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Q1 (a) Describe the functional interactions among customers’ satisfaction layers, as shown

in Figure Q1.
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FIGURE Q1: Customer Satisfaction Pyramid

(4 marks)
(b) Explain the EIGHT (8) consumer rights, as stipulated by the Federation of
Malaysian Associations.
(16 marks)
Q2 (a) Discuss the differences between ISO 9001 and ISO 9003 series.
(4 marks)

(b)  Explain the EIGHT (8) quality management principles of the ISO 9000:2008
quality management system standards.

(16 marks)
Q3 (a) Describe the main themes of Total Quality Management (TQM).
(4 marks)
(b) Explain the EIGHT (8) elements of Total Quality Management (TQM).
(16 marks)



