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ABSTRACT

The object of this project is to study and implement Quality Management Techniques in a

service organization.

The vehicle cause for investigation was Statistical Process Control (SPC) which was
implemented with the aim to assist in the finding of problems that the hotel maintenance
department may be facing in the energy consumption field for the past four years and

consequently to achieve “product” quality improvement by introducing corrective actions.

For this, the data and measurements taken through the last four years were investigated and
statistically analyzed using the SPC Excel sofiware in order to identify process stability and
capability using the quality tools. '

There have been examined various sample size metrics and indicators mainly from

engineering department and their fluctuations which has shown with the pass of the years.
The great majority of SPC tools and techniques were used like brainstorming, cause and
effect diagrams, histograms, team problem solving techniques and great extend of control
charts. Also, the charts, which show these variations and specific cause, are included for
understanding of the problem from the readers.

Analysis of the control charts has been done and the results show the problems that the hotel

and the engineering department faces.

Suggestions for improvement of the system have been quoted.
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