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Milestone Two: Outline
1. Company Background and History
· The company selected is general motors, and it is among the giant auto firms in the world. 
· The company was established in 1908 by Frederic L. Smith, Charles Stewart, and William C. Durant (Basu, 2014).
· Among its main divisions are GMC, Chevrolet, Cadillac, and Buick
2. Description of quality issue
· The quality issue that was reported in this company is regarding the faulty ignition switch, which led to the death of 124 individuals. 
· This leads to the firing of 15 workers, and incurred a cost of around $2 billion for victim settlements and fix the cars (Maynard, 2015).
3. Quality Culture
· The former manager in this company reported that employees were encountered with a culture whereby they would be fired if they mentioned something to do with safety and quality issues. They would be fired for also not mentioning those issues (DeBord, 2019).
· The culture contributed to this issue because the workers feared their work, which made them remain silent.
4. Voice of the Customer
· The trust that the customers had in the company was lost.
· The victims and their families filed litigations against this company.
· GM endeavors to utilize the complaints and comments from the customers to improve the old products and create a new product line

5. Change Management Plan
· The management plan that can be employed in this organization is by the utilization of Juran trilogy and Deming’s 14 points for management to enhance quality 
· Likewise, utilizing quality techniques and tools like the prioritization grid and affinity diagram ensures that the company can identify the possible issues and how to handle and prevent them. 
6. Quality Theories 
· As mentioned earlier, the first quality theory is Deming’s 14 points for management, which offers many integral principles for the foundation of quality management. This provides some steps for the managers to management and control quality in an efficient manner
· Juran trilogy is the second model, and this has a process for improving and managing quality. The procedures enable the firm to access every quality issues and the method of fixing them
7. Quality Tools and Techniques
· Check sheets
· Cause and Effect diagram
· Prioritization grid
· Affinity diagram 
8. Implementing Change
· GEMBA
· DMAIC
· Plan-Do-Check-Act
9. Resistance to Change
· The issue that could hinder the execution of change is employees that are resistant to change 
· The other obstacle is ensuring the workforce is on the same page with all the changes and ensure they understand the importance of change.
10. Expected Outcomes
· The anticipated results are better decision making and enhanced pace of presenting a high-quality product in the industry
· Also, adjustments will affect the eminence of the company’s products by avoiding and preventing quality concerns in the coming days
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