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Предисловие
Учебное пособие предназначено для студентов, обучающихся по направлению подготовки 27.03.01 «Стандартизация и метрология»». Оно содержит базовую профессионально-ориентированную информацию, связанную с рассмотрением разных подходов к изучению концепции качества. Материалы взяты из англоязычных научно-технических изданий и предназначены для аудиторной и самостоятельной работы студентов 6 семестра (модули 16 и 17) уровня бакалавриата по направлению подготовки 27.03.01 «Стандартизация и метрология».
Пособие имеет междисциплинарный характер, поэтому целью данной работы является подготовка студентов к коммуникации в устной и письменной формах на иностранном (английском) языке для решения задач межличностного взаимодействия в профессиональной области. В ходе работы по представленному пособию планируется достижение следующих результатов: отработка навыка анализировать профессиональную информацию, выделять в ней главное и структурировать; приобретение умения извлекать необходимую информацию из англоязычных литературных источников по направлению подготовки обучающегося, анализировать ее и использовать в профессионально-ориентированной монологической и диалогической речи; отработка умения сформулировать свое мнение по заданной проблеме и привести необходимые аргументы в его поддержку; сделать устное сообщение по пройденным тематическим разделам.

Для полноценного изучения данного пособия студенты должны предварительно освоить базовую англоязычную лексику и грамматику, а также общие закономерности строения и функционирования   письменной и устной речи английского языка; овладеть различными видами речевой деятельности (чтение, письмо, говорение, аудирование) на английском языке; основными дискурсивными способами реализации коммуникативных целей высказывания применительно к особенностям текущей коммуникативной ситуации в процессе межличностного общения на английском языке. 
Принципиальная новизна учебного пособия заключается в том, что в нем впервые приведен и методически обработан англоязычный материал для обучения разным видам разговорной практики, адаптированный для профессионально-ориентированной языковой подготовки студентов технического вуза, обучающихся по направлению подготовки 27.03.01 «Стандартизация и метрология». 
Предлагаемое пособие состоит из шести разделов, которые предполагается изучить в рамках двух учебных модулей 6 семестра (по 3 раздела в одном модуле). Каждый раздел содержит тематический текст, предтекстовые и послетекстовые упражнения, краткий терминологический словарь по теме раздела. Тексты не предназначены для перевода, их основное назначение – дать студентам профессионально-ориентированную информацию для извлечения и анализа нужных данных, их структурирования и последующего обсуждения. 
В разделах имеются лексико-грамматические упражнения, направленные на повторение ранее изученных сложных аспектов грамматики. При необходимости, студенты могут воспользоваться грамматическим справочником в «Учебнике английского языка для технических вузов» и использовать имеющиеся в нем упражнения для отработки теоретических знаний на практике [4]. Перевод отдельных (или, при необходимости, всех) предложений из лексико-грамматических упражнений данного пособия позволит студентам, испытывающим трудности с их пониманием, повторить и закрепить изучаемый раздел грамматики с опорой на профессиональную лексику. Для понимания отдельных слов и словосочетаний, а также для самопроверки правильности языковой догадки можно воспользоваться электронными словарями Мультитран и ABBYY Lingvo [5, 6].  
В пособии предлагаются задания на выяснение зависимости значений англоязычной лексики от контекста и наличия словообразовательных элементов (суффиксов и префиксов). 
Для развития навыка языковой догадки в разделах даны упражнение на определение возможной тематики текста на основании его заглавия. Для отработки умения находить нужные данные и анализировать данную в тексте информацию, предполагаются упражнения на нахождение эквивалентных фраз, соответствующих заданным на английском/русском языках, вопросы на нахождение информации в тексте и ее анализ с обоснованием своей точки зрения с опорой на текст. 
Особое внимание авторы уделяют обучению студентов навыкам говорения на профессиональные темы, т.к. для научных текстов характерно использование сложных и/или распространенных предложений, что усугубляется наличием групп определений, причастных оборотов и других, трудных для устного изложения конструкций, а также перечисление информации, представленное в виде словосочетаний, а не предложений. В пособии даны упражнения на отработку умения излагать данный в научной литературе материал более простыми средствами, доступными студентам в зависимости от из индивидуальных особенностей во владении языком.     
Аудиторная работа по дисциплине выполняется на учебных занятиях. Практические занятия помогают лучшему усвоению курса, прививают студенту навыки самостоятельного мышления и устного выступления, способствуют умению выражать и обосновывать свою позицию по научным проблемам. Отвечать на тот или иной вопрос учащимся рекомендуется наиболее полно и точно, при этом нужно уметь логически грамотно выражать и обосновывать свою точку зрения, свободно оперировать понятиями и категориями. 
Основными видами самостоятельной работы студентов являются: 

· подготовка к практическим занятиям;

· выполнение домашних заданий в виде упражнений;

· текущий самоконтроль;

· подготовка к контрольным мероприятиям (в соответствии с РПД). 
Основной формой подготовки к практическим занятиям является самостоятельная работа студента. Эта форма учебной работы предполагает усвоение студентами основных понятий и категорий; ознакомление с дискуссионными проблемами; подбор материала для обсуждения проблемных вопросов, т.е. демонстрации умения выражать и обосновывать свою позицию. Завершающим этапом самостоятельной подготовки является работа с основной и дополнительной литературой, рекомендованной к занятиям.

Текущий контроль освоения содержания курса осуществляется на практических занятиях в течение семестра в соответствии с РПД. Формой итогового контроля является экзамен в конце курса.
В конце предлагаемого учебного пособия приводится список литературы, рекомендуемой для самостоятельной работы студентов.
Введение
Актуальность данного учебного пособия связана с тем, что иностранный язык (ИЯ) в любой современной профессиональной среде превратился в особый крайне востребованный инструмент, что способствует изменению роли языковой подготовки специалистов разного профиля. Изменение статуса ИЯ как учебного предмета ставит перед вузовским образованием новые цели и задачи по обучению высококвалифицированных специалистов. С одной стороны, выпускникам уровня бакалавриата требуется владение каждым из основных видов речевой деятельности на иностранном языке (чтение, говорение, письмо и аудирование), но, с другой стороны, для повышения конкурентоспособности на рынке труда, специалист должен владеть всеми профессиональными умениями и навыками в соответствующей области. То есть, владение профессиональными компетенциями неотделимо от языковых и речевых умений.
Представленное учебное пособие имеет междисциплинарный характер и объединяет в себе две области подготовки студента бакалавриата: языковую и профессионально-ориентированную. 

Область профессиональной деятельности выпускника бакалавриата по направлению подготовки 27.03.01 «Стандартизация и метрология» связана с разработкой, реализацией и контролем норм, правил и требований к продукции и/или  технологическому процессу, чтобы обеспечить высокую экономическую эффективность предприятия на основе современных методов управления качеством с соблюдением отечественных и международных нормативных документов. Объектами рассмотрения предлагаемого учебного пособия является профессиональная лексика данной специальной области на русском и английском языках, а также, основные понятия, связанные с концепцией качества. Предметом данной дисциплины является отработка и интегрирование языковых, речевых и коммуникативных иноязычных компетенций  в профессиональную область по направлению подготовки.
Целью обучения иностранному языку по представленному пособию, в соответствии с программой дисциплины по направлению подготовки бакалавров 27.03.01, является приобретение учащимися основ иноязычной компетенции, необходимой для овладения навыками именно профессиональной коммуникации, овладение устными и письменными формами общения на иностранном языке в рамках профессионального контекста. Такого рода иноязычная компетенция в результате должна включать как языковую и речевую компетенции, которые дают возможность использовать  иностранный язык для получения профессионально значимой информации через разные виды чтения, так и коммуникативную компетенцию, позволяющую участвовать в устном и письменном профессиональном общении на иностранном языке. 
Пособие включает предисловие, введение, шесть разделов, разбитых на два модуля (пособие поддерживает модули 16 и 17 в соответствии с РПД), раздел «Приложения» и список рекомендуемой литературы для самостоятельной работы обучающихся. Каждый раздел содержит один основной информационный элемент (текст) по отдельной тематической области, связанной с основополагающим понятием по изучаемому направлению подготовки – концепцией качества. Текст предваряется списком необходимых для обсуждения (и запоминания) данного раздела лексических единиц, заданиями на снятие лексических трудностей и вводными проблемными заданиями для погружения обучающихся в тему данного раздела. Каждый текст сопровождается набором послетекстовых упражнений, направленных на закрепление соответствующего терминологического, понятийного и фактического материала, необходимого для осуществления монологической и диалогической речи по заданной теме, ответов на проблемные вопросы, формулирования мнения и подбора соответствующей аргументации. Для снятия лексико-грамматических трудностей, возникающих при построении студентами собственных монологических высказываний по заданной в разделе профессиональной теме, после каждого текста добавлены упражнения на перефразирование и передачу собственными словами сложных и/или протяженных предложений из англоязычной научной литературы. Отдельный материал каждого раздела посвящен поэтапной отработке навыка составления аннотации научного произведения. Работа начинается с определения основной проблемы, рассматриваемой в тексте; далее письменно составляется список исследуемых в рамках решения основной проблемы вопросов (в виде тезисов); а на базе составленных списков студенты пишут аннотации. Для облегчения понимания студентами англоязычной информации, в каждый раздел введен блок «Грамматика», упражнения которого помогают повторить с обучающимися основные вопросы, связанные с употреблением в английском языке отдельных глаголов и сложных для восприятия грамматических конструкций.

Все упражнения данного учебного пособия могут использоваться студентами как в ходе самостоятельной работы, так и на аудиторных занятиях. При необходимости, для расширения лексического запаса, студенты могут составлять дополнительных список лексических единиц и терминов для заучивания и активизации в речи, кроме уже имеющихся в каждом разделе. Для этого обучающиеся смогут воспользоваться материалом онлайн-словарей [5, 6] и терминологического словаря по изучаемой специальности [1].
Раздел «Приложения» данного учебного пособия состоит из трех частей: Appendix I, Appendix II и Appendix III. 

В Appendix I дается полная версия текста из 4-го раздела (не разбитая на 5 частей) и вспомогательный материал к полнотекстовой версии для изучения 4 раздела пособия. Он предназначен для групп с языковой подготовкой выше среднего уровня в дополнение к основному материалу. 
Appendix II содержит таблицу слов-связок, которые могут использоваться для того, чтобы сделать высказывание более связным и отразить последовательность в изложении фактов. В учебных разделах даются упражнения со ссылкой на данное приложение.

Appendix III пособия «Project Work» знакомит студентов с основными методическими принципами построения презентации и содержит необходимую лексическую информацию для создания отдельных ее функциональных частей (представление, вступление, основная часть, заключение) и защиты. 

В  учебном  пособии последовательно приводится информация по направлению подготовки «Стандартизация и метрология», нацеленная на исследование его основополагающей концепции – качества, от обозначения самого понятия и истории его становления, до рассмотрения состояния стандартизации в промышленности. Понимание современного взгляда на концепцию качества  поможет  студентам  лучше  познать изучаемую специальность, а обсуждение проблемных вопросов на английском языке позволит развить навыки профессиональной иноязычной коммуникации. 

При самостоятельной работе с представленным учебным пособием, нужно, прежде всего, внимательно ознакомиться с темой каждого раздела. Требуется проработать все упражнения каждого раздела в соответствии со сформулированными заданиями и, в результате, уметь давать определения основным категориям и понятиям, предложенным для запоминания к каждой теме практического занятия. При выполнении всех заданий, представленный учебный курс помогает лучше сориентироваться в рассматриваемом вопросе, что позволит наиболее качественно и правильно сформулировать краткий план ответа, будет способствовать структурированию знаний и даст возможность участвовать в коммуникации по сформулированным в пособии профессиональным темам. 
MODULE 16
UNIT 1. The Quality Concept

Basic vocabulary (to be learned)
quality - качество
competition - конкуренция
management - административное управление
commitment - обязательство

improvement - усовершенствование

to lose - проигрывать

share - часть, доля 
to be aware of smth- сознавать, отдавать себе отчет в чем-л.

to emanate from smth- исходить, истекать
need - потребность

expectation - ожидание, надежда

customer - покупатель, клиент, потребитель

cost - стоимость; цена; (мн.ч.) расходы, издержки

scrapping - брак, отходы 

delay - задержка, приостановка
buffer stocks - резервные запасы

dramatically - значительно;
article - изделие, продукт; товар

service - услуга

to satisfy - удовлетворять; соответствовать, отвечать (требованиям)

totality - совокупность

to bear on - касаться, иметь отношение к чему -л.

to collaborate - сотрудничать

conformance - соответствие

variation - разброс (параметров, характеристик)

goods – товары

Warm-up

1. What do you know about the term “Quality” and its importance in industry?
Reading-Comprehension

2. Look through the text. Check your guesses.

3. Find in the text English equivalents for the following words and expressions:

важное средство конкуренции на мировом рынке; обязательство руководства; непрерывное улучшение качества; сохранять свои позиции на рынке, на раннем этапе; в противном случае; значительно уменьшить расходы; издержки плохого качества; переработка и приостановка (производства) являются существенными;  стоимость хранения больших резервных запасов; во многих отношениях; совокупность свойств и характеристик; пригодность к использованию; временный интерес.

4. Explain the meaning of suffixes and prefixes, translate the words.

competition, competitor, organization, manager, definition, expectation, variation, improvement, combination, insufficient, enable, reworking, strategic, statistical, similarity

The Quality Concept
Introduction

Quality has become an increasingly important means of competition on the world market. A strategy based on management commitment to continuous quality improvement has therefore to be applied systematically in any organization to enable it to keep its position on the market. Otherwise, large shares of the market will be lost to those competitors who are more aware of the importance of quality.

An important reason for the great successes of many Japanese companies is the strategic role quality has played for Japanese top managers. At an early stage they realized that a definition of the term “quality” had to emanate from the needs and expectations of the customers. They have long realized that the costs of poor quality related to design changes, scrapping, reworking and delays were substantial, as was the cost of keeping large buffer stocks. It has become possible to reduce these costs dramatically by a systematical use of simple statistical methods in order to identify and eliminate sources of variation.
After the Second World War, when the Japanese were trying to get their industry going they had great difficulties with regard to quality. However, they were very susceptible to ideas from the West dealing with quality control and quality improvement. Two Americans, W. Edwards Deming and Joseph M. Juran have played an important role in quality development in Japan, a development which in many respects has brought Japan to a leading position on the world market.   

Definition of Quality

The word “quality” is derived from the Latin “qualitas” meaning “of what”. Cicero and other ancient writers seem to have used the word in the sense of “nature”. There are many definitions of the quality concept. A good, but not always complete, definition of the quality of a product, where by products we mean goods or services or a combination of both, is the following:

The quality of a product (article or service) is its ability to satisfy the needs and expectations of the customers.

A similar, but less clear definition can be found in the International Standard ISO 8402 Quality Vocabulary and also in the ISO 9000 series: “Quality is the totality of features and characteristics of a product or service that bear on its ability to satisfy stated or implied needs”.

The above definition has similarities to the one which is credited to the American Joseph Juran: “fitness for use”. Another, too narrow and sometimes deceptive definition, is “conformance to requirements” (see for instance Crosby) or “anything that can be improved” (Imal).
A more progressive definition was introduced by Myron Tribus in ASQC Statistics Division Newsletter, 1900: “Quality is what makes it possible for a customer to have a love affair with your product or service. Telling lies, decreasing the price or adding features( can create a temporary infatuation. Therefore, it is necessary to remain close to the person whose loyalty you wish to retain. You must be ever on the alert to understand what pleases the customer, for only customers define what constitutes quality”.

This definition indicates that it is not always sufficient to fulfil the expectations of the customers as described in our basic definition. But sometimes the expectations even have to be exceeded. The customer should be delighted.
       (3315 зн.)
Notes:

( to add features – приукрашивать
Exercises

5. Look through the text and explain the meaning of its title.

6. Look through the text and express the main idea of it.

7. Paraphrase the sentences in a simpler way:

Ex. A strategy based on management commitment to continuous quality improvement has therefore to be applied systematically in any organization to enable it to keep its position on the market. ( Any organization needs to keep its position on the market. So it has to apply a strategy based on management commitment. This strategy contributes to continuous quality improvement.  

· Quality has become an increasingly important means of manufacturers’ competition on the world market. 

· Otherwise, large shares of the market will be lost to those competitors who are more aware of the importance of quality.

· However, they were very susceptible to ideas from the West dealing with quality control and quality improvement.

· An important reason for the great successes of many Japanese companies is the strategic role quality has played for Japanese top managers, at an early stage they realized that a definition of the term “quality” had to emanate from the needs and expectations of the customers.

· They have long realized that the costs of poor quality related to design changes, scrapping, reworking and delays were substantial, as was the cost of keeping large buffer stocks.

· Two Americans, W. Edwards Deming and Joseph M. Juran have played an important role in quality development in Japan, a development which in many respects has brought Japan to a leading position on the world market. 

· Telling lies, decreasing the price or adding features can create a temporary infatuation.

8. Express the main idea of the 1st paragraph in one sentence (the 2nd, the 3rd paragraphs).

9. What does the Introduction tell us about? Summarize the above said. 
10. Comprehension questions

1) Why has quality become an important means of competition on the world market?

2) What is an important reason for the great successes of many Japanese companies?

3) What did they realize at an early stage of the development?

4) What did they do to reduce the costs of keeping large buffer stocks?

5) What is the word “quality” derived from?

6) Are there many definitions of the quality concept? What are they?
11. What are the main issues the text deals with? Make up a list of them in the written form.
12. According to the list (ex. 11) write an abstract of this text.

Discussion

13. Discuss different definitions of the quality concept. Think of the best one. Prove your point of view.
Grammar

14. What does the verb have mean in the following sentences. Translate them:

a) A strategy based on management commitment to continuous quality improvement has therefore to be applied systematically in any organization to enable it to keep its position on the market.

b) An important reason for the great successes of many Japanese companies is the strategic role quality has played for Japanese top managers.

c) At an early stage they realized that a definition of the term “quality” had to emanate from the needs and expectations of the customers. 

d) They have long realized that the costs of poor quality related to design changes, scrapping, reworking and delays were substantial, as was the cost of keeping large buffer stocks.

e)  It has become possible to reduce these costs dramatically by a systematical use of simple statistical methods in order to identify and eliminate sources of variation.

f) But sometimes the expectations even have to be exceeded.

15. Give Russian equivalents for the following words and expressions from the text and use them in the English sentences of your own using appropriate forms of have to to express obligation:

large shares of the market, be more aware of the importance of quality, identify and eliminate sources of variation, have great difficulties, play an important role, deal with, satisfy stated or implied needs, tell lies, decrease the price or add features, be ever on the alert, fulfil the expectations of the customers.   
16. What does the verb be (in its different grammar forms) mean in the following sentences? Translate them:

a) After the Second World War, when the Japanese were trying to get their industry going they had great difficulties with regard to quality.
b) There are many definitions of the quality concept.
c) They were very susceptible to ideas from the West dealing with quality control and quality improvement.

d) This definition indicates that it is not always sufficient to fulfil the expectations of the customers as described in our basic definition. 

e) These and some further dimensions are illustrated in Fig. 1.

f) There can be motivation for this when laying out a competitive strategy with the aspect of quality in focus.
g) It should be noted that a generic list of quality dimensions can only give a first set of ideas needed for product planning.
h) Sometimes separate quality concepts are referred to, indicating when in the product life cycle the main activities affecting quality take place.

i) Relational quality is affected by everybody who has contact with the customer, both internal and external. 

j) This quality concept is becoming increasingly important.

k) It is important that marketing is based on facts so that the customer will not be disappointed due to false promises.
l) It is a sort of service quality which is to a large extent dependent on how contacts are handled by, for instance, marketing people and service staff. 

m) It is of course of great importance how the internal customer is treated by management and personnel officers.

Self-assessment questions:
1. What are different definitions of the quality concept?
2. What is the difference between them?
3. Which is the best one?
4. Why can we call it the best one?
UNIT 2. Quality Dimensions

Basic vocabulary (to be learned)
performance - функциональные характеристики
maintainability - надежность в эксплуатации (ремонтопригодность)

reliability - надежность

safety - безопасность

durability -долговечность

faultless – безотказный  

serviceability - удобство эксплуатации

environmental kindness - экологическая безопасность 

aesthetics - эстетичность

tangibles – зд. реальность 

responsiveness - отзывчивость

courtesy - обходительность

communication - коммуникабельность

assurance - гарантии, обеспечение

empathy - сочувствие

access - доступность

employee - служащий, работник по найму

design quality - качество проекта

production quality - качество производства

delivery quality- качество поставок

relational quality - качество отношений

to fulfill - выполнять, осуществлять

Warm-up

1. What can the text “Quality Dimensions” be about? How do you understand the title? 

Reading-Comprehension

2. Look through the text. Check your guesses.

3. Find in the text “Quality Dimensions” English equivalents for the following words and expressions:

обнаружить,  определить и устранить неисправность; важные показатели качества; на проверенное качество влияет не только ранее упомянутые показатели, но и такие факторы как …; физическое окружение; постоянство эксплуатационных характеристик и надежность; готовность помочь потребителю; работа, которую нужно выполнить;  неудовлетворенные внешние потребители; жизненный цикл продукции; производственный процесс.

4. Explain the meaning of suffixes and prefixes, translate the words.
presentation, different, performance, maintainability, summarize, localize, reliability, safety, aesthetic, extravagance, environmental, environmental kindness, responsiveness, courtesy, understandable, requirements, thoroughly, mainly, unsatisfied, delivery, production, relational, carefully, faultless, serviceability,  tangibles, external customers, internal customers, employee.

Quality Dimensions

One can look upon the term “quality” from many angles. In the following presentation we will discuss some different aspects, which might be of special interest.

The term “product quality” has many dimensions. For goods some of them are:

· performance suited to the customers on the intended market;

· maintainability, which summarizes how easy or hard it is to detect, localize and solve the problem;

· reliability, which is a measure of how often troubles occur and how serious these problems are;

· safety.
These and some further dimensions are illustrated in Fig. 1.
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Figure 1.      Some quality dimensions of an article.

Sometimes we also assign extravagance and aesthetic aspects to product quality. There can be motivation for this when laying out a competitive strategy with the aspect of quality in focus. Then we also have to take into consideration the fact that experienced quality is affected not only by the above mentioned dimensions, but also by such things as marketing and whatever “prejudices” the customer might have. In the future, different types of environmental aspects will also become important quality dimensions.

The quality of a service also has many dimensions. Some of them are:

-  tangibles,  which is the physical environment in which the service is presented;

-  reliability,  which is the consistency of performance and dependability;

- responsiveness, which is the willingness to help the customer;

- courtesy,  which refers to the supplier’s behaviour, e.g. politeness and kindness;

- communication, which is the ability of talking in a way which is understandable to the customer.

It should be noted that a generic list of quality dimensions can only give a first set of ideas needed for product planning. Each product, article or service, has to meet its own special set of customer requirements. These wishes and needs have to be thoroughly investigated and they should have a major impact on the planning of the work to be performed.

Quality dimensions of a service
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Figure 2. Some quality dimensions of a service.

So far we have mainly discussed external customers and their quality concept, but within the company every employee has internal customers, with their needs, expectations and requirements which are necessary for them to do a good job, satisfying their customers. Too often internal customers are forgotten, which in the end creates unsatisfied external customers.
Sometimes separate quality concepts are referred to, indicating when in the product life cycle the main activities affecting quality take place. Such concepts are for example:

· design quality

· production quality

· delivery quality

· relational quality.

Design quality indicates that the product or service is designed or planned to satisfy the demands of the customer. Good design quality is in other words necessary, but not sufficient, to make a good product.

Production quality indicates that the product or service fulfills the specifications that were set during design or planning. Production quality has by tradition been paid the most attention to.

Delivery quality means that the agreed product is delivered at the agreed time.

Delivery safety is another term with the same meaning.

Relational quality is affected by everybody who has contact with the customer, both internal and external. It is a sort of service quality which is to a large extent dependent on how contacts are handled by, for instance, marketing people and service staff. It is of course of great importance how the internal customer is treated by management and personnel officers. This quality concept is becoming increasingly important.

The division of the quality concept just described should however be used very carefully. In many cases the design process is very important for the manufacturing process in order to obtain high quality.
 (3819 зн.)
Exercises

5. Paraphrase the fragments given making up full sentences:

A. The term “product quality” has many dimensions. For goods some of them are:

· performance suited to the customers on the intended market;

· maintainability, which summarizes how easy or hard it is to detect, localize and solve the problem;

· reliability, which is a measure of how often troubles occur and how serious these problems are;

· safety.
B. The quality of a service also has many dimensions. Some of them are:

-  tangibles,  which is the physical environment in which the service is presented;

-  reliability,  which is the consistency of performance and dependability;

- responsiveness, which is the willingness to help the customer;

- courtesy,  which refers to the supplier’s behaviour, e.g. politeness and kindness;

- communication, which is the ability of talking in a way which is understandable to the customer.

6. Pair work. Student A. Look at Fig. 1 and comment on the term product quality according to it (find the necessary information in the text).

Student B. Ask questions to get more information.

7. Pair work. Student B.  Look at Fig. 2 and comment on the term quality of a service according to it (find the necessary information in the text).

Student A. Ask questions to get more information.

8. Comprehension questions:

1) What dimensions does the term “product quality” have? (for goods) 

2) What do they mean?

3) What are the quality dimensions of a service?

4) What is tangibles?

5) What is responsiveness?

6) What is courtesy?

7) What is communication? 

8) What separate quality concepts are sometimes refereed to?

9) What do they indicate?

9. What are the main issues the text deals with? Make up a list of them in the written form.
10. According to the list (ex. 9) write an abstract of this text.

Discussion

Speak on: 1. The role of internal customers in the process of the quality assurance. 2. Different types of environmental aspects that will become important quality dimensions in the near future.

Grammar

11.  Scan the text and find the sentences with Modal Verbs in it. Explain their meanings/translate them.

12. Scan the text and find the sentences with Passive Voice in it. Explain their meanings/translate them.

13. Paraphrase the following sentences using Passive Voice:

1) Quality development has brought Japan to a leading position on the world market.   

2) We can find a similar but less clear definition in the International Standard ISO 8402.
3) Myron Tribus introduced a more progressive definition of the term “quality”. 
4) One can look upon the term “quality” from many angles.
5) In the following presentation we will discuss some different aspects.
6) Sometimes we also assign extravagance and aesthetic aspects to product quality.
7) So far we have mainly discussed external customers and their quality concept.
8) We also have to take into consideration the fact that experienced quality is affected by the above mentioned dimensions.
9) The product or service fulfills the specifications required.
10) Everybody who has contact with customers affect relational quality.
14. Give Russian equivalents for the following expressions from the text and use them in the English sentence of your own using Passive Voice: 

from many angles; assign smth to smth; have to take into consideration; it should be noted that …; meet customer requirements; pay attention to; satisfy the demands of the customer; depend on smth; in order to obtain high quality.

Self-assessment questions:

1. How can we define the term “product quality”?
2. What role do internal customers play in the process of the quality assurance?
3. What environmental aspects will become important quality dimensions in the near future?

UNIT 3. Total Quality Management. What Is TQM

Basic vocabulary (to be learned)
to encompass - заключать (в себе), касаться 

to achieve - достигать, добиваться

long - term success - долгосрочный успех

approach - подход, метод

lack - недостаток, отсутствие (чего-л. - of)

executive board - исполнительное правление

to consider - рассматривать

to foster - воспитывать, поощрять

to blame smb for smth - винить кого-л. в чем-л.    

valuation - оценка
involvement – участие
target - цель
Warm-up

1. What can the text “What Is TQM” be about? How do you understand the title?

Reading-Comprehension

2. Look through the text. Check your guesses.

3. Find in the text “What Is TQM” English equivalents for the following words and expressions:

Непрерывное и последовательное обязательство высшего руководства; в  поле зрения компании; средства управления; прямые затраты; время поставок; недостаток обязательств; недостаточные знания; обучение вопросам улучшения качества всех своих служащих.

4. Explain the meaning of suffixes and prefixes, translate the words.
redesigns, reprocessing, productivity, unsuccessful, internal/ external, employee/ employer, satisfy, disturbances, impossible, successive improvement, measurements, conclusions, encompass, international, involvement, executive, continuously, lower.

What Is TQM
There is no universally accepted standard definition of Total Quality Management (TQM). Different organizations and companies define and apply it in somewhat different ways. However, a global definition which encompasses most of the different interpretations is that TQM is an integrated approach to quality which operates in all parts of a company and encompasses a style of management aimed at achieving the long-term success of a company by linking quality with customer satisfaction.    

The methods for implementing this approach are first found in the teachings of such quality leaders as Philip B. Crosby, W. Edwards Deming, Armand V. Feigenbaum, Joseph M. Juran.  

In big international groups like Philips, Motorola, Xerox, IBM, ABB, Electrolux and Ericsson, the group executive boards frequently talk about quality and the importance of top management commitment to quality. Such involvement is the basis of what today is called Total Quality Management. In other words this means that “you continuously try to fulfil or exceed the demands and expectations of the customers at lower and lower costs in all processes which continuously are being improved and to which everybody is committed. Here external as well as internal customers are to be considered”.

A quality strategy in a company must be built on continuous and consistent commitment from top management regarding questions of quality. Top management has to include quality aspects in the company vision, and support activities regarding quality financially, morally and with management resources. Top management must also actively take part in the improvement process. If the management do not show by their actions that quality is as important as, say, direct costs and delivery times the rest of the staff in the company will not make such a valuation. Summarizing the above TQM requires that the quality of the company’s product (whether the supply of manufactured goods or the provision of a service) should be the company’s number one priority, and that there should be an ongoing commitment to progressively increasing quality still further. To be successful in this, it is essential to achieve the total involvement of all personnel in a company and foster a common commitment to quality which is shared by everyone. Everyone must understand what level of quality is required of them and they must be motivated to produce it. It is extremely important that high quality is achieved in all areas of a company. Islands of quality here and there are of no use at all: if workers in a few departments are achieving quality improvements but they see other departments who are not, they will quickly lose interest in working hard to achieve quality targets themselves.  

Nowadays General Motors and Toyota cooperate at a factory in Freemont, California. Before this cooperation existed, GM had serious problems with its activities. The new management concentrated their work on training for quality improvements for all their employees. Today productivity and product quality at the factory in Freemont are as good as those at the factories belonging to Toyota in Japan. Earlier the workers were blamed for the bad quality of American cars. In reality, a lack of commitment and inadequate knowledge within top management were the reasons for their problems.
 (3332 зн.)
Exercises

5. Paraphrase the sentences in a simpler way:

1) However, a global definition which encompasses most of the different interpretations is that TQM is an integrated approach to quality which operates in all parts of a company and encompasses a style of management aimed at achieving the long-term success of a company by linking quality with customer satisfaction. 

2)  In other words this means that “you continuously try to fulfil or exceed the demands and expectations of the customers at lower and lower costs in all processes which continuously are being improved and to which everybody is committed. 

3) Top management has to include quality aspects in the company vision, and support activities regarding quality financially, morally and with management resources. 

4)   Summarizing the above TQM requires that the quality of the company’s product (whether the supply of manufactured goods or the provision of a service) should be the company’s number one priority, and that there should be an ongoing commitment to progressively increasing quality still further.

5) Islands of quality here and there are of no use at all: if workers in a few departments are achieving quality improvements but they see other departments who are not, they will quickly lose interest in working hard to achieve quality targets themselves.  

6. Express the main idea of the 3rd paragraph in one sentence (the 4th, 5th paragraphs).

7. Read the 5th paragraph. What linking words express the time sequence of the events (see App. II, p. 44)? What tenses are used in each case?

8. Comprehension questions:

1) What is a global definition of TQM?

2) What is TQM based on?

3) What does TQM require?

9. What are the main issues the text deals with? Make up a list of them in the written form.
10. According to the list (ex. 9) write an abstract of this text.

Discussion

11.  Speak on the role of top management in the process of quality improvement. 

12. Comment on the phrase “Total Quality Management (TQM) is an approach that organizations use to improve their internal processes and increase customer satisfaction”.
Grammar

13. Scan the text and find the sentences with Passive Voice in it. Explain their meanings/translate them.

14. Paraphrase the following sentences using Passive Voice:

1) Different organizations and companies define and apply the term TQM in somewhat different ways. 
2) In big international groups like Philips, Motorola, Xerox, IBM, ABB, Electrolux and Ericsson, the group executive boards frequently talk about quality and the importance of top management commitment to quality. 
3) Top management has to include quality aspects in the company vision.
4) The rest of the company staff will not make such a valuation.
5) The new management concentrated their work on training for quality improvements for all their employees.
15. Find the differences in using the Infinitive in the following sentences and translate them.

1) To make up a universally accepted standard definition of Total Quality Management, companies have to use an integrated approach to quality.
To make up a universally accepted standard definition of Total Quality Management is a difficult task.

The standard definition of Total Quality Management to be made universally accepted could help the companies in approaching the quality required.

The standard definition of Total Quality Management made universally accepted could help the companies in approaching the quality required.
2) To find a similar, but less clear definition of the word “quality”, one can read the International Standard ISO 8402.
To make up a definition of the word “quality” was the purpose of the International Standard ISO 8402.

A similar definition of the word “quality” to be made less clear can be found in the International Standard ISO 8402.

A similar definition of the word “quality” made less clear can be found in the International Standard ISO 8402.

3) To avoid serious problems with the activities, General Motors and Toyota cooperate at a factory in Freemont.
To avoid serious problems with the activities is the aim of GM and Toyota cooperation at a factory in Freemont.

Serious problems with the activities to be avoided are the main issue of GM and Toyota cooperation at a factory in Freemont.

Serious problems with the activities avoided by GM and Toyota at a factory in Freemont are the main issue of their cooperation.

4) To accept the standard definition of Total Quality Management (TQM), companies encompass a style of management aimed at achieving the long-term success of a company.
To accept the standard definition of Total Quality Management (TQM) changes the company’s style of management to that aimed at achieving the long-term success.
The standard definition of Total Quality Management (TQM) to be accepted will encompass a style of management aimed at achieving the long-term success of a company.
The standard definition of Total Quality Management (TQM) accepted by companies encompasses a style of management aimed at achieving the long-term success of a company.

5) To implement the methods of TQM in industry, the quality strategy in a company must be built so that to fulfil or exceed the demands and expectations of the customers.
To implement the methods of TQM in industry must be the quality strategy in a company.

The methods of TQM to be implemented in industry fulfil or exceed the demands and expectations of the customers.
The methods of TQM implemented in industry fulfil or exceed the demands and expectations of the customers.
16. Complete the sentences using the Infinitives of purpose:

	№№
	The beginning
	What for?

	11
	Top management has to include quality aspects in the company vision,
	

	22
	A quality strategy in a company must be built on continuous and consistent commitment,
	

	33
	Top management must also actively take part in the improvement process,
	

	44
	In big international groups, the group executive boards frequently talk about quality, 
	

	55
	TQM requires that the quality of the company’s product should be the company’s number one priority, 
	


17. Give Russian equivalents for the following words and expressions from the text and use them in the English sentences of your own using different forms of the Infinitive:

 fulfil or exceed the demands and expectations of the customers; at lower and lower costs; regarding questions of quality; take part in the improvement process;  foster a common commitment to smth; have serious problems with smth;  make a valuation; it is essential to achieve smth; lose interest in smth (not); achieve quality targets; work hard.

Self-assessment questions:

1. What is TQM?

2. What role does top management play in the process of quality improvement?

3. How must a quality strategy in a company be built?
MODULE 17
UNIT 4. Total Quality Management. Elements of a TQM Strategy

Basic vocabulary (to be learned)
top management commitment – вовлеченность высшего руководства?

to deteriorate – ухудшать
to turn up – внезапно появляться
background – предпосылка; подоплека
disturbance – нарушение
loss – потеря; ущерб
consequence – следствие

to yield – производить, давать, извлекать

profit – прибыль, доход

random – случайный, беспорядочный 

unit – компонент; узел

complaint – жалоба, недовольство

drive – энергичные усилия, напористость

crucial - решающий

Warm-up

1. What can the text “Elements of a TQM Strategy” be about? How do you understand the title?

Reading-Comprehension

2. Look through the text. Check your guesses. What helped you in making your decision?

3. Find in the text “Elements of a TQM Strategy” English equivalents for the following words and expressions:

относительное понятие; качество продукции может быть определено как значительно ухудшившееся; исследование рынка; возможность снабжать потребителей; снижение производительности и высокие затраты, как следствие; случайные факторы; сокращение срока службы; непрерывное улучшение; рост продаж; отдельные узлы; получать информацию; жалоба потребителя; как что-то уникальное; с точки зрения цены товара; рыночная стоимость товара; на самом деле; популярный лозунг.

4. Look through the text and find all the modal verbs. Which of them prevail and why?

Part 1. Elements of a TQM Strategy 
A quality strategy must be based on top management commitment in order to be successful. With this commitment as a basis the strategy should include the following important elements:

· focus on customers

· base decisions on facts

· focus on processes

· improve continuously

· let everybody be committed.

· Focus on Customers

In today’s view of quality we have to focus on the customers. Quality has to be valued by the customers, and it has to be put in relation to their needs and expectations.

This means that quality is a relative term, which to a large extent is set by the competition on the market. The quality of products, both goods and services, can be experienced as having deteriorated significantly if a competitive alternative with better properties turns up on the market. In addition, the connection between the needs of the customer and the function and the price of the product means a lot for the valuation of the product quality. To focus on the customers implies finding out what the customers want and need. This must be done by conducting market research and then trying to fulfill the market expectations while systematically developing and manufacturing the product. To focus on the customers does not mean that the customers are always right. However, we have to understand the customers and understand why they have the stated opinions and expectations. We are the experts on our products. If we can see through our customers’ stated opinions and understand the background we have the opportunity of supplying our customers with products that fill them with surprise and delight.

Focusing on the customers does not only apply to the external customers, the buyers and final users. Every employee has customers within the company, internal customers. Their needs, in order to do a good job, also have to be satisfied. In order to be able to satisfy the external customers (high external quality) we also have to satisfy our internal customers (high internal quality). Low internal quality means disturbances in the form of redesigns, reprocessing, scrapping and delays with losses of productivity and high costs as a consequence. Trying to reach high external quality with low internal quality is bound to be unsuccessful in the long run.
 (2254 п. зн.)

Exercises to Part 1

5. Look through Part 1 and give its main idea.

6. Paraphrase the fragment given making up full sentences:

With this commitment as a basis the strategy should include the following important elements:

· focus on customers

· base decisions on facts

· focus on processes

· improve continuously

· let everybody be committed.

· Focus on Customers

7. Paraphrase the sentences from the last paragraph in a simpler way.

8. Express the main idea of Part 1 in one sentence.

9. What additional problems does Part 1 deal with?

10. What words can be used to link these problems in order to make a coherent text (see App. II, p. 44)? 

11. Summarize all the problems touched upon in Part 1.

Part 2. Base Decisions on Facts

     An important element in modern quality philosophy is to make decisions based on facts which are well-founded, and not to allow random factors to be of decisive importance. These facts could have been obtained through well performed market analyses.

Another cause of failure might be that the company had insufficient knowledge about the product before it was marketed, they had missed crucial facts. Designed experiments are often neglected in connection with product and process development. Such experiments can act as a basic for a process design which results in better quality at a lower price. 
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Figure 3. The costs for design changes increase rapidly as a function of time during the planning and production process.

It is becoming more important to create conditions for high quality during the development of products. Facts have to be considered early in product life cycle and should not come as a surprise later on. One reason is illustrated in Fig. 3. A change at an early stage of product development is much less expensive that changing a product which has already been produced or, even worse, a product which is already on the market. The shortness of life cycles is the reason why it is impossible to make successive improvements and in this way test the product on the market. The product has to be completely developed when introduced on the market in order to yield a profit right from the sales growth.

It is also important to have a strategy for making decisions based on facts in connection with manufacturing. Earlier, a lot of facts have been collected and a lot of measurements have been made. It rarely occurs that the most important conclusions about the manufacturing process have been drawn from these data. Measurements have been made to evaluate single units and not to evaluate and improve the manufacturing process in which the units have been produced. Collected data have been stored in files, later on tapes or discs, without ever being used. Simple statistical methods have not been used to process and analyse the data. Such an analysis could have served as an excellent basis for variation reduction of the manufacturing process and thus for achieving improved quality, for example:

Let us see competition strategy at the Japanese company Casio, whose products include watches and calculators. Casio uses its flexibility to accelerate and shorten the product life cycles. By being in close contact with the market and by analyzing the wants and needs of the customers it is possible for the company to transform these into technical solutions. By quickly reaching a production volume it is possible to take a large share of the market. When the competitors have achieved a large volume prices can be lowered, still at a profit. The competitors, however, are not able to cover their costs.

Data also have to be collected for support processes, i.e. processes which support the main processes of the company, for instance various administrative processes. This should be done in order to continuously improve these processes too.
 (3068 п. зн.)

Exercises to Part 2

12. Paraphrase the sentences from Part 2 in a simpler way:

· An important element in modern quality philosophy is to make decisions based on facts which are well-founded, and not to allow random factors to be of decisive importance.
· Another cause of failure might be that the company had insufficient knowledge about the product before it was marketed, they had missed crucial facts.
· A change at an early stage of product development is much less expensive that changing a product which has already been produced or, even worse, a product which is already on the market.
· By being in close contact with the market and by analyzing the wants and needs of the customers it is possible for the company to transform these into technical solutions.
· Data also have to be collected for support processes, i.e. processes which support the main processes of the company, for instance various administrative processes.
13. Pair work. Student A. Look at Fig. 3 and comment on the costs for design changes according to it (find the necessary information in the text).

Student B. Ask questions to get more information.

Then student B reports on what he/she has found out.

14. Express the main idea of Part 2 in one sentence.

15. What additional problems does Part 2 deal with?

16. What words can be used to link these problems in order to make a coherent text (see App. II, p. 44)?
17. Summarize all the problems touched upon in Part 2.

Part 3. Focus on Processes (Fig. 4)

 Nearly every organized activity can be looked upon as a process, whose aim is to deliver products which satisfy its customers. This process is supported by an organization consisting of people and their relations, resources and tools.


[image: image4.emf]Process

RESOURCES Services

Goods

Information

Material

Equipment

Labour

RESULTS


Figure 4. A process transforms certain resources into results that should satisfy the customers of the process by using as small amounts of resources as possible.

The process transforms certain input like, say, information and material, into certain output in the form of various kinds of goods or services. The process links history with future.  From the process, data are generated.  These data, including measurements of the results, indicate how well the process satisfies the needs of the customers.

Using statistics from the histories of the processes it is possible to draw conclusions regarding their future results. Also, and more importantly, it is possible to obtain the information needed to improve the process. The process view means not looking upon every single piece of data, for instance, a measurement result or a complaint from a customer, as something unique. Instead it should be looked upon as a part of the statistics which can give information about how well the process is working and how it can be improved. (1275 п. зн.)

Exercises to Part 3

18. Pair work. Student A. Look at Fig. 4 and comment on the term process according to it (find the necessary information in the text).

Student B. Ask questions to get more information.

Then student B reports on what he/she has found out.

19. Express the main idea of Part 3 in one sentence.

20. What additional problems does Part 3 deal with?

21. What words can be used to link these problems in order to make a coherent text (see App. II, p. 44)?
22. Summarize all the problems touched upon in Part 3.

Part 4. Improve Continuously

The third element in a successful quality strategy is working towards continuous quality improvements. The external demands for quality are continuously being increased. Therefore, continuous quality improvement of goods and services produced by the company is necessary. Competitive advantages can thereby be achieved. Market shares will not be lost to companies which better live up to the quality demands of the market.   

Even without any external pressure a continuous improvement of quality is well justified from a cost point of view. Measured costs due to defects and other non-quality contributions are large today. It is not unusual for them to amount to between 5% and 20% of the sales price. In most cases defects also cause other costs. If a high rate of disturbances has been accepted this has to be compensated for by many products in work and big buffer stocks. 

The corresponding capital costs are not usually registered as costs due to poor quality. Their contributions can however amount to a considerable part of the costs that have to be paid due to the fact that far too low a quality level has been accepted.   

Important tools in the continuous drive for better quality are simple statistical methods such as “the seven  Quality Control (QC) - tools”; see Fig. 5 
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Figure 5. The seven QC - tools.

Let us finally comment on the popular slogan “Do it right the first time”. This slogan must be interpreted carefully. In order to delight our customers we have to change in order to improve. Therefore, we have to dare to make some mistakes in the improvement process. However, it is a deadly sin not to learn from these mistakes.
 (1647 п. зн.)

Exercises to Part 4

23. Pair work. Student A. Look at Fig. 5 and comment on the seven QC - tools according to it (find the necessary information in the text).

Student B. Ask questions to get more information.

Then student B reports on what he/she has found out.

24. Express the main idea of Part 4 in one sentence.

25. What additional problems does Part 4 deal with?

26. What words can be used to link these problems in order to make a coherent text (see App. II, p. 44)?
27. Summarize all the problems touched upon in Part 4.

Part 5. Let Everybody Be Committed

In order to ensure that the quality strategy is successful everybody has to be committed to customer satisfaction and to continuous quality improvement. The fourth element in the quality strategy of a company is therefore to make everybody committed to the improvement process.

Jan Carlzon, formerly President of Scandinavian Airlines Systems (SAS), tells a story about two stonemasons who make granite blocks square. When asked what they were doing one of them answered tiredly that he was making the granite blocks square, while the other one enthusiastically answered that he was building a cathedral. The employees must have the chance to feel commitment, professional pride and responsibility to be able to do a good job.

As a matter of fact this fourth element could also be interpreted as a consequence of the other elements rather that a condition. Those who have been given a chance to do a good job and to feel professional pride, and who are recognized when they have done a good job, will also be committed to their job. This leads to improved product quality.

Not only everybody within the company, but all the suppliers of material, have to be involved in the quality work.  An obvious trend today is that large companies drastically reduce the number of suppliers.  These companies choose to tie down a small number of suppliers even if these do not offer the lowest prices. The aim of big companies is to increase the commitment, responsibility and quality awareness of the suppliers.

Once more we want to emphasize the fact that a basic condition for a company to succeed in its overall efforts to improve quality and to lower costs is that management show a strong commitment to questions regarding quality. Only then can a quality strategy focusing on the customers and built upon the four elements described above be successful. The quality strategy has to involve all the activities in the company, not only those which are directly involved in the manufacturing of the product.
 (1995 п. зн.)
Exercises to Part 5

28. What problem does the story told by Jan Carlzon reveal?

29. In which way does the story told by Jan Carlzon support the idea of “committing everybody”?  
30. Paraphrase the sentences from the last paragraph of Part 5 in a simpler way.

31. Express the main idea of Part 5 in one sentence.

32. What additional problems does Part 5 deal with?

33. What words can be used to link these problems in order to make a coherent text (see App. II, p. 44)?
34. Summarize all the problems touched upon in Part 5.

For extra material to the whole version of the text see App. I, p. 50.

Self-assessment questions:

1. What important elements does a quality strategy include?

2. What is meant by “focusing on the customers”?

3. Why should a company devote special attention to continuous quality improvement of goods and services?

4. What important quality tools do you know? 

5. What is the aim of big companies in the improvement process?

6. How can companies make everybody committed to the improvement process?
UNIT 5.  Product Life Cycle

Basic vocabulary (to be learned)
issue – вопрос (обсуждения)

side-effects - побочные эффекты
gain, v - получать, приобретать 

Warm-up

1. What can the text “Product Life Cycle” be about? How do you understand the title?

Reading-Comprehension

2. Look through the text. Check your guesses. What helped you in making your decision?

3. Find in the text “Product Life Cycle” English equivalents for the following words and expressions:

выбранное  техническое решение; в значительной степени; серьёзное загрязнение; в противном случае; ложные обещания; будущие поколения; рассматривать другие вопросы качества.

Product Life Cycle

Quality improvements are necessary in all the stages of a product’s life cycle, from idea to scrapping: see Fig.6. Product quality is affected in different ways at the different stages.
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Figure 6 Different stages in the life cycle of a product. During all these stages there must be active work on quality improvements.

Planning a product means that we have to understand the needs and wants of the customers and the demands of the market.  Market research and competitor analyses are important tools here. Customer needs and wants have then to be translated into product requirements. Customer needs and wants and product requirements should be translated into product concepts and product specifications and drawings. This is done during the design stage, which may be divided into three phases:

1. system design, which is the most creative phase when technical solutions for the product concept are produced;

2. parameter design, when design parameters are decided upon for the chosen technical solution;

3. tolerance  design,  when  tolerances,  based  on  costs  due  to  variation, on process abilities and on measurements, are set.

Manufacturing quality is to a very great extent set by the design of the manufacturing processes. The same quality aspects that apply to product development should also apply to the development of manufacturing processes.

When starting manufacturing a substantial effort has usually to be made to improve quality and effectiveness in the manufacturing stage. Here Statistical Process Control (SPC) is an important tool to find sources of variation and to supervise the process so that new sources of variation are not introduced. 

Usage of a product, as well as scrapping, can sometimes cause environmental pollution. To many customers it has also become increasingly important that the manufacturing processes do not cause severe pollution and thus add to the already existing environmental problems of our society. The environmental problems are further emphasized when we realize that we should include future generations among our customers. Environmental aspects are very close to the quality issues and they will certainly, to a large extent, keep us busy in the future. It is important that the side-effects that may arise when a product is used and scrapped are examined along with the other quality issues during, product planning, product development and development of manufacturing processes. Sometimes the Life Cycle Cost (LCC) concept is useful for summarizing all costs during the product life cycle.

Product quality is an important sales argument. It is important that marketing is based on facts so that the customer will not be disappointed due to false promises. Otherwise a reputation for bad quality may be gained, which can be very hard to repair. It is much cheaper to retain a satisfied customer than to get a new one. In order to achieve customer satisfaction and customer delight we have to consider quality aspects during all the periods of the product life cycle when planning a new product.
 (3054 п. зн.)
4. Paraphrase the fragment given making up full sentences:

This is done during the design stage, which may be divided into three phases:

· system design, which is the most creative phase when technical solutions for the product concept are produced;

· parameter design, when design parameters are decided upon for the chosen technical solution;

· tolerance  design,  when  tolerances,  based  on  costs  due  to  variation, on process abilities and on measurements, are set.

5. Pair work. Student A. Look at Fig. 6 and comment on the different stages in the life cycle of a product according to it (find the necessary information in the text).

Student B. Ask questions to get more information.

Then student B reports on what he/she has found out.

6. Comprehension questions:

1) What is Product Life Cycle?

2) What is planning?

3) How many phases does the design stage include?

4) What is system design?

5)  What is parameter design?

6)  What is tolerance design?

7)  How is manufacturing quality set by?

7. What are the main issues the text deals with? Make up a list of them in the written form.
8. What words can be used to link these problems in order to make a coherent text (see App. II, p. 44)?
9. According to the list (ex. 7) write an abstract of this text.

Discussion

10. Speak on: 

1) The problems of environmental pollution that the manufacturing processes can cause. 

2) What actions are necessary to take to protect the environment?

Grammar

11. Scan the text and find the sentences with V-ing words in it. Explain their meanings.

12. Translate the sentences.

1) Quality improvements are necessary in all the stages of a product’s life cycle, from idea to scrapping. 
By improving quality during the pre-use phase manufacturers achieve better results in the final product. 
2) Planning a product means that we have to understand the needs and wants of the customers and the demands of the market.
Planning a product manufacturers try to understand the needs and wants of the customers and the demands of the market.
3) Manufacturing quality is to a very great extent set by the design of the manufacturing processes.
Manufacturing the product we should pay attention to its quality.
4) When starting manufacturing a substantial effort has usually to be made to improve quality and effectiveness in the manufacturing stage.
On starting manufacturing improving quality and effectiveness becomes the in-process matter.
5) Usage of a product, as well as scrapping, can sometimes cause environmental pollution.
Scrapping the product sometimes causing environmental pollution becomes one of the vital problems mankind faces nowadays.
6) Sometimes the Life Cycle Cost (LCC) concept is useful for summarizing all costs during the product life cycle.

By summarizing all costs during the product life cycle manufacturing effectiveness could be increased.

7) It is important that marketing is based on facts so that the customer will not be disappointed due to false promises.
Marketing being based on customers’ requirements will not disappoint them due to false promises.
13. Give Russian equivalents for the following words and expressions from the text and use them in the sentences of your own:

may be divided into three phases; an important tool; supervise the process; cause environmental pollution; an important sales argument; retain a satisfied customer; consider quality aspects during all the periods of the product life cycle.   
Self-assessment questions:

1. What environmental problems can manufacturing processes cause?
2. How can companies protect the environment?
3. Why do companies need to take into consideration customers’ needs and wants?
4. Why do we consider product quality an important sales argument?

UNIT 6. Quality Assurance Fundamentals
Basic vocabulary (to be learned)
assurance - гарантия
to check - проверять, контролировать
confidence - уверенность
to impose - налагать (обязательство)

to maintain - поддерживать, сохранять

to conform - соответствовать

opportunity - возможность

relevance - уместность

to lay down - устанавливать, утверждать

guideline - руководящее указание

compliance - соответствие, согласие  

sound - разумный, правильный

complaint - жалоба, недовольство

to seek - искать, пытаться найти

benefit - выгода

inevitably- неизбежно    

deficiency - недостаток
Warm-up

1. What can the text “Quality Assurance Fundamentals” be about? How do you understand the subtitles?

Reading-Comprehension

2. Look through the text “Quality Assurance Fundamentals”. Check your guesses. What helped you in making your decision?

3. Find in the text English equivalents for the following words and expressions:

все стадии процесса осуществляются надлежащим образом; существующие стандарты качества и надежности; обеспечение гарантии качества  во всех аспектах производства;  внесенные будущие изменения, вероятно, будут незначительными; руководство о соответствии требованиям измерения и калибровки; исправленный и дополненный текст; правильная система управления качеством; возможности рынка; достижение непрерывных улучшений качества; не принятые во внимание требования покупателя; необходимый уровень качества.

Quality Assurance Fundamentals
Quality Assurance

Quality Assurance (QA) means basically that Quality Control is conducted in a systematic manner. Quality Control means checking that various stages of the process of serving the customer have been conducted correctly and any defects identified have been corrected. Quality Assurance means that the process of checking, correcting and controlling is being conducted in such a manner that the manufacturer is aware that all stages of the process are being carried out correctly (with the set quality standards in operation) and that what is planned is what is expected to result in terms of output. Quality Assurance also means that there is a set of documentation (a system) which demonstrates the existing standards of quality and reliability.

Quality Assurance has been defined as follows:   

‘Quality Assurance contains all those planned and systemic actions required to provide adequate confidence that a product or service will satisfy given requirements for quality.’ (ISO 8402 1986)

ISO 9000 Quality Standards

The term ISO 9000 is often used loosely to refer globally to a complete set of five documents which are numbered ISO 9000 to ISO 9004 and which collectively are concerned with setting out procedures that are designed to achieve high standards in quality assurance. They impose a requirement on suppliers of goods and services to establish and maintain an effective, economical and demonstrable system which ensures that what they supply conforms to specified requirements.

The first document in the set, ISO 9000, is not in fact a standard itself but consists merely of guidelines for selecting and using ISO 9001 to ISO 9003.These latter three documents are the actual quality assurance standards.

ISO 9001 is the standard of most relevance to manufacturing companies. It lays down procedures for ensuring quality assurance in all aspects of manufacturing, including product design, manufacture, installation and testing.

ISO 9002 is a subset of ISO 9001 intended for companies that only provide a manufacturing, installation and test function (i.e. no product design). It also applies to companies that only provide a service function (e.g. specialized cleaning services).

ISO 9003 is an even smaller subset of ISO 9001. It applies to companies that only provide a supply, inspection and test service (i.e. no product manufacture).

The set is completed by ISO 9004, which is again not a standard but a document which provides guidelines for developing and implementing quality systems.

The ISO quality standards have now been adopted by most countries around the world, but they are often published in individual countries with slightly different prefixes or codes so that they harmonize with pre-existing national coding systems for standards. The British Standards Institute for example issues the documents with the prefix BS.EN, the European Committee for Standardization (CEN) uses the prefix EN, and the American National Standards Institute (ANSI) and American Society for Quality Control (ASQC) jointly publish a set of documents with the codes ANSI/ASQC Q90-ANSI/ASQC Q94. Thus the corresponding equivalents of ISO 9001 are BS.EN.ISO 9000, EN.ISO 9000 and ANSI/ASQC Q91. 

It is important to note that the set of ISO 9000 quality standards defines what elements quality systems should have, but it does not prescribe how these elements should be implemented in any particular situation. This is necessarily so because every situation and application is different. Hence, any company considering adopting ISO 9000 standards is advised to seek the advice of a quality consultant who has experience of the most appropriate way of defining and implementing the necessary quality system components in the particular type of industry concerned. Standards such as ISO 9000 are subject to constant review in the light of user experience. Any company who is implementing a quality assurance system is therefore strongly advised to seek out and read the latest versions of the standards. However, companies should not be unduly alarmed by this because, based on the past experience of revisions, any future changes made are likely to be minor.

But let us look briefly at the historical development of quality standards.

The first quality assurance document was BS 5750, published by the British Standards Institute (BSI) in 1979. This had a companion document BS 5781 which provided guidance on satisfying the measurement and calibration requirements specified in BS 5750 for quality-related measurements. Then in 1987, the International Standards Organization published ISO 9000-9004 which was effectively a revised and enhanced version of BS 5759. One major part of the revision was to include a summary of BS 5781 within the new ISO 9000 series standards. The identical revised document was also published by the BSI in  1987 with the pre-existing code BS 5750, and the European Committee for Standardization (CEN) published identically worded documents as EN 29000-EN 29004.

Why is the ISO 9000 standard so important? Many companies require their suppliers to become registered to ISO 9000 standard and because of this registered companies find that their market opportunities have increased. In addition, a company’s compliance with ISO 9000 standard insures that it has a sound quality management system.

Registered companies have had dramatic reductions in customer complaints, significant reductions in operating costs and increased demand for their products and services. Other benefits can include better working conditions, increased market share, and increased profits. 

The most significant changes in the latest version (1994) of the ISO 9000 family of documents compared with the previous version are, firstly, the increased emphasis on meeting customer requirements and, secondly, the requirement to demonstrate the achievement of continuous improvements in quality. Meeting customer needs is of course always a compromise between the quality level that a customer wants and what he is prepared to pay for, as increasing the quality level inevitably increases production costs to some extent and therefore raises the price of the product. Nevertheless, this is a significant change from the previous standard which, at least in theory, allowed the supplier to define whatever level of quality he wanted. That standard merely required that the supplier had procedures in place that guaranteed that the product met the quality level specified. Of course, no sensible supplier would have disregarded customer requirements entirely in defining the target quality level. However, it was market forces rather than the standard that was the prime motivator. 

ISO 9000 Registration

It is appropriate here to give a brief summary of the main steps necessary to achieve ISO 9000 registration of a quality system. 

Once the quality system has been implemented, its operation must be carefully monitored by a series of internal audits until everything seems to be working satisfactorily. Once this stage is reached, the company can apply to their National Standards Organization (in the USA, the appropriate body is the American Registrar Board, and in the UK it is the British Standards Institute) for an external audit, which is a necessary prerequisite of registration. The accreditation body will appoint a registrar to audit the system, and this be done at a mutually agreed time. The audit will examine whether the design, documentation and implementation of the quality system are satisfactory and whether the target quality level is being met. Once any deficiencies that the registrar has identified have been put right, a certificate of registration will be issued and the company will be placed on a public register of companies who are operating in the appropriate ISO 9000 standard (either ISO 9001, ISO 9002 or ISO 9003).
 (7914 п. зн.)  

4. You have 3 min. to look through the part “Quality Assurance” to explain the meaning of this term in a simpler way.

5. Name the aspects which the part “ISO 9000 Quality Standards” touches upon.

6. Which of the sentences denote the main issues of “ISO 9000 Quality Standards”?

7. You have 3 min. to look through the part “ISO 9000 Registration” and give a summary of it.

8. Comprehension questions to the text “Quality Assurance Fundamentals”
1) What is Quality Assurance?

2) What does the set of ISO 9000 consist of?

3) What does ISO 9001 lay down?

4) What is ISO 9002 intended for?

5) What is ISO 9003?

6) What does ISO 9004 provide?

7) Why is the set of ISO 9000 quality standards so important?

8) What assurances do you have when you deal with an organization that is registered to ISO 9000 standards?

9) Do registered companies have benefits?

10) What are the main steps of achieving ISO 9000 registration of a quality system?

9. What are the main issues the text “Quality Assurance Fundamentals” deals with? Make up a list of them in the written form.
10. What words can be used to link these problems in order to make a coherent text? 

11. According to the list (ex. 9) write an abstract of this text.

Discussion

12.  Think and answer: 

1) Does the set of ISO 9000 quality standards really insure the quality of a product or not? Give your opinion.

2) Are there any disadvantages of the system of quality assurance?

13. Find the linking words (see App. II, p. 44) and translate the sentences.

1) Otherwise, large shares of the market will be lost to those competitors who are more aware of the importance of quality.

2) Therefore, it is necessary to remain close to the person whose loyalty you wish to retain.

3) Then we also have to take into consideration the fact that experienced quality is affected not only by the above mentioned dimensions, but also by such things as marketing and whatever “prejudices” the customer might have.

4) So far we have mainly discussed external customers and their quality concept, but within the company every employee has internal customers, with their needs, expectations and requirements which are necessary for them to do a good job, satisfying their customers.

5) It is a sort of service quality which is to a large extent dependent on how contacts are handled by, for instance, marketing people and service staff.

6) However, a global definition which encompasses most of the different interpretations is that TQM is an integrated approach to quality which operates in all parts of a company and encompasses a style of management aimed at achieving the long-term success of a company by linking quality with customer satisfaction.

7) Top management must also actively take part in the improvement process.

8) Summarizing the above TQM requires that the quality of the company’s product (whether the supply of manufactured goods or the provision of a service) should be the company’s number one priority, and that there should be an ongoing commitment to progressively increasing quality still further.

9) Nowadays General Motors and Toyota cooperate at a factory in Freemont, California. Before this cooperation existed, GM had serious problems with its activities. The new management concentrated their work on training for quality improvements for all their employees. Today productivity and product quality at the factory in Freemont are as good as those at the factories belonging to Toyota in Japan. Earlier the workers were blamed for the bad quality of American cars. In reality, a lack of commitment and inadequate knowledge within top management were the reasons for their problems.

10) In addition, the connection between the needs of the customer and the function and the price of the product means a lot for the valuation of the product quality.

11) However, we have to understand the customers and understand why they have the stated opinions and expectations. 

12) The process transforms certain input like, say, information and material, into certain output in the form of various kinds of goods or services.

13) Also, and more importantly, it is possible to obtain the information needed to improve the process.

14) Instead it should be looked upon as a part of the statistics which can give information about how well the process is working and how it can be improved.

15) Therefore, continuous quality improvement of goods and services produced by the company is necessary.

16) Competitive advantages can thereby be achieved.

17) Even without any external pressure a continuous improvement of quality is well justified from a cost point of view.

18) In most cases defects also cause other costs.

19) Let us finally comment on the popular slogan “Do it right the first time”. This slogan must be interpreted carefully. In order to delight our customers we have to change in order to improve. Therefore, we have to dare to make some mistakes in the improvement process. However, it is a deadly sin not to learn from these mistakes.

20) As a matter of fact this fourth element could also be interpreted as a consequence of the other elements rather that a condition.

21) An obvious trend today is that large companies drastically reduce the number of suppliers.  

22) Once more we want to emphasize the fact that a basic condition for a company to succeed in its overall efforts to improve quality and to lower costs is that management show a strong commitment to questions regarding quality.

23) Hence, any company considering adopting ISO 9000 standards is advised to seek the advice of a quality consultant who has experience of the most appropriate way of defining and implementing the necessary quality system components in the particular type of industry concerned.

24) But let us look briefly at the historical development of quality standards.

25) Nevertheless, this is a significant change from the previous standard which, at least in theory, allowed the supplier to define whatever level of quality  he wanted .

26) Of course, no sensible supplier would have disregarded customer requirements entirely in defining the target quality level. However, it was market forces rather than the standard that was the prime motivator.

14. Give Russian equivalents for the following words and expressions from the text and use them in the sentence of your own:

achieve high standards in quality assurance; impose a requirement on suppliers of goods and services to do smth; have dramatic reductions in customer complaints; benefits; production costs; be subject to constant review; сonsist of smth; increase market opportunities.

15. Speak on your branch of engineering using the linking words and the terms learnt.

Self-assessment questions:

1. What is ISO?
2. What types of ISO can you name?
3. What does each type of ISO deal with?
4. Why do we need standards?
Приложения
APPENDIX I

SUPPLEMENTARY MATERIAL TO UNIT 4
A quality strategy must be based on top management commitment in order to be successful. With this commitment as a basis the strategy should include the following important elements:

· focus on customers

· base decisions on facts

· focus on processes

· improve continuously

· let everybody be committed.

· Focus on Customers

In today’s view of quality we have to focus on the customers. Quality has to be valued by the customers, and it has to be put in relation to their needs and expectations.

This means that quality is a relative term, which to a large extent is set by the competition on the market. The quality of products, both goods and services, can be experienced as having deteriorated significantly if a competitive alternative with better properties turns up on the market. In addition, the connection between the needs of the customer and the function and the price of the product means a lot for the valuation of the product quality. To focus on the customers implies finding out what the customers want and need. This must be done by conducting market research and then trying to fulfill the market expectations while systematically developing and manufacturing the product. To focus on the customers does not mean that the customers are always right. However, we have to understand the customers and understand why they have the stated opinions and expectations. We are the experts on our products. If we can see through our customers’ stated opinions and understand the background we have the opportunity of supplying our customers with products that fill them with surprise and delight.

Focusing on the customers does not only apply to the external customers, the buyers and final users. Every employee has customers within the company, internal customers. Their needs, in order to do a good job, also have to be satisfied. In order to be able to satisfy the external customers (high external quality) we also have to satisfy our internal customers (high internal quality). Low internal quality means disturbances in the form of redesigns, reprocessing, scrapping and delays with losses of productivity and high costs as a consequence. Trying to reach high external quality with low internal quality is bound to be unsuccessful in the long run.

     Base Decisions on Facts.

     An important element in modern quality philosophy is to make decisions based on facts which are well-founded, and not to allow random factors to be of decisive importance. These facts could have been obtained through well performed market analyses.

Another cause of failure might be that the company had insufficient knowledge about the product before it was marketed, they had missed crucial facts. Designed experiments are often neglected in connection with product and process development. Such experiments can act as a basic for a process design which results in better quality at a lower price. 


[image: image7.emf]Relative cost of a design change (logarithmic scale)

Time

P

l

a

n

n

i

n

g

D

e

v

e

l

o

p

m

e

n

t

M

a

n

u

f

a

c

t

u

r

e

U

s

a

g

e

1000

100

10

1


Figure 3. The costs for design changes increase rapidly as a function of time during the planning and production process.

It is becoming more important to create conditions for high quality during the development of products. Facts have to be considered early in product life cycle and should not come as a surprise later on. One reason is illustrated in Figure 3. A change at an early stage of product development is much less expensive that changing a product which has already been produced or, even worse, a product which is already on the market. The shortness of life cycles is the reason why it is impossible to make successive improvements and in this way test the product on the market. The product has to be completely developed when introduced on the market in order to yield a profit right from the sales growth.

It is also important to have a strategy for making decisions based on facts in connection with manufacturing. Earlier, a lot of facts have been collected and a lot of measurements have been made. It rarely occurs that the most important conclusions about the manufacturing process have been drawn from these data. Measurements have been made to evaluate single units and not to evaluate and improve the manufacturing process in which the units have been produced. Collected data have been stored in files, later on tapes or discs, without ever being used. Simple statistical methods have not been used to process and analyse the data. Such an analysis could have served as an excellent basis for variation reduction of the manufacturing process and thus for achieving improved quality, for example:

Let us see competition strategy at the Japanese company Casio, whose products include watches and calculators. Casio uses its flexibility to accelerate and shorten the product life cycles. By being in close contact with the market and by analyzing the wants and needs of the customers it is possible for the company to transform these into technical solutions. By quickly reaching a production volume it is possible to take a large share of the market. When the competitors have achieved a large volume prices can be lowered, still at a profit. The competitors, however, are not able to cover their costs.

Data also have to be collected for support processes, i.e. processes which support the main processes of the company, for instance various administrative processes. This should be done in order to continuously improve these processes too.

Focus on Processes

     Nearly every organized activity can be looked upon as a process, whose aim it is to deliver products which satisfy its customers. This process is supported by an organization consisting of people and their relations, resources and tools.
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Figure 4     A process transforms certain resources into results that should satisfy the customers of the process by using as small amounts of resources as possible.

The process transforms certain input like, say, information and material, into certain output in the form of various kinds of goods or services. The process links history with future.  From the process, data are generated.  These data, including measurements of the results, indicate how well the process satisfies the needs of the customers.

Using statistics from the histories of the processes it is possible to draw conclusions regarding their future results. Also, and more importantly, it is possible to obtain the information needed to improve the process. The process view means not looking upon every single piece of data, for instance, a measurement result or a complaint from a customer, as something unique. Instead it should be looked upon as a part of the statistics which can give information about how well the process is working and how it can be improved. 

Improve Continuously

The third element in a successful quality strategy is working towards continuous quality improvements. The external demands for quality are continuously being increased. Therefore, continuous quality improvement of goods and services produced by the company is necessary. Competitive advantages can thereby be achieved. Market shares will not be lost to companies which better live up to the quality demands of the market.   

Even without any external pressure a continuous improvement of quality is well justified from a cost point of view. Measured costs due to defects and other non-quality contributions are large today. It is not unusual for them to amount to between 5% and 20% of the sales price. In most cases defects also cause other costs. If a high rate of disturbances has been accepted this has to be compensated for by many products in work and big buffer stocks. 

The corresponding capital costs are not usually registered as costs due to poor quality. Their contributions can however amount to a considerable part of the costs that have to be paid due to the fact that far too low a quality level has been accepted.   

Important tools in the continuous drive for better quality are simple statistical methods such as “the seven  Quality Control (QC) - tools”; see Figure 5 


[image: image9.emf]Control chart

Scatter plot

Pareto chart

Data collecting

Stratification Ishikawa chart

Histogram


Figure 5. The seven QC - tools.

Let us finally comment on the popular slogan “Do it right the first time”. This slogan must be interpreted carefully. In order to delight our customers we have to change in order to improve. Therefore, we have to dare to make some mistakes in the improvement process. However, it is a deadly sin not to learn from these mistakes. 

Let Everybody Be Committed

In order to ensure that the quality strategy is successful everybody has to be committed to customer satisfaction and to continuous quality improvement. The fourth element in the quality strategy of a company is therefore to make everybody committed to the improvement process.

Jan Carlzon, formerly President of Scandinavian Airlines Systems (SAS), tells a story about two stonemasons who make granite blocks square. When asked what they were doing one of them answered tiredly that he was making the granite blocks square, while the other one enthusiastically answered that he was building a cathedral. The employees must have the chance to feel commitment, professional pride and responsibility to be able to do a good job.

As a matter of fact this fourth element could also be interpreted as a consequence of the other elements rather that a condition. Those who have been given a chance to do a good job and to feel professional pride, and who are recognized when they have done a good job, will also be committed to their job. This leads to improved product quality.

Not only everybody within the company, but all the suppliers of material, have to be involved in the quality work.  An obvious trend today is that large companies drastically reduce the number of suppliers.  These companies choose to tie down a small number of suppliers even if these do not offer the lowest prices. The aim of big companies is to increase the commitment, responsibility and quality awareness of the suppliers.

Once more  we  want  to  emphasize  the  fact  that  a  basic condition  for a company to succeed in its  overall  efforts to  improve quality and to lower costs is that management show a strong commitment to questions regarding quality. Only then can a quality strategy focusing on the customers and built upon the four elements described above be successful. The quality strategy has to involve all the activities in the company, not only those which are directly involved in the manufacturing of the product.
 (10350 зн.)
1. Comprehension questions:

1) What important elements does a quality strategy include?

2) What is meant by “focusing on the customers”?

3) How must it be done?

4) Are the customers always right?

5) Why is it necessary to make decisions based on facts?

6) Why should a company devote special attention to continuous quality improvement of goods and services?

7) What important quality tools do you know? 

8) What is the fourth element of the quality strategy? 

9) What is the aim of big companies in the improvement process?

2. What do the main issues of the whole text (all 5 parts) deal with? Make up a list of them.

3. According to the list (ex. 2) make up an abstract of the whole text.

Discussion

4. Interpret the popular slogan: “Do it right the first time.”

Grammar

5. Scan the whole text and find the sentences with the word it. Explain its meaning in each sentence.

6. Translate the sentences given paying attention to the functions of the word it.
1) Quality has to be valued by the customers, and it has to be put in relation to their needs and expectations.

2) Another cause of failure might be that the company had insufficient knowledge about the product before it was marketed, they had missed crucial facts.

3) The shortness of life cycles is the reason why it is impossible to make successive improvements and in this way test the product on the market.

4) It is also important to have a strategy for making decisions based on facts in connection with manufacturing.

5) It rarely occurs that the most important conclusions about the manufacturing process have been drawn from these data.

6) By being in close contact with the market and by analyzing the wants and needs of the customers it is possible for the company to transform these into technical solutions. 
7) By quickly reaching a production volume it is possible to take a large share of the market.
8) Using statistics from the histories of the processes it is possible to draw conclusions regarding their future results. 

9) Also, and more importantly, it is possible to obtain the information needed to improve the process.

10) It is the fourth element in the quality strategy of a company that is to make everybody committed to the improvement process.

11) It is those who have been given a chance to do a good job and to feel professional prides that are recognized when they have done a good job.

12) It will be the quality strategy that has to involve all the company activities. 

7. Translate the sentences paying attention to V–ed forms of the verbs.

1) The quality required made manufacturers look for more efficient ways of producing goods. 

2) The customers’ opinions and expectations stated in pre-use phase influence the final product quality.

3) Designed experiments often neglected in connection with product and process development should act as a basis for a process design which results in better quality at a lower price.

4) Facts considered early in product life cycle should not come as a surprise later on.

5) The product completely developed must be introduced on the market in order to yield a profit right from the sales growth.

6) A lot of facts collected and a lot of measurements made resulted in the most important conclusions about the manufacturing process drawn from these data.

7) Measurements made to evaluate single units and not to evaluate and improve the manufacturing process in which the units have been produced were finished just before the conference.

8) Data collected stored in files, later on tapes or discs, without ever being used brought about an explosion of interest.

9) Continuous quality improvement of goods and services produced by the company is necessary.

10) Not only everybody within the company, but all the suppliers of material involved in the quality work have to change in order to improve the product quality.

8. Give Russian equivalents for the following words and expressions from the whole text and use them in the English sentences of your own:

a competitive alternative with better properties; have the stated opinions and expectations;  be able to satisfy smb; make decisions based on facts; an  early stage of product development; yield a profit; evaluate and improve the manufacturing process; use statistical methods; draw conclusions; achieve competitive  advantages; be involved in the quality work;  increase  the commitment; responsibility and quality awareness.

APPENDIX II

LINKING WORDS
	Listing

	first, second, third
	Первое, второе, третье

	firstly, secondly, thirdly
	Во-первых, во-вторых, в-третьих

	first, furthermore, finally
	Во-первых, кроме того, наконец-то

	to begin, to conclude, in conclusion
	Для начала, чтобы сделать вывод, в завершение

	next, last, finally
	следующий, последний, наконец

	In addition, moreover
	Кроме того, более того

	Further, furthermore
	Далее / кроме того

	Reinforcement

	above all
	прежде всего

	also
	также

	as well (as)
	также (как)

	Besides, furthermore
	кроме того

	in addition
	кроме того

	in the same way
	таким же образом

	moreover
	более того

	not only ... but also
	не только ... но и

	Similarity

	correspondingly
	соответственно

	equally
	одинаково

	in the same way
	таким же образом

	likewise
	также

	similarly
	аналогично

	Examples

	as follows:
	следующим образом:

	for example, for instance
	например

	namely
	а именно

	that is
	то есть

	
	

	Summary

	in brief
	вкратце

	in conclusion, to conclude
	в заключение

	in other words
	другими словами

	overall
	в целом

	therefore
	поэтому

	to summarise
	подводя итог

	Obvious ideas

	obviously
	очевидно

	clearly
	ясно

	naturally
	естественно

	of course, surely
	конечно

	as can be expected
	как можно ожидать

	after all
	В общем, помимо прочего

	Undoubtedly
	Несомненно

	Indeed
	Действительно

	Emphasis

	Generally
	Вообще

	Admittedly
	Правда

	In fact
	На самом деле

	Particularly / in particular
	Особенно / в особенности

	Especially
	Особенно

	Importantly
	Главное

	Alternative

	alternatively
	в качестве альтернативы / как вариант

	rather
	скорее

	on the other hand
	с другой стороны

	the alternative is
	Альтернатива такова

	another possibility would/could be
	другой возможностью могло бы быть


APPENDIX III

PROJECT WORK

When you make up a presentation keep in mind the following:
1. the following “rule of six” may be useful to make up slides:

·  maximum six lines per slide;

·  maximum six words per line.

If you stick to this rule, “you will not risk overloading your slides with too much information” (Grussendorf M. English for presentations. Oxford University Press, 2008).

2.  Welcome the audience.

3.  Explain your objective.

4.  Signal the beginning and the end of each part.

5.  Highlight the main points.

6.  Give conclusions.

7.  Invite giving questions.

Phrases that can help to make a presentation

Introduction

	My presentation is concerned with …
	Моя презентация посвящена …

	My presentation deals with …
	

	The subject matter of my presentation is …
	Предмет моего исследования …

	The main issue is concerned with …
	Основная проблема связана с …

	The reason why I chose this subject is …
	Мой выбор обусловлен …

	It’s the least investigated … (problem)
	Это наименее изученная …

	It’s of practical value for…
	Это имеет практический интерес для …

	It’s a moot point.
	Это спорный (неясный) момент.


Structuring your presentation

	I’ve divided my presentation into … main parts: a, b and c.
	Я разделил презентацию на … основных частей: а, б и в.

	I’ll focus on … major issues: …
	Я сконцентрирую внимание на трех основных вопросах: …

	First(ly) …, Second(ly) …, Third(ly)…, After that …, Finally …
	Вначале/Первое…, Затем/Второе …, Третий этап…, И, наконец, …

	I’ll begin/start off by …
	 Я начну с …


Referring to information
	In addition to
	В дополнение к …

	In the same way
	Аналогичным образом

	In contrast to
	В противоположность 

	In/By comparison with
	По сравнению с …

	This diagram/chart … shows
	Эта диаграмма/схема/ показывает

	The data suggest(s) that/ gives evidence to the 
	Данные говорят о том, что/свидетельствуют о том, что

	This is caused/ determined by
	Это вызвано/обусловлено тем, что

	I’d like to draw your attention to
	Я бы хотел привлечь ваше внимание к

	We’ll come back to this point later.
	Мы вернемся к этому вопросу позже.

	As you know/ As I’m sure you are aware
	Как вы знаете

	In brief, In short
	Если сказать об этом кратко

	In other words
	Иными словами


Conclusion 
	(To sum up/ To summarize/ To conclude) I’d like to note that…/let me …
	(Суммируя сказанное/В заключение) хотелось бы отметить…/позвольте …

	I’d like to conclude by saying that…
	В заключение хотелось бы отметить…

	I hope the presentation has provided enough data to prove…
	Полагаю, что в ходе презентации было предоставлено достаточное количество данных, чтобы подтвердить…

	Thank you for your attention.
	Спасибо за внимание.

	Are there any questions?
	


Dealing with questions

	Thank you for the question.
	Спасибо за вопрос.

	Could you say that again, please?
	Повторите, пожалуйста.

	Do you mean to say that …
	Вы имеете в виду, что …?

	If I understood you correctly, …
	Если я понял(а) Вас правильно …

	Sorry, I’m afraid this is beyond the scope of my area of research.
	К сожалению, это не входило в задачу моего исследования.

	The way I see it is …
	Насколько я это понимаю …

	You see, the point is…
	Видите ли, дело в том, что …


ЗАКЛЮЧЕНИЕ

Предлагаемое учебное пособие «Концепция качества» является завершающим при освоении  учебной дисциплины «Иностранный язык» при обучении бакалавров по направлению подготовки 27.03.01 «Стандартизация и метрология». Представленный в пособии лексический материал имеет профессиональную направленность, и помогает студентам лучше ориентироваться в специальной понятийной области для решения практических задач. Упражнения, направленные на отработку как навыков разных видов чтения (аналитическое, изучающее, ознакомительное, просмотровое), так и монологической и диалогической речи способствуют лучшей адаптации в профессиональной среде. А формирование умения написания аннотации поможет будущим бакалаврам лучше ориентироваться в содержании научной литературы. 

Междисциплинарный характер представленного пособия служит подготовке студентов к профессионально-ориентированной коммуникации в устной и письменной формах на английском языке. Умение извлекать нужную информацию из англоязычных литературных источников по своей профессии, проанализировать ее и использовать для того, чтобы сформулировать свое аргументированное высказывание по заданной проблеме и сделать устное сообщение, поможет выпускникам кафедры постоянно повышать свой профессиональный уровень уже после окончания вуза, быть на переднем крае мировых достижений в своей профессиональной области.
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