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i, Explain the concepi of Business Process Reengineering in context of the Ford compa;y
case.

{5}
{2. How can a hotel operating in Shimia benefit  from the Benchmarking process? Ixplain
brietly how they should be conducting this process. :

[347]

TOM. 1342
4. Explain the Kanc model and show how it contrbutes to Total Quality Management in any
organization. 13+2]
@5, Evaluate the success of Google/Apple/Tesla from the quality management perspective.
5]
6. In context of the following case study, what could have been the need for KLM to go for

ISO certification. Support with evidence from the case study.

IS

[

7. Discuss with a specific examplie how any other organization can put to use the leaming from
the KLM case. i5]

Case siuay

In 1999, the Dutch airline KLM became the first airline to achieve 18014001 certification of its
environmental management systen, leading to measures that have reduced noise, in-flight water
consumption, and use of toxic dry cleaning chemicals, led to 40% cabin paper recyching,
improved waste water quality, and saved 1.6 million kitograms of fuel in the year 2000.



Environmental issues such ag fuel and energy saving, reduction in noise, emissions, wasiewater,
and waste separation, are just a few that arise fron the daily operation of an airline. The fuel
efficiency of air transport is determined by such factors as the specification of the aicraft, the
optimal design of the timetable, the route, altitude and flight speed, original loading, the on-
board service, and measures to reduce noise poilution. Hence, a coordinated and systematic
approach is required to achieve the environmental objectives effectively and efficiently.

Looking around the cabin during a KLM flight, passengers may find it difficult (o see how
thinking green has affected the nature of KLWs service. “That’s as it should it be,” says
corporate Environiental Manager, Udeke Huiscamp. *We can’t push for environinental
efficiency at the expense of service. The quality of service remains pacamount.” Nevertheless, if
you look very carefully the signs are there. n the duty-free selection on board, for example, low-
turnover goods have been eliminated in order to reduce weight and increase fuel efficiency. Our
research showed that a single bottle of whisky was travelling the equivalent of three times round
the world before being sold! Discarded newspapers are now recyeled rather than bundled with
other cabin refuge, and flight crew uniforms are now made from fabric which no longer requires
dry cleaning- a simple detail which significantly reducss the amount of toxic dry cleaning
chemicals released into the environment, Afler closely monitoring water consumption on fiights,
they now have a much better idea of actual water requireinent and can avoid lcading planes with
excess barrels. This alone fed to a saving of about 1.6 million kilograms of fuel last vear, helping
KLM achieve a fuet efficiency some 20% higher than the average Buropean airline. For KIM, as
tor any other airline, the major environmental impact fes in the efficicnt use of fuel, Given that
there is no tmmediate prospect of ‘greening’ aviation fuel, airlines must maks fe most of whai
they use. et aircraft may be seen as gas guzzlers, but on long distances they arewwore
ceonomical than the average car (Huiskamp 2001).



