
SECTION A – ANSWER BOTH QUESTIONS

QUESTION 1

W. Edwards Deming proposed 14 principles of quality management. Evaluate and  
discuss how the following principles are applicable to contemporary organisations:

(a)  Principle 2: Adopt the new philosophy. We are in a new economic age.  
Western management must awaken to the challenge, must learn their  
responsibilities, and take on leadership for change.                                                                              
                             

   (15 marks)
 

(b) Principle 8: Drive out fear, so that everyone may work effectively for the company.                                                                                                                 
                                                                                                                                                       

(10 marks)
 
  

QUESTION 2

Consider the following statement:

“Communication in organisations is often cited as being an essential element in its  
effective and efficient operation. Communication is the glue that holds an organisation’s 
culture together and the genesis of innovative practices.”

Critically evaluate to what extent this statement is or is not true within an organisation 
that you are familiar with, providing illustrations and examples to support your argument. 

   (25 marks)

 

SECTION B – ANSWER TWO QUESTIONS ONLY

QUESTION 3
 

Many organisations have a set of principles that underpin their management approach, 
and behaviours, for example the “Toyota Way”. 

(a)  Discuss in what ways the following can contribute to more integrated working  
practices in an organisation: 
(i) multi-functional teams 
(ii) voluntary improvement teams 
(iii) suggestion schemes. 

(15 marks)

(b)  It can be argued that continuously solving root problems can drive and lead to organi-
sational learning. Describe the benefits to an organisation of adopting this philosophy.

(10 marks)

 

QUESTION 4
 

Consider the following statement:

“Steering groups and quality-improvement councils are a waste of time and have been a 
failure in the UK, this being largely due to poor top management commitment.”

(a) Describe the intentions of steering groups and quality councils.
                                                                                                                                                      

(16 marks)

(b)  Using appropriate illustrations and examples, argue to what extent you do or do not 
agree with the statement above.

 
(9 marks)
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QUESTION 5 
 

Resistance to change can be a hurdle to overcome as people resist what they perceive to 
be a threat. 

Critically evaluate how Juran’s theory of Resistance to Change could be used in an  
organisation of your choice.

(25 marks)


