TEXAS COLLEGE

TYLER, TEXAS

DIVISION OF BUSINESS ADMINISTRATION

COURSE OUTLINE 


FALL 2009
MGMT 4320   TOTAL QUALITY MANAGEMENT ONLINE
CLASS TIME:  MW 2:00-3:20 p.m.   

SECTION: 1   

CREDIT HOURS: 3  

CLASSROOM:  MSBC-216

INSTRUCTOR:
Timothy J. Patton, Ph.D.
OFFICE:

MSBC 205-B

TELEPHONE:
(903) 593-8311, EXT. 2233




timothyjpatton@yahoo.com



tjpatton@texascollege.edu
WEBSITE:
http://www.geocities.com/timothyjpatton/
OFFICE HOURS:    TR from 1:00 to 2:00 and 3:00 to 4:00 p.m.




      MWF from 2:00-4:00 p.m.




      All others by appointment

TEXTBOOK:
(1) Ken Blanchard, Raving Fans, William Morow and Company, Inc., New York, 1993, ISBN:  0-688-12316-3.  (Required)

(2) Ken Blanchard, Empowerment:  Takes More Than a Minute, Berrett-Koehler Pulishers, San Francisco, 1st ed., ISBN:  1:881052-83-4.  (Required)

(3) Ken Blanchard, Customer Mania!, Free Press, 2004 ed., New York,

NY, ISBN:0-7432-7028-2 (Required)

(4) Bob Nelson, 1001 Ways to Reward Employees, Workman Publishing Company, 2005 edition, ISBN:  13-978-0-7611-3681-1 or 10: 0-7611-3681-9 (Not Required)

(5) Foster, Managing Quality:  Integrating The Supply Chain, Pearson/Prentice Hall, 3rd ed. Belmont, CA, Il, ISBN 0324288816. 

(Not required, a reference)


(6) Harry P. Christensen, Fish Tales:  A Remarkable Way To Boost Morale and Improve Results, Strand, ISBN: 0786868686 (www.ValoreBooks.com) (Not required)


(7) Jonathan M. Tisch, Chocolates on the Pillow Aren’t Enough, John Wiley & Sons, Hoboken, NJ, 2007 ed., ISBN:  978-0-470-04355-4 

(Not required)

I. COURSE DESCRIPTION

Total Quality Management is a guided tour along the road to excellent customer service and quality. It reviews the fundamentals of customer service, which has to do with creating Raving Fans. The course then builds a framework, in the book Empowerment, as it explores the importance of an empowered workforce and culture in achieving effective and efficient results for the organization.  Finally, in Customer Mania!, the course explains how to build a customer-focused company, by way of a case study, as it studies one of the world’s largest company’s, Yum! Brands, employing some 800,000 people at nearly 33,000 restaurants in more than 100 countries and territories. This is an amazing case study as we conclude the course.  You will acquire the theoretical concepts, analytical tools and framework for building an excellent customer oriented company.

II.

PERFORMANCE/LEARNING OBJECTIVES
Upon completion of the course the student shall be able to:

· Define and explain the importance of creating “raving fans”.

· Identify outstanding successful customer service by examining stories and illustrations.

· Create a vision of perfection for your company.

· Build an organization that’s both friendly and profitable.

· Create enthusiastic customers and subsequent profit.

· Identify and describe the elements of an empowered company.

· Identify the benefits of building an empowered culture within your company.

· Focus on the right target and vision by learning how to care for customers and create a motivating environment for employees.

· Treat the customer the right way by determining the kind of experience you want your customers to have as they interact with every part of the company.

· Treat employees the right way by using strategies ranging from smart hiring to training and development to managing performance and creating a recognition culture.

· Build the right kind of leadership so you can let the company employees put their own brains to work and then support them all the way.

· Focus your attention on detail, passion, and dedication for building an excellent customer-focused company—the Yum! Brand way.

III.   
METHODOLOGY
The following methods will be used to achieve the learning objectives:  

1. Assignments from the textbooks and on the Internet

2. Group discussions 

3.   Problem solving

IV.

REQUIREMENTS
The prerequisite for this course is Principles of Management.  Students are to complete all reading assignments each week, complete all written assignments on the due date each week, make up work for classes missed, listen, respect everyone in the class, join a team, solve problems with a team, make comments and ask questions on all bulletin board discussions. Any assignments that are late will suffer a ten percent (10%) drop in grade every day the assignment is late.  In other words, after four days the assignment receives a failing grade.  If you have a personal problem and you can’t complete an assignment on time, you need to inform your instructor as to the nature of your problem. 

V.

CLASS ATTENDANCE 

College Policy states “Students should understand that absences may jeopardize their grades.  A student will be permitted one unexcused absence per credit hour of the course in which he/she is enrolled.  Any student whose unexcused absences exceed the number permitted will, at the discretion of the instructor, be assigned a grade of “F” or be dismissed from the class… Students are expected to be punctual in attending classes.  Two tardies to class shall be counted as one absence.  The effect of such absences upon student grades shall be consistent with the College policy on unexcused absences from class.  A tardy is defined as arriving in the classroom after the designated time of the beginning of the class according to the official schedule of classes.” (Texas College Catalogue, pages 47-48)

INSTRUCTOR POLICY:  Attendance in this Online course is based on            1) assignments being received on time, and on 2) participating in online bulletin board discussions at the designated time.  If a student is late in handing in an assignment or not participating in bulletin board discussions at the designated time, in effect, the student misses class for that week.   Doing your work on time is very important.
Attendance is worth 10 total points, and is graded as follows:

      Absence

  Points_


      A  =  0-1

=  9-10




      B  =  2

=  8



     
      C  =  3

=  7




      D  =  4

=  6




      E  =  5 or more
=  0-5



VI. 
GRADE DETERMINATION

         Three exams 



=   30 (30%)


         Final exam



=   15 (15%)


         Assignments



=   50 (50%)


         Attendance



=   10 (5%)


         Total Points



   100 

SCROLL DOWN FOR COURSE OUTLINE.

VII.      ACTIVITIES/ASSIGNMENTS (COURSE OUTLINE)
The schedule may vary.  Students are expected to complete the assignments on the date they are due.   Late papers will be penalized 10% drop in points per day.  All Exams will be announced one week in advance and will be taken online.  

	BUSA-4320
	Weekly schedule of activities

	Week
	Reading
	Topic and Book
	Assignment

	August       19

                  26

September   2 

                6  

                    9

                  16

              20
                 30

October       7

                  14

                  21

                  28

November    4


	None

Blanchard pp.   1-65

Blanchard pp. 66-132

Blanchard pp. 1-56

Blanchard pp.  57-115

Blanchard   Chs. 1,2

Blanchard       Ch. 3

                       Ch. 4

Blanchard       Ch. 5  (pp.72-89)

Blanchard (pp.90-120)

Blanchard  (pp.121-148)


	A REVOLUTIONARY APPROACH TO CUSTOMER SERVICE


Orientation—Attendance is required
Raving Fans

Raving Fans

EXAM I
PART II:  THE THREE KEYS TO EMPOWERING AN ORGANIZATION

Empowerment

Empowerment
EXAM II

HOW TO BUILD A CUSTOMER-FOCUSED COMPANY THE RIGHT WAY

Customer Mania!
PART I:  The-Do-Over

PART II:  How to Build a Customer-Focused Company the Right Way

Step One:  Set Your Sights on the Right Target

Step Two:  Treat Your Customers the Right Way

Step Three:  Treat Your People the Right Way

Give Your People the Right Help:  Performance Management

Get People Inspired:  Creating a Recognition Culture
	Go to Website:

Assignment #1

Assignment #2
To be announced.
Assignment #3

Assignment #4

To be announced.
Assignment #5

Assignment #6

Assignment #7

Assignment #8

Assignment #9

Assignment #10


	Week
	Reading
	Topic and Book
	Assignment

	November    8 

                    11    

                    18

              24-29

December     2

December__, 2009
	Blanchard Ch. 6                

Blanchard Ch. 7

Blanchard Ch. 8


	EXAM III

Step Four:  Have the Right Kind of Leadership
PART III:  Next Steps

The High Hurdle:  Cracking the Code on Customer Mania

Have a Good Thanksgiving
It’s Your Choice:  The Yum! Door or the Dumb Door!

Final Exam
	To be announced
Website, Chs. 1-5
Assignment #11

Assignment #12

Thanksgiving break 

Assignment #13

To be announced
Website, Comprehensive Exam


THE END
