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The report mostly concerned with run across and applies TTS Ideas In a
product organization, CognizantTechnologySolutions. 1. 1 Description of
Organization: Introduction of Organization: Cognizant technology solutions
established in 1994 as an IT (information technology) company and then
turned in to independent company 2 years later. Cognizant, a major provider
of IT services became the first IT Company to be listed on the NASDAQ and is

SEE-CM Level 5 certified.

The WHQL of cognizant in New Jersey, United States, and Worldwide They
have employees around 80, 000 people with annual Income of $3. 28 billion.
1. 2 Product & Services: Cognizant Technology Solutions delivers their clients
to technology consulting, IT elated products, project based application
services, and business process outsourcing services, Testing Solutions to
commercial enterprises such as financial services, customer products,
energy & telltales, healthcare, manufacturing, technology, retail, hospitality
& travel, logistic & transportations. 1. Mall Customers Within above more
than 50 worldwide product delivery centers, Cognizant main Willpower
Insurance, Societies General, Burger King, Pfizer, Schneider Electric, Wall-
Mart & other major companies in Banking, Insurance, and Manufacturing
business sectors. 1. 4 Order Qualifiers & Order winners for the companies:
Cognizant special operational competencies are its qualifiers & winners
which incorporate 16 years of experience in combining a customer
relationship model called Two-in-a-Box, Cognizant gives a consistent

conveyance experience to its clients.

Its multifaceted customer association construction modeling, sound

administration record, moneyrelated achievement help in making higher
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client esteem and persistent arrangement with its customers. 2. 0
Operational process in the organization: Cognizant Technology Solutions
mainly recognized as a IT oriented company is mainly concerned with
Consultancy services & Software development. The Product & Service sector
mainly concerned with the Software Product / Service offerings and core

business operations.

The list of major product & services are mentioned below which is to be
deliver. 2. 1 Project commencement - Process of project starts is very first
activity when these project gets started and Service Level Agreements (SAL)
for the service and scopes are characterized here. To plan the following
activities A project core team is ready with the appropriate skilled resources.
2. 2 Requirements analysis - Further this methodologies defines conduct the
cost / benefit study by deciduously analyzing the requirements and scope of

the service area & if practical examination any gaps.

Reports are delivered which will provide as the initial project schedules are
prepared & as strategy for the activities in the project ahead. 2. 3 Design -
While creating the good possible technical approach in this process which
includes technical aspect of the service and where in the requirements are
already technically analyses to get to the solution. Also, it creates different
approach to the definition of problem. For the immediate next activity this
process also delivers documents which are related to design. 4 Test Model -
For the development of prototype need to be apply programming language &
first design. It is examined & experienced on different parameter to identify

& certify the structure. If it is create poor, then this procedure flow back to
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whichever for the better design solution then design board has to apply or to
requirement analysis in case of missed requirement. 2. 5 Quality process - To
identify areas of improvements then this process applies statistical quality
examination on the project and to deliver input to the team of project
management and manage the flows of the project. . Finalization of product &
services offering - When stakeholder accepted test prototype and goes
during reputedly cycles of fruitful testing for approval on different
parameters, final product is complete to be discharge for the usage to the
intended customers. According to (Lie, Chem.., Chemung, 2000) 'this
methodology involves with incorporates formation of client manuals as
records for prospective clients and recording the hardware & software
prerequisites for the final product. " 3. 0 Literature Review of Quality
Management 3. Concept of Total Quality Management Various authors have
defined TTS in different ways. In making and maintaining a competitive
advantage over the competitors for many reasons then strategic focus on
quality is very important". (Daniel, Retrospective and Morsels, 2009). It can
be said & flexibility of entire organization by planning, controlling, organizing
& understanding every activities by each and every single person at every
level (Oakland, 2000. ) " Quality, or the lack of quality, affects the entire
organization from supplier to customer and from product design to

maintenance" (Higher & Render, 2013).

In operation management many believes most necessary part is the values
of laity management. Customer orientation, participation of everyone,
leadershipcommitment, continuously improvement, management by fact

orientation this are the six values of quality management. (Lacrosse &
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Lacrosse, 2006) The motive of TTS framework is to expand external and
internal client fulfillment with diminished measure of assets (Hellene and
Selfless, 2000), " The significant management masters like Deeming, Crosby
and Curran took a gander at distinctive parts often yet the essential idea

continued as before (Slack et al, 2001).

Work of these administration masters are said beneath. 3. The Work of W.
Edward Deeming W. Edwards Deeming essentially known as the
management master said that keeping in mind the end goal to raise profit
and competitiveness of a business endeavourer, it is important to enhance
great quality. As per him having low quality and high cost business
association will lose their aggressive position in the business. Hence, one
approach developed by Deeming its known as the 14-point program
[appendix] with a specific end goal to accomplish better quality (Kruger,

2001).

As per Deeming " these 14 key areas give a cure to the " seven fatal
sicknesses" that prevent an association's execution and different " obstacle"
[appendix 1] that stop the achievement of quality. " (Rambunctious et al. ,
2003). 3. 3 The Work of Philip B. Crosby " Zero defects" and " Do it right the
first time" this concept was basically known by Crosby and according to him
this two concepts was Just measure of presentation. As per Crosby, " to
realize the quality of product is very important to compact with the wrong

assumption that were made by several manager.

As per Crosby department of quality is not only the responsible of Quality but

also each employee are responsible the same. To avoid the inconvenience of
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non-conformance in organization. The logic of " Quality vaccine" was used.
To apply the four absolutes of quality management has suggested by
Crosby. (Kruger, 2001; Lorene et al 1998). 3. 4 The Work of Joseph M. Curran
According to Curran, in organization involvement of top management is

important for all employees.

He emphasize that the management should develop a Quality council which
involves quality development teams and TTS awareness trainings in every
organizations. To achieve these necessarygoalsthan necessary resources,
Quality Laos & Quality policies should be established in organization by the
administration. In this manner Curran contended that " the administration's
capacity is to lead quality control" (Kruger, 2001; Lorene et al 1998). 3. 5

FEES Business Excellence Model (Source: Castillo and Uric, 2008).

Western European organizations has developed the above model which is
known as FEES Excellence, it recognizes that its employees talents in
organizations harness by mean of processes. This model concerned with nine
criteria removed into Results management driving the people, policies &
strategy, resources and partnership, which anally leads to the quality in
business result (Oakland, 2000; Castillo and Uric, 2008). Hence from the
above concept it is seen that one of the most ordinary concept in TTS is
constant development. O make successful performance of organizations it is
very important to Primarily attention on customers know the actual process
To achieve employee obligation set up quality policies & objectives 3. 6
Operational Benefits of Total Quality Management It can be seen that TTS is

very beneficial for the business in various ways. Some of the main benefits
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are listed below TTS enhances the business in the long run and expansions
gainfulness and benefits as it processes higher quality products and uses
less material and human assets (Steersman et. L 1997) According to Kruger
(2001), Squids, Raman (2007), " The large expenses included in revising are
decreased by analyzing statistics and particular disappointments and
accordingly keeps the association always mindful of the quality level that it is
produce. " According to Atari (2005), " TTS helps associations to get
separation and grasp new devices and technologies, for example, SSP, six
sigma, Praetor examination, reason impact outlines, ND so forth which are

extremely fundamental in a product organization to enhance quality".

According to Squids, Raman (2007), " Client fulfillment is improved as TTS
being an organized and deliberate approach continually meets the needs of
customers and this likewise prompts getting high review in distributions and
daily papers which thusly supports the business. " 3. 7 Scope of TTS in Next
5 Years According to Oakland (2000), Because of the quick change in
worldwide and specialty market there is an enormous weight on companies

to get more focused.

TTS is constantly improving due the helpful result it has on organizational
improvement. Thus it has turn into more necessary to forecast the future
improvement & way of TTS for both practitioners & academics as change is
suitable large scale (MacAdam, Henderson, 2004). The future development
and growth of TTS are based on different variables, for example, technology
which will keep on being a key driver of TTS, Consumer-supplier chain

relationships, large-scale market & better environmental performance.
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Organizations would shift towards the four main areas for the quality
improvement such as customer attention, environmental focus, process
focus & improvement focus. Hence who follow TTS in organization & if they
correctly apply TTS then they will keep on having a competitive edge in
future (MacAdam, Henderson, 2004; Emmer, Reanimating, 2008). 4. 0
Implementation of TTS in Cognizant Several of the key principle of Demise's,
Crosby and Saran's concepts of management methodology is utilized for
implementing TTS in Cognizant as per the above examination of quality

concepts and models.

It demonstrates how to handle & deliver software development services &
process. Constant development - According to Oakland (2000), " For the
continuously improvement Cognizant should keep a track scored of the best
practices & develop original tools, approaches and techniques, policies, &
procedure such as benchmarking, internal audit, SSP, six sigma, cause-
mapping it the Business Excellence Model is essential. " for the improvement

of processes and good process management this is very helpful.

According to Atari (2005), " Instead of testing programs and inspections such
as employment trainings and employment benefits should be introduced
rather than inspections & testing keeping in mind to prevent errors in code
rather than adjusting errors. " Employee participation & growth - On-the-Job
training programmers to work in the Plan-Do-Check-Act cycle and to enhance
& upgrade that skill ought to be acquainted with incorporate quality with the
product. By providing re-trainings and Long-term employability can make out

fear of Job insecurity. Before anything making exposing weaknesses and
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suggestions employee must be made to feel secure. Management should
focus on retraining to their employees whose to improve their skills whose
performance is weak and because of this employees can able to improve
their skills. Quality commitment - Once the completed method put in to the
production than the footwear development procedure should not end. If any
quality problem come up with during the production than the development
tem should be responsible for the same. According to Petersen (1999), “
Deeming emphasized that a instead of improving the system there were lot
focus was given to rectifying the mistake of employees. Except duty of a
single person quality is also the management from top to bottom. Hence
support to all the employees than Cognizant management need to be
communicate this concept (Kruger, 2001). Responsibilityof Top management
- Management can lead but they must not knish. They should define
improvement for 5 years & standard of service in advance. Adequate budget
must keep aside to put resources into new technologies for programming
advancement and administrations and from that they can provide training to

their employees.

Managers must have gone through knowledge of understanding of statistical
process control and they must be trained on developing interpersonal skills.
Cognizant administration should not set illogical level of profit and
impossible targets. Zero defect planning - doing all things right in first
attempt is very important in footwear companies as small code error may
occur huge losses. While giving an example of telecommunication industries
& banking sector, a small mistake of error may occur huge looses for the

organization as well as individual ordinary person.
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It involves extra cost on reworking error furthermore work which could be
dispensed with by zero deficiency planning (Kruger, 2001). Focus on
customer - currently world is very competitive and it is very necessary to
gaining new customers and retaining existing customers. Through surveys
and providing good quality of software products and accurately designing &
best service n time to the clients all this are very helpful to be achieved by
identifying customer needs (Tart, 2005). 5. 0 Gaps in the Operational
delivery and customer expectation quality failed to meet customer's

expectation.

First gap is between delivery of product and requirement of product quality.
This type of gap occurs when management is failed to meet the require
expectation and standard of product due to poor quality, poor training less
involvement of employees in the process. In cognizant second gap is the
differentiate of externalcommunicationwith clients and product delivery. The
main reason of this gaps arises because the quality of product is mainly
influenced by differentadvertisementand statement made by companies
representatives. 5. Way of Resolve the gaps: By making proper
implementation of TTS then this gaps between perception of quality and
customers expectation can be resolved in cognizant. The first gap can be
resolved by taking problem solving approach for that continuous
improvement in tools, techniques & system involved in the production. As
the earlier discuss all this involves giving proper training to employees that
expected quality of product and owe to maintain them. By expanding the

message & flow of information between the customers and the different
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department in the organizations from this way it can be resolved second gap

in the company.

Discuss with the customers about their quality expectation so this can be
help management plan accordingly. 5. 2 Challenges for Implementation of
TTS in Cognizant Implementation of challenges are not that much easy and
the some challenges are discussed below. While focusing on the long term
objectives to rise quality & productivity can be main challenges as TTS
disrupt the organizational routine. While just improvement the quality of
product this may reduce the companies assurance. Major challenge of
managing the trade-off between small and long term performance

(Steersman at al, 1997).
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