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INSTRUCTIONS TO CANDIDATES
Answer Question ONE (compulsory) and ANY OTHER THREE questions 
Question one carries 25 marks and the rest 15 marks each






EXAMINATION CHEATING IS A CRIME


[bookmark: _GoBack]QUESTION ONE 
Explain how organizations can use these dimensions for strategic competitiveness. (5Marks)
b) Explain and give examples of each of the major categories of quality costs. (5Marks)
c) State functions of management that must be integrated with the quality function to give valuable complementary.    								(5Marks)
d) Outline the benefits that an organization derives from adopting the principle of TQM (5Marks)
e) Outline and describe the key steps in the benchmarking process (6Marks)

QUESTION TWO
(a ) Explain five advantages of Total Quality.                 (10 marks) 
B ) Explain the main problem of not implementing Total Quality man agent    (10 Marks)

QUESTION THREE
a) The main issue in building customer satisfaction is to acquire satisfied customers. Discuss any six methods that can be used to identify customer satisfaction. (10 Marks)
b) b) Explain any five determinants of product quality (10 Marks)

QUESTION FOUR
a) Giving appropriate examples analyses any four the perspectives of quality according to Garvin (1984) 									(10 Marks)
b) Discuss the categories of quality costs and state two types of cost in each category. 												        (10Marks)

QUESTION FIVE
a) A newly established firm is planning to implement a total quality process and approaches you for advice. Explain the steps that they should follow to successfully implement the programme. (10 Marks)
b) Outline the importance of using quality circles in quality improvement initiatives.
(10 marks)
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