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1 INTRODUCTION 

Dear Student 

We trust you are still enjoying the programme and by the time you receive this tutorial letter, 
most of you will probably be busy with the last self-assessment (Assignments 03). 
 
The primary purpose of this tutorial letter is to give feedback and core guidelines on the first two 
assignments (Assignment 01 and 02).  
 
We encourage students to assess themselves on their performance in this assignment against 
the feedback provided in this tutorial letter. Please note that Assignment 01 & 02 are 
compulsory and will contribute to your year mark, as per the details provided in your Tutorial 
Letter 101.  
 
The completion of all three of the MNO3703 assignments is very important for examination 
preparation purposes. Please note that assignments which you must evaluate yourself should 
not be submitted. 
The study material is an integrated package. Do not merely study the prescribed book. Your 
study guide can be regarded as your “lecturer” – please follow the guide (with additional 
activities and examples) as it guides you through the module’s study units with very specific 
learning outcomes. 
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2 FEEDBACK TO ASSIGNMENT 01 (SEMESTER 1) 

 SEMESTER 1 

ASSIGNMENT 01 (Compulsory) 

Due date:  15 March 2018  

Unique number: 641153 

Assignment 01 for MNO3703 consists of 20 multiple-choice questions, which cover topic 1 
(study units 1 to 3) and topic 2 (study units 4 to 9). 

 

Answer all of the following questions. Please select only one of the options 1, 2, 3, 4 or 5. Each 
correct answer is allocated one mark each. No negative marking is applied. 
 
Question 1: To achieve quality throughout an organisation, each person in the quality 

chain must interrogate every interface. Which four of the following 
questions are correct? 
 
a. Who are my immediate customers? 
b. How do I monitor changes in the requirements? 
c. Who are my immediate suppliers? 
d. How do I inform suppliers of changes in the requirements? 
e. Who are the customers that want to purchase the product? 
 
1. a, b, c, d 
2. a, b, c, e 
3. a, c, d, e 
4. b, c, d, e 
5. a, b, d, e 

  
Answer: Alternative: 1 
Source in 
text book: 

Page: 8-9 

Explanation: Alternative 2, 3, 4 and 5 are incorrect because they include option ‘e’ which 
does not form part in interrogating in the quality chain. 
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Question 2: Which one of the following statements below describes quality? 
 
1. meeting the supplier requirements 
2. meeting the customer requirements 
3. meeting the organisation requirements 
4. meeting the organisation and supplier requirements 
5. meeting the organisation and employee requirements  

Answer: Alternative: 2 
Source in 
text book: 

Page: 4 

Explanation: Alternative 1, 3, 4 and 5 are incorrect because quality is meeting the customer 
requirements and can be expressed in many ways such as; fitness for the 
purpose or use and quality should be aimed at the needs of the consumers. 

 
 
 
Question 3: Which four of the following themes are correct when referring to a 

framework in which organisations are assessed?  
 
a. leadership, management, strategy planning, results  

b. leadership, customer focus, workforce focus, operation focus  

c. leadership, customer focus, results, operation focus  

d. leadership, customer focus, results, workforce focus  

e. leadership, customer focus, results, strategic planning  
 
1. a, b, c, d  

2. b, c, d, e  

3. a, b, d, e  

4. a, b, c, e  

5. a, c, d, e  
 

Answer: Alternative: 2 
Source in 
text book: 

Page: 24-25 

Explanation: Alternative 1, 3, 4 and 5 are incorrect because they include option ‘a’ which 
does not form part of the framework categories used to assess organisations. 
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Question 4: Which one of the following represent the 4 Ps of the TQM model?  

 
1. planning, project, people, place  

2. performance, people, presentation, process  

3. planning, performance, process, people  

4. process, people, performance, project  

5. people, place, project, performance  
  

Answer: Alternative: 3 
Source in 
text book: 

Page: 27-28  

Explanation: Alternative 1, 2, 4 and 5 are incorrect as it does not include all 4 Ps which form 
part of the basis for TQM model. 

 
 
 
Question 5: Which one of the following is related to Total Quality Management?  

 
1. a reinvention process  

2. challenges current practices and processes  

3. improves the competitiveness, effectiveness and flexibility of a whole 
organisation  

4. creates improved goals and practices for the organisation  

5. compares business practices with those of world-class organisations  
  
 

Answer: Alternative: 3  
Source in 
text book: 

Page: 32 

Explanation: Alternative 1, 2, 4 and 5 are incorrect because the TQM approach is focused on 
the effectiveness of each activity involving each individual at each level in the 
organisation. 
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Question 6: When designing a quality policy, which of the four statements below are the 

key idea that should be included by management?  
 
a. Identify the supplier needs (including perception).  

b. Assess the ability of the organisation to meet these needs economically.  

c. Review the quality management systems to maintain progress.  

d. Ensure that sub-contractors or suppliers share your values and process goals.  

e. Concentrate on the “prevention rather than detection” philosophy.  
 
1. a, b, c, d  

2. a, b, c, e  

3. b, c, d, e  

4. a, c, d, e  

5. a, b, d, e  
 
 

Answer: Alternative: 3 
Source in 
text book: 

Page: 34 

Explanation: Alternative 1, 2, 4 and 5 are incorrect because they include option ‘a’ which 
does not form part of the fundamental requirements of a quality policy. 

 
 
 
Question 7: What is the process used to provide information or feedback to keep all 

functions on track?  
 
1. customer focus  

2. control  

3. communication  

4. culture  

5. strategy  
  

Answer: Alternative: 2 
Source in 
text book: 

Page: 37 

Explanation: Alternative 1, 2, 4 and 5 are incorrect as control is the overall totality of activities 
that increase the possibility of planned results to be attained. 
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Question 8: When developing a strategy, which one of the following provide the mission 

statement for an organisation?  
 
1. vision  

2. leadership  

3. purpose  

4. generic strategies  

5. customer focus  
  

Answer: Alternative: 3 
Source in 
text book: 

Page: 54 

Explanation: Alternative 1, 2, 4 and 5 are incorrect because the mission statement outlines 
the boundaries of the industry in which an organization operates. 

 
 
Question 9: Strategic planning is the continuous process by which any organisation 

describes its destination. Which one of the following options is the most 
important for an organisation to achieve its objectives?  
 
1. leadership  
2. management  
3. participants  
4. trade unions  
5. standards 
  

Answer: Alternative: 3 
Source in 
text book: 

Page: 67 

Explanation: Alternative 1, 2, 4 and 5 are incorrect as participants are the actual contributors 
to the success of a strategic plan. 
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Question 10: Business, technologies and economies have developed in such a way that 
most organisations now recognise the increasing need to establish mutually 
beneficial relationships with other organisations, often called “partners”. 
Which one of the following are five key dimensions for good collaborative 
working partners?  
 
1. strategic alignment, customer focus, decision-making and governance, 
communication and transparency, organisational improvement.  

2. strategic planning, customer focus, decision-making and governance, 
communication and transparency, investment and improvement.  

3. strategic alignment, customer demand, decision-making and governance, 
communication and transparency, investment and improvement.  

4. strategic alignment, customer focus, decision-making and governance, 
communication and transparency, investment and improvement.  

5. strategic alignment, customer focus, corporate governance, communication and 
transparency, investment and improvement.  
  

Answer: Alternative: 4 
Source in 
text book: 

Page: 73 

Explanation: Alternative 1, 2, 3 and 5 are incorrect because it does not include all 5 key 
dimensions suggested for a good combined partnership. 

 
 
 
Question 11: Which four of the following concepts identify JIT operational problems?  

 
a. Material movements – when material stops, diverts or goes backwards, this 
always correlates with an aberration in the process.  

b. Component reliability – the propensity for a part to fail over a given time.  

c. Material accumulations – these are a buffer for problems and excessive 
variability.  

d. Process flexibility – an absolute necessity for flexible operation and design.  

e. Value-added efforts – much of what is done does not add value, and the 
customer will not pay for it.  
 
1. a, b, c, d  

2. a, b, c, e  

3. a, c, d, e  

4. a, b, d, e  

5. b, c, d, e  
  

Answer: Alternative: 3 
Source in 
text book: 

Page: 80 

Explanation: Alternative 1, 2, 4 and 5 are incorrect because they include option ‘b’ which 
does not form part of the operational problems recognised by JIT through 
tracking. 
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Question 12: Companies with impressive records of product or service-led growth have 

demonstrated a state-of-the-art approach to innovation based on three 
principles of design. Which three of the following are the principles of 
design?  
 
a. Strategic balance between product/service and process development ensures 
that product and service innovation maintains market position, while process 
innovation ensures that production risks in safety, quality and productivity are 
effectively controlled and reduced.  
b. A customer-benefits package consists of both tangibles that define the service 
and intangibles that make up the service.  
c. Direct control should be concentrated on critical decision points, since meddling 
by very senior people in day-to-day project management can delay and demotivate 
staff.  
d. Teamwork ensures that once projects are under way, specialist inputs, e.g. from 
marketing and technical experts, are fused and problems are tackled 
simultaneously. The teamwork should be urgent yet informal, for too much formality 
can stifle initiative, flair and the “fun” of design.  
e. Innovation entails both the invention and design of radically new products and 
services.  
 
1. a, b, c  

2. a, c, d  

3. a, b, d  

4. b, c, d  

5. a, c, e  
  

Answer: Alternative: 2 
Source in 
text book: 

Page: 89-90 

Explanation: Alternative 1, 3, 4 and 5 are incorrect as process design usually involves 
around adjusting to market requirements and trends in technology. 

 
 
Question 13: Which one of the following options provide “the dimensions, concentration 

and turn-around time” of a product or service?  
 
1. standardisation  
2. operations  
3. human resource management  
4. parameters  
5. design  
  

Answer: Alternative: 4 
Source in 
text book: 

Page: 100 

Explanation: Alternative 1, 2, 3 and 5 are incorrect as parameters define the product or 
service adequately that should be measured.  
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Question 14: Which one of the following is associated to the mnemonic SMART of the 

design measures?  
 
1. simple, meaningful, appropriate  

2. simple, mostly, appropriate  

3. applicable, relevant and today  

4. simple, apt and today  

5. simple, meaningful, apt  
  

Answer: Alternative: 1 
Source in 
text book: 

Page: 146 

Explanation: Alternative 2, 3, 4 and 5 are incorrect as mnemonic SMART has been linked 
with designing measurements in organisations which should be Simple, 
Meaningful, Appropriate, Relevant and Timely.  

 
 
Question 15: In the cycle of never-ending improvement and performance measurement, 

which of the following four options are correct?  
 
a. tracking progress against organisational goals  

b. defining the customer’s requirement to the organisation’s internal specifications  

c. identifying opportunities for improvement  

d. comparing performance against internal standards  

e. comparing performance against external standards  
 
1. a, c, d, e  

2. b, c, d, e  

3. a, b, d, e  

4. a, b, c, e  

5. a, b, c, d  
  

Answer: Alternative: 1 
Source in 
text book: 

Page: 119 

Explanation: Alternative 2, 3, 4 and 5 are incorrect because they include option ‘b’ which 
does not form an integral part in the cycle of never ending performance 
measured by the improvement perceived by the consumer. 
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Question 16: Which of the following three concepts should self-assessment demonstrate 

when developing a strategy?  
 
a. the reinvention process, services blueprinting, communication  

b. developed, reviewed and updated  

c. deployed through a framework of key processes  

d. communicated and implemented  

e. based only on the present needs and expectations of stakeholders  
 
1. a, b, c  

2. b, c, d  

3. c, d, e  

4. a, c, e  

5. b, d, e  
  

Answer: Alternative: 2 
Source in 
text book: 

Page: 158 

Explanation: Alternative 1, 3, 4 and 5 are incorrect as it does not form part of a clear 
stakeholder focused strategy supported by applicable policies, plans, 
objectives, targets and processes. 

 
 
Question 17: The main “motors” for driving an organisation towards its vision or mission, 

should be linked to the five stakeholders embraced by the values of any 
organisation. Which four of the following are stakeholders?  
 
a. customers  

b. employees  

c. suppliers  

d. private individuals  

e. community  
 
1. a, b, c, e  

2. b, c, d, e  

3. a, c, d, e  

4. a, b, d, e  

5. a, b, c, d  
 

Answer: Alternative: 1 
Source in 
text book: 

Page: 165 

Explanation: Alternative 2, 3, 4 and 5 are incorrect because they include option ‘d’ which  are 
not associated with the five stakeholders encompassed by the values of an 
organisation. 
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Question 18: Which one of the following is a benefit for benchmarking?  

 
1. internal customer requirements  

2. encouraging innovation  

3. functional operations  

4. generic behaviour  

5. competitive strategy  
  

Answer: Alternative: 2 
Source in 
text book: 

Page: 179 

Explanation: Alternative 1, 3, 4 and 5 are incorrect as it does not form an integral part of the 
benefits for benchmarking to improve the contribution of meeting internal and 
external customer requirements. 

 
 
Question 19: Which four of the following statements explain the purpose of 

benchmarking?  
 
a. Change the perspectives of executives and managers.  

b. Compare business practices with those of world-class organisations.  

c. Challenge current practices and processes.  

d. Communicate a strategy for continuous improvement.  

e. Create improved goals and practices for the organisation.  
 
1. b, c, d, e  

2. a, c, d, e  

3. a, b, c, e  

4. a, b, d, e  

5. a, b, c, d  
  

Answer: Alternative: 3 
Source in 
text book: 

Page: 181 

Explanation: Alternative 1, 2, 4 and 5 are incorrect because they include option ‘d’ which 
does not form part of the purpose of benchmarking to provide improved 
performance. 
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Question 20: Which one of the following is an element of successful stakeholder 

management?  
 
1. change the perspectives of executives and managers.  

2. compare business practices with those of world-class organisations.  

3. develop a management strategy.  

4. understand financial resources to undertake change.  

5. cultural readiness.  
  

Answer: Alternative: 3 
Source in 
text book: 

Page: 187 

Explanation: Alternative 1, 2, 4 and 5 are incorrect as it does not form an integral part of the 
fundamentals for successful stakeholder management. 
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3 FEEDBACK TO ASSIGNMENT 02 (SEMESTER 1) 

 SEMESTER 1 

ASSIGNMENT 02 (Compulsory) 

Due date:  13 April 2018  

Unique number: 724003 

Assignment 02 for MNO3703 consists of 20 multiple-choice questions, which cover topic 4 
(study units 10 to 15) and topic 2 (study units 16 to 17). 

 

Answer all of the following questions. Please select only one of the options 1, 2, 3, 4 or 5. Each 
correct answer is allocated one mark each. No negative marking is applied 
 
 
 
 
 
Question 1: When process management is established to interface in a manufacturing or 

service organisation that generates demand for products or services. Which 
of the following four processes will be used to fulfil orders for products or 
services?  
 
a. planning  

b. managing  

c. measuring  

d. training  

e. improving  
 
1. a, b, c, d  

2. a, b, d, e  

3. a, c, d, e  

4. b, c, d, e  

5. a, b, c, e  
 

Answer: Alternative: 5 
Source in 
text book: 

Page: 200 

Explanation: Alternative 1, 2, 3, and 4 are incorrect because they include option ‘d’ which 
does not form part of the process management to fulfil order for products or 
service. 
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Question 2: The management and ownership of processes takes place at various levels 

in an organisation. Which one of the follwing is the high-level process 
framework of the organisation’s strategic process?  
 
1. Design process  

2. Tactical process  

3. Strategic process  

4. Analytical process  

5. Implementation process  
 
 

Answer: Alternative: 3 
Source in 
text book: 

Page: 216 

Explanation: Alternative 1, 2, 4 and 5 are incorrect as strategic processes are focus on 
defining the organisation’s direction at an executive level. 

 
 
 
Question 3: Which four of the following are correct when referring to Engineer Ohno of 

Toyota’s definition of the elimination of waste?  
 
a. Reduce the value of non-value adding activities  
b. Increase costs  
c. Reduce lead time  
d. Increase flexibility  
e. Reduce variation  
 
1. a, b, c, d  

2. b, c, d, e  

3. a, b, d, e  

4. a, b, c, e  

5. a, c, d, e  
 

Answer: Alternative: 5 
Source in 
text book: 

Page: 227 

Explanation: Alternative 1, 2, 3, and 4 are incorrect because they include option ‘b’ which 
does not form an integral part of the elimination of waste defined by Engineer 
Ohno of Toyota. 
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Question 4: Lean has been broadened to include all the causes of waste and strategies 

for elimination. TQM focuses on the organisation as a whole. Which two of 
the following processes focus on lean?  
 
a. delivery  

b. quality control  

c. statistical process control  

d. production  

e. inventory control  
 
1. a, b  

2. b, c  

3. a, d  

4. c, e  

5. c, d  
 

Answer: Alternative: 3 
Source in 
text book: 

Page: 228 

Explanation: Alternative 1, 2, 4 and 5 are incorrect as it does not include the causes and 
strategies for eliminating waste. 

 
 
 
 
Question 5: Which one of the following is the concept that refers to the keystone for the 

mutual advantage of quality management?  
 
1. supply and management working together  

2. customer and supplier working together  

3. supply and production working together  

4. customer and production working together  

5. customer and shareholders working together  
 

Answer: Alternative: 2 
Source in 
text book: 

Page: 243  

Explanation: Alternative 1, 3, 4 and 5 are incorrect as supplier/customer interfaces extended 
can become total quality management. 
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Question 6: Which four of the following reflects on the major areas of integration of the 

quality management process model?  
 
a. customer focus  
b. management responsibility  
c. review the quality management systems to maintain progress  
d. ensure that subcontractors or suppliers share your values and process goals  
e. concentrate on the prevention rather than detection philosophy  
 
1. a, b, c, d  
2. a, b, c, e  
3. b, c, d, e  
4. a, c, d, e  
5. a, b, d, e  
 

Answer: Alternative: 3 
Source in 
text book: 

Page: 245-246 

Explanation:  
 
 
 
Question 7: Continuous improvement is commonly used throughout most industries. 

When can continuous improvement become a meaningless term? Select one 
of the following as the appropriate answer?  
 
1. It is linked to organisational strategy, it is customer focused, and it is based on 
quality standards, has a process approach, and provides a business result.  

2. It is linked to organisational strategy, it is supplier focused, has process control, 
and is statistically incorporated.  

3. It is linked to organisational strategy, and has a defined structure, a 
chosen approach, a methodology and an associated toolkit.  

4. It is linked to organisational strategy, focuses on design, is for long-term 
projects, measures output and control.  

5. It is linked to organisational strategy, used to develop new processes, is 
customer process controlled, and accounts for management responsibility.  
 

Answer: Alternative: 3 
Source in 
text book: 

Page: 266 
 

Explanation: Alternative 1, 2, 4 and 5 are incorrect as it is not all link to continuous 
improvement. 
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Question 8: Continuous improvements in the quality of products, services and processes 

can be obtained without major capital investment. Which one of the following 
will make this possible for the organisation?  
 
1. If the organisation marshals its resources through an understanding and 
breakdown of its processes.  

2. If leadership provides additional resources by investing in more equipment.  

3. If the organisation promotes firmer control on existing assets.  

4. If the organisation makes resource management one of its objectives.  

5. If the organisation becomes customer focused rather than profit focused.  
 

Answer: Alternative: 1 
Source in 
text book: 

Page: 272 

Explanation: Alternative 2, 3, 4 and 5 are incorrect because it does not form part of the 
continuous improvement processes obtained without major capital. 

 
 
 
 
Question 9: Statistical process control is a tool kit and a strategy used to reduce the 

variability that causes most of the quality problems in the organisation. 
Which of the following relate to the causes of variability?  
 
a. Variation in products, in times of deliveries, in material  

b. Variation in times of delivery  

c. Variation in material  

d. Variation in equipment  

e. Variation in everything  
 
1. a, b, c  

2. a, c, d, e  

3. b, c, d, e  

4. a, b, d, e  

5. a, b, c, d, e  
 

Answer: Alternative: 5 
Source in 
text book: 

Page: 284 

Explanation: Alternative 1, 2, 3 and 4 are incorrect as it does not include all the various 
variabilities that form part of the causes of quality problems mostly 
encountered.  
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Question 10: Which one of the following is a myth about lean?  

 
1. Lean is about eliminating non-value-adding waste and not laying off employees.  

2. Lean is most successful when the skills and knowledge required are embedded 
in the organisation.  

3. Strategic alignment, customer focus, decision-making and governance, 
communication and transparency, investment and improvement.  

4. Lean is a concept that applies to every organisational setting.  

5. Lean is a manufacturing concept.  
 

Answer: Alternative: 5 
Source in 
text book: 

Page: 306 

Explanation: Alternative 1, 2, 3 and 4 are incorrect as it does not include the certain myths 
associated with lean. 

 
 
 
Question 11: Which four of the following are common human resource practices?  

 
a. Employee motivation  

b. Selection and recruitment  

c. Skills/competencies  

d. Appraisal process  

e. Employee reward, recognition and benefits  
 
1. a, b, c, d  

2. a, b, c, e  

3. a, c, d, e  

4. a, b, d, e  

5. b, c, d, e  
 

Answer: Alternative: 5 
Source in 
text book: 

Page: 332-335 

Explanation: Alternative 1, 2, 3 and 4 are incorrect because they include option ‘a’ which 
does not form part of the common human resources practices identified. 
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Question 12: When people understand the business and where it is headed, they become 

more involved and committed. Which one of the following represents 
people’s involvement and commitment?  
 
1. Organisational policies  

2. Organisational goals and objectives  

3. Organisational culture  

4. Organisational planning  

5. Organisational functions  
 

Answer: Alternative: 2 
Source in 
text book: 

Page: 340 

Explanation: Alternative 1, 3, 4 and 5 are incorrect as successful organisations involve 
employees in formulating plans that shape the business vision. 

 
 
 
 
Question 13: Which phase of the systematic training model identifies the content needed 

at the organisational, group and individual levels?  
 
1. Planning and design phase  

2. Implementation phase  

3. Assessment phase  

4. Evaluation phase  

5. Analysis phase  
 

Answer: Alternative: 3 
Source in 
text book: 

Page: 341 

Explanation: Alternative 1, 2, 4 and 5 are incorrect as the assessment phase evaluates the 
gaps between future requirements of a job and the current skills, knowledge or 
attitudes of the individual in the job. 
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Question 14: Which four of the following are objectives of the Steering Committee or 

Council?  
 
a. Provide strategic direction on quality for the organisation.  

b. Establish plans for quality on each ‘site’.  

c. Set and review the process teams that will own the key or critical business 
processes.  

d. Implement the quality plans on each ‘site’.  

e. Review and revise quality plans for implementation.  
 
1. a, b, c, d  

2. a, b, c, e  

3. a, b, d, e  

4. a, c, d, e  

5. b, c, d, e  
 

Answer: Alternative: 2 
Source in 
text book: 

Page: 346-347 

Explanation: Alternative 1, 3, 4 and 5 are incorrect because they include option ‘d’ which 
does not form part of the objectives of the Steering Committee or Council. 

 
 
 
Question 15: The unique feature of quality circles or Kaizen teams is that people are asked 

to join a team and not told to join a team. It is difficult to be specific about the 
structure of such a concept. Which of the following four elements form part 
of a circle organisation?  
 
a. members  

b. leaders  

c. role players  

d. facilitators or co-ordinators  

e. management  
 
1. a, c, d, e  

2. b, c, d, e  

3. a, c, d, e  

4. a, b, d, e  

5. a, b, c, d  
 

Answer: Alternative: 4 
Source in 
text book: 

Page: 349 

Explanation: Alternative 1, 2, 3 and 5 are incorrect because they include option ‘c’ which 
does not form part of the elements identified as the structure of a quality circle. 
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Question 16: Teamwork provides an environment where people can grow by using all the 

resources effectively and efficiently to make continuous improvements. 
Which three of the following statements reflect a situation where employees 
will not be motivated towards continual improvement?  
 
a. commitment from top management  

b. meeting organisational objectives  

c. the right organisational climate  

d. providing the correct resources  

e. a mechanism for enabling individual contributions to be effective  
 
1. a, b, c  

2. b, c, d  

3. c, d, e  

4. a, c, e  

5. b, d, e  
 

Answer: Alternative: 4 
Source in 
text book: 

Page: 357 

Explanation: Alternative 1, 3, 4 and 5 are incorrect as continual improvement create a feeling 
of belonging in an organisation. 

 
 
 
Question 17: Which three of the following concepts driven by strategy relate to teamwork 

to support process management and improvement components?  
 
a. Policy and leadership  

b. Vision and mission of the organisation  

c. Critical success factors  

d. Core process framework  

e. Measurement and control  
 
1. a, b, e  

2. b, c, d  

3. a, c, d  

4. a, d, e  

5. c, d, e  
 

Answer: Alternative: 2 
Source in 
text book: 

Page: 358 

Explanation: Alternative 1, 3, 4 and 5 are incorrect as it does not form an integral part of the 
strategy that drives the improvement of teamwork. 
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Question 18: The Myers-Briggs Type Indicator (MBTI) is based on an individual’s 

preference on four scales. Which one of the following is the four scales of 
MBTI?  
 
1. giving and receiving ‘energy’, analysing information, making decisions  

2. giving and receiving ‘energy’, handling the inner world, distributing information  

3. giving and receiving ‘energy’, gathering information, making decisions, 
handling the outer world  

4. giving and receiving ‘energy’, gathering information, handling the inner world, 
distribution  

5. giving and receiving ‘energy’, distributing information, making decision, handling 
the outer world  
 
 

Answer: Alternative: 3 
Source in 
text book: 

Page: 371 

Explanation: Alternative 1, 2, 4 and 5 are incorrect because the MBTI is focused on helping 
individuals to understand and value them themselves and others. 

 
 
 
Question 19: The fundamental interpersonal relations orientation-behaviour (FIRO-B) is a 

powerful psychological instrument used to give insights into individual 
relationships with other people. Which three of the following does the 
instrument assess for the dynamics of interpersonal relationships?  
 
a. inclusion  

b. control  

c. openness  

d. exclusion  

e. closeness  
 
1. b, c, d  

2. a, c, e  

3. a, b, c  

4. a, b, d  

5. b, d, e  
 

Answer: Alternative: 3 
Source in 
text book: 

Page: 372 

Explanation: Alternative 1, 2, 4 and 5 are incorrect as FIRO-B offers a framework for 
understanding the dynamics of interpersonal relationships. 
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Question 20: What is the most effective means of developing personnel commitment when 
it comes to TQM?  
 
1. change the perspectives of executives and managers  

2. compare business practices with those of world-class organisations  

3. challenge current practices and processes  

4. communicate a strategy for continuous improvement  

5. ensure people know what is going on  
 

Answer: Alternative: 5 
Source in 
text book: 

Page: 387 

Explanation: Alternative 1, 2, 3 and 4 are incorrect as employees must not feel left out and 
begin to believe that TQM is not for them. 

 
 
 
 
 
 
 
 
 

4 CONCLUDING REMARKS 

 
We hope you are thoroughly enjoying this programme. If you encounter any difficulties in your 
studies, please do not hesitate to contact your specific lecturer. Please rather contact us by       
e-mail as it simplifies matters.  
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