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QUESTION ONE
a) Leadership is one major determinant of successful TQM. Explain any TEN characteristics that

a quality leader must demonstrate. (5 marks)
b) What do you understand by KAIZEN? Explain the wastes that Kaizen intends to eliminate.

(9 marks)
¢) With an aid of diagram explain how PDCA (SDC) cycle can be used to achieve continuous
improvement within an organization. ) . o (8 marks)
d) As a quality manager who expects top management to allocate resources for quality
improvement, explain any 10 importance of quality to convince them. (8 marks)
QUESTION TWO
a) Discuss the key concepts of Business Process Reengineering (BPR) (14 marks)
b) Define quality council and explain the duties that duties that quality council performs.

(6 marks)
QUESTION THREE
a) Highlight the key clements of 6 Sigma total quality model. (12 marks)
ii) Highlight the Deming’s set of ‘Deadly Diseases’ which can hamstring any organization’s
attempts to become world class. (8 marks)
QUESTION FOUR
a) Discuss the benchmarking process, the steps involved and the various examples of
organization benchmarking? (12 marks)
b) TQM continues to face obstacles in a dynamic environment. Explain FOUR of these
challenges? (8 marks)
QUESTION FIVE
a) Cost of quality can either be internal factors cost or external factor costs. Explain any FIE
components of each. (12 marks)

b) Supporting an organization’s aims and objectives, an 1ISO 9001 QMS documents the

processes. procedures, and responsibilities for achieving quality policies and objectives.

Highlight the seven quality management principles as advocated by the ISO 9001 :2015 standard.
(8 marks)




