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Abstract

ıv

TQM 's focused on quality, participation of employees, customer orientation and the

continuous improvement. There are four basic factors of TQM; continuous

improvement, customers, Ieadership and teamwork. The basic idea is " Continuity

improvement till better production ". Quality control is to provide continuous quality

and to obtain minimum cost in aimed quality. For this, it is required to International

Organization for Standardizaıion (ISO} Standards. Evaluating these factors, a case

study is done and as the result of this, it is understood that training programa and ISO

standards are needed for the cempany (DemirbağMöble Ltd.)
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lntroduction

ABm; of dıe ~dy:

Since Total Quality Management (TQ}ı4) is a very famous management process

nowadays, I have decided to study on this su~ject. Today, in oucr developing world,

like other things, there are visible improvemeıns in management and produetivity.

Competition is not only provided by production but it' s also provided by good team

work, satisfaction of customers (Internal&Extemal), Ieadership, continuous

development and quafüy. «Quality" can be defined as to give more satisfaction than

what customer want or expect or in other words, it's the performance of saıisfaction

of custemer' needs, To satisfy customer needs and för better productivity, a good

management style is required. "TQM" can be offered for this management style.

Because TQM provides satisfaction of cusıomer needs and inerease in productivity.

The aim of this study is to decide whether TQM is applied or not applied in Demirbağ

Möble Ltd.

In this project interview, questionnaires and literatüre will be used.

Limitati-Ons:

3".Jurn;ı,;:. this study only elements of TQM and ISO standard will be considered and it is

ın-mted with iaterview and quesıionnaire, other methods will be eliminated.



This study divided into four main parts. According to these parts;

• -, Historical background of TQM

• ISO

• TQM

• Case study "Possible application ofTQM in Demirbağ Furniture"

ıx
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"I'he history of quality control is undoubtedly as old as industry itself During the

middle Ages, quality was to a large extent controlled by the long periods of training

required by the quilts. This training instilled pride in workers for quality of product,

In 1924, W.A. Shewhart of BeU Telepho:ne Laboratories developed a statistical chart

for the control of product variables. This chart is considered to- be the beginning of

statistical quality control. Later in the same decade, H.F. Dodge and H.G. Rcmig,

both of Bell Telephone Laboratories, developed the area of acceptance sampling as- a

substitute for %100 inspecticns. Recognition of the value of statistical quality control

became apparent by 1942. Unfortunately, U.S. managers failed to recognize its value,

In 1946, The American Society fer Quality Control was formed. This organization,

through its publications, conferences, and training sessions, has promoted the use of

quality control for ali types ofproduction and services.

In 1950., W.Edwards Deming, who learned statistical quality control from Shewhart,

gave as a series of lecıures on statistical methods to Japanese engineers and on quality

responsibility to the CEOs of the large organization in Japan. Joseph M. Juran made

his first trip to Japan in 1954 and further emphasized management' s responsibility to

achieve quality, Using these concepts the Japanese set the quality standarda for the

rest of'the world to follow.



By the late 1970s and early 1980.s, U. S. maaagers were making frequent trips Japan to

learn abut the Japanese miracle. These trips were really not necessary-they could have

read the writings of Deming and Juran. Nevertheless, quality renaissance began to

occur in U.S. products and services, and by the middle of 1980 the concepts ofTQM

were being publicized.

In the late 1980s the automotive industry began to emphasizestatisticalprocess

control (SPC}. Suppliers and their suppliers were required to use these techniques,

Other industries and the Department of Defence also implemented SPC. The Malcom

Baldrige National Quality Award was established and become the means to measure

TQM. Genechi Taguchi introduced his concepts of parameter and tolerance design

and brought about a resurgeace of desiga of experiments (DOE} as a valuable quality

İmprovem.em:tool, 1

1Dale H. Besterfield, Carol Besterfield, Glen H. Besterfield; Total Quali~yManagerrı-e:nl,second
editian;p.p .. 7,8



3

P.ART 2. ıso

Tq understand total quality management, one must first understand quality. Quality is

a customes determinatioa not engineer' s determination, not a marketing determination

or a general msaagement determination. It is based upon the customer' s actual

experience with the product or service, measured against his or her requirements,

People deal with the issue of quality continually in their daily lives. We concern our

selves with quality when grocery shopping, eating in a restaurant, aad marketing a

major purchase such as an automobile, a home, a television, or a fu-miture. Perceived

·quality is- a major factor by which people nıake distinctions-in the marketplace.

• Quality involves meeting or exceeding customer expectation

• Quality applies to products, service, people, process, and enviroaments,

• Quality is an ever-changing state (i.e., what is considered quality today May

not be good encugh to be eonsidered quafüy tomorrow).

• Quality has been defined in a number of different ways by a number of

di-fferent people and organizatioas,

'\..,onsmer the following definitioas:

Smith, CEO of federal Express, defines quality as 'performance to the standard

cted by the customer.'
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-The General Services Admiaistraıion (GSA} defines quality, as 'meeting the

customer' s needs the first time and every time'.

-Boeing defines quality as ' providing our customers with products aad services that

consistently meet their needs and expectatioas'.

-The U. S. Departmeat of Defense (DOD} deflnes quality as- ' doing the right thing

right the firs time, always striving for improvement, anıl always satisfying the

customer'.

-W. Edwards Deming has this to say about quality 'quality can be defined only in

terms of the agent. Who is the judge of quality? In the mimi of the production worker,

he produees quality if he can .take pride in his work. Poor quality, to him, means loss

of'basiness, and perhaps-.ofhisj@, Good quality, he thinks, will keep the company in

business. Quality to the plant manag~r>m~ns to get the numbers out and to meet

specifications. His job is also, whether he knows it or not, continual improvement of

leadersip'.ı

2.2. Definition of the ıso

ISO is the Internatioaal Organization for Standardization, founded in 1946 to promote

the developmeat of international standards and related activities, including conformity

assessment, to facilitate the exchange of goods and services worldwide. ISO is

composed of member bodies from over 90 countries, the Turkish member being the

The Turkish Standards.

L. Goelsch, Stanley B. Davis, Quality Managemeni, third edition, Prentice Hali, 2000,
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ISO's work covers all areas except those related to electrical and electronic

engiaeering, which are covered by the Intemational Electrotecbnical Commission

(IEC}. The results of ISO' s teehaical work are published as International Standarda or

Gnides.'

In 198-7, the ISO published a series of five intemational standards (ISO 9000, 9001,

9002, 9001, and 9004}, developed by ISO Technical committee (TC} 176 on quafüy

systems. This series, together with the terminology and definitions eontained in IS-O

Standard 8402, provides guidance on the selection of an appropriate quality

managenıent program(system}for a supplier's operations.

The ISO 9000 standarda were intended to be advisory in nature and were developed

primarily for use in twô--iparty centractua! situations or for intemal auditing. However,

the staadards are currently being applied under a mu-eh broader range of eonditions

and circumstances,

i
' Conformarıce to ISO 9000 standards is also being required in purehasing

3 Dale H. Besierfield; Carol H. Berserfield; Total Quality Management, second edition, p.p.217, 218.
Besterfield, Caro! H. Besterjield, Total Q_ualifyAfanagement, second editum, p,p, 217,218.
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2.4. Jnf-0-rmationis rontained in eaeh ISO 9000standard

The ISO 9000 Standard Series is- generic in scope. Each standard addresses a different

aspecı of qual-ity asscraace, depending on the needs of the user.

ISO 9001, 9002, and 9003- describe three distinct quality system models of varying

stringency for use in different applicasions. Common elementsin ISO 9001, 9002, and

9003 include the need for: an effective quality system; ensuring that measurement is

calibrased regularly; the use of appropriate statistical techniques; having a product

identification and tractability system; maintaining an adequate record keeping system;

having an adequate product handling storage, packaging and delivery system as- well

as a process for dealing with aon-conforming items; and ensuring adequate personnel
-,

_ training and experience.

ISO 9000, 'Quality Manağenıeı:ıt and Quality Assurance Standards Guidelines for

Selection and Use, ' explains mooamental · quality concepts, defines key terms, and

provides guidelines for selecting; üsinğ; andCtailôring the ISO 900I, 9002, · aııd 9003-

staadards. It is- the foad map for the use ôfthe effü:re series-.

9001, "Quality System-Model for Quality Assurance in Design/Development,

It contains 20 elements of covering the need for an effective quality system,
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from the receipt of a contract through the design/devel0pment stage, and fınally the

service required after the delivery.

ISO 9002, "Quality System-Model for Quality Assurance in Production and

Installation," addresses the prevention, detection, and correction of problems during

production and installation. It is for the use of organizatioas that are not involved in

design and service after delivery,

ISO 9003, "Quality System-Model for Quality Assurance in Final Inspectien and

Test," is the least .comprehensive of the standards, covering only 12 of the 20

elementsin 9001. Itisnot a quality control system. ISO 9003 addresses only those

requirements for the deteetion and control of problems found during final inspection

and testing.

ISO 9004, "Quality Management and Quality System Elements-Guidelines," provides

guidance for a supplier to use in developing and implemeatiag a quality system and in

determining the extent to which quality systern element is applicsble. It

examines each of the elements in greater detail. In this respect it is useful for

s Dale H. Besf.erfield, Caro! Besterfield, Güm H. Bester.field, Total quaiity management, second
edition; p.p; 219



PARTl .. TQM

3..l. Ddimimı ofdıe TQM

TQM is a style of managing which gives everyone in the organization responsibility

for deliveriag quality to the final customer, quality being described as 'fitness for

purpose' or as 'delighting the customer'. TQM view each task in the organization as

fundamentaUy a process which is itı a customer/supplier relationship with the next

suggests excellence in every aspect of crganization. "Maııagenıent'' itefers ·• to \the

pursuit of quality result through a quality managementprocess. This• beings \~th

strategic management process and extends through product design, manufacturinğ,

marketing, finance, and so on. In short, TQM is grounded in the broad concept>of

,quality which was earlier. Accordingly, TQM is as much abut the quality process as-it

about quality result or quality products. It beings with people, particularly

& Stoughton, Marketing and Strategy, 1999,p.p. 32,33.
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TQM was prefoundly iofluenced by developments in Japan, but it is not a

phenomenon that can he branded "Made in Japan". TQl\.1 has many of its roots in

America, Many o:( its elements are footed in theories and practices of manageraent

that were developed in America.

Schmidt andFinnigan(l992)suggest th-at TQM's-rootsindude:

1. ScientificManagement: Finding the best one way to do a job.

2. Group Dynamies: Enlistiag and orgaaizing the power of group experience.

3. Training and Development: Investing in human capital.

4. Achievement Motivation: People get satisfaction from accomplishment.

5. Employee Involvement: Workers should have some infhıence in the organization

6. Socio technical Systems:Workers should have some influence in the organizatioa,

7. Orgaaization Development (OD): Helping organizations to learn and chance.

8. Corporate Culture: Believes, myths, and values that quite the behavior of people

throughout the organization.

9. The New Leadership Theory: Inspiring and ernpoweringothers to acı.

10. The Linking-Pin Concept of Organizatiorıs: Creating cross-fanctional teams.

11. Strategic Planning: Determining where to task the organization, and how and

when to get there,7

7 Greg Bounds, Lyle Yorks, Mel Adams, Gipsie Ranney, Beyond Total Quality Managemenı, Mctirew-
1994, p.p-. 61.



A committed and involved management to provide Iong-term top-to-bottom

organizational sapport.

l. An unwavering foeus on the customer; both intemaUy and externally.

2. Effeetive involvemeaı aad utilizaHon of'the entire work foree.

3. Continuous improvement of the business and production process.

4. Treaıing suppliers as partners.

Every one is responsible for quality in TQM, especially senior leadership and senior

An .. , . ldmanagement. · organızatıon s senıor ea. ers must create a customer awareness,

clear and visible quality values, and high expectations. Reinforcement of values and

expectations requires substantial personnel ccmmitment and involvement, The

leaders' basic values and commitmeat need to inehıde areas of public responsibility

and corporate citizenship. The leaders must take part in. the creation of strategies,

systems, and methods for achieving excellence. The systems and methods need to

all activities and decision of the crganizasion. The senior leaders. must comınit to

growth and developmerıt of the entire work force and should eacourage

H. Besterfield, Carol Besterfield, Glen H. Besıerfield, Total Quality Management, second
p;p; 2;



parti-ci-pation and creativity by aU- employees, Through- their regıılar persennel

involvement in visible activities, such as planning, commanications, review of

osgaaizatien performaace, and recognizing emplcyees fer quality achievement, the

senior leaders serve as role models, reinforcing the vahıes and encouraging leadership

i-n aU levels of maaagement. Aad also, Seaior maaageraent can provide the leadership

to achieve results.

• Senior managers must stay informed on the topic of quality improvemenı by

reading books - and articles, astending seminars, and talking to other TQM

leaders,

• Senior managers must find time to celebrate the success of their organization' s

quality efforts by persona-lly participating in award and recognition

ceremoaies, This activity is an excellent opportunity to reinforce the

importance of the effort and -to promote TQM. A. phone caU or handshake

combined with a sincere "thank you for a job well - done" is- .a.-powerful from of

recognition and reward.

• Senier managers must be visibly and actively engaged in the quality effort by

serving on teams, coaching teams, and teaching seminars. They should lead by

demonstrating, communicating, and reinforciag the quality statements, As a

rule oftumb, they should spend about one-third of their time on quality.

• A very important role in senior managers is Iistening to" internal" and

"external" customers anıl sappliers through visits, focus grcups, and- surveys.

This information is translated into core vahıes and process improvement

projects.
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• Another very important role is- commuaicaıion. Many of the activities

presented previously contribute to the communication effort. The {)bjective is

to create awareness of the importance of TQM and provide TQM result.in an

cngoing manner.

Seme of the internsl communicaıioa techniques are;

l. Organizaticn newsletters and other pubiications,

2. Posters,

3-. TQM belletin boards,

4. Short departmeatal inforaıation meetings,

5. Memos,

6-. Organizatiorı.- - wide meetings.

The TQM message must be "sold" to personnel, for if they don't buy it, TQM will

never happen, In addition to internal efforts, there must be external activities with

customers and suppliers, the media, advertising in trade magazines, and interaction

,,, Dale H. Be-sl.er_lield, Carol Besterfield, Gten H. Besierfield , Total Quali~yManagemem, seeond
edition, p.p. 18,19,22,23.
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Ih{;:reasingly, manufacturing and service organizations are using customer satisfaction

as- the measure of quality .. the importance of customer satisfaction is- due to

worldwide competitioa. This fact is reflected in the Makom Baldrige Nationaı

Qua1ity Award, where in customer satisfaction accounts for %30 of the total points.

TQM implies an organizationa! obsession with meeting or exceeding customer

expectations, to the point that custoıaers are delighted. Understanding the customer' s

needs and expectations is essential to winning new btisiness and keeping /existing

business, An organization must give its customers a quality produe; or service that

meets their needs, a reasonable price, on-time delivery and outs-tanding service. To

attain. this level, the orgaııization continually needs to examine their quality system to

see if it is resporısive to ever-changing customer requirements and expectations. The

most successfhl TQM programs begin by defıning quafüy from the cus-tomer's

perspective. Quafüy means meeting or exceeding the customer' s expectatioas. Dr.

Deming ad<led thaı quality also meaas anticipating the fiıture needs of the customer.

Customer satisfaction, not increasing profit, must be the primary goal of the

organization. It is- the most important consideration, because satisfied customers wiU

lead to increased profits.
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Customer sasisfactioa can be described by the Teboul model, which is shown in

Figure 3-1. The customer' s needs are represented by the circle, and the square depicts

the product or service offered by the organizatioa. Total satisfaction is aohieved when

the offer matches the need, or the circle is superimposed in the square. The goal is to

Comp-any Offer

Figııre 3.1 Custonıer Satisfaction Model

Seureee Dale H. Besterfield, Carel Besterfield, Gileıı Besterfield Mary Besterfiled,Total Quality Managemt,
second edition, p.p. 38

Dale H. Besterfield, Carol Besierfield, Glen HıBesterfield, Total Quality Managemeni, second
37,38,.
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There are two distinct types of custorners-extemal and internal. An extemal customer

exists outside the organizatien and buys its products or services. Every employee in

the business must know how his or her job affects and/or enhances the total

satisfaction of the external customer. An internal customer is just as- important. Every

function, whether it be engineering, order processing, or production has- an intemal

customer-each receives a product or service, and in exchange, provides a product or

service. Each worker's goal is to make sure that bappens throughout the

manufacnıriag, sales, and distribution chain, the satisfaction of the external customer

should be assnred. 11.

1

1

1w
l
J

Figure 3.2 steps of Customer Satisfactioıı
ee : Muhittin Şimşek, Toplam Kalite Yönetimi, Alfa Basın Yaym Dağıtım- Ltd, Şti, 2001, p: p: 16-3.

ıale H. Besierfield, Carol Besıerfield, Glen H. Besterfied, Total Quality Management, second
·u,,n; p.p. 38,39,
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A popular poster för display in shops-, .. offi-ces-arı.d.factoriesdriy:esthis-mes-sage home.

It rea<l-s as follows:

Cııstomers are:

• The most important people in any business.

• Not dependeat on us. We are dependeat on them.

• Not an interruption of our work. They are the purpose of it.

• Doing us a favor when they come in. We're not doing them a favor by serving

them.

• A part of our business, not outsiders.

ııı. People come to us with.their' needs and wants. It's our job to fill them.

3.3.3. Teamwork

Teams are not bossed-they are coached. If employees are going to be expected to

work together as a team, managers and supervisors have to realize that teams are not

i bossed- they are coached. Team Ieaders, regardless of their respective titles (manager,

supervisor, etc.) need to understand the difference between bossing and coaching.

Bossing, in traditioas! sense, involves planning work, giving orders, moaitoring

programs, and evaluating performence. Boss approach the job from an "I rn in charge-

do as you are told" perspective.

n John Bank, The Essence of Total Quali~yManagement, second edition, Preniice- Hafi, p.p. 2.
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Coaches, on the other haad, are facilitators of team development and continually

improved performance. They approach the job from the perspective of'leading.•the

team in such way is- translaıed inro everyday behavior as flows:

• Coaches give their teams a clearlydefine charter

• Coaches make team development and team building a constant activity.

• Coaches are mentors

• Coaches promote mutual respect between themselves and team members and

amoag team members.

e Ü:iXK'~ ıımJke .Jfıımııııan ~~ a teaffl ıt plUiil."

Reach to the specific standard is not aim of the TQM. Aim of the TQM does not

specify to reach to the specific standard. Aim is continuous aad quick developmeat at

any level. This aim is only obtained from improving products and services

coatinaously. Providing of contieuous development or improvemeat depending on

main principles:

1. Specifying customer needs and wants

2. Relationship between employees

3. ImproveProcesses

4. Train

David L. Goelsch, Stanly B. Davis, Quality Managemeni, lhird edition, Prenıice-Hall, p.p. 292.
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Kaizen i& proaetive approach so, if must be prepared against problem. Preseat

conditionis not enough and it always aim better than now. Kaizen must apply 5

principles for success,

Seiri: eliminate unnecessary things.

Seifiti: You make best for everything.

Seiso: Working area mııst be orderly.

Seiton: You hide necessary thiags for easy finding.

Shitsuke: You obey existing standards until another come.

For realiziag Kaizen: it is- necessary to understand present corıdition inadequate,

improve human resources and using techniques for problem solution,

u

r ı}·1 '
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Figure 3.3 Continues Development ! Improvement

Senree : Muhittin Şimşek, Toplam Kalite Yönetimi, Alfa Basım Yayım Dağıtım Ltd. Şti., 2001, pp. 149-
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Possible techniques for problem identification and solution

• Data collectioa, analysis of graph, contrcl diagrarns

* Suggestion for teamwork

• Comparison method

• Pareto analysis for finding repeated problems.

ıt,\\ .Dm a:ı,Jlllml..fflını. .-Erıom ~ be nsed for ~ymg mstomermi~on. 14

'Ihe Advantages of TQl\ı[

1. It vastly improves the quality of the final product or service.

2. There is a major decrease in wasted resources.

3. There is a leap in productivity as staff use time more effectively.

4. As products and services are imprcved, there should be a long-term increase

in market share, leading to sustained competitive advantage.

5. The workforce becomes more motivated, as employees realize their füll

potestial,

14Muhitlin Şimşek, Toplam Kalite Yönelimi, Alfa Basım YayımDeğuım Ltd. Şti., 2001, p.p.262,263.
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The Dis-advantages- of TOM

1. It is extremely demandingof management and staff'time.

2. It can become overly bureaııcratic aad mecbanical and lead to an emphasis on

consistency rather than a focus on improvement, or the means rather than the

end.

3. It will oely help if the organizaıion is heading in the right direction; it is not a

toll for turning the orgaaization around.

4. It is not a quick fix: TQM takes years to implement and is in facı an unending

process,

5. It can lead to too much attention being paid to the needs of financial

cussomers and not enough to those of employees."

15 Hodder & Stoughtton, Marketing and Strategy, 1999,p.p. 33.
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Part 4.. ~ Study:

lhw• Apply dıe TQM 1» 6.e Demirhagliiile"

TQM is used in many sectors in recent years and many successes.are obtaaıed, This

maaagemeas style is- easily applied to the fiımiture sector. Interview with managers,

employee and customers are a proôfthat Demirbağ Möble is applying TQM method.

Total Quality Ma-nagement is based on 4 main elements;

1. Customer Satisfaction-{Internal I External)

2. Teamwork

3-. Leadership

4. Continuous Developmeat (improvement)

Case study especially considers these 4 elements and try to find the areas that apply or

not apply the TQM.

Demirbağ Möble Ltd was established in 1989 by Mr. Sabri Demirbağ in Sanayi

Bölgesi. Until 1999, he made many improvemeaıs and as a result the company has
great importance in industry area today. Now, Demirbağ Möble Ltd has 37

employees, Demirbağ Möble products can be deteımined in three caıegories whi-eh

are woodwork, furniture, kitchen.

1. Wocdwork: door /windo-ws, word robes, deeoratica ete...

2. Furniture: bed rooms, living rooms, office groups, garden furniture and ete ...

3. Kitchea: all kind of wooden kitchen
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Accerding to the interview made with Mr. Sabri- Demirbağ, It can be ccncluded that

his mission is to give the best service to his customers and his vision is to be the best

one in T.R.N.C furniture ma:rket.17

Intemal Customer Satisfaction

Th .ı:: " d'' ·a · · · · · ·· · · · · · ' · ~ · o f he ıımı uses awar · · system to provı · e ıts own customers satıstacnöa, ne o. t. e

employees has been chosen as the worker ofthemôrifü. ··whoever does more useful

work tllat month; two times the salary is paki to him ôfherthat :ınôrith·. In this way, all

the workers try to work more carefully and more productivity. Also, · · the ratio of

making mistakes is lowered hı thls way. Monthly meetings are held·with the wo:rkers

in order to discuss and get important about the problems of the workers, and the

general conditioa of the fırın. As a result of this, the workers realize that they are

taken into coasideration. The places where the workers work are prepared according

to their jobs. For example; masks are given to all the workers who work in the

painting departmeat in order to prevent being poisoned, there are a Iot of machines

which absorb and remove paiat. When the workers do overtime, the salary is paid to

them on time. Also, the overtime is not more than two hours. 18

·17 Please see Appendixfo» more detail interview made with director.•
.ııa Please see Appendi» fer more detail interview made with director.



23

·~i
~ Auwas

~ h e d e f
Ql 34 3 - - - -
Q2 2 n 24 - l - .. •e..
Ql ,4 t5 [5 2 - -
Q.ı 3 5 19 - -
Q5 37 - - 10 - -
Qti· 31 - - - -
Qi/ 37/ - - - - -
QI 4 33 - - - -
Q9 37 - - - - -

Qı@ 31 - - - - -
QU 30 5 2 - - -
Qll 35 2 - - - -
Q13 31 - -· - - -
Qt-4 31 - - - - -
Ql5 - 35 1 - - -
QI6 - 37 - - - -
Ql7 - - - - - -
Qll - 3 26 8 - -
Ql9 24 2 ıo 1 - -
Q.lO 37 - - - - -·
Qli. 37 - - - - -
Qll 30 5 2 - - -
Qa 37 - - 1 - - -
QU - 37 - -· - -
Ql5 9 23 - - - -

Table 4.1: The result of questionnaire made by among the employees of Demirbağ

Möble Ltd.19

~9 Please see Appendixfor more deiai! relaied wiih. the quesiionnaires 1
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Extemai Custemer Satisfaction

After the interview and the questionnaire, it is- found out that customer satisfaction is

ensured. The firm always produces different products in order to make · sure that

customer satisfaction is maintained. Apart forn1 tfuı.t, in order to provide full customer

satisfaction, the fırm centinues to service after selling the produet. Every year at a

certain period of time, they phone the common customers and ask whether they have

complaints or not. If the customers have a problem, this problem is tied to be solved

immediately, After the survey, it is found out that %97 of the customers are satisfied

with the service. Agaia, another positive thing thaı the fırın provides the customers

with is the interior designer gives advice to the customers without asking for money

from them, Ata certain period of time during the year, the products are sold with their

purchase price. Also, the firm doesn't ask for money from its customers for the

transportaticn of the products.
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This questionnaire is made to monitor the customer' s saıisfaction Demirbağ Möble

Ltd. 20
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Teamwerk

It is found out that a lot of importance is given to teamwork or group-work in the firm

%&O of the decisien are made as a group (boss + foremaa + workers} and %20 of the

decisions are made by the boss himself or herself Responsibility is given to all the

workers, As a result of the questienaaire made b-y the workers, all the thirty-seven

2T Please see quesıionnaire 1 and interview fot möre detail.
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As known, conıısuoas improveaıem is separated into three main groups, "process

evahıatiea, process sol-ving, process imprevemeat". hı the precess evaluatioı-1, • tlıe

firm, by taking the needs of the customers into considerarioa, increases the variety of

produets continuously. In 1989, the number of the product was four (kitchen,

door/window, cornice, sitting-group) share as in 2002 this nıımber has increased to

twenty and over, (kitchen, door/window, cornice, sitting group, office group,

bathroom word robes, garden furniture, every kimi of interior decoration, dining

groups, bar stools ete... )

Also, the director or the interior designer of the firm goes to the trade-fairs both in

T.R.N.C and in Turkey in order to improve and renew themselves and asa result of

this they try not to stay behind the technological improvements and novelties.

Bvıw doos6e finn ma~ &.e qali.ty mntml in * pmdudion. of

goods?

It has been found out that the firm provides quality control in the followi.t1g way.

Step 1: The quality control is done step by step. Quality contro] starts wi~h the

purchase of the raw materials (paint, wood ete ...)

Step- 2: After the choice of the wood is- made, it is taken into cutting. If the wood is

faulty or defective, it is not taken into cutting.
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Step 3: Aftes, fitting starts. While fitting is- done, the foreman controls it. When fi.tting

is completed, the product is checked by the foreman and the workers before paisıed.

Step 4: After that, the product is taken to the paintiag departmeat to be paintefl. Yflıen

painting is done, the product is checked again.

Step 5: Whea the product is- completed, the interior decorator who is- responsible for

quality control makes the final control.

In this way, the firm finds the fault at the beginning before the product is completed.

Consequeatly, the product is both perfect and the cost is very.low. Asa result of the

survey made by the customers, o/o-93 said that the product quality is- very high Only

%7 said that the product quality is OK!.

According to interview and examination results. It is occurred that Demirbağ Möble

Ltd doesn't train their employees about TQM. Training is- important for TQM. It is

necessary to train employees about firms mission, vision, how is the quality of work,

ho-w do quality control, how do specify customer satisfaction.

Also, firm considers mistakes and find possible solution for them but it doesn't.make

any aealysis for prove mistakes. If they don't make these analysis, mistake will be

repeated. As a result of this, firm image will be affected in negative way and cost will

he increased, 22

22 Please see quesıionnaire and inıerview for more details.
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• After applying Total Quality Management (TQM), companies high increase in

fı . . d .. d ı· . ·~ . F &pro rt, ıncrease m pro. uctıvıty, . ec me m cost, satıstactıon o" customers .

employees, high increase in the quality of goods & services,

• The result of the surveys and interviews, it is pointed out that Demirbağ Möble

Ltd. obtain 97% customer satisfaction

• The company (Demirbağ Möble Ltd.) focuses on teamwork rather than

individualistic work. Demirbağ Möble Ltd, applies quality control in every

step of production.

• The company doesn' t provide training programs to its employees about quality

control rnissionstaıeınerıt and divisionof company.

• A11 decisions are taken by together in company (employees + foreman +

director)

• There is a deficiency in analyzing the priorities of employees mistakes.

And finally, it is seen that compasy doesn't apply in adequate TQM.
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Recemmendation

• Firstly, it is seen that the training program is needed for the appliance of Total

Quality Management. As- a result of this employees, will be more trained. In

the ccmpanies working structure, mission, the quality of production and the

satisfacıion of customer needs ete. these will help employees to work more

effectively and motivated

• ,ı\11 despite of taking in to consideration of it failure in production but it also

needs to analyze the determinatioa of failures with this process, the more

common and the frequent being made mistakes will be found. The reason of

this is- to fıx out this failure and to increase the productivity also quality.

• In addition to this, company should not only • examine the quality control but

also, it should apply the systern quality eonırol to manage this, ISO standard

can be apply and thus, in the applied stages provide the documentation

directioas, procedures duty' s and respousibilities descriptions, Additionally,

the quality will be increase 100% after the training programs,
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1. Demirbağ Möble Ltd kaç yılında üretim

1989 yılında Ltd olarak üretim sektöründe yeralmaya başlamıştır

2. Demirbağ Möble Ltd olark ürünleriniz nelerdir?

Ürünlerimiz yerli ve yabancı olamk üzere ikiye ayrılmaktadır.

T. C' den temin edilen ürünler kastedilmektedir. Ürünlerimiz;

Hertürlü ahşap doğrama, mutfak, ev eşyası v.b. bunları dahada açacak oıutsaK

mutfak dolapları, kapı/pencere, hertürlü ofis grupları, bahçe

gmplan yemek ve salon odası takımları, v.b.)

3. Ürün sayınızda artış yada azalış oldu mu ?

Tabii ki evet . 1989 yılında 4 çeşitle işe başladık bugün yani 2002 yılında 20 çeşidin

üzerinde ürün sunmaktayız. Müşterinin tatmini için sürekli olarak ürün çeşitliliği

yapmaktayız.
4. Demirbağ Môble Ltd olarak misyonunuz ve vizyonunuz nedir?

Demirbağ ınöbkeltd ôlarak misyonumuz müşterimizin tatmini taın· olarak sağlamaktır.

Visyonumuz ise KK.T.C'de tek mobilya firması olarak varlığımızı sürdürebilmek.

5. Toplam Kalite Yönetimi hakkında ne düşünüyorsunuz ?
Toplam kalite yönetimi demek adından da anlaşılacağı gibi A/Z herşeyin belli bir

kalitede, seviyede yapılması, bir bütün içinde hep- daha güzele ulaşmak için uğraşmak

demektir.

6. Belli bir stratejiniz var mı ?
Evet var. Bizim stratt:jimiz çok açık tek kaelimede "kaliteli malı ve hizmeti

müşterimize sunmak".

7. Demirbağ Möble Ltd şuanda kaç kişi ile çalışmaktadır?

Şu-anki mevcut işçi sayımız 37 kişiden oluşmaktadır.
Mobilya bölümünde I6 kişi, döşeme bölümünde 1 kişi, boya bölümünde 7 kişi,

doğrama bölümünde 7 kişi, mağazada 3 kişi, şoför 1 kişi, fabrikada sekreter olarak l

kişiden oluşmaktayız.

&. Müşteri kelimesi size ne ifade eder?

Bugün biryerle gelmemizin en büyük nedeni. Kısaca müşteri demek varolabilmemiz

demektir.

9. Firmanın bir yönetim kurulu var mı ?
Evet var. Firmanın 4kişiden oluşan bir yönetim kurulu bulunmaktadır.



10.. Firmada birkarar ahnerken bu karar kim yada hangi kişiler tarafından alınmaktad:ı-r?

Bu alınacak olan karara bağlıdır. Ama genel olarak verilen kararlarda firmanıllbütün

çalışanlarının ( personel + ustabaşı + patron} birarada almaktadır bunu oranlayacak
olursak kararların"% 80-. ortak olarak % 20-. patron tarafından alınmaktadır.

11. Türkiyeden ürün getirmenizin nedenleri nelerdir ?

Üretilen pekçon ürünün hammadesinin burada olamamasından dolayı. Neyazık ki bazı

üretim teknolejilerin ülkemizde uygulanmamasından dolayı.

1 ,... B' ·· ·· ·· tt 1,..,. ·· ·· d b 11· bi d h.1.,_ ... ır urunu sa lM&ll sonra o urun e e ı ır zaman sonun a yıpranma, aşınma v. "'·

sonuçlar meydana gelirse budurumda müşteriye yardımcı oluyormusunuz?

Tabii ki evet. Hatta biz bunu müşterinin bize şikayetini bildirmediği dönemlerde de

yapmaktayız. Belfü periyodlar doğrultusunda özellikle heryıl "Aralık ve Ocak"

aylarında işlerin · daha seyrek ··•olduğu> dönemlerde. ulaşabildiğimiz tüm müşterilerimizi

arayarak herhangi bir .şikayetlerinin olup olmadığını soruyoruz.

B. Müşteri-şikayetlerini dinleyen özel bir haıtmız yada herhangi bir elemanınız var mı?

Özel bir hattımız yok ama firmamızda sekreter olarak 'istiham eden Aşkın Öztürk

tarafından bize gelen şikayetler dikkate alınıp bu şikayetler hakkında hemen kontrol

yapılmaktadır. Ayrıca bu yıl web sayfası kurma çabası içerisini girdik. Bu sayfamızda

müşteri şikayetleri içinde bir bölüm oluştıınıyoruz.Fakat şuan bu sorunla özel olarak

ilgilenen bir batımız yada kişi bulunmamaktadır.

14. Dağıtım nasıl yapılmaktadır?

Firmamızın kendi araçları ile "O" ücret karşılığında müşterilerimizin evlerine kadar

Ürünlerimiz teslim etmektedir. Eşya alıcının evine ekiplerimiz tarafından

kurulmaktadır.

15. Şuana kadar aldığınız müşteri şikayetleri oldu mu ?

Tabii ki her firmada olduğu gibi bazen bizimde kusurlarımız olmaktadır. Müşteri

şikayetleri genellikle menteşe yıpranması diye iletilmektedir.

16. Çalışanların ücretleri neye göre belirlenmektedir?

Yaşanı standartlarına, ehliyetine yani sanatına göre belirlenmektedir.

17. Çalışanlarınızın şikayetleri ile kim ilgilenmektedir ?

Herbölümün bir ustabaşısı bulunmaktadır ve o ustabaşı yada personel müdürü

çalışanların sorunlarr' ile ilgilenmektedir. Aynca ayda iki kez firmanın bütün

çalışanları biraraya gelip herhangi bir. sorun olup ôlmadı, firma hakkındaki genel

durum gibi konular hakkında konuşmaktadırlar.

18. Firmanızda bir ceza-ödül sistemi oluştırruldumu.?



Ceza değilde uyan niteliğinde bazı tavsiyelerde bulunuyoruz tabii ki, Eğer kişi

süerakli olarak yaptığı işte hata yapıyorsa bu kişi ile · sorumlu olan • kimse (ustabaşı,

yönetici} bu kişi ile konuşup sorunun ne olduğunu anlamaya \ıalışır •.•· Eğer · kişi yapıları­

uyanlar ve tavsiyeler karşısında yine hata yapıyorsa işten çıkartılır. ·· Ödul·· sisterrıiımze
gelince;

İşçilerimizi motive etmek, daha verimli çalışmalarını sağlamak için heiay ayırfcişçi.si

seçilmekte ve bu kişiye almış olduğu haftahğın iki katı ödenmektedir.

19. Çalışanlannıza şirketin misyonu , visycnu, işin yapısı, kalite kontrol nasıl sağlana-Cağı
v.b. konularda eğitim programı gibi programlar veriliyor mu ?

Hayır verilmiyor. Ama işçilerle biraraya gelindiğinde özellikle bu konular hakkında

onlara bilgi veriliyor. Fakat ayrtbireğitim programımız yok

20. İşçileriniz normal çalışma saatlerinindışmdada yani{ek mesai) yapıyorlar mı ?

Evet ek mesai yapmaktadırlar. ·· Bu mesailer>gü.nıük olarak 2 saatı aşmamak kaydı ile
yapılmaktadır.

21. Çalışanların bir sorunu olduğu zaman kime başvurmaktadtrlar?

O bölümün sorumlusu kimse ona. Eğer sorun çözülemezse de ba11a•gelmektedirler.
22. Elamanların çalışma ortamları nasıl düzenleniyor?

Her bölümün kendine özgü bir ortamı vardır . Fakat bnürün çalışma yerlerimizde

kişinin sağlığına uygun olarak hazırlanmaktadır. Örneğin boya bölümünü ele alacak

olursak ; Boya atım atölyeleri emici ve üfleyici aspiratörlerle donatılmıştır. Tüm

personel boya atarken maske takmak zorundadır. Çalışanlarımız bizim için gerçekten

önemlidir. Yine diğer bir örnek olarak doğrama ve mobilya bölümü talaş ve tozemiei

makinelerle donatılmıştır. Ayrıca elemanlarımızın çalıştıkları- makinelerde çalışma
dairesinin öngürdüğü şartlardadır.

23. Çahşaalannızı seminer, fuar, v. b. yerlere gönderiyormusunuz?

İç mimannız, ben, ustabaşları sürekli ealark bu tarz yerlere gitmekteyiz. Fakat
işçilerimiz gönderilmemektedir.

24. Çalışanlarla iletişim nasıl sağlanmaktadır ?

Ayda ikikez bir sorun olsun yada olmasın çalışanlarla toplantı yapılarak onların

sorunları, istekleri, ve iş hakkında görüşmeler yapılmaktadır.

2.5. Firmada kalite kontrolden sorumlu biri var mı ?

Öncelikle herkes yaptığı işin kalitesini kontrol etmektedir. Ardından o böümün

sorumlusu kimse o kişi tarafından bu işlem kontrol edilmektedir. Ve kalite kontrol son

olarak İç mimarımız tarflndan kontrol edilmektedir.



26. Kalite kontrolü firmanızda nasıl- sağlamaktamz ?
İlk önce- kalite- işçi diyorum yani kalite işçi bizim işimizi yapabilecek vasıflara ve

becerilere sahip olan kişi demektir. Elemanlarımız seçilirken özellikle butarz kişiler

olmasına dikkat edilmektedir. Her işçi kendi yaptığı işin denetlicisidirde daha sonra bu

denetim ustabaşı ve mimar tarafından da denetlenmektedir.
27. Bir ürünün üretilirken kalite kontrolu nasıl yapılmaktadır yad hangi

yapılmaktadır ?
Kalite kontrolu step by step yapmaya çalışmaktayız . Hammedenin girmesi ile

kontrol başlamak1:a<lır ( boya, tahta v.b.), ilk önce ağaç seçimine dikkat edilir. Ağa~

doğrandıktan sonra tekrar kusurlu ağaç olup olmadığına bakılır eğer varsa bu ağaç

işleme alınmadan ayrılır. 1\rdından montaj aşamasına geçilir montaj aşamsı

tamlandıktan sonra bu işlem ustabaşı yada o bölümden sorumlu kişiler tarfmdan
k t 1 d·1• D h •• •· ··· <·· .• · b··. · < bölü . . ..1· • ı, d ı, t

1
onıro e urr. · a a surun urun · oya uo umune a ırar bura a noyası amamıanan

ürünün kontrplu yine işçi + µst~b~şı.(yacla o bölümün sorumlusu ) tarafından kontrol

edilir ve ensoa tamamlanan ürünün kontrolü de bu işten sorumlu "kalite kontrolden"

sorumlu kişi tarfından (iç mimarımız) ·tarafından sonkez bir kontrolden geçmektedir.

Bu şekilde hataları ürünün bitme aşamasından sonra değil daha ürün üretim

aşamasındaiken bulup ayıklamaya çalışıyoruz. Böylelikle hem ürünü alan kişi

memnun oluyor hemde biz hatayı başından yok ettiğim için memnun oluyoruz .

28. Üretim sonunda meydana gelen hataları tesbit etmek için herhangi bir analiz, yada

teknik kullanıyormusunuz ? ( histogram, kontrol şeması, v .b.)
Hayır bu tarz analizer kullanmamaktayız. Hata neyse bakılır ve çözümü bulunmaya

çalışılır( hata neden kaynaklandı? boya mı, işçiden mi v.b.).

29. Yıllık olarak üründe meydana gelen hatalara% kaç değebiliriz?

%5 diyebiliriz.
30. Mobilya üretirken belli bir standarta uyuluyor mu ?

Mobilyadaki standart ihtiyari yani zorunlu olmayan bir standart var. B.ız li~tzaman en

iyi, en kaliteyi kendimize standart olarak almaya çalışıyoruz.

Demirbağ Möble Ltd.

Direktör: S~. ~~~-~~~b.ağ

~~



Demsbağ Möble Ltd. 'in Çalışanlanna yapılan anket :

A1\fKET 1

r. Cmmydmiz 1

a)baya b)bay

2. Yaş gıubmıwıi?

a)lll-22 b)11-30 c)30 ve üzeri

3.E~~z?

a)ilkokul b) ortaokul c) Lise d)Üniversite

4. Damırağ Möble Dd'e nelmdar zaımariffir çabşıyornmıuz?

a)fuııy-lyd b] lyd~3yd c)3-4iyd d)5yd ve üzeri

5. İşe başlamadan önce firmanın yönetim şekli, işin yapısı, çalıştığınız iş

H~da bilgi!lmdmldimzmi 1

a) evet b] hayır

6.Y~ iişmhangi stmdaırtfaırdanasıl yapıd~ size belirtildi

mi?

a)evd b)hayır

?.Sosyal ğgo~ :iihttihaç :smıdığı ve eğer T .C vaı-mıdaş~ysamz vergileriniz

yatmhyor mu?

b)hayn-



8.. Fıım., ~' eğdimpır~ v.b. yerlerefiıı:mmnz tarnfid:an

~mmııı:smıuz?

b)hayu·

\ 9 .. ~ğftımz oırtamllm ~bğıimz işe uygmı olarak mı dözıenlendi 1

a) evet b) bayır

ıo.. Ca gü~ğiımziçmfirma.~/~c~idethahmyormu?

(yagıınfiiıpıfi;~i~.·~···~am,•makmelerin

güvenliği v.b. ]

a)evet b)h~

I I ..Y~f,,mıız iş de ilgili bilgileri kimdm.ahyoı'Smmz 1

a)Ustabaşı

b)Patron

c)Yönetici

ıdl)Diiğer ,, .. '""""""" ..•...................................... ,, " .. " ..••. .. . .

12.. işle ~ha~. biiır lmmıda simde fikrimz almıyor mu?

a] ıevd b)hayır

13.. Ekme~. ydpbğmu:mman 1m size ödem.yor mu 1

a] ödmiyoc b)ooemm:yor



l1At~~~·~·.~mn''1

a) ewet b')hayır

15.. ~~~ffişkiiyi~~Swım:1

a) A.ılt~ ·iifişkm

b) Ekip ilişkisi

c) rue ortamı

d) Diğer ,• , -- . . . . .. .. . . . . .. . . . .. . .. . . . . . . .. .. . . . . .. .. . . .. . .. . . . . . .

16.. Yörıtditıi., ~oo ywıda ~a heıhangi bir ilibşim kopuk;..

lıııığu~~muz?

"~ Jlınyıiır ise ltMfun SOOI Urdm devam_ edimz"'"'

11. Bu iilldiişiimmpulduğu ·~ bu il.dişim kopulduğmıoonedeni sizeee

nedir?

18. İstekleriniz yada şikaetleriniz dikkate alınıyor mu ? Alınıyorsa sizce

~. ocmıdaalmıyor?

a) Ahmhmyor

b) ~1o00-ıoo

c) ilj/oS0-90

d) 0/o1(};..80

e) @)/o60-70

f) ıD!o50- ve alt



19. Yaptığınız işin: verimliliğini etkileyen en önemli faktör nedir? Önem

$lllf~ p-e oc-1~.

a) paım (10k )

b)~~~ği (©l,4 )

e] illdiişn (@)k )

d.) ooöI C'k )

e) ~ mtamı(ırsli,,»em., ışdr, v.b.] (% )

10.. Süıoe-~.çahşmayapısın:ml 1

a) ekip çahşması

b] Bmey çahşması

e] B~ k~ bildiğigibi çahşıym

d) "Iliiğıeı- .....................................................................•.............................................................................................................

11.Y~ iipı~ dmedem.yormn 1

a~ b)hayn-

"evet is 22. sorudan itibaren devam edebilirsiniz"

11... Buııın lirim. deniliyor 1

a) ustabaşı

b) patron

c) yönetici

d) ~ııetim lmıulu

e) mimar



n .. K~~ı{)}):şiınııllmtıJ~ ~~or·1

a)~ada

b] Öimffi~ ~ eırdiiğii ~

c) Thfflya~a

d_» ınmmt~ ~·

24. İsteklerinizi yada şikayetlerinizi iletebileceğiniz bir şikayet kutusu

firmanızda 'l'.l'.le>-.-1.:m.1:

a)em b)

15...~y~o~~dmll

a)evd b) bayır

i1fi Smmı dll.~.st~ğm:iiz ~ bjqeyvarmı?

"~ymdim şddi, kalite :Sistemi v.b. konufaıda'.,

.............................................................................................., .

................................................................................................................................



Anketi dolduranların listesi;
Mehmet Özkan1

2
İlmettin Barut3

4
5 Abdullah Kıh

Murat Barut6
7 Cuma bevae

ErdemÖzbek
g
10
11
12
13
14
15 1 Mehmet Safha
16 LMehmet Bavır
17 Nuri Casun
18 Galio Korkmaz
19
20
21 Ahmet Öksüzer
22 Orhan Mutimol
23
24
25
26
27 İbrahim A.ltun
28
29
30 uh Kartal
31 Mustafa Alkan
32 Necdet Körkut
33 Abdurrahnı~.n Aka
34 Yeliz Azak
35 Askın Öztürk
36 Öner .Cambaz
37 Makbule Mutimol



Deınirbağ Möble Ltd'nin Müşterilerine uyğıılaian~nliet

ANKET2

1.Lü:tfen dnsiyetinizi işaretleyiniz.

a) bayan b)bay

2.Yaş- grubunuz nedir?

a)25-35 b)35-45- e) 45-55-

3-. Eğitim diizeyiniz nedir•?

a) ilköğretim b)Iise e) üniversite d) lisansüstü
4..Meslek g:rubunuz nedir?

a) memur b) serbest meslek

5.Gelir düzeyiniz nedir?

a) 3-50-450 b) 450-550 c) 550-650 d) 650-750 e) 750+
6.Mobilya alı-rkennelere dikkat edersiniz?

a) kalitesi b) fiyatı e) kulfanışblık d)teslim süresi

7.Demirbağı tercih etme nedeniniz nedir?

a) kalitesi b) fiyatı c) hizmeti d) ku.llamşlıhk

e)çeşitlilik

8.Ürünlerin kalitesi hakkmda ne düşünüyorsunuz?

a) mükkemel b) iyi e) orta d) kötü

9.lİriinforin fiyatı hakkmda ne düşünüyorsımuz?

a) p-ahab b}normal c) ucuz

1O.Ürünlerin çeşitliliğini yeterli bulnyormusımuz?

a) eve~ b) bayır

11.Ürün seçerkeıı .verilen hizmet konusunda ne düşiiniiyorsnnuz?

a) dalıaiyiolabilk b-) yeterli c)yetersiz

12. Satış sonrası b~~efteıı imtmmm. musunuz ?

a) evet il-) l);:ı.yır


