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UNIVERSITY EXAMINATION 2015/ 2016
ORDINARY  EXAMINATION FOR THE BACHELOR OF BUSINESS  ADMINISTRATION AND MANAGEMENT
BBAM 420: QUALITY CONTROL METHODS
DATE:   APRIL 2016                                                                                    TIME: 2 HOURS                                                                                                      
INSTRUCTIONS: Answer questions ONE and any other TWO questions.

QUESTION ONE

a) Quality is very critical in any organization. 

i. Briefly define what you understand by the term quality culture. 
(2mks).

ii. What are the elements of this concept. 



(8mks).

iii. Explain the phases for developing a quality culture in an organization. (10mks).
b) Quality is the degree of which the customer expectations are met by a product or service. Explain five key dimensions of quality. 



(10mks)
QUESTION TWO.

a. Discuss the main principles of total quality management by giving examples. (8mks)
b. In order for the customer to be satisfied with a service they must specify what they need in a service. Briefly explain six aspects of specification. 
 
(12mks)
 QUESTION THREE.
a) A leader in an organization must support quality initiatives, without which, total quality will always remain elusive in the organization.  Discuss the leadership characteristics necessary to drive an effective Quality Management  implementation in an organization.







(15 marks) 
      b)   Highlight  the role of the following in sustaining quality practices. 
(5 marks)

i. Government

ii. Customers

iii. Civil society

iv. Employees

v. Management

 QUESTION FOUR.

a) ISO 9001:2008 is one of the quality management standards mostly impressed in many Kenyan institutions. Highlight some of the challenges you will encounter in the implementation of this standard in your organization.   

(10mks)
b) Edward Deming is considered the father of quality management. Discuss his contributions to quality management practices today.


( 10 marks)

