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Chapter 14 – Workplace Quality Measures


A. Multiple Choice Questions (MCQs)
Choose the correct answer:
1. The main aim of workplace quality measures is to:
a) Reduce employee working hours
b) Improve efficiency and service standards
c) Increase expenses
d) Decrease productivity
Answer: b) Improve efficiency and service standards
2. Which of the following ensures that products or services meet customer expectations?
a) Quality control
b) Outsourcing
c) Marketing
d) Transportation
Answer: a) Quality control
3. Continuous improvement in workplace quality is known as:
a) Random development
b) Kaizen
c) Audit
d) Inspection
Answer: b) Kaizen
4. Which of the following is a tool for maintaining quality at workplace?
a) Feedback system
b) Ignoring complaints
c) Poor communication
d) Unclear instructions
Answer: a) Feedback system
5. ISO stands for:
a) International Safety Organization
b) Indian Standard Operation
c) International Organization for Standardization
d) Industrial System Operation
Answer: c) International Organization for Standardization

B. Fill in the Blanks
1. __________ refers to maintaining standards in work to meet customer satisfaction.
Answer: Quality
2. The process of checking products or services to ensure they meet required standards is called __________.
Answer: Quality Control
3. Continuous quality improvement in the workplace is also known as __________.
Answer: Kaizen
4. Customer __________ helps an organization understand how well it meets client needs.
Answer: Feedback
5. __________ management focuses on continuous improvement in all areas of an organization.
Answer: Total Quality
C. True or False
1. Quality at workplace only depends on management. — False
2. Maintaining quality helps in building customer trust. — True
3. Ignoring employee feedback improves workplace quality. — False
4. Total Quality Management involves all employees. — True
5. Quality should be checked only at the end of the process. — False

D. Short Answer Questions
1. What is meant by workplace quality?
Workplace quality means maintaining standards in work performance, behavior, and output to achieve customer satisfaction and organizational success.
2. Why is feedback important for workplace quality?
Feedback helps identify areas for improvement, ensures employees and services meet expectations, and supports continuous growth.
3. What are two benefits of maintaining quality at the workplace?
(i) Increases customer satisfaction.
(ii) Enhances employee motivation and productivity.
4. What is quality control?
Quality control is the process of inspecting and testing products or services to ensure they meet defined standards and specifications.

5. What does TQM stand for?
TQM stands for Total Quality Management — a continuous effort by everyone in the organization to improve quality and performance.
E. Long Answer Questions
1. Explain the importance of workplace quality measures.
Workplace quality measures ensure consistency, customer satisfaction, and employee efficiency. They help reduce errors, save time, and build trust, leading to better organizational growth and reputation.

2. Describe the steps to maintain quality at the workplace.
· Set clear quality standards.
· Train employees regularly.
· Monitor and review performance.
· Use feedback for improvement.
· Reward good quality work.
3. What is the role of employees in maintaining workplace quality?
Employees must follow standard procedures, report problems, maintain discipline, and contribute to teamwork and continuous improvement.
4. How does quality affect customer satisfaction?
High-quality products or services meet or exceed customer expectations, creating trust, loyalty, and repeat business.

F. Activity / Practical Tasks
1. Poster Making: Create a poster on “Quality at Workplace”.
2. Observation Task: Identify three areas in your classroom or lab where quality improvement is needed.
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