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MAY - AUGUST 2024 TRIMESTER EXAMINATIONS
EXAMINATION FOR DIPLOMA IN BUSINESS ADMINISTRATION (FINANCE)
[bookmark: _Toc306263693]RBM 021: TOTAL QUALITY MANAGEMENT  

DATE:	9TH AUGUST 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. Textbooks/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 the answer booklet(s). 
4 Marks allocated to each question are shown at the end of the question. 
5 PLEASE start the answer to EACH question on a NEW PAGE. 
6 For the questions, write the number of the question on the answer booklet(s) in the order you answered them. 
7 Show your workings and clearly indicate the answer to the problems provided. 
8 Keep your phone(s) SWITCHED OFF at the front of the examination room. 

9 Keep ALL bags and caps at the front of the examination room and do not refer to any unauthorized material before or during the course of the examination. 
10 You are only allowed to leave the examination room 30 minutes to the end of the Examination. 
11. Be guided by the marks allocation for each question. For instance, if a 5-Marks question requires you to state and explain 5 points, listing a point will give you half a mark, and explaining the point gives you another half-mark.


QUESTION ONE: COMPULSORY (30 MARKS)  
a) Identify the key principles of Total Quality Management and explain how they contribute to the overall goal of quality improvement. 			(6 Marks)
b) Analyse how organizations can recognize and encourage innovation to improve processes and products in TQM. 						(5 Marks)
c) Analyse the benefits of using data in addition to experience and intuition to make and defend decisions in TQM.							 (5 Marks)
d) Describe the role of data collection methods in the data analysis process. 	(4 Marks)
e) Describe the role of continuous improvement based on feedback in the customer-centric process. 								(5 Marks)
f) Describe the benefits of communication and collaboration channels in improving quality and reducing costs. 							(5 Marks)
QUESTION TWO (20 MARKS)
a) Describe the process approach in TQM and its benefits in optimizing organizational processes.									 (5 Marks)
b) Outline the key steps in collecting reliable data throughout the process flow and analyzing it for improvement opportunities in TQM.	 			(5 Marks)
c) Describe the role of continuous improvement based on feedback in the customer-centric process. 								(5 Marks)

d) Identify the key tools and techniques used to ensure quality products and services. 
     											 (5 Marks)


QUESTION THREE (20 MARKS)
a) Discuss the challenges in implementing the integrated system principle in TQM and strategies to overcome them. 							(5 Marks)
b) Identify the key elements of effective leadership practices in TQM and their impact on organizational performance. 						(5 Marks)
c) Discuss the importance of cross-functional quality teams in implementing TQM. 	
(5 Marks)
d) Discuss the importance of cost-benefit analysis in industrial organizations. (5 Marks)

QUESTION FOUR (20 MARKS)
a) Discuss the benefits of implementing Total Quality Management (TQM) and analyze their impact on an organization's performance and customer satisfaction.	(5 Marks)
b) Discuss how leaders build a culture of quality in TQM and the key elements of this culture.									 (5 Marks)
c) Analyze the steps involved in data interpretation and reporting.		 (5 Marks)
d) Identify the key elements of a quality policy and how it should be communicated throughout the organization. 							(5 Marks)
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