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Note: (a)All questions are compulsory. Please attempt questions in chronological order

(b)Marks are indicated against each question in square brackets.

Q1. AT&T Inc. is one of the world's largest telecommunications holding compam and is the largest in
the United States. Operating globally under the AT&T brand, AT&T com" ames are recognized as the

leading world-wide providers of IP-based communications services 1

busmess and as the leading
providers of high-speed DSL Internet, local and long distance v ce and directory publishing and

advertising services in the Unites States. While compamcs-. 4%, Motorola Ford, DuPont and Xerox

have routinely benchmarked their manufacturing operatl' § ,&T with the help of the accounting firm
Coopers & Lybrand has benchmarked its cash management Operatlons Operations benchmarked include

cash positioning, cash concentration, cash mob

n funds transfer and cash transactions accounting.
First, AT&T determined the “areas to benc agk;. and the companies to benchmark against. Then, it
determined the indicators that woul ,u?éd and collected data by interviewing other companies,
conducting surveys, and readin 1551 journals and advertisements. It analysed the data and
determined the best- in-the-class. from each identified benchmark. AT&T then ecvaluated its progress

against the benchmarks i
benchmarking effor ,;

c1dcd on the best way to improve operations. As a result of its extensive

VAT&T' “increased automated clearinghouse usage, increased electronic data
mtcrchange/electr funds transfer focus, enhanced training and education, created a quality
consultant p081t10n reduced management and staffing, consolidated operations and systems, combined

bankn}gxand__ _cash management functions, simplified its banking network and reduced the number of its

Referring to above case answer questions 1 &2.
Q1. What benefits were realized by AT & T through benchmarking? CO4 [6]

Q2. Identify and briefly describe the benchmarking steps which were taken by AT & T. CO4 [6]
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Q3. “The Mumbai Dabawallahs have not been able to expand beyond Mumbai’. In the context of this

statement, explain the advantages and limitations of Six sigma. CO4 [6]

Q4. Explain the DMAIC process in context of an organization manufacturing and distributing organic
ready-to-eat foodstuff, CO3 [6]

Q5. Briefly outline ICICI Bank’s journey towards achieving six sigma.  CO4 [6]

Q6. Write a short note on any two of the given quality terms.

a) TQM, b) Quality is free ¢) Fishbone diagram d) Kaizen
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