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	DURATION – 2 hours 
	

	INSTRUCTIONS
	

	General Instructions:

· Leave margins blank and write on both sides of the paper

· Write your candidate number and the question number at the top of each page in the space provided

· Start each question in a new booklet or on a new sheet

· Do not leave the examination room until your script(s) have been collected

· You may take the examination question paper with you when you leave unless advised otherwise but do not remove any other examination stationery from the examination room
· Do not disturb others by leaving in the first 30 minutes or the last 15 minutes of the examination.

	Specific Instructions for this Exam Paper:

Answer any three questions.  All questions carry equal marks


Please Answer 3 of the following 8 Questions

Answer three of the following eight questions 

Question 1

Explore the principal points of agreement and of divergence in the way in which the term quality has been defined by the classical theorists. 

Question 2

Is it self-evident who exactly is “the customer” when we come to apply a policy of Customer Care?


Question 3

Are failures in systems of quality assurance unequivocally to be laid at the door of the senior management of an organisation?

Question 4

Apply the formulations of at least two QGM gurus to an organisation of your choice, focusing upon the extent to which their theories are capable of an easy implementation by managements.
Question 5

The SERVQUAL tool has been widely used to provide a numerical measurement of the quality of service industries.  To what extent do you feel that the use of this tool justify the claims that have been made for it?
Question 6

Benchmarking would seem easy to define in theory but may be difficult to achieve in practice.  What are both the benefits and the costs associated with a benchmarking exercise?
Question 7

Is the operation of quality universal across all types of industries or would one expect to see considerable divergence by type of industry?
Question 8

Does the definition and measurement of quality pose any particular difficulties when applied to the health service in the UK?  
. 
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