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1. Answer question ONE (compulsory) and any other THREE 
1. Question one carries 25 marks
1. All other questions carry 15 marks
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QUESTION 1
a) Discuss the contributions of the following theorists and practitioners to quality management:-
i. Deming                                                                                              (2marks)
ii. Crosby                                                                                               (2marks)
iii. Juran                                                                                                  (2marks)
iv. Shigeo Shingo                                                                                  (2marks)
b) Define and explain business process reengineering and its relevance to total quality management                                                                                             (7marks)
c) [bookmark: _GoBack]Explain the philosophy behind continuous improvement                      (10marks)

QUESTION 2
How does quality contribute to the attainment of organizations competitive advantage                                                                                                                   (15marks)
QUESTION 3
a) What are the costs associated with product liability                                 (7marks)
b) Define and explain the concept of product benchmarking                      (8marks)
QUESTION 4
a) Briefly explain the principles in culture that are key to quality management system implementation and maintenance.                                                  (7marks)
b) Teamwork is one of the principles of TQM. Outline situations appropriate for team building.                                                                                                        (8marks)
QUESTION 5
a) Explain the barriers to quality management in an organization              (8marks)
b) Define product liability                                                                                          (2marks)
c) Describe the concept of customer service in an organization                  (5marks)
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