The book was found

Info Service Excellence TQM

NERMATION
SERVICE
EXCELLENCE

Thmagh

' A DOWNLOAD EBOOK
-Jqd{]be

e T


http://ebookslight.com/en-us/read-book/l9pGR/info-service-excellence-tqm.pdf?r=zUPigU%2BkjHOMo68HAxK9XIOWoWA6IcPzAHrjEhTBNWf0De3TpCm5jF1LKWlnvHYw
http://ebookslight.com/en-us/read-book/l9pGR/info-service-excellence-tqm.pdf?r=ApbwpTri%2FqroLuVapPX0DWanxittbZQuB0cZeXYWp2tq%2FCsYERCpgXU5mk5oz7zh

Synopsis

This book presents an application of total quality management (TQM) principles, tools, and
techniques to the business of defining, constructing, and delivering automated information systems
and services. This book will prepare anyone within an information services (IS) department to
understand and fully participate in the quality improvement and reengineering challenges facing
corporate America and the government. It also illustrates for IS user management and the quality
assurance professional some of the actions an IS provider needs to take in order to support the
quality initiatives of the rest of the organization. Author Timothy Braithwaite uses his many years of
experience as a systems development and data processing executive to apply the principles of
TQM to the development process and to the management practices of the IS department. His
approach helps any IS department to easily comprehend this to-the-point primer on how to apply
TQM in the typical IS departmental environment. Key topics of the book include a generic treatment
of TQM applied to the business of IS; the need to improve the quality and performance of most
information systems and services; TQM and the management of the systems development process;
how to create an environment for success for quality improvement initiatives; steps for implementing
a system of continuous improvement in IS; creating a quality-conscious IS organization; Deming’s 14
points applied to the IS organization; identifying and using cost of quality to monitor IS projects and
identify areas requiring corrective action; steps for getting an IS/TQM program started and hints for

resuscitating one that has floundered.
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Customer Reviews

After reading the author’s "The Power of IT: Maximizing Your Technology Investments" | was
sufficiently impressed with his work to track down other books that he had written.This book starts
with a 360 degree view of IS by giving the following viewpoints and perceptions: users, bottom line,
and from within IS itself. Although this book was written in 1994 it is as valid today as when Mr.
Braithwaite wrote chapter 1. The next chapter is a discussion of TQM, and its main value is to
synchronize the author’s definitions with our own. A few topics here were real gems, including
managing by prevention, identifying and measuring the cost of quality, and measuring the
performance of business processes which IS is chartered to support. The best part of this chapter
the structure and approach for institutionalizing management of change. Mr. Braithwaite proposes
four different groups: (1) management, (2) measurement, (3) education and (4) employee
involvement committees. This approach does ensure that all major stakeholders are involved, and it
also will prevent IT/IS from operating in a vacuum.Chapter 3 is devoted to TQM within IS, but the
focus moves to systems development. | was hoping for a more holistic treatment of IS that also
covered service delivery and support, and production. These areas are covered, but only within the
context of systems development. The next three chapters are devoted to incorporating TQM into the
systems development process. Chapter 4 is devoted to establishing TQM, chapter 5 covers TQM
initiatives in the requirements definition phase, and chapter 6 addresses TQM in the build and
delivery phases. Chapter 6 has some excellent information on metrics, testing and release to
production.l especially liked chapter 7, which focuses on creating a quality culture within IS. Some
of the factors and indicators that Mr. Braithwaite provides in this chapter are worth reading carefully,
including staff turnover and the effect on cost of quality, and the TQM implementation model for IS. |
also liked the way the author aligns seven of Deming’s principles to IS department management.
This is another area that is worth reading.Chapter 8 wraps up this 141 page book with a discussion
of future directions for IS within the context of TQM. Some of the key points here include: change
perceptions [of users and the business] through performance, add value to the enterprise, and
formulate a long-term vision. These points should be mandates for any IS department regardless of
whether they elect to implement TQM or not.Overall this is a valuable book if your organization does
heavy development. If your development is limited to light maintenance programming or adding
features to an enterprise resource planning application, much of this book will not apply. If you are in
the first group or you want to learn about how TQM can be applied to development, you will find this

to be a 4-star book that is worth tracking down.
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