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Answer ALL questions.
PART A — (10 x 2 = 20 marks)
Define quality planning. e

List any four barriers to TQM implementation.
What is service quality?

Define . the term performance measure. List the characteristics of good

performance measure. '

Differentiate variables from attributes. Give examples for each of them.
Deﬁne proceés capgbility anci- process capability index.

What do you méén by Quality loss function? |

What are the critical aspecté of FMEA? ‘

What is quality auditin'g?' :

List the benefits of ISO 14000 quality system.
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PART B — (5 x 16 = 80 marks)

(i) Explain the various types of quality costs. (10)

(i)  List the characteristics of TQM leader. (6)
Or

(i) Explain in detail the various steps in strategic planning. (10)

" (ii)  Explain the role of senior management in TQM implementétion. (6)

- (1) Explain the various techniques used for customer retention. (8)
(11)  Explain the methods to improve employee involvement. (8)
Or

Explain. the continuous process i‘mprbvement_ methods used in TQM
environment.

What are the benefits of statistical process control? Explain the
procedure of constructing ‘P’ and ‘nP’ chart. '

Or
Explain the seven new management tools.
Explain the concept of QFD with suitable example.

Or
Explain in detail the pillars of TPM on which it works.

Explain-in detail the general rules and guidelines for implementaﬁon of
IS0 9000.

Or
- Explain the following :
(1) Documentation underrquality system. - (8
@[ TS16949 quality system. , i, ' (8)
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