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INSTRUCTIONS  

Answer Question ONE (Compulsory) and any other TWO Questions. 

 

 

QUESTION ONE 

 

a) Discuss the perspectives of quality.       (12 marks) 

b) Discuss Service dimensions of quality.                 (10 marks) 

c) Discuss the benefits of becoming ISO certified organization.  (8 marks) 

 

QUESTION TWO 

(a) Discuss the drawbacks of benchmarking.          (10 marks) 

(b) Discuss the benefits of BPR (Business Process Re-engineering).       (10 marks) 

 

QUESTION THREE 

(a) Discuss briefly the features of effective teams.        (10 marks)  

(b) Discuss the importance of quality.          (10 marks) 
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QUESTION FOUR 

(a) Briefly highlight why teams fail in an organization.     (12 marks) 

(b) Discuss FOUR way to promote quality circles.       (8 marks) 

 

QUESTION FIVE  

Discuss the quality tools used in an organization you are familiar with ?.  (20 marks) 

 

 

 

 

 


