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Notes for candidates

At 9.30, you have 10 minutes preparation time before the exam begins.
Your exam booklet will be handed out at 9.40.

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 sheet of paper. 
Do not write in the margins. 

If you use any additional sheets (i.e. graph paper or additional answer booklet)  
please write your CQI student number, examination name and date on each sheet.

  b)  Identify and explain three basic measures of process performance that may be used 
to assess processes success. Briefly discuss how these should be applied to the  
processes described in (a) to help the organisation achieve improvement.

   (8 marks)
 

c)  Describe the roles of the quality function in provision, monitoring and improving the 
performance of key processes. Illustrate your answer using specific examples of tasks 
to show how these roles apply to two of the processes identified in part (a).

   (9 marks)
 
 

QUESTION 5
 

An organisation’s success is dependent on its performance in product and service 
quality. Customers are the final arbiter of quality so understanding expectations, 
which can be stated, unstated or hidden, is essential.

a)  Using an organisation of your choice, describe and critically analyse the process 
or processes used to ensure that the quality expectations of customers are  
identified and met.

(12 marks)
 

b)  Explain and evaluate how the quality function is structured to support and improve 
the processes identified in part (a); include in your answer a brief description of 
the activities of the quality function within these processes.  

(11 marks)
 
 
c) Suggest one area for potential improvement with reasoning behind your suggestions.

 
(2 marks)



SECTION A – ANSWER BOTH QUESTIONS

QUESTION 1

PDCA is a methodology that is adopted by many organisations.

a)  Explain why an organisation might adopt the PDCA methodology and what  
organisational or business benefits they might expect to achieve through its use.

(4 marks)

b)  With the aid of a diagram or diagrams, describe the PDCA methodology and the stages 
involved in the process, providing one example of the activities involved in each stage 
of the process. 

(13 marks)

c)  List four potential problems in achieving success in an improvement project that may 
utilise the PDCA methodology and how these might be overcomed using appropriate 
quality management principles (one example for each potential problem).

(8 marks)

QUESTION 2
 
 
Reporting quality costs are a fundamental tool in the armoury of a quality manager to 
help gain the support of senior management for improvement projects. One method to 
help with collection and presentation of this data is a cost of quality model.

a)  Using examples to demonstrate your arguments, discuss the benefits and difficulties of 
implementing a cost of quality programme within an organisation.

   (12 marks)
 

b)  For each quality cost, prevention, appraisal and failure, identify three examples (nine 
in total),and explain why the examples fit in to the category that you have chosen.

    
(9 marks)

c)  List, with brief explanations, four ratios for reporting quality costs which could  
demonstrate performance trends for improvement projects in the areas of operations, 
design, purchasing and quality functions (one each). 

   (4 marks)

SECTION B – ANSWER TWO QUESTIONS ONLY

QUESTION 3

ISO 9000:2005 Quality Management System – Fundamentals and Vocabulary lists eight 
Quality Management Principles that can be adopted by top management to help achieve 
improvement in organisational performance. These are: 

I.    Customer focus
II.   Leadership
III.   Involvement of people
IV.    Process approach
V.  System approach to management
VI.  Continual improvement
VII. Factual approach to decision making
VIII. Mutually beneficial supplier relationships

a) Provide a definition and an explanation for any five of the eight principles above. 
 

(20 marks)

b)  Explain how two of the five principles described in part (a) can be used to support the 
achievement of strategic objectives to improve the quality culture in an organisation. 
Briefly explain how the two principles selected support each other to provide  
improved benefits to the organisation.

(5 marks)

 

QUESTION 4

Organisational complexity increases for many reasons, including growth of the  
customer base, new technology, increasing organisational size and changing market 
needs. One method of managing complexity is to organise business processes to  
provide effectively the products and services that customers require, and focus on  
the key processes that ensure customer satisfaction.

a)  Using an organisation of your choice, name and briefly describe four processes that 
are key to the organisation in meeting its customers’ needs.

(8 marks)
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