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Instructions to candidates 

Answer All Questions from Section A and any three (3) from Section B. Section A carries forty (40) 

marks and each question in Section B carries twenty (20) marks. 

Start your answers to each question on a new page. This paper comprises 5 printed pages.  

  

 

SECTION A [Answer All Questions from this Section. This Section carries forty (40) marks]. 

 

Study the attached case and answer all the questions that follow. 

1. (a) What is the real change maker in McDonald’s operations? Why do you think they will continue  

      to lead the pack in the fast food industry?                        (10 marks) 

 

b) Identify what challenges McDonald’s is likely to face in the coming decades. Suggest  

    preemptive measures that the organisation should undertake to minimize the negative effects of   

    these challenges.                              (6 marks) 

 

c) What do you think is McDonald’s quality system and how do you think it operates?  
                                (6 marks) 
 
d) Which characteristics of McDonald’s production system have been most important in building  
     its record of success and growth in the industry?                          (6 marks) 

 
e) Suggest an organizational structure for McDonald’s. Why is the organizational structure important in   
     TQM implementation?                                      (8 marks) 
 
f) Why is it important for McDonald’s to invest in the training of its franchises?                                 (4 marks) 
 
 
 
 
 



SECTION B [Answer any three (3) questions from this Section. Each question carries twenty  

(20) marks. 

2.  a) Explain the importance of poka-yoke in TQM.                          (4 marks) 

 b) Mistake-proof this: 

 A local countertop company makes and then loads the countertop pieces on to a truck and goes to 

the customer’s home and installs the countertop.   

 More than 15% of all installation jobs have to be done with more than one trip to the customer’s 

home because one or more pieces of the countertop was not loaded on the truck. 

                                 (6 marks) 

 

      
                                (6 marks) 

c) Write down the NUST mission statement and comment on its validity for an innovative  

     institution.                               (4 marks) 
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 2

b) 



Construct the p-chart and comment on the status of the process shown by the above table  

           (8 marks) 

b) Explain the two types of errors that can occur with control charts. How best can you tackle  

    these errors?        (4 marks) 

c) Explain the term ‘Quality policy’. Give five elements of a good quality policy of an   

    organisation.                    (8 marks) 

4  a) Define what employee empowerment is.                           (3 marks) 
 

b) What are the three conditions necessary to create the empowered environment for employees  

                                 (6 marks) 

c) Explain how Hwange Colliery Company can implement the TQMEX Model. Use information  

    gathered or observed during your educational visit to the company in March, 2013. 

                               (11 marks) 

5.  The diagram below shows 5 pillars of TPM. Explain how each pillar supports the whole structure 

in a manufacturing organisation.                          (20 marks) 
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THE CASE 
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………THE END………. 
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