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INSTRUCTIONS: Answer question one and any other two questions  
      
   
QUESTION ONE (30MARKS) 

CASE STUDY  

Plugged into the Quality Circuit 

In 1990 Southern Electricity was privatized. It supplies electricity to more than 2.5 million 
customers. It has about 8,200 employees and annual turnover of a round Kshs. 200 million. As 
a means of improving the performance of the business, Southern electricity has introduced a 
quality control system. 

Southern electricity managing director, Henry Njoroge, has been pursuing the ‘Quest for 
Quality as he calls it, with a great deal of commitment and enthusiasm. He says, satisfied 
customer, means a satisfactory profitable business’ H firmly rejects the view that quality is 
expensive. ‘in our view, quality is about getting it right first time, identifying what the 
customers wants and then making sure the customer gets it. Quality productivity and 
efficiency by a much more acceptable name.  

Southern electricity quality programme began in 1985. As part of effort to become the most 
successful of the then area electricity boards, the business was reorganized into six new 
divisions. Each division was asked to come up with proposals for overcoming problems like 
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staff attitudes and image. A plan emerged for team building and team briefing which started in 
February, 1987. 

By the summer of 1990, Njoroge was convinced that improving the service to customers, both 
internal and external was the next challenge. He invited the briefing teams in the six divisions 
to name the two or three things ‘that drive our customer crazy’. In relation to the response 
which was overwhelming, he appointed a ‘quality manager’ adopted a quality improvement 
programme and sought registration with marketing quality Assurance (MQA). MQA are an 
independent UK body which assess and designate compliance with BS 5750- Type quality 
standard for marketing, sales and customers service activities. He believed that the staff 
should own the quality improvement programme’ rather than have it imposed upon them. 

MQA conducted an initial assessment of Southern’s electricity system and procedures. A 48-
pages quality manual was written, explaining the master plan. It aimed to ensure that all 
Southern’s electronics employees worked together to provide a quality service which was 
profitable and satisfies customers. Employees were encouraged to join or set up committees 
called – Quality Improvement Groups (QIGs)- to tackle problem affecting quality. The plan 
was communicated to all staff through wall posters, presentations, training riders and articles 
in the staff newspaper which was sent to all staff homes. 

(a) Required: 
i) How might Southern Electricity evaluate the success of its quality programme? 

(5 Marks) 
ii) Identify elements of TQM that are found in Njoroge’s approach to quality control. 

 (5 Marks) 
iii) Explain why Henry Njoroge rejects the view that ‘quality is expensive’. (5Marks) 

(b) State and explain five quality strategies that enhance customer satisfaction.  (5 Marks) 

(c) State and explain any five dimensions of quality.     (10 Marks) 

 
QUESTION TWO (20MARKS) 
(a)  The cost of quality is what it costs a company to get things wrong. Discuss the various 

classifications of a typical quality costs.       (10 Marks) 
(b) According to ISO, organizations of all types have come to realize that their main focus 

must be to satisfy their customers. Discuss who are the customers in a supplier-customer 
relationship.          (10 Marks)  
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QUESTION THREE (20 MARKS) 
(a) “For any organizations to succeed in this challenging business environment, it has to be 

proactive in its plans’’ Discuss this quote in relation to quality functions.  (10 Marks) 
(b) Quality management is an important concept in strategic planning and a component of 

strategy. Explain.          (10 Marks) 

QUESTION FOUR (20 MARKS) 

(a) It’s often said ‘you can control what you can’t measure and you can’t’ manage what you 
can’t measure”. In the light of TQM-based performance measurement, discuss this 
statement.           (10 Marks) 

(b) With relevant illustration, discuss tools for quality control in an organization.  (10 Marks) 

QUESTION FIVE (20 MARKS) 

(a) Benchmarking is a method in which most progressive organizations are interested in, 
i) What do you understand by term bench marking?     (5 Marks) 
ii) Highlight the purpose of bench marking.      (5 Marks) 
iii) Describe the key steps in the benchmarking process.    (10 Marks)


