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STRUCTURED QUESTIONS - PROVIDING QUALITY TO CUSTOMERS

Learner name:

Learner registration number:

	Note: In order to achieve each Learning Outcome, learners must satisfy all of the related assessment criteria by obtaining a minimum score of 50% for each criterion.  
The ‘lines/box’ below a question is for guidance purposes only. Marks are not deducted for writing more. It is perfectly acceptable for all answers to be continued on additional forms provided they are attached to the assignment when making a submission. The availability of the form electronically allows learners to expand the ‘lines/box’ as required.



THE IMPORTANCE OF QUALITY WITHIN THE ORGANISATION

1 Explain why quality is important to customers	                          (20 marks)










2 Read the two statements below:

· The organisation devises systems to ensure quality is achieved and the quality manager periodically reviews them
· One of the team members periodically selects a sample of items being produced and checks them against quality standards

Which of the above is quality control and which is quality assurance? (20 marks)
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3 Outline a quality system relevant to an organisation                           (12 marks)








DELIVERING QUALITY WITHIN THE ORGANISATION

4 Tony’s team produces plastic mouldings. Every half hour a team member collects ten mouldings and inspects them, grading each one and recording the details. Once a week the team meet and look at a bar chart showing the number of defects and, if there are consistent problems use a cause and effect diagram and brainstorm ideas to help the team find ways to resolve them. Use the case study to explain how Tony’s team:

· Monitors quality
· Identifies the reasons for problems with quality
· Comes up with solutions to these problems
· Measures that the improvement is having the desired effect 
                                                                                                                  (48 marks)
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