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SCI 265: Total Quality Management



Q1. [20 Marks]

(a) What is TQM? [2]
(b) Explain the historical quality philosophies of Deming, Juran and Crosby that contributed

significantly to quality perspectives today. [6]
(c) What is the commonality of themes of key quality Gurus? [2]
(d) What are the key characteristics of a TQM leader? [2]
(e) Discuss the ISO Quality Management Principles. [8]

Q2. [17 Marks]

(a) Who is a customer in quality management? [1]
(b) Differentiate between an external customer and an internal customer. [2]

(c) Discuss ‘Process Approach’ and ‘Systems approach’ in TQM clearly illustrating your

answers with relevant charts. [14]
Q3. [17 Marks]
(a) Quality is expensive. What is the cost of quality giving the details and relevant examples?
, [12]
(b) Can other departments outside of the quality unit be held responsible for releasing raw
materials and intermediates? [5]
Q4. [16 marks]
(a) Explain and give one (1) relevant example of an SOP on Recruitment of personnel in your
organization. (8]
(b) Below is an illustration of an important concept in quality management. Explain. [8]
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