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1. a) How does the attitude and involvement of the top management affect the quality 
 of business performance? 
    b) Write a note on the culture of modern management systems.  [12] 

2. a) What is bench marking? What are its advantages? 
b) Discuss how the buyer – supplier relationship should be in a cosmetics    

 industry.         [12] 

3. a) Discuss the importance of Reengineering in the present industry context. 
    b) Explain the methods of measuring productivity.    [12] 

4. a) Explain the different accounting systems used in practice to establish the cost of 
 quality. 
    b) Define and explain the term quality cost.     [12] 

5. a) What are the benefits of ISO 9000 certification? Explain. 
    b) Write a note on documentation of ISO 9000 and services.   [12] 

6. a) Write a note on the use of control charts in TQM. 
    b) Distinguish between Product inspection vs. Process control.   [12] 

7. a) Discuss the approach of organizing for quality implementation.  
    b) What do you understand by quality circles? How are they used?  [12] 

8. Write short notes on: 
a) Internal customer conflicts. 

 b) Control charts. 
 c) Definition of quality.       [12] 
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