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[. INTRODUCTION

Background of Eaton Corporation

Eaton Corporation is a global power management company founded in 1911 by Joseph O.
Eaton in Cleveland, Ohio. The business specializes in technology for electrical, hydraulic, and
mechanical power management. It provides services to clients in the industrial, automotive,
building, aerospace, and defense sectors. Electrical components, power distribution and control
systems, fuel systems, and aircraft components are among its offerings. The corporation
employs approximately 96,000 people worldwide and has operations in more than 175 nations.

Eaton Corporation is a multinational power management company that produces electrical,
hydraulic, and mechanical components for a wide range of industries, including aerospace,
automotive, construction, and industrial. The company was founded in 1911 by Joseph Eaton
and Viggo Torbensen in the United States and has since grown to become a global leader in
power management solutions.

Eaton's products and services include electrical distribution and control equipment,
uninterruptible power systems (UPS), hydraulic components, and mechanical power
transmission products. The agency has over 95,000 personnel global and operates in extra than
a hundred seventy five countries.

In recent years, Eaton has strongly emphasised sustainability and committed to reducing its
carbon footprint and promoting environmental stewardship. The company has set targets for
reducing greenhouse gas emissions, increasing the use of renewable energy, and improving
energy efficiency in its operations.

Given its global reach and diverse product portfolio, Eaton faces numerous challenges in
maintaining consistent quality across its operations. As such, the company has implemented a
comprehensive quality management system to ensure that its products and services meet or
exceed customer expectations. This system includes a range of tools and processes for
monitoring and improving quality, such as Six Sigma, Total Quality Management (TQM), and
Lean Manufacturing.

Considering Eaton's importance as a major player in the power management industry and the
challenges it faces in maintaining quality, it is an excellent subject for a thesis on quality
management.
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1. Figure: Business System of Eaton

Source: PPT - Eaton Business System Overview PowerPoint Presentation, free download - 1D:4836228 (slideserve.com)

Significance of Quality Management in Businesses

A key element of any firm is quality management. All manufactured goods and services must
adhere to strict quality and customer satisfaction requirements, which are ensured through
quality management. By avoiding flaws and product recalls, enhancing customer happiness,
and boosting productivity, quality management helps cut expenses. By offering a product or
service that meets or exceeds consumer expectations, quality management also aids in
maintaining a competitive advantage in the market. Moreover, quality management contributes
to the effectiveness and efficiency of each process throughout the manufacturing cycle.
Moreover, it aids in ensuring the effective and efficient use of all resources. Each company that
wants to stay competitive in today's market needs to practice quality management. By using
quality management, organizations may increase productivity, cut waste, and guarantee that
their goods and services satisfy the needs and expectations of their customers.

It speaks of the procedures and controls put in place to guarantee that goods and services satisfy
or even surpass consumer expectations. Businesses may maintain consistency in their
processes, increase customer happiness, cut expenses, and boost profitability with the aid of
quality management.



Here are some of the key reasons why quality management is important in businesses:

1.

Customer satisfaction: The goal of quality management is to satisfy client
expectations and demands. Businesses may increase client satisfaction and loyalty by
making sure that their products and services are of a high caliber. Customers who are
happy with a company are more likely to use the establishment again and refer it to
others, which can boost sales and profits.

Consistency: A crucial component of quality management is consistency. Businesses
may guarantee that goods and services are supplied at the same level each time by using
consistent processes and procedures. Long-term success depends on establishing
customer trust and reliability, which is made possible by doing this.

Cost-reduction: Quality management can help reduce costs by identifying
inefficiencies in processes and systems. By eliminating waste, reducing defects, and
improving efficiency, businesses can save money and improve profitability. By
detecting waste in procedures and systems, quality management may aid in cost
reduction. Businesses may save money and increase profitability by decreasing waste,
minimizing defects, and enhancing efficiency.

Competitive advantage: Quality is a crucial differentiator in the cutthroat business
world of today. Companies that regularly provide high-quality goods and services are
more likely to distinguish themselves from the competition, draw in clients, and keep
them as clients.

Improved decision-making: Businesses may utilize the information and insights
provided by quality management to make more informed decisions. Businesses may
find areas for improvement and implement changes that will have a favourable effect
on customer happiness, profitability, and productivity by examining data on quality
measures.

Continuous improvement: Continuous improvement is a key component of quality
management. Businesses may find opportunities for improvement and implement
changes to their operations by continuously monitoring and evaluating quality data.

In conclusion, quality management is crucial for companies to retain consistency, profitability,
and customer pleasure. Businesses may cut expenses, gain a competitive edge, and constantly
improve their operations by putting in place efficient quality management systems and

procedures. In conclusion, quality management is crucial for companies to retain consistency,
profitability, and customer pleasure. Businesses may cut expenses, gain a competitive edge,
and constantly improve their operations by putting in place efficient quality management
systems and procedures.



Purpose of the thesis

The purpose of this thesis is to explore the quality management practices employed by Eaton,
a global provider of power management solutions, and how they are used to ensure customer
satisfaction and product quality. This thesis will look at the various techniques Eaton employs,
such as system monitoring and enhancement, device testing and inspection, employee training
and certification, and customer feedback, to guarantee effective quality management.
Correspondingly, this thesis will cover Eaton's quality management system improvement
options as well as the opportunities and challenges it faces in managing quality. Subsequently,
this thesis will investigate how quality management affects Eaton's overall effectiveness and
financial success.

The purpose of the thesis, "Quality Management at Eaton Company," is to analyze Eaton
Corporation's quality management system and its effects on business operations and
performance. The goal of the thesis is to analyze the positive and negative aspects of Eaton's
quality policy, contrast it with standard practices in the industry, and assess how it affects the
company's performance.

The thesis will also investigate Eaton's struggles to maintain quality across all its international
businesses and pinpoint areas for improvement.

The research will be guided by the following research questions:

1. What is the current quality management system implemented by Eaton Corporation?

2. What are the strengths and weaknesses of Eaton's quality management system, and how
does it compare to industry best practices?

3. What is the impact of Eaton's quality management system on its operational
performance and customer satisfaction?

4. What are the challenges faced by Eaton in maintaining quality across its global
operations, and how can these be addressed?

5. What are the opportunities for improvement in Eaton's quality management system, and
how can these be leveraged to improve the company's performance?

The thesis intends to provide Eaton Corporation along with other manufacturing businesses
information and suggestions on how to develop and enhance their systems for quality
management. The study is anticipated to advance the subject of operations management and
add to the body of knowledge on quality management.



II. LITERATURE REVIEW

QUALITY MANAGEMENT OVERVIEW

Definition of Quality Management

Quality management is a thorough strategy for ensuring that products and services comply with
or exceed consumer expectations is quality management. It entails creating, putting into place,
and sustaining systems and procedures that concentrate on customer satisfaction and ongoing
improvement. To keep consistency, dependability, and client endorsement in their operations,
firms must maintain quality management, a crucial part of operations management.

Quality management involves a range of activities, including:

Setting up measurements and standards for quality: Quality management entails developing
metrics and standards for gauging and tracking the calibre of goods and services. This might
entail building methods to measure and monitor quality measurements, choosing important
indicators of performance (KPIs), and setting quality goals.

Designing and executing quality systems and procedures is a key component of quality
management because it guarantees that goods and services are delivered consistently and to a
high level. This might entail creating quality assurance methods, setting up quality control
procedures, and putting ISO 9001-style quality management systems into place.

Determining and resolving integrity issues: Quality management include determining and
resolving quality issues, such as flaws, faults, or consumer complaints. This can entail
determining the issue's core cause, taking corrective action, and then assessing how well it
works. (Mehran Ebrahimi 2013)

Continuous improvement is the main goal of quality management to raise standards of
excellence and client fulfilment over time. This entails tracking quality measurements, finding
areas for development, and adjusting processes and outputs. (John C. Anderson 1994)

Some of the key benefits of quality management include:

e Employee involvement: All personnel inside the firm must be involved in quality
management. This entails giving staff members the authority to spot problems with
quality, offer comments, and participate in the process of continuous improvement.

e Customer focus: In the end, quality management is about providing products and
services that meet or beyond consumer expectations. This entails being aware of



consumer demands, getting feedback from them, and implementing their suggestions
to make changes.

e Improved customer satisfaction: Delivering products and services that surpass
customer expectations can boost customer satisfaction and loyalty. This is the goal of
quality management.

e Increased efficiency and productivity: Quality management may increase
productivity and efficiency in firms by streamlining procedures and cutting waste.

e Reduced costs: Through the identification and elimination of waste, the reduction of
defects, and increased efficiency, quality management may assist firms in cutting
expenses.

e Competitive advantage: In a crowded industry, quality management may be a crucial
distinction that makes companies stand out from the crowd and attract new clients.

In conclusion, quality management is a thorough strategy for guaranteeing that goods and
services meet or surpass client expectations. It entails creating, putting into place, and
sustaining systems and procedures that are centred on customer satisfaction and ongoing
improvement. By putting quality first, businesses may increase customer happiness, cut
expenses, and gain a market edge.
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2. Figure: Benefits of quality management

Source: Quality Management Systems Synopsis - Smartgrid Electronics

History of Quality Management

The industrial revolution's development at the beginning of the 20th century and the
requirement for manufacturing businesses to manufacture goods quickly and effectively are
key turning points in the evolution of quality management.



The following are some key milestones in the history of quality management:

1. Frederick W. Taylor: Frederick W. Taylor created the scientific management concepts in
the early 1900s, emphasizing the value of using information and data analysis to increase
productivity and efficiency in manufacturing operations.

2. Quality Control: With Walter Shewhart's introduction of statistical quality control methods
and W. Edwards Deming's advancements in sampling inspection techniques, quality control
techniques started to take shape in the 1920s.

3. Total Quality Management (TQM): The idea of Total Quality Management (TQM), which
aims to incorporate everyone on the team in quality management procedures and promote
continuous improvement, started to take shape in the 1950s and 1960s. (Petersen 1999)

4. ISO 9000: The International Association for Standardization (ISO) created the ISO 9000
family of standards pertaining to quality management systems in the 1980s, and industrial
organizations all over the world have since largely embraced them. (Olga Rodriguez-Arnaldo
2020)

5. Six Sigma: The Six Sigma approach for quality management was created by Motorola in
the 1990s. It focuses on minimizing errors and variations in operations by conducting
driven data analysis and improvement.

6. Lean Manufacturing: Lean Manufacturing, a concept that emphasizes the necessity of
removing operations that do not add value to the finished product, arose in the 2000s as a means
of decreasing waste in manufacturing processes.

In general, the evolution underlying quality management seems to be distinguished by an
emphasis on enhancing productivity and efficiency in industrial processes, as well as by
highlighting the significance of client satisfaction and ongoing development. Manufacturing
organizations are constantly looking for methods to enhance the effectiveness of their quality
management procedures and processes since it is now an essential part of operations
management.
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3. Figure: TOM History

Source: TQM History. Article on the History of TQM. (quality-assurance-solutions.com)




Quality Management Goals

Ensuring that goods and services continuously satisfy or exceed client expectations is the core
objective of quality management. This entails creating, putting into place, and upholding

systems and procedures that are centred on customer satisfaction and ongoing improvement.

Some specific goals of quality management include:

e Consistency: The goal of quality management is to guarantee that goods and services
are continually produced to a high level. This entails locating and removing causes of
discrepancies between processes and putting in place quality control methods to
guarantee that goods or services adhere to the necessary standards.

e Customer satisfaction: Delivering goods or services that satisfy or beyond customer
expectations is the goal of quality management. Understanding consumer demands,
obtaining input from consumers, and utilizing that feedback to enhance product design,
process development, and customer service are all necessary steps in this process.

e Continuous improvement: Continuous improvement is the main goal of quality
management, which aims to raise standards of excellence and client fulfilment over the
course of time. This entails tracking quality measurements, finding areas for
development, and adjusting processes and outputs.

e Efficiency: By minimizing waste, increasing process efficiency, and lowering defect
rates, quality management seeks to increase production and efficiency. This can aid
companies in cutting expenses and boosting profitability.

e Compliance: Systems for managing quality are created to guarantee that goods and
services adhere to industry norms and legal requirements. In order to do this, procedures
for monitoring compliance must be established, and remedial measures must be put into
place to handle any non-compliance concerns.

The general goals of quality management are primarily to enhance the calibre of products and
processes, raise customer happiness, cut costs, and guarantee adherence to regulations and
industry standards. Businesses may obtain a competitive edge and establish a reputation for
providing high-quality goods and services by attaining these objectives. (Yvonne Lagrosen
2005)



The Procedure of Quality Management

Several processes make up the quality management process, all of which are intended to
guarantee that goods and services satisfy both consumer demands and legal obligations.
(Almaraz 1994)

The following is a general overview of the process of quality management:

1. Establish Quality Objectives: The establishment of standards of excellence that are
compatible with and in line with the overall purpose and vision of the firm is the first stage in
the quality management process. Quality goals must be clear, quantifiable, doable, pertinent,
and time-bound.

2. Develop Quality Standards: Following the establishment of quality objectives, quality
standards that specify the requirements for the quality of products and services must be created.
The interests of the consumer, legal regulations, as well as industry best practices should all
form the foundation of quality standards.

3. Implement Quality Control: Monitoring the quality of goods and services to make sure
they adhere to set criteria for quality is known as quality control. Finding opportunities for
improvement may entail checking items, testing samples, or data analysis.

4. Implement Quality Assurance: Incorporating processes and procedures is part of quality
assurance, which seeks to verify that quality requirements are continuously fulfilled over time.
This might entail internal audits to find areas for improvement, educating personnel, or putting
quality management tools into place.

5. Continuous Improvement: This includes recognizing the potential for improvement and
making changes to improve the quality of products and services, which is the last phase in the
quality management process. Implementing new procedures or technologies, getting customer
feedback, or doing root cause analyses to pin down the main reasons for quality problems are
all examples of continuous improvement.

/\

4. Figure: Quality Management Process

Source: Definition, components and process of quality managment - SlideBazaar Blog




Overall, the goal of the quality management process is to minimize risk while ensuring that
goods and services satisfy consumer expectations and legal and regulatory requirements.
Companies may enhance the quality of their products and services, boost customer happiness,
and keep a competitive edge in the market by adopting a structured approach to quality
management. (Jayant V. Saraph 1989) (Enrique Claver 2021)

Methods, Techniques, and Tools used in Quality Management

To make sure that goods or services comply with or exceed consumer expectations, quality
management approaches, techniques, and technologies are employed. (Masood A. Badri 1995)

Here are some common methods, techniques, and tools used in quality management:

o Statistical process control (SPC): SPC is a technique for applying statistical
techniques to monitor and manage a process. Data on how well the process works must
be gathered and any deviations must be found and fixed using statistical analysis.

o Failure mode and effects analysis (FMEA): FMEA is a method for spotting possible
flaws in a result or system and evaluating their effects. It entails identifying probable
failure mechanisms, gauging the impact of the collapse, and coming up with solutions
to stop or lessen it.

o Root cause analysis (RCA): RCA is a technique for figuring out what caused a glitch
or failure in the first place. It entails gathering information about the issue or failure,
analyzing that information to find probable reasons, and taking remedial action to stop
the issue from happening again.

o Design of experiments (DOE): DOE is a method of statistical analysis for enhancing
the design of a product or process. It entails finding important variables that influence
how well a product or process performs and utilizing statistical techniques to adjust
these variables such that the performance is as intended.

o Lean Manufacturing: Waste Removal in manufacturing processes is a key component
of the lean manufacturing concept. This entails locating and removing processes like
surplus stock, overproduction, and flaws that have no added value to the finished
product.

o Six Sigma: Six Sigma is a data-driven quality management strategy with an emphasis
on lowering errors and process variability. It entails using a systematic approach to
problem-solving while utilizing statistical approaches and tools to locate and get rid of
process variation causes.



o Total Quality Management (TQM): TQM is an all-inclusive method of quality
management that includes everyone who works for a firm, from top management to
front-line staff. Continuous improvement, customer happiness, and staff engagement in
quality management procedures are all stressed in TQM.

o ISO 9001: The quality management system standard ISO 9001 outlines the conditions
for the creation, use, and upkeep of systems for quality management. It is intended to
assist firms in making sure that their goods and services continually satisfy consumer
needs and legal obligations.

Cause-and-Effect Diagram
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5. Figure: Cause and Effect diagram

Sub Cause 5.1.1

Source: Quality Control Data Representation Tools * MilestoneTask

In general, quality management strategies, tools, and procedures are used to enhance the quality
of products and processes, lower waste and shortcomings, and guarantee customer satisfaction.
Manufacturing businesses may enhance their operations and get a competitive edge in the
market by utilizing these strategies.
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6. Figure: Quality control tools

Source: 7 OC Tools You Should Know About in 2021 - Talent Economy (shine.com)




The relationship between Performance, Productivity, and Quality Management

People thought quality and production were unrelated throughout the initial half of the 20th
century. Nevertheless, consumers gradually learned that Japanese companies had implemented
quality as a management strategy that helped enhance quality and productivity and cut costs by
minimizing waste. This was after Japanese autos and entertainment products dominated the
American market. Since then, quality management tools have been used by all businesses in
developing nations. Additionally, it was discovered that quality has a direct or indirect impact
on the efficiency and expense of goods, proving the relationship between quality and
productivity.

In manufacturing firms, productivity, performance, and quality management are closely
related. The goals of quality management procedures are to promote customer happiness,
decrease inefficiency and defects, and improve the quality of processes and products.

Many researchers define Productivity, which refers to finished goods that are prepared for sale
on the market, is often defined by academics as the proportion of the overall product amount
to the total input amount. Additionally, productivity refers to both individual and organizational
performance effectiveness. (P. George Benson 1991)

Productivity = Output / Input
Quality can also be defined through a formula:

Quality = Performance of product/Expectation of customers (Q = P/E)

Q is quality, P is the performance of the product, and E is the expectation of the customer.
So, when:

1. When P > E, then the quality of the product is very good.
2. When P = E, then the quality of the product is satisfactory.
3. If P <E, then the quality of the product is poor.

Performance level influences the connection between productivity and quality, higher
performance influences both productivity and quality. We might say that these ideas represent
alternative ways of measuring the degree of performance of a manufacturing system.



The correlation, especially between quality and productivity, is demonstrated in the below
figure.
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7. Figure: Objectives of quality

Source: Quality and Productivity PowerPoint Template (sketchbubble.com)

Quality management approaches result in increases in the efficiency of processes, client
fulfilment, staff participation, and continuous improvement. Overall, there is a significant
association between the management of quality, productivity, and performance. Manufacturing
organizations may increase efficiency and performance while providing their clients with high-
quality goods and services by putting into place efficient management of quality systems and
procedures. (Tari 2005)

The Cost of Quality

The cost of quality is a tool for gauging how well a company is doing with quality, and it also

has something to do with quality failures.

The cost of quality is calculated as follows:

Cost of Quality=PC+AC+IFC+ EFC



The expense incurred to guarantee that goods or services satisfy or exceed consumer
expectations is known as the cost of quality. Costs for preventing flaws, evaluating the quality
of the product, and fixing existing problems are all included.

The following are the four primary categories of costs of quality:

1. Prevention Costs: These are the expenses paid to avoid having any problems in their initial
place. Examples include the price of quality planning, personnel training, putting quality
systems in place, and creating error-free procedures.

2. Appraisal Costs: These are the expenses incurred to gauge and assess the calibre of an item
or service. Examples include the price of audits, tests, and inspections.

3. Internal Failure Costs: These are the expenses incurred when flaws are found and fixed
before a product or service is offered to the client. The price of repair, scrap, and rework are a
few examples.

4. External Failure Costs: These expenses are incurred when the consumer discovers flaws
after the good or service they bought has been executed. The price of claims for warranty,
product recalls, and consumer complaints are a few examples.

Quality may be expensive; according to some estimates, it can cost as much as 25% of an
organization's whole revenue. However, spending money on quality may have a big payoff in
terms of better customer satisfaction, more effective processes, and lower expenses for
warranty claims and product recalls.

Manufacturing organizations may lower the cost of quality and increase their bottom line by
putting in place efficient quality management systems and procedures. This entails making
investments in preventative measures to stop faults before they start, enhancing the design of
products and processes to lower the chance of defects, and putting in place efficient quality
control methods to find and fix flaws as soon as they appear.

Cost of Quality
|
| | | |
Appraisal Prevention Internal External
Cost Cost failure Cost Failure Cost

8. Figure: Cost of Quality

Source: Cost of Quality in Garment Manufacturing and Its Calculation Method (onlineclothingstudy.com)




The Advantages and Limitations of Implementing a Quality Management

Advantages of Quality Management Implementation:

Improved customer satisfaction: The goal of quality management systems is to meet
or exceed the demands of customers, which can increase client loyalty and satisfaction.

Increased efficiency and productivity: Quality management systems may increase
productivity and efficiency in firms by streamlining procedures and cutting waste.

Reduced costs: By identifying and removing waste, lowering faults, and boosting
efficiency, quality management systems may assist firms in cutting expenses.

Competitive advantage: In a crowded market, quality management systems may be a
crucial difference that enables firms to stand out from the crowd and attract new clients.

Improved decision-making: With the help of quality management systems, choices
concerning the development of products and processes, quality assurance, and
continuous improvement may be made with more knowledge.

Employee engagement: Increased motivation, work satisfaction, and productivity can
result from including employees in the quality enhancement procedure thanks to quality
management systems.

Limitations of Quality Management Implementation:

Resistance to change: A quality management system's implementation necessitates a
considerable shift in how firms run, which may be greeted with opposition from both
management and staff.

Resource constraints: An extensive amount of time, money, and staff may be needed
to implement a quality management system.

Lack of understanding or commitment: All organizational levels must be fully
committed to quality management systems; failing to do so might result in a lack of
support and ineffective system implementation.

Complexity: A variety of procedures, instruments, and measurements are used in the
implementation of a quality management system, which might be complicated.

Integration with existing systems: Integration of quality management systems with
current procedures and systems might be difficult if they are out-of-date or
incompatible.

Maintenance and sustainability: For quality management systems to be successful
and durable over the years, they need constant upkeep and attention. (Greatbanks 2005)



Implementing the quality management system
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9. Figure: Implementing the quality management system

Source: https://www.smartgridelectronics.net/quality-management-systems-synopsis/

Reducing expenses, boosting efficiency and productivity, gaining a competitive edge, making
better decisions, and increasing employee engagement are all advantages of implementing
quality management. A quality management system must be implemented, but there are many
obstacles to overcome, such as resistance to change, resource limitations, a lack of knowledge
or determination, complexity, integration with current systems, maintenance and sustainability.
(Singh 2012)

TOTAL QUALITY MANAGEMENT EVOLUTION

A management concept known as total quality management (TQM) places a strong emphasis
on the value of incorporating all employees in the process of quality management and fostering
continual improvement. With the advent of quality control techniques in the industrial sector
in the first decades of the 20th century, TQM began to take shape. (Tari 2005) (Black 2010)

The following is a more detailed explanation of the evolution of TOM:

o Quality Control: Quality control techniques started to appear in the first decades of
the 20th century with the aim of finding and fixing flaws in production procedures.
These techniques included sample inspection and statistical process control.

o Quality Assurance: The idea of quality assurance first came into existence in the 1960s
as a means of ensuring that goods or services matched or even beyond consumer
expectations. Setting up processes and standards for quality was necessary to guarantee



that goods and services were consistently produced in accordance with those standards.
(Topalovi¢, 2015)
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10. Figure: Evaluation of TOM

Source: https://www.slideserve.com/phong/total-quality-management-tqm

Total Quality Control: To include all personnel in quality management operations, the
idea of complete quality control first surfaced in the 1970s. This involves encouraging
continuous improvement across the whole business and giving staff the authority to
recognize and address quality concerns.

Total Quality Management (TQM): The idea of total quality management, which
aims to include quality control in all facets of an organization's activities, developed in
the 1980s. Customer satisfaction, ongoing development, and staff participation in
quality management processes were all stressed by TQM.

Business Process Reengineering: company process reengineering is a concept that
arose in the 1990s with the goal of redesigning company processes to increase
effectiveness and quality. This involves a comprehensive strategy for process
optimization with the goal of streamlining operations throughout the whole company.

Six Sigma: The idea of Six Sigma evolved as a data-driven strategy for quality
management in the 2000s. Through statistical techniques and data analysis, Six Sigma
focused on lowering errors and variability in processes. (Wilkinson 2010)



Quality Management Stages

1. Table: Quality Management Stages

Areas of Focus

Scope

Inspection

Detection

Error detection

Rectification

Sorting, grading, reblending
Decision about salvage and ac-

ceptance

Quality Control

Maintaining status quo

Quality standards
Use of statistical methods
Process performance

Product testing

Quality Assurance

Prevention

Quality system (ISO 9000)
Quality costing

Quality planning and policies
Problem-solving

Quality design

Total Quality Management

Quality as a strategy

Quality strategy
Customers, employees and sup-

pliers involvement
Involve all operations

Empowerment and teamwork

The focus on including every worker in quality management operations, promoting continuous

improvement, and incorporating quality management in all facets of an organization's
operations have generally been characteristics of TQM's progress. TQM is still a crucial part

of operations management today, and manufacturing businesses are constantly looking for
methods to enhance their quality control procedures and systems. (Spencer 1994) (Jens J.

Dahlgaard 2019)



ISO 9000 STANDARDS EVOLUTION
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11. Figure: Evolution of ISO

Source: https://multiglobalunity.com/sistem-manajemen-mutu-bagi-industri-otomotif/

What Is ISO 9000 vs. ISO 9001?

There are variations between ISO 9001 and ISO 9000, two international standards for quality
management systems that are sometimes used interchangeably.

The ISO 9000 series of standards include terminology and principles for quality management
systems. Organizations can use the ISO 9000 standards as a framework to set up and operate a
quality management system.

The ISO 9000 collection of requirements consists of a widespread referred to as ISO 9001 that
outlines the specs for coping with nice systems. Organizations may use the principles provided
by ISO 9001 to develop and continuously operate a system for quality control that satisfies
both customer expectations and legal obligations.

In other words, ISO 9000 gives a general overview of the concepts and language surrounding
quality management systems, whereas ISO 9001 specifies the guidelines that enterprises must
adhere to in order to set up and sustain a system for managing quality.

While ISO 9001 serves as the foundation for certification by a third-party certifying authority,
ISO 9000 is frequently used as a source of information for enterprises that are putting in place
a quality management system.

In general, ISO 9001 and ISO 9000 are significant guidelines for quality control systems and
are frequently used in tandem. Organizations may enhance their systems for quality
management and better serve their customers by adhering to the rules and recommendations
described in these standards. (Priede 2012)



The ISO 9001 Guidelines

The principles of ISO 9001 are a set of guidelines that organizations can follow to implement
and maintain a quality management system that meets customer needs and regulatory
requirements.

The following are the seven principles of ISO 9001:

e Customer focus: Businesses should prioritize fulfilling client demands and surpassing
their expectations. This entails comprehending client needs, obtaining input from
customers, and using their feedback to improve the design of products, process design,
and service to customers.

e Leadership: Top-level management is responsible for leading the organization and
fostering a culture of excellence. To do this, a quality policy must be established, along
with quality goals and staff participation in quality management tasks.

e Engagement of people: To promote continual development, all staff should be
involved in quality management initiatives. This entails offering chances for training
and growth, honouring staff members' contributions to quality control, and fostering a
culture of cooperation and teamwork.

e Process approach: To optimize processes across the board, organizations should take
a process-centred approach to quality management. Increasing the effectiveness and
efficiency of processes entails locating and removing the causes of ineffectiveness and
waste as well as putting improvement efforts into place continuously.

e Improvement: Continuous improvement should be a priority for businesses if they
want to gradually raise quality standards and boost consumer happiness. This entails
tracking quality measurements, finding areas for development, and making adjustments
to processes and outputs.

e Evidence-based decision-making: To promote continuous development and guarantee
that services and goods meet or exceed consumer expectations, organizations should
base their decisions on data and analysis. Making informed judgments entails gathering
and analysing data on the performance of products and processes.

¢ Relationship management: To foster a culture of cooperation and ongoing
development, organizations should manage their interactions with vendors and other
stakeholders. This entails creating lines of contact with suppliers, keeping an eye on
their performance, and collaborating with them to create advancements in the quality
of goods and operational effectiveness.



ISO 9001:2015

Principles Applicable to the
Quality Management Standard

12. Figure: 1SO 9001

Source: ISO 9001 - ISO 9001 Certificate - ISO Consulting and Certification (isohelp.ir)

In general, the ISO 9001 principles offer a framework for businesses to adhere to in order to
establish and uphold a system for quality management that satisfies both customer expectations
and legal obligations. Organizations may enhance the quality of their processes and products,
boost customer happiness, and acquire a competitive edge in the market by adhering to these
principles. (Shahin 2004)

ISO 9001
STRUCTURE ®
\
CLAUSE 0 \ A CLAUSES 470 10

Describes the |
relationships between
otherclauses

Mandatory
requirements
for the QMS

CLAUSES 1TO 3
Scope of the
standard, terms and
definitions

13. Figure: 1SO 9001 structure

Source: What are the basic ISO 9001 requirements and structure? (advisera.com)

History, Standards, and Versions

History:

The International Organization for Standardization (ISO) initially released the ISO 9000 family
of standards in 1987. The series was created in recognition of the demand for an international
standard for the management of quality that enterprises from all over the globe could adopt.

Three standards made up the initial iteration of the ISO 9000 series: ISO 9001, ISO 9002, and
ISO 9003. Later, these standards were updated and combined to become ISO 9001, the ISO
9000 standard that has received the most recognition. (Albert Weckenmann 2015)



Standards:

A collection of standards for the management of quality systems is part of the ISO 9000 series.
The standards offer a framework for businesses to set up and operate a quality control system
that complies with legal obligations.

The ISO 9000 collection consists of the subsequent standards:

o IS0 9000:2015 - Quality management systems — Fundamentals and vocabulary.

o IS0 9001:2015 - Quality management systems — Requirements.

o ISO 9004:2018 - Quality management — Quality of an organization — Guidance to
achieve sustained success.

BS ISO/IEC 15504

The concepts of process assessment
and its use in process improvement
and process capability determination

ISO/IEC TS 17021-4:2013

Conformity assessment -
Requirements for bodies providing
audit and certification of
management systems

1SO 19011:2011

Guidelines for auditing management
systems.

ISO/IEC 17065

Conformity assessment
Requirements for bodies certifying
products, processes, and services.

I1SO 10006:2006

Quality management systems - Guidelines for
quality management in projects

A Foundation of Standards

14. Figure: Foundation of standard

1SO 14000 Series
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Source: ISO Standards in Action (greenprojectmanagement.org)

Versions:

Since its original publication in 1987, the ISO 9000 family of standards has gone through

several changes.

The following are the major versions of the ISO 9000 series:

o IS0 9000:1987 - The first version of the ISO 9000 series, which included three separate
standards: ISO 9001, ISO 9002, and ISO 9003.

o IS0 9000:1994 - The second version of the ISO 9000 series, which combined the three
separate standards into a single standard: ISO 9001.



o 1ISO 9000:2000 - The third version of the ISO 9000 series, which introduced a more

customer-focused approach to quality management.

o ISO 9001:2008 - A revision of the ISO 9001 standard, which introduced a more

process-based approach to quality management.

o ISO 9001:2015 - The current version of the ISO 9001 standard, emphasizes the
importance of risk-based thinking, leadership, and stakeholder engagement.

Versions of the ISO 9001

,1994 12000 2008
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15. Figure: Versions of the 1SO 9001
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Source: What is the ISO 9001 standard? A straightforward overview (advisera.com)

Over the years, the ISO 9000 family of standards endured a number of updates, each of which
attempted to enhance the structure of quality assurance systems and better serve businesses'

and their clients' needs.

ISO Standards for Specific Industries

Numerous industry-specific ISO standards additionally to the ISO 9000 series offer guidance
for quality assurance systems in certain sectors. These standards offer a framework for
enterprises to set up and uphold quality management procedures that satisfy industry-specific
criteria and are created to address the demands and problems of various industries.



The following are some examples of industry-specific ISO standards:

1. ISO 1348S5: This standard, Medical Devices - Quality Management Systems, offers
recommendations for the management of quality procedures in the medical device sector. It is
utilized by medical device makers, suppliers, and regulatory organizations all around the world
and covers the creation, creation, production, and implementation of medical devices.

2. ISO/TS 16949: Automobile management of quality systems: This standard lays forth
requirements for quality control measures in the sector. The planning, research, manufacturing,
and implementation of automotive items are all covered by it, and it is employed by global
automotive suppliers and manufacturers.

3. ISO 14001: This standard offers standards for environmental control systems across various
sectors. It involves pollution prevention, environmental law compliance, and management of
environmental elements. Organizations all across the world utilize it to control their
environmental effect.

4.1S0 22000: Standards for management systems for food safety are provided by this standard
for the food and beverages sector. It is utilized by food producers, suppliers, and regulatory
bodies all around the world and covers the manufacturing, interaction with, and distribution of
food items.

5. ISO/IEC 27001: Systems for managing information security: This standard outline best
practices for systems to handle information security across various industries. It addresses the
handling of information security threats, the application of security measures, and the
safeguarding of private data. Organizations all around the world use it to control their
information security threats.

Overall, sector-specific ISO standards give businesses a framework for setting up and
maintaining management systems for quality that adhere to industry norms. Organizations may
enhance the quality of their processes and products, boost customer happiness, and achieve a
competitive edge in their sector by adhering to these standards.



III. RESEARCH

Company Profile

Eaton Corporation History

With its headquarters in Dublin, Ireland, Eaton Corporation provides a global power
management firm with operations in more than 175 nations. By Joseph Eaton and Viggo
Torbensen, the business was established in the United States in 1911.

The following is a more detailed history of Eaton Corporation:

From 1911 until the 1930s: Eaton Corporation was established in Bloomfield, New Jersey as
the Torbensen Gear and Axle Company. The commercial enterprise produced axles in particular
for vans and different vehicles. The business increased the scope of its product offering in the
1930s to incorporate steering systems, gearboxes, and other car parts.

The 1940s—-1960s: Eaton Corporation was a key player in the war effort during the second
world conflict by supplying parts for combat vehicles and aeroplanes. After the end of the
conflict, the business kept expanding and growing, buying a number of businesses in the
aerospace and automotive industries.

The 1970s through the 1990s: In the years between the 1970s and the early 1980s, Eaton
Corporation diversified into new industries such as industrial automation, hydraulics, and
electrical power management. Additionally, the business established subsidiaries in the Asia-
Pacific region, Europe, and Latin America as part of its worldwide expansion. Eaton
Corporation expanded through acquisitions in the 1990s, notably the purchase of Aeroquip-
Vickers, a renowned producer of hydraulic equipment and parts.

2000s-Present: Early in the new millennium, Eaton Corporation began to broaden its product
offering by creating hybrid powertrains for commercial vehicles. The business relocated its
corporate office to Dublin, Ireland, in 2012, and it started concentrating more on handling
power and energy-saving technology. Eaton Corporation is a market pioneer in energy
management solutions today, concentrating on assisting clients in managing and preserving
mechanical, hydraulic, and electrical power. To address the changing demands of its clients,
the organization continues to develop and make investments in new technology.

Vision Statement of Eaton

The mission of Eaton Corporation is "to enhance the standard of human existence and
sustainability by means of the implementation of energy management technology and
services." The company's dedication to utilising its knowledge of power management to
improve society and ecological health is emphasized in the vision statement. Products and



services from Eaton Corporation are made to assist clients in managing and conserving
electricity, cutting back on energy use, and minimizing the environmental effect of their
operations. Eaton Corporation seeks to significantly improve the standard of living and
safeguard ecosystems for future generations by concentrating on power management
technology and services.

Mission Statement of Eaton

The goal statement of Eaton Corporation reads, "We convey ecologically friendly options that
help individuals and businesses successfully handle electrical power, hydraulic, and
mechanical energy - more securely, more effectively, and more reliably." The company's
concentration on offering viable options to its clients, with a focus on safety, effectiveness, and
dependability, is emphasized in the mission statement. Products and services from Eaton
Corporation are intended to assist clients in managing and conserving electricity while
lowering risk and increasing uptime. Eaton Corporation seeks to develop lasting partnerships
and add value for all stakeholders by offering sustainable solutions that satisfy its customers'
changing demands.

What matters to us

Our sustainability strategy delivers on our vision to improve the quality of life
and the environment.
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16. Figure: Eaton Mission Statement

Source: Eaton's quality statement




Core Values of Eaton

Eaton Corporation's core values are:

1. Integrity: The business is dedicated to operating with honesty, integrity, and openness. This
entails upholding moral principles, abiding by regulations and laws, and handling all
stakeholders fairly.

2. Respect: Eaton Corporation is dedicated to fostering an environment where all workers
receive treatment with respect and dignity and support diversity and inclusion. This involves
promoting a climate of cooperation, teamwork, and respect.

3. Accountability: Customers, workers, stockholders, and the community are just a few of the
stakeholders to whom the business is accountable. Setting high criteria for performance and
aiming for constant improvement fall under this category.

4. Innovation: The Eaton Corporation is dedicated to creating new and improved solutions to
satisty its clients' changing demands. The company is dedicated to innovation and continual
development.

5. Sustainability: The business is devoted to sustainability and to reducing its negative effects
on the environment while generating advantages for its stakeholders. This entails creating
environmentally friendly goods and solutions, cutting down on emissions and waste, and
supporting green practices across all aspects of business operations.

Material issues

1 « Collected input
from a diverse group of
external and internal
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5. Assessed our
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top issues with
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3. Conducted internal

interviews to prioritize
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impact

17. Figure: Material Issues

Source: What is Material Management? (Definition, Types and Examples) - TWI (twi-global.com



The overall dedication of Eaton Corporation to acting with credibility, respecting all
stakeholders, taking responsibility for its activities, supporting innovation, and advancing
sustainability is reflected in the company's fundamental principles. These principles serve as
the company's decision-making framework and foster a culture of excellence and ongoing
development.

Organizational chart for Eaton Corporation

Using data that is readily available to the public, an overview of the organizational structure of
Eaton Corporation. The Eaton Corporation is divided into several business categories, each of
which is in charge of a certain line of goods or scope of services.

The company's business segments include:

1. Electrical Products: Electrical appliances, switching equipment, and distribution of
electricity equipment are just a few of the many electrical items manufactured in this sector.

2. Electrical Systems and Services: For business, commercial, and residential applications,
this section offers electrical engineering products and advisory services, as well as electrical
equipment and systems.

3. Hydraulics: This business area manufactures hydraulic pumping engine valves and
cylinders for mobile and industrial applications.

4. Aerospace: For both commercial and military aircraft, this category manufactures hydraulic
in nature, fuel, and pneumatic equipment and components.

5. Vehicle: Transmissions, which are clutches, and differentials are among the transmissions
and powertrain components made by this industry segment for commercial vehicles.

6. eMobility: This market category creates electromagnetic and hybrid power sources for
commercial vehicles, such as battery management and charging systems for electric cars.

Each business sector of Eaton Corporation is targeted at a particular market or product line,
and the organization is built to serve its diverse array of goods and services.
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18. Figure: Eaton structure

Source: Electrical and Industrial | Power management solutions | Eaton

Analysis and Discussion

Overview of the Quality Management System at Eaton Company

Eaton Corporation, an international power management firm, has a thorough quality control
system in place to make sure that its goods and services satisfy clients' expectations and legal
requirements. The ISO 9001 standard, which offers standards for quality management systems,
is the foundation of the organization's quality management system.

The following is an overview of Eaton Corporation's quality management system:

* Customer Focus: Eaton Corporation is dedicated to surpassing customers'
expectations and satisfying their needs. The business leverages consumer input to
enhance customer service, process design, and product design.

= Leadership: Leadership is provided by top-level management, which also fosters a
culture of excellence inside the company. The quality policy of Eaton Corporation
emphasizes the organization's commitment to continual improvement and sets a
standard for quality management.

= Process Approach: To optimize processes throughout the whole business, Eaton
Corporation employs a process-based approach to quality management. Increasing the
effectiveness and efficiency of processes entails locating and removing the causes of
ineffectiveness and waste as well as putting improvement efforts into place
continuously.



= Continuous Improvement: Eaton Corporation is dedicated to constant innovation to
raise the bar for quality and client satisfaction throughout time. The business evaluates
and tracks quality measurements, spots opportunities for improvement, and adjusts
enhance both processes and goods.

= Evidence-Based Decision Making: To promote continuous development and
guarantee that products and services comply with or exceed consumer expectations,
Eaton Corporation bases its choices on data and analysis. The business gathers and
examines information about the effectiveness of its processes and products, and then
utilizes that information to make choices.

= Risk-Based Thinking: A based-on-risk strategy for quality management is used by
Eaton Corporation to identify and reduce risks that might have an influence on the
quality of the product or customer satisfaction. The business conducts risk assessments
to detect possible threats and put measures in place to lessen those threats.
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19. Figure: Quality Management Plan Methodology steps

In summary, Eaton Corporation's quality management system is built to promote continuous
improvement, reduce risk, and guarantee that its goods and services satisfy customer
expectations and legal requirements. Eaton Corporation may preserve the tradition of quality
and continually improve its goods and services by adhering to the rules and specifications of
the internationally recognized ISO 9001 standard.

Strengths and weaknesses of the system

Strengths:

1. Customer Focus: The quality management system of Eaton Corporation was created with
a heavy emphasis on the demands of the customer, ensuring that the company's goods and
services satisfy those needs and expectations.

2. Leadership: Top-level management of the firm offers effective leadership and is dedicated
to fostering a culture of excellence throughout the whole organization.

3. Process Approach: The process-driven method of quality management used by Eaton
Corporation assists in locating and eliminating the causes of inefficiencies and waste, which
can enhance product quality and result in cost savings.



4. Continuous Improvement: Due to the company's emphasis on continuous development, it
always seeks to enhance its goods and services, which can increase client happiness and loyalty.

5. Risk-Based Thinking: The risk-based method of quality management used by Eaton
Corporation assists in identifying possible hazards and putting controls in place to reduce the
risks, which can enhance product safety and dependability.

Weaknesses:

1. Complexity: The quality management system at Eaton Corporation can be complicated,
which makes it challenging for certain personnel to comprehend and use.

2. Cost: For some firms, the expense of setting up and sustaining a system for managing quality
might be a barrier.

3. Resistance to Change: The implementation of continuous improvement efforts may be
challenging since particular staff members may be resistant to modifications in processes or
procedures.

4. Lack of Standardization: Lack of consistency in quality management standards may result
in inconsistent product quality if Eaton Corporation has different locations or business
divisions.

5. Focus on Compliance: The quality management system at Eaton Corporation could put too
much focus on adhering to rules and regulations, which might stifle creativity and creative
thinking in product development.

In comparison to best practices in the Industry

The ISO 9001 standard, a widely accepted benchmark for quality management systems, serves
as the foundation for Eaton Corporation's quality management system. The Eaton Corporation's
quality management system provides a number of advantages above industry best practices,
which might involve a strong customer focus, a process-based methodology, and an emphasis
on continuous improvement.

To ensure excellence in quality management, some industry professionals contend that the
standard established by ISO 9001 is insufficient and that other frameworks or standards could
be required.

Some examples of industry best practices in quality management include:

= Total Quality Management (TQM): Continuous improvement, stakeholder
engagement, and customer focus are all emphasized in the holistic approach to quality
management known as TQM. Process leadership, empowerment of staff members, and
customer feedback are just a few of the numerous methods that make up TQM.



= Six Sigma: A data-driven quality management strategy called Six Sigma places a strong
emphasis on lowering errors and process variability. For the purpose of locating and
eliminating causes of waste and inefficiency, Six Sigma employs statistical techniques
and tools.
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20. Figure: Six Sigma

Source: https://www.slideserve.com/irisa/eaton-business-system-overview

* Lean Manufacturing: Lean manufacturing, on the other hand, is a method of quality
control that places a strong emphasis on waste reduction and process improvement.
Numerous techniques are used in lean manufacturing, such as mapping processes,
stream of value evaluation, and continuous improvement.

Maturity Category Organization is capable of
level performing a service...

without a documented process that
is poorly controlled

with a formal documented process with
Managed : : :
evidence of expertise and trained personnel

at maturity level 2 and demonstrates the use
: of defined, established and documented
Defined . %
processes as well as defined training
schemas for personnel
at maturity level 3 as well as
Improving | demonstration of continuous
improvement (e.g., internal audit report)

21. Figure: CMMI maturity levels




There may be more standards in quality management that might be implemented for even better
efficiency and effectiveness, even if Eaton Corporation's quality control system is based on an
acknowledged worldwide standard and offers certain advantages. Eaton Corporation can
maintain its leadership position in the market and continue to satisfy its customers' changing
demands by re-evaluating and enhancing its quality management procedures on a regular basis.

The System's Effect on Company Performance

The performance of Eaton Corporation's business has been considerably affected by its quality
management system. The organization has been able to boost customer happiness and loyalty
while lowering costs and improving product quality by putting a strong emphasis on risk
management, continuous improvement, and customer demands.

The effectiveness of Eaton Corporation's quality management system may have been
influenced in the following specific ways:

o Improved Product Quality: By locating and removing flaws and process variability,
Eaton Corporation's quality management system has improved product quality. As a
result, there has been fewer product recalls, more satisfied customers, and more reliable
products.

o Increased Efficiency and Cost Savings: Eaton Corporation proved able to save money
and improve the efficiency of its operations by employing a process-centred approach
to the management of quality to find and remove areas of waste and inefficiency.

o Enhanced Customer Satisfaction and Loyalty: Enhanced levels of loyalty and
satisfaction with clients are the results of Eaton Corporation's emphasis on client
demands and ongoing improvement. The business has been able to forge lasting
relationships with its consumers by paying attention to client input and adopting
improvements to enhance products and services.

o Better Risk Management: The based-on-risk method of quality management used by
Eaton Corporation has aided in identifying possible hazards and putting controls in
place to reduce those risks. As a result, product dependability and safety have increased,
and the likelihood of litigation or other legal problems has decreased.

In its entirety, Eaton Corporation's quality management system has enhanced product quality,
increased efficiency, increased customer happiness and loyalty, and reduced risks, which has
had a beneficial effect on the company's overall success. Eaton Corporation has the potential
to enhance business success and maintain its position as the global leader in energy
management solutions by investing in quality control and consistently enhancing its processes
and products.
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RESEARCH DESIGN AND RESULT

Research Design

The objective of the empirical research is to examine the effectiveness of the Eaton Corporation
Quality Management System as well as its effects on worker productivity and motivation. We
will observe what Eaton Corporation employees consider when discussing the company's
quality management system, the quality management tools utilized for assessing their
performance, and the impact of the QMS on their performance and motivation because the
Eaton Corporation Quality management system as well as its procedures have been presented
in the theoretical part. We will gather information from their responses that will help us make
suggestions for changes and provide recommendations.

The purpose of the survey is to collect employee responses, which will be used to evaluate the
hypothesis and determine its plausibility.

The most often utilized research design instrument is a survey. A questionnaire is a piece of
writing that includes a number of both open-ended and closed-ended questions. Surveys and
questionnaires are frequently used because they are good at giving researchers a large number
of testimonies.

We specifically targeted Eaton Corporation workers for our investigation. Nearly all of Eaton
Corporation's departments were represented in the research's sampling frame of about 100
individuals, and 91 of those people supplied responses. The Google Forms platform was used
to collect the study data using a self-administered digital questionnaire. With the aid of my
friends and the corporate network, the URL to the survey was disseminated online. From March
27 to April 7 of 2023, the collaboration window was open, giving workers adequate time to
receive and complete the form.

The questionnaire titled "Quality management effectiveness at Eaton Corporation" was
composed in English. There are open-ended and closed-ended questions, 5-point Likert scale
questions, and questions with multiple choices. These kinds of inquiries are appropriate in
particular research situations.

In addition to basic questions on the respondents' demographics (such as gender, age, job
experience, educational level, etc.), four theme parts were created, as shown below, and a final
section that included suggestions for improvement.

v Quality management in Eaton Corporation.

v Employees' opinions on the chosen QM tools in Eaton Corporation.

v Eaton Corporation’s Quality management methods affect employees' work performance.

v Eaton Corporation's quality management effect on employees' motivation.



The preparation of the database and the statistical analysis were the two key processes in the
analysis of the acquired data. In order to examine the findings using statistical analysis of the
several categories of data (scale, ordinal, and nominal), the data from Google Forms were
exported to a Google sheet. Frequency, mean, and deviation was employed as descriptive
statistics in the analysis.

Before conducting the research, one main hypothesis was formulated:

Employees concur that Eaton Corporation's quality management is effective and has a
favourable effect on their performance.

Analysis of the research results

Analysis of the demographics section of the questionnaire.

The analyses conducted in this part will aid in identifying the study sample's representativeness
and providing a description of the respondents.

1. Gender?
91 responses

® Male
® Female

22. Figure: Gender data

As you can see in the pie chart, most of the respondents are Female (47), representing 51.6%,
whereas (44) are Male representing 48.4%.



2. How old are you?
91 responses

® 18-26
® 27-30
© 31440
@® Over 40

23. Figure: Age data

The majority of the respondents (42.9%), who are spread throughout a range of ages, are
between the ages of 27 and 30.

The respondents were divided into four categories of age: 18 to 26, 27 to 30, 31 to 40, and
above 40. These age ranges represent the maximum number of years that a person might work.
individuals in their 20s have just finished college, individuals in their 30s have worked for a
number of years, and those in their 40s, who are considered mature adults, have probably been
employed for more than twenty years.

A total of 21 respondents, or 23.1%, are young people (18 to 26 years old), 39 respondents, or
42.9%, are between 27 and 30, and 31 respondents, or 34.1%, are between 31 and 40 years old.
The age distribution of the workforce reveals that they come from many generations, and the
majority of them (more than 50% of respondents) are young people with some work
experience.

3. What is your education level?

91 responses
@ \ocational School
@ General School
) Skilled Labour
Undergraduate
8.8% ® Underg
@ Bachelor

\'— ® Master
® PhD

24. Figure: Education level



More than 69.23% of respondents (about 63 respondents) have higher education credentials, of
whom 34.1% have bachelor's degrees (25 respondents), 25.3% have master's degrees (23
respondents), and 8.8% have doctoral degrees (8 respondents). twenty workers (or 22%) have
an undergraduate degree.

4. What department do you work for?
91 responses

@ Finance and accounting
@ Human resources

@ Information technology
‘ ©® Legal
- _— @ Marketing
® Sales
® Supply chain

® Logistics

12V

25. Figure: departments

The majority of respondents, as indicated above, work in the sales division (20 employees;
22%), followed by the statistical technology team (17.6%), the accounting and finance team
(13.2%), the marketing team (12.1%), the human resources staff (11%), and the legal
department (7.7%).

5. How much work experience do you have?
91 responses

@ Less than 3 years
® 3-5years

@ 5-10 years

@ Over 10 years

26. Figure: Experience

Employees at Eaton Corporation were questioned about their level of internal job experience.
According to their responses, the majority of respondents are young individuals who have been
employed by the firm for less than three years (39 workers; 42.9%); 44% of them have between



three and five years of experience working for Eaton Corporation (40 persons); and 12
respondents (13.2%) have been there for five to ten years.

6. How important do you think quality management is for Eaton? Indicate your answer on a 5-grade

scale.
91 responses

60

40 42 (46.2%)

40 (44%)

20

0 ((‘)%) 1 (1-‘1%) 8 (8.8%)

1 2

27. Figure: How important do you think quality management is for Eaton

Employees at Eaton Corporation were questioned on the significance of quality management
to the business. On a five-point scale, where 1 represents "not important at all" and 5 represents
"very important," respondents may express their ideas. The goal of these is to identify no
individuals who selected the first two categories (‘'not important at all' and 'very not important').
The majority of employees (40 employees: 44%) agreed that quality management is crucial
and relevant for the business. 42 employees, or 46.2%, agreed that quality management is
crucial, and just 8 of them (8.8%) have an unfavourable view of how crucial quality
management is to the business. As a result, we can conclude that practically all workers (91.3%)
concur that quality management is crucial for Eaton Corporation.

Since the majority of those who responded are young individuals with less than three years of
expertise, their views on the significance of quality management are unrelated to their
professional backgrounds. Instead, since they began working for the organization, the majority
of workers have understood the value of quality management.

7. How often does Eaton conduct quality checks?
91 responses

Daily 0 (0%)

Weekly 13 (14.3%)

Quarterly 80 (87.9%)

Monthly 52 (67.1%)

Yearly 30 (33%)
0 20 40 60 80

28. Figure: How often does Eaton conduct quality checks



The figure above shows that 79 workers (87.9%) said that quality inspections are performed.
Only 13 employees (14.3%) indicated that it was accomplished every week, while 52
individuals (57.1%) claimed that it is done quarterly, 30 employees (33%) claimed that it is
done annually, and so on. We may conclude that individual opinions on quality checks vary
based on the department and the respondent's position.

8. How do you stay up to date on Eaton’s quality management practices?
91 responses

Verbal communication

Email 66 (72.5%)

Official meetings 72 (79.1%)

Social media posts

No news 1(1.1%)

0 20 40 60 80

29. Figure: How do you stay updated on quality management

News and quality management methods are disseminated in many ways, as shown in the figure
above. Each division has a different method of communication. In official meetings, 79.1% of
those polled (72 people) claimed they receive information about quality management practices;
verbal communication, 28.6% of respondents (26 people); emails, 72.5% of respondents (66
people); social media posts, only 11% of respondents (10 people); and never, 1.1% of
respondents (1 person). It appears that the channels of communication used by Eaton
Corporation rely on the department head and how actively the employees participate. whether
or if the staff are sufficiently involved.

9. Do you believe that Quality management works in Eaton?
91 responses

@ Very well

@ To some extent

) Does not work

@ Can not say (undecided)

30. Figure: How quality management works in Eaton



The pie chart shows that more than half of respondents (64.8%) believe that quality
management entirely succeeds at Eaton Corporation; 30.8% believe it succeeds, but only to a
limited level; and a very small number of respondents, for unknown reasons, are unable to
make up their minds. Some of the responders selected the response "Does Not Work".

10. Does the quality management in Eaton satisfy you? Indicate your answer on a 5-grade scale.
91 responses

60

40 45 (49.5%)

36 (39.6%)

20

10 (11%)

0 (?%) 0 (?%)

1 2 3 4 5

31. Figure: How quality management satisfies its employees

In 5-grade scale questions, the first two options—"Not satisfied at all" and "Not satisfied"—
are not allowed as choices. 45 respondents, or 49.5%, said they were very happy with Eaton
Corporation's quality management. 39.6% of the respondents, or 36 respondents, said that
quality management meets their needs. 11% of the sample (10 persons) are unsure of their level
of satisfaction. No respondents expressed dissatisfaction with Eaton Corporation's quality
management.

11. The quality of Eaton products and services has measurably increased in the last few

years. Indicate your answer on a 5-grade scale.
91 responses

60
40 42 (46.2%)
36 (39.6%)

20

13 (14.3%)

0 ((‘)%) 0 ((‘)%)

1 2 3 4 5

32. Figure: Quality of Eaton products increased in years

36 respondents, or 39.6% of the total, reported that Eaton Corporation's quality of goods and
services has significantly improved in recent years. 42 workers, or 46.2%, concur and believe
the quality has improved, whereas 13 employees, or 14.3%, are unsure whether the quality has



gotten better or not. No respondents thought that the standard of Eaton Corporation's goods and
services had declined.

12. Eaton has measurably decreased the cost while maintaining or improving the quality. Indicate

your answer on a 5-grade scale.
91 responses

40

39 (42.9%)

35 (38.5%)
30

20

16 (17.6%)
10

0 (?%) 1(1 .‘1 %)

1 2 3 4 5

33. Figure: Eaton decreased cost while maintaining quality

35 respondents, or 38.5%, strongly concur that Eaton Corporation might cut costs by using
high-quality systems. 17.6% of the workforce (16 individuals) are unsure whether expenses
have grown or decreased, whereas 42.9% of employees (39 persons) concur that prices have
decreased. No responders could confirm that prices had increased.

Employees of Eaton Corporation were also questioned about their thoughts on the quality
measurement tools and methodologies chosen, how they affected how well they did their jobs,
and how quality management policies and procedures affected how well they did their jobs.
The questions have been divided into three major questions, each of which has six, four, and
eight answers. Respondents may rate their agreement with each statement on a five-point Likert
scale, with 1 denoting severe disagreement and 5 denoting strong agreement.

13. On a scale of 1 to 5, rate how much you agree with the following statements about the chosen QM methods and tools in your
company.

60 I Strongly Disagree [l Disagree Neutral [l Agree Il Strongly Agree
40
20
o e\\‘\'a \\\a\le, a(\(«‘ 0"\\00\9 (v2 ?}\0‘\‘\@5»' \H ‘(\a(\ag,- 0\@‘\“ @

34. Figure: QM methods in Eaton



The majority of comments are favourable toward Eaton Corporation's quality management
solutions, as indicated in the graph. Regarding the first claim, 35% of respondents concur that
Eaton Corporation's instruments for quality management are effective at measuring quality.
The majority of respondents (60%) affirm that they have a thorough grasp of the quality
management procedure in the second statement. Regarding the third assertion, the majority of
workers (40%) think that QM tools take into account all quality viewpoints. Regarding the
fourth claim, 48.33% of respondents firmly believe that Eaton Corporation gives its managers
the information and guidelines they need to assess their work performance using a range of
quality management methods. Regarding the fifth assertion, 45.1% of those polled are certain
that their boss employs instruments of mediocre quality. Regarding the sixth and final assertion,
43.33% of employees at Eaton Corporation have faith in the effectiveness of the company's
quality management instruments.

The responses provided by respondents suggest that workers generally concur that Eaton
Corporation's quality management tools are effective and well-organized. Additionally, given
the majority of respondents are under 30, and 42.9% of them have fewer than three years of
experience, we are unable to correlate respondents' judgments of the efficiency of quality
management systems with their years of experience. As a result, we can attest to the great
effectiveness of quality management solutions.

14. On a scale of 1 to 5, rate how much you agree with the following statements about the effect of
the quality management system on employees' work performance.

Il strongly Disagree [l Disagree Neutral [l Agree [l Strongly Agree
40
20 I
0 . n - - - -
The quality management system in my company... QM practices make me committed to producing top-quality...
QM tools help me reach performance goals and succeed. The quality management proc...

35. Figure: Effect of quality management on employees' work performance

Positive data are displayed in the graph. No workers at all disagree with the aforementioned
comments. Only a few participants are impartial in their assessments of how quality
management has affected their ability to function at work, and the majority of responses are
supportive.

Regarding the first claim, 38% of respondents overall, or greater, concur that Eaton
Corporation's quality management system enhances employee performance. In terms of the
second component, 55% of workers said that effective management tools assist them in
achieving their performance objectives and success. Regarding the third claim, 42% of
respondents concur that using quality management techniques motivates them to produce



excellent work and do their duties flawlessly. Regarding the fourth claim, 45% of respondents
completely concur that Eaton Corporation's quality management system is effective in gauging
employees' performance. It is clear that the majority of employees completely stated their views
on the impact of quality management on their job performance.

15. On a scale of 1 to 5, rate how much you agree with the following statements about the effect of the quality management system on employees' motivation.

I Strongly Disagree Il Disagree Neutral [l Agree M Strongly Agree
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36. Figure: Effect of OMS on Employees' Motivation

The graph shows that respondents' responses are convergent and identical. Only a few workers
disagree with some of the aforementioned claims, but the majority do. The majority of
respondents (48%) concur with the first claim that they feel motivated to contribute to the
company's quality management system. In regards to the second claim, 48.66% of those
surveyed report feeling inspired to work during or after using quality management procedures.
When subject to quality management tests, 45.32% of employees report feeling confident,
according to the replies to the third statement. The majority of respondents (51.99%) to the
fourth statement said they always desire to offer their best effort while at work. Regarding the
fifth, 40.66% of workers claimed that their bosses pay attention to their efforts wherever they
perform well and appropriately. Regarding the sixth claim, 52.66% of workers feel appreciated
when they help their team succeed. Employees are acknowledged by their management and
coworkers. Regarding the eighth claim, 40.33% of those surveyed claimed that continuing
education maintains them competent, current, and enthusiastic to work. Regarding the ninth
claim, 47% of staff members explained that their boss pays attention to their recommendations
and treats their concerns in a fair and reasonable manner.

Last but not least, we sought feedback from workers regarding how Eaton Corporation handles
customer complaints and suggestions as well as the components that constitute quality as well
as how they might use and enhance it.



16. Eaton handles customer complaints and suggestions effectively. Indicate your answer on a
5-grade scale.

91 responses
60

40 44 (48.4%)

20

% 1(1.1%
0 ((\)/) ( | ) 6 (6.6%)

1 2 3 = 5

37. Figure: Handling customer's complaints and suggestions

No workers stated that Eaton Corporation did not handle customer complaints appropriately,
as seen in the chart, which is compatible with the survey's objective. 48.4% (44 participants)
believe the business manages consumer complaints and suggestions successfully. Only 6.6%
of those surveyed (6 persons) do not know how the firm handles complaints.

17. In your opinion, which of the following elements, best describes quality?
91 responses

Data management 12 (13.2%)

Processes 18 (19.8%)

Customer Satisfaction with

0,
Product Quality 80 (87.9%)

Continuous Improvement 71 (78%)

Organizational Structure and

44 (48.49
Responsibilities (48.4%)

Quality Policy and Objectives

0 20 40 60 80

38. Figure: what does quality mean at Eaton?

We provide the employees with the opportunity to indicate which aspect best defines the quality
and the way they can make it better in the final graph. People had the option of selecting more
than one component that best characterizes quality in the multiple-choice question.

Customer happiness and ongoing improvement, according to the majority of respondents, are
the two defining qualities of quality. About 87.9% of them (80 individuals) stated that
developing and implementing quality relies heavily on customer happiness, and 78% of
employees (71 people) believe that process improvement should always be a priority. 18 of
them, or 19.8% of them, are necessary for effective implementation. 12.3% of the staff
members (or 12 persons) concur that data management might be a key component in raising
quality. Finally, 40.7% of respondents (37 individuals) agree that quality improvement is



connected to changes to quality policy and objectives. Of the respondents, 48.4% (or 44 people)
think that changes to organizational makeup and duties would be the greatest method to
increase quality.

Hypothesis testing

We formulated the following statement before beginning our research: "Employees concur that
Eaton Corporation's quality management is effective and positively impacts their
performance." The two variables of the hypothesis are the effectiveness of quality management
and its effect on employees' performance. Data from earlier charts and graphs show that the
majority of employees think Eaton Corporation's quality management is effective and has a
positive effect on their job performance. However, fewer than 7% of workers are unable to
determine if quality management is effective or not. Therefore, it is important to reiterate that
the empirical study supported the theory.



IV. Conclusion

Summary of Findings

Our goal was to investigate the effectiveness of quality management at Eaton Corporation and
how it affected worker motivation and output throughout the research. Additionally, we tried
to comprehend how quality management is assessed and viewed from the viewpoint of the
employees. The results showed that staff members are knowledgeable about many facets of
quality management, quality management procedures, and the organization's quality
management system. Additionally, they acknowledge and guarantee the importance of quality

management and its role in Eaton Corporation's performance.

More than 90% of those who participated from various departments concurred that the
company's quality management is effective and efficient, and they are very happy with it.
Additionally, they said that over the past few years, quality management has improved,

resulting in higher-quality goods and services at lower costs.

Most respondents expressed positive opinions about the quality management techniques and
tools that were employed to assess how well they were performing for the company. They also
agreed that Eaton Corporation does a good job measuring quality and that its quality
management techniques conceal all quality perspectives. Finally, they were adamant that Eaton
Corporation gave their managers the necessary information and guidelines to use these tools to
assess their employees' performance. They also believe that their boss treats them fairly, which

gives them confidence in the Eaton Corporation's quality management methods.

The majority of respondents felt that quality management had a significant impact on
employees' ability to perform at work when asked about this. They think that Eaton
Corporation's quality management system enhances their performance. They acknowledge that
using quality management tools enables them to succeed and meet their performance
objectives. They concur that using quality management techniques makes them more dedicated
to delivering excellent work, doing their duties flawlessly, and accurately evaluating their
performance. Employees also concur that they feel motivated to contribute to the company's
quality management system. Finally, they emphasize that their boss listens to their

recommendations and treats their complaints fairly and sensibly. They say that their manager



notices their efforts whenever they perform a good and acceptable job and feel appreciated as

they help contribute to their team's success.

In a nutshell, Eaton Corporation has demonstrated the effectiveness of quality management,
which also improves worker performance and increases motivation. To get greater results, one
must always go forward. According to the study's findings, it is advised to continue handling
customer issues and feedback effectively, considering the suggestions and grievances of
employees, as well as their work and effort, and rewarding them in order to show them that
their efforts are valued so that they will continue to feel inspired and contributing to the
business. Employees also recommended upgrading quality goals and objectives, improving
quality procedures, and concentrating on ongoing enhancement to increase customer

satisfaction.
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