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INSTRUCTIONS

1. Answer QUESTION ONE and any other TWO questions

2. Candidates are advised not to write on the question paper



QUESTION ONE

A. Jaramogi University has been struggling with quality management with regards to the
procurement processes. The management has thought it wise to benchmark with another
organization. Advice the management on how to go about the process. (20 marks)

B. Discuss five circumstances under which a quality team may decide to use the fishbone
diagram in managing quality. ( 10 marks)

QUESTION TWO

A. Superloaf bread company recorded a market share reduction in their stronghold areas. The
management feels that the reduction could be a result quality reduction. Advice the management
why it would be important to consider quality audit. ( 10 marks)

B. Describe the “Juran’s Quality Trilogy” for quality management.(10 marks)

QUESTION THREE

A. Discuss the steps of conducting Statistical Process Control.( 15 marks)

B. Briefly describe Deming’s contribution to quality management with respect to Tolerance
Limits. ( 5 marks)

QUESTION FOUR

A. Describe the Deming’s PDCA Cycle of quality management. ( 10 marks)

B. Total Employee Involvement is one of the TQM principles, explain how an organization
can implement this principle. ( 10 marks)

QUESTION FIVE

A. For an organization that practice TQM, prevention costs will typically comprise the highest
percentage of total quality costs. Elaborate on this statement and explain the areas of expenses
under prevention. (15 marks)

B. Explain five benefits that a company focusing on Total Quality Management would enjoy.
( 5 marks)


