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QUESTION ONE

a) Give detailed account of benchmarking process and highlight the key reasons for organization
benchmarking. (8 marks)

a) Assume you have been hired to spearhead change in an organization aimed at improving the
quality of an organizations products. Discuss some reasons as to why employees would resist the
changes you propose to introduce and show what you would do to overcome this resistance and

achieve your change objective. (8 marks)

¢) Discuss the current benefits and drawbacks that face the implementing of Total Quality

Management in modern organizations. (10 marks)

d) Quality is an attitude. The attitude is what differentiates between excellence and meritocracy.
(4 marks)

QUESTION TWO

a) Customer deserves better customer service. Explain who a customer is and how we can make

customer care better. (8 marks)

b) Identify a product in the Kenyan market and apply the dimensions of quality associated with

this product. ' (12 marks)

QUESTION THREE

a) Highlight how motivation entrenches the culture of quality (8 marks)

b) Taguchi’s quality loss function is a Total Quality Management tool for improving quality of

manufactured goods. Explain what it entails. (12 marks)

QUESTION FOUR

a) Quality Management guru, Edward Deming, advocated for a total transformation of
management practice. He famously saw management as the root cause of 80% of an
organization’s problems. Discuss Deming’s 14 principles required for the transformation of

traditional management of any type of organization. (15 marks)

b) Describe the roles of top management in TQM process. (5 marks)
QUESTION FIVE

a) State and explain the challenges and benefits experienced by organizations in their quest to
achieve ISO certification. (10 marks)

b) Quality benefits of teamwork. Explain how working in a team is an inseparable part of Total
Quality environment (10 marks)




