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                 [Max. Marks 90  

Special Note : Word limit for answer of each question is 250 to 300 words.  
Note :  (1) Paper  is  divided  into  two  Sections;  Section  A  and  Section  B.  Attempt  any  three 

questions from Section A and all questions carry equal marks that are 22. Section B is 
compulsory and carry 24 marks. 

   (2) Write in a legible hand, it shall be appreciated and draw appropriate models.   
Section A 

1. Discuss the various techniques of Innovation and Creativity as essential tool for success of an 
organization. Also elaborate on creative process with suitable examples. 

2. Define Work Teams. If you were in charge of creating work teams in your organization, what steps 
would you follow in building work team structure and high performance work teams. 

3. “TQM plays a vital role in systematic implementation of a task.” Discuss. Also highlight Malcolm 
Baldridge Award instituted in field of maintaining quality. 

4. Define Business Process Reengineering (BPR). Discus the HR interventions which facilitate the 
implementation of BPR in organization. 

5. Write short notes on any three of the following : 
(a) Performance Appraisal and TQM. 
(b) Change Management. 
(c) Role of Chief Knowledge Officer in Organization. 
(d) ISO 9000 and ISO 14000 Process Implementation and Certification. 
(e) Learning Organization.   

Section B  
TQM Helps Mahindra and Mahindra   
Maintain Sweet Business   

Mahindra & Mahindra (M & M) farm equipment sector (as it is called since organizational 
restructuring, in 1994) is the largest manufacturer of tractors in India with sustained leadership of over 19 
years. Attaining and maintaining this leadership has required commitment and relentless pursuit of quality 
at the M&M farm equipment sector.  

In the very initial years of its business workers, the shop floor simply fitted out various parts of the 
tractor. The quality of the product was only at the final stage, that is, at the factory or customer level. If the 
product showed any flaws, it was sent back to the shop floor. The management realized that this process 
was not only wasteful in terms of both time and resources but, more importantly, it did not lead to 
sustained qualitative improvement in the manufacturing process.  
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The prompted management to develop a long-term vision. This lead M&M to make a commitment 
toward deming and becoming the largest tractor manufacturer of the world, by 2007.  

To achieve this, total quality management (TQM) was implemented in the M&M farm equipment 
sector. The TQM journey was made in three phases at M&M : 

 Introduction Phase (1990-94) : In this phase M&M introduced initiatives like Juran’s process of 
Quality Improvement (JQI), statistical process control (SPC), supplier support activity, and business 
process reengineering (BPR). It concentrated on the following : 
(a) Improving manufacturing quality through process control. 
(b) Improving the quality of bought-out components. 
(c) Increasing productivity and reducing the cost of poor quality (COPQ) by solving chronic 

cross-functional quality problems. 

 Promotion Phase (1995-99) : In this phase, the stress was on standardization of operations  as per 
the international guidelines and to improve upon them. To facilitate its journey, M&M obtained ISO 
9000 certification (the automotive, sector-specific standard), QS 9000 (for both Mumbai and 
Nagpur locations), and ISO 14001. 

 Development Phase (2000 onward) : The company has been working on creating dominance in 
the local market and building substantial presence in the international market by aggressive use of 
the Deming Prize guidelines and also wins the coveted medal before 2004.  
The dream was realized when M&M became the first tractor company in the world to win the 

prestigious Deming Prize (considered equivalent to the Nobel Prize for manufacturing) for the year 2003.  
The benefits of the M&M’s commitment and the relentless pursuit of quality have been :  
1. Reduction in rework rejections,  
2. Reduction in rejection at suppliers’ end as well as the receipt stage at the M&M units,  
3. Improvement in the field quality indicated by the number of consumer complaints 

during the first 250 / 500 / 1000 / 2000 hours of tractor operation,  
4. Increased productivity, customer satisfaction, and employee involvement in continuous 

improvement, and  
5. Introduction of new models  15 models in 3 years.  

Around 90 percent of M&M tractor exports are to the United States, M&M also exports tractors to 
neighboring countries like Nepal, Bangladesh, and Sri Lanka, and African countries like Uganda, Nigeria 
and Zambia.  

Question : Analyze the success story of Mahindra with reference to TQM. 
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