PJM440: PROJECT QUALITY MANAGEMENT
Credit Hours: 3
Contact Hours: This is a 3-credit course, offered in accelerated format. This means that 16 weeks of material is
covered in 8 weeks. The exact number of hours per week that you can expect to spend on each course will
vary based upon the weekly coursework, as well as your study style and preferences. You should plan to
spend 14-20 hours per week in each course reading material, interacting on the discussion boards, writing
papers, completing projects, and doing research.
Faculty Information: Faculty contact information and office hours can be found on the faculty profile page.

C OURSE D ESCRIPTION AND O UTCOMES
Course Description:
This course introduces the concepts and benefits of having a systematic approach to business process, and
project quality management that involves all employees in continuous improvement for the purpose of
improving quality and reducing waste. Students will study Six Sigma, re-engineering, TQM strategy, TQM data
capture, Theory of Constraints, and effective communication techniques used to integrate the quality principles
into the culture and activities of the organization. (This course is also offered through CBE. Credits earned using
this option will appear on transcripts with an “EX” suffix.)

Course Overview:
In this course, you will learn the foundational principles, methods, and tools to implement a systematic
approach for business process and project quality management. Quality results in sustainable customer
satisfaction by continuously improving people, processes, and products in an organizational cultural
environment that values empirical outcomes based on a data-driven approach for making decisions and solving
problems. You will study Six Sigma, re-engineering, TQM strategy, TQM data capture, Theory of Constraints, and
effective communication techniques used to integrate the quality principles into the culture and activities of the
organization.

Course Learning Outcomes:







Examine the roles of business process and project quality management in the organizational culture.
Identify the benefits of common continuous quality approaches.
Apply quantitative methods for quality improvements.
Recommend best practices for implementing project quality management.
Demonstrate an understanding of business process and project quality management.
Identify industry standards and best practices used in business process and project quality management.

P ARTICIPATION & A TTENDANCE
Prompt and consistent attendance in your online courses is essential for your success at CSU Global Campus.
Failure to verify your attendance within the first 7 days of this course may result in your withdrawal. If for some
reason you would like to drop a course, please contact your advisor.
Online classes have deadlines, assignments, and participation requirements just like on-campus classes. Budget
your time carefully and keep an open line of communication with your instructor. If you are having technical
problems, problems with your assignments, or other problems that are impeding your progress, let your
instructor know as soon as possible.

C OURSE M ATERIALS
Required:
Goetsch, D. L., & Davis, S. D. (2016). Quality management for organizational excellence: Introduction to total
quality (8th ed.). Upper Saddle River, NJ: Pearson Education, Inc. ISBN: 9780133791853
Project Management Institute [PMI]. (2017). A guide to the project management body of knowledge (PMBOK ®
Guide) (6th ed.). Newton Square, PA: PMI Publications. ISBN: 978-1-62825-184-5
NOTE: All non-textbook required readings and materials necessary to complete assignments, discussions, and/or
supplemental or required exercises are provided within the course itself. Please read through each course module
carefully.

C OURSE S CHEDULE
Due Dates
The Academic Week at CSU Global begins on Monday and ends the following Sunday.





Discussion Boards: The original post must be completed by Thursday at 11:59 p.m. MT and Peer
Responses posted by Sunday 11:59 p.m. MT. Late posts may not be awarded points.
Opening Exercises: Take the opening exercise before reading each week’s content to see which areas
you will need to focus on. You may take these exercises as many times as you need. The opening
exercises will not affect your final grade.
Mastery Exercises: Students may access and retake mastery exercises through the last day of class until
they achieve the scores they desire.
Critical Thinking: Assignments are due Sunday at 11:59 p.m. MT.

W EEKLY R EADING AND A SSIGNMENT D ETAILS
Module 1
Readings
·

Chapters 1 & 2 in Quality Management for Organizational Excellence: Introduction to Total Quality

·
·
·

American Society for Quality (ASQ). (2016). What is total quality management (TQM)? Retrieved
from http://asq.org/learn-about-quality/total-quality-management/overview/overview.html
Part 1, Chapter 8 Introduction, & 8.1 in A guide to the project management body of knowledge
(PMBOK ® Guide – 6th edition)
Slides 1-19 in the PowerPoint supplement to Quality Management for Organizational Excellence:
Introduction to Total Quality

Opening Exercise (0 points)
Discussion (25 points)
Mastery Exercise (10 points)
Portfolio Milestone (0 points)
Options #1 & #2
Begin early! Your Portfolio Project is due the end of Week 8.
Now is the time to be thinking about your Portfolio assignment. Please read the full Portfolio Project
description on the Week 8 Assignments page to preview your Portfolio Project assignment. Also, review
the final Portfolio Project grading rubric which you can access in the Assignments section.
Although no assignment is due until Week 3, consider beginning your work now in partial fulfillment of
the Portfolio while concepts are fresh in your mind. Students choosing this option may wish to capture
pertinent notes from this module that apply to the portfolio. Save your research from this week as it
may help you in your portfolio production. Although you cannot reuse your written words from the
assignments, you can take advantage of your gathered research saving you time on your portfolio.

Module 2
Readings
·
·
·

·
·

Chapters 3 & 5 in Quality Management for Organizational Excellence: Introduction to Total Quality
Porter, M. E., & Heppelmann, J. E. (2015, October). How smart, connected products are
transforming companies. Harvard Business Review, 93(10), 96-114.
Teplov, V. I., Tarasova, E. E., Matuzendo, E. V, Alyavieva, M. V. & Velenov, O. N. (2016). Commercial
activity business processes reengineering: Theoretical, methodological and practical aspects. Journal
of Advanced Research in Law and Economics, 7(3), 649-661.
Part 1, Chapter 8.2 & 8.3 in A guide to the project management body of knowledge (PMBOK ® Guide
– 6th edition)
Slides 20-30, 43-53 in the PowerPoint supplement to Quality Management for Organizational
Excellence: Introduction to Total Quality

Opening Exercise (0 points)
Discussion (25 points)
Mastery Exercise (10 points)
Critical Thinking Assignment (90 points)

Option #1: Consulting in Business Process Reengineering
Assume the role of consultant to a large organization that is considering business process reengineering
for one of its national divisions. The organization has not undertaken this type of reengineering before
and needs your help to know what to expect. Write an academic paper, meaning APA, current scholarly
research, and citations and references, which may be used by the management stakeholders to
understand the following:
1. Why, according to research, should the organization consider business process reengineering,
meaning what advantages would business process reengineering likely give the organization?
2. What is the tested business process reengineering “process” that you as the consultant would
have the organization follow?
3. Who, according to research of a typical organization, will be required from the organization
according to your research into a typical organization and what roles will they play?
4. What problems, risks, failures, according to research, may result and what treatment options
are needed to offset those concerns?
Note: Remember that opinion is not valuable unless it is based on academic research, i.e., current
scholarly research (published in academic journals in the most recent 5 years), and the paper clearly
attributes the information using citations and references.
Submission:





Prepare a 3- to 4-page paper (not including the required title and reference pages and any
appendices you may find necessary) detailing and compiling the specifics to items 1-4 above.
Support your paper with a minimum of three current (published in the most recent five years)
scholarly sources from the CSU Global Library, in addition to any course textbooks, required or
recommended readings, or lecture material you decide to use.
Format your entire paper according to the CSU Global Guide to Writing & APA.
Be clear, concise, and focused. Be sure to properly organize your writing and after the title on
page 2, include an introduction with a thesis and mapping for your paper; headings/subheadings
for the body of your work; analysis and recommendations (if applicable); a conclusion; list of
references; and any appendices.

Option #2: Failure or success of business process reengineering
Some say that only failing businesses try business process reengineering and so business process
reengineering is doomed to fail. Write an academic paper, meaning APA, current scholarly research, and
citations and references to cover the following:
1. What type of organizations use business process reengineering and what is the current state of
businesses’ success or failure at the inception of business process reengineering (i.e., are the
businesses in trouble)?
2. Why do businesses choose business process reengineering and what is the success or failure
rate of business process reengineering for those who employ it?
3. What causes business process reengineering to fail?
4. Is business process reengineering employed widely today or is it a past management fad from
the past (if a past trend, what do businesses choose to do today to improve processes)?

Note: Remember that opinion is not valuable unless it is based on academic research, i.e., current
scholarly research (published in academic journals in the most recent 5 years), and the paper clearly
attributes the information using citations and references.
Submission:






Prepare a 3- to 4-page paper (not including the required title and reference pages and any
appendices you may wish to include) detailing and compiling the specifics to items 1-4 above.
Support your paper with a minimum of three current (published in the most recent five years)
scholarly sources from the CSU Global Library, in addition to any course textbooks or lecture
material you decide to use.
Format your entire paper according to the CSU Global Guide to Writing & APA.

Be clear, concise, and focused. Be sure to properly organize your writing and after the
title on page 2, include an introduction with a thesis and mapping for your paper;
headings/subheadings for the body of your work; analysis and recommendations (if
applicable); a conclusion; list of references; and any appendices.

Module 3
Readings
·
·
·
·

Chapters 4, 6, & 13 in Quality Management for Organizational Excellence: Introduction to Total
Quality
Brkic, V. S., & Tomic, B. (2016). Employees factors importance in Lean Six Sigma concept. TQM
Journal, 28(5), 774-785.
Moroz, E., Szkutnik, J., & Lazanyi, K. (2016). Application of the theory of constraints in knowledge
management. Management, Enterprise and Benchmarking in the 21st Century, 205-214.
Slides 31-42, 54-61, and 135-147 in the PowerPoint supplement to Quality Management for
Organizational Excellence: Introduction to Total Quality

Opening Exercise (0 points)
Discussion (25 points)
Mastery Exercise (10 points)
Portfolio Project Milestone (100 points)
Portfolio Project Milestone - Option 1 – Quality Management and Small Cell Infrastructure Design
In Module 3, you are asked as a first step, to familiarize yourself with the Small Cell Infrastructure Design
Guidelines. Note that two contract firms were instrumental in the development of the guidelines:
Clanton & Associates, Inc. and Jacobs Engineering Group. After your review of the guidelines, you are
asked to provide your input to the following:
 Are the current Small Cell Infrastructure Design Guidelines (SCIDG) ones that promote high
quality? If yes, how? If no, why not and what should change to promote quality? Support your
position with specific references to the SCIDG or current scholarly documentation.
 What do you interpret to be meant by “quality” from the perspective of the public works
personnel, communications companies deploying small cell infrastructure, the contract

companies involved, and the public both now and in the future? What support do you have for
your position with specific references to the SCIDG or current scholarly documentation?
 What are the drivers for change, and the barriers to change from the perspective of the public
works personnel and the public? Are there competing drivers for change that may impact
quality from the public’s perspective? Support your position with specific references to the
SCIDG or current scholarly documentation.
Submission:
 Write a paper addressing the Module 3 Milestone questions for the case of The Department of
Public Works, Engineering Division for the City and County of regarding the Small Cell
Infrastructure Design Guidelines and quality management. Your paper should be 3-4 pages in
length, not including the required title and references pages and any appendix if required. For
more information see “How do I do an Appendix in APA style?”
 Support the Milestone paper with a minimum of three current (published in the most recent five
years) scholarly sources from the CSU Global Library. This is in addition to any course textbooks,
lecture material you decide to use, or the case itself. Of course, you may always exceed the
minimum number of sources.
 Format the paper according to the CSU Global Guide to Writing & APA.
 Be clear, concise, and focused.
Portfolio Project Milestone - Option 2 – Total quality management and the Office of Personnel
Management (OPM) on Federal Retirements
In Module 3, you are asked as a first step, to familiarize yourself with the Government Accounting Office
(GAO), Office of Personnel Management (OPM) May of 2019, publication of the Federal Retirement:
OPM Actions Needed to Improve Application Processing Times. After your review of the guidelines, you
are asked to provide your input to the following:
 Is the current Federal Retirement: OPM Actions Needed to Improve Application Processing
Times document one that promotes high quality? If yes, how? If no, why not and what should
change to promote quality? Support your position with specific references to the GAO report or
current scholarly documentation.
 What do you interpret to be meant by “quality” from the perspective of the GAO OPM, retirees,
Congressional leaders, and the public both now and in the future? What support do you have
for your position with specific references to the SCIDG or current scholarly documentation?
 What are the drivers for change, and the barriers to change from the perspective of the GAO
OPM, retirees, Congressional leaders, and the public? Are there competing drivers for change
that may impact quality from the public’s perspective? Support your position with specific
references to the GAO report or current scholarly documentation.
Submission:
 Write a paper addressing the Module 3 Milestone questions for the case of federal employee
retirement situation and quality management. Your paper should be 3-4 pages in length, not
including the required title and references pages and any appendix if required. For more
information see “How do I do an Appendix in APA style?”
 Support the Milestone paper with a minimum of three current (published in the most recent five
years) scholarly sources from the CSU Global Library. This is in addition to any course textbooks,




lecture material you decide to use, or the case itself. Of course, you may always exceed the
minimum number of sources.
Format the paper according to the CSU Global Guide to Writing & APA.
Be clear, concise, and focused.

Module 4
Readings
·
·
·

Chapters 10, 11, & 12 in Quality Management for Organizational Excellence: Introduction to Total
Quality
Hussain, R. S., Ruikar, K., Enoch, M. P, Brien, N., & Gartside, D. (2017). Process mapping for road
works planning and coordination. Project and Asset Management, 7(2), 157-172.
Slides 97-134 in the PowerPoint supplement to Quality Management for Organizational Excellence:
Introduction to Total Quality

Opening Exercise (0 points)
Discussion (25 points)
Mastery Exercise (10 points)
Critical Thinking: Title (90 points)
Option #1: Work Related Process Map
Develop a process map for a process where you work. When possible, involve coworkers to help you
with job functions outside your knowledge area. Make sure your process map has clear ownership for
each task. Include at least 5 swim lanes and at least 20 total tasks across all lanes.
Submission:





Prepare a process map using any tool you wish, i.e., MS Visio, MS Word, Excel, LucidChart, or
free tools such as draw.io. Save your document as a pdf file for uploading to your assignment
area.
Ensure your process has at least 5 swim lanes and at least 20 total tasks across all swim lanes.
Your paper should include a process name, date, version, contact information, and clearly
defined start and finish. All tasks should include action verbs for example, “Task 2.2-Build
contract spreadsheet using Excel Master File”, or “Task 19.1-Post shelf engineering details to
Ship3DB”.
Your tasks should clearly show who is taking what action and how. Make sure all requirements
to start a task are shown by delivery of those specifics linked from earlier tasks.

Option #2: School Related Process Map
Develop a process map for the following processes:
1. An adult student wishes to enroll at CSU Global for the first time, and
2. A graduating high school senior wishes to enroll at CSU Global.

Make sure your process map has clear ownership for each task. Include at least 5 swim lanes and at least
20 total tasks across all lanes.
Submission:







Prepare a process map using any tool you wish, i.e., MS Visio, MS Word, Excel, LucidChart, or
free tools such as draw.io. Save your document as a pdf file for uploading to your assignment
area.
Ensure your process has at least 5 swim lanes and at least 20 total tasks across all swim lanes.
Your paper should include a process name, date, version, contact information, and clearly
defined start and finish. All tasks should include action verbs for example, “Task 2.2-Develop
questions for financial aid advisor using Excel”, or “Task 19.1-Pay for high school transcript to be
sent via US Mail”.
This process requires decision blocks, usually shown as a diamond shape to take different paths.
Make sure the tasks required of the adult student and the graduating high school senior are on
separate paths when necessary. For example, the high school senior may require letters of
recommendation while the adult student may not. The adult student may need to activate
military benefits and the high school senior may not. It is up to you to discover and document
those different paths.
Your tasks should clearly show who is taking what action and how. Make sure all requirements
to start a task are shown by delivery of those specifics linked from earlier tasks.

Module 5
Readings
·
·
·

Chapters 17 & 18 in Quality Management for Organizational Excellence: Introduction to Total
Quality
Snee, R. D., & Hoerl, R. W. (2018). The future of quality. The Journal of Quality and Participation,
40(4), 11-17.
Slides 188-226 in the PowerPoint supplement to Quality Management for Organizational Excellence:
Introduction to Total Quality

Opening Exercise (0 points)
Discussion (25 points)
Mastery Exercise (10 points)
Critical Thinking: Title (90 points)
Option #1: Challenge 1 and 2
Run the simulation titled “Operations Management Simulation: Quality Analytics”. Run through at least
challenges 1 and 2 (although you can run all 4 challenges to maximize your learning) and answer the
following questions:
1. How did you determine when to stop the process to make adjustments?
2. How did you know whether machine recalibration or labor substitution would be best?
3. If no adjustments were made, what is the cost of quality?
4. Should operators use their judgment as to when to stop a process for adjustment?

5. Can the process be adjusted too often?
Submission:
· Prepare a 3- to 4-page paper (not including the required title and reference pages and any appendices
you may wish to include) detailing and compiling the specifics to items 1-5 above.
· Support your paper with a minimum of three current (published in the most recent five years) scholarly
sources from the CSU Global Library, in addition to any course textbooks or lecture material you decide
to use.
· Format your entire paper according to the CSU Global Guide to Writing & APA.
· Be clear, concise, and focused. Be sure to properly organize your writing and after the title on page 2,
include an introduction with a thesis and mapping for your paper; headings/subheadings for the body of
your work; analysis and recommendations (if applicable); a conclusion; list of references; and any
appendices.
Option #2: Challenge 1, 2, and 3
Run the simulation titled “Operations Management Simulation: Quality Analytics”. Run through at least
challenges 1, 2 and 3(although you can run all 4 challenges to maximize your learning) and answer the
following questions:
1. What were the process capability indices for the four companies?
2. How did you determine the process mean?
3. Is it good or bad if the control limits are within the specification limits? Or outside the specification
limits? Explain.
4. How are specification limits determined? Is this good or bad? Explain.
Submission:
· Prepare a 3- to 4-page paper (not including the required title and reference pages and any appendices
you may wish to include) detailing and compiling the specifics to items 1-4 above.
· Support your paper with a minimum of three current (published in the most recent five years) scholarly
sources from the CSU Global Library, in addition to any course textbooks or lecture material you decide
to use.
· Format your entire paper according to the CSU Global Guide to Writing & APA.
· Be clear, concise, and focused. Be sure to properly organize your writing and after the title on page 2,
include an introduction with a thesis and mapping for your paper; headings/subheadings for the body of
your work; analysis and recommendations (if applicable); a conclusion; list of references; and any
appendices.

Module 6
Readings
·

Chapters 19 & 20 in Quality Management for Organizational Excellence: Introduction to Total
Quality

·
·

Huq, Z. (2017). A competency model for assessing six-sigma implementation readiness. American
Journal of Management, 17(5), 10-23.
Slides 227-256 in the PowerPoint supplement to Quality Management for Organizational Excellence:
Introduction to Total Quality

Opening Exercise (0 points)
Discussion (25 points)
Mastery Exercise (10 points)
Critical Thinking: Title (100 points)
Option #1: Service Example of Six Sigma
There are three Social Security offices in the local area handling new social security applications. Using
the data below, determine at what sigma level (range) each office is working, and what is the sigma level
if they improve to only 1 error for the same number of occurrences.




Location 1: 4 errors per 5700 occurrences
Location 2: 4 errors per 8310 occurrences
Location 3: 4 errors per 13,220 occurrences

Is it impossible to meet a six-sigma level? Why or why not?
Submission:





Prepare a 3- to 4-page paper (not including the required title and reference pages and any
appendices you may wish to include) detailing and compiling the specifics to items 1-4 above.
Support your paper with a minimum of three current (published in the most recent five years)
scholarly sources from the CSU Global Library, in addition to any course textbooks or lecture
material you decide to use.
Format your entire paper according to the CSU Global Guide to Writing & APA.
Be clear, concise, and focused. Be sure to properly organize your writing and after the title on
page 2, include an introduction with a thesis and mapping for your paper; headings/subheadings
for the body of your work; analysis and recommendations (if applicable); a conclusion; list of
references; and any appendices.

Option #2: Manufacturing Example of Six Sigma
There are three competing pharmaceutical companies producing drugs used for anti-rejection
medication for transplant patients. Using the data below, determine at what sigma level (range) each
company is working, and what is the sigma level if they improve to only 1 defect for the same number of
occurrences.




Company 1: 3.4 defects per 980,000 occurrences
Company 2: 4 defects per 1,115,783 occurrences
Company 3: 18 defects per 5,999,521 occurrences

Is it impossible to meet a six-sigma level? Why or why not?

Submission:




Prepare a 3- to 4-page paper (not including the required title and reference pages and any
appendices you may wish to include) detailing and compiling the specifics to items 1-4 above.
Support your paper with a minimum of three current (published in the most recent five years)
scholarly sources from the CSU Global Library, in addition to any course textbooks or lecture
material you decide to use.
Format your entire paper according to the CSU Global Guide to Writing & APA.
Be clear, concise, and focused. Be sure to properly organize your writing and after the title on
page 2, include an introduction with a thesis and mapping for your paper; headings/subheadings
for the body of your work; analysis and recommendations (if applicable); a conclusion; list of
references; and any appendices.

Module 7
Readings
·
·

·

·

·

Chapters 15 & 16 in Quality Management for Organizational Excellence: Introduction to Total
Quality
Al Kuwaiti, A., & Subbarayalu, A. V. (2017). Reducing patients’ falls rate in an Academic Medical
Center (AMC) using Six Sigma “DMAIC” approach. International Journal of Health Care Quality
Assurance, 30(4), 373-384.
Lim, S. A. H., Antony, J., He, Z., & Arshed, N. (2017). Critical observations on the statistical process
control implementation in the UK food industry: A survey. The International Journal of Quality &
Reliability Management, 34(5), 684-700.
Tari, J. J., Pereira-Moliner, J., Pertusa-Ortega, E. M., Lopez-Gamero, M. D., & Molina-Azorin, J. F.
(2017). Does quality management improve performance or vice versa? Service Business, 11(1), 2343.
Slides 160-187 in the PowerPoint supplement to Quality Management for Organizational Excellence:
Introduction to Total Quality

Opening Exercise (0 points)
Discussion (25 points)
Mastery Exercise (10 points)

Module 8
Readings
·
·

·

Chapters 14, 21, & 22 in Quality Management for Organizational Excellence: Introduction to Total
Quality
Kopia, J., Kompalla, A., Buchmuller, M., & Heinemann, B. (2017). Performance measurement of
management system standards using the balanced scorecard. Amfiteatru Economic, suppl. Total
Quality Management: A Way to Lead a Quality-Centered Organization, 19(11), 981-1002.
Slides 148-159, 257-274 in the PowerPoint supplement to Quality Management for Organizational
Excellence: Introduction to Total Quality

Opening Exercise (0 points)

Discussion (25 points)
Mastery Exercise (10 points)
Portfolio Project (250 points)
Portfolio Project - Option 1 – Quality Management and Small Cell Infrastructure Design
The Department of Public Works, Engineering Division for the City and County of Denver in May of 2019
published the Small Cell Infrastructure Design Guidelines. Communications companies use small cell
infrastructure to improve wireless communication in densely populated areas. To complete the
construction of the infrastructure, communications companies requested the right to install poles
holding small cell equipment in the public right of way of the City and County of Denver. For that reason,
the Small Cell Infrastructure Design Guidelines were published and are available at
https://www.denvergov.org/content/dam/denvergov/Portals/705/documents/guidelines/PWES-016.1Small_Cell_Infrastructure_Design_Guidelines.pdf
While the document provides standards for building small cells in the Denver city and county public right
of way, it offers no quality management plan. You have been contracted to develop a quality
management plan, and you will report to the Engineering Supervisor, Jon Reynolds. If Mr. Reynolds is
pleased with the quality management plan your company develops, your firm will likely be hired to
project manage and quality check the portion of the small cell infrastructure build impacting the public
works and public safety for the City and County of Denver.
Note: While the document at the core of this assignment is an actual document published by The
Department of Public Works, Engineering Division for the City and County of Denver, the quality
management scenario described is fictional and only for the educational purpose of showing mastery of
the course objectives set forth for this course.
In Module 3, you were asked as a first step, to familiarize yourself with the Small Cell Infrastructure
Design Guidelines. Note that two contract firms were instrumental in the development of the guidelines:
Clanton & Associates, Inc. and Jacobs Engineering Group. After your review of the guidelines, you were
asked to provide your input to the following:
 Are the current Small Cell Infrastructure Design Guidelines (SCIDG) ones that promote high
quality? If yes, how? If no, why not and what should change to promote quality? Support your
position with specific references to the SCIDG or current scholarly documentation.
 What do you interpret to be meant by “quality” from the perspective of the public works
personnel, communications companies deploying small cell infrastructure, the contract
companies involved, and the public both now and in the future? What support do you have for
your position with specific references to the SCIDG or current scholarly documentation?
 What are the drivers for change, and the barriers to change from the perspective of the public
works personnel and the public? Are there competing drivers for change that may impact
quality from the public’s perspective? Support your position with specific references to the
SCIDG or current scholarly documentation.
In Module 8, you are asked to build upon your work from Module 3 and show additional mastery
through other course modules.
Provide the following quality management plan in your final portfolio:
1. Provide an opening paragraph which describes the importance of the using this case to show your
mastery of course objectives, and mapping of what is contained in your paper to prove that
mastery.

2. Delineate your next section with a header, and in less than one page, describe the case of using
small cell infrastructure to improve wireless communication in densely populated areas, and the
role of the Department of Public Works, Engineering Division for the City and County of Denver in
promoting quality.
3. Delineate your next section using headers and sub-headers with your work from Module 3. Include
any updates that you wish to make as a result of learning more about quality management, and
input from your instructor in Module 3 for the following:
a. Are the current Small Cell Infrastructure Design Guidelines (SCIDG) ones that promote high
quality? If yes, how? If no, why not and what should change to promote quality? Support
your position with specific references to the SCIDG or current scholarly documentation.
b. What do you interpret to be meant by “quality” from the perspective of the public works
personnel, communications companies deploying small cell infrastructure, the contract
companies involved, and the public both now and in the future? What support do you have
for your position with specific references to the SCIDG or current scholarly documentation?
c. What are the drivers for change, and the barriers to change from the perspective of the
public works personnel and the public? Are there competing drivers for change that may
impact quality from the public’s perspective? Support your position with specific references
to the SCIDG or current scholarly documentation.
4. Delineate your next section with a header to discuss the operational issues that must be managed
and controlled to support quality including partnering and strategic alliances if any are pertinent.
How will those issues be managed and controlled in your plan? As usual, what support do you have
for your position with specific references to the SCIDG or current scholarly documentation?
5. Delineate your next section with a header to discuss the human resource issues that must be
managed and controlled to support quality including employee empowerment, teamwork,
education and training. How will those issues be managed and controlled in your plan? As usual,
what support do you have for your position with specific references to the SCIDG or current
scholarly documentation?
6. Delineate your next section with a header to discuss customer satisfaction and how it will be
measured. How will and when will measurement happen in your plan? As usual, what support do
you have for your position with specific references to the SCIDG or current scholarly
documentation?
7. Delineate your next section with a header to discuss how problems will be solved, conflicts resolved,
and how decisions will be made. As usual, what support do you have for your position with specific
references to the SCIDG or current scholarly documentation?
8. Delineate your next section with a header to discuss what quality tools should be used, when and
how, including communications tools, process control tools, benchmarking, or other tools as you
find appropriate. What support do you have for your position with specific references to the SCIDG
or current scholarly documentation?
9. Finally, conclude with the final section making a recommendation to Mr. Reynolds for your plans,
and why your company is in the best position to lead the quality management effort going forward
through implementation.
Submission:
 Write a paper addressing the case of The Department of Public Works, Engineering Division for
the City and County of Denver regarding the Small Cell Infrastructure Design Guidelines and
quality management. Your paper should be 8-10 pages in length, not including the required title
and references pages and any appendix if required. For more information see “How do I do an
Appendix in APA style?”
 Support the paper with a minimum of six current (published in the most recent five years)
scholarly sources from the CSU Global Library. This is in addition to any course textbooks,




lecture material you decide to use, or the case itself. Of course, you may always exceed the
minimum number of sources.
Format the paper according to the CSU Global Guide to Writing & APA.
Be clear, concise, and focused.

Tip: Cases may be addressed in 6 steps:
1. Read the assignment and questions provided to get an idea of the important course concepts to be
covered. There is plenty of material in a case that may be immaterial to the course learning
objectives. (For example, a case may have significant information on utility pole design issues, but
the assignment questions relate to quality management. In that case, do not spend time on utility
pole design unless relevant to quality management. Use your time searching the case, researching
and reporting on quality management.)
2. Read and take notes on the entire case. Read every figure and table to thoroughly understand them.
3. Determine who are the key players; what are the key issues; what is the problem to be solved?
4. Do the research and analyze any data. Use the CSU Global library to research the key issues and
problems. Find current academic information on those topics.
5. Make your decisions relative to the important course concepts, and document the defense of your
position by melding the scholarly research and examples from the case. Remember, no opinions;
only facts.
6. Finalize your portfolio by checking all assignment questions are fully answered, rubric items are met,
and the document follows CSU Global Guide to Writing and APA requirements.
Portfolio Project - Option 2 – Total quality management and the Office of Personnel Management
(OPM) on Federal Retirements
The Government Accounting Office (GAO), Office of Personnel Management (OPM) in May of 2019
published the Federal Retirement: OPM Actions Needed to Improve Application Processing Times. OPM
has a goal of processing most retirement application in 60 days, but for several years has not met that
standard. The GAO OPM for that reason, studied the process for federal retirement processing to
determine root causes of delays, and to determine what strategies should be employed to remedy the
situation. The results of that study are available at https://www.gao.gov/assets/700/699120.pdf
While the document provides root cause analysis and recommends six opportunities for improvements,
it offers no quality management plan. You have been contracted to develop a quality management plan,
and you will report to the Comptroller General of the United States, the director of the Government
Accountability Office. The GAO is a legislative branch agency established by Congress in 1921 to ensure
the fiscal and managerial accountability of the federal government. If your quality management plan is
acceptable, the Comptroller General of the United States will support your company for project
managing the implementation of funded improvements. This could be a long and lucrative contract for
your company.
Note: While the document at the core of this assignment is an actual document published by The
Government Accounting Office, the quality management scenario described is fictional and only for the
educational purpose of showing mastery of the course objectives set forth for this course.
In Module 3, you were asked as a first step, to familiarize yourself with the Federal Retirement: OPM
Actions Needed to Improve Application Processing Times document, hereafter called the GAO report.
After your review of the guidelines, you were asked to provide your input to the following:
 Is the current Federal Retirement: OPM Actions Needed to Improve Application Processing
Times document one that promotes high quality? If yes, how? If no, why not and what should
change to promote quality? Support your position with specific references to the GAO report or
current scholarly documentation.




What do you interpret to be meant by “quality” from the perspective of the GAO OPM, retirees,
Congressional leaders, and the public both now and in the future? What support do you have
for your position with specific references to the SCIDG or current scholarly documentation?
What are the drivers for change, and the barriers to change from the perspective of the GAO
OPM, retirees, Congressional leaders, and the public? Are there competing drivers for change
that may impact quality from the public’s perspective? Support your position with specific
references to the GAO report or current scholarly documentation.

In Module 8, you are asked to build upon your work from Module 3 and show additional mastery
through other course modules.
Provide the following quality management plan in your final portfolio:
1. Provide an opening paragraph which describes the importance of the using this case to show your
mastery of course objectives, and mapping of what is contained in your paper to prove that
mastery.
2. Delineate your next section with a header, and in less than one page, describe the current situation
with federal retirement processing, the recommendations from the GAO study, and the role of the
GAO OPM in promoting quality.
3. Delineate your next section using headers and sub-headers with your work from Module 3. Include
any updates that you wish to make as a result of learning more about quality management, and
input from your instructor in Module 3 for the following:
a. Is the current Federal Retirement: OPM Actions Needed to Improve Application Processing
Times document one that promotes high quality? If yes, how? If no, why not and what
should change to promote quality? Support your position with specific references to the
GAO report or current scholarly documentation.
b. What do you interpret to be meant by “quality” from the perspective of the GAO OPM,
retirees, Congressional leaders, and the public both now and in the future? What support
do you have for your position with specific references to scholarly (peer-reviewed)
resources.
c. What are the drivers for change, and the barriers to change from the perspective of the GAO
OPM, retirees, Congressional leaders, and the public? Are there competing drivers for
change that may impact quality from the public’s perspective? Support your position with
specific references to the GAO report or current scholarly documentation.
4. Delineate your next section with a header to discuss the operational issues that must be managed
and controlled to support quality including partnering and strategic alliances if any are pertinent.
How will those issues be managed and controlled in your plan? As usual, what support do you have
for your position with specific references to the GAO report or current scholarly documentation?
5. Delineate your next section with a header to discuss the human resource issues that must be
managed and controlled to support quality including employee empowerment, teamwork,
education and training. How will those issues be managed and controlled in your plan? As usual,
what support do you have for your position with specific references to the GAO report or current
scholarly documentation?
6. Delineate your next section with a header to discuss customer satisfaction and how it will be
measured. How will and when will measurement happen in your plan? As usual, what support do
you have for your position with specific references to the GAO report or current scholarly
documentation?
7. Delineate your next section with a header to discuss how problems will be solved, conflicts resolved,
and how decisions will be made especially any interagency issues, or legislative issues that may
arise. As usual, what support do you have for your position with specific references to the GAO
report or current scholarly documentation?

8. Delineate your next section with a header to discuss what quality tools should be used, when and
how, including communications tools, process control tools, benchmarking, or other tools as you
find appropriate. What support do you have for your position with specific references to the GAO
report or current scholarly documentation?
9. Finally, conclude with the final section making a recommendation to the Comptroller General of the
United States for your plans, and why your company is in the best position to lead the quality
management effort going forward through implementation.
Submission:
 Write a paper addressing the case of federal employee retirement processing regarding the GAO
OPM report and quality management. Your paper should be 8-10 pages in length, not including
the required title and references pages and any appendix if required. For more information see
“How do I do an Appendix in APA style?”
 Support the paper with a minimum of six current (published in the most recent five years)
scholarly sources from the CSU Global Library. This is in addition to any course textbooks,
lecture material you decide to use, or the case itself. Of course, you may always exceed the
minimum number of sources.
 Format the paper according to the CSU Global Guide to Writing & APA.
 Be clear, concise, and focused.
Tip: Cases may be addressed in 6 steps:
1. Read the assignment and questions provided to get an idea of the important course concepts to be
covered. There is plenty of material in a case that may be immaterial to the course learning
objectives. (For example, a case may have significant information on staff acknowledgements, but
the assignment questions relate to quality management. In that case, do not spend time on those
acknowledgements unless relevant to quality management. Use your time searching the case,
researching and reporting on quality management.)
2. Read and take notes on the entire case. Read every figure and table to thoroughly understand them.
3. Determine who are the key players; what are the key issues; what is the problem to be solved?
4. Do the research and analyze any data. Use the CSU Global library to research the key issues and
problems. Find current academic information on those topics.
5. Make your decisions relative to the important course concepts, and document the defense of your
position by melding the scholarly research and examples from the case. Remember, no opinions;
only facts.
6. Finalize your portfolio by checking all assignment questions are fully answered, rubric items are met,
and the document follows CSU Global Guide to Writing and APA requirements.
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Grading Scale
A

95.0 – 100

A-

90.0 – 94.9

B+

86.7 – 89.9

B

83.3 – 86.6

B-

80.0 – 83.2

C+

75.0 – 79.9

C

70.0 – 74.9

D

60.0 – 69.9

F

59.9 or below

Undergraduate Course Grading
0% Opening Exercises
20% Discussion Participation
37% Critical Thinking Assignments
8% Mastery Exercises
35% Final Portfolio Project

I N -C LASSROOM P OLICIES
For information on late work and incomplete grade policies, please refer to our In-Classroom Student Policies
and Guidelines or the Academic Catalog for comprehensive documentation of CSU Global institutional policies.
Academic Integrity
Students must assume responsibility for maintaining honesty in all work submitted for credit and in any other
work designated by the instructor of the course. Academic dishonesty includes cheating, fabrication, facilitating
academic dishonesty, plagiarism, reusing /re-purposing your own work (see CSU Global Library page for Citing &
APA Resources and Avoiding Common Plagiarism Mistakes for percentage of repurposed work that can be used
in an assignment), unauthorized possession of academic materials, and unauthorized collaboration. The CSU
Global Library provides information on how students can avoid plagiarism by understanding what it is and how
to use the Library and Internet resources.
Citing Sources with APA Style
All students are expected to follow APA format for all assignments. For details, please review the APA guidelines
within the CSU Global Writing Center. A link to this resource should be provided within most assignment
descriptions in your course.
Disability Services Statement
CSU Global is committed to providing reasonable accommodations for all persons with disabilities. Any student
with a documented disability requesting academic accommodations should contact the Disability Resource
Coordinator at 720-279-0650 and/or email ada@CSUGlobal.edu for additional information to coordinate
reasonable accommodations for students with documented disabilities.
Netiquette
Respect the diversity of opinions among the instructor and classmates and engage with them in a courteous,
respectful, and professional manner. All posts and classroom communication must be conducted in accordance
with the student code of conduct. Think before you push the Send button. Did you say just what you meant?
How will the person on the other end read the words?
Maintain an environment free of harassment, stalking, threats, abuse, insults or humiliation toward the
instructor and classmates. This includes, but is not limited to, demeaning written or oral comments of an ethnic,
religious, age, disability, sexist (or sexual orientation), or racist nature; and the unwanted sexual advances or
intimidations by email, or on discussion boards and other postings within or connected to the online classroom.
If you have concerns about something that has been said, please let your instructor know.

