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At 9:30, you will have 10 minutes preparation time before the exam begins.
Your exam script will be handed out at 9:40.

Notes for candidates

Attempt BOTH questions in Section A.
Attempt Any TWO questions from Section B.
If you attempt all three questions in Section B, only the first two will be marked.

Questions may be attempted in any order.
All questions carry equal marks.
The maximum marks for each part of each question are shown.

Begin each question at the top of a fresh side of paper.
Do not write in the margins.

QUESTION 5
 
Management systems should take into account the needs and expectations of stakeholders.
 

a) Explain what is meant by the phrase “a stakeholder”.  
(2 marks)

 

b) Identify five groups of stakeholders and explain where they may have similar or conflicting needs.
 

(15 marks)

c) Give five reasons why it is beneficial to analyse stakeholders and their interests.   
(5 marks)

  

d)  Describe a method of stakeholder mapping and identify the amount of influence and interest 
of each group.

(3 marks)
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SECTION A – ANSWER ALL QUESTIONS

QUESTION 1

An organisation has a specific problem in managing customer concerns and has identified that  
the quality management principles described in ISO 9001 Quality Management Systems –  
Fundamentals and Vocabulary could be used as a foundation to help address this issue. 

The seven principles are: 
I.    Customer focus 
II.   Leadership 
III.  Engagement of people 
IV.  Process approach 
V.   Improvement 
VI.  Evidence-based decision making 
VII.  Relationship management. 

a) Provide a definition and an explanation for each of the four quality management principles below: 

I.    Customer focus                     (4 marks) 
II.   Leadership          (4 marks) 
III.  Process approach         (4 marks) 
IV.  Evidence-based decision making.       (4 marks) 

b)  Choose any three of the seven principles and explain how they could be used to improve the 
timely resolution of customers’ concerns. Include one example for each of the three principles 
to show an action that might be taken.  

(9 marks)
   

QUESTION 2

The plan, do, check, act (PDCA) cycle is an approach to change and problem solving which is at 
the heart of any quality driven philosophy. 

a) Describe the four stages of PDCA, including examples of activities at each stage. 
(12 marks) 

b)  Critically analyse, using an example of your own choice, how PDCA can contribute to  
problem solving and business improvement. 

(7 marks)

c) Explain the importance of leadership when conducting a PDCA improvement cycle.
(6 marks)

     

SECTION B – ANSWER TWO QUESTIONS ONLY

QUESTION 3

Customers are the final arbiter of the quality of a product or service. While most organisations 
strive to understand customers’ requirements and provide what the customer wants, failure to meet 
any of their requirements can result in a complaint and the expectations that things will be put right. 

a)  Describe and analyse two processes that can be used to ensure that the quality expectations of 
customers are delivered. 

(10 marks)
 
b)  Describe and analyse one process that an organisation could use to capture and deal with 

customer issues, ensuring that you describe the potential outcomes for the customer and the 
potential impacts on the organisation. 

(11 marks)

c)   Exceeding customer expectations can be seen as a beneficial outcome. Identify two implications 
this may have on an organisation delivering a product or service.

(4 marks)
                                   

 
SEC
TION B – ANSWER TWO QUESTIONS ONLY

QUESTION 4
 
A product or service that meets or exceeds its design specifications and is free from defects is 
said to have a high quality of conformance. Preventing, detecting and dealing with defects causes 
costs, referred to as quality costs or costs of quality. 

a)  Describe a method for implementing a quality cost programme in an organisation of your own 
choice. 

(12 marks)
 
b)  Identify three examples of appraisal costs in the organisation you mentioned in (a) and suggest 

actions that could be taken to improve the quality of conformance. 
(6 marks)

c)  Describe the difference between internal and external failure costs and provide three  
examples of each.

(7 marks)
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