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SPECIAL INSTRUCTIONS 
1. Write your REGISTRATION NO. Clearly on the answer booklet(s). 
1. Answer Question One and ANY other TWO questions.
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1. PLEASE start the answer to EACH question on a NEW PAGE.
1. For the questions, write the number of the question on the answer booklet(s) in the order you answered.
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1. Marks allocated to each question are shown at the end of the question. 
1. All rough work must be done on the answer booklet and crossed through!
1. Use supplementary pages only when you have exhausted those in this book
1. Fasten the supplementary pages to the inside back cover of this booklet
 
QUESTION ONE (COMPULSORY 30 marks)
Kibo Electronics Ltd., a mid-sized manufacturer of consumer electronics in Kenya, has been facing increasing customer complaints about product defects. The company has built a strong reputation for affordability, but recently, product returns, warranty claims, and negative customer feedback have been on the rise.
Senior management has observed that production costs are increasing, yet profit margins are shrinking. Despite ongoing investments in inspections and quality checks, the company continues to experience high levels of defective products, leading to increased costs and declining customer confidence.
The Quality Cost Dilemma
An internal report revealed that the company is incurring significant costs related to quality issues, but these costs are not systematically tracked or categorized. Management suspects that a large portion of resources is being spent on fixing mistakes rather than preventing them.
A new Quality Manager has been brought in to analyze the situation and propose solutions. However, the management team is divided—some believe investing more in inspections will help, while others argue that a different approach is needed.
Key Issues
1. Unclear Cost Structure – The company lacks a clear understanding of how much it is spending on quality-related activities.
2. High Product Defect Rates – Despite investing in inspections, the defect rate remains high.
3. Customer Complaints – A growing number of customers are dissatisfied with product quality, affecting brand reputation.
4. Budget Concerns – Management is hesitant to approve additional spending on quality improvement programs without a clear cost-benefit analysis.
The new Quality Manager must present a strategy to address these issues. However, there are concerns about how to balance quality improvement with cost efficiency and how to effectively measure quality costs within the organization.
a) Explain how TQM principles can help minimize quality costs without compromising product quality? 								(10 marks)
b) What challenges do organizations face in implementing a quality cost measurement system?									(10 marks)
c) Discuss the enablers of Business Process Reengineering in the manufacturing sector.										(10 marks)
QUESTION TWO (20 marks)
a) Explain the phases the DMAIC process using a suitable example. 		(10 marks)
b) Explain five requirements of Business Process Reengineering.		(10 marks)

QUESTION THREE (20 marks)
a) Outline the five phases in the Benchmarking process. 			(10 marks)
b) i) Define the term Kaizen as used in TQM					(2 marks)
ii) Outline four Gemba principles used in Kaizen				(8 marks)

QUESTION FOUR (20 marks)
a) Explain 5 different types of benchmarking 					(10 marks)
b) Discuss the Six Sigma training hierarchies					(10 marks)
							



image1.png
Riara@l

University




