5Mr criig. ldlcnitir rnd

hd ereI^ \rr,!!Nt r d \rtdt
^d qnd'ht iaw)r t id.6. ttl4 rbn r)
tc ttu lrt t .rl)t(fur lQv | .u6i.1..\t h tu
tt! rtn rq, bttd' th: qnt DIa a4ta
ib,!k !Itr1|tr^ n 40vtti 44td t\ rt
q4! \th h. 6dktt' rtnt: d'a nt('n(rR h
u(r i r tE thdrr!6 4 rrrf, auP4 '!

rt t lt \Ni i rr! rpra .6 a c j,,^\t ttt
h t \4a' r a!'tr^ il o rtdlp t\!? ut
!tu) 14 dltk t t ta\t rft attr-{A! th
tru \rttut d!r!r! iI lov n hctr1, t

\rh a \t14 t! lEn ntpt( tl:u1.6ut tt:
t!\rt ala'ortrcr ltu tr nrvha) tki Jat
6a tr! lhtn: rtrorl | \!' rrr,\4tthd
10 l! iv., r4

tlrwn{ Qu rrlL}fr u*.t bf aEF

lut ttat ru? '\ nnnlr r\tu6\ 6ur tht

H ^t Kt4rE d a\rr\ rEit /.i!mt

aqn od b kt ,,.' r!,4r ,1 llv

{or'iL d Srasr

.trr o.odLcc ro mrnL li'.k! \rh c[ rhcy

scl i tr,c nr'td lr rddnion ro rhn (hc

lirge s!iLc c.m|]nics arc ako dcpclldetrl

hcrliy oD !.. . {p'ire\ t, gcr rh.

r.n,n.n..[ rcqtrn$ br r$.nl] olilr
p.oduds thcr mrn(lidtrt SMFS rr. ako

getin-! \ub rontxds tiom lirge scrle

comp , e\ t, crtrr oui panixi

m.irL.ru'i,,s xcl r tirs 1o rvr ccoiomn

hcorft Lo.kidg ro rlic prcsen! nrnro of

sMEs. ni.ir c.nribul.n toNxrds

counrry's e.onom_! rnd rltr oppontrnil es

rnd rhaLlcrgc5rltrr h:re. rhcrt is. iccd to

addren rhc i\iuc oJ qralr.v m:Dagem.n(.

|olloRing rooh hkr lsO 91)00 md TQNj

rc(iinl) help (hfln b nxnJ o tou rhe

btrn(h oJ sin h..rgai 7r1ions. ALso drny

r {imcs rhc OENIS rre presurizing rh.

S\'IES (o eo J. lso .edificxlion. so as to

thrt rhc) \vill lollos

tnflnr(1. pr..rdrr! ro exe.ure rhcn

ordcs and C.ovidc quaLirt producrs the

SNILs rh. efurt hJ\c F d \ h nL'r rh. i;
$nc and have {n&l rctifs ls(r sool S
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h- r- i .a;i iitit;ii,n r -.,,
ceniti.ator and irtry .l$cn hr\e al\d

nFved x ncC tih-a d b! JolloRin! TQM

p.in.inles Horcv rhe.c is liLl r lls
popuLarn) ofTQNj *hcd I s..nparcd

snh JSO 9001 ccfliUca!i.f. f i(icul!rl) in

SNlts

TQM: (Tolal Qu!liiJ Nr!trascmcni)

AccorditrS ro Brirish shndfd Bs

Sunair.d nplcnctrhr.tr olTQNl

c.D rcsuLl I bcne6( su.lr as inPmvc'n.il

I qtraLiry oi prod ds rtrd scrliccs.

|r.dudivily, telirbilirr-. nar[.r shrr!.

rcveNe- frofit NInli lriL] lcrd to.rc.all

lmplilcirrrion ol TQ\'T Crinclplci

sure\ requnls llsic kno$lcd8e rnt]

riderutarding rbou! ns kcr clcre s Ihc

L Qurli!_ chaii: Qtrtn) clrah is rn

r nn. rh ch de{.ibcs nre..cunom*

suppLie. rsLar oislrip" hnh $ithh and

outsldc rhc o8anizarioi. 'IQNI

philolophy n driven by cu$ome.

'Mnna(nur phil.tuplt
and eanrpu,r trtdnet ltut
ainr t0 h.n1!s nrc ht-'h
n,,1 rtdtenul ietr.?\ ot' .
an jtsohiz.n.n h th! 

"1.n.lJ.d^t lqtt k, r.hitf! It)t
ohjt(tirt ol iht

srlislicriotr *hdhsr (hc) ire c\lernal

cunon.a o. i'trcmrl .DA Thn no*s

on rhe phiosophy{hd Ll!llr$ i,acrdal

rrr.,ner e srlislicd. the extcrnal

.u{o'nr n bound ro bc$1iifi.d.

Procrs Ilrnagcn,cni: Thc inaii rim

ol Prore$ dadagcirrr is ro

urd nrnJ (hc proce$er rhrr are

intulrd ii mesllns thc requi.ncnls

ol ctr{onrcA !o !h!t ihey c.d be

nrDr-lcd ro urure lhc need .f rhe

r&o're6 rre Diet consi\Lcnrly.

Conrinrous lmFovemcnl: TQltl

.rv ionmol rcqltcr lli trocc$cr

rre 10 bc coD!inu.unl mot(ored,

r\ie|cd.nd inprored IQM xiNs xt

E'npk,lte E lpo\rcrn,cni: ToP

Dunxg.rnctrr erdflrhip rnd unplolce

c.n\lJcrcd tEo .l
lhe n,.( impof.ft pritrciples ol rorrl

qlalnr mMascNDr (TQN1) b.cause or

,rn asinned reLaliondrip u iih

L

phioson\ ; rlLolnig ctr,f ore.s ro

b. scll strfiicisnt rnd ilso gives rh.m

rM oppontrdiries and teedom (. rake

Tcid *orking & SlnerE)r lQNl is

.bou! bringing chrngc ii rh. o!.rall

drlrure olrr orgrniuafoi. IlnLe$ rll @

a\lihbl. in on line rtl}$ is$iour!il\'('n
,,.. - i'k.
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er(L in [1rnrs.metrr, Cdhntrnc, A.counhncy,

Pm' t$i.nrJ(Rdurdl l rn io .lkirs. rhi0 dnirn,(h! Bi.ltrdii

in . re n il n nor po$ible 1o lollolr it

ller.e rcam r..klis is r ve.j

iinl)odrnl clcmcDi Ir n x reD N.ll

lnoNi rhcl (h11 o .ohesne rcam N I

bring \rnc.gn. effed ii ti,!ouroltrn

6, CrcrlivilJ& innovrtion: TQM

.LoNs a ru tt! ol findir-q lut rs\
Lv^s oa doii! thlnq\ rn( I I {)

.ncotrnges nn!! ive ideA. Th.s.

lvil ccnairlt impture nt olc L

\ork ig ofthe complir rnd crd lith
b.(cr resu c ' rcnns.lbcoc ol(|]trr

Brnchm.rkinB: B.idnnrrIin-( is r]re

p.oce$ ol ..Dr0r.ine o0es bLsin.s

P'ocsr$ b hdudD hc$s

O menslDns trricalLy nersu..d .rc

qurlity. 1inlc ntrd.on ln th. f roces !l
bcNhmr.k n-!. mxnag.dcnt iden{ifics

rhc brn ftDN in Lhrtr Ddunry. .r irr

atulhc. ftdr! lvhert sinilar

pr..escs ctni. rnd .onprrc rlt
resulls aill ti.oce$cs olrho$ itrd ed

(rhe targds ) to ore\ o*n r{Llrs dd

tnrlscs. li tlr6lra). tty lcan lros

\!! L ft tr!.F pedord id. ntut

inDonxitl]. 1 b!sine$ frocc$e\

rhxl c\prin sh) rlts! tnN r.c

tlour!kccping: Cood hoosckeeP ng

mern\ cleanLincrs. ridinc$ rnd I

proper oL.r Jir. lvcor[ing and &

evn)lhine ir ih tln.c Cood

rtrs.k..pif! m ri ..grn 
^rLon 

LrlLl

mke llo.kp..! cl.an. bcrrr

9. Krizor: lr nord Klzei D,exn\

'..drLnuous Nln.rem€nr . lr conts

i. tlrc Jip.ise \ods l kai ) Nhich

mean\ d,rnlc ., ti cor.( idd

ba$d otr mr[iog Lilr r dmfges of ]
rsula' bxsi\ rhK)r inp.oving

n.odL(rt). {adr rnd cfrld reiess

A impl! oi 200 Sm.lL iid
Nled Lrn Sral. i, tr. sccror ot

manuficrrirq \..c {rk!d i,r ro thc strmcl.

h \vis pLrt I r codlctriencc bascd

sxfrljli3 lr lxd r0r 0li l.rxlimDl. ol

L3l r.\pondt lirN if thc rcquircd

c egorr ol svlr il Nxs x ro0gh u\k ro

lnid comBni.s \!h ch rre IQN{ tdllo$er

The {ner r!.s dotr. Lviih ir hclp oltlR

pr!*ribed tttrcniondanc Nhich hd s!\tnl

sedi.ns. One sedidn otrt ol lvhich qas

Jrdi.itd to IQM rchted quc ions The

respondenc lrcrc Siren tri(h I n ol [o!

elemric aiJ thcr wcr! to giv. tli.ir

.!snorf rrrordi ! h the erlrdr or degre.

ol irnponii.. .l (h. clcnentr n rhcn

o,ganiAriotr lrfo'mrL disctrsiotu \ese
3, o,

\o

,{\rikbk in on linc rt}$$ nsniotrrnrl\'()3'

"iiiiiir"rlr,*-' u. u o.-;
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rso heLd $irh ih. Gslnnrdsts rclarding

r 5iD. !lo1!c!.r (h. itrLiJnnalvi$vr rr!

r tkcn in !o rht !o0sldrJriol

2. l rurs. Ilrnrgflr.nt:

4HeFolosin! rhms rd litle

dlscrlptioi \*irtn b.lo\ r. ol tlt

chatu gLve r lr r idcr iho( rlf nar[ 'f
r$arenr5s d l.veL ol ion.nmice tltl
rnach trilli th! r li'is ol r iotrs k'l l

1W

Ito.!s D,rfrgfn.trlrs xtr eLenr.ir

ol lOV is 
'sarnLcrl 

r\ v hL!rrit inCodrnr

h! i5'% ol rlr. rrspd Ller\ rs can bc

.on.Ludtd ltufi rhe rbor! lhrn 20'r'.1

thc ie\pondctrsleLr 1|,trr tr \r\ v.il hislrlv

imponrrt $hcr$s lj% fclt th.r I $.s

'nod 
rlcl] inp.d Onr lo'ri ol rlF

rcs0.Dd.na lrditLl l.r inpo1 .! !o

l l. (d'unuo!\I tr !3tr1r:

crud 1:R.m$!rQrrli).lid

|,a'n rlt ch r rbovc il n lerr

cL.xrlt cv dc ll t Qurlr(r_ chxn n

consiil(ed ro be Dl lrigh inponrnc! bv

55!,a olrlrs rcspondcnc a ll% olrh.rn

rotrside..d rhi\ ro bc ol od. xtc

i'npodrr. r'loie ol rli.r rs. igDorarr

rbDut ir This rnc.$ lht orlrnizd]of\

\! . bllo\in! rtu !u{om.r suDPLis

relariotrship ud llcai idea abour tlE

con.cpr oiinr.nraL 0soncr

A \e,] hleh percr{r!. (:lj9ro) ol

rhc resp.mLcds irdiraad r!1 tor rhrd

conrinuous iLhProvemNn( is ol !c4 high

o
f-.

^!rilrl,lrin 
o line xt r$nr'i\rtiournrl: (nn

",.liiliirii:i , i, ,1,,i, J. o. sa-",r,-i D4rqr4r']r:!--gl4!rnr!:rl-s:
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endr in Nlrnrsrm€ii Con'ntruc, .{..ounhncl.

frpoftrfce. The .hid ,so nake\ il .Lcxr

rhrl j0% ol rhe rcspondens Gh rhxr

coniinLotrs idpro\emrrt h I hiShlY

mooftftrl elernrnl ofthe IQM \fhc..as

thc r.! i5!t oarhc rcspoDdflns ruh rh t

N:s modsaleL] inrpon. . None.fthcm

hav.$id rh ir is harirg tr. imponmcc in

Thc clrxtr dep crs r r r (.1x1 ol
659/" .l (hr r.spondcis th fi rerm

sork ig rDd lnss] is r hishl) 
'npoftanr

olcdc oJ lQv ri9,.lrrtmlahrh il

*as nodcrrtlr i pomnl $h.rcas oDly

l0% l. r nnl r rxs '!r ihpo(.rl

i. Crurrnirr 'nJln Lo\riion:

{ Ftr'flotc!Emnon.rmcnl:

ctu rJ R:F,s Iflfiiat@rrmi

^s 
citr he s.ri lrom rhc .han. r

roral ol 55% ol rlie .*spoid.it rnr.hcd

v J- hlgh ro l,isl inpoftaf.e 10 rh.

cdPl.yee cmPorrcrmenl :15% ol th!

rcsFnderts ft11 rlDr it srs 
'nod 

xlcLy

5. Tcrm$orkincandSlnerP!:

Crcdirir! atrd irnord oi h

onsidcGd higl,lr nlpod.nr elemeft br

10% ol lhc rcrpord.lr r\ crn b! s.en

irn rh. rb.\e d , $hie 15%

c.n\ldcrcd ir vert hishlr irpomit l0%

of rr ..spoidcDr feli rhal ( *as

!nodsr ciy idCond \liie o'L) 10% Jelt

rhri ir $a\ notmtrch mP.mnl

,\\a'l.,blc it on hne rt s$s n'triourn/l\'r n

F.

"^rrcnr rrrm r"n *r,.irudDisn6ir'/hqr 6Jr/o 'rtuun or$ndmrr
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Thc.lorc.han idicrl.s rltr 8591

.l thc rirms hlolvlnq TQNI arc

..Bcndnalking'trs nodefurcto !ert h !li
v.r! le$ ntriiber ol ri'm\ (15%)

c.f5idcrd rhi\ !LctrtDr ollor imp.nric.

N.Dc.l([cd] ft t thxr it n D.t iLnp.drnr.

It i\ \o(h ioll,in! tlral L5'r'..lth.

ft\p.idens diil nor corsd{ Narizui as rn

impomft elcmcnr ol TQ\l llotrcrs 65%

ollht RsporJctrr grls (lizlr nod.rdc

Ir nr! be corlLdcl lhar vc.! ti$

Svli\ x.. lb oNi,,-{ TQM ir rddnioi ro

g.tir! ISOSl]l]L ccnid rLon Mriri(y ol

llrc rcs0.trd.n\ ncru ttdirc }vrc rbour the

\irils Lr) ch .r\ .l TQNI llo*crcr

rhci. opirioD5 Ric tlitlcrDt rugmd fg thc

inponrnrc ol rh.\! cl.n.nls ltr tlFi'

conprnlcr fo Lo\vig rrbl! indicarcs llE

lcs i|liv.!aristic!ol vrn0rselcmenGol

TQM

lhc cl,rn rbovr dePids rltr hc{

rl :ll]!./. ot Ilr. rnN .oride

llorsckccpin! .s a r..r_ lri!hlv i'npomr

cLencnl oJ lQM l rohlrl60% olthidr

alracBl to t ri nod.u. b hi-{h

imponaf.r On! l0'r" rcspotrdena

.oDs d cd tliir e dntnr olLi\ riponrr.o

llo$lvtr n l$ bund rhd r\lrnls \!as

.rnairl) rh{. iLi.ur lLotr5ctccping xnd s

advrnhr.cs ro thr orlaf TrlioD

N
F.

A!rilrblr in on Iitt st rrn.issniou.nal\'ont

"";,
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..ds in M.nig.nrcnr Conm.nc, Accotrnhicl

E.onomi.\ Puhli. Administ tiDn. Polirhs, Lx*rnd Allicd Ra'rrchd
P". R.bi;; iR"i";.:d) h,--,r"

ra\r

I

Dcsclltlve Srar !ns

11 !.n be sccn rhar rhc non
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