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ABSTRACT 
 
Superking tyres a leading tyre manufacturer in Sahibabad, was facing increasing tyre 
tyre rejection and increasing production costs. This was primarily on account of the 
traditional quality control method followed by the company. 
 In the year 2014, the company decided to implement TQM through a 3 stage process 
by reducing rejection rates, appointing Internal auditors and improving consumer 
satisfaction. 
 
All the three stages together ensured increased profitability for the company from 
2013 to 2015 and thus my Reearch Question is ”How significant has the introduction 
of Total Quality Management been in Superking tyres ltd. to improve their 
profitability ?” 
 
I analysed the effectiveness of TQM using tools such as Lewin’s force field analysis 
amd SWOT analysis which further enabled me to conclude that the implementation 
of TQM was a favourable decision for the company. 
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Introduction 
 
Superking tyres ltd. was established in the year 1982 at Sahibabad, with a small 
venture for making Implement Tyres and tubes. Gradually, with the help of 
technological advancements, high quality  materials and latest machinery, 
SUPERKING started growing. Now, it produces Tyres and tubes for various 
applications such as Two wheelrs, Cars, Van, Jeep, Utility vehicles, Go Kart,etc. It 
has developed markets not only in India but globally too. It is exporting tyres to USA, 
Germany, Poland, Turkey, Mala.ysia, etc. Superking boasts of many awards with the 
major ones being the CAPEXIL export award for five consecutive years (2011-2015) 
and the AIRIA product award.1 
 
While new firms are emerging fast the competition is tough as ever. Superking tyres 
had been facing reduced profits and decreasing sales for 3 consucutive years so they 
decided to implement total quality management as a strategy in the year 2014, to 
overcome the losses and to find leaks in the firm’s operation process. 2 
 
Total Quality Management can be defined as “The continuous process of reducing or 
eliminating errors in manufacturing, streamlining supply chain management, 
improving the customer experience and ensuring that employees are up-to-speed with 
their training.”3 Total quality management aims to hold all parties involved in the 
production process as accountable for the overall quality of the final product or 
service. The strategy stated above can be best exemplified through the essay on 
Superking tyres ltd. 
 
Superking tyres thus created a three step plan under TQM to improve their 
performance as well as profitability. The three steps are as given below  

1.​ Reducing the rejection rate of tyres  
2.​ Appointing internal auditors  
3.​ Improving consumer satisfaction levels  

 
These 3 measures played a major role in impacting the profitability and sales at 
Superking Tyres. Thus, through this essay I aim to answer the question ”How 
significant has the introduction of Total Quality Management been in Superking tyres 
ltd. to improve their profitability ?” 
 

3 "Total Quality Management (TQM) Definition | Investopedia." Investopedia. 
2010. Web. 15 Jan. 2016.  
 

2 Appendix 7: Interview With Mr. Arun Seghal on Changes made to quality 
control process. 
 

1 "Agricultural Tractor Tyres Supplier,Agricultural Tractor Tyres 
Exporter,Delhi." Agricultural Tractor Tyres Supplier,Agricultural Tractor Tyres 
Exporter,Delhi. Web. 22 Nov. 2015.  
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Each of the 3 measures stated above have been analyzed below in much details of 
both the pre and post TQM period to understand the effectiveness of each of the 
measures. 
 
 
1.Reduction In rejection rates 
 
Prior to the Implementation of TQM4, Superking followed the traditional quality 
control5 methods. This would mean that the company had an appointed quality 
control inspector who would check the quality of the products at the end of the 
production process and if the quality standards were not met, he would reject the 
entire lot of tyres.  
The quality parameters for tyres were predecided and available with the quality 
inspector alone and not shared with the employees engaged in production.  
 
The acceptable quality norms for the tyres were as follows : 
 
Tyre weight - 6 kg with an allowed standard deviation of ±0.2  
Tread weight - 3.3 kg with a standard deviation of ±0.1 
Tyre width - 260 mm with a standard deviation of ±0.56 
 
If the lot of tyres did not meet the above specifications then the entire lot would be 
rejected by the QC inspector. This not only resulted in huge losses to the company but 
also impacted the motivation levels of the employees at the shop floor negatively.  
 
However, post Implementation of TQM in 2014, there was a major revamp to the 
entire process of quality check on the shop floor. Now all the employees at the shop 
floor were made aware of the quality requirements and trained to conduct quality 
checks at the beginning, in the middle and at the end of the production process. 7 
 
There were certain other changes also made to the process of quality checks 
conducted in order to reduce the rejection rates of tyres as given below:  
 

●​ Introduction of separate two roll mills 8– before the implementation of 
TQM a common two roll mill was used for every compound of tyre which led 

8 Appendix 7: Interview With Mr. Arun Seghal on Changes made to quality 
control process 
 

7 Appendix 7: Interview With Mr. Arun Seghal on Changes made to quality 
control process 
 

6 Appendix 10: Quality Control Cards introduced by Superking 
 

5 Hoang, Paul. "Quality Control." Business and Management. 3rd ed. Victoria, 
Australia: IBID, 2014. 496. Print. 
 

4 Hoang, Paul. "Total Quality Management." Business and Management. 3rd ed. 
Victoria, Australia: IBID, 2014. 501. Print. 
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to mix ups between different compounds of tyres and it was noticed that tyres 
of 444 compound were present in the 408 compound tyres and thus these tyres 
were rejected by the QC inspector. There was no clear process of seggregation 
of compounds followed.  
 
However, after the addition of new two roll mils, post implementation of 
TQM the mix ups were no more taking place as separate two roll mills were 
used for every compound of tyres.  
 
 

●​ Different colour indication for every tyre tread9 – before the 
implemenattion of TQM all the treads were kept together without any 
indication about the casing compound of the tyre tread, this lead to wrong tyre 
treads being used in the tyre.  
 
However, post TQM they decided to give colour coding to each type of tyre 
and these were kept according to their colour codings. This helped reduce the 
mix-ups between tyre treads thereby reducing the scrap. 
 

●​ Quality Control Cards 10– Control cards were introduced post TQM at every 
step of the production process in order to ensure that the tyre matches the 
required standards. Only if the tyre matches the required standards is it 
allowed to move ahead to the next step of production11. This helped bring 
down the rejections of products at end stage drastically.12 
 

●​ Cut Tyre Analysis 13– It was discovevered that superking was shipping tyres 
with higher weights than required, this lead to increased costs as more 
material was being used and thus reducing profits.After the implementation of 
TQM they introduced a system called the cut tyre analysis which allows them 
to check the weight of the tyre before it is packed and shipped. This ensure 
that the tyre was made of best quality with the least material used, thus 
reducing costs. 
 

13 Appendix 7: Interview With Mr. Arun Seghal on Changes made to quality 
control process 
 

12 Appendix 4: Objectives and Targets Document 
 

11 Hoang, Paul. "Production." Business and Management. 3rd ed. Victoria, 
Australia: IBID, 2014. 478+. Print. 
 

10 Appendix 8: Quality Control Cards introduced by Superking 
 

9 Appendix 7: Interview With Mr. Arun Seghal on Changes made to quality 
control process 
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●​ New Cloth sheets 14- Cloth sheets of non-corrosive metals have now been 
implemented on the floor to keep the tyres from trapping lesser dust, thus 
improving their quality and durability. Earlier there was no layer of protection 
from ground and the tyres were directly in contact with the dust particles on 
the ground which took a toll on their quality. 
 

●​ 3D Tyre Inspection Laser 15– Before the implementation of TQM the 
dimension of the width were checked manually just to get a general idea of 
the tyres specifications just by touching it. This wasn’t very accurate and it 
took a lot of time for the employees to perform this task on each and every 
piece of tyre so post the implemenattion of TQM superking installed 3D 
Inspection lasers to keep track of the tyre specification. The 3D vision system 
uses software to search for light-to-dark transitions created by the laser line as 
it scans the object. A 3D image is created from combining the results of 
determining the width and height of the laser line as it scans the object, using 
smart 3D vision systems to inspect tires during the component preparation, 
tire assembly, and the finishing processes ensures the quality and consistency 
of the finished tire. 

 
●​ Introduction of Process Flow Charts 16– Post TQM, process flow charts 

were introduced to streamline the quality checking process. A process flow 
chart was stuck on every stage of the production process so that the employees 
know what they are supposed to do. They follow the Bureau of Indian 
standards (BIS) section 6317. This standard is now available with every 
employee so that they can check the quality requirements at every stage of 
production and if found deviating from the same, they have now been 
authorized to raise an alarm and then reject the same. This has helped in 
reducing the costs drastically as it is better to reject products during the 
process instead of post the completion of the entire process due to the value 
addition being made to the product. 18 

 
Superking tyres thus now moved from the traditional quality control systems 
to quality assurance by following the desired BIS standards and by involving 
and engaging workers at all stages of production slowly had a successful 
transition to the process of TQM . This in turn resulted in improved 
motivation of workforce as well. 

 

18 Appendix 7: Interview With Mr. Arun Seghal on Changes made to quality 
control process 
 

17 Appendix 3: ISO Certification Document 
 

16 Appendix 7: Appendix 9: PROCESS FLOW CHART 
 

15 Appendix 8: A picture of The 3D laser system used by Superking 
 

14 Appendix 7: Interview With Mr. Arun Seghal on Changes made to quality 
control process 
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Post implementation of the above changes, it is now clearly seen that the rejection 
rates which were as high as 6.2% in 2013 have now come down to 1.10% in 2015 as 
depicted in the graph below.19 
 
FIGURE 1 
 

Reduction in Rejection Rate Graph20 
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2. Appointing Internal Auditors and Introduction of Weekly And Qauterly      
Meetings 
 

●​ Review of objectives and targets with individual employees  
 
Setting objectives towards the achievement of targets is a standard practice 
followed by any organization.   
 
Superking too followed the practice of setting objectives and targets for their 
employees since the beginning and they expected their employees to achieve 
the targets.  
An objective and targets document was created for this purpose21 and the 
supervisor would note the progress of an employee towards acheivement of 

21 Appendix 4: Objectives and Targets Document 

20 Appendix 4: Objectives and Targets Document 
 

19 Appendix 4: Objectives and Targets Document 
 

9 
 



AAGMAN DEWAN 
 

the target on that sheet. However this document just served the purpose of 
record keeping and was never reviewed with the employees. The employees 
thus never got to know the mistakes and areas that called for an improvement. 
  
Post implementation of TQM, this document is reviewed by the supervisor on 
a monthly basis with the individual employees. This has improved the 
employees motivation as earlier when the products were rejected the 
employees did not get any feedback on what they were doing wrong, thus 
leaving them demotivated but now after the review meeting with the 
employees they know what to improve upon and  so they feel motivated. 
 
Also, If the employees achieve their targets their names are posted on the 
office board for recognition as best employee and by doing this the employee 
motivation has improved drastically which inturn has helped improved the 
quality of production as well. This proves Herzberg’s motivational theory22 
which clearly states that when ‘motivators’ such as recongition are met in an 
organization, the employee is further motivated to perform to his best ability. 
This increases their productivity23 and efficiency which can be clearly seen 
through the increase in production graph drawn below. 

 
 
FIGURE 2 

 
Increase In Production Graph24 
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24 Appendix 4: Objectives and Targets Document 
 

23 Hoang, Paul. "Productivity." Business and Management. 3rd ed. Victoria, 
Australia: IBID, 2014. 478. Print. 
 

22 Hoang, Paul. "Herzberg." Business and Management. 3rd ed. Victoria, 
Australia: IBID, 2014. 176. Print. 
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As is clearly seen from the graph , the production figures increased from 135 units to 
325 units from the year 2013-14 to 2015-16 clearly indicating an increase in 
productive efficiency post implementation of TQM in 2014. 
 

●​ Management review meeting initiated 25: A management review meeting 
(MRM) has been initiated post TQM. It is held every 4 months where all 
members of the management review committee get together to discuss the 
planned agenda of the business. The general agenda of MRM meetings are as 
follows:26 

a.​ Follow up action from previous review meeting 
b.​ Review of internal audit reports 
c.​ Customer feedback and complaints 
d.​ Process performance and product conformity 
e.​ Status of preventive and corrective actions 
f.​ Change that could affect the quality management system 
g.​ Recommendation for improvement 
h.​ Quality policy and objectives 
i.​ Resource requirement 
j.​ Other business points. 

 
 
 

3.​ Consumer Satisfaction 
 

Edwards Deming who is known as the father of  modern quality movement once said 
reducing variation and improving quality is a never-ending cycle of design, 
production and delivery, followed by surveying customers and then starting all over 
again. 27 
 
Superking tyres is an ISO certified company. Being an ISO certified company is 
definitely an added advantage to any business. The following are some of the 
advantages to a business by being ISO certified : 

Some of the benefits to your organization:28 

28 "ISO 9001 - Benefits of ISO 9001certification, ISO Accreditation." ISO 9001 - 
Benefits of ISO 9001certification, ISO Accreditation. Web. 13 Feb. 2016.  

27 "Total Quality Management." Web. 22 Dec. 2015.  
 

26 Appendix 2: Extracts from Management review meeting document 
 

25 Appendix 2: Extracts from Management review meeting document 
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●​ Provides senior management with an efficient management process 
●​ Sets out areas of responsibility across the organization 
●​ Mandatory if you want to tender for some public sector work 
●​ Communicates a positive message to staff and customers 
●​ Identifies and encourages more efficient and time saving processes 
●​ Highlights deficiencies 
●​ Reduces your costs 
●​ Provides continuous assessment and improvement 
●​ Marketing opportunities 

Some of the benefits to your customers: 

●​ Improved quality and service 
●​ Delivery on time 
●​ Right first time attitude 
●​ Fewer returned products and complaints 
●​ Independent audit demonstrates commitment to quality 

Being an ISO certified company29 it is mandatory for Superking to use customer 
feedback forms 30as it is one of ISO’s requirements. Though Superking focussed 
towards improving their quality processes, they gave very little importance to aspects 
of customer satisfaction earlier. 31 
 
However, post TQM, the importance of customer satisfaction was emphasized at the 
company and strict measures were taken towards improving the same. Some of the 
measurs taken in this direction were as follows : 

●​ Hiring a proffesional tele-marketer 32– prior to the implementation of TQM 
customers complained that their calls went unattended, some complained that 
the staff was very rude and misbehaved over the phone. However after  hiring 
the tele-marketer all the consumer complaints were recorded and were 
reported and responded in a day’s time. This played a major role in increasing 
consumer satisfaction. 

●​ Introduction of support services 33– Post TQM, dedicated personnel have 
been deputed to provide all the necessary support post sale of products. The 

33 Appendix 7: Interview With Mr. Arun Seghal on Changes made to quality 
control process 
 
 

32 Appendix 7: Interview With Mr. Arun Seghal on Changes made to quality 
control process 
 

31 Appendix 7: Interview With Mr. Arun Seghal on Changes made to quality 
control process 
 

30 Appendix 6: Customer Feedback Forms 
 

29 Appendix 3: ISO Certification Document 
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customer thus now has a dedicated department to approach in the event of any 
complaints. Quick resolution of complaints has helped improve the 
relationship between the company and the customers and this inturn has 
improved the customer loyalty as well.  

 
With all these changes in the employees mindset and the structural changes brought 
into the organization, the customers are much more satisfied with the firm than before 
and this is clearly reflected in the positive customer feedback that is received from 
customers post implementation of TQM.  
 
Below is a table that clearly depicts the increased consumer satisfaction levels from 
2013 to 2014 ie Pre to post TQM period. 
 
A comparsion of customer feedback forms received by Superking tyres by the 
same consumer for 2013-15 
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In 2013 the feedback from anad tyres was mostly ranging from good to very good, 
however post TQM in 2014 from the same consumer , we can clearly see that most of 
the criterions were ranging between very good to excellent. Increase in consumer 
satisfaction levels since the implementation of TQM can be clearlty seen in the above 
comparative table. 
 
Thus the 3 major measures adopted by company post TQM thus resulted in improved 
profitability for the company as depicted in the table and graph graph : 
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FIGURE 334 
                      PROFITABILITY TABLE FROM 2013-2015 
 

YEAR PROFITS ( in RS. ) 

 
2013 

 
2,300,140 

 
2014 

 
3,243,860 

 
2015 

 
4,612,754 

 
 
 
 
 
 
​
 
 

 
 
Thus as is clearly seen from above graph the profitability at superkings registered a 
significant increase post implementation of TQM from Rs. 2,300,140 to Rs. 
4,612,754. This clearly indicates that this step taken by the company yielded 
profitable results. 
 
 
In order to further guage the effectiveness of the strategy to implememt TQM at 
Superking tyres ltd. I used Lewin’s force field analysis to determine the driving and 
restraining forces for this change. 

34 Appendix 1: Profit and Loss statement 
15 
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Lewin’s Force Field Analysis 

As is clear from the above analysis the driving forces are largely in favour of 
implementation of TQM. 
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I further conducted a SWOT analysis to understand the strengths and weaknesses that 
are currently prevalent in the company post implementation of TQM and also to 
understand the opportunities and threats that are likely in future, to arrive at a 
conclusion on whether implementation of TQM at Superking tyres was indeed 
beneficial for the company. 
 
S.W.O.T ANALYSIS 
 
Strengths 

●​ Superking is an established brand name in the domestic market so it has an 
edge over it’s new competitors. 

●​ Latest technology is used by Superking to ensure efficient production process. 
●​ Efficient and qualified managers 
●​ Efficient and productive labour force 

Weaknesses 
 

●​ High cost of raw material such as rubber and crude oil 
●​ Lesser sales promotion activities as compared to competitors 

Opportunities 
●​ The automobile industry is growing with time in India so an increase in sales 

is expected. 
●​ Increase in income level 
●​ Focus from the government in improving the road infrastructure 
●​ Increase in income level 
●​ Rising living standard 
●​ Women drivers have increased 
●​ Rising rural demand 
●​ Rise in the working and middle class income. 

Threats 
●​ Continuous increase in price of rubber, rubber accounts for one third of total 

raw material costs. 
●​ Cheaper imports of Tyres, especially from China, selling at very low prices, 

havebeen a challenge for Superking.  
●​ China now constitutes around 5% of market share. 
●​ High Inflation rate. 
●​ Smaller players that do not fulfil international standards 
●​ Lower GDP rate 
●​ High raw material costs have become a burden on the firm as they cannot 

pass on the entire cost on the consumer due to the highly competitive nature 
of the industry. 

 

Conclusion 
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Through this essay I tries to analyze”How significant has the introduction of Total 
Quality Management been in Superking tyres ltd. to improve their profitability?”   
by outlining the impact total quality management has had on Superking tyres 
profitability. 
 
The Introduction of TQM can be a right decision only if it is implemented at the exact 
time when the business needs it. As we know TQM is a costly method because major 
changes to the production processes are required, these are costs to the business and if 
TQM did not work for Superking it would have been a very costly decision for them 
leaving them in huge losses. Therefore, proper implementation of TQM was 
necessary for Superking. The Introduction of TQM cost a lot of money to Superking. 
This extra overhead cost might have distorted their cash flow if the strategy did not 
work as planned. The money used in the implementation of TQM could have been 
used for other purposes, which might have proved to be more profitable for 
Superking.  
 
In terms of risk factor, implementing TQM was a risky decision as it was very costly 
and if the strategies used under TQM failed Superking would maybe have to cut 
down on their operation, they might have lost their market position, they might not 
even have the money for the daily expenses if TQM failed. 
 
Through this report, I tried to evaluate the effectiveness of TQM at Superking by 
analyzing the 3 major measures taken by the business in this direction to improve 
profitability. I analyzed the measure under the heads of reduction in rejection rate, 
appointment of internal auditors, and increase in consumer satisfaction. The analysis 
clearly revealed that the rejection rate fell from 6.2% to 1.1%, production increased 
from 135 units to 325 units and consumer satisfaction registered a significant 
improvement. 
 
I analyzed each aspect under TQM namely reduction in rejection rate, appointment of 
internal auditors, and increase in consumer satisfaction. The analysis clearly revealed 
that the rejection rate fell from 6.2% to 1.1%, production increased from 135 units to 
325 units and consumer satisfaction registered a significant improvement. The 
strategy to implement TQM was very beneficial for the company and resulted in 
increase profitability from Rs. 2,300,140 in 2013 to Rs. 4,612,754, which is a 
remarkable increase of 100.542%. 
 
To further attest the facts, I also used tools such as Lewin’s force field analysis and 
SWOT to arrive at a final conclusion. Post analysis of the tools, I can definitely 
conclude that this decision to implement TQM was a profitable one for Superking 
tyres. 
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Appendices 
 
Appendix 1: Financial Data of Superking tyres 
 

PROFIT And LOSS Statement for 2013 
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PROFIT And LOSS Statement for 2014 
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PROFIT And LOSS Statement for 2015 
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Objectives and Targets Document for year 2013-14 
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Objectives and Targets Document for year 2014-15 
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Feedback Received From Anand Tyres in 2014 
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Feedback Received From Dalce Tyres in 2015 
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Feedback Received From Anand Tyres in 2013 
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Appendix 7: Interview With Mr. Arun Seghal on Changes made to quality 
control process 

 
 

1.​ What were the problems that Superking was facing back till 2013? 
 
Superking was facing high rejection rates, these were much higher than it’s 
competitors. Consumer satisfaction was another issue that Superking was 
dealing with as most of our customers were not satisfied with our service even 
though they were satisfied with the product. The costs were increasing with 
each passing month but there was no improvement in profits. 
 

2.​ Since a huge amount of tyres were being rejected did you take any 
measure to reduce these? 
 
The organization in 2014 decided to implement TQM in order to improve the 
quality of the production process. The majoe steps taken to reduce Rejection 
rates were: 

●​ Separate two roll mills were bought to avoid mix ups between the 
various compound of tyres 

●​ Quality control cards were introduced in order to check idf the quality 
standards were being met or not. 

●​ Cut Tyre analysis method was introduced to ensure that all the tyres 
were upto their spesification. 

●​ New tyre friendly cloth sheets were used in order prevent tyres from 
dust particles. 
 

3.​ How did Superking work on increasing it’s consumer satisfaction? 
 
Prior to the implementation of TQM little or no importance was given to 
consumers by superking. Consumer satisfaction is a firm’s utmost priority in 
order to ensure that the customers becomes loyal to them. To increase 
consumer satisfaction Superking tyres hired a proffesional tele-marketer who 
was responsible for recording every customers complaint and making sure 
that their querries and complaints were taken care of. 
We also introduced support services post the sale of the product which gave 
an indication to the consumers that Superking was confident about the quality 
of the product they were selling. 
 

4.​ What were the necessary steps Superking took in order to increase 
employee motivation? 
 
Prior to the Implementation employees were not much aware of the quality 
standards required by the company and when their products got rejected, there 
was no information provided by the quality inspector as to why the product 
was rejected. Now post the implementation of TQM all the quality standards 
were shared with the employees and were given the right to reject their 
products by themselves. This saved us money as the product was rejected by 
the employees in the middle of the production process instead of being 
rejected once the product was finished and this improved the employees 
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motivation as now they new what they were doing wrong. Superking also 
distributed stuck process flow charts near the various production processes so 
that the employees could have a look at them whenever in doubt. This saved 
time and increased employee motivation as rather than going to the quality 
inspector to discuss their problems employees could now refer to the process 
flow chart themselves  
 

5.​ Has the implementation of TQM been profitable for Superking? 
 
Prior to implementation of TQM in 2014 the company’s profitability was much 
below the expected levels. and a dip in sales till 2012. Since the implementation 
of TQM Superking has been noticing reducing rejection rates every year. This 
has led to lowers  costs for the organization, thus increasing the amount of 
profits earned by the organization. The profit and loss statement of Superking 
very evidently proves that the implementation  of TQM has increased profits by 
a huge margin and thus it was a very profitable decision. 
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Appendix 8: A picture of The 3D laser system used by Superking 
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Appendix 9: PROCESS FLOW CHART 
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Appendix 10: Quality Control Cards introduced by Superking 
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