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Riara School of Business
Nurturing business innovators
JANUARY- APRIL 2024 SEMESTER
EXAMINATION FOR DIPLOMA IN BUSINESS MANAGEMENT

DAY PROGRAMME

RBM 029: TOTAL QUALITY MANAGEMENT


DATE:  11TH APRIL 2024                                                                                                                                           TIME: 2 HOURS
					
GENERAL INSTRUCTIONS: 
Students are NOT permitted to write on the examination paper during reading time. 
This is a closed book examination. Text book/Reference books/notes are not permitted. 
SPECIAL INSTRUCTIONS 
1. Write your REGISTRATION NO. Clearly on the answer booklet(s). 
2. Answer Question One and ANY other TWO questions.
3. Questions in all sections should be answered in answer booklet(s) 
4. PLEASE start the answer to EACH question on a NEW PAGE.
5. For the questions, write the number of the question on the answer booklet(s) in the order you answered.
6. Write on both sides of each leaf and indicate number of each question at the top of each page.
7. Write the answers in a paragraph form unless stated otherwise. 
8. Marks allocated to each question are shown at the end of the question. 
9. All rough work must be done on the answer booklet and crossed through!
10. Use supplementary pages only when you have exhausted those in this book
11. Fasten the supplementary pages to the inside back cover of this booklet


QUESTION ONE: COMPULSORY (30MKS)
a) Quality means different to different people. Describe the meanings of quality in the following perspectives.									           (8 marks)
i. Customer-Based 
ii. Manufacturing-Based 
iii. Product-Based
iv. Value-Based 
b) Explain THREE reasons that lead to incidences of TQM failing to solve companies’           problems.     									           (6 marks) 
c) Expound on FIVE roles and responsibilities of leaders in TQM		          (10 marks)
d) Tom Peters believes that, as the effective leader walks, at least 3 major activities are happening. Give details of the activities. 					                                     (6 marks)

QUESTION TWO
a) Explain the SEVEN steps to strategic Quality Planning.			           (14 marks)

b) Discuss FOUR improvement strategies in TQM				            (6 marks)


QUESTION THREE
a) Define Cost of quality.								(2 marks)

b) Expound with examples what is entailed in the defined costs above			(8 marks)

c) Discuss FIVE elements of customer Service.                                  			(10 marks)


QUESTION FOUR
a) [bookmark: _GoBack]Describe any FIVE types of wastes in a work place 		      			(10 marks)
b) Explain FIVE principles of ISO 9000 that are integral to almost every business.    (10 marks)
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