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ABSTRACT

The TAFE (Tecanical and Further Education) Naticnal
Centre for Research and Development conducted a survey to determine
1ndustry needs for quality trainrng in Australia. Interviews were
conducted with managers in manufacturing and tourism/hospitality
companies throughout Australia, especCially with farms with a high
reputation. Interview forms were designed to gather data on
background ainformation, quality strategy, current and expected
quality profile, and quality tvaining needs. Companies interviewed
had fewer than 10 to more than 3,000 employees. The survey found that
company goals were most often survaival, profit, competitiveness,
customer servicCe, and the desire to be tiie best in 1ts particular
industry. "Everyone" was the overwhelming response to questions as to
who, within the company, was .avolved 1in quality aimprovement; as to
metnods, consultants, Australian standards, total quality control,
Deming's 14 steps, quality circles, and total quali*y management
formed the basis of quality strategies for the companies surveyed.
The tourism/nospitality inductry did not appear to have well-defined
quality strategies, although quality improvement 1s important to the
industry. Most strategies had been in place since 1%86. Training
pcckages of various types are planned by all of the companies
surveyed, and TAFE involvem~nt appears to be required. The
information obtained from th industry survey will be considered in
sample curricula being prepared in the following areas: basic trade
apprentice--sheet metal working, associate diploma--me-nasical
engineeraing, and short course--hospitality. Three figures gaive a
breakdown of survey responses and four charts compare current quality
practices with practices two years hence as perceived by the
industries surveyed. (KC)
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INTRODUCTION

The TAFE National Centre for Research and Development, was
commissioned by the Department of Industry, Technology and
Commerce (DITAC) to develop curricula on quality. To do
this, te Centre conducted an industry survey to determine
indusiry needs for quality training.

The purpose of the survey was to identify the actual
requirements of industry and then to develop appropriate
curricula for integrating quality training into existing
TAFE courses.

Interviews were conducted in the following states:

Manufacturing - New South Wales, Victoria and
South Australia.

“ Tourism/hospitality - New South Wales, Victoria,
Socuth Australia and
Queensland.

The persons interviewed were all most co-operative and
helpful and appeared, without exception, to support the
intent of the survey. Firms with a quality reputation and,
wherever possible, persons with expertise in quality, were
targeted for interview. All interviews were conducted
personally.

Interview forms were designed to gather data in four parts:

PART A: BACKGROUND INFORMATION

PART B: QUALITY STRATEGY

PART C: CURRENT AND EXPECTED QUALITY PROFILE
PART D: QUALITY TRAINING NEEDS.

A summary of the results of the survey follows:
PART A:  BACKGROUND INFORMATION
Part A was designed to identify the company, the location,

type of industry, number of employees and a contact quality
person in each organisation.




Companies interviewed were arsured of confidentiality. The
number of employees ranged from less than ten to more than
3000. The contact person was, wherever possible, a key
quality practit .oner.

PART B:  QUALITY STRATEGY

Part B of the survey was designed to determine the
following information:

a) the company(s) goals;

b) who, within the company, is involved in quality
improvement;

c) the company(s) quality strategy;
d) in what way the strategy was developed and organised;
e) how loug the strategy has been in practice;

f) why the decision to embark on a quality strategy was
taken;

g) the company(s) internal a.d external c''stomers.

The Company(s) Goals

Survival, profit, competitiveness, customer service and the
desire to be the best in its particuiar industry were the
predominant responses in describing the company goals. The
general consensus was that, in most companies, goals were
known by all personnel.

Who, within the company, is involved in quality

improvement

Everyone! was the overwhelming response. Typical comments
were, 'Quality is a part of the (Company’s) culture’,
'Quality is a line management responsibility’ and a large
New South Wales firm even has quality as a permanent agenda
item for senior management meetings.

The company(s) quality strategy

Consultants, Australian standards, total quality cor:~:-1,
Deming's fourteen steps, quality circles and tot 1 quality
management formed the basis of quality strategies for the
companies surveyed.
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The tourism/hospitality industry, as a general rule, does
not appear to have well-defined quality strategies.
However, it dces appreciatc that quality improvement is
important to the well-being of the industry.

The way in which the strategy was developed and
organised

The following is a representative list of how quality
strategies were developed by the manufacturers interviewed:

working to conform Australian Standards 1821-23:

establishing an inspection system of quality
assurance;

establishing quality circles;

initiating total quality control;

using consultants’ advice;

establishing statistical quality control;
using just-in-time management strategy;
setting objectives with periodic reviews:

maintaining on the job training.

How long the strategy has been in practice

The period of implementation of formal quality strategies
ranged from 1981 to 1988. However, 33 per cent of
companies commenced in 1986, 15 per cent in 1987 and 10 per
cent in both 1983 and 1983. Furthermore, 88 per cent have
introduced their quality strategy since 1983.

Why the decision was taken to embark on a quality

strategy

Survival appears to be the uppermost response. One company
stated that, 'Either we deliver the goods defect-free or
the customer will find someone who can’.

Other responses included the need to overcome traditional
attitudes, particularly to quality inspection versus
produccion. Customer demands also figured high in the
responses.




The company(s) internal and external customers

Of particular interest in this secticn was the responses
the customers within the company. It is obvious that the
external customers are the actual purchasers of the
product. Less obvious is the fact recognised by many of
the companies that everybody within an organisation is a
customer of everybody else.

PO
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One company claimed that the customer, '... is the owner of
each function and the owner is the function in the chain of
functions’,

PART C: CURRENT AND EXPECTED QUALITY PROFiLES

Companies were requested to complete a chart depicting the
current quality profile and the expectations in two years
hence.

The average results are depicted in the Charts Cl-Cé4.
PART D:  QUALITY TRAINING NEEDS

Training packages of various types are planned by all of
the companies surveyed. 22 per cent of companies will
involve senior management in quality training, 23 per cent
section managers, 22 per cent process workers while 33 per
cent indicated that all employees will be required to
undertake formal quality training.

TAFE involvement in quality training appears to be
required. 23 per cent of resgonse. indicated a preference
for a separate TAFE quality course. 37 per cent asked for
quality to be integrated into all TAFE vocational courses.
19 per cent would consider in-house quality training using
TAFE lecturers with the proviso that TAFE lecturers be
skilled quality practitioners. 8 per cent opted for
tertiary institutions to be the providers of quality
training while 11 per cent preferred quality organisations
to provide the training. There were 2 per cent of
companies which conduct their own quality training and did
not require the services of other providers. One
organisation stated that it considered itself to be a
provider of quality training to and for other firms.

The automotive industry, particularly in South Australia,
advocated the Automotive Quality Assurance Process (AQAP)
approach for quality training.
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The question of attitudinal change appeared to dominate the
thinking of quality managers and this can be summed up by
one large South Australian company with the cbservation:

The approach to qualf.y training needs to start with
attitudinal change and undersianding of basi=
principles of systems, variation, control and
improvement.

FURTHER COMMENTS

Respondents were then given the opportunity to make any
other comments, either in relation to the survey, or any
other aspect of quality needs and training.

One South Australian company felt that the Federal
Government should be further involved in the matter of
quality and urged that, 'The Federal Government must call a
Quality Summit’.

The question of attitude was again raised in this section
of the survey with one company stating, ‘Barriers to
improvement are attitudes and traditional management
practices which encourage inefficiency and poor quality’.

Although TAFE appeared to have the general support of
industry one company complained that, in a quality course
at a TAFE college,

‘The students sensed that TAFE lecturers did not practice
what they preached and did not regard students as
customers’.

The statement implied that it was the attitude rather than
the lack of knowledge of the lecturers involved in the
course, that prompted the remark.

A company involved in the hospitality industry felt that
secondary school graduates are lacking in '... the skills
of geography, history, language and tolerance for other
cultures’.

The level of importance of skills in quality training as
perceived by industry.

A matrix was used to determine industry’s concept of the
required skills and their importance in quality trainin,.
A grading of 2, 1, O was used; 2 for essential, 1 for
desirable and 0 for unnecessary.




Because of possible different contexts of the manufacturing
and the tourism/hospitality industry two separate matrices
were developed The main differencc betiveen the two is
that in the tourism/hospitality matrix, some of the
‘employee level’ ca%egories and quality acronyms were
deleted.

Figure 1 depicts the percentage level of the importance of
quality skills as pevceived by the manufacturing industry.
The tourism/hospital.ty response is sho'x in Figure 2 and a
comparison of the two industries appears as Figure 3.

WHAT HAPPENS NOW?

The information obtained from the industry survey will be
considered in sample curricula being prepared in the
following areas:

1. Basic trade apprentice - sheetmetalworking
2. Associate diploma - mechanical engineering .
3. Short course - hospitality

Basic trade apprentice

Although the Lasic trade apprentice quality component is
being developed for the sheetmetalworking trade, the
syllabus will be adaptable for any apprentice course.

The syllabus will be designed to be fully integrated into a
competency-based, project centred course. Alternatively,
it may also be used as a stand alone subject on quality.

Associate diploma - mechanical engineering

It is proposed to develop a fully-integrated quality
component into each of the subjects in the associate
diploma course. For the purpose of the model, one subject
will be selected as an example of the integration of
quality into the course.

A separate stand alone subject will also be developed and
it will be suggested that it be a core subject for the

associate diploma.

Short course - hospitality

One of the many short courses in hospitality training will
be used as a model for the ‘ntegration of quality into the
hospitality industry.




}

In addition to the above, training packages consisting of
videos and worktooks are being produced. These packages

will be of value in the introduction of quality training

into TAFE colleges throughout Australia.

Workshops for TAFE staff in each state will be conducted to
augment the training packages.

2




CHART C1:

BN C R N B TR D)
Compary goals e Nt kows: - - o '
=2 ¢ T

L
RN ¢ R N V2 D)
wwrdm \ B " n 4
| I\
Bsues of qualty are delegated <'2 -] 0 J" 102 )
A\ / : ~Y
]
C I I IR IR D
improverment ¢tiorts are event: - - Py °
e ¢ )
_ N
Oualty s achueving product <$z -] 0 ‘] i‘f)
specricabor ) | Y
. L
ooy soccassinomesn (=2 -] 0 (1 i2)
mprovement. \— ) P /
A : —
S1andard procedures 6o ot cust (.2 - 0 o] ' o2 )
o are ot of date - ; ~—y
[}
! N
Sundarts are rely wdate! <.2 -] o o] ¢ Y )
\ 3 ] 4
[ i,
et (A0 a i)
‘ s A \‘ ‘ A
conmamicane . 01 0 Yl 42,
mplopes. \
\ A
There Is 2 trade off Detween < -2 -' o . 0] '02 )
Quakty and cost / 'l oy
o / im)
o are based on pont B . R R e
Gowmpeosrn (o 1 0 f 1 {2
[}
People 178 concesned with / : 24
)
fnchonal efficiency and . - R i
wxwﬁ;lwﬁmmm ‘2 l o { l :' ~y
N
e (g 0l a4 a2)
People 11 measured ind A \ " A
mrd:ﬂnonlymvoiumd -2 -} 1] \ o] i o2 )
work. Y
CURRENT TWO YEARS _

13

COMPARISON OF THE AVERAGE QUALITY PRACTICES,
CURRENT AND TWO YEARS HENCE, AS PERCEIVED BY THE
MANUFACTURING INDUSTRY IN ALL STATES SURVEYED.

Company godls 1re known and
Meanrghd

Key performancs ndicators of
$4ch0n and Company ¥t knowa

Ouality marovemen; afionts are
demerstsated by cample

improvement eflorts are pan
drven

Ouality s understinding and
conbnvaly achieving customers’
reQuirements.

fveryont nvolved n improvement N

Standard procedures exss! and
there 3 Ngh degree of
compdance

Sndards e constanty W
dated n Ine with mprove ments

2aste 8 a0y 0SS o1 ATVt
wiwch 2003 1O vahe

The manapers/supernsor § ie
& 10 coach and support Ng/her
wam

G Tty improvement ieduces Cost

Actons are da.ed on the
knowiedpe of the system
capabilty

Barners 10 customer satrsiacton ars
systematicafy ebminated tiough
¢ross-funchional cooperaton

Peoole are trained 1o do the ob
well and then 1o seek furthe
mpiovement.

People 2t measured and rewarded
on the qualty of their work ind the
improvements they have crealed




——

CHART C2:

COMPARISON OF THE AVERAGE QUALITY PRACTICES,

CURRENT AND TWO YEARS HENCE, AS PERCEIVED BY THE
TOURISM/HOSPITALITY INDUSTRY IN ALL STAGES

SURVEYED.

Company goalt it not bnown of ‘:2
i 4 .

]  12)

A
Mromance of saction and ("2

[
/
0 {1

COmpay Nt known,

tssues of qualty ae delegated (:'_2

-
[ J
[ =]
-t -
o

A
flort tverd- -
&h:tmmmmo s <T2

[ D3 S

<D
.
e
L )
-

A
Oualty s achveving productharvics ( '2
specfications. Y

S B s
~N
~”

b d

<D
\\\N/

®
~N
N

Only speculst ivohed (:2
mprove ment. Y

~

~N
\/b

A
Sundard prox edures 6 not et <.2
or we out of date v

=

[~

2
o

4
Sundards a ety updated ( -2 .l . [ .l 3
\ ] : » 4
' 1omer | I
1 Lhed &8 Lvs10
v:lsss‘a:s:::m v:auv <L'2 'l ° L °l ‘. ‘27)
\J .

. -\ ] 8
Mgt 21 0 b {2)
srployees !

! By
Theis & 8 1de off detwetn '2 'l o f‘l { oz )
Qualty and cost \ B / I L4
|
Peopie u¢ concemned with i A
fctional ¢fficiency 1d <L- - . i ‘2
mxm.olmmlpam’l rz 1 0 1 1 ;' ﬁ)
J _A
Poope are Uned untl They can _z _! o .} 1 .z )
T

cope with Ue job

CURRENT

TWO YEARS

Compiny goals 4re own ang
meanngh

Key periormance ndatons of
20clon g Company ¥t Inown

Ouality mproverment afiorts an
demonsirated by campls

improvement effors are p'an-
Griven

Ovality & wderstanding nd
conbinyaly dNing 2ustomeny’
reQurements.

fveryont mvohed N ampiovement

Sandard procedures exs! and
there & 3 oh degree of
complance

Sandards e consantly W
dated n Ine wth mprovements

Waste & ny Ioss or aChvity
wheh 2608 0 vahe

The Manaper's/supervisor s role
8 10 coach Ind support Mg/ her
um

Oua ity smprove ment (educes cos!

Barneny to tusioner satsfactonare
systematcatty ehminated Ihiouph
c0ss unclond! cooperabon

People are baned fo 60 T b
wed and then 1o seek further

improve ment.




CHART 3.

A COMPARISON OF THE AVERAGE CURRENT QUALITY
PRACTICES BETWEEN THE MANUFACTURING AND
TOURISM/HOSPITALITY INDUSTRIES IN ALL STATES
SURVEYED.
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CHART C4:

PRACTICES (TWO YEARS HENCE) BETWEEN THE
MANUFACTURING AND TOURISM/HOSPITALITY INDUSTRIES
IN ALL STATES SURVEYED.
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CONCLUSTONS

1. There is a need for TAFE curricula to include relevant
quality topics, integrated at appropriate stages of the
educational programme, in all vocational courses.

2. Staff development in quality is imperative for TAFE
lecturing staff.

3. The curriculum development ¢f quality programmes should be
carried out with the assistance and guidance of persons
with the expertise in modern quality philosophies and
practices.

4. The essential components of modern philosophies and
practices with respect to quality should include tF.
participation of employers, employees and government
working together to achieve quality improvement in the
workplace.

5. There is a need for behavioural/attitudinal changes by
employers and employees for the success of quality
practices in the working environment.

6. The effectiveness of any quality training programme is
dependent upon the manner of implementation into the
workplace.




