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BBM 424E: TOTAL QUALITY MANAGEMENT

STREAM:BHM DURATION: 3 Hours

INSTRUCTIONS TO CANDIDATES

i. Answer Question ONE and any other TWO questions.

ii. Do not write on the question paper.

QUESTION ONE (30 MARKS)

(a) Define the meaning of the following terms:

1. Quality (2 marks)

11. Total quality management[2 marks]

111. Quality control [2 marks]

IV. Quality assurance [2 marks]

(b) Explain how quality assurance is different to quality control [2 marks]

(c) Quality has two dimensions: product and service quality. Explain any five dimensions of

product quality[10 marks]
f. €1..PI", Ih hY!

(d) Identify,(.tiy:readvantages of producing quality products and services [10 marks]

QUESTION TWO

(a) Evaluate fivetools used for collecting customer complaints in a hotel (5 marks)

(b) Explain five elements of Total Quality Management(5 marks)

(c) In improving the quality of products and services, organizations incur costs. As an expert in

TotalQuality Management explain the reasons why organizations must measure quality

costs [10 Marks]

QUESTION THREE

a) Management involvement in quality management is ideal in achievement of hotels revenue.

Explain five importance of management involvement in Total Quality Management

[10 marks]

b) Describe major obstacles encountered by hotel managers In implementation quality

management programs in hotels [10 marks]
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QUESTION FOUR

a) Explain what benchmarking is and why a new company may choose benchmarking as a

strategy to improve quality[lO marks]

b) Examine how leadership is important in enhancing total quality standards in a hotel

establishment [10 marks]

QUESTION FIVE

a. Explain four phases of total quality management clearly outlining their importance to a

prospective hotel entrepreneur [10 Marks]

b. Quality management is not only considered in products but in services too. State how you

canassess quality in hotel industry and explain what can be done to ensure there is quality

in hotels [10 Marks]
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