Quality 

Achieving a minimum standard for a product, service or production process which meets customers’ needs
Impacts 

· Competitive advantage/disadvantage 

· Reputation/brand image 

· Repeat purchase 

· Price 

· Profit margin  

· Wastage and defects 

· Sales 

· Complaints, returns, refunds 

Quality Control

· Traditional approach to ensuring quality is achieved 
· Ensures that a product or service meets quality standards by testing a sample of products once they have been made, at the end of the production process 
· Testing is done by quality inspectors or supervisors 
· If products do not meet standards they will be altered or made again, may have to be thrown away or sold at a reduced price as seconds 

Advantages:

· Requires little staff training 

· Suit businesses with unskilled or temporary workers  

· Prevents faulty goods reaching customer (and consequences of this)

Disadvantages:

· Can only guarantee quality if all output is checked – can still have poor quality if only check a sample

· Quality is seen as responsibility of supervisor not worker 

· May lead to poor employee-employer relations 

· Expense of employing quality supervisor  

· De-motivating as lack of trust and responsibility

· More defects are produced – more wastage  

Quality Assurance 

· Ensuring that quality is produced and delivered at every stage of the production process by putting systems in place to ensure good quality 
· Quality is the responsibility of every worker 

· Every part of the production process must lead to high quality and no-faults 

· Quality is tested at every stage of the production process 

· Often involves training to assess quality and teamwork 

· Zaizen – continuous improvements are made in order to ensure the highest possible quality standards
· Zero defects – aim of the business through QA is zero defect- all work meets quality standards at every stage of the production process

· Management are responsible for setting up systems which will ensure quality – e.g. correct equipment, necessary training, meetings with tram leaders 

· Quality culture is required 
Advantages:

· Motivating to workers

· Reduced costs as less faulty products and corrections (find fault as soon as occurs)

· Should lead to higher quality (as all staff at all times) 

Disadvantages:

· Requires staff training

· Production may take longer 

Quality Standards 

· Many products must be made to standards set be external organisations 

· E.g. kitemarks show that a product has been made to standards set by British Standards Institution 

· There are also quality standards set for QA systems – ISO 9000 

· Meeting this standards benefits businesses as they are forced to review and improve quality practices, secondly this shows to customers that the business is committed to quality – sales, etc 

