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KGRI 1977 IR TR 2 A3 L, AR/ MAEWERT I AfE, BN AL o B4
T 2013 AR AR EHURE AL B3 CEO, 2019 4EICEEITHIE L, A4E X 0 BEyEM 2 %
DTW5D. RIFITH72 ) BEEMER, BFER, EBEHKCBVWTERZEHY, TQM €7
NVOMALD—TLREE DEREOEER Y B L THRPIOR LKA LRREETH D, TOREA
MERE ORKE HIO M TRE R EHRE Fio.

KIEROPEIEIBHICZHICHERNTE S, FE—I1X 2015 EHBED [Av— b a2V AT
Yav] ThhH Fu—vilE, EHTF— 50 ICT @SS, HE L8 L i L4k
WAL L, RV E A2 R LS. EN 4 BB OBISIIEA SR, Bk
FEROWELEF2FE Lz, SO TRBEEZRIL, E¥HYE2 8 AMBE L TH
BYGEa vy v MCERL, R L OHAIRERZ 72,

B RREREARNOEBTH L. AFARLLERALICET T 2 25, BEXAE
[i-Construction| &##E L ICT @A N, AMER, IoT ¥ ERZHEEL . ERAE
BETHICBIT 5 ICT +TEMX 2022 4EEEIZ 87% YLK L, i THERT 3 SR, 2Btk 2 &
MEAEH L. FLAARERERIESOREE LT, dlBEEH BB PE 7 2 B
Wi FEL, T2 ERNIEHTA2EW LD oNLEW

ELIREETO) ==y TEEBEBTH 5. BIARE L TAERET #8957
BUORRHZB RS 200 &9, 20234FI21E30ERY) DKEEL LB RX—AT v T
399%, 2024 4E1213558% # EH L 72, HETF%E [ANOHFE| LEDT, B¥EORELE
PEEBFROMV 2L L2SIEEm MM Ns. 512 Y RO T7 TOMRERERFK
HERR e SO RIS R A SR T AIRENE, [ e TR ] ZfRBIL 72 CSR & L CHEFEW
MBI TS,

INSOWEEEHZDDIE, HEKD TQM L 38 [HEMMEAIE] 2 hIcimz 58
BTHD. Thbh, OBHFEEZRENTHRIELATREGFHELELZLZE, OHE—AD
O DB ST EERAE T A2 &, @OF EFHHEE UARICEHMT AZ L TH 5.
ZLTCIhEBIULT 5 HooMs—FRER O LG, BEIEORERE, “aL B
IR T B RE, WEAASNMMEAN L H 8, Bl ERRE—, TQM O
RO EELMIMEBCTH S [HELEEoOmE] ZHANIELLSELLDTH 5.

KEROEBIBEICBIT 2L 2 HENRICE & E 59, TQM 2 H&mfiiflz @&
FTHREY —NANEHAL L2 L2 FEATHLDOTHY, RAONWER 2T 586 L
Wz 5b.

(EEXH)

KGR (2020) @ I~ OfEE & HERNM, BERAAR)—F -y 7 7arsJa

KAE— (2023) : Society5.0 2 HI&3 ) & Kk, JUMBEEHEHS
[FEEEE RN A A 2 COFEHHS

Ohashi, T. (2025) : Quality Management to maximize Corporate Value at Komatsu,
Key Note Speech, International Conference on Quality 2025
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2L, BUE, BB RWBMFHITNE, — W EE A B AR =R 0 = R
FH¥ESLH, EESET 7573 — (IAQ) President-Elect, 3 ¥ 7V HHEHELZBATHEERAR,
QC H— 7 VEEHWX AL EMFHEAEZHEDO TV 5.

LKL, 1981 SEBRABRE KFRFERG LR E2 5 7%, HARM AR AR L
1991 4E7 5 1992 4E 12} TKE JOINER ASSOCIATES INC Ty =7ayHns v &L
THHB L7, 2085 OARBHEFMEE 2 M5 TQM O K L3RI L, 2005 485>
SITEEHMFBIREE LTIy vy Y 7EHZELTWS. 2512, RRHKS
HEHBIZRPEBKRFEOEFEHEMZBEL, BHFHTOEML TE .

HERKOERL, EDbOTEIEIIbA5. H—12, HARRHEHMER R 0 ABKR S,
MEEAM BRI S (AOTS) R EZELT, F3I VY 7EFEE WEREEHED ELT,
B otIF— - IREOMEEY, HMFEHELR SICEHEDD, EN/MIBITS TQM O
W EREFEIIRII Lz, ZoIRIc L D, 2011 4 JSQC SEE B E, 2019 48 AOTS B
HHREKERYE, BELOEEEZZTTwh. I, QCH— 27 WiGENIC 30 ELL LD D,
WMHRE T O ST A ERET AR EAMBRICR D L. E=12, ISO/TC176 DG ) % @
L "C ISO 9004 ZIE R JIS Q 9004 M 122 L, EIBAE AL IES) I b B3 e Eik e 7z L7z,
BN, TQM 23 v s v b LTERFNTEBOMAEREEZITV, £ 00¥Er T3 v
FESZEI\EW - ERIISEICET S, 512, RSB EE TQM a2 v vr 4 v 7
ORI HG L.

T/, B BEEHIEETHY, [LYv—HP—VERED TQC ~DFkk |, [40it
RoERE ] (B, [TQC HaE#r], [H¥(0 QCHUILE] 2L 5 Maz 2HED
HRUCHED Y, HREMEEHECHMEZ 4EZELTYWA., IO OCHR#EEHIE, TQM ©
L2V Ewme AR RO b ETRE REE R L.

Db X Hic, #lRIIER, B8 #E, Bl BRE o772 0w HHIZE T,
TQM D - FEREAZHRBL I 2> D B e Ul 2 250 T & 72, EINALCHES YRR & Mied T
<, FRIETFIVITERNDG - FERBEOMEIIEHTHIANDTH 5.

(EECHR)

[1] TV Y v —H—E2¥ED TQC ~OHkHL ] (1989 4, HEHH AL, i)
[2] TAEDUHAC o SVELRE R | (1994 48, H AR kL, 3R

[3] [TQC JHER | (1985 4, HAHKGL, H3%)

[4] %30 QC F4E] (1986 4E, HEHEE ML, Jt3%)

(5] TQC-to@EHDME| (2012 4F, HEMHGE MM, 63)

(6] THEMIEE LCoat] (2019 48, HRMSH I RGHE, 363%)
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FEYF Ny F VAR (FEY R N F LR A ) R= 3 AEE) ZEEOBHE)
Bz EOREFECARE, I, mEEML IR L, FHEREREBRL:. Ihoof
T, WEEHOEEE L EEOBN WKL, WEBEHOMEZ A, 1969 4FI123k
EloOmEEMEMRIGEE SN, TO%, mEI VY e LTHHE TEICEESD
XUOBMOEERCTHWEEHEZIFEL, TOERICRILTEL O, 1976 4£12/3—
I VA LRFRFERR LS 2 U L 7.

Ny F AL, WMANELAEDTET 2 HAROEN &AM EE ISR & KT %
F, 1970 SEARKRICH AR TQM % EENEA L, BIICHA ) EEEB X OFMN~D TQM
DAL RICR D L TE 7, EEBIOCKINO My 77 I AOmEa vy v M Thah.
BAELFICHAROES O TQM % 220, SE - RN DA S 15 4 E o 3 - fH
TQM #fE L CT& 72, FAIAQ (EBWE T 773 —) OIESBISEB I TQM HMR
ELTTQM T 23 S EEZLHTTL TV 5.

KO FITHERE, BINND TQM DOk & % KIGB OFFHIIIKRD 3 MIZEHTE 5.

1. EEB L WM TO TQM Dkl 72z 3 e

FRIZERICBWTHARMSEEHZHEEL, by 7D —F =3y 70T, BEELAO
EZ 7, FREEMICIE L -G SHEE, HEEE, QC PRI L 2UGEEH A EAE L, FRIC
1990 4EDIRESEE B X ORI 6 #ENC TR 24 D RBEZIREL, TQM 2 EHF S 872 X5
WCHEREHE2 D TQM O FE L BHBFHM O, HEOEEL L, EEICBITL%
COMBEEHEMREFERL TE 7.

2. HERD QCH =27 VEHKIZL72EESNN X 285 ORE - FINANOEA &8 K

[ ECIZ 1980 AEAAIIC LT - BN EB X OEBOZY S, F2=2V7, 45058
WCHAD QCH—27 VB ZEAL, QCH—2 VOHE~DES - ¥RITFHL, &8S
ML AFEEEZHAEL T D, FEEEQCH — 27 VARITHEBIITSINL T,

3. FRINE HARE ORFIC L % EHER

X 1980 14722 5% K O F — 2 Z BRI A SRE L, HAR TQM D54 L BRI~ D
ERERGEL TS, T, HARD S OFEEANOMREN % B ENZ 0 A, EESFEORE,
TQM #Z#Ar LT &7z, S SITHFETNEZ L, 1990 FCHIHE I H AGEZE S5 ISO 9000
O FEFEHIEE &8 A S AR, KA P & 3 2 BPRF — 25 0 AR 0 R 1 AR i3
WCBWTHE - M2 ER L, HARMZED ISO 9000 DI - EEZLELI-2LTHAS.

Pl X5 ICFHKIZHARY TQM OREEB L N TOE IR E < 'L 7=

(EE2LEFEE (TNTHEE) (1990 £LUE))

“Achieve Total Quality”, Association with the Institute of Directors (1992)

“Hoshin Kanri - the Strategic Approach to Quality”, Routledge (2008)

“Quality Beyond Borders”, Routledge (2019)

“Self-Managing Work Groups - the key to Participative Management”, Makeway
publishing (2023)

fl1Z “In Pursuit of Quality” (1990), “Just in Time second edition” 1992) 7 &&71 10 i
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Mr. David Hutchins £ - - %
Chief Executive, David Hutchins Innovation Limited /
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[Reason for selection]

Mr. David Hutchins (Chairman of David Hutchins Innovation Ltd.) worked in production,
development, and quality management in the British automotive parts manufacturing
industry and held managerial positions. Through these corporate activities, he keenly felt
the importance of quality management and Britain's lag in this field. He dedicated himself
to mastering quality management and was certified as a British Quality Management
expert in 1969. Since then, he has worked as a quality consultant, primarily for the British
and European industries, guiding quality management and striving to promote its
adoption. During this time, he obtained a master's degree from the University of
Birmingham Graduate School in 1976.

Mr. Hutchins was profoundly impressed by Japan's outstanding total quality
management, spearheaded by the late Professor Kaoru Ishikawa. In the late 1970s, he
introduced the Japanese Way of TQM in the UK and has since devoted himself to
promoting and spreading TQM in the UK and Europe. He is a top-notch quality consultant
in the UK and Europe. He continues to study Japan's latest TQM practices and has
provided guidance on TQM to companies and organizations in 15 countries worldwide, in
addition to the UK and Europe. Later he became the only full member from the UK of the
International Academy for Quality (IAQ) at the time of his election and, as a TQM expert,
has published numerous outstanding books on TQM.

The key characteristics of his endeavor to implement and promote TQM primarily in
the UK and Europe can be summarized under the following three heads.

1. Continuous Promotion of TQM in the UK and Europe

Mr. Hutchins promoted the Japanese Way of TQM in the UK, promoting customer-
oriented thinking, policy management grounded in management strategy, daily
management, and improvement activities using QC techniques under top leadership.
Particularly since 1990, he guided a total of 24 large companies in the UK and six
European countries, establishing TQM. Furthermore, he was commissioned by the British
Quality Association to develop key TQM educational materials and deliver training,
thereby cultivating numerous quality management specialists in the UK.

2. Introduction and dissemination of management practices centered on Japanese QC
circles with total employee involvement in the UK and Europe

Mr. Hutchins introduced Japanese QC circle activities to British and European
companies for the first time in the early 1980s, focusing on establishing and spreading QC
circles throughout the workplace and promoting management based on total employee
involvement. He also actively participates in the International QC Circle Convention.

3. Contributions through exchanges between Europe and Japan

Mr. Hutchins has been sending numerous training teams from Europe to Japan since
the 1980s, and continues to promote the acquisition of the Japanese Way of TQM and its
dissemination in Europe and other regions such as Egypt, Tunisia, and Iran. Additionally,
he has hosted multiple study missions from Japan to the UK, introducing them to the
management practices and TQM at British companies. Furthermore, it is particularly
noteworthy that when Japanese industry introduced the ISO 9000 certification system in
the early 1990s, a team of experts led by him conducted education and training programs
for the JUSE and Japanese companies, supporting the promotion and establishment of ISO
9000 within Japanese enterprises.

As described above, Mr. Hutchins has made a significant contribution to the spread of
the Japanese Way of TQM in the UK and Europe.

(Major Publications (All Single-authored books) (Since 1990))

1. “Achieve Total Quality”, Association with the Institute of Directors (1992)

2. “Hoshin Kanri - the Strategic Approach to Quality”, Routledge (2008)

3. “Quality Beyond Borders”, Routledge (2019)

4. “Self-Managing Work Groups - the key to Participative Management”,

Makeway publishing (2023)

He has published a total of 10 books, including “In Pursuit of Quality” (1990) and “Just in
Time second edition” (1992).
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AR Hb o BEUERITE X VG5 Y 8-3-13

T E L :036631-0441

HFENE HE

5 L & 1918 1,500 /5 H

TEEBE 150 %

[EZIEH]

[F##%1%, Global Schools Foundation %38l L 7= Global Indian International School (4
XY Y AR=I, 2002425 T VT EPLICMDOF Y YNAZREKM) O—DOTHAH. [
AR ORI 2006 £ TH Y, WHAILTNXIZ A DORED D 5. WBEE D O HEHE
EFTDOIITADDY, A YAV FaTLR2TTHRL, 7))y VRERANATLT 25
CEMGEBEAY) X272 2L Tnw5. 20254 1 AREE T, AT 1394 % THD,
YOMEIZ 150 4 (N, #BHUL1064) TH5H. 2024 4058 LEid 194£ 1,500 T TH 5.

AWML TEBY, SBRILERPRATN TS, —FH T2V F 27 060F
YORADPEREINBHIZON, #EEEOV—LVRFRHE (FXL—Tav) LENLEIIRT
51T VAT ARHHMADHIZZALHAL, BEOEOIES-E, BRE Ol O T 23
M E LTHN ChooifEZ2 ML, mESHLMILT 572012, 2013 412 TQM
ZBALZ. TQM 2@ LT, IT VAT ARHFOMMAZYEL, Bz RkE(LT 52
LT, MRRERoORENREEZHIE L. by 7o) =5 —v vy T7obk, 300
BAR 2 HEE [2030 4 F TIZHSNIRAK DA ¥ ¥ —F 2 a F VA7 =il b | [EEH
WL CTHBLZHFEZRMET L] I3 227 1 ORRICHEBIICES 5] 2R L,
ZOFEHDOI-D DM A B L, SHRIER L7 72, FHMIIB W TH S AN %
HESE L, IR HIZET 5 7-00HMAD L DI #HATE .

FHLERD TQM O FE— ORI, FIRE - H5E - RER L 2B X AALZEESMOYUE
WHOFEETH A, LR F— 27— 7 O & FREFOUHEANO L FFTLORERE HIY
EL, YEEHE QCH -7V 2BEALTWS. FEEEIZIS LTI RTOAEFEDFREDF
5LV BIITEDE, IODUEPOLLRIZUETILV—L T -7 ZBEAL, ThArLD
HATUEL L LIBRENLZEHRPEIEERL TV A5,

E_OREUE, IT Y AT AZIEH L7 TQM GBI OHEHETH 5. HEOEOUGE % HEd
T HDILELT— ¥ 2 WE, TR ST 2HHAXEL TS, ERP VAT 4%
FFE L, A4 - RiEH - BEHOERZ IR, A 2)—%a3I2=r—2 a3 y&0EBIZLT
Wh. ZOHMARIE, RN REE, BFEOK#EL, AT—7 KV — =T XY
b, MkfERISE;, MRREAROFRNZREICKECHEMMLTWA.

BRI, HEERICBITS2 TQM OWHTH S, FHeHEMZIEH L7 BEE DR,
G E) &l U724 E - BURBOAMER, HEHCIA2EHUEN) X276 EMBICEEK
EEBO T O ZOFHEL, IT VAT AZEA LSRG AT — 7 —F V¥ — L okt
AL, BEWEEN EOHMT TQM I ZH#HEEL, RIRELHIFTVL

UEORERE LT, QCH =27 VvodEEIIMmL, MaEegdimLsz. £, &
EDOFERBETH D ASAS A a7 I HEE % # % L, Student Satisfaction Survey Score,
Parent Satisfaction Score 7z & DR FERHHE 2 27 A2 ER L7z, 512, F 4B
FHMLTHED, TQMIGFB DR RS TV 5.
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‘ ’Globallndian

Werietoon Global Indian International School, Tokyo
Representative : Mr. Sumit Mishra, Country Director e i) O
Address : 8-3-13 Nishikasai, Edogawa-ku, Tokyo it ‘;~ ' a
TEL : 03-6631-0441 Lo e cse
Business description : Education 129 @
Turnover : 1.915 billion yen v*‘
Number of employees : 150 eeocoe

[Reason for selection]

The organization is one of the Global Indian International Schools established by the Global
Schools Foundation (headquartered in Singapore, with 64 campuses primarily across Asia since
2002). The organization was established in 2006 and has four campuses in Edogawa Ward,
Tokyo. The school offers classes from kindergarten through senior secondary level, providing
not only the Indian curriculum but also diverse international curricula including Cambridge and
the International Baccalaureate (IB). As of January 2025, the number of students was 1,394,
and the number of faculty and staff was 150 (including 106 teachers). Revenue for 2024 was
1,915 million JPY.

The number of students is increasing and is expected to continue growing. On the other
hand, as the curriculum offerings and campuses expanded, discrepancies emerged between
operational rules and procedures and the IT systems and mechanisms supporting them. This
led to issues such as inconsistent educational quality and declining satisfaction among
stakeholders. To address these challenges and strengthen quality management, it introduced
TQM in 2013. Through TQM, it aimed for sustainable growth across the entire organization by
improving IT systems and educational frameworks while optimizing resources. Under strong
leadership at the top, three specific objectives were clearly stated: “To become the largest
international school in Tokyo by 2030,” “To provide education excellence through quahty
management,” and “To provide a positive engagement on the growth of the school community.”
Strategies to achieve these objectives were formulated and rolled out across the entire
organization. Furthermore, it strived to establish mechanisms for building Daily Management
system and implementing improvement activities within each department.

The foremost characteristic of the organization's TQM is the implementation of improvement
activities involving the participation of all the members, including teachers, students, and
parents. To promote teamwork among students and foster shared responsibility for improving
school operations, it has introduced improvement activities and QC circles. Based on the
recognition that all students' talents blossom according to their developmental stage, it has
introduced an educational framework comprising nine elements to cultivate the comprehensive
qualities and abilities needed in the society of the future.

The second characteristic is the promotion of TQM activities utilizing IT systems. It has
established a system to collect, accumulate, and analyze the data necessary to promote
improvements in the quality of education. It has developed an ERP system that handles
student, parent, and teacher information, enabling timely communication. This system
significantly contributes to efficient operations, resource optimization, stakeholder engagement,
continuous improvement, and the sustained growth of the entire organization.

The third characteristic is the application of TQM in the education industry. The
organization is advancing TQM activities from a customer satisfaction perspective to good
effect through:

Deploying objectives using Policy Management
¢ Developing students, teachers and staff through improvement activities
o Stafrfldarélizing processes for educational curricula by teachers and support operations by

staft an
¢ Sharing information with diverse stakeholders using IT systems

As a result, the number of QC circle improvements increased, and the number of external
awards also increased. Additionally, it achieved the target for the ASAS score, which reflects
student academic performance, and also met the target for satisfaction-related scores such as
the Student Satisfaction Survey Score and Parent Satisfaction Score. Furthermore, the number
of students has been increasing year by year, demonstrating the effectiveness of TQM
activities.

© The Deming Prize 2025
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T TATA BHENDRICKSON Tata Autocomp Hendrickson Suspensions Private Limited
REEY  REREETE JEUFT Z7LYT7 K

Ff 4 Hb : Plot No. D236/5, Chakan Industrial Area, MIDC, Phase - II, Village - Varale, Chakan, Tal-Khed, Pune,
Maharashtra - 410501, INDIA (£ >~ K)

T E L :91-72-4924-4401 E

FENHK ARV Y IV VAT L e
DRRETHISE - Wik - IS

7t b AR

TEREL 243 4

[EZIEH]

[[#Li%, £ > F Tata Autocomp System Limited & K[ Hendrickson International Corporation
EDEITEMTH 5. Hendrickson (DO FAM &2 H L1124 ¥ Fli~OA Ay <4 &7\,
Tata Motor Limited (TML) 7 EOHMjx —%, 775 —~<—> v &, WAL,
i - KRG R S EV S AT OH ARY Y g v, WRICHARY Y g YHOE % B
2 BE - GGE L TWwWA. AtiE M ~ KO Pune 126 1), Pune & Jamshedpur (&4 L5
RO, EEBBIITHBZH50/ 2434 ThH 5.

F4EiE, TML ST 2IKAEN SN &, RO LS ITH w2 &, W
BMENZ W e b2 E 2T, 2018 4RI TQM %A L, #Hrimblse & Hrilis B
WX BPEREZ SICE I ) A TE .

[t TQM O —OFEEIL, ZAb25M L WHERS O T EIN 22685 HEE - ik %
REL, TQM Z2IEHT 5 2 & TZ ORI LE MR O EIZN) A THWS Z & T
HbH. BEFLOEZF Lo THHETE (YPay, Ivyary, FHERE g %4
ETLICRETHELE BT, ENEZRo CTEMEELS2HE - BHEL, SRS OHE
HERMHEE 2 L 02 L L 2055, SGEIRE), HEEM, AMERZ IR HAT
Wb,

BN, HEEH - ENE A B L CEESMEENT 5 L &I, AMBERISK
RIZMYMATND ZETH L. EBHOHKYZ 23§ 2 KPI 2% & L, #EOKERK
B - HEMILEZIToTWwA. T/, WEHEEZ 320 L VIZ0 T GRHIRIVICHEE L Tw
. 3BT, aYET Y —OEFREFMEE, BENSENEERRZ E2REMEL, AM
BROEREZHEILL TV 5.

B0, OB W TN - HHEE O & TWE LW EERD O
ISRk L Cwb 2 THDH. OEM, T FL—H—, JVIS— bF—7% EDI
N2/ TG AT, FrzeFiEaifizs Aoy, FriddomBICN) HATVWS, 7,
Wz DORD DA RMON) =2 g Y RfFEL, BEZIRT LI LMY HATNS.
EHIC, FROFEZRIEZ T, Pune ICTHZRL L.

DEoiEie LT, HAARELTIZD2rbOT Sy =7 IRT5E LB, #r
Bz &5t hE, BAAEGOFBEE 2 EHNICHER - IERTETBY, TML O
RIFEZERTE TS, 72, HNABEGZHIRTE, EAFEKRO ZHRTE TS, &
51, MEEBDIEE~NOBIMEGHIEEIIM L, ZTOL) LR TRELRAMPEOL LD
2, PEERWEEN M ELTWA.
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The Deming Prize
T TATA BHENDRICKSON Tata Autocomp Hendrickson Suspensions Private Limited

Representative : Mr. Ravinder Guleria, Chief Executive Officer
Address : Plot No. D236/5, Chakan Industrial Area, MIDC, Phase - II, Village - Varale, Chakan, Tal-Khed, Pune,
Maharashtra - 410501, INDIA

TEL : 91-72-4924-4401 e
Business details : Design, - .
development, manufacturing, and
supply of suspension systems
Turnover : Not for public release
Number of employees : 243

4

[Reason for selection]

The company is a joint venture between India's Tata Autocomp System Limited and the
US!s Hendrickson International Corporation. Based on Hendrickson's technology, it customizes
products for the Indian market and develops, manufactures, and sells suspensions for medium-
and heavy-duty commercial vehicles and EV buses, along with suspension components, to
vehicle manufacturers such as Tata Motors Limited (TML), the aftermarket, and overseas
markets. It is headquartered in Pune, India, with production facilities in Pune and Jamshedpur.
The company employs approximately 243 people, including contract workers.

The company introduced TQM in 2018, focusing on revenue growth through new product
development and new customer acquisition, in light of its high dependence on TML, slower-
than-expected sales growth in new businesses, and numerous quality issues.

The foremost characteristic of THSL's TQM is its commitment to formulating medium- to
long-term business objectives and strategies within a rapidly changing business environment,
and to enhancing the organizational capabilities necessary for achieving them through the
application of TQM. Based on a customer-centric approach, the company formulates a mid-
term plan (vision, mission, numerical targets, strategies) every four years. It also develops and
implements focused company-wide annual policies and engages in improvement activities, daily
work management, and human resource development, promoting cross-functional management
and strengthening collaboration with suppliers and other partners.

The second characteristic is that it achieves full participation through daily work
management and improvement activities while also systematically engaging in human resource
development. The company has established KPIs to evaluate the quality of operations and is
conducting root cause analysis and recurrence prevention measures. Furthermore, it
systematically advances improvement activities across three layers. Additionally, it is
strengthening the foundation for human resource development by establishing competency
definitions and evaluation methods, as well as a layer-wise and field-wise education and training
system.

The third characteristic is that it actively pursues new product development, new customer
acquisition, and increased production capacity to meet demand based on market trends. The
company is conducting market analysis with the cooperation of OEMs, end users, joint venture
partner, and others to identify new business areas and engage in the development of new
products. Additionally, it is working to identify variations in existing products that customers
desire and expand its customer base. Furthermore, with an eye on the future demand, THSL
has established factory in Pune.

As a result, despite market instability, the company has expanded its market share while
steadily securing and growing sales, including new businesses, and acquiring new customers
for existing products, thereby reducing its dependence on TML. Furthermore, it has achieved
zero major accidents while reducing internal nonconformities. Additionally, employee
participation rate in activities has steadily increased, fostering the development of necessary
talent within this environment while also improving employee satisfaction.
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1. My Profile
I am David Hutchins, born in London UK on 7th August 1936

Foundation Background

My primary education was seriously affected by the events in London during World War 2, which then impacted on
my secondary school education. School leaving age in those days was at 15 years, after which | left school and entered
the world of work with no qualifications of any kind.

Fortunately, I was able to achieve an apprenticeship in the iron foundry Industry, followed at the age of 22 by two
years conscripted service in the British Army. It was during that time when three successive intelligence tests showed
that | had a high intelligence quotient (1Q). On demobilisation | decided to put this information to the test. So, | did
not return to the foundry industry but was engaged as a trainee in a design department. | then began intensive self-
education in my own time: | registered to attend educational courses for three evenings per week for 3 hours on each
of those evenings, plus a great deal of homework. It was during this period that I me my wife, Margaret. We then got
married and raised two children.

My self-study lasted for 8 years, and | obtained distinctions in most of the examinations and succeeded in obtaining
Degree equivalents in both mechanical and production engineering, and later, electrical engineering. Six years later, |
obtained sabbatical leave, which enabled me to successfully achieve a master’s degree in quality and reliability
engineering at the University of Birmingham, UK.

In my work, I quickly moved on from the Design Department to Work Study, Production Engineer, Chief Production
Engineer, then Works Superintendent, in a high-volume precision automotive components factory in the UK from
1962 to 1968.

As Production Engineer, it was my job to attempt to minimise production costs and product defects. | did this by
implementing many of the concepts that | had been learning at evening classes, in particular Statistical Process
Control both in the factory and in the process of new plant procurement, traceability of measurement using gauge
control and building a Standards room. We also had a Chief inspector (the term quality manager was not common in
those days), whose job it was to stop whatever defects we did produce, from reaching the customer. | was also
responsible for managing wages in a payment by results work environment, terms and conditions of employment and
dealing with three very powerful trades union representatives at a time when industrial relations in the UK were
amongst the worst in the world.

During that time on the Production Engineering course, when studying Work and Methods Study, I also learned a
variety of tools and techniques that have in recent years found their way into what Westerners refer to as Lean! I could
not and did not realise at that time just how useful all that practical experience would be in my future career.

2. My Total Quality Management (TQM) Journey.

In around 1967/68 the sudden emergence of the ‘Japanese Quality Revolution’ began to impact on our business and
that of our clients the motor manufacturers.

There were many theories (or excuses) that were popular, as to how Japanese companies were suddenly capable of
high-volume sales into the UK market. Typically, ‘The Japanese live on a bowl
of rice per day’ how can we compete with that? As a scientifically trained
production engineer, | thought that this theory was rubbish and that those
around me became very aware of my views. | saw that to be able to produce
vehicles that were of significantly better quality than our own was more likely
to be a production engineering achievement than the excuses being offered in
the West, which I saw as being procrastination and arrogance.

One day in 1968, one of our workers, a keen motor cyclist, had somehow
managed to obtain some Honda pistons from a dealer’s store, and he gave them
to me. We tested them in our laboratory, and they were even better than the
specification in the relevant British Standard.
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My reaction was: How do they do that! I was determined to find out and that was the start of my TQM journey.

I left Industry and began a new career teaching Quality as it was practiced in the UK but still, I knew very little about
Japanese Quality Management.

Then I had a breakthrough! I met a Japanese Professor in the UK (Professor Naoto Sasaki) a specialist in economics
from Sophia University. I told him of the difficulty I had in finding anything written in English that explained the
Japanese Approach to the manufacture of high-quality products. Professor Sasaki happened to be an acquaintance of
Professor Kaoru Ishikawa. Soon after that Professor Ishikawa sent me a copy of ‘Reports on Statistical Application
Research, published by the Union of Japanese Scientists and Engineers, amongst other documents including “Korio to
QC Circles’.

Paraphrasing Ishikawa’s definition of TQM he said:

In our approach, each person on the payroll is the expert in his or her own job. The goal is to use the
collective thinking power and resources of everyone to work towards making our organisation the best in
its business and to bring out man’s infinite capabilities.

Analysing this definition, my thoughts were: ’In our approach, each person on the payroll is the expert in his or
her own job. (In the UK, the workforce was typically treated as being extensions of their machine or desk. They
received the minimum of training and sometimes none, ‘just copy the next operator’! Colloquially referred to as ‘the
sit by nelly’ approach. They frequently knew very little beyond the specific task they were performing or even the
purpose of the finished product.)

‘The goal is to use the collective thinking power and resources of everyone to work towards making our
organisation the best in its business’ (Even to this day, many staff and even many managers have little idea as to the
Vision and Mission of their own department, let alone the whole company or share in the means of trying to make
their company the best. Just do your job according to instructions to get a tick in the box by a professional auditor.)

‘....bring out man’s infinite capabilities.’ (this would be extremely rare given the typical Western approach to
managing the workforce!)

Typical organisation

Management
by function -
Low
performance

Global High
Performer

Management

The contrast between the Japanese approach (shown on the
right) and that of the UK and possibly most of the rest of the
Wesern World was in my opinion huge.

With my earlier experience in a high volume manufacturing
environment, the contrast between what | now perceived to be
Japanese practice and that of the UK and probably the West
generally, was stark.

However, | could not see anything that | considered to be

culturally dependent that would prevent replication in the West,
and this was the start of my journey into consultancy and
training to attempt to mirror the words of Professor Ishikawa.
To achieve this, whilst | realised that the Vision was important,
the real challenge was in the ‘how to’!

In the UK, almost all high volume production, and much of the rest of industry generally, was and still is largely
modelled on the American system of the ‘management manages and people do’ principal, often referred to as the
‘Taylor System’ after one of its pioneers Fredk W. Taylor, in the early 1900s. The workforce was to be treated like
robots, nobody asked them anything, nobody involved them in anything, they were rarely ever praised, and in most
cases, regardless i=of inherent intelligance, they had ti hang their brains on the gate when they went to work and pick
them up again when they left to go home. In many cases competition between departments was more severe than
competition in the marketplace with competitors! This system was vigorously resented by the workforce and the
degree of visible labour unrest resulted in the UK being labelled ‘the sick man of Europe’.

How to get from here «---sssseasesseeee to here?

| was deternined to attempt to encourage the change of this and it has been the focus of the rest of my life’s work. |
began to attempt to encourage the change of this and it has been the focus of the rest of my life’s work. | began by
conducting short courses on my perception as to how we might change it. The courses were well received but the
participants were not of a high enough status in their organisations to convince anyone at the higher levels to attempt
to make changes. | had to do something to attract the key decision makers.
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It occurred to me that the only way | could do that
would be to invite Professor Ishikawa to the UK
which I did. | organised a 3 day conference in London
in 1979.

To be sure of attracting Business Leaders,

I also invited keynote addresses from The Government
Minister responsible for Industry, the Head of the
Ministry Defence Procurement Executive, a well
known Chairman of a leading UK Domestic Power
tools company and also the Quality Manager and a
Trades Union representative from Rolls Royce Aero
Engines who | knew to have implemented a version of Quality Circles. As a consequence, | also managed to interest
the editor of the Management Page in the Newspaper ‘Financial Times’ who published on 28thy August 1979 a centre
spread ‘Rolls Royce sharing in the secrets of Japan’s success’!

The conference was a great success. We were inbterviewed on BBC World Service Radio and many large British
companies wanted assistance. | could not do this from the College where | then worked and so was forced =to become
independent and have remained so ever since.

3. Japan Study Missions
During the conference, Professor Ishikawa questioned whether it was possible for us in the UK to implement TQM as
it had been established in Japan.

He used the analogy of intelligent “frogs in the well’. He said that if frogs had lived for generations at the bottom of a
deep well and you attempted to explain birds, bees, sheep, mountains and trees to them, they would not be able to
visualise them never having seen them. | could see the sense in that and soon after the conference, | oganised a Study
Mission to Japan in cooperastion with JUSE, just for my wife and myself. We visited amongst others Nissan, Honda
cards, Toyota, Nippon Denso, Matsushita Electric . This was trhe first time I had seen Just in Time (JIT) or even heard
of it. Also SMED (Single Minute Exchange of Dies) as being for me the two most visible aspects of TQM.

At that time, automotive manufacturers in the UK were so far removed from JIT that typically they had several
months of stock of some items and were often out of stock of others. It was common, almost daily practice, on a
vehicle production line, to become out of stock of say, wing mirrors. They would not stop the line because of that but
since the vehicles were not saleable without them, they would put them in a reserved place in the stockyard outside.
Possibly before the replacement stock had arrived, maybe they then ran out of hub caps or some other components.
So, they now have a growing stock of unsleable vehicles with multiple deficiencies. To deal with this they would hire
students at weekends to find the missing parts, and they would be paid for each vehicle the students had made saleable.
In a well known, high volume manufacturer of cycles, the production foremen each morning would meet in the
incoming goods store to check what parts they had in stock to decide which models to make that day!

In terms of SMED, major car manufacturers would only make one model on a specific production line because to
switch to another it might take a minimum of a few shifts to tool up, but more often, it might take several days or
longer. So, they would produce as many as they could in a production run and just store them in the finished products
yard in the hope they could find customers for them. This was referred to as ‘economies of scale’!

When I returned home and explained what I had seen to Business people they did not believe me, thought I was
exaggerating! So, this is when I began Industrial Study Missions to Japan, as Professor Ishikawa had suggested. It was
on one of the early ones of these when I first learend of Hoshin [Kanri and how it worked.

Not only was I contemplating taking Study Missions to Japan, but JUSE and wanted to send
teams to the UK to study our work culture prior to any companies investing in setting up plants
there. It occurred to me on onsuch early visit when we already had a few companies with QC
Circles to conduct a one day event at the BAFTA centre in London where we had a day with
Japanese Quality Control Circles presentations alternating with British ones.

The event was a great success but it was obvious that the Japaese temas were far more focussed
on matters important to their companies than was the case with the British teams. | wanted to
know how this could be. Fortunately we were about to take a group to Japan. Whilst there we
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were lucky enough to visit a Komatsu planit in Osaka. There we were given a lecture on Hoshin Kanri showing slides
of what they referred to as ‘their flagship model.

I could understand from this how it was that Japanese Quality Control Circles were made conscious of company goals
and objectives and the full integration of TQM.

At around the same time, | was contacted by Dr Juran who wanted to meet me in London. He explained to me that he
had created a series of videos designed to support project-by-project improvement. It was obvious that his programme
was aimed at management level people and not the workforce. | explained what | was doing and that | was not
prepared to compromise my beliefs based on my Japan research just in order to make money. He respected that and
gave me a set of his video tapes to review before entering into an agreement. When I reviewed them, it was clear that
they did not violate anything, and | entered into an agreement.

Interestingly, it was my observation that the materials and training process we had developed as a consequence of my
dealings with Professor Ishikawa and JUSE enabled us to present a more attractive service to clients than even the
Juran Institute, and for three successive years, we sold more Juran materials as part of our programmes than the Juran
Institute and all of their other representatives worldwide, put together!

4. The 1980s generally

Through the 1980s our reputation in the West spread fast and soon I was winning contracts overseas. We were told
that one of the large multinational Consultancies had a file on us which included the comment ‘a small company with
a large market share’!

Two important examples of these were contracted through UNIDO and paid for by World Bank. The contracts
comprised 12 companies in Egypt and a similar number in Tunisia. At around the same time, [ was sponsored keynote
speaker at the inaugural ceremony for the South African Quality Institute (SAQI) in Pretoria where | made the opening
address and Frederik Willem de Klark the outgoing Prime Minister, closed the event. During the visit, I appeared on a
South African Breakfast TV Show and was given a one hour slot on a live radio programme answering questions form
listeners on quality related topics. | similar programme also occurred during my work in Tunisia which resulted in the
Government launching a Company wise TQM programme.

During that decade and into the 1990s the companies that I had worked with to help them implement TQM included:

UK Companies (a selection)

Brinton’s Carpets, Marks and Spencer’s —Headquarters plus many suppliers, Mullard, Wedgwood — also hosted a
JUSE study mission to the UK organised by me. Chloride Shires, Ideal Standard, Johnson Bros., Tioxide, Paragon
Laundries, R.J. Heinz, ICL (Computers), Cabot Carbon, Rylands Whitecross, Duracell Batteries, Environment Agency,
Edwards High Vacuum, Lucus Engineering, Rowntree Mackintosh, Carneau Metal Box, Abbey Hosiery Mills,
Mansfield Hosiery Mills, Lotus Shoes, British Oxygen Company, Shell, Castrol, Jet — Oil refinery

Continental Companies included: Molnlycke - Sweden, Belgium and UK Medicor Hungary (1983 whilst in the
Soviet bloc), American Express - Germany and France, Nokia — Finland, Rkioski — Finland, Stockman — Finland,
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Badger Engineering — Holland, DSM — Holland, Carneau Metal Box — France, Grundfos Pumps — Denmark. Ford
Motor Company — Germany, Sulzer Bros. Switzerland.

Middle East and North Africa. Egypt and Tunisia (12 Companies in each country on a UNIDO Contract funded by
World Bank). Industries — Salt and Soda production, Textiles, Dairy Products, Cement manufacture and steel making.

It was also during that time when Dr Noriaki Kano invited me to give an evening lecture to his evening class students
on how I had managed to progress from zero qualifications when aged 24 to the development of my career at that time
and that | had progressed from being a foundryman to international speaker. Dr Kano’s objective was for me to
encourage them to believe in themselves even if they have also missed out in their original school education and that
everything is possible if you work at it.

My own conferences
"~ In October 1984 on the day that Mrs Gandhi the Indian Prime Minister, was assassinated, [
conducted the first of an ongoing series of TQM conferences in London at the Waldorf Hotel

DAL L o T
[y

JAPAN 88 opposite the Indian Embassy. These became an annual high-profile event on London and I ran

ORI ST IR

them until 1992. All the speakers at these events were my company’s clients and we simply
provided session chairmanship and administration. Typically, we attracted approximately 150
participants for each event at prestigious venues. Many of the participants were in the relevant
speaker’s supply chain and consequently, many were afterwards eager for my colleagues and
myself to help them implement TQM. I call it a golden age!

In parallel with these we also conducted the 10-to-12-day study missions to Japan in
collaboration with JUSE. Participants at these events were eager for us to help
them implement what they had learned. With both these and many of the
participants at our conferences, we attracted sufficient business for TQM
implementation for me to employ some 15 consultants who | had previously
trained.
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During that period, | had also been invited by JUSE to give some lectures in
Japan. | was Chairman of the Human Factors committee of the European
Organisation for Quality for 6 years, Chairman of the Chartered Institute of
Quality (CQI) Human Factors Special Interest Group (SIG), a committee
member of the CQI Professional Activities committee, a co-author of its Body
of Quality Knowledge (BoQK) and the author of several books on TQM. Also,

many magazine articles.
| also wrote an obituary to Professor Ishikawa that was published in the Daily Telegraph and the Independent UK
daily newspapers.

5. The 1990s

Initially the 1990s started off much as the 1980s finished, but within 2 years, everything related to Quality
Management changed dramatically because of a massive global recession. Factors that caused it included the collapse
of the Soviet Union resulting in a huge reduction in Western Defence spending, uncontrollable inflation, and negative
equity. Growth in the Japanese economy had been dependent on increasing sales to the West which had slowed down
abruptly. In order to survive many Japanese companies clamped down on investment and spending.

Most of the West also ceased investing in the development of TQM and the West generally lost interest in anything
other than survival. My company could not attract participants for our conferences or our study missions, so we were
forced to clamp down as well.

Fortunately, there was sufficient work to keep going, but we were forced to become very frugal and not take risks.
This was followed later by the Lehman Brothers disaster and then by covid.

Fortunately for us, at the end of the 1980s, our Prime minister Margaret Thatcher told all the State-owned companies
which were loss-making, that they had just three years to make themselves profitable and find a buyer or the
Government would close them down. One of these was Short Bros. Aircraft manufacturer which had apparently been
losing an average of £250m per year for the last consecutive 15 years! The CEO contracted with me to assist them to
implement TQM as their means of survival. In the first year they made a small profit from our work, the second year,
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a few £million. In the third year, it was £450m, and they found a buyer, Bombardier from Canada and they survived.
Following that, I also VSEL, the UK Nuclear Submarine manufacturer and the UK Division of H.J. Heinz food
processors. I have video recordings by the BBC of both Shorts and Heinz. These were two of a series of 5 30-minute
tapes produced by a Branch of the British Broadcasting Company (BBC) entitled ‘BBC Select’. The videos were
intended to be broadcast overnight and received on specially modified Video recorders to be used by members of its
‘Executive Business Club’. | was appointed Technical Advisor and in fact wrote the scripts for all 5 recordings.

The titles being

1. An Introduction to TQM,

2. ISO 9000(featuring Courtauld’s celluloid sheet making plant.

3. Short Bros. Aircraft construction.

4, Heinz Food Processing (featuring QC Circles) and

5. Benchmarking — this tape used examples taken from the former 4 tapes. I have copies of all of these.

Also early in the decade, we were approached by JUSE to assist with the implementation of ISO 9000 in Japan.
Although I was an approved trainer in this field, I preferred to concentrate on the implementation of TQM and decided
that it would be beneficial for the development of my own organisation, for some of my colleagues who specialised in
ISO 9000 to conduct the training. So, over a period of approximately 2 years, colleagues of mine on my payroll,
visited Japan on a regular basis to assist with the establishment of ISO 9000 in the country. Here are some links to
relevant videos:

* Tape 1 of the BBC series https://vimeo.com/user5925873/tqm-tape- 1 -what-is-tqm

Two further videos related to this history-

* ICQCC Bangkok 1990 https://vimeo.com/436159006

* Carneau Metal Box — TQM Introduction by me — https://vimeo.com/436159006
Later in the decade (1997), | was approached by an Iranian Steel producer - Mobarakeh Steel. They asked me to help
them implement Total Productive Maintenance (TPM) I toured the Plant (a Gemba walk). This took 3 days. | then
reported to them that they should consider implementing TQM first. They were uncertain of my advice and did not
take it initially. However, a team of them visited Japan and visited both v Nippon Steel and JUSE. I was told by them
later that that they reported to JUSE the advice that | had given to them. Apparently, according to them, somebody
from JUSE told them “if that is what David Hutchins told you then we recommend that you take his advice because he
knows what he is talking about! I was very grateful when this was fed back to me, but it was also a bit scary. They
literally did everything I told them to the letter. | thought, well, if it fails for whatever reason, they are going to blame
me! Fortunately, it did not fasil. In less than 3 years they had increased steel production from 3million tonnes a year to
over 4million tonne, with no additional capital investment, and on the contrary, they claimed to have saved over
$220m in production costs. They had also progressed from being number 24 in the world for iron making to being
included in the top 4!

Unfortunately, the international sanctions that were imposed on Iran prevented me from going there again! But I keep
in touch and was told last year that they were now producing over 11.8m tonnes of steel a year!

Also, during the 1990s I was a key presenter at the ICQCC events in Hong Kong in 1993/4 ( I also presented at the
ICQCC events in Beijing and Bangkok). Following my presentation, a Quality Circle of five 10-year-old children
made a presentation to the 1500 participants. They were from the City Montessori School in Lucknow India.
Apparently their now deceased Principal, Dr Jagdish Gandhi, had been a participant on a tour to Japan and
experienced TQM. He decided to model the management of his school on the principles that he had learned. |
suggested that he should conduct a conference at the school to let others see what he was doing. They took my advice
and have been conducting conventions every 2 years since then. In have attempted to encourage them to make a
connection with JUSE, but to date, that has not happened, but I have not given up trying!

They have names Halls in the school named after Professor Ishikawa, Dr Juran, Dr Deming the late American Don
Dewar and me.

6. The new millennium.
Initially my work continued as before until in 2008 when the CEO of CQI commissioned me to create a whole new
Diploma to replace the one they had. There were many criticisms of the old one the main one being that it was too
engineering orientated.

The main Terms of reference for me were:
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The content must be generic. Not biased towards any particular industry.

There were two qualifications.

1. A Level 3 qualification (Approximately school leaving certificate)

2. A Level 5/6 qualification. This would be the equivalent to a Batchelor’s degree.

3. It must be approved by the UK Government body ‘The Office of Qualifications and Examinations and

Assessments (OFQUAL).

This took most of my time over 2 years, but it proved successful and went live in September 2010. It ran for 5 years
until 2015 and had attracted some 4000 students.
Sadly, the bureaucracy demanded by OFQUAL proved overwhelming and required the services of more support staff
than was commercially possible. So, they abandoned OFQUAL and broke the Diploma into small segments. | made a
different decision.

Having designed it, | was also very concerned about some features in the courses that were imposed on us in particular
the Examinations process, Supply Chain Management had not been accepted because it was in the course of a different
Institution. This and other reservations made me decide to make whatever changes | thought appropriate also
abandoned OFQUAL and my version has been running very successfully since 2015. We have a partnership
arrangement with the CQI, so our qualification is still a route to professional membership of CQI and now it is my
core work mentoring our ‘blended learning’ students.

However, | have always kept an eye on the global market and since COVID, | have detected on Linked In and
elsewhere signs of a small, but I think, I have detected a small but distinctive return to TQM. To encourage this, we in
DHI, approached JUSE in 2023 to consider recreating our Study Missions. We conducted the first revival event in
May 2024. It was modestly supported, but sufficient to attempt another also with the assistance of JUSE. This proved
similar to the first. The reaction of the participants was impressive, and we are convinced that now having
reestablished them, they will grow. The number of people who attended ICQ was also very encouraging. | think TQM
is about to reemerge globally at last. Fortunately, there are still many Japanese companies that never gave up. | guess
that in the West, everyone knows about Toyota, and we are trying to convince them that there are many more
companies who base their managerial approach on TQM than just Toyota.

7. My special thinks to my many friends in Japan and JUSE.

My special thanks go to my many friends in Japan and JUSE who have supported me all the way even when it has
proved difficult for whatever reason. | would particularly like to recall some dear friends from the past, whose
memories are constantly in my mind. There are very many, and | want to be forgiven by those who | do not mention
and hope that they would realise that they are not forgotten and these remarks represent them as well.

The dearly departed: This includes my first ever contact Professor Naoto Sasaki of Sophia University who first
introduced me to Professor Ishikawa and who taught me so much about Japanese culture. Junji Noguchi-san, MD of
JUSE who jokingly frequently referred to me as 007! Miyauchi-san, who was often a member of JUSE teams I had
been working with. | could call him a Sensei as | learned so much from him. Dr Kondo who was ever present at
international events | was involved with, and of course, Professor Kaoru Ishikawa, without whom my entire life would
have been completely different.

Mentioning living people will prove difficult as there are so many. I will only mention the most relevant to my current
work. These include, Dr Noriaki Kano, Masato Onodera-san, Kazuyoshi Maeda-san, Dr Hiroshi Osada-san for
guidance towards this pinnacle in my life. I could not overlook my wife’s and my dear friend Yumiko Kawashima to
whom we owe so much and over the years we have known her, nothing has ever been too much trouble, also her
colleague Kenji Nishikawa-san. I would also like to mention Hitoshi Kamikubo-san who I have lost touch with
recently, and who gave me considerable encouragement in the latter part of my career.

Finally, to all members of the Deming Prize committee who have taken so much trouble to review my history and
background and make the decision that I am worthy of this most prestigious Award, which | shall respect and cherish
for the rest of my life. | am very grateful.
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Global Indian International School (GIIS) is a part of GSG -Global Schools Group https://globalschools.com/ which
is one of the largest conglomerates of education institutions in ASEAN & MENA Region which is dedicated to
providing world-class education to learners across the globe and shaping their futures in a global landscape. Currently
the group has 64 campuses in 11 countries with a total of more than 45000 students and 5000 plus faculty. The Senior
Leadership Team (SLT) managed from corporate office Singapore oversees the overall performance of all GIIS and
other brands through their accomplished management approaches aiming to become a global role model for teaching
and learning. GIIS culture promotes the attainment of the school’s Mission to nurture our global students into leaders
of distinction committed to the spirit of excellence, with high quality education imparted to them by globally
experienced and caring teachers, building strong virtues and values and focusing on all round development, creativity
and entrepreneurship. GIIS is a private educational institution, and as such, it is not publicly listed on any stock
exchange.

GIIS Tokyo
GIIS Tokyo is a private international
English medium school situated in Tokyo
metropolitan area in  Edogawa Ward.
Currently the school has more than 1394
students with over 170 employees. The
school has 4 campuses all situated in a span
of 3 kilometers. Each campus has around
400 students. The student demographics is
diverse including around 50% Japanese and
the rest including students from other
nationalities like India, Korea, China,
Russia, Sri Lanka, America Nepal, etc. Our
employees are also diverse including
members from Japan, India, UK, Iran,
Korea, Malaysia, China etc. Compared to other international school in Tokyo, GIIS is different because it focuses
on different curricula offerings. GIIS Tokyo Offers both international and Indian curriculums namely Cambridge,
IB and CBSE (Central Board of Secondary Education, India) for students to choose from.
Education levels and segments offered

GIIS Tokyo is a full-fledged school offering services from age 3 onwards till age 18 which also means that students
joining the school can continue in the same school till they graduate from school. (Unlike public school system in
Japan which has separate schools for each segment.) This makes a longer life cycle of a student in the same system.
Fig 1.1 b Education levels, segments & Curricula offered Fig 1.1.c Student and Staff diversity

Figl.1a GIIS Tokyo campuses

GIIS Tokyo Campuses

Migashi Kasai Compus - Intermational Curriculum

Nishi Kused Canmpus- CHSE

Cambrigs = Geade 510

2 “\ |BPYP Grade 1.5
BT (B 0%- Grade 1112

G~ Nursery, KG1LIG 2

PRE PRIMARY ®

AGE3.§ AGEG6-11 . Students

GLOBAL . INTERNATIONAL

MONTESSORI | ANDINDIAN 53% Japanese,

s B Cambridge Assessment (L 37% Indian,
International Education

L - ; 10% Others
Cambridge International School
AMIDDLF CHOO

AGE 12-15
INTERNATIONAL
AND INDIAN
CURRICLUM

ACEL68 18
INTERNATIONAL
AND INDIAN
CURRICLUM

Direct stakeholders of GIIS Tokyo: Indirect stakeholders of GIIS Tokyo:
e Expatriate parents and students e Academic board like CBSE, Cambridge, IB with
e Local Japanese parents and students whom we are affiliated
e Employees e Society who will benefit from contributions
made by graduates of our school
Market Segment:

The Japanese community, along with Indian Expatriate community and other international community constitute our
principal market segment, as they find our expertise in English, Math and Information Technology teaching of a high
standard. Segmentation has been handled in the most precise and meticulous manner to ensure that every child gets
a perfect ambience for learning.
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Unique Selling Points ( USP)of GIIS Tokyo include
e  Multi curricula offering
e 9 GEMS -Co-curricular -Holistic Development

e Global Edge Figl.2. a 9 GEMS model
Mutli_Curricula Offering — As the only school in Tokyo offering 3
different curricula including  accredited Indian curriculum CBSE Gaine i
(Central Board of Secondary Education) and International Curricula, ms

et fasenn | g

and their university major choices. O

‘Speach end Crama

sty & Ironation,
Quaiy Carcles, Technologe

Cambridge and IB( International Baccalaureate), GIIS Tokyo offers the

freedom to students to choose the curriculum of their interest and ability " s&enis " e 5 e
9 GEMS embedded scholastic and co-scholastic education gives

importance in refining the varied interests of students according to their s
abilities and skills apart from the basic education The 9GEMS framework g
integrates diverse skill areas, including sports excellence, leadership PR
development, fine arts, creativity, visual arts, community service, public
speaking and drama, universal ethical values, and academic development.
This holistic development is achieved through programs thoughtfully embedded within our annual curriculum,
ensuring each student’s growth across these key areas.

Global Edge- This means, the advantage of GIIS Tokyo as it is the only school in Tokyo which is a part of an
expansive umbrella of global schools’ group with spreads across 11 different countries and 64 campuses around the
world with 12 various school brands and one interconnected global school community. This helps to learn and share

the best practices across the family schools not only for students but also for educators and leaders.

Univorsal Vs,
Ethics & Disciping

ek
Performing Ats

Visual & Digilal Are

Organizational structure GIIS Tokyo consists of Country Director Japan and Senior Principal at top leadership level
in Tokyo and principals for each curriculum followed by various departments and functions and layers relevant to
the department. Some of the functions are overseen by corporate management, some of the functions are managed
in Tokyo. The scope of Deming Examination is highlighted in the red box below.
Fig 1.3.a Organizational Structure of GIIS Tokyo
GIIS Tokyo Org Structure Including Corporate Team
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As a school focuses on quality, we emphasize processes and procedures. We have been certified with 1SO 9001:
2015 from 2018 onwards. Further we have been certified with 1SO 45001-2018 and 1SO 21001-2018.

GIIS Tokyo has received Business Excellence Awards and recognitions from bodies like Indian Merchants Chamber-
Ratan Bajaj National Quality award (IMC- RBNQA) in 2017 as well as in 2019 for embracing education excellence.
Further to that school has been recognized by Asia Pacific Quality Organization (APQO ) for adopting Business
Excellence Models and practices. Business frameworks like Deming, and Malcolm Baldridge and EFQM has helped
school to accomplish the incorporation of Total Quality Management.

2.0rganizational Objectives and Goals

Our Direction and path
Senior Leaders at Top corporate level have laid down the path for determining action plans towards accomplishing
the intended purpose or desired outcome.
Vision: Our vision is to become a global role model for teaching and learning. We believe no child should be
deprived of opportunities to excel in life and should have access to a world-class education.
Mission: We aim to provide quality and affordable education across the world and bring
strong virtues and values leading to the holistic development of each student. Every student
that is a part of Global Schools Group encourages creativity and entrepreneurship among its
students. We want our students to leave the campus as leaders of tomorrow.
Core Values: Core values are branched from basic educational moral values and ethics and
is an acronym MAHATMA reminding respectful Mahatma Gandhi. (M-Manage with Information and Metrics
A- Agility and Adaptability, H-Honesty, Integrity and Ethical Practice, A-Attitude Before Knowledge,
T-Teamwork, M- Mentor, coach and make and, A-Ambience for learning.

GIIS Tokyo Objectives
The objectives are set by Leadership of Tokyo guided by Corporate Management to enable school progress and plan
for the future. The current objectives are set based on the progress and growth which GIIS Tokyo has achieved so
far and the potential it has looking at the future market scenario. Objective setting process is done based on the
performance of the school, demands of the market, scope of growth and also keeping in mind competitor profile.

Obijective-A Fig 2.1 .a Overall Objectives

The reputation of an international school is usually
determined by graduation cohort strength, graduating
students’ admission rate to universities, international
outlook, academic performance, learning
environment based on customer surveys etc. We aim
to be the best school for quality and affordable
education for students in Japan through encouraging
their creative and entrepreneurship skills.
Objective B
GIIS Tokyo intends to provide educational
excellence to students with all rounded developmental including scholastic and co-scholastic developmental
activities and provide platforms for students to excel in their areas of interest.
Objective C
GIIS Tokyo can sustain and grow only when our community including students, parents and staff are having
meaningful connections. Building and fostering a positive engagement of school community through impactful
student, parental and staff connections will result in on growth of the school.

The main objectives have been drilled down to form a matrix of parameters, indicators and unit of measures. This
helps schools as well as all departments to connect and to a have a clear direction of performance indices.
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Table 2.1.b Overall Objectives of GIIS Tokyo

Objectives

Parameters

Indicators
(Measurables)

Unit of measure- KPIs

1.To become largest
international school

1.1. To offer multi curricular
academics Offering to be
diversified student
demographics

1.1.a. Student strength

1.1.a(1) Total students on roll

1.1.b. Diversity within
our ecosystems

1.1 b (1) Curricula offered
1.1.b(2) Student nationality diversity
1.1.b(3) Number of languages offered.

through Quality
Management

Education Excellence

platforms for students to
excel in their areas of
interest.

QCs

in Tokyo by 2030 1.2. Excellence in overall 1.2.a. Parents NPS 1.2.a(1) Parent Satisfaction Net Promoter
administration. Score(NPS)
1.2.b. Quality Assurance | 1.2.b(1) Number of awards won from
in Education Excellence independent bodies
2.1. To provide conducive 2.1.a. Academics results | 2.1.a(1) ASAS
scholastic learning
environment and provide 2.1.b. External Board 2.1.b(1) External Board Results
modern teaching and results
Iea|_rr_1|ng technologies and 2.1.c. Student Teacher 2.1.c(1) Student Teacher Ratio
facility Ratio
2.2. To provide all rounded 2.2.a. Student awards 2.2.a (1) Student Awards
developmental co-curricular 73 2 15 |mplementing 2.2.b(1) QCs successfully completed and
2.To provide activities and provide kaizens and successful Kaizens reported

2.2.c Extra Curricular
Activities and
Cocurricular Activities
offered

2.2.c(1) Number of Extra Curricular
Activities (CCA) and Co-curricular
Activities (CCA) -Options Offered to
Students

2.2.d Global Student
Exchange Program

2.2.d(1) Number of platforms for
Students in various exchange programs
(internal and external)

2.3 To encourage and be a
part of global sustainability
through responsible actions

2.3.a Sustainability
education to students

2.3.a(1) Sustainability activities in
school.

3.To provide a
positive engagement
on growth of the
school community.

3.1 To provide environment
for positive student
engagement

3.1.a Student Satisfaction

3.1.a(1) Student Satisfaction Survey
Score

3.1 b Student NPS

3.1.b(1) Student Satisfaction NPS Score

3.1.c Student Sentiment

3.1.c(1) Student Satisfaction Score

3.1.d Alumni Connect
programs and activities

3.1.d(1) Alumni Connect

3.1.d (2) Monitoring Alumni University
Pathway

3.1.d(3) Learnings from Alumni

( Feedbacks and recommendations)

3.2 To provide environment
for positive parental
engagement

3.2 a. Parent Satisfaction

3.2.a(1) Parent Satisfaction Score

3.2.b Parent Sentiment

3.2.b(1) Parent Sentiment Score

3.2.c. Parent Complaint
Management

3.2.¢c(1) Percentage of complaints
received

3.2.d Parent engagement
activities

3.2.d(1) Number of parent Engagement
Activities

3.3 To provide environment
for positive staff engagement

3.3.a Staff Satisfaction

3.3.a(1) Staff engagement Score

3.3.b. Staff engagement
activities

3.3.b(1) Number of staff engagement
activities

3.3.c Staff Attrition

3.3.c (1) Avoidable attrition

3.3.d Training and
Development

3.3.d (1) Training Hours annual

3.4 To provide environment
for positive neighborhood
engagement

3.4 a. Activities for
neighborhood

3.4.a(1) Number of activities for
neighborhood

3.4.b Survey and
feedback from ward
office

3.4.b(1) Survey and feedback report

3.4.c Collaboration with
local bodies

3.4.c( 1) Number of collaborations with
local bodies
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Fig 2.2.a GIIS Management Strategies

The strategic measures of GIIS Tokyo include our agile response to
the changing educational needs. This identifies our distinctive position
in the marketplace. Some of the strategies that school has made
through the years are illustrated below. Measures to achieve objectives
are formulated in all the strategies areas. Some of them will be part of
long term plans and short-term Plans. Long-term plans take 3-5 years
and short- term plans take 1 year. Long Term goals of school are
derived from higher level objectives of the school. Some of them and
their current level are listed below.

Best Experience for
students and Parents

Table 2.2.b Strategies and Measures of strategies

Strategies Measures Indicators Linked School Obijectives
Best Value Pricing e Parent Satisfaction Score = Parents Willingness to pay ~ Largest International School

e Student growth
Academic Excellence = e  Education Excellence Parents and Students delight = Education Excellence

e University Acceptance
Curriculum e Parent Satisfaction Score Parents and students’ Largest International School
Diversification e Students Satisfaction = satisfaction Education Excellence

Score

Holistic development e  Student awards Parents and students’ Education Excellence

e Student participations in satisfaction
nonacademic platforms
Employee Retention e  Employee engagement | Employee Satisfaction Positive engagement on
score student community

e Employee retention rate

Table 2.2.c Long Term Plans
Long term Plan Target Level | Current Level Linked to
Parent NPS >60 % 54% Objective A
Student NPS >60% 60% Objective C
Staff Satisfaction >80% 73% Obijective C
Alumni Connect programs >10 per year | 2 per year Obijective C

Table 2.2.d Short-Term Plans

Short-Term Plan Target Level Current Linked to
Level

Academic targets ASAS >85 % 81% Objective B
Academic targets 91 79.5% Objective B
Board Result — CBSE
Academic targets 85% 75% Objective B
Board Result — 1B
Student withdrawals < 20% Of total student count 23% Objective A
from school

GIIS Tokyo school also considers the needs and expectations of its internal and external stakeholders and works on
strategies to fulfil these through focused action plans. The stakeholders involved in school education are classified
into groups by their importance in the education process. Required factors on how to carry out TQM activities related
to the criteria are determined from the literature on general practice and practice in an educational context.
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Stakeholders are classified into six categories and numbered according to importance:

(1) Students (2) Parents (3)Parties who are frequently involved with school (External Providers like vendors of
Security, Transport, Housekeeping) (4)Regulatory bodies ( Accredited Educational Bodies)(5)Staff (6) Society
As education is primarily about communication between teacher and student as well as facilitation of learning
between them, these are the 2 parties with the most frequent interactions in the provision-of learning process. Table
2.3 a is derived specific to GIIS.

Table 2.3 a The Needs and Expectations of the Stakeholders

GIIS Stakeholder Reason for Interest Needs & Expectation of Interested Parties
Attention should be given to all students equally
Students Direct recipient of Good learning environment
services Adequate facilities

Specific parents has special request to give attention
to their children

Parents Direct recipient of Qualified teachers
services Excellent curriculum
Hearty welcome & pleasant assistance
Safety and cleanliness
Parties who are Provide supporting Supplier-vendor relationship leading to good
frequently involved with | services to school perceived quality experience to students

school -External
Providers(Security,
Housekeeping, Transport)

Regulatory bodies Dictate controlling Pay all applicable Taxes / follow local laws and
Japanese( Govt Law regulationsthat impact regulation with regular updates
Enforcements and school services
CertificationBodies) Assess the conformity Effective Implementation of ISO standards with all
of schoolagainst 1ISO relevant clauses in the organization
standards
Responsible for Continuation of job/wages with all applicable
Staff awareness of the benefitsto pay the cost of living/Professional
school's services Development/Growth via regular trainings
School's services could Contribute positively to local environment and
Society impact oncommunity community/No complain relation to
harmony and growth as noise, pollution, waste and employment

school grooms students
who are tomorrow’s
adults.

3.TQM Needs

3.1 Challenges faced before TQM Implementation

As GIIS Tokyo grew horizontally and vertically, expending its curriculums offered and campuses, it was challenging
to align the systems and operations. Similarly, competitors in the market were also emerging. This situation was
taking us away from achieving our objectives of the school and the opportunities for improvement became more
evident and needed.

Some of the facts included:

¢ Inconsistent Educational quality: Schools education deliverables were varied in each campus and
segments leading to disappointing services, this may signal a need for a more systematic approach to
quality control.

o Parental dissatisfaction: Reduced parental satisfaction which was caused by gaps in integrated
quality management practices.

¢ Declining Parental and Student loyalty: increasing student withdrawal was a highlight that quality
and service are no longer meeting parental expectations.
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o Less Staff morale: Teachers and staff felt disconnected from quality goals or lack the tools and
processes to do their job effectively may disengage.
e Lesser profitability: As a result of parental dissatisfaction and student withdrawals and increased
operating expenses dues to wastages negatively impacted profitability.
Table 3.1 a -Challenges Faced by GIIS Tokyo Management
Objective Area Strategic Challenges Root Cause (Probable)
Specific to GIIS

Objective A Student strength Students’ withdrawals Floating expat population
To become largest G : : : :
. . raduating cohort Less number of students in | Previously only Indian
mternat_lonal strength higher grades as we were Curriculum offered
school in Tokyo by offering only in one
2030 curriculum
Objective B Academics Inconsistent academic Students come from different
To provide performance in higher curricula in high school and
Education grades take time to adjust to the
Excellence specific curriculum
through Quality  Student development  Limited skills development = Less focus on all rounded
Management in Non -academic opportunities development
areas
iecti i ion ti Manual complaint resolution
Toprovidea  management  complaintwas toolong,  TEChamsm esulted inloss of
posliotive 9 p Y communication and delays.
engagementon  Staff development Not much updated with (Ig/(lel\?fellrgglrr}(raﬁtgllnogp%%?tuni fies I
growth of the modern teaching tools and  gi5¢f
school resources
community

3.2 Findings that led to TQM

In order to overcome the challenges explained above, the solution was to adopt of TQM which was intended to
create competitive gravity for GIIS Tokyo in order to meet parental and student’s expectations.

The opportunities and weaknesses from the findings included that:

e Inschool earlier, focus was only on achieving short-term goals and financial results, which was weakening
the long-term commitments.

e The processes lacked standardization, resulting in wastage and inefficiencies.

e As the performance indicators and mechanisms for assessing progress were immature, it was difficult to
gauge success or make necessary adjustments.

e There were communication challenges that resulted in misunderstandings about the goals, processes, and
roles associated with school objectives leading to confusion and lack of alignment.

e GlIS realized that there should be alignment of school objectives and departmental objectives. Management
policies should be deployed to the lower levels so that whole school adopts TQM Culture.

Also the need for monitoring, reviewing and analyzing the data was the need to deliver services to our students and
parents. GIIS realized by implementing TQM, it would be good tool for bringing school alignment and capturing the
quality of its work in the form of facts and data, thereby actively uncovering any problems and tasks, and steadily
translating its findings into action through discussion among stakeholders.

3.3 Introduction of TQM as a Tool at GIIS

In order to streamline school education management better and to improve services to our students and parents and
interested stakeholders” top management strongly felt that adoption of TQM practices will keep GIIS ahead of
competitors and agile in the ever-changing marketplace. As our school expanded from one campus to two, three and
four, the scale of services also expanded. As a result the teaching team and operating team were spread across. Our
day-to-day operations needed a more streamlined approach to deliver our services.
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The purposes of implementing TQM  were to have enhancements in quality management, system improvement,
resource optimization and sustainability in overall school management including all contributing departments. The
figure 3.3.a below shows a house diagram of overall GIIS approaches to attain objectives and its vision. We aim to
apply TQM strategies in the foundation so that the impacts are there in all the departments of GIIS Tokyo.

Fig 3.3.a Overall GIIS Approaches to attain objectives and vision

Vision Global Role Model for teaching and learning
Missian-holistically fostering our students in mind, body, and character; empower

Objectives- To become one among Top 5 international schools in Tokyo by 2030 .
To provide Fducation Excellence through Qualily Management.
To provide a positive engagement on growth of the school community.

Finance Operations Admission Academies ::::“". Eﬂulliw T
i ik 53
IR 1243 i s
2 . it T £ | 1430 | RS
%3 z i g s § 1 %
2 = g3 o kg a5 Ter o
g & 53 252 g 522 g5
: b ii: = i
- 2 = g it 3
w = i =3 ‘15

‘. Quality Management System Improvement Resource Optimization Sustainability |
| Strengthening the Vision and Mission through TQM strategies |

i Foundation- Offering Quality Education through optimised learning environment

3.4 GIIS Framework for Education
Fig 3.4.a GIIS Education Framework

GIIS Education Framework for TQM is
shown in Figure 3.4.a which is set in the e - : P
PDCA model. Planning is done on the Management Level Activities  Teacher level and Staff level activities  Reviews Ferums, Audits
higher level by management, executed by 2 -
departments including academic and -
nonacademic and effects seen as student
outcomes and overall school performances.

Deployment through
Routine school

Results seen through
Student learning
outcomes and

Leadership driven

School top management, including country School Objectives, — it
director, principal, are involved in strategies iyl P ool
formulating  school  objectives  and R LR
strategies,  enhancement of  school

capabilities, aligning with TQM framework Act —
implementation. after the annual review of e e Y

VMCs and Objectives during the Global Academic Improvement Programs

Annual Leadership Summit (GALS), the

senior leaders percolate the goals to the entire stakeholders through different methods and approaches. This is

part of the planning process to top level.
The doing part comprises of Policies, strategies and objectives which is  then translated into Routine School
Management which is the systematic deployment to achieve school excellence based on challenging targets then
executed through Middle management who include the department heads and academic coordinators, and also the
teachers at the ground level in all the classrooms of GIIS Tokyo. This also includes proper education and training
for teachers and school staff in the provision of education to students.
The effects of the deployment are seen through student performance results and school overall performance results.
The monitoring and checking are done through various review forums at various levels. Some of the reviews are
done by middle management and some by top management. While academic performance is monitored through
student assessments and reviewed by academic department heads and coordinators, the financial performance and
operational performance is monitored through audits and reviewed by department heads. During various Board
meetings monthly, top management level also reviews the performance of the school.
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3.5 TQM Journey

The progression of TQM was a step-by-step approach taking several years and integrating and aligning various
departments. The journey started with decisions to build a global center for education excellence, GCEE where all
planning related to TQM originated. This helped the school for planning and moving forward with a structured
approach. Adopting of 1SO systems through GIIS quality management system was the foundation. Further to that
GI1IS Tokyo decided to adopt business excellence models of Malcolm Baldridge.
The road map figure 3.5.a shows the progress of TQM for the school for each time period of initial, developmental

and integration phase.

Fig3.5a TQM Road Map

Initial phase

Developmental phase

Integration phase

Stakeholder
satisfaction &
communication

Creating value add

Operational efficiency

Deployment &
involvement

)

* Awareness

Creating TQM culture

* Dedicated Office
* QMS implementation

» Training to employees

implementations

engagement

Process standardization
Involvement through QC

staff involvement and

= Data driven decision making
* Review mechanisms

* Parental sati ionand
involvement

* Student satisfaction and
engagement

= Interdepartmental alignment

+ CSR contributions
* Data integration

2013-2016

2017-2020

2020-2024

Table 3.5.b TQM Journey GIIS Tokyo

Initial phase
(2013-2016)

Objectives Strategy Effects

Establish dedicated Dedicated Department for | GCEE department formation
department for TQM | quality in education.

Implement ISO Implementing Quality ISO certification

Management Systems and
key processes.

Cratinga TQM
culture

Training and awareness to
employees

Performance 100 % staff trained for
QMS and its need in routine
management of school.

Developmental
Phase
(2017-2020)

Standardize
processes across all
campuses.

Training on Applying
PDCA in all functions in
all campuses.

121 staff trained during the period.

Cycle time reduction in academic
processes across campuses in
functions.

Error reduction in departmental
activities.

Introduction and Use
of TQM Tools
through QC Circles

QC training to teachers
and total employee
involvement.

Training students for QC
implementation.

Student QCs and teachers QC
projects.
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Implement data- Create MIS dashboards to
based decision capture overall school Data driven decision making
support mechanism performance- “PROMISE | through Review of promise
“ dashboards in monthly management
7 S predictive analysis meetings, ABM, CBM etc
for students performance
in myGIIS
Increasing Third party assessments Evaluation on school based on
organizational with bodies based on business excellence models and
capability through business excellence Feedback from third party assessors
adopting Excellence | performance on school improvement.
models for business
improvements. ACT now and action plans.
Integration Improving value add | Automated Listening Help Desk
phase initiatives for mechanisms from students | Parents Feedback
(2021-2024) students and parents. | and parents Students Feedback.
Improving societal Awareness and training to | Implement sustainability projects
commitments as a staff and students towards | driven by students
school towards sustainability and reducing
society. carbon footprint.

Employee involvement was an integral part of implementing TQM and it was possible through changing
organizational culture and welcoming TQM culture.

4, Management Mechanisms

4.1 Governance mechanisms and Review systems

GIIS governance is guided by the directions given by the GSF Governing body and SWOT analysis and the
performance results of school achieved during the preceding years. This is mainly categorized into (1) GIIS Policy
and Objectives formulation, (2) Routine school management, (3) Inter-Departmental Alignment and Integration

4.1(1) GIIS Policies and Objectives formulation

Our policies and objectives are also formulated based on inputs considered in areas including external and internal
stakeholder needs and the business environment in which our schools operate.

Inputs from stakeholders-For keeping our organization proactively relevant, sustainable and socially relevant we
update ourselves and customize ourselves to accommodate input and feedback from stakeholders by providing them
with what they want.

Student Centric activities-All our activities are designed for student-centric approach which has strong school
connectedness for our students.

Safety — Safety of kids all times as responsible custodians. Regarding safety immediate response to concerns,
counselling for children, in-house nurse and an infirmary to attend student/staff at all conditions are present.

Social responsibility -School Management of GIIS, Tokyo has a social responsibility of imparting education to a
diverse student population.

4.1(1) a. Policy and Objectives formulation- TQM Implementation Stages
Table 4.1 (1)a.1 Policy and Objectives formulation TQM Implementation Phases

Objectives Strategy Effects
Initial phase Policies related to Document Management
(2013-2016) complying with academic System

regulatory legal 100 % compliance

compliance.

Policies related to
knowledge and skill
development for teachers

Reviewing compliances and
adherence.

In-house teachers training
platforms and opportunities
though external expert
sessions and planned sessions

Number of external Skill
development
opportunities for all
teachers.

Developmental
Phase
(2017-2020)
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Financial aid to students in | Scholarship program. Scholarship based on
need. merit

Integration Policies to improve and Additional educational skills | Robotics club
phase enhance students’ for students through introduction for students,
(2021-2024) requirements in Academics | innovative educational DA, Toddle
annually. methods.
Policies related to Improve listening Help Desk APP
improving parental related | mechanisms (Customer Support)

requirements in operations.

The policies, Objectives of the school are communicated to employees and students according to the relevance,
adequacy at various platforms.

4.1(1)b Effects of TQM Implementation in policy and objectives formulation
The effects of our policy management can be seen overall across all the different departments are put together
resulting in achieving the Objectives A and B of school.

Highlights -policy management deployment at GIIS Tokyo

Effects during initial phase

Legal and regulatory Compliance Good
adherence '.

100 100 100 100 100 100
2019 2020 2021 2022 2023 2024

B Target M Actual

Legal and regulatory compliances are achieved,
reviewed, improved and during the TQM phase

Effects during developmemtal phase

Number of external Skill
development opportunities fc
teachers

Good

29
17 20 26
. b 11
e R
2019 2020 2021 2022 2023 2024

H Target M Actual

During the developmental phase included external

training opportunities for teachers and staff which

helped in increasing the service efficiency in terms
of teaching.

Effects during developmemtal phase

Good

)

32 35
21
ccunllll
e im Bm B

2019 2020 2021 2022 2023 2024

Scholarship offered to students

M Target M Actual

Policy improvements by management to offer merit
scholarships to eligible students helped to retain well
performing students in high school. This helped in
having longer customer life cycle.

Effects during integration phase

Help Desk App Report for o
Parental Complaint resolutior ,._

116 127

120 93 98 95%

100 90%
80 9 A 9 % g5

60 N
40 80%

20 75%
0 70%

2021 2022 2023 2024

C received C resolved in 48 hours

Management policy decisions to introduce Help
Desk App to resolve parental concerns have helped
in resolving complaints in less than 48 hours and we
were able to achieve the target of average
resolution time to more than 90%.

During the TQM period, GIIS Tokyo made improvement changes to it employee health care policy.
This included making a health committee with a doctor and included annual health fitness checkup sponsored by the
school to all its employees in all the campuses.
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4.1(1)c Futuristic Activities in Policy Management

Workforce Capacity utilization

Improving customer concern resolution speed.

Improve facility expansion.

Global Indian
International
School
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4.1(2) Inter-Departmental Alignment and Integration

All our work processes are related to our work systems either academics system or support system and are inter-
related to each other. All the functions which are not directly connected to academics but become part of the system

are mapped through work system network. The network of interacting and
connected activities helps to convert the requirement supply process

easier.

Three major departmental work systems are prevalent for GIIS VIZ:
Academic System, Support System and Management System. The
Work Systems and Work Processes at GI1S Tokyo help the school operate
to deliver its academic programs successfully and help in our
organizational success and sustainability. Learning from best practices /
innovation / cost reduction from sister concerns will help us to reduce cost

further.

KEY WORK SYSTEMS

ACADEMIC SYSTEM

Teaching Learning Process, Exam
Process, Co-curricular Activities,
Community Outreach Activities,
Value Addition Activities

SUPPORT SYSTEM

Admission Process, Finance
Process, Stock Process, Transport
Process

SYSTEM

MANAGEMENT

Administration Process, Safety
Process, Legal /Social Responsibility

Process, Quality Assurance Process

Additionally, we have QC by teachers and students who have initiated journey of TQM. Cross functional interactions
thus result in Improved customer satisfaction. Improvement actions of one department are communicated to the other
so that the benefits acquired in one area can be duplicated in other areas also.

4.1. (2)a TQM Progression in inter-department alignment and Integration

Table 4.1 (2)a.1 TQM Progression in inter-department alignment and Integration

Objectives

Strategy

Effects

Initial phase
(2013-2016)

Vertical alignment of work
systems to improve service
efficiency

Introducing Listening
mechanisms through surveys

Improved customer
satisfaction

Reduction of work system
related problems.

Third party assessments/ and
process audits to ensure work
system perfection.

Increased Number of
audits

Integration
phase
(2021-2024)

Developmental | Make interrelated work system | Establishing Cycle time reduction in
Phase services  faster  through | Interdepartmental work processes
(2017-2020) reducing work  delays | communication through

between systems and | process flows

departments.

Increasing customer Actions to improve feedback | Reducing average time

engagement from survey of stakeholders for resolving customer

complaints.

Inter curriculum and inter
campus academic alignment

Inter departmental planning of
both curriculum through
learning centered processes
integration

Number of best
practices shared
between curriculums
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4.1.(2)b Effects of TQM in inter -department alignment and Integration

Effects during developmental phase
*Internal QMS Audit
*Finance Audit
*Internal QMS Audit
*Finance Audit
*Internal QMS Audit
*Finance Audit
*Internal QMS Audit
*Finance Audit
*Internal QMS Audit
**Finance Audit
*Academic Audit
*Compliance Audit
*Internal QMS Audit
*Finance Audit
*Compliance Audit
*Academic Audit
2024 5 | *Safety Audit

During the TQM phase the inter department alignments
were strengthened as more audits were conducted. Each
type of audits helped to reduce our gaps in work systems
and improve the system.

2019 2

2020 2

2021 2

2022 2

2023 4

Effects during developmental phase

Cycle time reduction from student
admission confirmation to onboarding

10 &

8 7

Cood

4 3
5 5
2019 2020 2021 2022 2023 2024

e———Target e Actuals

Due to improved interdepartmental work integration,
cycle time reduction has been achieved which resulted
in parental satisfaction improvement.

Effects during developmental phase

Cycle time reduction for teachel Geod
recruitment to onboarding G

12 11

I 7 7 5
1 H uu
2020 2021 2022 2023 2024

H Target M Actuals

Teacher onboarding cycle time reduction has helped
in reducing the gaps between teacher changes and has
resulted in continued teaching process. This has
helped in improving student satisfaction in academic
learning

Effects during integration phase

Average days for parental complair cood
resolutions

7 g

2020

2021

2022 2023 2024

During the integration phase due to automated Help
Desk complaint resolution system we were able to
resolve parental complaints in different departments
like finance and transport and other nonacademic
areas.

4.1.(2.)c Futuristic Activities in inter -department alignment and Integration
Future strategies for inter -department alignment are introducing 360 degree communication between parents and

between the campuses in relation to operational matters.

4.2 Daily Management

4.2.(1) Routine school management

As an educational service provider, our school’s daily work management -Routine School Management
(RSM)revolves around teaching and learning in academics as well as co-scholastic areas and all activities to support
the same around it. With daily management everyone in the organization can identify their roles in each area and the

interlinkages with each department.
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4.2.(1).a. TQM Implementation Stages in Routine school management

Table 4.2(1)a.1 Routine School Management TQM Phases

International
School

7;-(_” ) Global Indian

Obijectives

Strategy

Effects

Initial phase
(2013-2016)

Stabilizing academic functionsas per
guidelines of academic board and
applying PDCA

Setting academic
process forwhole
school.

Compliance with Accredited
educational bodies -CBSE,
Cambridge

Stabilizing HR resources adequate
facilitating.

Training for teachers for
academic processes.

Ideal Student Teacher ratio

Stabilizing operational and
administrational processes.

Introduction of separate
departments for each
adminfunction.

SOPS and Policies for
administration and operational
processes.

Developmental
Phase

Standardizing academic processes
across all segments and campuses

Horizontal deployment
SDCA of academic

100 percent students pass in
external exams.

(2017-2020) through and curriculums and set

academic targets.

Continuous Improvement in overall
educational performance by
developing holistic development.
Streamlining systems and applying

process across.

9GEMS-based
educational program.

Student achievements in
interschool scholastic and co-
scholastic competitions
Reduction of errors and delays

System controls.System

SDCA in all non-academic audits. operational & administrational
departments and functions. processes.
Integration phase | Increasing academic performance Student Improvement Increased Graduating cohort
(2021-2024) through system based monitoring Plan (SIP). size

and early interventions.
Improving overall operational
performance through MIS Reporting.

Promise V2 Score and Index
for management decision
making.

Adoption of best
practices from industry
practices.

e Routine school management in Academics- PDCA and SDCA
In academics, planning starts with identification of teaching goals topics
under the various subjects being taught, what is to be achieved in terms of 3
learning outcomes, responsibilities of teaching process, and expected
results. Standardization of teaching and learning process happens through
implementation of standard processes for academic teaching across all our 3
classes and across all our campuses with all teachers following standard
processes in all our curricula.
The review is against specific targets and includes the learning outcomes,
documented for each subject, assessment records with targets set (7S
analysis). The teacher is able to adjust her facilitation in the various
subjects during daily management of the classrooms and learning that takes place on a daily basis. Through a multi-
pronged approach, GIIS Tokyo is able to help each and every child in their learning journey and bring about the
achievement of the Objectives set out for the organization as a whole. Continuous Improvement through holistic
development in academics is executed in the form of small term projects.

Assuring the quality of learning outcomes isin higher
level than BOARD requirements(Certain level decided
by GlIS)

All Incoming students receive education based on
Board Curriculum by providing standardized
ediration process

| There is no student fails in registered curriculum,
including keeping student at risk percentage at
-extremely low level.

¢ Routine School Management in Nonacademic Departments

Total quality management is achieved when all functions are aligned, interdependent and talk to each other. All the
sub functions in operations including HR, Admissions, Administration, Safety, Transport, Procurement, Finance; all
of them are currently aligned to common school objective. Planning for the following year starts 6 months before
the start of new academic year for each function with a set target for each year. As all the nonacademic functions are
support functions all of them depend on academic needs of school. All the processes for each function are bases on
standardized SOP which is across all geos. Checking happens through monthly review by Tokyo management as
well corporate management through Campus Board Meetings, monthly reports, reviews and discussions. In case of
abnormalities or sudden requirements, any changes required to ensure stability while making small improvements is
acted upon.
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4.2.(1)b Effects of TQM Implementation in Routine school management

Effects during initial phase Effects during developmental phase
Good
Good External Board Exam Passing '

' percentage

Ideal Student Teacher ratio

I| I| I| 123 119 121 119 100 100 100 100 100 100 100

2018 2019 2020 2021 2022 2023 2024 2018 2019 2020 2021 2022 2023 2024

M Target M Actual M Target M Actual

As a result of standardizing the academic processes,
the external board results improved and we have
been achieving a 100 % pass for all the subjects for
all curriculums like CBSE, Cambridge and IB for
board exams in grade 10 and grade 12.

The target of student teacher ratio was at 12 but due
to TQM practices we were able to maintain less
than that which is good to have individual attention
to students by teachers.

Effects during developmental phase Effects during integration phase
Cood Good
Student achievements in interschool f Graduating cohort size
scholastic and co-scholastic competitions t

82 88 93

32
M 100 17
11 15
6 7
2021 2022 2023 2024 1 I I?’ I
m_ H -
Target Actual 2022 2023 2024 Mar-25
H|B mCBSE

Byintroducing 9 gems educational framework GIIS
was able to bring in more improvements in
scholastic and co-scholastic areas which is seen is
student achievements in the form on external and
interschool competitions in many areas other than
academics.

During the integration phase of TQM increased
academic performance monitoring and action plans
have helped retention of students in high school and
our graduating cohort size improved.

4.2.(1).c Futuristic activities in routine managements

Futuristic activities in routine school management is related to automated systems and mechanisms of early
detection of weak areas in academics. The Learning Management System is a system which is being developed
which has elements of warnings at the early stages of an academic performance once it is inputted in the system.
This may help the teachers not to wait till the end of a semester or a month to detect the red flags.

4.2.(2) Monitoring Practices

GIIS Tokyo believes in the adage “What you cannot measure, you cannot improve”. With that in mind, several tools
are used to put in place measuring and monitoring mechanisms throughout the organization.

Manage with Information and Metrics is one of our core values and hence at GI1S Tokyo we follow various methods
to collect data, review the areas if there are any problems and review it and act upon it.
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We have a top-down approach where
corporate heads will review performance of
our school and a bottom-up approach with
ideas for improvements are reported by staff
to principal. Cross monitoring happens in all
departments and at all levels (horizontally
and vertically). In the top level, corporate
functions of departments like Academics,
HR, Finance, GCEE (Quality) monitor the
performance of each Geo through various
forums as given below.

Fig 4.2.(2)a Monitoring Practices

All Levels -
Goverenace

GCtE sTeach
leadership,

4.2. (2)a TQM Progression in Monitoring Practices
Table -4.2.(2)a.1 TQOM Progression in inter-department alignment and Integration

based on VMC
& Core
Competencies

Board, Director -

Collection

from myGIIS,
Meetings, Surveys
& Conferences

School
Leadership,
Teachers and
Staff

International

School

' ) Global Indian

Integration

Integration to

Alignment

alignment to OG

SM Data and day-to-day and
Information Policy
Analysis to Opganisatoral
support ST and Measures and
LT goals) Innovation

School Leadership,
GCEE and TQM

members

School Leadership
GCEE, Teachers
and Staff

Objectives Strategy Effects
Initial phase Monitoring of student’s academic | Student academic data | 100 % pass in External
(2013-2016) performance management Board Exam

Measure  schools’  operational | Monitoring  mechanisms | Improving overall stability

stability and process for operational | of school health

level stability

Developmental Improve  students’  academic | Actions to improve on areas | Increasing student
Phase performance in all curriculum | of improvement on student | graduating cohort size.
(2017-2020) streams performance like remedial

classes

Integration phase
(2021-2024)

Improving Graduating Students | Early University | Improved Top
admission to Top Universities guidance and support | University —admissions
from school. for GIIS students with
scholarships and grants.
Strengthen review mechanisms | Various Board meetings | Improved  operational
for operational efficiency on biweekly, monthly | performance.
basis.
Parent satisfaction monitoring Parent Satisfaction survey | Reduction in parental

and review of results and
actions to address areas of
improvement

complaint percentage

Highlights of Monitoring and measuring system during TQM Promotion Period

e 7 Sanalysis

For academics we use 7S analysis method for monitoring student performance. 7S analysis, when done regularly,
can give any school the ultimate tool to accurately measure its progress based on several parameters to predict future
performance. The primary purpose was to measure the academic progress of our schools, based on certain parameters
which help to predict a school’s future performance and implement Action Plans in a pro-active manner.1S-School-
wise (All students, All Subjects) ,2S-Segment-wise,3S-Subjectwise, 4S-Sectionwise ,5S-Studentwise 6S-
SubjectTeacherwise ,7S-SubjectTeacher-wise
e Balance Score Card -(PROMISE)
The process of Management of Data and Information is intended to deal with this collected data and put to use to
enact meaningful changes in education. Collection, Alignment, Integration and information for tracking daily
management activities is done mainly through PeRformance Oriented Management Information System for
Education (PROMISE) reports along with individual Departmental Management Information System. The key
information on various performance measures selected is computed, analyzed and made available for the users.
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4.2. (2)b Effects of Monitoring and Practices

Effects during initial phase Effects during developmental phase

External Board Exam passing percentage 2 Graduating Cohorts size in IB and CBSE

.;

100 100 100 100 100 100

HHAHHHH

2020 2021 2022 2023 2024 2025

32
17 5

9 3 6 117 3
O © l1 s I I

M Target MActaul mIB mCBSE

The initial phase of TQM in monitoring helped us | During TQM phase to improve in academics on areas

to focus on external Board exam and Academic
results giving a continuous 100 % pass in all CBSE
and IB exams.

of improvement on student performance like remedial
classes, we were able to retain high school graduating
students in CBSE and IB curriculums.

Effects during integration phase

Number of Complaints received Vs.
Students

Cowvored

g

0.06

0.02 4 001 0.003

2019 2020 2021 2022 2023 2024 2025
Actions were taken during the Integration phase of
monitoring Parent Satisfaction survey and review of results

and actions to address areas of improvement. This has

Effects during integration phase

Percentage of graduated Students .,
admitted to Top International Universit I

100 100 100 100 100

—eo—o—0o—9o
o—o—0—0—90
61 63 67 685 71

2019 2020 2021 2022 2023 2024 2025

@ Target — ems@ue Actual

With our focused counsellor efforts and connections

resulted in reduction in the percentage of complaints from
parents Vs Total number of students.

with top universities and academic focus, we were able
to increase the percentage. We aim to improve this
percentage in the future as well to keep it more than 75%

4.2. (2)c Futuristic Activities in Monitoring Practices
Futuristic activities in monitoring relate to improving Mechanisms and plans related to improving customer life
cycle management

1. Monitoring practices to reduce student and parent dissatisfactions

4.3 Quality Circles and Kaizen Activities

By focusing on quality improvement in academics GIIS Tokyo aims to enhance academic teaching practices,
curriculum effectiveness, and ultimately, student learning outcomes. For other departments and areas the objective
is to improve overall process results aimed are to fostering Collaborations, Enhance Problem-Solving skills, develop
Continuous Improvement culture among students and teachers, improve Professional Development and involvement
values, and as a result achieve a proactive and positive school culture. The Kaizens were bucketed in areas of impact
like productivity improvement, efficiency improvement, time saving, cost reduction etc. This was started by an
awareness session and training on Kaizen. A formal Kaizen Club (KC) was formulated with teachers in the first
place. Subsequently, Kaizens awareness was shared to all students and Kaizen representatives were made from
students. The students helped in identifying Kaizens in students levels. Student led QC clubs helps the students to
contribute and learn the problem-solving techniques even in the school level.
4.3.a TQM Activities in Effects of QC and Kaizen Activities

Objectives Strategy Effects
Initial phase Introduce Kaizens and QCs to teachers | Train Teachers and staff | Teacher Level Kaizens for
(2013-2016) -To bring in innovation, and problem- | on how to implement | improvement and efficiency.
solving skills Quality Circles.
To have enhanced engagement within | Develop and ideate new | Total employee involvement
teachers and staff. projects.
Continuous self-improvement through | Training and awareness for | Improved Work Efficiency
identifying kaizens among staff. Kaizens
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Developmental Introducing Student QCs-Improve Train students to implement | Successful QC  and
Phase Teacher —student collaborations. | QCs. improvements.
(2017-2020) Introducing the importance of | Hand hold Students to | Increase in QC
Kaizens for students develop QC participation and

involvement in teachers

and staff
Integration phase | Tointroduce student empowerment. Brainstorm ideas for QC | Impactful Quality Circles by
(2021-2024) topics and conduct workshops | students.
and events that aftract
students.
Emphasize Collaborative | Introducing Sustainability | Participation in International
learning in students. Theme QC Competitions by students

4.3.b Effects of QC and Kaizen Activities

Effects during integration phase

Kaizen Improvement Projects and
Areas in GIIS Tokyo

T

46 >1
23 3 1 235
1 2
ARARAE
I l | | - - I -
2019 2020 2021 2022 2023 2024

B Academics M Safety B Transport B Communications

During the TQM period, Kaizens trainings were done
for employees which helped the school in identifying
kaizens and improvement projects. This helped in
identifying small and steady kaizens in various
departments of school.

Effects during developmental phase

Successful Quality Circle
Implementation Area Wise

8
4 21
D
11

= Academics = Sustainability

Cost Reduction = Time Reduction

Quality Circles were promoted among teachers and
Staff for problem identifications, and making own
solutions and resulting in productivity improvement
and team work. This has made successful Quality
circles in various areas during the TQM period.

Effects during developmental phase o

! )

Teachers and staff Involved in QCs

82
49 36

32 I
“ N

2021 2022 2023 2024

17
|
2020

The increasing involvement in teachers and staff in QC
have resulted in introducing the same concepts to
students too. As campuses increased to 4, the QC
practices were deployed in all the campuses.

Effects during integration phase

Students QC Projects Interschool Goed
Competitions '

2019 2020 2021 2022 2023 2024 2025

@ Target — emm@ue Actual

Students QC introduction and practice helped
students to present the QCs in interschool
competitions. This gave students and exposure to
share their QC learnings and expericne through
competitions with students outside GIIS.

4.3.c Futuristic Activities in QC and Kaizen Activities

1.Make projects and practices which can be measured related Waste elimination in terms of time wasted, resource

wasted and cost wasted in all departments.

© The Deming Prize 2025



o

Global Schools
Foundation

International
School

l ’ Global Indian

4.4 New Educational Service Development: Enrichment programs for
student holistic development

After a few years of establishment, GIIS Tokyo has been creating innovative services to its parents and students,
and to enhance learning and address diverse student needs and to enhance parental satisfaction This was achieved
through adding new international curriculum apart from the original one and providing personalized attention
services, technologies and methods aimed to stimulate creativity and critical thinking, encouraging students to
innovate and solve real-world problems. In non- academics the focus was to provide services smoother to parents
and to improve their experience through better and faster communication and concern addressing.

4.4.a TQM Activities towards Student experience Enrichment Programs

Obijectives Strategy Effects
Initial phase Support diverse learners and | Personalized student service | Improved student and
(2013-2016) students across various | through  special language | parental satisfaction.

nationalities in school. programs, one to one classes.

After school care services beyond
school hours.

After school students care for
extended school hours.

Number of after school
Programs increased.

Developmental
Phase
(2017-2020)

To build community service

Develop programs that connect

More than 20 community

responsibility in students. classroom learning to community | service programs
service, allowing studentstoapply | conducted in all
their knowledge in real-world | campuses.
contexts.

Support to non-English parents. For  non-English  speaking | Increased Bilingual
parents, providing translated | Employees for Improved

materials or interpreters during
meetings.

customer service for non-
Japanese parents.

Integration phase
(2021-2024)

Exchange partnerships to
Make students to global
level.

Create opportunities for
students to connect with
peers in different countries
through virtual exchanges or
partnerships.

More than 4 exchange
programs  every  year
conducted with
international schools.

Enrichment programs.

Offer clubs focused on arts,
STEM, or languages to expand
learning beyond the classroom.

7 new  enrichment
programs offered.

Improve parental and student
expectations beyond
educational service.

Real time parental support
through parental help desk center
and Parental Relationship

Improved parental
satisfaction and thereby
student retention.

Manager.

The notable and measurable activity during TQM is Inculcating modern Scholastic and Co Scholastic Curriculum to
suit Global Students needs through:

Collaborative Partnerships: Engage with local organizations, businesses, and higher education institutions to
enhance educational offerings, internships, and practical learning experiences for students. In these partnership
students and teachers jointly contribute and collaborate with external organizations. This will give an exposure and
experience of global perspectives for students. Also, school proactively collaborates with universities to make a
seamless entry for our students to universities.

Student Leadership Programs: Establish student councils, leadership training, or advisory committees that allow
students to have a voice in decision-making processes, encouraging them to take ownership of their education.
Incorporate sustainability into school practices by reducing waste, recycling, using eco-friendly materials, and
teaching students about environmental responsibility. Monitoring carbon foot print of GIIS Tokyo is one of the steps
which Tokyo GIIS has started in the recent few years.
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4.4.h. Effects of Student experience Enrichment Programs

Effects of implementation phase Effects of developmental phase
Student after school programsand __, Bilingual | Bilingual Bilingual
services Offered * Teaching | Admission Admin
12 Staff Counsellors | Staff

10
5 s 2020 22 2 5
1 14 2021 27 2 5

6

2091 2022 2023 2024 2022 25 3 6
2023 29 3 8
e Target e Actual 2024 38 3 11

After School programs and services were part of
improving Student and parent experiences during Employees for Improved customer during the

initial phase of TQM. Thi_s he'Ped i_n having a integration phase has resulted increasing the confidence
beyond-school-hour relationship with parents and among non-English parents also.

Increased engagement through hiring more bilingual

students.
Effects of integration phase Effects of integration phase
Student Educational Good Customer relationship Manager Benefits-
Exchange programs offered man
3 3 '?:::‘;n Student
S retention
u Parent ge
e 15%
2 2 —
21 2 2023 2024 sl

days

— Target — emm— Actual

Parent concerns closed within 2 days

Students educational exchage programs are special . . )
opportunities beyond regular schooling for students to | SChool has introduced a customer relationship who
experience, learn from other schools and connects one to one with the parents on a routine basis
organizations. GIIS Tokyo gives ample opportunities | ONCe every month to all.parents to know their concerns
OECD exchange program in 2024 is a recent one in and feedpack. Th_|s has increased parental confidence and
2024. resulted in retention of students.

4.4.c Futuristic Activities in Student experience Enrichment Programs
e Reducing learning gaps of non-English speaking students
e Leverage alumni connections and experience to benefit existing students

4.5 Quality Assurance through Education Excellence

From the start, Quality of education has been one of the key elements of GIIS process management envisaged by top
leadership. The Global Centre for Education Excellence (GCEE) was set up in 2008 with the aim of improving the
quality of all our work processes. Under the management of GCEE, all quality improvement initiatives are overseen.
GIIS Corporate along with Tokyo leadership ensure adherence to Quality Policy and Objectives through the offering
of quality education at reasonable cost. GIIS Tokyo school involves several steps to ensure educational standards
and improve student outcomes. The scope of quality assurance covers all processes involved to ensure educational
standards and support activities and to improve student outcomes and parents’ experience. Quality policy and quality
processes are defined by GIIS Tokyo, and all departments, functions and employees adhere to the same.

Tokyo GIIS has been certified for ISO 9001:2015 since 2018 and is certified for 1ISO 45001:2018 since 2020 followed
by 1SO 21001:2018 in 2022. While leadership is accountable for quality assurance overall, The Global Centre for
Education Excellence (GCEE) department in Tokyo as per the directions of corporate GCEE monitors, analyses,
improves and enhances quality through various improvement initiatives of both the learning and teaching of both
students and teachers across all the campuses. The department has developed and deployed Quality Culture in GIIS
Tokyo through its excellent quality model.
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Through this model, GIIS manages its policies and procedures, conducts quality training, conduct evaluations,
organizes data analysis, conducts reviews and supports management for informed decision making.

4.5. a TQM Activities towards Education Excellence

Objectives

Strategy

Effects

Initial phase
(2013-2016)

Establishing standardized processes
in academics and all non -academic
departments.

Adopting ISO standards for
processes in education

Certified with 1SO standards
for school processes

Error reduction in processes

Deployment of processes across
campuses for all staff through
training.

Learning Centered
Processes improved

Developmental
Phase
(2017-2020)

Defining requirements for various
student needs and engaging staff to
set clear expectations.

Understanding Student and parent
requirement through feedback systems
and taking actions.

Meeting parent and student
requirements.

Continuous  improvement  to
enhance quality of services and
reduce errors.

Conduct audits and  make
corrections into specific areas of
concerns.

Year on year audits, Audit
findings and actions taken.

Integration
phase
(2021-2024)

Improve Student and parent
experience.

Help Desk System established to handle
parent queries in 48 hours and
Customer Relationship Management in
charge to have one-to one parent
connect.

Reduction of parental and
student complaints.

Early detection mechanisms of

Review plans of performance of

Al Students All Subjects

objectives for curriculum, teaching
methods, and student outcomes.

student performance and actions school on monthly basis for academic | Average (ASAS)maintained
performance  through  leadership | over 80% onall studentsinall
meetings and taking actionson gaps. | curriculums.
Some of the strategies followed by Quality department in GIIS are shared below:
Areas Strategies Indicators
Setting up Goals Fixing educational standards and P Academic Targets

and 7 S analysis

Assurance Framework

. Through implementing Quality D GIIS Quality Policies
Establishing Standards Management System in school. and procedures
Creating Quality Quality Audits C Internal Audits and

External Audits

Implement Continuous
Improvement through
Monitoring & Evaluation

2.Through feedback analysis from
students, parents and teachers

1.Regular data review and analysis A
of performance

1.Balance Score
Card-Promise

2.Parent, Student
and Feedback
Surveys
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4.5.c Effects of Education Excellence

Effects during initial phase Effects during developmental phase
Number of Learning Centred Good Quality Process Audit Findings
Processes Initiated ' ‘
20 15
14
21 15
15 18 11
10
al B :
0
2022 2023 2024 2022 2023 2024
B Audit Findings 14 15 11

B Target M Actual

The audits process conducted, and corrections made for

Additional learning Centered processes were improvements into specific areas of concerns from the audit
added during TQM phase. This has helped in finding helped to stabilize and improve education excellence
focusing more on scholastic and non-scholastic and quality. The findings were decreasing as we progress each
and quality improvements benefiting students. year indicating the strength of processes.

Effects during integration phase
All Students All Subjects Averag; ‘;

Because of the structured rreview plans of performance of ( ASAS)

school on monthly basis for academic performance through

leadership meetings and taking actions on gaps the All Students ,g.1 81 82.2 82 83.2 82

All Subjects Average ( ASAS) have been increasing. From the —3—3—0t—8—¢

review studies it is seen that there has been lowering in the 787878808080

increment percentag of average which is sttributed to various 2018 2020 2022 2024 2026

curriculum academic standards.
—@—Target —@—Actual

4.5.c Futuristic activities in Education Excellence

1. Implementing monitoring mechanism of up Data Lake to have quick data information for management decisions
(explained more in GCEE departmental DTQM)

2.0ur goal in the future is to improve the average to more than 82 factoring in the differences in various academic
expectations.

Fig 4.6.a Utilization of IT in GIIS
As a school equipped for 21st Century learning, utilization of IT is & lassroom
significant at GIIS Tokyo. For our knowledge management system, we G-Drives
use the advantages of IT. All key information is then analyzed and used
to review performance and manage Organizational Knowledge to drive
improvement in all areas of Operational Performance including student
learning using IT. The process of Management of Data and Information is
intended to deal with this collected data and put to use to enact meaningful
changes in Education.

Sebosl Labs
Teacher Davice
Srudent Bring Your Owa

Davlzs( BYOD)

File Transfer

Seamless
Connectivity
4.6. a TQM Activities in Utilization of IT
Learning
For student related matters, in-house developed ERP system called Management
System (LMS)

myGIIS was available right from initial stages, but the features kept
improving and maturing, where student information is stored and
accessible with authorized persons. This practice will help all relevant members to understand each child fully and
address them according to each child. Also, there are many other methods listed below for the same purpose.
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Obijectives

Strategy

Effects

Initial phase
(2013-2016)

Increasing  digital
educational purpose.

usage for

Using external digital educational
resources for improved learning.

Centrally  managed data
resulting in Faster tracking, time

saving and easy learning
management
Student data collection and | 100% capture all students related | Time saved for  student
information sharing using IT. data.(Personal information, | academic  assessment and

Academic marks, feedbacks)

performance review and report
cards

Cross departmental data collection
and information sharing using IT.

Enabling myGIIS ERP features
across departments and across
campuses and Improved internal

Increased numbers of
departments Systems
integrated with IT

Integration
phase
(2021-2024)

Developmental information  relays making
Phase shorter processing.
(2017-2020) Use IT for knowledge | Software  and  Applications: | Reduction of human errors
management. Educational Software, Productivity | using automated system and
Tools, Administrative Tools reducing time.
Optimize Knowledge | Actively uses a number of IT | Student? Sanalysisand
management. systems for student performance | prediction.

analysis and Forecasting

Optimizing academic
through IT resources

learning

Procure tools and devices like
Toddle, Hey Math

Increased digital resources for
learning

Application of IT for management
decisions.

Using IT for Automated Employee

Performance Management,
Automated Financial performance
Management,  School  Overall

Performance — through Balance
Score card -Promise.

100%  operational ~ data
available at the repository and
recovery center.

Parental Support and
communication using IT.

Parental myGIIS ID for 2 way
information sharing and
communication

100%  Parental  concerns
addressed within 48 hours.
Customer concemns closure
improved from 72% to 91%

4.6.b Effects of Utilization of IT

Innovation and Technology Integration

Data Analytics in Education: Utilize data analytics to identify trends in student performance, teacher effectiveness,
and overall school performance, which can inform decisions about curriculum changes or professional development

needs.

Good

Effects of initial phase

,., Cycle Time for Examination ,Analysis

Good

Effects of developmental phase

4 Systems integrated through IT

and Student Report

]

MTarget MW Actual No of days

With the integration of IT in academic performance
management of students, it helped to reduce the cycle time
of exams, result analysis and student reporting. Since GIIS
Tokyo has many exams and assessments, utilization of IT
immensely helps in managing them faster and efficiently.

During The developmental phase of IT, various
departments were integrated using effective ERPS.
This has saved a lot of time in interconnected ness of
various school departments. PMS, Percipio, Teamie,
Accpac, QT9, my GIIS, HubSpot are some examples.
This has saved a lot of processing time.

7
5
2022 2023 2024

W Target MActuals

__.73.__
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Effects of developmental phase

Good . . .
Digital resources used for learning
During the TQM integration phase, many more digital 9 11
resources were introduced which helped updated 6
resources for learning and managing students ma B | - .

educational progress. This included, Toddle, DA, Hey
Math.Some of them were initially introduced in one
curriculum but then adopted by other curriculum as
well.

4.6.c Futuristic activities in IT
More of futuristic planning on IT is separately mentioned in IT departmental DTQMP submitted along with, but Al
in education through optimizing IT is the futuristic plan of the department.

2022 2023 2024

H Target M Actuals

4.7 Teachers and Staff Development

Employees in GIIS Tokyo are of 2 streams. Once the academics team who are directly in the process of facilitating
students and non-academic team who are in administration. As our workforce majority fall under the category of
academic team, are key role players in education, the deployment of TQM will not be possible without involvement
of them. During the pre-TQM period GIIS made efforts to build fundamental systems like recruitment system.
Employee engagement at GIIS Tokyo towards TQM was built through bottom to top approach. All employees were
made part of awareness of TQM during job alike sessions at the beginning of the year. Training are given throughout
the year and many staff are part of the annual improvement projects where in they contributed by idea generation to
improvement projects big and small.
4.7. a TQM Activities for Staff Development (academic and nonacademic)

Objectives Strategy Effects
Initial phase Develop skills and Training Opportunities to develop | Reduced cycle time in lesson
(2013-2016) knowledge teaching skills through internal preparation and delivery time.
Employee training.
Developmental | Assessment of skills and Measure competence through Improved student learning outcomes
Phase competency performance matrix
(2017-2020) Enhance parent — student Training in the soft skills of Reduced academic learning concerns
relationship teachers by students from
Employee retention Provide Employee benefits Reduced attrition rates to 10%
Integration Enhance Employee Involving employees in decision Increase in employee engagement
phase involvement making process score than the target set.
(2021-2024) Create Employee learning | Self-paced online training Self-growth in profession and access to
platform. platforms new pedagogies

Responsibility and
accountability building in
employees.

Leadership development programs

28 % of employees have achieved
progress.

4.7. b Effects of Teachers and Staff Development

Effects of initial phase

Cycle time reduction in learning delivery due
to skill dvelopment Good

\ 4

20 16 16 14 14 13
—_—
14 14 14 14 14 14

2019 2020 2021 2022 2023 2024

— Target e Actuals

During TQM period, training sessions were

the lesson delivery time.

focused on the

specifics were made and as a result teachers were able to optimize

Effects of developmental phase

Good .
.‘ Attrition rate of employees

11.2 106 96 9.8 938
2020 2021 2022 2023 2024

H Target M Actuals

The attrition rate reduction as per the targets set is
the result of the improvement of TQM activities
during the initial and developmental phase. They

have found GIIS as a preferred place to work.
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Effects of integration phase

Employee Engagement Score

73 73
69 68 70 —
70 70 70 70 70
2020 2021 2022 2023 2024
Target Actuals

score.

Employee engagement scores are increasing as a result of
team integration and all TQM activities happening during
the period. Though we have achieved slightly more in the
recent years than the target kept, our futuristic plan is to set
the target higher and to aim more employee engagement

Effects of integration phase

Good

2+

Employee career progression

percentage
27 24 28
2022 2023 2024
H Target M Actuals
Employee career progression increases

percentage was resulted during the integration
period. This has helped to increase the morale
of the employees and positively impacted their
performance as well.

4.7. ¢ Futuristic Activities
1. Improve Employee upskilling
2. Improve Employee retention rate

4.8. School social responsibility (SSR)

As responsible corporate citizens, the GI1S-Tokyo leadership involves itself in social contribution activities. When
engaging in community activities, the senior leadership selects themes of activities that suit the culture, social climate
or issues of the local community and are aligned with the GIIS values, resources and expertise.

With this in mind, Sustainable Development Goals as identified by the United Nations are now incorporated into
the student-driven projects aligned to Kaizen projects. The management ensures that costs are kept under strict
control so that the school’s sustainability is not affected.

4.8. a TQM Activities in School Social Responsibility

Objectives Strategy Effects

Initial phase Develop awareness and Training for teachers for

(2013-2016) knowledge identifying programs Mahatma Gandhi UNIVAL
Awareness and training to programs organized for students
students social responsibility

Developmental Increasing student Introducing projects that 9 % plastic recycling achieved in

Phase participation and involvement | benefit society and school community

(2017-2020) along with staff environment 5 Sacial responsibility events

conduced
Integration phase Involving parents in SCR Introducing projects involving | 4 volunteer work projects by students
(2021-2024) parents and students and parents
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4.8. b Effects of School Social Responsibility

Effects of implementation phase
School was able to encourage and involve more and more Students involved in community projects
students in diverse projects which were aiming towards 1}
social responsibility. o n‘i‘““l 0 sap 921 1010
Each year we intend to increase the number of activities
and projects and increase the student participation as well.

1222

371
213
%al 634 &1 Me| e 32 r:
- -n - - [ | T .
2019 2020 2021 2022 2023 2024
W Park Cleaning WOl age Visits Food Donstion

® clath Donation M River BankCleaning

5. Overall Effects of TQM

The effects of TQM have resulted in the quality movement in school and thereby steadily moving towards achieving
the overall objective of the school as mentioned in the earlier pages. The graphs below are mapped with the objectives
and parameters and units of measure indicated earlier in the section.

Obijective- A Effects

By balancing educational quality, market insight, strategic marketing, and operational excellence, GIIS Tokyo aims
to position for significant growth and the possibility of becoming the largest international school in Tokyo. Steps
like offering strong curriculums & Diverse Programs, which include a good balance of both international and
Japanese culture has been attracting a wide range of expatriates while also respecting local educational aspects.
Regularly seeking feedback from parents and considering their suggestions for improvement helps us to keep track
of educational trends and provide personalized offerings.

KPI- 1.1.a(1) Effects- Total Students on roll KPI-1.1.b(2) Effects- Student Nationality Diversity
Cood Total Students (Number) Nationality of students{%)
ﬁ 110012701394
793 815 920 N
517 568 622 677
373
MTTEE || A4

N

A'g’»u %Q‘@ “19{5 '19{\ ,LQ’» A})@ ,\’Q’LQ %Q’L\’ ,LQ":"A’QS\?’ nbg,’bb = Japanese ® Indians = Other nationalities

W Target W Actuals
GIIS Tokyo has become a preferred choice for
Japanese parents also resulting in Japanese students %
more than 51%. This is also an important KPI towards
becoming the largest international school in Tokyo.

To become one of the largest international school
student growths are an essential KPI. GIIS Tokyo has
been steadily able to reach the KPI as planned.

KPI-1.1.b(1) Effects - Curricula offered KPI-1.1.b(1) Effects- Number of second languages

choices offered

Curricula offered( number)
ﬁ Number of second languages

3 offered
2
., m 1 C am al
ST am mll = .
2016 2018 2024 2016 2018 2024

B Curricula offered Target M Curricula offered Actuals
8 mTarget M Actuals

This has helped bring in students and parents who

wanted a combination of different curriculum in In todays global world learning more languages are

different segments. necessary to stay top in the market. Hence GIIS Tokyo
during its TQM period increased offering of second
languages.
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overall administration.

KPI- 1.2.b(1) Effects-Number of awards won from independent bodies.

Third party bodies are outside the organization who inspect, examine
and validate our systematic activities, practices and management
style. Since each external body has different criteria to assess, each
time when we apply for external evaluations, this makes our internal
system stronger. This has helped GIIS Tokyo to improve in our

Awards from independent bodies

ﬁ ( number)
4 3

42
15 I
2 um B

2017 2020 2024

W Target M Actuals

Obijective-B Effects

As a school aiming to provide educational excellence through quality management, we focus not just on academics
but also on the emotional and social well-being of our students, extracurricular activities, and a healthy school culture
and continuous improvement. Hire highly qualified teachers and make professional development who not only have
expertise in international education but are also culturally aware and capable of addressing the unique needs of
international children. The Extracurricular activities help to make skill development, personal growth and have social
connections apart from academic growth. Through activities such as language clubs, international exchanges, or
cultural performances, students gain a deeper understanding of different cultures and worldviews. This exposure

fosters tolerance and empathy.

KPI- 2.1.a(1)- Effects-All Students All Subjects Average-
ASASA( %)

All Students All Subjects Average-ASAS

0 85.2 e

83.5
82.7 a3
‘ | 21.65 | 82
2018 2019 2020 2021 2022 2023 2024
W ASAS Target W ASAS Actuals

ASAS- includes all segments which have assessments across
all curricula and all campus. GIIS Tokyo have been
maintaining more than 80 % as targeted. However, the trend
is declining in recent years. This is attributed to the newer
curriculum implementation and assessment criteria
requirements. As a part of our education excellence

initiatives our futuristic aim is to improve the ASASA scores.

KPI- 2.1.c(1) Effects- Student Teacher Ratio

Good

A 4

12
11.8 11.86
1.6
II I |1.3 Il.sl II II

2019 2020 2021 2022 2023 2024

Student Teacher Ratio

B Student Teacher ratio Target M Student Teacher ratio Actuals

To provide high educational quality and a
conducive educational learning environment, an
ideal student teacher ratio is necessary. While the
target is set at 12 meaning there is an average of 1
teacher for every 12 students, in actuals the ratio
has been less than that. This helps individual
attention for students.

KPI- 2.2.a(1) Effects- Student Awards

Cont Student Awards in competitions,
achievements

ﬁ 265

187 204
111 104 121 I I
2019 2020 2021 2022 2023 2024

m Student awards Target W Student awards Actual

Student awards in competitions are external
competitions other than academics which the students
have won in various areas like sports, arts,
performances, debates etc. Some of them are inside
Japan and some are international.

KPI- 2.2.b(1) Effects QCs successfully completed

Quality Circle Projects by Teachers and
Students

ir 8

6 5 5
2 3 33 4 3 I
== ux 2l Hx NN

2021 2021 2022 2023 2024

Gaod

m Quzlity Circles Teachers

m Quality Circles Students

As a school adopting TQM, to improve quality and
productivity constantly we have implemented QCs
through Trainings to teachers and later to students.
This has helped in bringing a problem solving and

team work culture in the school.
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KPI- 2.2.c(1) Effects — Number of Extra Curricular Activities( CCA)
and Co -curricular Activities(CCA) -Options Offered to Students

Number of ECA/ CCA Options
oot Offered to students

‘0‘7 T 16
hnhnuHH
2019 2020 2021 2022 2023 2024

W Target M Actual

To
provide all rounded development of students and to
provide equal opportunity for students to excel in their
areas of interest as per 9 gems framework, the ECA and
CCA activities options were increased during TQM
period. This step is an action towards attaining the
objective of providing education excellence beyond
academics.

KPI- 2.2.d(1) Effects- Number of platforms for Students in
various exchange programs ( internal and external)

Number of external and internal Exchange
Good programs

o ¢

5
2022 2023 2024

H Target M Actual

Internal and exchange programs are platforms for
students who will get experience of educational and
non- educational areas in different schools outside
GIIS.

Objective C-Effects

GIIS provides environment for positive engagement on growth of school community. Students get the chance to
take on leadership roles in clubs, committees, and extracurricular activities. This helps them feel responsible for their
school’s success and growth These experiences foster a sense of community, inclusion, and belonging, making
school a more positive and supportive environment and helps in improving happiness and satisfaction of students.
Through hosting events such as open houses, celebrations, or cultural nights to bring together students, staff, and
families GIIS brings together school spirit and unity. Also, we provide opportunities for teachers to collaborate and

grow professionally.

Student Satisfaction Survey Score
80 80 80 80 80

KPI- 3.1.a(1) Effects - Student Satisfaction Survey Score( points)
Students Satisfaction score is the index which shows how

satisfied the students at school. As it is based on the perception of —

each student, this will vary every time. We have kept targets are ” ” 78 77 76

high at 80. It is currently less than the target. 2020 2021 2022 2023 2024
e——=Target e Actual

KPI- 3.2.a(1) Effects-Parent Satisfaction Score(Points)

O

Parent Satisfaction Score

8080
77 75

80 80 80
77 77

2022 2023

2020 2021
e Target e Actua

| 2024
Parent Satisfaction Score is the index of how
satisfied GIIS Parents are all across the segments
and all campuses. We value the satisfaction rate of

our parents as they are adults and they give their
best judgment. At Tokyo we keep the satisfaction

Our futuristic efforts are to reach to the target level
of parent satisfaction.

target at 80 however we have not reached there yet.

KPI- 3.3.a(1) Effects-Parent Sentiment Score (Points)

J;L Parent Sentiment Score

I 0.31

2023

0.26

2024

M parent Sentiment Score Tanget

During the
TQM promotion period GIIS started following
Parents Sentiment Score is the net results of parent’s
sentiments or feelings from their responses towards
various areas of school. The targets at GIIS Tokyo
are 0.49 whereas currently we are at 0.26.A lot of
factors comprise of positive parental sentiment and
GIIS Tokyo will be working towards improving the
current scores.
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KPI- 3.2.c(1) Effects- Percentage of Complaints received

Good  percentage of Complaints received

'0-04 Vs. Total Students
0.03
006 o 0o 02
001 001 0BT —TTT—t01
2020 2021 2022 2023 2024

e Acceptable e Actual

This included one to one parental connection and
automated mechanisms through help desk. As a result
the percentage of parental complaints reduces Vis a
vis the total student count.

KPI- 3.2.d(1) Effects- Number of parent engagement activities

Good Parental engagement activities

i

18 21 24 28
s 51 EN Bl
2021 2022 2023 2024

M Target M Actual

For the growth of school community positive
engagements with parents are essential. Each activity is
an opportunity to connect and build relationships with
parents.

KPI- 3.3.a(1) Effects-Staff Engagement score

Good

Staff Engagement Score
@

——

70 70 70 70 70
2020 2021 2022 2023 2024

e Target e Actuals

In GIIS, staff satisfaction is measured through staff
engagement score. The survey questions measure
how satisfied the employees with the school are.
Our targets have been 70 and in the recent past we
have been able to improve the staff satisfaction

KPI- 3.4.a(1) Effects -Number of activities for
neighnorhood

Good .
Number of community events
organized by school
11 12
5 9

— 7 8

2023

2021 2022 2024

e Target e Actual

In the past few years of TQM, GIIS Tokyo increased
the number of activities for neighborhood. This was

score.

to provide environment for positive neighborhood
engagement.

Futuristic TOM Activities for school.

Futuristic Total Quality Management (TQM) activities in GIIS Tokyo will be towards achieving the effects of
TQM through improvement areas as per our targets . In some areas including parental net promoter scores and student
net promoter scores which are based on parent satisfaction and student satisfaction we need to improve and achieve
as per the target. Similarly academic scores need to be improved as we cater to diverse student demographics and
diverse curriculum. GIIS Tokyo is aware that the targets kept are very ambitious and will take time to achieve them.
As such our efforts in future as to achieve them in a faster pace. Our aims are to improve technological integration,
personalized learning, and fostering a culture of collaboration among students, teachers, and administrators. Some
of the key TQMM activities for the future are listed below.

Incorporating Real-World Learning: Integrate practical and experiential learning opportunities
into the curriculum, such as internships, field trips, and service-learning projects, which bridge the
gap between academic learning and real-world application. Moving away from traditional grading
systems to competency-based assessments, where students progress after mastering specific skills
or knowledge areas will help students to excel in the competent world.

Incorporating Al in education- Continuously Improve the academic performance of students of all
curricula in high school through Al tools like real-time data on student performance, behavior, and
engagement. Teachers and administrators can use this data to make informed decisions about
instructional methods, curriculum improvements, and resource allocation.

Best Practice sharing -Introduce mechanisms to deploy TQM to sister schools of GIIS in other
countries. This way other schools will embrace programs to ensure that students are equipped not
only with technical skills but also with communication, teamwork, and critical thinking abilities.
Improving Parental Satisfaction-Our futuristic efforts are to reach to the target level of parent
satisfaction through prioritizing and creating a respectful, welcoming environment for parents.
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Parents are more likely to be satisfied when they feel that their children are being treated with
kindness and fairness.

e Improve student Satisfaction-Our future efforts in TQM are to analyze and review the reasons for

the areas of low scores and improvement to make our students more satisfaction.
Benefits of adopting TOM

o Alignment of all functions and departments at GIIS has helped to attain overall
objectives of schoolthrough inter departmental orientation

e School has been able to improve Satisfaction of customers and been able to provide
service as per therequirements and expectations

e Made GIIS as an organization, agile and resilient to changes and challenges

The mind behind our TQM education process, our technologically advanced infrastructure forms the backbone of
our global network and our extremely qualified & experienced faculty is the heart that runs it.
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Chapter 1: Outline of the Organization

1.1. Background: Commercial Vehicle Industry in India

Indian commercial vehicle (CV) industry holds a significant position in the global
market, reflecting its robust manufacturing capabilities and extensive domestic
demand. As of 2024, India ranked seventh in global commercial vehicle production
driven by domestic and exports demand. The commercial vehicle (CV) industry in
India plays a critical role in the country’s economy, contributing to logistics,
transportation, and infrastructure development. The evolution of the CV Industry is
shown in exhibit 1.1.1. CV is one of the key drivers for sectors like construction,
mining, agriculture, and retail. THSL offers products in Medium and Heavy
Commercial Vehicle and EV Bus segment. The Indian CV industry is expected to
grow at a CAGR of 8-10% through FY29- FY30 (Source — KPMG). During this
period, the shift towards electric buses and cleaner fuel vehicles will
accelerate. Increased rural connectivity and government spending on logistics
infrastructure will also drive demand for medium and heavy commercial vehicles. The
Suspension solutions provided by THSL is shown in exhibit 1.1.2.

Exhibit 1.1.2 Product
Application Truck and
Tipper Suspension

fnn Closed Market with Wy BS-II (2005) and BS- v~ Steady growth m commercial vehicle segment driven by N
8 limited supply and S I1I(2010) emission norms 5‘ infrastructure projects, rising industrial production, and urbanization
A old models. f? Dominated by key players [[ € Growth slowed during the COVID-19 pandemic (2020-2021)

p— 1 ~ - -
— P like Tata Mthls’AShOk 8 Regulatory changes: BS-IV (2017), Axle Load Norms (2018) & BS-
= Key Players: - Leyl@d, Ma.lnndra & A~ VI emission Norms (2020).
Telco & Ashok g Mahindra, Eicher Motors Government push/incentives (PLI) for electric commercial vehicles
Leyland Entry of new players and & buses.
gllo baltl;ﬂndsrs/[‘\fl\llvo ’ Rise of startups in electric commercial vehicle segments (IPL,
\ laral benz, ) Propel, Olectra, PMI, Eka) )

Exhibit 1.1.1 — Evolution of Indian commercial vehicle sector.

1.2. Organisational Description: Tata Autocomp Hendrickson Suspensions Pvt Ltd. (THSL)

Tata Autocomp Hendrickson Suspensions (THSL) is a 50:50 joint venture (JV) company between Tata AutoComp
Systems Limited and Hendrickson International Corporation, USA established on 23 June 2006. THSL board is
governed through representation of nominee directors from each of the JV partners. THSL CEO along with the
Functional Head constitute THSL Senior Leadership Team (SLT). THSL business operating geography is within

India and export through Hendrickson.
1.2.1 Brief note on JV Partners

1.2.1.a Tata Autocomp Systems Limited - Organisation brief: Tata AutoComp Systems Ltd. was established in

1995 to b_rlng auto component TATA Ao Syeieis —T— Hendrickson International Corporation )
technologle§|nto Ind_la to serve Roles: Provides Policy and governance [50%(50% Roles: Provides Support and Services on
the emerging Indian AUtO | ypport to HR. Finance & Legal, IT, ERP, | Product Design & Development, Application
Industry. The company is in | Central Purchase, Shared Services and | Engineering,  Technical  Literature  and
the business of design, Customer Support | Customer Discussion.

development, manufacturing TATA AutoComp Hendrickson

& supply of auto-component Suspensions Private Limited

products &  services. It Exhibit 1.2.1 — Role of Joint Venture Partners

operates through its own Divisions, Subsidiaries and Joint Ventures. Each one of these is called a Business Unit
(BU). These products & services are being delivered to Automotive OEMs. It has 19 businesses with 61 plants

including 8 overseas Plants.

1.2.1.b Hendrickson International Corporation — Organization brief: Hendrickson is a privately held business

— 100% owned by The Boler Company. Founded in 1913 in Chicago, USA.

Hendrickson has 42 facilities worldwide. It is the leading suspension and
spring manufacturer to the commercial vehicle industry for Truck, Trailer, |:
Bus and Specialty vehicle applications. The roles of both Joint venture |
partners are depicted in Exhibit no. 1.2.1.

1.3. What is “Suspension”?

The suspension system (refer exhibit 1.3.1) —including springs, shock
absorbers, linkages, and anti-roll bar—connects the vehicle chassis to its

Truck Chassis Frame

p ' ‘ S )
™ Tyres & -+ THSL Product

axle, absorbing road vibrations and preventing damage to the chassis and
cabin while ensuring tire contact with the road. It isolates passengers and

Exhibit 1.3.1 — Location of

suspension in vehicle.
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cargo from shocks, supports vehicle weight, and works with the steering system to maintain proper wheel
alignment. The quality of the suspension is determined by its lightweight design, ride comfort, load-carrying

capacity, and low maintenance
1.4. THSL Business:

requirements.

THSL specializes in air and rubber suspension systems for MHCVs and EV buses, leveraging internal and
Hendrickson’s facilities for design validation. Our products, engineered using customer data, field feedback, and
competitive benchmarks, ensure superior performance and reliability. Business development manages customer
schedules, while procurement sources high-quality components from approved suppliers. These are assembled in-
house and shipped as per strict quality standards. Support functions like Quality, Finance, IT, and HR drive
functional excellence through CFM to meet customer needs. With a focus on lightweight, reliable, and modular
designs, THSL delivers cost-efficient, globally proven suspension solutions with localized engineering and
extended field support. The THSL Business Model is shown in Exhibit 1.4.1.

Tata Autocomp Hendrickson — Business Model: “To be the Supplier of Choice to our Customers”

@ 5 Product Offer l o

Air, Rubber-Metal Suspensions and Anti
roll bars for Medium & Heavy
Commercial Vehicle and EV Bus
Segment in Indian Geography and
Hendrickson Global units.

(:5 Core Competence

Providing Advance Technology
Suspension Systems and
Components through local
engineering and manufacturing as per
customer needs

‘ Operation Model EI ®

| Hendrickson < Partucrs Support Arcas >
»

Tala Autocomp
¥,

Revenue Model

@

Indian Domestic Customer in
Truck, Tipper, Tractor-trailer and
EV Bus segment. Revenue streams
are:

Sale of Finished Assemblies

Sale of Components

Export to Hendrickson

Source of Revenue ]

[ Legend: ----> Information & feedback line ]

(8  Cost Structure

Procurement of parts
Manufacturing
Packing & Logistic

@ Partner ]

Tata Autocomp: Policy. Governance,

(6] Key Customers

@ value Proposition to Customer

Customer Management, Commercials.

support . Global export business

. OEM’s:
Hendrickson: Technology/ Product. FORCE
Design, Development & Testing v
e [asT= 1ol T (= =l

Customer Beneflits Targeted
Global technology with local
Engimeering & Manufacturing

Suppliers — Direct & Indirect:
Components, subassemblies, Services,

'IIB GGMHEM[HWHW% !

Better payload-Lighter weight .
products

Faster ime to market-Modular

Consumables, Logistics.
@) Distribution ]

Delivery to Customer premises on
pre-agreed schedule

.

"

.

l'.omponenl Dusiness
OES: Customer Spare Part Division
After-Market: Dealers, Retailers, Fleets

and Individuals

designs
Extended field Service and part
support

Exports: Through Hendrickson Umits

Exhibit 1.4.1 — THSL Business Model

THSL offerings
Auxiliary axle and suspension with
Lift mechanism
Two bag Air suspension for EV Bus
Rugged Tandem Bogie suspension
Modular design Suspensions
Anti roll bars in both Solids & Tubes
Product usage /service training
/workshop to end customers &
dealers

Market Share FY 24

—
Truck Tipper Tractor ~Trailer EV Bus EV (Tipper & Tractor -
(G\'\\’ >= %lT) (GV' \\‘ >=25T) (GCW >= 35T) (Length 9m tal2m) Trailer)
Vehicle . = - — . - —
Application " [ - : i =D
Segment | 1 LS 1 £ ! §‘=1
1 1 !
LATek  qwin Steer Truck | T -Ti W 1 Meghactron v7lon Bogle 5536e 26T
3 pper 6x4, 25T — Tipper 6x4 | 55T GCW 1 s
) 10x210x4 10x2,8x2 13x4, 10x4 " 8xq | Haulage Tractor 6x4 g MIRERS 12m Boe : ST ('\ W Bome
! S = e S —
1 1 I 3
i 1 Y, I 2 % !
. . . . o %
- 1 1 ey 1 D !
B Bogic 26T 1C AirF aRR
Product vt LATT : Bosic 37T UILITMAAX 37T : OBIC X Comfort Air FR - Comfort Air RR | Bnme 37T Bogie 26T
. ) A 125T 2
Category | Product Feature: Modular design | !| Product Feature: Modular design |' | Product Feature: Modular : Product Feature: Modular design
Product Feature: Modular design | offering low maintenance with || offering low maintenance with : design offering light weight, | | offering low maintenance with
with hiftable axle | improved traction & stability : improved traction & stability | low mamt. andnde comfot | | improved traction & stability
1 1 1 :
. 1 | | ndustry” X
Industry 1 1 ! 3100-9m !
Volume 1 1 1 5 !
Vs \ 1 : : ArRe
Addressable ! Addressable Market ! E Truck- osx
; 1 Addressable Market 1 |
Market | Bogia Tiopet i N Thosic | I
Vs L 08X 1 1 091X 1 I THSL - 086X
THSL Lift Axle suspension ! ! ! : Lift-suspension
market \ \ow otsiesave) ) ! : : : ' 86% of
sh; ke 1 Addressable
[ e | \\_// ! ! : Market
Market ‘ = ——— —
Position Market Leader Future Growth Focus Areas Market Leader

Exhibit 1.5.1 — THSL Product range in CV Segments

1.5 Product Portfolio and Key Customers: THSL Design and Manufacture suspensions for MHCV & EV Bus
segment. THSL is the only company in India which has products under suspension category of Rubber and Air-
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suspension available across all Medium &
Heavy commercial vehicle applications.
THSL rubber and air suspension system
offers key advantages such as lightweight
design, localized manufacturing, and high
reliability.  THSL  association  with
Hendrickson gives exposure to the product
design for global operating conditions and
applications. THSL product range covers
CV segments of Truck, Tipper, Tractor-
Trailor, EV Bus and EV Trucks as shown in
Exhibit 1.5.1 and component business as
shown in Exhibit 1.5.2. THSL is newly
introducing anti roll bars as part of the
component business into product portfolio

THSL Product Customer Vehicle
family Deseription THSL Product Picture Beseidgthin Customer

n
Anti Roll Bar @
Haulage: 5T 1o 48T \_,,J'
?

Tractor: 55T
Tipper:7T to 48T IVECD

AN bl
A Frame, Torque Rod m”::m
land Bushes L
AEBHDK LEY LAND

Haulage. Tractor
and Tipper

16T to 49T = VE COMMERCTAL VERICLES =

Composite Spring \ 5 @

Mini bus FORCE

COMPONENT , NEW VALUE SPACE CREATION

from FY26. Tata Motors Limited (TML) is (URBANIA) [ —moTows
the main customer of THSL with revenue Exhibit 1.5.2 - THSL Component business.

share of 79% in FY25 followed by MTBD &

VECV.

1.6 Customer Quality Performance:

THSL’s primary customer, Tata Motors, evaluates its suppliers through the e-Sakha framework, where THSL has
been consistently achieving a “capable” supplier status. In the past prior to eSakha framework, THSL has also been
rated 100% in ISR (Integrated Supplier Rating). Additionally, VECV and DICV release monthly supplier ratings,
in which THSL has received high scores for the past three years. The company is also accredited with the IATF
16949:2016 quality certification, reinforcing its commitment to excellence in manufacturing and process control.
1.7 Organization Structure and Workforce profile

THSL Board consist of 3 representatives from each of the JV partners namely: Tata Autocomp and Hendrickson.
THSL CEO reports to the Board. THSL Senior Management Leadership includes CEO and Functional Heads (Refer
Exhibit 1.7.1).

THSL has a young workforce with 72% employees below 40 Yrs. 36% of THSL workforce is of professionals /
Engineers with graduate or post graduate qualifications. 36% of THSL workforce is in the form of Contract
Workforce. THSL imparts required skills to the contract workforce through various training activities — Classroom
(Gurukul) and On-the-Job training.

As on 31.01.25
[l OnRoll

Chief Executive Officer [l Contract
n [l Part of General DTQMP

” \ 4 \I
{ Core 3 Support '

Head Head Head Quality | Head Customer Head Head Business Head Head Human | TQM || Safety ” Sustainability ‘ ‘ CSR H T |§
Operations Purchase Assurance || Quality & Service || Engineering | Development Finance Resources i

Shared Responsibilities ‘

| Shared Responsibilities | ‘

CE TS G FEE

\
.

| 10 ” 1 || 5 || 1 | | Head Operations ||HeadF'mance| i

/
/

Exhibit 1.7.1 THSL Ofganization Structure

1.8 THSL manufacturing locations & Capabilities: THSL’s corporate office is located in Pune, alongside its
state-of-the-art manufacturing facility, which spans 14 acres. This facility is equipped with a dedicated product
testing and validation lab. To ensure seamless daily dispatches to the anchor customer, THSL also operates a
strategically located manufacturing plant in Jamshedpur. Additionally, the company is establishing a complete
manufacturing and assembly process for ARB within its Pune facility.
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1.9 Overview of Engineering Capability (Refer Exhibit 1.9.1):

f Location: PUNE Metal, Rubber & Air suspensions ]—\

Dtsign& Development Software: : Suspension Selection (Suspension Type, Kating, eic)
CAD Software: Solid Works, CATIA, NX, Creo

" Ayt sobwae: PregonANSYS, Sfvrs - ANSYS,
Fatigue/ MBI — ANSYS Fesafe, MSC ADAMS.
+ Road Load Data Acquisition: nCOADE Glyfiworks,

Suspension Travel and Articulation Study

Test Facilities Ride and Handling Evaluation (Ride frequency and Roll stiffness)

* Air spring burst testing capacity: 50 bar

+ Multi direction test rigs capacity: 50Kn to 500kn.

* Rubber testing facility: UTM, Flex Crack Tester, Hot air
Oven, Compression Set Apparatus, Specific gravity

tester, Rebound resilience Tester, Hardness Tester. \\ Field Feedback study and Product Enhancemenis
+ Skidmore testing for bolt preload analysis.

Exhibit 1.9.1- THSL Engineering Capabilities

1.10 Competitive Landscape and Position: THSL operates in a very competitive environment with established
OEMs and regional players as major competitors, each offering varied levels of technology, customization, and
aftermarket support. THSL enjoys market leadership position in higher payload (12.5T) auxiliary Lift axle
suspensions segment with presence across all key OEMS, aspire to be a dominant player in EV Bus and Truck
segment with established and emerging OEMs and targeting to be a market leader in defence segment. THSL
differentiates itself by offering localized, lightweight, modular, and reliable suspension solutions tailored for
MHCVs and EV bus and tuck segment. THSL leverage following approaches to maintain and grow its market
leadership position with current and targeted customers as shown in Exhibit 1.10.1.

 Customer-Centric Product Development: Leveraging customer feedback, competitive benchmarking, and field
data for continuous improvement in quality and cost using Hendrickson technology and product range.

 Strong Validation & Testing Capabilities: Utilizing internal and Hendrickson facilities for robust product
validation.

» Optimized Supply Chain: Partnering with standard suppliers while maintaining in-house assembly to ensure
quality and flexibility.

* Focus on EV-Specific Needs: Enhancing load distribution, modular, and lightweight designs for electric buses
and tippers.

Key Capabilities

Diesign of Interfuce paris (Application Enginecring), Clamp Group Design, Boli Joini Analysis

Road Load Dala Acquisition and Analysis, Life Prediction

vad Sl S5 o
o i / .. Parabolic
7T Liftaxl
é 26T Bogie cime 20THST Bogie 7T Liftaxle  12.5T Liftaxle Bus- Rear Bus- F,om Bus-Multilink 16‘1‘ .
N T omfort air
£ 3 € | > ﬁoul
] Y o
e Pmabollc*
- Bus-Rear 15 5T Lifiaxle ~ ULTIMAAX R
6T Liftaxle 26T/37T/48T Bogie ULTIMAAX 261/37T HAULMAAX 26T Composne spring ARB
— i ~ J—
i oS 5 ) @ 2 mBr © benl
g| TawAmoroms q/v ) "’“’“ MOTORS wuzcu ELECTRIC | aon i ve i T
E TATA MOTORS s o . 28 SmL @
= gyt
g > #TADANO ESCORTSHE ( \ @ AOlectra 220 poRCE
< = Ak .‘unu e - ~uoTeET
= v CoMMERCIAL VENICLES = = VE COMMERCIAL VERICLES = =¥ VE COMMERCIAL VENICLES = manindra pmpel»'* HHENDRICKSON
o — 7 (Lo o
Pre TOM TQM Initiation Phase || MTP-1 TQM Maturation Phase || MTP- 2
(FY14 - FY17) (FY18-FY2l) (FY22 - FY25)
Note: Customers include series supplies & proto supplies. * First time introduction to Indian market by THSL

Exhibit 1.10.1- THSL Products & Customers including targeted customers.

1.11 Environmental and Regulatory Framework:

Until FY25, THSL operated under the “Green Category” per government pollution norms but shifted to the “Red
Category” in FY26 due to ARB manufacturing. To address this, THSL has identified environmental risks and
implemented mitigation measures. Committed to legal and ethical standards, THSL ensures high-quality, safe
products while strictly avoiding restricted materials across its supply chain. The company holds ISO 14001:2015
for environmental management and 1SO 45001:2018 for occupational health and safety. THSL ESG Framework is
aligned with TATA’s sustainability initiative, “Aalingana”, committing to a 25% reduction in absolute CO.e
emissions (Scope 1+2) from the 2020 baseline by 2030 and achieving net-zero emissions by 2045. THSL is also
preparing for an EcoVadis ESG assessment to proactively meet global customers sustainability requirements.
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1.12 Service to the Society:
THSL actively contributes to society wellbeing through CSR initiatives focused on education, skill development,
environmental sustainability, and community welfare. The company supports local schools, sponsors vocational
training, supports infrastructure needs and promotes environmental conservation through tree plantation and water
body conservation initiatives. Employees are encouraged to volunteer for community initiatives, including
orphanage food support, education programs, blood donation camps, street dog rehabilitation (“Sahajeevan”) and
disaster relief efforts. THSL collaborates with multiple NGOs to enhance healthcare access and hygiene systems
for children and women, promote local art and music talent (“Panditotsav”) and strengthen community services.
Senior leaders play a key role in CSR efforts, ensuring effective resource allocation through need assessment,
finalize action plans, and allocate budget and resources effectively.

1.13 Awards and Recognition from Customers and Professional Industry Bodies:

THSL has received numerous awards and recognitions for its excellence in quality, delivery, and new product
development (NPD) performance. Customers have acknowledged THSL’s commitment to high standards, while
industry bodies such as Cll and ACMA have honoured the company for achievements in quality, Kaizen initiatives,
environmental sustainability, and health & safety. A glimpse of key awards include:

Category | Year Recognition & Awards

FY22 | Special Award for Contribution in Proprietary Parts by VECV

Customer | EY24 B(_esF l_\lew Product Development (NPD) support from Mahindra Trucks and Bus
Division

FY25 | Best quick development partner by Olectra

GOLD AWARD in the 37" Quality Circle competition conducted by QCFI, Pune

FY23
Chapter.
Industry/ £y24 PLATINUM AWARD in INNOVATIVE KAIZEN CATEGORY in the 46"
Institutional NATIONAL KAIZEN COMPETITION.
body £y24 Ella:tinum winner in 13th NATIONAL POKA YOKE COMPETITION arranged by

FY25 | Won Gold award in QCFI Kaizen 2025 Competition, Pune Chapter.

Chapter 2: Business Obijectives and Strategies

2.1 Background:

In 2008, THSL commenced its operations in Pune by establishing a manufacturing footprint offering Lift Axle and
Bogie type suspension products for commercial vehicle segment to its anchor customer; Tata Motors Ltd. (TML).
THSL established a dedicated design centre, testing /validation lab and metallurgy lab during 2012 timeframe to
build local engineering competency to accelerate the new product development and expedite market introduction in
response to the growing commercial vehicle market technology, product needs and business growth aspirations.
Further in 2013, THSL added a dedicated field service team to offer extended support to end customers and dealers
through spare parts support as well as education and training on new products and technologies. In pursuit of
business expansion and customer diversification through existing and new products, THSL further expanded its
manufacturing footprint in 2022 in Jamshedpur primarily for TML suspension products and recently in 2024 in
Pune primarily for non-TML customers, new products such as bus suspension, ARB and component business. Since
2008 till the pre-TQM period over a span of 10 years, THSL sales increased by eight-fold from INR 43 Cr. in FY09
to INR 354 cr. in FY17 driven by Lift Axle and Bogie suspension for TML, DICV and VECV as the major
customers.

2.2 Pre-TQM stage: FY14 to FY17

In the pre-TQM phase, THSL net sales increased at a CAGR of 25% from INR. 181 Cr. in FY14 to INR. 354 Cr. in
FY17 in spite of significant market challenges driven by the cyclical downturn in commercial vehicle industry
during FY14 to FY15 and nationwide new

emissions  regulation (BS-1V) introduction . Overall Sales Revenue 1@ - Revenue from New Business 4
during FY17. THSL performance during this | 2*% — . o '
period is depicted in the graphs in Exhibit2.2.1. | % | [ e a2 , };moi‘
2.2.1 Key Challenges Identified: : ST N s mi§§§¢
o Growth from new Business/ New Product. ﬁ L e " . Nx M g XX _
o Warranty Issues in 6T Lift Axle field A P4 RIS FVIE R || & FYl4  FYIS  FYI6  FY17
measured in IPTV. -e-Target —e=Actual -e-Target  —a=Actual

2.2.2 Key Objectives Accomplished: Exhibit 2.2.1- THSL Perf quring FY14 to FY17
e Revenue improved from 181 Cr. in FY14 to xhibit 2.2.1- THSL Performance during to

354 Cr. in FY17 i.e. 95% growth at a CAGR of 25%.
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o Field Warranty in IPTV for 6T Lift Axle reduced from 31 in FY14 to 8 in FY17 (75%
improvement).
2.2.3 Remaining Issues:

e One Safety Incident reported in FY17.

e Dependency on TML increased from 78% to 92% during FY 14 to FY17
o Supplier Rejections (SPPM) — Increased from FY14 - 171 PPM to FY17 — 372 PPM
o Revenue from new business (0.2 Cr.) was miniscule in FY17.
2.3 TQM Introduction Phase: MTP 1 (FY18 to FY21):
During this phase of the business cycle, while revenue began improving, it remained heavily reliant on the anchor
customer (TML), falling short of long-term growth aspirations through new customer acquisition. To enhance
overall performance and customer satisfaction, THSL initiated its TQM journey in 2018. That year, it launched its
first Mid-Term Plan (MTP1) for FY18-FY21. The Policy Management framework incorporated inputs from JV
partners, Vision, Mission, MTP, and the Balanced Scorecard. The annual business plan was developed using tools
like PESTEL, SWOT, customer and competitor analysis, and risk assessment, with effectiveness measured via FSM.
This plan was cascaded to functional heads and their teams.
2.3.1 Key challenges identified for MTP1 (FY18~FY21):
1. Improvement in Safety rating through British Safety Counsil (BSC) audit score.
2. Improvement in customer satisfaction (CSAT).
3. Revenue growth with new product and new customer.
4. Reduction in Supplier Rejections (SPPM).
5. Significant reduction of field Warranty of 7T Lift Axle measured in IPTV.
2.3.2 Objectives and Strategies of MTP1 (FY18~ FY21): The detailed objectives and strategies

are shown in the below Exhibit No. 2.3.2.

Sl Obiectives KPI | Baseline | Target |Actual Strategies KP1 | Baseline | Target |Actual StTudeent
No. ) (UOM) | (FY17) | FY21 | Fy21 9 (UOM)| FY17 | Ev21 |Fy21 F\);FZ) i
L New business with existing and /or Rs. Cr. 02 13 68.9 Bus!ness from New _Product Rs. Cr. 0 32.8 68.8 A
new product Business from Existing Product Rs. Cr. NA 0.2 0 B
791
Revenue from Anchor Customer (TML) Rs.Cr. | 3257 (*7(?36) 1474 | DA
933 75
1. |Net Sales Rs.Cr. | 3543 (*88) 161.6 |Revenue from Customer beyon | ne ol

Exhibit 2.3.2: MTP1 Obiectives & Strateaies

2.3.3 Remaining Issues of MTP1:

1.Target not met for revenue growth from new products and new customers due to revenue drop during COVID 19
pandemic.

2. Warranty (IPTV) for new product -12.5T Lift Axle was at 39.8 driven by failure of main air spring component.

3.Higher Supplier Rejections (SPPM)- 387 PPM Vs target of 284 PPM, driven by new supplier addition and new
part development.

2.3.4 Key Objectives Achieved (MTP1):

1. Achieved 92% Safety BSC Score in FY21. [ Overall Sales Revenue #
2. Zero customer rejections (CPPM). 5 e
3. Upgraded 6T to 7T Lift Axle within two weeks to meet government 2
norms (FY19). :
4. Introduced 14 new part numbers across Lift Axle, Bogie & EV Bus i T
Segments. g 1?7 FYIE  FYI9  E¥m FY3
5. Reduced 7T Lift Axle field warranty (IPTV) from 8 to 3 (62% ~owe-Revhed Taper —-o-Tuper —e— el
improvement). 0 Fied Warsanty in IPTV 71 Liflaske
6. Revenue grew from IX Cr (FY17) to *1.39X Cr (FY19), but dropped 2
during COVID to %0.56 X Cr (FY20) and 20.45X Cr (FY21). s
2.3.5 Learnings from MTP1: ] :
1. Implementation of British Safety Council Standard, helped to achieve 7
ZERO Reportable accidents (LTIFR). 0 3
2. Utilization of problem-solving QC tools and Workforce involvement in KU RIS B RN FY
QCC (8 nos) led to sustenance in zero customer rejection and reduction - Tamget —= Al

of inhouse rejection to 47 PPM vs target of 183 PPM.

3. Based on the 12.5 T Lift Axle Warranty IPTV — 39.8, it was realized
that the new product development process needs improvement in the
area of new application analysis, end customer usage and field testing.

Exhibit 2.3.4 THSL Performance
from FY17 to FY21
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4. Based upon the analysis of Supplier Rejection it was observed that the new suppliers with new parts were
contributing more towards SPPM. New supplier assessment/selection and new part development PPAP process
needs to be strengthened to improve SPPM.

2.4 TQM Maturation Phase: MTP 2 - FY22 to FY25:

During MTP-1 cycle, the COVID-19 pandemic adversely impacted THSL business in terms of revenue growth as

shown in exhibit 2.3.4. In view of the slower commercial vehicle market recovery post pandemic and considering

THSL growth aspirations, THSL recognized the need for a systematic approach to identify new growth areas beyond

current avenues as well as the potential new products and customers. THSL also re-casted the Vision to align with

new growth aspirations during MTP-2 cycle as shown below (Exhibit 3.3.3.1(a) for THSL PM cycle framework).

THSL Vision (MTP2): To be the most preferred suspension system solution provider in domestic MHCV & EV
BUS seament.

THSL Mission (MTP2): To be the Supplier of Choice to all stake holders by delivering compelling value
throuah differentiation in Safety, Sustainability, Quality and Constant Innovation.

Explanation of Vision Statement: To become the most
preferred suspension solution provider by FY29. THSL
will measure its performance in the following parameters.
Quality: Achieve Warranty complaints (IPTV) to Zero,
Achieve Customer Rejection as Zero, Sustain Monthly
Customer rating at 100%, Supplier Rejection — 100 PPM.
Development: 11 New Products and 8 new Customers.
Technology: 6 nos

Growth: Achieve the turnover of Rs 1,700 Cr and
Market Share - 73% in 12.5T Lift Axle, EV Bus - 39%.

Explanation of Mission Statement: To
become the suppler of choice by 2029, THSL
will measure its performance in the following
parameters.

Safety: TSHMS Score > 2.0

Sustainability: ESG score > 90%.
Innovation:

No. of key innovations > 2/ year
Digitalization > 6/ year.

Employees: Employee satisfaction score >

85%. Achieve 100% TEI.

Long-term business aspirations of THSL were aligned through its revised Vision and Mission statement while

keeping its values (Integrity, Pioneering, Excellence, Unity and Responsibility) same as Tata Group values.

2.4.1 Key Challenges identified for MTP2 (FY22~FY25):

1. Revenue growth with new product and new customer to overcome the revenue drop during pandemic

2. Significant reduction of field Warranty of 12.5T Lift Axle measured in IPTV

3. Reduction in Supplier Rejections (SPPM)

4. Manufacturing footprint expansion and capacity development to support growth with current and new customers.

2.4.2 Learnings from Deming Diagnosis:

1. Limited understanding of PM and DWM and the linkages — PM and DWM parameters were segregated, MP —
CPs were captured in PM KPI’s and DWM Deck structure revised and implemented at departmental level.

2. Objectives were identified without strategy linkage — Both the MTPs were restructured covering the strategies
with measures through KPI’s.

3. Increased number of Student C in the FSM of MTP1 due to insufficient deployment practice of planned strategies-
Strategies against each objective were defined and analysed with the KPI’s with improved FSM understanding.

2.4.3 Development of MTP-2 Cycle: The policy management cycle (Refer Chapter 3, Exhibit 3.3.3.1a) was

further improved by introduction of “Catch Ball” for target setting and deployment of MP-CP from BU Head

cascading to next working level as shown.

In order to grow the revenue as per the revised vision, THSL used inputs from VOC, PESTEL and SWOT to identify
new growth opportunities in EV (Bus & Truck air and bogie suspension), defence (bogie suspension) and
component business segment for domestic (Bogie
components, ARB) and exports (ARB) market. These
opportunities were further quantified using “TAM/
SAM analysis” as shown in exhibit 2.4.3 THSL further
developed ANSOFF matrix approach to prioritize these /
opportunities and target customers to approach with | Market ~0.7 X
existing or new product offerings as shown. \ j
In order to achieve the long-term growth objective in ) 3 R\ o
MTP2 and beyond, THSL identified below key themes: * i
e Grow & maintain business with TML being its anchor ~ Exhibit 2.4.3 THSL Growth Avenues & Ansoff
customer. Matrix
e Grow business beyond TML with new products and
new customers.

Potential Fupuré de
nmv/w’llcation
p e

Total Addressable P o ﬂ“‘-w
kel - X g P Tonal Addressable ™,

market - X

/Served Addressable’

Market —0.7 X /Served Addressable
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2.4.4 Objectives and Strategies of MTP2 (FY22~ FY25):

In order to grow the revenue in line with the vision, THSL has identified opportunities along with target products

and customers. Post TQM diagnosis feedback in FY23, MTP2 (Rev.00) objectives and strategies were further

refined and aligned into MTP2 (Rev. 01). The key focus areas and strategies identified for MTP2 (Rev.01) are given

exhibit 2.4.4.1.

2441 Safety — Safety is a top priority at THSL. THSL has adopted British Safety Counsil (BSC) standard in

MTP-1 and the same migrated to TSHMS in 2023. THSL is also certified with 1SO45001.

24.4.2  Customer Rejection — THSL is leveraging QRB process, Vertical Evaluation, QA matrix and Flag

System to analyse and resolve customer concerns. Effective training on problem solving tools and improved

workforce engagement in QC circles are the enablers to attain targeted competency requirements.

2.4.4.3 Overall Warranty IPTV 12.5 T Lift Axle — Flag System is implemented across all customers, products,

components and failure modes along with CFM approach to embrace the culture of systematic problem-solving.

2.4.44  Net Sales — THSL is focusing on increasing and sustaining share of business with existing customers

using existing products, ensuring sufficient capacity development at Pune and Jamshedpur plants. THSL also targets

revenue growth in Bogie components, aftermarket business, exports to Hendrickson US and EU.

2445  Market Share of EV Bus Suspension — From PESTEL and SWOT analysis, growth opportunities are

identified in EV Bus segment for new front and rear suspensions of 9m and 12m platform for OEMs/.

24.4.6 Grow Beyond TML - To achieve customer diversification, THSL developed Ansoff matrix to identify

growth opportunities with new customers using existing products and new customers using new products.

2.4.4.7  ARB Project — From SWOT analysis, THSL has identified opportunity to target new geographies by

export to Hendrickson using a new product; Anti roll bar (ARB). THSL has planned to establish design,

testing/validation and manufacturing capabilities of ARB locally by acquiring complete manufacturing, testing

setup from a company in UK starting with exports to European customers and later with local customers.

2448 EBIDTA Improvement Projects — THSL has identified opportunities of cost optimization in raw

material through VA/VE, direct expenses and manpower efficiency using detailed cost tree analysis. The execution

and progress monitoring are done using a CFM approach through EBITDA digital portal.

2.4.4.9  Establishing Manufacturing plant in Pune to suit future needs — Through SWOT analysis, THSL

identified opportunities to expand its business into new geographies, EV segment and new product category. Since

inception, THSL was operating in a rented facility till Feb. 2024 with limited space (3,400 sg. mtr) constraining

future expansion to support new products. THSL decided to construct a new plant in Chakan starting from Apr.

2022 with adequate space (21,000 sg. mtr) and capacity to meet the current and future growth aspirations.

2.4.5 Business Objectives and Strategies of MTP2 :

Exhibit 2.4.4.1 shows the targets and effects at the end of FY25 and effectiveness measured using FSM approach

ABP for FY25 is revisited and revised for sales and financial targets due to significant reduction in commercial

vehicle market sales. The revised targets are mentioned in MTP 2 table.

2.4.6 Remaining Issues from MTP 2 (FY22~FY25):

1. Customer rejection (CPPM) is increased to 143 against the target of 0 PPM for FY25.

2. Supplier rejection (SPPM) is increased to 962 against the target of 285 PPM for FY 25.

3. 12.5T Lift Axle warranty (IPTV) has shown improvement & dropped to 119 but missed the target of 45 IPTV.

4. Net sales for FY25 are INR 483 Cr. Vs. revised target of INR 473 Cr. Vs. original target of INR 747 Cr. is
missed due to low demand of all key products, driven by commercial vehicle market slow down.

5. New business sales revenue is INR 40.1 Cr. Vs. revised target of INR 40 Cr. Vs. original target of INR 108 Cr.
is missed due to cancellation of 12.5T Steer axle project and demand drop in ULTIMAAX & BUS suspension.

Sl Business Obiectives Managing Point of KPI1 |Baseline | Target | Actual Strategies KPI |(Baseline|Target| Actual |Student| Strategy
No. | Focus Area ) Performance (UOM)| (FY21) | FY25 | FY25 9 (UOM) | FY21 | FY25 | FY25 | Type Type
Reportable Accidents BSC/ TSHMS Score %/ Ratingl 92% 1.9 1.9 A Base building
. |safety Safety (LTIFR) Nos. 0 ° 9 Potential Near miss incidents Nos. 12 6 B |Base building
. : ) Inhouse Rejection PPM 0 0 C Base building
Achieve highest rating frow Customer Rejection PPM 0 0 Supplier Rejection PPM 387 285 D strategy
customer _ -
Exceed Direct Pass Ratio % 100% | 100% C Chapter 5.1
11. |Customer Drive Excellence in Field*OveraII Warranty TML Warranty Incidences Per Challenging
Expectations |Warranty performance on |Incidences Per Thousand | IPTV / 173 5 Thousand Vehicle - 12T Liftaxle| IPTV 173 45 D strategy
major products Lift axle 7T |Vehicle - 12T Liftaxle Nos (12 MIS) Chapter 4.1
and Liftaxle 12T for TML  |(12 MIS) Warranty reduction projects Nos. 3 3 C Challenging
S [

Exhibit 2.4.4.1: MTP2 Objectives & Strategies

2.4.7. Key Learnings from MTP 2 (FY22~FY25):

1. Customer rejection is primarily driven by supplier parts passed on to customer & supplier rejection has increased
primarily for new part development, hence need to strengthen supplier PPAP process for new products.

2. Warranty analysis shows vehicle application issues in the field, hence need to strengthen vehicle application sign
off, as part of NPD process.
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3. Modular new product development approach in bogie is benefitting THSL to add new customers.
4. Despite of low sales, effective CFM Approach in cost saving projects is helping THSL to meet EBITDA savings.
5. Dedicated program manager & CFM approach for 9m bus suspension led to breakthrough entry into Olectra.

2.4.8.

Challenges for MTP3 (FY26~FY29):

1.Revenue growth recovery due to market slow down to meet FY29 vision.
2.EV bus suspension market share improvement.

3.Scale up of component business and ARB export business.
4.Breakthrough improvement in 12.5T Lift Axle warranty, customer and Supplier Rejections for new products.
5.Capability building for ARB - application engineering, design, testing and business development.
6.Reduction of Energy intensity to meet ESG targets.

Chapter 3 : TOM Promotion

3.1 Background: THSL began its TQM journey in April 2018, with FY 14—FY 17 considered the “Pre-TQM” period,
serving as the baseline for business performance. TQM implementation was phased, starting with the Initiation
Phase (MTP1: FY18-FY21) and followed by the Maturation Phase (MTP2: FY22-FY25). In FY23, the Deming
Diagnosis provided valuable insights into TQM practices and their impact. As MTP2 concludes, THSL is preparing
for the next phase, TQM Excellence (MTP3: FY26-FY29), with the Deming Examination in FY26 marking a key
milestone of its journey. The THSL TQM journey is illustrated in Exhibit 3.1.1

Pre- TQM Initiation TQM Initintion || 1
MTPI (FY18.21) .

TOM Journey N

Started 1 2

' )1) TQM Kick off, TQM 13

Deployment Journey
Initiated, TQM Framework
, TQM Roadmap.

QCC cultural kick off &
standardization

Vision & Mission, Strategy
-PMCycle 1 & 2.

wooN

n
5)
6)

Key Strategic initiatives 1
DWM Implementation 1
QA Matrix and Vertical
Evaluation 1
1

TOM Maturation || MTP2 (FY22-FY25)

FY 22 FY 24

PM Cyle 3 1) PM Cycle 5 )
. 2) Implementation of Action of TQM

MD diagnosis Diagnosis feedback Report
QC Lf"""“_' competitions 3) Policy Management Maturation with
QC story . Reference to Learning from Deming
DWM deck revision Diagnosis
DWM Cross 4 R of New Product

Preparation. review and
finalization of General and
departmental DTQMP

Development Process

DWM Maturity

CEM Maturity

TEDscore improvement initiatives

Prize In Nov'25§

Examination -Fy26 |
| Wining Deming |

TOM Excellence || MTP3 (FY26-FY29)

FY 26 ~29
PM Cycle 7.8,9
Tmplementation of the Actions
based on Deming Examination
Digitalization of TQM Vehicles to
achieve excellence
Visual and Digital Shop Floor
TEI score 100%
Focus on Technology and [ Journcy continucs ... =
Innovation in all departments p

1

1
L
12
1

P

Q‘ii‘, b

e

Deming Grand Fxamination

FY29 || Winning Deming Grand
Prize In Nov'2y

1

1

1

FY 17 I %) Digitization initiatives Y23 p s i FY 29
1) Balanced Score Card 1 8 TEL: ‘{US Drive, | 1 TOM Diagnosls In Oct'22 { D PMCycle 6 ) pMCcyele 10
2) 2S Institutionalised | }‘A¥ZE‘ y 2) PMCycle 4 || DWM Maturity | 2 Policy Management revised ¥ 3) Evaluation of PM process
3) WCSQ 1 9 3‘*',51":_' Flag system, I Assessment | ¥ Refimement of New Product I 3) Innovative Approachin practicing TQM
1) KAIZEN practice ‘ertical ‘“l‘!“"O“ 3) DWM deck revision Introduction Process J  4) Benchmarking, Periodic Self assessment
5) IATF 16919, ] 10) Cross Functional M“"“ge‘“e“‘l 1) QA: Flag sysiem ,\VE, QAM ' ns 1 Cupabii § 5) Propagation of TQM Conceptsto Supplier and
1SO14001 and ISO18001 1 11) Abnormality Management 5) TEI: QCC. KAIZEN continuation | Process y other group companies
12) Ne“:‘ P_'_W“'C'.DE‘E'OP'"*"' 16) NPD Process Revised I %) DIQMP Writing and mﬁmmmx' 6) Practice of Digitization and application of
1 Process Structured 7 C and skill impt R 6) Mock Digital DWM and Dashboard
8) Digital projects ~ SAarararararaase 7) DTQMP Writing and Filling Application for

Exhibit No. 3.1.1. TQM Implementation J

3.2 TQM Deployment at THSL
3.2.1 Need for TQM: To achieve
its ambitious growth goals, THSL
recognized the need to enhance
critical processes such as new
product  development, quality
assurance, supply chain,
productivity, and employee
capability. To  drive  this
transformation, the leadership team
adopted TQM as a key enabler for
organizational excellence.

3.3 TQM Journey: During the Pre-
TQM period, THSL focused on
quality improvement through IATF
16949, WCSQ, QCC initiatives,
and employee engagement
programs like 5S and Kaizen. With
the implementation of TQM in
MTP1 and MTP2, the company has
progressively matured, as outlined

Deming Grand

Phases of TQM TQM Initiation Phase TQM Maturation Phase
Promotion MTP1 (FY18 -FY21) MTP2 (FY22 - FY25)
THSL Objective: Improve Business Performance. ITHSL Objective: Improve Customer Quality, Winning new customers & Profit.
Objectives [ TQM Objective: Initiate TQM Practices for systematic Quality ~ [TQM Objective: Sustain & Improve TQM Practices for overall performance improvement of the organization.
imp in product devel and process imp
+ TQM awareness across all levels + Improving PM process in terms of levels of target, alignment with strategy and evaluation through FSM
Key Challenges |+ TQM promation in support functions + Continuous improvement of DWM maturity through evaluation of stability and capability study and
inTQM |+ Measuring the achievement and performance level of policy items  {DWM Audit
Promotion |+ Lack of cross functional approach + Permeation of TQM Practices to all employees through employee involvement
+ Improving employee involvement in KAIZEN, QCC and QC Story |+ Resolving high impact & complex chronic issues through QC Story Projects and CFM approach
+ Updated the training structure in terms of Leadership Development, Functional /Technical , Organizational
S, + Structuring the training programs from induction to capability and TQM training and evaluation of training effectiveness.
% g building in terms of - TQM awareness, Policy management, DWM, |+ Skill and Competency upgradation based on individual TNI.
8 3| People |QCC, 7QC Tools and Problem Solving tools. + Building competency inline with technology and digitization roadmap
% § + Employee involvement in KAIZEN, QCC, QC story initiated |+ Training of Senior Management on TQM awareness through JUSE international seminar on TQM, and
0 advance TQM Awareness Program
+ Competency development for application of higher statistical tools
+ Policy Management - Improving effectiveness of policy management system & target level of policy items
+ Policy management - Business environment scanning through  [through FSM and Target coerce correction based on Market analysis.
8 PESTEL, taking inputs from SWOT and risk assessment, preparing |+ DWM Maturation - Improving stability and capability of process through practicing DWM, Process
% Mid Term Plan (MTP), and evaluation of performance through FSM. |Improvement through upgradation of standards and Updating of DWM Assessment Criteria.
8 + DWM implementation- in Manufacturing and Support function, |+ TQM Tools and Techniques - Maturation of practice of TQM tools and Techniques through the application
§ oM DWM assessment and scoring. of QA matrix, X2 Stability and capability matrix, Vertical Evaluation, Flag Systems Quality Function
S Systems + TQM Tools and Techniques -QA matrix, 2x2 Stability and Deployment, Value Mapping and many other.
f:; capability matrix, + Structured Problem Solving and TEI - through, involving temporary manpower in Kaizen and QCC,
2 + Structured problem saving and TEI - through KAIZEN, QCC  [creating standard QCC Teams, using appropriate statistical tools in QC story projects and practicing of
§ and QC Story approach. problem solving and task achieving QC Story projects. Digitized portal to create repository of KAIZEN, QCC
0 + Cross Functional Management tough practicing of Management (and QC stories and tracking employee involvement.
System Chart in terms of Quality, NPD, Delivery, and Cost. + Leveraging Cross Functional Management (CFM,) for initiatives like Employee Engagement, Warranty
Safety Sustainability and Morale in addition to MTP1 practices.

Exhibit 3.3(a): TQM Maturity Model

in the TQM Maturity Model (Exhibit 3.3(a)).
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3.3.1. Improvements Based on feedback from Deming Action Summary High | Medium| Low | Others | Tota
Examiners: Feedback from Deming Examiners was categorized [ "= - T T o sl o | u
(high, medium, low priority) for action planning (Exhibit 3.3.1). :

Action Completed 10 8 4 20 42

3.3.2. TQM Promotion:
3.3.2.1: TQM Promotion Organization:The TQM

organization

Exhibit 3.3.1: Deming Examiners Feedback

structure was first established in FY19 and updated in FY23; the structure includes - Steering Committee and

Functional Core Committee (Refer Exhibit 3.3.2.1).

3.3.2.2 THSL TQM Framework: THSL introduced structured TQM approach in FY19 and further refining it in
FY23 to align with its aggressive Vision. The revised framework prioritizes focused methodologies, continuous
PDCA cycles, and a robust tracking and review system. Built on TATA Values & Society, Standardization (7S),
and Capability Building, the framework represents THSL’s commitment to its Vision and Mission. (See Exhibit

3.3.2.2 for THSL TQM framework)

3.3.3. Management Approach: The deployment of
TQM Vehicles are shown below:

3.3.3.1 Policy Management (PM): THSL’s Policy
Development and Deployment is integrated into its
annual planning system. Launched in October 2019,
the PDCA cycle is reviewed annually, with the sixth
cycle completed in March 2025. The Mid-term
Planning (MTP) cycle spans four years, with MTP3

P ey

_ NIII e nd v‘“““"“" =

* Tracking and Review
Mechanisms with Periodic
\esesaments

* Problem solving & Task
achieving

+ New Product development

Knowledge Management

Tata Values and Society

Exhibit 3.3.2.2 - THSL TOM Framework

[ IV Partocrs Inputs
— I [ 1
1} 7 3
THSL Vision [—> Business Unit Balanced <:] THSL Long Term and
Mission’ Values | & Score Card Mid Term Plans
Changes in External O ‘Weaknesses in current,
Envi internal system
- CEO’s Annual
([ cuntomer Ansiyi ] Business Plan Last year
performance.
(S ) oS
BU Head MPCP (N.0) & wrong and
PESTEL Analysis FSM analysis
7
SWOT Analysis > < J(_RISK ANALYSTS

'

Deployment of
TOM Practices

Ct

TOM Stecring

Conmittee

TOM Functional

we Committee

= Chai ~CEO

= Members - all Functional Progress Review
Heads - Monthly

= Secretary -

Roles & Responsibilities:

« Provide guidance, mentor, motivate and provide

¢ Definerole of working committee,
* Monthly report to Senior leadership about the

Prepare & release Roadmap along with action plan for
TQM Journey.

leadership in the TQM Journey.

progress of TQM Journey.

*  Chairman - Steering commitiee
+  Members — All Functional

Progress Review
Heads & Key Employses afdouliy

Roles & Responsibilities:

*  Adhere to Roadmap by implementing TQM activities
+ Involve all employees in improvement activities

* Progress update to Steering committee along with

recovery plan, if any delay.

Exhibit 3.3.2.1 - TQM Promotion Organization Structure
(FY26-FY29) set to begin next.

Enhancements in FY23:

Following the Deming Diagnosis, THSL refined its Policy

feedback.

Chumges in Exteruml

Environment

(VOC) Customer
Analysis

Management process for greater agility and effectiveness:
 Annual Business Planning (ABP): The ABP process and
policy implementation stages are added in terms of PDCA.
» Catch-ball Sessions: Integrated at all levels for structured

e CEO’s ABP Updates: Allows for mid-year revisions
based on half-yearly reviews to enhance adaptability.

Catcli Ball { **

i cuncnt
internal system (FSM)

THSL Mud Term Plan

PESTEL Aualysis

[ Objectives aud Tagets

... %

[ Stratepes 1o achueve objectives

T
Mid Term Planamg of THSL

v

Annsal Pha
Deployment

Policy Deplovmeat 1o
Next Levels

Exhibit 3.3.3.1(a) - THSL Policy Management
Framework (revised from 00 to 01 in FY23)

Policy (Strategy)
Tuphmentaton Reviews Setimg &

This structured approach enables better business target achievement through PESTEL, SWOT, Risk, Competitor
Analysis, and past performance insights (FSM). (See Exhibits 3.3.3.1(a) & 3.3.3.1(b) for details on policy

refinements and cascading).
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Policy Management Effectiveness: The process
effectiveness of Policy Management is done through
FSM. The overall Journey of Policy Management
Process Improvement and FSM for MTP2 is shown
in exihibit 3.3.3.1 (c).

é‘.\

MTEF 2 (Rev.00)
(FY22 ~FY25

MTP 2 (Rev.01)
(FY22 ~ FY25)

e reee | ay | poven g | gt [ T [ — p—
DRSSl LB B o fernie|_ iman o o L [ e v o -
5 ke A — BITOA rprovement B I B e
2| e [peee [ |21 e e | " 7 | 179 | o x|
) T >
[ pe— o [ [oeir| comtne wrt | s | v | ey [ S
et | o m— | oty | _rize | B2 | Aot s, - qoomay | #vas | rvas |t rvzs | TR
1 === (PR L e U i o L
i Almsmoasmmsvy | ool | vs | ™ A '
F| | orer IRATEE b | o r0s | s || (o = L N
P _ TR A T, T e om For fowie =
§ e ::."‘l’;“’"“'“ e || e 1671 A
e T T B
[P PG gy R ey p— | [N [ I —)
Bot | v | (k| gt [0 |dnm pre VOV | Ol Pl | g | s | { et sa | TT B
ey e >
3 ] Y- ;:‘n'm‘f::“ *0 [ m | oo Joers| oo [
= 1 . b = e |00 008 | e & oa |y
2| | pern [FPTRASNOE b el i a2 | oy
= [ N ee— 4 St & T evanis Eaon | 0e |om ™ . ]
| 1 - AT —E S o Joter | wie | oA
o _- Maitsesmnce
WOW | Mgy Pows | WP | Acnd [Vge| Tt | o Pl | Aol | Twges | Buwmind | =
P mou' FYag (W00 [homipras| YO BE] | S (UOM) | PYH | TV | s FT23 | 77T
3 7 = et | 0w Joe | am | &
= ] mmmvmq 01z | ato il ry
roin)| msna | ooz fom | um 010 [ o010 | ws o
] it |
000

Four Student Analysis

- PMit d DWM item s ted
= Policy Management framework Hen an Hem segregate
- - Revised Siructure of Policy Management
developed as per Annual planning cycle thoronghly practiced >
P |° Decppractice of I"'ESTEL: SWOT, Risk P |+ Management point & Check point
Assessment done to evaluate the strategy prepared for policy items.
+ Objectives defined as per the ;‘(“’“SOIJ defined - Key objectives and Strategy Items
p| mputs form IV Partner and cy Objectives define: defined and linkage established.
using balance Score Card - Process for Annual Planning developed R =
method OEETRiCTIT, E G | Koy objectives and stratesies are
D|. Policy Goal project deployed for each sl urther L -2 fovel
(|l Clasines @re =] function (Cascading) + Based on Four student model analysis
- Based on Four student model analysis C| studentA improved from 45 % In FY24
+ Based on Four student model C | stdentA improved from 67% In FY22 to 68% in FY25
analysis student A improved =OrA Imp
Cl  fom 3% In FY1S to 100% in to 69% in FY23 - jation of i cycle
FY21. A for evaluation of current policy goal
T Elemental aonlysis of A |* FSM done for each PM item and status and formulation of next year policy
objectives strategy analysis done goal
Al Lack of di iation of PM,
DWM and FSM

= -
A )
[ ]

Period

(YOY)
After TD
|gﬁ;:: E =.r W B
10%
¥
80% 1%kt oo
T0%
60%
S250%
40% %
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10%
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FY22 FY23 IFV24 FY25

Exhibit 3.3.3.1(c) — Policy Management Effectiveness Validation
3.3.3.2 Daily Work Management (DWM): Daily Work Management Framework is depicted in Exhibit 3.3.3.2(a).

It is implemented across all

¢ DWM Process Flow D) @ Abnormality Handling Manageme .
- - ;)( ' : D levels and functions to ensure
Roles s SIA (Senvico Level | | MSC [ Organizatiosall Functienst E {m.mﬂm’umurﬂmnnml . . .
’ Respownatulity | Systern Chart) ‘ | Tx:wwﬂ- i L W ConSIStency In routine
) 3 H o 1) peotect next customer / mext ..
| N N activities. Employees follow
e T the SDCA cycle for daily,
[ st weekly, and monthly tasks to
[ P achieve sustained
i improvements. Each function
b maintains a DWM deck,
which includes the function’s
(m:w — purpose, organizational
KeowSoimdnd | ([ emieens structure, employee roles and
lDDUWMEﬁmmmm;mmmmlummumuﬂw T ¥ P
j o the DWM sysem ] Oy s "?T.Z’;'f.:i I"L—‘ responsibilities, key
Dy quarterly DWM evaluation and take astions s for entified rai w0 g . .
— . tesandet performance indicators

Exhibit 3.3.3.2(a) — Dailv Work Manaaement (DWM) framework

(KPIs) with their units of

DWM Assessment DWM Assessment score- FY 25 (Quarterly)
FRTATA  HUENDRICKSON Score for MTP 2 ~w-Self assessment score Q1 = Sell assessment score Q2
100 o Self assessment score Q3 Self assessment score Q4
DAILY WORK MANAGEMENT o5 oA
MAN AL o oy
; D Audit Check sheet 100
Practitere’s Guide. %0 Rc\jscdiWD CQ&S 80~ Engg
s 85 .
Pl s HR /“‘/ . Purchase
g 80 40 \
S L 20
SR i Process Engg 0 BD
TATA At g 0
o Maintenance " Finance
Daily Work M 0 ’
Manual introduced in FY23 FY22 Y21 FY24 FY2S Stores T
as apart of Standardization MIP2 . Producti

Data of Standards Prepared

Vs. Standards Revised

600 536
S00
100

203 198
200
o (==
MIm MiIP2

Number of Standards (No.s)

Comparison between MTP1 and MTP2

# Total Standard prepared newly

® Total Standard revised

Exhibit 3.3.3.2(b) - DWM Assessment score analysis and stan

dard prepared vs. revised

measure, and a system for tracking KPIs and managing abnormalities through an abnormality tracker. Any identified

abnormalities are addressed by developing new standards or updating ex

isting ones as needed. The DWM
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Assessment Score Tracker, along with details
of revised and newly created standards, is

Process Measures

* Cusioaser Quabity concems

Scope of Cross Functional
Management

B i . * Quick Response Bowd (QRB) | | Ay
outlined in exhibit 3.3.3.2(b). * Prodoction Moving : x&;&em
3.3.3.3. Cross-Functional Management: || Butoss = Rty s Dieciiee___

H q "oﬂ“““ * New velopment * Wamranly Cost % 1o
THSL’s  Cross-Functional ~ Management Cutencr Quily - EBITDA Savicg Projcts g matic
Wi ; Serv SImES amo 1] 4
(CFM) approach enables focused and || . gusecine RaD + oeRgesoaReion |+ PP
. . . A . Purchase * Safety Committee * Tsswes Closure %
collaborative actions to achieve organizational || . g —
.. . e e a : * TSHMS Aundit Sk
goals. It enhances decision-making, minimizes || | B dsuse - EMEARevicw Hrrise i
. * ECN Review J >
management losses, and creates an agile value Human Resources - v

. . . . * Infernal System. ¢ Tune Comphace %
chain, leading to improvements in Safety, « MangementReview Meeig |+ Toue Compliace s
Quality, Delivery, Cost, Productivity, Morale * Suppler Slction - Seones

. * Suppher Audit + Tune Comphance %
and Environment (SQDCPME) performance. * Plot nstallion Prjects + Time Compliance %

The scope of CFM, along with its process Exhibit 3.3.3.3(a) — Scope of Cross Functional Management

= Tuvtawer List uf Managenent System Charts (M5C)

Cross Funtional ; Buslnms Quality Human .

¥

ARt [CFH) CEO Purchase | Operstions [ RS0 | Finanee | Quality, & | Frequeney Neasure -
i rees | Service Sr No Description
New Product A - ‘Number of part numbers

a - =] =] =) a a A =] b developed (Nos.) 1 MSC for QA system
Product Delivery o O O n” o A A Daily Delivery Compliance () P Pra——
N No. of [ssues Reported Vs

Product Quality (=] ] A [m] [m] L1 jm] Daily Closed (Nos.) 3 MSC for Abnormality Management
Cost Savings [w] O w] O w] [ (] Weekly 4 MSC for Policy Management
Employee Engagement| B sc ~ e
Employee & o o o o o o o N o Montily MSC for Cost Management

. = 6 | MSC for Productivit
‘Warranty o =] O [w] o m "~ Weekly ‘ tl

7 MSC for Delivery Management
Employee Capability o O [u] ] ] [m] [=] a" " Weekdy IPTV Reduction (Nos.) 8 | MSC for Employee Morale
Saf A Mot TSHMS Score (Nos.
ety a =] A O - =) A =) =) only core (o) 9 | MSC for Employee Capability Building
Sustalnabllity [m] ] A [m] [ & [m] m] Monthly Score (%) 10 | MSC for Safety Management
W Stoue Relationship. | [] + Moderate Relationship, A - Weak Relationship, A CEM Leader 11 | MSC for Susminabilicy Management

Exhibit 3.3.3.3 (b): Relationship matrix of Cross Functional Management (CFM) approach and list of MSC.

measures, is detailed in Exhibit 3.3.3.3(a), while the relationship matrix of the cross-functional structure is explained
in Exhibit 3.3.3.3(b). To ensure effective implementation, THSL follows a structured Management System Chart,
with a comprehensive list of management systems outlined in the same exhibit.

3.3.3.4 Total Employee Involvement (TEI):

THSL classifies improvements into three levels (Refer Exhibit 3.3.3.4(a)) and as a part of standardization THSL
has prepared TEI Manual and integrated all the improvement methodology.

e Staft Applicability Mairix  Employee Involvement in Improvement Activity FHTATA  HIENDRICHSON
= £ Employee Catcgory Toral § ST — TS
E g Impeirvoatiet Mediodalogy Staff Permanent Worker | Contract Worker ‘:::_‘:‘“_

S "QIl-v(.'-II-(I_V E KAIZEN V‘ A \] _—j_j-:-"
3 Fredsssi ; P Quality Control Circle (QCC) X v N = R
—E_ % Problem Solving QC Story v (8] X :ﬁ:’
g ATTERE E Task Achieving QC Story v [0} X et 2 2 4 o
4 Legends : (V) Applicable, (X)Not Applicable, (O) Involvement not mandatory T A —n—
Low

Workers

Exhibit 3.3.3.4(a): Improvement Project Levels and Applicability Matrix

1. KAIZEN - Employees participate in Kaizen initiatives, improvements are documented and reviewed through
an internal portal. Best Kaizens are recognized and rewarded.

2. Quality Control Circle (QCC) Projects — Led by workforce and supervisors, addressing chronic shop-floor
issues identified through DWM to improve SQDCPME parameters.

3. QC Stories — Cross-Functional Teams (CFTs) tackle key chronic issues affecting SQDCPME KPls.
Additionally, 5S forms the foundation of all improvements. The plant is divided into zones, with monthly audits
and score reviews for continuous enhancement and sustenance.

Safety Initiatives: THSL adopted the British Safety Council standard in 2018 and transitioned to Tata Safety &
Health Management System (TSHMS) in FY23. Key measures include safety inductions, Unsafe Act, Unsafe
condition, near-miss reporting, and quarterly audits. The company has maintained 3,100+ accident-free days and
zero LTIFR for the past eight years.

In Total Employee Involvement (TEI) scoring process the active engagement of employees in Suggestions,
Kaizen, QCC and QC Stories are calculated (Refer Exhibit 3.3.3.4(b)). In FY25, contractual employees were also
incorporated under TEI coverage. To boost TEI, THSL introduced a Rewards & Recognition (R&R) Scheme,
increasing TEI from 75% (in FY17) to 98% (in FY25).

3.3.4. TQM Promotional/ Initiatives:

3.3.4.1. TQM Awareness and Trainings: THSL has implemented comprehensive TQM training programs across
all levels to drive business growth and enhance problem-solving capabilities. In 2018, all managers and supervisors
received training from an external expert on TQM principles, tools, and methodologies. TQM education and training
framework focuses on business growth and enhancing problem-solving skills across all levels, including senior
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management, staff, permanent operators, and contract workers. The framework and its coverage are detailed in
Exhibit 3.3.4.1.

“Total Employee Involvement

i KPI- % TEI .
All Employees | Per t+ Contract Staff * (Capable Permancnt Oporators can also be a part of these projects)
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Exhibit 3.3.4.1: THSL Education and Trainina framework and department wise trainina

3.3.4.2. Knowledge Management: At ¢ et T M H
THSL, information is systematically it = T
collected and analysed from both the e \ =

¢ Safety
* Quality

*  Dehvery

* Cost

* Productivity
*  Monle

*  Envioament

+ Safety/ THSMS Procedures

* IATF 160090

* Wamanty malysis

market and within the organization to build e Y
and utilize  operational knowledge Keonetac Farah: .
effectively. The Knowledge Management T IS N Poceees
framework is detailed in Exhibit 3.3.4.2.

3.3.4.3. Digitization, Information &

KNOWLEDGE
MANAGEMENT

+ TACO KNOWVERSE
* THSL Dashbosrd

‘Extersal Faram:
+ noovista Compenition

= Town-hall meets —/
Communication Technology (ICT): e O Commonon D

Exhibit 3.3.4.2: THSL Knowledge Management Framework

+ Calibeation. Deviation system FOC

THSL developed an internal Knowledge
Management portal as a centralized
repository for safety, quality, HR policies,
IMS, and TQM. A digital dashboard with controlled access allows employees to report abnormalities, submit
Kaizens, provide suggestions, and track warranty management.

3.3.4.4. Visits to Deming Prize Winning Companies: As part of its learning initiatives, THSL’s senior team
visited Deming Prize-winning companies like Ashok Leyland, TVS Motors, and Apollo Tyres to study their best
practices. Additionally, they participated in the JUSE training program in Japan, visiting Toyota, Yuasa, and Konica.
3.4. Effects of TQM Promotion: The effects are as follows-

- Total Employee Involvement Score + B Number of KAIZENs registered '
% 1800
B oo e N SR S S B SRR AR SO G N S R i - I"""  eessmsescea=e Eemeemanssnn
100 ', :l 5 86 2 \‘l' d 7 g \| itm : :" 2508y 2007 an M 2516 \
& i P 300 " 1
g 01 | 2R s s o6 0w % | § 2000 | 10 . 2450 1
> i 2316
o n W | ; : i 1500 1 | :
g P[] | Tl =) ‘
TE
20 : I" :'\ E - I' 500 ! w00 ! covi ,' ! '
0\---’\ ______________ L AR SR A (R R P O . ol---‘\- ________ R AA G o oot o'e e = 4
FYI7 FYIS FYI9 FYNO FY2l Y2 K23 YA FYS FYI17 FYIR FYI9 FY20 FY21 FY22 FYD FYM FY2 “
[ prerou || MTP | Il MTP2 | [pee 1M | MIP | Il TP 2 |
===~ Target  —— Actual wote o Taget == Actudl

Exhibit 3.4.1: Total Employee Involvement (TEI) Score Exhibit 3.4.2: Number of Kaizen year on year
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3.5Relationship Matrix of MTP2 Managing Points and TQM Vehicles and Key Tools & Techniques:

TQM Vehicles Focused Mett

Problem Solving and
Task Achieving

Managing Point of
Performance

Objectives

Daily Work
Management
Total Employee

Cross Functional
Management
New Product
Development

Knowledge
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Quality Assurance
Matrix
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(LTIFR)

Customer Rejection

Safety

Achieve highest rating from

@ | @ |[Policy Management|
[ ]
[ N ]
°
o
o
@ | @ | KAIZEN
@ | @ |QCStories
o0 Benchmarking
@ | @ | Digitization (ICT)
> | >

csomer _______ Exhibit 3.5 Relation
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axle 12T for anchor customer  |Lift axle (12 MIS)
T™L —
Net Sales o ®_ | —

\
\

Chapter 4: Practice of Challenging Strategies

Chapter 4.1: Challenging Strategy: Reduction of TML Warranty Incidences Per Thousand Vehicle - 12.5 T
Lift axle (12 MIS)

4.1.1. Program Background — Lift axle suspension is an auxiliary Air suspension, which increases the overall
Tonnage of vehicle by amount of su;efnsion rating. THSL was having 7T Lift axle, which can carry 7T Load with
single axle with single tyre. Single axle with twin tyre norms, came in year 2018 & THSL introduced this 12.5T
Lift axle in 2019. Due to load carrying capacity, the suspension named as “12.5T Lift axle”. The model gained
volumes over years due to its load rating of 48T, in similar packaging space of 42T vehicles. By FY23,
approximately 30,000+ vehicles are equipped with this Twin tyre Lift axle technology, demonstrating its increasing
adoption and success because of vehicle performance & load rating. THSL is focused on improving component
durability, implementing changes to reduce failure rates, enhance vehicle
uptime to meet customer expectations.12.5T Lift axle has higher
contribution amongst all Product volumes in FY23. TML 12.5T Lift axle
has major contribution for IPTV (12MIS) among other 12.5T Lift axle
customers. Hence TML 12.5T Lift axle product is focussed for 12MIS -
IPTV reduction. TML 12MIS IPTV Trend chart for TML 12.5T Lift
axle. FY22 period IPTV is observed on higher side compared to earlier.
Exhibit 4.1.1.5 shows, Pareto chart is plotted for FY22 matured batch for
12MIS. Top contributors components, are Main Air spring(31.5%),
Failure mode B (20.8%), Failure Mode C (16.7%). Using CFM (for  "ens  ws asa sse a0 w0 spe s
warranty), FM-B & FM-C are resolved. “ Resolution of Main Air spring mRma s me e

IPTV reduction” case study is demonstrated below - Exhibit 4.1.1.5 - Pareto chart for FY22

Pareto Chart of Failed parts - FY21-22 batch

IPTV 12MIS

4.1.2. Strategy & focused Activity in MTP1 & MTP2
MTP 1 & remaining problems (Refer Exhibit 4.1.2.1)

Phase Objective Focused Activity Effects Remaining problems
Drive Excellence in 1) Connect with End customer for 12MIS IPTV of 12.5T | 1) 12.5T Liftaxle -
Field Warranty understanding RWUP Lift axle for FY22 12MIS IPTV observed
performance on products | 2) 12.5T Lift axle products =XX vs Target of YY | higher side e.g. Main Air
MTP1 | - Liftaxle 7T* & 12.5T | improvements using QC story Spring failures, FM-B
Lift axle for anchor approach, based on End customer
customer TML (From field) feedback.

Exhibit 4.1.2.1 - MTP1 & remaining problems
* - 7T Lift axle IPTV reducing trend & below the target, hence 12.5T Lift axle is focussed.

Focussed activity planned in MTP-2 (refer Exhibit 4.1.2.2)

BU objective | Challenging strategy KPI Focussed Activity KPlIs
No of failure modes
resolved for reducing

Closure actions on Top contributor Warranty

Drive field failure modes for 12 MIS

Excellence in | Overall Warranty Warranty 12MIS IPTV

Field IPTV - 12.5T Lift failure in No of failure modes
Warranty axle (12 MIS) IPTV Closure actions on Top contributor Warranty ;
performance field failure modes for 3 MIS resolved for reducing

3MIS IPTV

Exhibit 4.1.2.2 - MTP2 challenging strategy & KPI
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4.1.3. Challenges identified in MTP2- 12.5T Lift axle (TML customer) parets Chart of FY21-22 MAS faliure modes
IPTV reduction from XX to Y'Y till FY25. The Challenges in reduction of
12MIS IPTV is depicted.

4.1.4. A Case study on 12.5T TML Lift axle Warranty IPTV (12MIS) g e 1
reduction, by resolving Main Air Spring (MAS) failures. i I{- ! -
Main Air Spring (MAS) is a critical component in 12.5T lift axle (Exhibit m:» 1 ... )
4.1.4.1). MTP2 analysis shows, It is a Top contributor in 12MIS IPTV for s Sem—er?e o oo o
TML customers. We used 12MIS maturity data (i.e. FY22) to identify the “"Exhibit 4.14.1- Pareto Main Air Spring
various failure modes & its contribution in IPTV. failure mode FY22 Period

4.1.4.1. Problem definition — High warranty 12MIS IPTV for Main Air

springs, observed in FY22. Exhibit 4.1.4.1 shows Failure Mode Al & A2 are top contributor failure modes.
4.1.4.2. Observations - Using flag system, the data is funnelled down from Overall, to critical component to
critical failure mode, to Supplier wise.

4.1.4.2.1 Flag System- Flag system for Analysis of Main Air Spring failures & Multilevel pareto used for Supplier
wise analysis. Air spring suppliers are proprietary in nature & has different design of bellow, Piston & bump stop.
Hence Main Air Spring design Benchmarking is challenge.

4.1.4.3. Analysis -Further analysis of Main Air Spring — FM-AL, we jointly analysed the failed parts & Field
condition with Supplier T & understood that Higher articulation has significant impact on the membrane at rear
side, where stretch is higher. Refer Exhibit 4.1.4.3 for detailing of Process improvement. Inference — Higher
articlation causes cord stretch in MAS, results into cord breakage & leakage process.

4.1.4.4. Actions -While working on fabric cord, Supplier T Technical experts suggested to optimise the
overstretched fabric cord length. Solution Earlier
proposed (“FM-AL1" Failure mode)- cord length Causes
reduced from XX to YY mm. We tested 3 samples | Failure reported H Observations idengf;;mion %
of each design, till failure. 5 times B10 life -

improvement observed.

4.1.4.5. Check- failure mode Trends show Improved
improvement after action implementation.

> Joint
H H Failure R ‘(i.\\vls‘cs ol
For Results— FM-A1 shows Reduction in IPTV reported identification '*J?wm 8
trend, while comparison of FY22 & FY?24 Main causes

Air Spring failure modes. Red & Yellow colour

respectively indicate “FM-Al1 & FM-A2” failures. Exhibit 4.1.4.3 — Improvement in analysis
However other 2 failure modes are — FM-A3 & FM-A4 are

increasing. THSL decided to have “CAP-Do” analysis on the same.

4.1.4.6. Standardisation

- Flag system Incorporated in Warranty MSC - Internal DVP standard revised

4.1.4.7. Learning — 1) Supplier involvement in analysis 2) Problem solving with Statistical data analysis
4.1.5. CAP-Do Analysis — (refer Exhibit 4.1.5.1)

Cause YCS_ Tmplement
_validation solution

foint C
vahidation by
THSL &

Supphierusing
. suppliertest
No i

Implement
solution

Check Act Plan Do
3/6/12 MIS IPTV for any | Containment actions, Root cause Implementation Monitoring closely
abnormal Trend / Peak analysis & Permanent Corrective actions | plan for Improvement

Exhibit 4.1.5.1 — Cap-Do analysis
THSL started using 3MIS IPTV as lead indicator to gauge the product performance in early stages after
implementation. 3MIS Trend chart, which shows MAS failure is steeply increasing, because of Tipper Model
introduction in-3MIS). Causes for MAS — FM-3 failures — 1)Air spring not rolling over piston 2) Higher load
cause reduced chassis height.

N -
AN fcati w Emerging
- Aalidation m‘\\ Ap]_:hmn?n H [T;Juw 1Prodw:l RWUP/
Application | | New Product customer test ~Pass|  Product sign off e opment e Usage
sign off’ Development . track & Field 7 launch E
. s L]
[ No \.i"c>/ 3 Conncel with dealer /
o Pass . ic ! E
Capture learning Implement Product product with M“:;m’:;ru
P e Improvement Inprovement revised
loads,

Exhibit 4.1.5.2— Before & After Improvement to capture Emerging customer usage
Exhibit 4.1.5.2, shows process improvement & capturing learning wrt 3/6 MIS issues resolution.
4.1.5.a Actions — 1) Height of MAS reduced from A to B mm, 2)Trailing arm modified with round plate & cover
for smooth rolling 3) Residual pressure in MAS & increase in LAS pressure.
4.1.5.b Check - since this solution is implemented Recently. We are monitoring the same effects of the same. The
similar changes are horizontally deployed in Similar product.
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4.1.5.c Verification of any side effect or Impact of the solution —The profile of cover having bend radius, which
will smoothly roll over the Air Spring rubber without damage. Hence “No impact” will be expected on any

Interaction part with Main Air Spring. 4.1.5.e Learning — 1) 3MIS IPTV tracking importance

4.1.5d St_andardlsal_tlor! . 2) Application RWUP understanding. 3) Pneumatic circuit
1) Capturing Emerging issues in 3MIS process understanding

modified 2) DFMEA updated 3) Horizontally 4 1 5 ¢ capability Building —1) Better understanding of RWUP

deployed in other product of 12.5T Lift axle. condition of tipper 2) Decision based on statistical analysis.
4.1.6 Future plan -

Design test for product (Bring field to lab)- 1) It is important to understand Real World Usage for 12.5T Lift axle
& improving the lab validation, as per field condition. 2) Capturing product issues during internal lab validation.
NPD process — 1) Using 3MIS early indicators, we can capture early feedback & do product improvement. 2) Short
seeding (prior to SOP) can also help in getting the product feedback.

Field Training & data capturing_— 1) Visiting Dealer’s end warranty garage parts can be checked, where dealer
changes the parts to make vehicle on-Road. 2) Competition information & benchmarking can be helpful
understanding best workable design solution available. This can be incorporated in design.

Chapter 4.2: Challenging Strategy: Establishing a state of art Manufacturing plant at Pune by Dec-23.
4.2.1 Background: THSL has made MTP 2 (FY22-25) in Mar-22 & includes the launch of 12 new products by

— . KPI |Target| Departmental KPI |Target
Objectives Strategies (UOM)| FY25 |  Strategies  |(UOM)| FY25
Focus on adding new products Establishing manufacturing plant at Plant Operations
and manufacturing capabilities of |[Pune to suit future needs & eliminate % 100% (shifting plan % 100%
key suspension parts - ARB chronic problems by Dec-23. adherence

Exhibit 4.2.1.1 — Linkages to MTP 2
FY29 and a volume ramp-up for 10 existing

Pune Plant Production Volumes _______

g
products (Refer Exhibit 4.2.1.1). To support § o L T2 >
this growth strategy and address chronic |2 asp | Volumesimarsasios | 1, 722 2—— ; 7 20 g
inefficiencies in the current plant such as | & 200 o5 10 R R 5
long material flow distances, excessive [£ 0 7 @ o7 { b 10
pallet movement, and different areas for |& 5o o |59| 23 e 35 ks 16 4 . IR R
sub-assembly and main assembly areas, |2 - [ T T S T A S S

. ~ FYI18FYI9FY20FY21FY22FY23FY24FY25FY26FY27FY28FY29
THSL requires 4x of space. A A A A A P P P P P P P
4.2.2 Project scope and objectives (Why it | 5% E=3Puac Plant Projected volumes
is challenging?): Given the existing space | P Projection T No. of SKUS at Pune plant
constraints, THSL has planned the Exhibit 4.2.2.1 — Projected volumes & SKUs in FY22

development of 4x  state-of-the-art

manufacturing facility & eliminate chronic issues of current plant by December 2023 to accommodate new products
(Refer Exhibit 4.2.2.1).

4.2.3 Implementation of Challenging strategy:

4.2.3.1 Challenges of Implementation: The project focused on constructing a future-ready plant with an optimized
layout while ensuring seamless equipment relocation and installation. Chronic issues for existing plant were
identified, with proposed solutions detailed in Exhibit 4.2.3.1.

Category Chronic problems Reason Proposed solutions
No sepearte walkway for man Space constraint in the layout to accommodate all [Provide walkways all along the aisles with
Safety movement equipment, storage space & walkways 1.1 mtr width.

Fire hydrant backup system is
undersize — 30 Mins.
Limited shop floor space — 3,400

Sa. mtr. & no space for new Being rented facilins na smammse———"
Exhibit 4.2.3.1 — Chronic issues & Possible solutions of old plant.

PR OO .| . | S | ST o
e A cross-functional team was DALY RIS

. . Process o S . Preparation & implementation of Plant
eSta_‘b!l_Shed Wl_th_ clear role g Engineering Fmealy Falkums Mkl Buewnnshi layout & equipment.
definitions (Exhibit 4.2.3.2.1). T T e e e e
S . Exhibit 4.2.3.2.1 — Project CFT Members & Roles (Truncated Version)
e The machine installation layout

was discussed with team members, incorporated employee feedback for an optimized and efficient workplace.

Based on the calculation provide enough

No space for pump room back up system for 120 mins.
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e Budget was prepared considering all items required & approval is taken from management.
e HIRA & other risks were identified and mitigation planned.
4.2.3.3 ldentification of wastages: MUDA & MURI were identified in work processes & eliminated/ reduced
through optimization of layout.
4.2.3.4 Shop layout optimization for delivery:
a. The shop layout was designed for smooth flow of material.
b. All the activities were implemented as per the project plan with regular reviews of the progress.
4.2.3.5 Actions to achieve zero supply disruptions to customer:
a. Obtained customer demand in advance for affected products during shifting in Feb-24.
b. Built finish goods inventory stock in advance for 5 days of customer schedule.
c. Planned cell-wise shifting of operations.
d. Supplied to the customer from finish goods stock as per their requirement.
4.2.4 Overall Effects:
4.2.4.1 Tangible effects (As on FY24): Civil work delayed due to the monsoon during foundation. The office

furniture & interior work is further delayed as the design approval delayed and the tangible effects are given below
(Exhibit 4.2.4.1.1).

I Project time plan Vs actual @ | Material storage space | Equipment shiftingplan Vs
Al p quip! gp
6.000 actual
120 ’ 120 100 100
TO _
100 r— 90 ) 5,000 I T 5.000 G 100 I -1
80 i ! £ 4,000 i 1 .80 P
= 60 ! = ! s 60 I
40 I 1 E 2,000 1.200 : 1 40 : "
20 1 g 1 20
o L & i | L. 0 L_!
Target Actual Old plant Target Actual Target (FY24)  Actual (FY24)
(FY24) FY24) (FY22) (FY24) (FY24)

Exhibit 4.2.4.1.1 — Project objectives Target Vs actual.

4.2.4.2 Intangible effects/ Capabilities acquired: 4.2.5 Standardization
1. Gained significant expertise in infrastructure project | 1. Standard checklist prepared for project execution.
planning and execution. 2. PPAP documents prepared & customer PPAP
2. Successfully applied Lean tools such as VValue Stream | completed.
Mapping (VSM) and cycle time study. 3. Machine process validation 100% completed after
3. Strong capabilities in project risk assessment, installation at new plant.
mitigation planning, and cost management were 4. Assembly fixtures, nut tightening tools calibration
developed, to a project budget. 100% completed after installation at new plant.
4. Skills in capital equipment negotiations and ensuring
complying to all statutory regulations were improved

4.2.6 Things gone right and things gone wrong:

Things Gone Right Things Gone Wrong
e Zero safety incidents — Achieved one million man-hours without any incident | Project delayed by 3
during plant construction. months, due to
e  On time completion of customer PPAPS. unforeseen rains, hard
e Disruption to customer dispatches - Zero rock & delay in office
e Better IT infrastructure & complied with 1SO 27001. furniture work.

4.2.7 Future plan: The next phase includes the installation and commissioning of ARB plant.

Chapter 4.3: Challenging Strategy: Introduction of front monoleaf air suspension on TML 9m EV bus
4.3.1 Background
4.3.1.1. Entryinto Market: THSL launched its first rear two-bag air suspension for 9m EV buses, replacing
customers’ existing mechanical suspension—marking a pioneering move in India.
4.3.1.2 Gap in Front Suspension (2021): THSL lacked a front air suspension which is required to gain
market share also customer require improved front suspension over existing.
4.3.1.3 Development Initiated: THSL began designing a front air suspension compatible with existing
TML mounting points. It was also evaluated for variants in EV bus applications.
4.3.1.4 Market Potential: Studies forecast demand to exceed XXXX units by FY2028-29. Exhibits detail
customer targets and volume projections.

4.3.2 Project Setup & Strategic Alignment
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e Technical Business Goals & Timeline: Technical & business goals, timelines, and customer value
addition target were set based on customer requirement and competition analysis.

4.3.3 Execution & Development
4.3.3.1 Kick-off: Project initiated via THSL gate sign-off; QFD used to translate customer needs into
design specs.
4.3.3.2 Concept Finalization: VOC analysis, design goal matrix were prepared and concept was finalized
using PUGH matrix.
4.3.3.3 Design & Engineering:

e CAD packaging, bump steer checks, DFMEA completed.
(Refer exhibit no. 4.3.3.2)

e FEA identified stress zones; design revised and validated
through field measurements (Refer exhibit no. 4.3.3.1)
4.3.3.4 Prototype & RLDA: Suspension fitted on vehicle;
RLDA conducted at customer test track to derive load inputs for
FEA and physical testing. )

434  Testing & Validation 4.3.3.1 FEA Front suspension
DVP & Trials: Component, system, and vehicle-level tests conducted across varied terrains. Final design
approved post feedback and CFT sign-off.

4.3.5 Outcome & Learnings

4.3.5.1 Performance Confirmation: Physical assy./ part

measurement & validation completed and compared with

technical targets. Wherever discrepancies found necessary design
corrections were done and reverified through validation. Business
goals were also verified with targets.

4.3.5.2 THSL added new product in it’s offering.

4.3.5.3 Capability Building: New design and testing
competencies developed in front air suspension which helps in
development of variants & new products for different customers. 4.3.3.2 FEA Front suspension

4.4 Challenging Strategy: Winning New Customers for Bogie Suspension Business:

4.4.1 Background

Tata Autocomp Hendrickson Suspensions Ltd. (THSL) encountered a significant turning point in its bogie
suspension business. Historically, this segment had contributed substantially to overall revenue. However, following
a strategic shift by an anchor customer to internalize production of 26T bogie suspensions (Exhibit 4.4.4.1), THSL
experienced a notable decline in business volume along with growing dependency on anchor customer (Exhibit
4.4.4.2). This development coincided with a broader market transition toward higher-tonnage vehicles, particularly
in the tipper segment. (Exhibit 4.4.1.3)

Bogie Suspension Sale Contribution 100% Indian Commercial Vehicles Sales FY21
P 5 80% — T —T1— —
2l = Lev MEV ey BUs
% 42603 [ 6zay 104,687 [FECT
2 e 5 '""7""\‘
: e i 0% ' Tpen “""'*J [ Tracaor Triler
Lt~ 1% I et E|) @ [ 47313 1wy
3 a Pl & % p— : !m
I o B " i uv\n;jL:_'Lji N b b YL _
. . FIS BYIS BVIT VIS PV FYM P RV e | =
Ao Tikke oy 0 Anchor Cust i wr | b wmo
Fiencial Ve  Other than anchor cust E a1 5_ a ﬂ" =
il T il Exhibit 4.4.1.2 Dependency on Anchor evwaer LTI | E0
Exhibit 4.4.1.1 Bogie Suspension Sale Contribution Customer b o

Exﬁibit 4.4.1.3 Market shifting to

4.4.2 Setting up the task higher tonnage tippers

Recognizing the need to adapt, THSL initiated a comprehensive strategy to
re-enter the market with a differentiated offering. The objective was to develop a modular, locally manufactured
37T bogie suspension platform that would meet the evolving requirements of Indian OEMs. The solution needed to
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address not only technical specifications but also commercial viability,

(Exhibit 4.4.2.1)
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Exhibit 4.4.2.1 Key Enabler identification and Concept Selection

Localised
Manufacturing

Exhibit 4.4.3.1 Application Case with a leading CV Manufacturer

4.4.3 Implement Scenario

A leading commercial vehicle manufacturer became the first partner in this initiative. Their existing 37T bogie
system, sourced internationally, had presented challenges in terms of field durability, maintenance complexity, and
overall cost of ownership. (Exhibit 4.4.3.1). THSL responded with a customized suspension system featuring casted
torque rods and A-frames, enhanced articulation, and a significant reduction in overall weight. All major
components were localized, and the design emphasized ease of service and long-term performance.

From initial inquiry in early 2021 to start of production in 2023, THSL demonstrated a high level of responsiveness
and engineering collaboration. Rapid prototyping and accelerated validation enabled the customer to launch their
updated tipper platform ahead of schedule. The solution met all technical targets and delivered a cost advantage
over imported alternatives. As a result, THSL was awarded full business nomination for the customer’s 28T and
35T tipper platforms.

4.4.4 Check

The impact was tangible. The customer’s 37T tipper sales increased significantly, and vehicle downtime was
reduced from ten days to two with comparatively reduced total cost of ownership to 20%. THSL’s contribution was
formally recognized with a product development award in 2023, underscoring its commitment to quality and
customer satisfaction. Following this success, THSL expanded its customer base to include key OEM and EV
manufacturers. Learnings from this program — covering both technical and commercial aspects — have been
systematically integrated into THSL’s product development and customer acquisition processes. This structured

Sr. No.

Drawmg
Customer Product Offered Proto sample | Series Supplies . . .
proved ° i Bogie Sales Projection

1  Leading CV Manufacturer . (@) (@)

2  OEM-1 é& (&) o o

3 EVOEM-1 %‘ « @ o o i

4 EVOEM-2 L (@] (@] o = e

5 EVOEM-3 7t 6 o Bogie o (@ o g _ B B S times

6 EVOEM-4 S hsrae (@) (@) O P B— 88— [ zowtof

3 [ g

. Customer Product Offered | 2T3WiNg | o oto sample | Series Supplies & 'y L - L the
Approved 'y . [ - baseline

1 EVOEM-3 o o o I I_ ‘ — il N sales

2 EVOEM-4 = (@) (@) (@) . - o I PO T T B

3 Defence Cust-1 w\ IS o o o FY21 FY22 FY23 FY24 FY25 FY26 ol FY27 FY28 FY29

4 Defence Cust - 2 < (@] (@] (@) =

5 Defence Gust - 3 o o o Baseline [ Actual 7t Projection = Anchor Cust

6 EVOEM-5 2 e o o (&) (&) mOther than anchor cust

@ Completed O In Progress @ Not Started

Exhibit 4.4.4.2 Projection for Bogie Sales with and beyond
Anchor Customer

Exhibit 4.4.4.1 Status on new customer acquisition for Bogie
approach has enabled THSL to streamline operations and onboard 10 additional OEM customers (Exhibit 4.4.4.1
and 4.4.4.2). The modular platform was deployed across multiple applications, including electric and defence
vehicles. THSL committed to full timeline adherence for all new programs, reinforcing its reputation as a reliable
development partner.

4.4.5 Conclusion and Future Plan
Looking ahead, THSL has outlined a strategic roadmap through FY29 to scale its bogie suspension business
multifold. The plan includes strengthening field support, enhancing spare part availability, and offering a best-in-
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class warranty. With a customer-centric approach, cross-functional collaboration, and data-driven decision-making,
THSL remains well-positioned to lead the next phase of innovation in heavy-duty suspension systems.

Chapter 5.1: Base Building Strategy: Management of Quality

Chapter 5: Practice of Base Building Strateqgies

5.1.1 Background

Management of quality at THSL is essential to ensure customer satisfaction and quality performance in all functions.
THSL follows a structured approach of Quality Assurance, in alignment with customer specific requirements, IATF
16949 and other applicable standards. The Quality Assurance function is responsible for maintaining process and
product quality, ensuring consistency of performance at customer end and meeting established standards.

THSL brings Global Suspension Technology customized for Indian operating conditions for the precise

Customer needs.

5.1.2 Quality Management System: THSL ensures Quality in products and processes by adopting TQM tools and
techniques such as QA system chart, Vertical Evaluation, Flag system etc
5.1.3 Key Focused Activities:

Sr.No. | Challenges Focused Activity
1 IPTV Al.Reduction in field failure in 12MIS IPTV of 12.5T Lift axle suspension - Reduction
Reduction in field failure in 12MIS (lag Indicator) issues using QC story approach / Flag system: Top
Indicators — Using CFM & involvement of Suppliers using statistical approach in decision
making.
A2.Using 3MIS as Lead Indicator to capture issues in Early stages- focusing mainly on
challenging, yet emerging application
2 Overall B1. Prevention of Defect occurrence
Customer i. Detection or prevention controls for Customer Touchpoint
rejection  at | ii. Ensuring effective issue resolution at the Quick Response Board (QRB) and defect
Zero KM matrix
B2. Prevention of Defect Outflow to Customers
i. Enhancing quality gates at the incoming stage to capture Appearance defects
ii.2x2 Matrix for Process stability & capability:
iii. Implementing a capability enhancement program for quality inspectors
3 Supplier CL1. Supplier improvement program strategy for high contribution in Supplier
Rejection Rejection

5.1.4 Steps for Customer Touchpoint Identification and controls

Vehicle

Veufication of

& % AW dentification Customer Addtion of z
fitment Study sl[l)ll(;‘“:;}ﬁ" lof Customer Touchpomtin rdizani Effectiveness
< g . trol Swandardization o
ave :?‘!:luen P = s Touchpoi Manufacturing ::;:Iicat:l‘: Monitoring
Process
Detection Stages Moved to yP— =V —
Early Stations because of the PN D =7 — T —
S . srNo ear
addition of controls as shown in e T o= e e i :l
A - ©Q-19 | Hanger L-Plate (15X17.5) 1 siot hole missing found 2024-25 A | @& | .
Exhibit 5.1.4.BL1.ii. Defect : e I om —y
. ©Q-20 | (773~ L1 base piate hole blockage due to weldsd plats s wrong
Matrlx Fab. Hanger LH: Rib shifted by original position which cause nut - = A @ m i.
©Q-21 fouling during Assty . |2024=s ‘ l

5.1.5: Tangible Effects

Improvements in Managenent of Quality

T

Exhibit: 5.1.4.B1.ii. Defect Matrix
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Exhibit 5.1.5.1 Improvements in Management

Exhibit 5.1.5.2 No repeat complaints for
LA family for fabrication parts afier
control implementation.

Mamtiwise Final Qualicy P

ppm reduced because of quality
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checkpoints in earlier quality gates.
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Chapter 5.2: Base Building Strategy — Management of New Product Development
5.2.1 Background:
The New Product Development (NPD) process aims to drive sales growth by launching high-quality products on
time and at target costs for all customers. This process focuses on developing new technologies and competitive
products for various applications, including tippers, trucks, buses, tractors, and LCVs. Successful product
development requires active participation from multiple functions, including Business Development, Engineering,
Manufacturing, Quality Assurance, Purchasing, and Customer Quality & Service.

Product development was structured around meeting customer-provided specifications without considering real-
world field conditions, user requirements, and behavioral insights. Technology development was also not well
integrated with NPD needs and processes. THSL also faced challenge in field performance of newly launched
products.

To address these challenges, THSL began driving NPD through cross-functional teams (CFT) in MTP1 and later
structured it as a cross-functional management (CFM) process in MTP2 (FY18-FY22). NPD framework was
strengthened further to ensure first-time-right product delivery while aligning with customer expectations, market
demands, and end-user inputs. Critical success factors targeted are improved First Time Right score, Reduced time
to market, Improved field performance and to have less than target IPTV.

5.2.2 Summary of Focused Activities:
5.2.2.1 Creation of Technology Road Map with all stakeholders: Inputs from OEMSs, end users, JV partner and
CV market trends are critical to formulating the technology roadmap. THSL has created Technology road map in

all segments of Truck, Tipper, Bus and Tractor.
In each segment there are various technology
implementation plans defined. These plans have
been distributed in MTP1, MTP2 and MTP3 Technolo
period. THSL also has created a process for

technology development process. In order to 3 & j j i
evaluate the technology readiness, THSL has j f j }{; l{; j J¥
adopted the method to monitor the progress of p/ : § &

the Technology. Refer Exhibit 5.2.2.1. 5.2.2.1 - NPD CFM Structure Formation

5.2.2.2 NPD Cross-Functional Management (CFM) Structure Formation

Engineering Head

v
| l ! l ! ! I !

Busin Program li
usiness ogra Purchase Quality CQ &

Engineerin: Operations Finance ]
Development 9 9 Management Assurance P Services

Exhibit 5.2.2.2 - NPD CFM Structure Formation
To drive the NPD process efficiently, THSL has established dedicated cross-functional committees. These teams
ensure seamless execution, collaboration, and accountability across all key functions.
5.2.2.3 NPD Success Criteria
Defined NPD success criteria from customers perspective (both internal and external). Started tracking NPD success
rate beyond adherence to timeline.

SAFETY QUALITY COST DELIVERY SUSTAINABILITY
Meet THSL Compliance | Complance i Fm ;
Product | First Time with Gate 1 sign| with Gate 1 CYEOPIM | Timeto | Meet Zero Landil
Parameter . IPTV . Test and .
Safety Right offvalue: | sign off value o Market requirement
Validation
Standard Product Cost | Investment .
Completion
FTR % | less Less than
Target YES YES YES As Per Pl YES
e >9) | thands P ] 18 months
Extubit 5.2.2.3 NPD Success Criteria
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5224 NPD

New Product Development (NPD) Complexity Deeision Matrix

.
Process y Catesory High Complexity Medium Complexity Low Complexity
Opt| mization for Bory (Advanced Development)  |(Standard NPD) (Fast-Track Development)
New Customer Customer New customer, new product  [New customer, existing product En;tmtg customer, exising
. - PI'() LCH
Existing Products I
Application Completely new applietion Some modifications required Similar to existing product

unknown challenges

At THSL, we
handle multiple

Extensive rescarch, prototype  |Detailed feasibility study, standard
customer programs
with unique

Process testing, full-scale validation  |validation, pilot production \'ahda:lon 4umt o
ng
-‘ BoMcontent  [>50% change 10-50% change <10% change
challenges.  Using | Exhibit 5.2.2.4 - New Product Development Complexity Decision Matrix

the Complexity Decision Matrix tool, we categorize projects based on design, manufacturing, suppliers, validation,
and lead-time risks (Refer Exhibit no. 5.2.2.4)

5.2.2.5 NPD Time to Market: To improve the product development time for new customer, few activities are
executed in parallel as per exhibit 5.2.2.5, additionally check points are added to ensure quality.

Rapid prototyping, minimal

(i)
’—b{ Benchmarking W r/llzt'l:nnlﬂl\l*l Performance Parameter ':‘ -
‘ Data Input '—-{ Feasibility Study (‘onccpt Rcvtcw | Design Goal Matrix —ﬁ Concept Dcs:gn 2
(1) ©, ) O ™
<7 Check3 _,\«—‘, ( 15‘1 (10)

DMU Sign Off

Prototype Sub- Proto Part New Part Fmal BOM & FAE & Stack-
Assembly Clearance Development Drawing Release up Analysis

(16) (15) L
<. Cheekd = - -~ s } DWIADW [] Parallel Activities
T Vehicle Assembly ﬂ&m!sd n}’:‘;\' 1 :l: [ New checks added
(19) P [ St |
) \

\19) (17) ( 141
Check 1: Compare customer CAD & input sheet with actual vehicle measurement. Check 3: CFT visit to supplier for identifying manufacturing errors.
Check 2: Peer checking introduced to identify error in THSL design. Check 4: In-house suspension assembly tryout with customer chassis (front module) & axle.

Exhibit 5.2.2.5 — NPD Process
5.2.2.6 NPD First Time Right: To measure First Time Right, % FTR = (Number of technical specifications meeting
QC parameters in the first iteration/Total Number of QC parameter) *100) measurement methodology is identified.
Quality parameters identified are combination of defects observed in zero kms, within 3 months of usage and 12
months of usages. VVarious new design standards and new test methods including field validations are developed for
early detection of defects at design and validation stage. NPD process modified for first tie right approach as per
exhibit 5.2.2.6. This has improved First Time Right KPI from 66% in FY21 to 92% in FY25.

| NPD Process  First Time Right Approach Adopted

!

End Customer ! o DVPRig =
Design Designing A FEU/Field Pilot Trial .
Data Inpuris, RLDA, VOC. S FEA based DMU | 5] Testing P Engineering
i —> * . —>| Specification [ adCAD > —> > Vehicle > imMFG =y .F c
Sheet Tematrix of past CVM, QFD - on RLDA Sign-off Based ou 7 Clearance
ok Finalization Data Making RIDA Testing Line

[ Revised to suit customer usage pattern [ New addition

Exhibit 5.2.2.6 - NPD Process First time right approach

5.2.2.7 — Developing a robust field validation system based on end user application, boundary conditions and
field RLDA analysis: For new applications and new customer programs, field validation is included as part of the
NPD (New Product Development) process. To support the development of new suspension systems, the company
operates a state-of-the-art Technical Centre in Pune, India, equipped to handle independent, end-to-end product
development. This facility features advanced CAE and simulation tools, along with comprehensive testing
capabilities at both the component and system levels. The validation process at THSL begins with a thorough
understanding of real-world usage patterns (RWUP), captured using various sensors and Road Load Data
Acquisition (RLDA) techniques. New CAE models and rig testing methods have been developed to replicate these
RWUP conditions in a controlled lab environment. Continuous field failure monitoring helps assess the
effectiveness of these validation methods, enabling ongoing process improvements to minimize defects in the
market. Additionally, Total Quality Management (TQM) tools such as the T-matrix are employed to identify
validation gaps and enhance overall testing capabilities.
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5.2.3 Effect of the NPD Process: exhibits 5.2.3.1,5.2.3.2,5.2.3.3 & 5.2.3.4
(| - ___!fglgig!:erf_f_h_'f‘_v_lfl:o_(l_\l‘cl: __________ . ﬂ[i First Time Right +*

0 1 L i | 5.2.4Future Plan:
k.l | 1. To  strengthen
24l 5 program gate review

Rt A ; : system.

Il’\' l!:"l:‘rl'o\;: FY1TFY IUI';::';\';'O FY21FY22 l":".JT;Y;l FY25 I 2 . TO .strengthen
ST e ——— technology integration

Exhibit-5.2.3.1 - Increase m trend from FY 23 mamly driven from
EV vehicle segment EV Bus, EV Trucks and EV Tippers

Exhibit-5.2.3.2 - New KPI to Create the First time Right Product

in program review
3. Use of Artificial

Intelligence and
Machine Learning in
NPD process

] A of New Technolog + @ Time to Market Y

v
-
=
-

FYMFYISFYI6FYITFYISFYI9FY20FY2I FY22 FY23FY2UFY2S

[ eetom | MTPI [ w2 ] [ Petom | MIPI [ mmp2 ]

- « = Target —t— Actual = = = Target —— Actual

Exhibit-5.2.3.3 - Future Ready New Product Development

Exhibit-5.2.3.4 - Improved New Product Development Time plan

Chapter 5.3.: Base Building Strategy : Management of Cost (EBITDA Improvement)

THSL has identified opportunities of cost optimization in raw material through VA/VE, direct expenses and
manpower efficiency using detailed cost tree analysis. The execution and progress monitoring are done using a

CFM approach through EBITDA digital portal.
5.3.1 Background

To stay competitive, THSL agreed to price
reductions with key customers. To maintain financial
health, the company launched a structured EBITDA

Improvement  Program  focused on cost
management.
Key Highlights:
e Employee-Led Initiatives:  Projects are
identified via Kaizen, workshops, and

suggestions. Improvements are tracked through

an internal portal, and top Kaizens are rewarded.
e Structured Deployment:

e MTP1 (FY17-18): Introduced the EBITDA

Project identification, Evaluation &
of Prajects Budgeting Monitoring & Review
[Analysis of Revenue and cost] [ Mid Term Plan ] |Upload projects in digital portal |
5 element structure. | ‘
. | Proposed Annual Budget | |
| Workshop Employee, | Plan
Customer, Suppliers T — .
3 EBITDA
- X ~ 1 | Improvement target | B
Identification of Projects ) L : J A ity A
Alternate Source, __,-f"\»\_ < per Plan b
Localization, Negoliation, - : . [ne] * K
B, Productivity, Resource - FProjects R — :
Optimization. “-._ mecling laget _— Sy
e, - .
r . \ No | s o 1 [ Yes |
| Projects Evaluntion FR— ome— e ]
L TR S . [ Yes | | Plan vs Actual J
— | ARPapproval by |
| Projects Finalisation J- - Board } |W
v s PO, b—l{n- tive Date i!.-m-. jurtd ‘-ﬂf- tive Dale b!rl.l\-hl N E—m—. tive Date  Revision No. Fifective Date |
2 Apeil 2022 % Apeil 2024 |
Improvemen odel

Improvement Model and CFM approach. Projects were suggestion-driven.

e MTP2: Enhanced with tree diagrams and
levers (Exhibit 5.3.1.2) to tackle challenges
like COVID-19, inflation, and customer
price cuts.

e Continuous Improvement: The PDCA cycle
drives cost control and ensures EBITDA targets
are met.

Summary of Focus Activities

Top Line Improvements

+ New product / customers / markets

* Spare Parts Division & delivery price

= Price increase from customer

= Compensation from customer for cost
increase

= Compensation for obsolescence due to
customer schedule changes.

Raw Material Cost Savings

» Use of Alternate Source
+ Share of Business

* VAVE

= Negotiation

+ Localization

+ Use of alternate material

Direct & Variable Cost Reduction

« Packing Cost — by negotiation. use of Returnable
pallets

« Consumable — through negotiation. reduction the
use of machine spare

= Power & Fuel expenses by use of Solar energy

« Sale of Wooden scrap, waste plastic, wooden
garbage

+ Reduction in Logistics and Freight Costs : Rates,
Utilization. Return charges. Localization

+ Improving Labor Efficiency, Reduction in Labor
hours, cycle time reduction, Optimize Labor mix
(Contract, Temporary, Assistant Trainees)

« Reduction of Warranty expenses

* Reduction in Maintenance costs

Exhibit-5.3.1.2 - EBITDA Improvement Levers

Packing cost optimization.

2. Material cost reduction in major products | 4.
through optimization, negotiations, alternate | 5.
sourcing and localization of imported parts,

Logistic cost

6. Supplier
sourcing.

Phase MTP 1 FY 18-21 MTP 2 FY 22-25
Focus 1. Introduced “EBITDA Improvement Program | 3. VAVE  projects identification and
Activities Model” specific for THSL needs. evaluation.

optimization project

Localization at JSR results in a reduction in
logistics, raw material and operating cost.
negotiations

and alternate

7. Analysis of loss-making parts.
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Remaining | 1. Erosion of margin because of price reductions | 1. EBITDA % to sales has not met the target
problems in 26T Bogie. in FY25
2. Year on year an increase in logistic costs 2. Warranty cost is higher than target in
3. VAVE projects not identified for Lift Axle. FY25.
3. Electricity costs have increased by 1.5
times
5.3.2 Detailed explanation of an EBITDA improvement project:

Logistic Cost Optimisation (Project Timeline -May 2023 to Oct 2023)

1. Problem Definition

2. Observation

THSL was transporting FG and parts from Pune to JSR.
In FY21 logistic cost increased by 0.8% (2.9% in FY20 to
3.7% in FY22 of sales) and targets were not met in FY21
to FY23. Thisis due to increase in fuel cost, inflation and
other factors over the years which was not reimbursed by
customers.

Logistic Cost

4.
ﬁ;

Jamshedpur
Plant

THSL Existing Route
New after Iocallsaucn
Suppller

Customer

Jamshedpur
Tata Motors

Pune Plant

Jamshedpur
Axle Supplier

290 KM

Kolhapur

12.5T Lift Axle Parts Vehicle route

3 | Localization of fabrication parts at JSR

FY 18 FY 19 FY 20 Fy 21 Fy22 Fy23
— =Target Actual
Exhibit-5.3.2.1 Logistic Cost Exhibit-5.3.2.2 Route Optimisation
3 Analys|s through localization
° Run ehart for vehicle utilization Apri 2023 10 Sept 2033 Logisiic cost -Vehiele uiihzation Apnl 22 -Sept 2023
a 30
70 25
16
s i ————
s 2 15 '
’ 10 Median 17.8Ton
Mty e = s g 5 ngainst target of ¥
T & aEsEai b = = 2 i -
¥ FEEFLE 22 Ton
—Lih ——TON ——Mudiom 1
Exhibit-5.3.2.3 Run chart for Vehicle Utilisation
4. Action
Vehicle |Negotiation|Localisation|Parts packing Contract for o ngn/:H éﬁif.;é DTRT\/;EuLR%RE. SAVING | TIME FOR | PACKING umzAme
- Tonnage | & Share of |at JSR optimisation [allowable of higer PACKAGING METHOD IMAGES AND | IMPLEME | ACTIVITY TOTAL
Criteria No. TRAIL | TRASNPO| TIGHTENING PAYBAC | NTATION | AT THSL. |ICUSTOME|
capacity | Business tonnage for all = | OR |RTATION| ACTIVITY K REND
_ utilization vehicle PRIy PACTe 0 oS TTIoN TR A
Logistic cost .
reduction POtenlial + + + + + 1 |USAGE OF BOX PALLET |8 7 9 9 5 5 6 6 406
Time to Implement + + 0 + USAGE OF WOODEN
Operational Impact + 0 + + 2 - 5 6 5 8 9 7 7 402
perational Imp TRAILING ArM wone IR
Scalability + + + 0 LAYER ON TRAILOR
Integration 0 + + 0 . Eiﬁféo ;,:'TVS ?f N . . R s o . . o
Total Score +4++ ++++ ++++ + KC'ELRI%% ‘:-T%&SNE 3
n ™ " r - USAGE OF TWO
Improve vehicle utilisation with double stacking by use of 4 |WOODEN PALLET IN o 1 1 ° 9 s 5 a2
1 metallic pallets STACKED CONDITION
2 | Freight rates negotiation. 5 |ExisTing PALLET o o s s s . s .

Logistic cost -Velicle u|L| ration Apeil 22 -Feb 2024 Run char for vehich wilizntion O Feb2oze
Amer ad
3 4%
Before 18
B = ]l B ' v 5%
w e [ Mida 3 % o
| | I 06T 1 Micdian 20,26 Ton agnist target of 22 Ton B
: ‘i Agams 1%
ugel of i
10 | 2258 i ul
22 Tem =) 0%
5 il FY18 FY19 FY20 FY21 FY22 FY23 FY24 FY25
— i = =Target Actual

Exhibit—5.3.2.4 -Vehicle Utilization

Exh|b|t 5.3.2.5 - Logistic cost %

6. Standardization 7. Conclusion

a) Work instruction updated
b) Horizontally deployed for
all other products.

vehicles used.

a) Savings in direct expenses and eliminated use of wood for packing material.
b) Reduction in Carbon footprint (CO2 Emission) due to lesser number of
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Chapter 5.4: Base Building Strategy: Management of Digitization

5.4.1 Background:

THSL's digitization strategy aims to enhance user experience through improved data access, storage, security, and
analysis. MTP1 focused on simple solutions; MTP2 expanded to complex projects.

5.4.2 MTP2 Focus:

Challenges (MTP2)

Focused Activity

Develop a Digital roadmap and

Create digital adoption roadmap and strategy

Strategy based on digitization needs.

Formulate a toolkit

Create Prioritization process based on PQDCSME weightage

5.4.3 Digital Adoption Strategy:

MTP1 focused on quick wins using digitization tools for Kaizens, ideas, and near misses. MTP2 tackled complex
projects like Warranty tracking and MIS uniformity, while MTP3 will target Industry 4.0, Al, and ML.

5.4.4 Toolkit Formulation

Created a toolkit aligned with corporate vision using best practices and examples. Training provided on Power

Automate, Power BI, and SharePoint.

Digitization Projects (Future)

@ | mpreownt Indusiry 4.0 sobstions foe Opeostons

B @ | Michine Lourning and Amatysical took 10 create data
3" Visaalization

Challenging Projects
®@ | Wty Toaher, NPD~ Progrom Managemens

| Sambinision of MIS
Less Complex and Quick Winy
MTP LY 18- FYID Gy T -

TOM Inislathon @ Tepeoement Tracker (KALZIN, foon,
nitia

Atmormalities. Near Miw Porsals

Exhibit 5.4.3-Digital Adoption Strategy

5.4.5 Defined Priorities

Projects identified via PQDSME survey and ranked
using Priority Matrix. High-impact projects selected
from quadrant analysis. (Refer exhibit no. 5.4.5.1)
5.4.6 Project Execution:

Process of execution got standardized and progress
tracker with milestones was established.

5.4.7 Achievements

Alhignment
Cyber Security &
— Excellence

Office 365 j
Tools
Corporate T
Framework O x Templates 4
A
s
—
g AN e

Bost rus.lh..-j ; Used Canaa

Exhibit 5.4.4-Formulation of Toolklt

Priority Matrix

Cross Department Benefit :

Q1 : High Impact
. High Benelit

7 A ~

=

Project Impact

Exhibit 5.4.5.-Priority Matrix

Why? What? How?
Implensent, 3
1 Buiness Case Strategy Track and 'h";'ﬁ"m:f FOCA
Mangs Progress,
Exhibit 5.4.6-Project Execution
Al [Warranty Tracker olo|3|o|9o|9o] 1]3ss
System
IMPACT - (HEARENESNENESESF "
Uniformity of
Bl SOB Analyrics ° 3 ° ° 1 ° 1 | 305
B2 |Barcode Label 9 ‘® 1 3 ° 1 | 227
Printing on shop
B3 |Automarte reminder | 3 | 9 | >
———lfor Supplier rating —

Exhibit 5.4.5.1-Define Ranking for Prioritization

Multiple projects for different stakeholders were executed
with specified benefits. We could deliver multiple projects

on time with respect to plan.

Ben
Ben
P

Value Creation

Projects Delivered: Customer contract tracker, Commercial offer, New Product
development, Warranty tracker

efits: Enhance quality of products and services,
improve overall customer service

Customers

. reduce delivery time and

Suppliers |l’mgr(ls Delivered. QMS report for suppliers, supplicr asset tracker, SOB analysis |

cfits: More efficicnt and transparent processes with improved communication.

Projects Delivered: Reimburscment proccss for retainers, Ficld stock approvals

Partners | Benefits: Strengthen strategic alliances and collaborative innovation |

Deliv

s, Ideas, Abnormalitics, Near misscs, Digi Matrics, Auto

o
Employees | 1

ws, enhance safety measures, and inerease job

satisfaction

Exhibit 5.4.7 — Project achievements

.

O N Lo oW

No. of projects delivered on tune Acquired New
Platfom &
e e SR e N ommmm——— Skilly
- it
' 1
' 7
1 1
' 1
' 1
' '
1 ’
S~ e ) Pt s a0 Ao S .
FY17 FYI8 FYI9 FY20 FY21 FY22 FY23 FY24 FY2S
| prerom | MTP 1 Il MTP 2 |
= = = Target — Actual

5.4.8 Effects: All of the projects approved by BU were

delivered on time. (Refer exhibit no. 5.4.8.1)

Exhibit 5.4.8.1-Effective KPI No. of projects

5.4.9 Future Plans: MTP3 will focus on machine connectivity for real time data which will be integrated with

MES and Al will be used for Advanced Analytics
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5.5. Base Building Strategy: Employee Capability Building
5.5.1. Background: THSL, a technology-driven organization, emphasizes continuous enhancement of employees’
skills and competencies to align with business goals. To strengthen this, THSL redesigned the training need
identification process and developed a comprehensive capability matrix integrating customer requirements, job
descriptions, PMS results, competency gap analysis, and training effectiveness evaluation.
5.5.2. Key Focused Activities (MTP FY22-FY25):
Capability Building CFM objectives for MTP FY22-FY 25 are Building employees’ capability of staff & operator.
Building Leadership Pipeline through 9 box talent management model.

Focus Area Improvements Done Results Achieved
Employee Redesigned training process with Training coverage improved to 97%
Capability structured competency-based framework. | skil| level (S4) increased from 0% to
Building Introduced ‘Gurukul’ skill enhancement | 2204,
program for operators and trainees.
Leadership Implemented 9-Box Talent Management | (Top 3 Boxes) improved from 45% in
Pipeline Model assessing D2+ employees on FY22to 53% by FY24
Development Ability, Agility, Aspiration.
Process & Developed competency framework and The Base Building Strategy
Frameworks capability matrix for staff. Introduced 4- transformed THSL’s capability
level training effectiveness model using development into a structured,
tests and feedback. outcome-based model—enhancing
workforce skills, leadership depth,
and readiness for future growth

5.5.3 Major progress (Detailed Explanation) of focused activities:
5.5.3.A1: Redesigned Training Process in MTP 2 for a detailed employee capability building.

The training need was focused on organization & compliance training and we used to only capture the overall
training man-days and coverage of employees was challenge with defined competency and training matrix and a
structured training process the coverage was increased with enhancement in competency (Exhibit 5.5.3.A1).

RERIOTES During Pre TQM & MTP 1 (FY 18-21)
Modified vk
Designing Design i Training Need | ‘ . ¢ _—
competency Capability 5* dentfcatin || PrOPAre ||| Tty | frAng
framework Buidling Matrix i (TNI) by Plan &g gs and s Evaluation
for for Staff superior Budget when (Exhibit
Staff(Exhibit (Exhibit during Annual finalizaton required 5.5.3.A1.3)
553A11) , | 553A12) i Appraisal | ) J

Exhibit 5.5.3. Al - Redesigned Training Process at THSL in MTP 2 (FY 22-25)

5.5.3.A1.1: Designing competency framework for Staff:

Identifying Knowledge and

Identifying Defining Subjectively

ifyi ini Designed & developed the
Knowledge and Competencies evaluating Identlf}:mlg Tra} mn;go g t £ P K
Application with [> with ED Team members [> progtlsem_iflt:-LZf;rlﬁgS . CO-mpe engy ramewor
FH & Proficiencies & GAP ©Job Learmng with detailed competency
. Application with FH &
Consultant level Evaluation Consultant for each role. Assessment

of each individual and
function against  the
competency dictionary of required current & future skill/competency was completed 100% for Staff & company
wide overall competency availability was derived for further development. (Exhibit 5.5.3.A1.1).

5.5.3.A1.2: Design Capability Building Matrix for Staff: Based on the TQM Diagnosis feedback in FY 22, THSL
further created a framework for building the target capabilities at each level and function. By using this matrix,
training program for each position has been clear and capabilities being targeted through training has been clarified.
(Exhibit 5.5.3.A1.2).

Exhibit 5.5.3.A1.1 — Competency Development Framework for Staff
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553A13 Tralnlng Eﬁectlveness 2021-2022 Framework Created Couill Dulug YUk Revision Remarks

Model: After imparting the training,
the effectiveness is also checked by
taking learning tests & manager
assessments for certain functional
workshops to measure individual
learning and also the feedback at the
end of training from the participants.
To evaluate the training effectiveness
THSL has designed an effectiveness
model of 4 level.

55.3.1.2: Introduced Skill
enhancement process for trainees

- Gurukul - Structured training to
improve the skilled level of
Operator & Trainees: THSL provided
only on-the-job training (OJT) for a
specific process to trainees. As a result,
trainees  acquired only  limited
knowledge, which did not contribute
significantly to skill enhancement. To
address this gap, we developed a
comprehensive  training  framework
aimed to enhance the skill levels of

23 Revision 2023 Ak

Added rools, TQM Programme . Competency Based program. TQM for Operator

Revision 2024 A5
Revision 2025 A\

2024
2025

Training Program added with Tstiture clange & Addition of TQM Velicle for D1 & D2.
Building Business Excellence for Selected employees.

Pasktion Leve
Leadership Development Program

Traluing Program Maiix

Functional /Technical

TQM

| Organizational

’ Advn TOM ProgrueJUSE

Senior Management Je T
(E3 above) Tata Business Excellence Management e 1 Progam
| Assessor Program) %@I‘ t
[Tooe QM
id - Senlor Drevelopmnt g per i
Mid - Senior m T ermediale
A E - WH

Management (D3L2)

[Divenity & hnicn Ewd AvanceHQE Sty  Tooks)

Dewelopment
Mid-Level (D1-D2) [wmuya:r;;:
c & Sils

|

| Basics of TQM comoepts

&ils
1

A

Exhibit 5.5.3A1.2 — Capability Building Matrix for Staff

Day First

operators, under the Gurukul program (Exhibit

5.5.3.1.2).

siep
.m
Exhibit 5.5.3.1.2— Skill Enhancement Process

5.5.3.2: Building leadership pipeline through 9-Box talent management model:

In order to build robust leadership pipeline, THSL developed “9-Box talent management model” All employees D2
and above of THSL is assessed against performance & potential by senior leadership and are plotted in the 9 Box
grid 3A -ability, agility and aspiration is assessed for identifying the potential. Hi Pot (Top 3 Boxes) improved from

45% in FY22 to 53% by FY24.

6.1 Business focus area:
6.1.1 Tangible effects:
6.1.1.1 Safety:

Chapter 6: Overall Effects

! LTIFR ( Reportable Accidents) ‘ . Safety Audit Score '
i T Y g
i z o i 93 i
i The reportable accident 19 : ,,
| occurred in FY 17is due @ % W 2 1. £ o
: to pinch of finger in the " 185 185 ¢ =
5 l/ nut runner TI’)>= 9 i Iy
21 ! - / n
g8 ! 88 i . T =
;| H i %y i | Migration from | | M
™~ COVID H i | BSCtoTSHMS || £
E H inApr23. | 050
s : . :
0 : Q-(!- SN e 0; 00 DR e O S e Lo kA Sl ek ‘ ‘: ........................... 0.00
Y17 FY18 FY19 FY20 FY21 FY22 FY23 FY24 FY25 FY17 FYI8 FY19 FY20 FY21 FY22 FY2Z3 FYHd FY2S
Pre-TQM MTP-1 MTP-2 Pre-TQM MTP-1 MTP-2
=-Target -0-Actual ~-Target -0-Actual ~o-Targe2 ~o-Actual2
Exhibit 6.1.1.1.1 - Except FY 17 the LTIFR (reportable Exhibit 6.1.1.1.2 - THSL has migrated from BSC to
accidents) are zero. TSHMS in FY 24 improving the assessment score.
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6.1.1.2 Exceed customer expectations:

. Customer Rejection ‘ [il Internal Rejection ‘
200 Y ” S
180 RS ~ | 3
60 having rero PPV G EV2S | || eriteria 143 [

140 = i

- 120 i

= 100 5

= 80 : i
60 [ covip ] 1
W0 ﬂ :

z: i) o lo 0 0 0 0 L0 i 0l0 00 00
:'I'\' 14 FY 15 FYI6 FY17 FYI$ FY19 FY20 FY21 FY22 FY23 FY24 F\'Z.; FYle Y17 FYI8 L anb] Y20 ma FY22 "1“23 Y24 FY2s
Pre-TOM MTP-1 MTP-2 Fre - TOM MTP- 1 MTP-2
=¢-Target -o-Actual ~<-Target —©-Actual
Exhibit 6.1.1.2.1 - Zero customer rejection for | Exhibit 6.1.1.2.2 - THSL consistently achieved
DICV/VECV/MTBD except for TML, action plan [| inhouse rejection target due to improvement in Lift
initiated to strengthen customer touchpoint detection || Axle and Bogie suspension assembly processes.
and prevention controls in line with revised criteria.

6.1.1.3 Business growth: Grow with TML & Grow beyond TML:

=¢-Target -e-Actual

Exhibit 6.1.1.3.1 - Overall net sales grew at 2X CAGR-
31% vs. 15% Industry CAGR.

6.1.1.4 Achieving compelling value to stake holders:

[l Net Sales " M No. of Customer Additions
%00 o B —— s R
f A Sales drop due to (] z
TiH) s delay in TML I 5 5 2
0 A |SOFGLIZSTLA. | 2551
494 - i Hbd s 483 4 o
00 - 4
S 358 354 : i |4 :
= 37 agn ! =
Z 300 el &7 382 ! 5 A
- - 1 i
- 181 >3 - 7203 i 2 2 H
H 213 199 k ! 1 H
100 ¥ i i [ covip_| i
FYI4 FYIS FYI6 FYI7 FYIS FYI19 FYZ0 FY21 FY2! FY23 FY2d FY2S FY19 Fy2o0 Fy2i Fy22 Fy23 FY24 FY25
A A =
Pre-TQM MTP-1 MIP-2 MTEA L

=<¢-Target -0-Actual

Exhibit 6.1.1.3.2 - 15 New customers added during
MTP2 for 12.5T Lift axle, Bogie, and Bus suspension
products.

’i Digital and IT Initiatives — No. of projects completed ' ESG Score 1
A s 11 120 108 107
e oViDT = z 1:
g 6 ,E\ A i : ‘
d. iy At la g e " | | [P
oj—r."_'."_"_-;l - “l' 2 2 w : change in scope
o szn‘“?. . FY21 FY22 FY23 — ;‘vu FY25 i Y19 n,m e v Y “:;. nz,
. ~=Targct -o-A\cumlA PR _—¢-Target  -e-Actual IR
Exhibit 6.1.1.4.1 - Digital & IT initiatives target met | [ Exhibit 6.1.1.4.2 - Overall ESG score target met
during MTP2 in line with THSL digital roadmap. during MTP2 except FY 24 due to change in
assessment Scope.

Exhibit 6.1.1.4.3 - Employee satisfaction score in MTP2
increased due to structured employee engagement
programs & targeted actions on low scoring pillars from
the last survey.

. Employee Satisfaction Survey Score ' . Employee Training Coverape t
- i moé a1 a9y
b {

i ; H5
! i
i - 75 i
s 0oy ‘ [0
@ H =y
LT | i
20 i
i
H
° : 1
FY17 FY19 FY21 FY25 B - B S + o
Pre-TOM MIP-1 MTP-2 FY17 FYI8  FYI® FYW  FYzl FYlz FY3d  FYM FYS
-<¢-Target -0-Actual Pre=TOM MTP-1 MIP-2

<4-Target  -o-Actual
Exhibit 6.1.1.4.4 - Employee training coverage
improved during MTP2 through targeted
competency development programs and strict
adherence to the training calendar.
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6.1.2 Intangible effects:

Enhanced strategy development and execution through policy management.

Enhanced quality culture and knowledge on TQM tools and vehicles.

Increased employee engagement & morale.

Strengthened customer & supplier relationship due to data driven problem solving and decision making.

Improved coordination and teamwork through CFM in quality, cost and operations management.

6.1.3. Organizational Capabilities Acquired:
e Enhanced systematic problem-solving and data driven decision making capabilities using statistical tools.
e THSL has significantly enhanced and developed new capabilities in planning, budgeting and executing

infrastructure projects.

These intangible benefits and capabilities have enabled THSL to win multiple accolades from customers and
industry.

Chapter 7: Future Plan
7.1. Introduction: At THSL, TQM has been the foundation of our continuous improvement journey, enabling us
towards customer satisfaction , operational excellence, and sustanable growth . However, our journey does not stop
here. As we move beyond the Deming Prize and aim for the Deming Grand Prize in FY29, we recognize that our
TQM journey must further evolve to meet future challenges in a rapidly changing CV industry. As we scale our
business in MTP3 (FY26 -FY 29) to achieve our FY 29 vision , TQM will continue to be the key enabler in achieving
following key business objectives:

7.2. Future plans for TQM practice at THSL: THSL will continue to strengthen its TQM practices through a
structured and future-focused approach to achieve excellence in TQM vehicles across all business functions.
Following activites are planned ,
¢ Reinforce policy management by integrating insights from VOC, PESTEL, SWOT, and FSM analysis into

the annual business planning framework through PDCA approach.
¢ Digitalization of TQM vehicles across all business functions.
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e Conduct advanced TQM training for leadership and cross-functional teams to strengthen problem-solving
capabilities.
e Strengthening employee engagement through Kaizen, QC Circles, and cross-functional team collaborations
to promote “Total Employee Involvement
e Benchmark against Deming Grand Prize winners and implement best practices across all functions.

Conduct annual TQM self-assessments and external audits to measure progress toward Deming Grand
readiness.

e Deploy TQM practices with THSL supply chain to achieve sustainable quality of components.
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Mirza Asif Beg

Nagarajan E

Charoen Ruengwilai

K. Suryaprakash

Masataka Nakamura
Shingo Sakagami

Jignesh Sharda

Piyachok Piyangsu

Charoen Kaowsuksai
Bheemsingh Melchisedec Dharmaraj
Richard Santoro

Norihiro Araki

Unit Head
Apollo Tyres Limited, Chennai Plant

Senior executive Director Supply Chain management,
Quality assurance and Chief - TQM Directorate
Asahi India glass Limited

Pantnagar Plant/ Hosur Unit I

Head- Operation Strategy & Business Excellence
Ashok Leyland Limited Pantnagar Plant
President

Bangkok Komatsu Company Limited

Executive Director, Foundry Division
Brakes India Private Limited

Vice President
Cataler North America Corporation

Chairman of the Board, General Manager
Cataler (Wuxi) Automotive Environment Technology Company Limited

Vice President QA, Sustainability and QBM
CEAT Limited

Senior Vice President
CPRAM Company Limited(Ladkrabang)

Senior Advisor to Executive Officer
CPRAM Company Limited, Ready to Eat Food Business

Director-Operations
Elgi Equipments Limited

Director of Quality Management
GC America Inc.

President
GC DENTAL (SUZHOU) CO., LTD.
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Uday Mahajan

N. Sai Rama Krishna
Prabhat Kumar Ghorui
Dechun Tian

Jayesh Parekh

S. Ramadoss

Ashok Sharma

Rajan Jain

Li Caifen

Jamalludin

S. Rajagopalan

J. Shankar

S. Rajkumar

Gulshan Wadhwa

S. Bala Ganesh
Jagmohan Singh Sekhon
M Sankara Narayanan
Aslam Bin Abdullah
Naveen Agarwal
Narin Chucharoen
Neeraj Chandna

B Parthipan

Tripti Srivastava
Shesh Gupta

Jerry Kuo

© The Deming Prize 2025

Vice President & National Head - Process Excellence and TQM Office
Indus Towers Limited

Vice President / Head -Iron Complex, Business Excellence & Sustainability
JSW Steel Limited, Salem Works

Executive Vice President
JSW Steel Limited, Vijayanagar Works

President
Komatsu Machinery Manufacturing (Shandong) Company Limited

Senior General Manager & Head - Quality and Business Excellence - ESP
L&T Electrical & Automation, a unit of Schneider Electric India Pvt. Ltd.

Chief Human Resources Officer(CHRO)
Lucas-TVS Limited

President
Mahindra Agri Solutions Limited

Chief Operating Officer
National Engineering Industries Limited

Board Chairman
Ocean’s King Lighting Science & Technology Company Limited

President of PT Komatsu Indonesia
PT Komatsu Indonesia

Associate Vice President - MMD-STA and TQM
Rane (Madras) Limited

Assistant General Manager (AGM)
Rane Brake Lining Limited

President
Rane Engine Valve Limited

General Manager-Corporate QA and TQM
Rane NSK Steering Systems Private Limited

General Manager-Corporate QA and TQM
Zf Rane Automotive India Private Limited (Steering Gear Division)

Executive Advisor
Reliance Industries Limited

Executive Director(Operations)
RSB Transmissions(I) Limited

Management Representative o
Sanden International Singapore Private Limited

Executive Director & COO
Sanden Vikas (India) Private Limited

Head of Productivity and Quality Excellence Council
Siam Cement Public Company Limited

Head - TQM
SRF Limited, Chemicals Business

Senior General Manager, Manufacturing Systems & Corporate TQM
Sundram Fasteners Limted

Chief, TQM & CQA
Tata Steel Limited

Unit Head
Thai Acrylic Fibre Company Limited

CQO (Chief of Quality Officer)
Unimicron Technology Corporation

(38 44)
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