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Answer any three questions.  All questions carry equal marks.

1.
There are various definitions of quality in the academic literature.  Are there any fundamentals upon which all of the theorists of quality can agree in terms of the implementation of measures of quality?

2.  Customer Care is a term in very wide use in quality circles. Explain how the term customer is defined and what customer care might mean as a consequence.

3.  How far would you agree with the proposition that all problems of quality are essentially the product of poor management?

4.  By critically examining the work of at  least two quality gurus, indicate which quality management principles have most impact when applied to a range of organisations in the UK.   

5.  Illustrate the use of any two quantitative tools which can be used in a quality development program., discussing both their strengths and their weaknesses . 

.

6. Benchmarking might appear to be a realistic way of  measuring the effects of a quality improvement
programme but what are the difficulties inherent in such an approach?



7. How does the implementation and measurement of quality in public sector organisations differ from the approach that might be found in a commercial enterprise?
 

