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1. Answer Question ONE (COMPULSORY) and ANY other 2 questions
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QUESTION ONE

(a)Briefly explain the term Total Quality Management (TQM). (6 Marks)
(b)Discuss the importance of vendor/vendee relationship in Total Quality Management.
(10 Marks)
(c) Briefly discuss the various phases of Total quality management(TQM) evolution .
(10 Marks)

(d)Explain how service quality can be measured. (4 Marks)

QUESTION TWO
Discuss any four principles of Total Quality Management according to Deming’s and show their
contribution in the achievement of organizational objectives. (20 Marks)

QUESTION THREE
Discuss the role of quality circles in total quality management in relation to organizational
productivity. (20 Marks)

QUESTION FOUR
Discuss the various Quality costs incurred in an organization and how organizations should go about
them. (20 Marks)

QUESTION FIVE
By use of relevant examples discuss the importance of total Quality management in a business
organization. (20 Marks)



