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B.E./B.TECH. Degree Examination, January 2021 
Semester - VII 

GE16701-Total Quality Management 
(Regulation 2016) 

Time:Threehours                                                                                               Maximum : 80 Marks 
Answer ALL questions 

PART A - (8 X 2 = 16 marks) 
1. Zero defect concept is the most important contribution of  

(a) Edward Deming 
(b) Joseph Juran 
(c) Philip B. Crosby 
(d) William A. Shewart 

2. Which of the following is not a “pull” force of motivation? 
(a) Availability of training 
(b) Performance-level goals 
(c) Rewards and Compensation  
(d) Pressure for high levels of output 

3. Which of the following is not a new management tool? 
(a) Arrow Diagram 
(b) Process Decision Program Chart 
(c) Relations Diagram 
(d) Histogram 

4. ISO series of guidelines associated with environmental aspects is ______ 
(a) ISO 9000 
(b) ISO 9001 
(c) ISO 9002 
(d) ISO 14000 

5. What would be the salient features of TQM that made it unique? 
6. How does PDCA cycle improves the problem solving technique?  
7. Compare Design Failure Mode and Effects Analysis with Process Failure Mode and Effects 

Analysis. 
8. Differentiate ISO 9000 and QS 9000. 
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PART B - (4 X16 = 64 marks) 

09. (a) Discuss the importance of Deming’s philosophy in achieving the improvement 
in quality and productivity. 

( 16 ) 

(OR) 
 (b) Choose any one service organization and discuss the various dimensions of 

service quality. 
( 16 ) 

 
10. (a) Compare the traditional tools of quality with new management tools. ( 16 ) 

(OR) 
 (b) Discuss the importance of benchmarking in the continuous improvement of an 

organization and also list the limitations of benchmarking. 
( 16 ) 

 
11. (a) Discuss the process in detail how the voice of customer gets transformed into 

technical and functional requirements by Quality Function Deployment. 
( 16 ) 

(OR) 
 (b) Discuss the Taguchi quality loss function with an example. ( 16 ) 
 
12. (a) Discuss the various elements and documentation required for ISO 9000:2008 

quality system. 
( 16 ) 

(OR) 
 (b) Suggest and discuss the methodology that would be employed to implement 

Total Quality Management in an automobile manufacturing company. 
( 16 ) 


