
Bowen-Theresa_21631123-MBAA812-ind-contact2-long    Page 1     Rev 2019-00 
 

Surname and initials: Theresa Bowen 

Student number: 21631123 

Individual submission: Contact session: 1-Short 

Topic(s): Project Management and Forecasting 

Name of my organization: Centre for Governance (C-Gov), NWU 

A pseudonym to be used is discussed in class: N/A 

Nature of business: Higher Education Department of North-West University 

 

Brief (one paragraph) description of the scope of the business that I analyze: 

The core business of the Centre for Governance (C-Gov) is: 

-to apply the academic expertise at the North-West University and elsewhere in a sustainable 

manner so as to make a positive impact on the public sector, with a particular focus on the local 

government sector of the North West Province; 

-to present appropriate short learning and formal programmes of distinction in an innovative and 

cost-effective manner; 

-to initiate and facilitate consultative interventions; 

-to launch initiatives (such as seminars, conferences, and winter/summer schools) where public 

service problems can be addressed and  

-to examine, with the relevant research entities, problem areas in the public sector, and to devise 

possible solutions and suitable recommendations. 

 

 

By submitting this on eFundi, I declare that this submission is my own work! 
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Chapter 5
Product DesignGoods and Service Selection

Generating New Products

Product Development

Project Development Continuum

Defining a Product

Product 
Decision

Product-by-
value 

analysis

Quality function 
deployment (QFD)

Time-based competition

Issues for Product design

Robust design

Engineering 
drawing

Products  = tangible goods  and service offerings if a organisations.
Product decision = develop and implement a product strategy that meets 
the demands of the marketplace with a competitive advantage.

- Selection, definition, and design of products.
The four phases of the product life cycle: 
-Introduction – growth – Maturity - decline

 A list of products (in descending order):
-  individual dollar contribution to the firm,
+ total annual dollar contribution of the product.

- Product selection, definition, and design a continuing basis.
- Changes in product opportunities, the products themselves, product volume, 
and product mix 
- due to understanding the customer, economic change, sociological and 
demographic change, technological change, political/legal change, market 
practice, professional standards, suppliers, or distributors

- process for determining customer requirements (“wants”) 
- translating them into attributes (the “hows”) 
- that each functional area can understand and act on

House of quality
-  part of the quality function deployment process 
- utilises a planning matrix to relate customer wants 
- to how the firm is going to meet those wants

Product 
development teams

Concurrent 
engineering

Manufacturability and 
value engineering

- Teams 
- moving from market requirements for a product 
- to achieving product success

- Simultaneous performance 
- of the various stages of product development

- Activities that help improve:
- product’s design  - production
- maintainability -  use

- design that can be produced to requirements
- even with unfavorable conditions in process

Modular design -  design in which parts or components of a product are 
subdivided into modules 
- are easily interchanged or replaced

Computer-aided 
design (CAD)

- interactive use of a computer 
- to develop and document a product

Design for 
manufacture and 
assembly (DFMA)

- software 
- allows designers to look at the effect of design on 
manufacturing of a product

Standard for the 
exchange of 
product data 

(STEP)

- standard 
- provides a format allowing the electronic transmission 
of three-dimensional data

Computer-aided 
manufacturing 

(CAM)

 3-D printing

Virtual reality

- use of information technology to control machinery.

-  extension of CAD that builds prototypes and small lots

-  visual form of communication
-  images substitute for reality 
- typically allow the user to respond interactively

Value analysis - review of successful products 
- takes place during the production process

Competition based on time; rapidly developing products and moving 
them to market
Internal development strategies:
1- new internally developed products,
2- enhancements to existing products
3- migrations of existing products.
External development strategies 
1- purchase the technology or expertise by acquiring the developer,
2- establish joint ventures 
3- develop alliances

Joint ventures

- Firms establishing joint ownership to pursue new products or markets

Alliances

-Cooperative agreements that
- allow firms to remain independent 
- but pursue strategies consistent with their individual missions

- Drawing
- that shows the dimensions, tolerances, 
materials, and finishes of a component

Bill of material 
(BOM)

- list of the components
- their description
- and the quantity  required to make one unit 

Make-or-buy 
decision

Group technology

- choice between producing a component 
- or a service and purchasing it from an 
outside source.

- product and component coding system 
- specifies the size, shape, and type of processing
- it allows similar products to be grouped

Documents for Production

Assembly drawing - exploded view of a product.

Assembly chart
- graphic means of identifying how components
- flow into subassemblies and final products

Route sheet - list of the operations necessary  to produce a 
component with the material specified

Work order - instruction 
- to make a given quantity of a particular item

Engineering 
change notice 

(ECN)

- correction or modification 
- of an engineering drawing or bill of material

Configuration 
management

- system by which a product’s planned 
- changing components are accurately identified

Product life cycle 
management 

(PLM)

- software programs that tie together 
- many phases of product design and 
manufacture

Service Design

Process-chain-network (PCN) 
analysis

- way to design processes
- optimise interaction 
- between firms and their customers

Process chain

- sequence of steps,  that provide value to process participants. 
- to enhance service efficiency, companies: 
1- limit options, 
2- delay customization,
3- modularize, 
4- automate
5- design for the “moment of truth”

Application for the decision trees to product design

To form a decision tree
1- include all possible alternatives (including “do nothing”) and states of nature
2- enter payoffs at the end of the appropriate branch
3- determine the expected value of each course of action by starting at the end
of the tree and working toward the beginning
- calculating values at each step and “pruning” inferior alternatives.

Transition to Production
One of the arts of management is knowing when to move a product from
development to production; this move is known as transition to production 
.  
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Chapter 6
QualityQuality and Strategy

Defining Quality

Tools of TQM

 Sales gains

Reduced costs

Quality
Cause-and-

effect diagram

Total Quality Management

Total quality management (TQM)

ISO 9000

Cost of quality 
(COQ)

Cost of doing things wrong = the price of nonconformance

Documents for Production

Inspection

TQM in Services

Service recovery

Managing quality leads to successful strategies:
 -differentiation, low cost, and response.

Two ways that quality improves profitability are:

by improved response, price flexibility, increased market 
share, and/or improved reputation

by increased productivity, lower rework and scrap 
costs, and/ or lower warranty costs

- operations manager’s objective
- build a total quality management system 
- identifies and satisfies customer needs

-  ability of a product or service to meet customer needs
The American Society for Quality (ASQ) define quality as:
 “the totality of features and characteristics of a product or 
service that bears on its ability to satisfy stated or implied 
needs.”

- set of quality standards 
- developed by the International Organization for 
Standardization (ISO). 
- only quality standard with international recognition
- Critical to do business Globally (ISO directory Listed)

- management of an entire organisation so that it excels in all aspects 
of products and services = important to the customer. 
Seven concepts for an effective TQM program are: 
- continuous improvement - Six Sigma, -employee empowerment
- Benchmarking - just-in-time (JIT) -Taguchi concepts
- knowledge of TQM tools

The four major categories of costs associated with quality:
- prevention costs - appraisal costs 
- internal failure costs - external failure costs

PDCA

Continuous improvement model that involves four stages: 
- Plan - Do - Check - Act

Kaizen (Japanese): describe the ongoing process of unending Improvement
- setting and achieving of ever-higher goals.

Six Sigma

A program to save time, improve quality, and lower costs.
- statistical sense, Six Sigma describes a process, product, or service with an 
extremely high capability—99.9997% accuracy, or 3.4 defects per million

Employee empowerment

Enlarging employee jobs = added responsibility and authority -the lowest level 
Business literature- 85% of quality problems= materials and processes, not with 
employee performance

Quality circle

- group of employees meeting regularly with a facilitator
- aim to solve work-related problems in their work area

Benchmarking

- selected a demonstrated standard of performance 
- represents the very best performance for a process or an activity
The philosophy behind just-in-time (JIT) 
- involves continuing improvement and enforced problem solving  
- designed to produce or deliver goods just as they are needed

Quality robust

Products that are consistently built to meet customer needs
- despite adverse conditions in the production process

Target-oriented quality

- philosophy of continuous improvement to bring the product exactly on target.

Quality loss function (QLF)

A mathematical function -  identifies all costs connected with poor quality
- shows how these costs increase as output moves away from the target value

TQM tools that generate ideas:
- Check sheet (organized method of recording data) 
- Scatter diagram (graph of the value of one variable vs. another variable), 
-  Cause-and-effect diagram . 
-  Pareto chart and flowchart (Tools for organizing the data).
-  Histogram (Tools for identifying problems-distribution showing the 
Frequency of occurrences of a variable) 
- Statistical process control chart

A schematic technique used to discover possible
locations of quality problems
- Ishikawa diagram or a fish-bone chart.
The 4 M s (broad “causes) 
- Material -Machinery/equipment
- Manpower -Methods

Pareto chart A graphic 
- identifies the few critical items

Flowchart

Statistical 
process control 

(SPC)

Control chart

A block diagram
- graphically describes a process or system

A process used to monitor standards:
- make measurements 
-take corrective action 
product or service is being produced.

A graphic presentation of process data over time
 - with predetermined control limits

A means of ensuring that an operation is 
producing at the quality level expected.

Source inspection
Controlling or monitoring
-  at the point of production or purchase: 
- at the source.

Poka-yoke

Checklist

Attribute 
inspection

Literally translated, “mistake proofing”
 -device or technique that ensures the production 
of a good unit every time

- lists the steps needed to ensure consistency
and completeness in a task.

Inspection that classifies items
 - being either good or defective

Variable inspection
Classifications of inspected items 
- falling on a continuum Scale
- such as dimension, size, or strength

Determinants of service quality: 
reliability, responsiveness, competence, access, courtesy, 
communication, credibility, security, understanding/knowing 
the customer, and tangibles.

training and empowering frontline workers t
- solve a problem immediately

SERVQUAL popular measurement scale for service quality 
- compares service expectations 
with service performance.
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Nature of business:  

C-Gov is a department in the NWU, which offers formal, as well as skills development courses to 

individuals who work in the Public Sector. 

Contact session A: How is this theory is applied in the organization at present  

Developing goods and services 

 C-Gov offers educational programs as a product. This product falls within the service delivery 

category.  

 Modules are developed to meet the requirements provided by the National School of 

Government.  These areas focus on problem areas within the public sector. For example 

Finance and HR. 

 C-Gov currently bound by a three-year contract to offer the skills development courses in five 

provinces within South Africa. They also offer two full-time programs, the BA in Public 

Governance, as well as the Post Graduate Diploma in Public Management. 

 This contract is not automatically renewed; therefore, C-Gov needs to keep its completive edge 

in order to be the preferred service provider. 

 Product selection and design are done on a continuous base. Modules are re-designed in 

three-year cycles. This ensures that the content is relevant to current practices. Modules are 

also reviewed on a yearly basis. 

 Other academic staff review module content in order to determine if the content is relevant to 

the industry. 

 

Managing Quality 

  C-Gov provides quantity towards their services by means of the following 

o They make use of updated course material reviewed by academic staff from the School 

of Government studies 

o They review cost-effectively during all their cost sessions 

o Study material is packaged in a user-friendly manner 

o C-Gov makes use of experts within the field to act as facilitators during contact sessions. 

 Each course coordinators are currently making use of their own designed work charts. This 

may lead to inconsistency of service delivery, as these documents differ from each other. 

 Discrepancies and events that are not standard to the norm are not formally monitored. 

Systems are there not in place to investigate why something happens and put preventive steps 

in place in order to avoid this incident to happen again in the future.  

 Standardized checklists are not used, this leads to inconsistency within in the completeness 

and the delivery of tasks 

 Measurement tools are not in place to determine the quality of services offered by the C-Gov.  

 Coordinators of this department all have different skills level of quality delivery and are often 

unaware of ways in which quality can be approved. 
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Contact session A: Proposals on the improvement of this element of the organization’s 

operations: 

Product and Service design 

 Although questionnaires are distributed (see addendum A & B), to receive feedback regarding 

sessions, this department does not review the feedback formally. No further research is done 

in order to investigate statistics and therefore be able to improve their service delivery. 

Learners must be asked what they would like to have differently within the course to make the 

course easier for them. This feedback can be reviewed and then be considered. Changes can 

then be implemented within the service delivery cycle. 

 Market research should also be done to what areas learners would like to receive training in. 

Often needs form Management and employees differ. This feedback can be communicated 

back to the School of Governance as a recommendation. 

 

Quality Management 

  Standardized process flow charts should be developed in order to ensure consistency  

 Consistency in service delivery should be monitored formally. Systems should be put in place, 

in order to investigate why something happens and put preventive steps in place in order to 

avoid this incident to happen again in the future.  

 Standardized checklists should be used; this will ensure inconsistency within the completeness 

and the delivery of tasks within the project cycle. 

 Measurement tools should be used to determine the quality of services offered by the C-Gov.  

 Training should be provided to the Coordinators of this department in order to allow all staff 

members to have the same skills level of quality delivery. This training will make them aware 

ware of ways in which quality can be approved. 

 C-Gov should develop, maintain and constantly improve a quality system, in line with the plan, 

do, check and act principles 

 All processes should be designed to sustain customer (learner as well as the client, e.g. 

National School of Government) in mind while exceeding expectations and needs 

 C-Gov should conduct a regular SWOT analysis to determine possible threats and opportunity 

to their quality process. 

 Processes should be planned to take into consideration various role players working together. 

Processes owners should be appointed to uphold quality within that specific process 

 Quality processes could be improved by reviewing processes by means of:  

o Monthly business meetings 

o Self-evaluations 

o Internal and External Audits 

o Customer satisfaction surveys 

o Supplier and management reviews 

o Monitoring and measurement of key processes in line with pre-set guidelines 

o Non-conformities should be managed 

 Risk assessments should  be conducted to identify threats, assess and management 

 Corrective and preventive actions in relation to non-conformities can be placed as part of the 

quality plan. 
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Addendum A: LEQ 

 

Module - Learner Evaluation Questionnaire 

 

Date: 13 – 15 February 2019____   Facilitator: Mr Andre Knipe__________ 

 

Population Group:  A  C   I   W Other  ________ Gender:    M     F     

 

Module Name: PPM: Programme and Project Management_______ 

 

Employer: ____________________________________ Province: ______________________________ 

 

 

A - Overall Result 

 

1. Overall, how would you rate the module?  

 

2. How do you rate the relevance of the module to your 

work? 

 

3. How well was the power point presentation organized, did it “match” the programme and was it 

aligned to the module material? 

 

B – Content 

 

4. How practical was the module content for your 

workplace? 

 

5. How well was the module material organized and 

structured? 

 

6. How did you find the learning material? 

 

1 2 3 4 

Excellent Good Average Poor 

Excellent Good Average Poor 

Excellent Good Average Poor 

1 2 3 4 

Excellent Good Average Poor 

Excellent Good Average Poor 

Excellent Good Average Poor 
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C – Facilitator 

 

 

7. How well was the module facilitated? 

 

8. How do you regard the facilitator’s presentation 

expertise? 

 

9. Did the facilitator/presenter demonstrate updated knowledge of Public Service? 

 

10. What other comments do you have about the facilitator/presenter? 

 _________________________________________________________________________________________  

 _________________________________________________________________________________________  

Thank you for taking part in this programme and for taking the time to give us your feedback. 

 

  

1 2 3 4 

Excellent Good Average Poor 

Excellent Good Average Poor 

  Yes No 
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Addendum B: LEP 

 

Learner Programme Evaluation Questionnaire  

Module Name: PGPM - Postgraduate Diploma in Public Management  

Date: 13 – 15 February 2019 _______  

Population Group:  A  C   I   W   Other ________________  Gender:    M     F    

Employer: ____________________________________                  Province: ___________________ 

 

 A – Logistics 

1. How well was the event organized In respect of pre-course 

communication & coordination of the event? 

2. Was the venue & facilities conducive for learning? 

3. Was the menu up to standard? 

4. Was the support received from the Helpdesk (eFundi) 

professional, efficient and timeous? 

5. Was the support received from the Project Office 

professional, efficient and timeous? 

 

B – How you chose this programme 

1.   Where did you learn about this programme? 

 

Course Calendar Website Supervisor                 Colleague 

 

                                         

                                       Other (specify) 

 

2.  Why did you attend this programme? 

 

 

 

 

1 2 3 4 

Excellent Good Average Poor 

Excellent Good Average Poor 

Excellent Good Average Poor 

Excellent Good Average Poor 

Excellent Good Average Poor 

Organisational 

Performance 

Improvement 
Enhancing 

Personal Skills 

Promotion Other 

(please 

specify) 

Brochures SDF Radio 
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3. What other comments do you have about the administration 

and logistics of the programme? 

 _________________________________________________________________________________________  

 _________________________________________________________________________________________  

Thank you for taking part in this programme and for taking the time to give us your feedback. 

 


