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1. What quality means and why it is important for all
businesses

Quality: to produce a good or a service which meets customer expectations. Businesses needs to
ensure that all products or services have no defects.

To Increase sales

To create a brand image

Why is quality important for

- >
all businesses? To attract new customers

To maintain a good reputation

To build up brand loyalty (repeat buying)



1. What quality means and why it is important for all
businesses

Quality: to produce a good or a service which meets customer expectations (no defect + high
quality). Businesses needs to ensure that all products or services have no defects.

1. The business may lose customers to rival firms.

What would happen to

a business ~ | 2. The business may have high cost of replacing defect products.
if quality is not maintained?

3. It creates a bad reputation.



2. The concept of quality control and how businesses
iImplement quality control

Advantages of quality control Disadvantages of quality control
1. It helps eliminating defects before the 1. It increases cost to business to pay for
customer receives the products or services. employees to check products or services.
2. It does not require training for workers at each 2. It does not find the root causes of defect, so
stage to check the quality of products. As it will the problems will not be solved.

be checked at the end of the process.
3. It is costly to rework products or repeat
services.
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3. The concept of quality assurance and how
businesses implement quality assurance

Advantages of quality assurance

Disadvantages of quality assurance

1. It builds quality in every production process.

2. It helps eliminating defects before the
customer receives the products or services.

3. It reduces customer complaints and improve
brand image.

4. It reduces cost as a business does not have to
rework products or repeat services.

5. It reduces waste and increases efficiency.

1. It is expensive to train employees in each
stage to check the products or services.

2. It needs to ensure that employees follow
instruction of standard set.
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Advantages of TQM

1. It controls quality in every part of the
production.

2. It eliminates all defects before sending
product or services the customer

3. It reduces customer complaints. Also, it
improves brand image and increases sales.

4. It reduces cost as a business does not have
to rework products or repeat services.

Disadvantages of TQM

1. It Is expensive to train employees to check
the product or services at each stage.

2. It needs to ensure that employees follow
TQM ideology.
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5. How can a customer be assured of a quality product or services

How to Ensure the Quality of
Goods and Services

1. Quality mark on their goods or services 2. Comment from experienced customers

e.g. ISO (International Organisation for

e.g. recommendation by satisfied customers in
Standardization)

Trip Advisor

1SO
9001

b 4 “Wonderful Experience!”
| % @)X®@X®)® Reviewed yesterday

E’; nbowsa ‘We spent two nights here on business and I must say that
;,;3 everything was excellent. The location of the hotel is quite
‘ : _ close to my destination as well as some other business
Q ual |ty Senior Contributor ! ; ; ) } :
o 25 reviciis centers in the city. As for the room, even though being
L small. but it is excellent and surprisingly comfortable. I
Management @ 18 note revisws i

= would definitely recommend this hotel to others having a
) Redewsinirelies  pysiness trip. However, this hotel might not suit those
S 49 helpful votes enjoying a family trip due to its limited room space.

Reference: www.bsigroup.com Reference: www.researchgate.net
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Exercise

1 ABC company makes smartphones. It uses just-in-time inventory control. All workers in the company give

an importance on quality assurance.

(a) State two advantages to a business of using quality assurance.

Advantage 1.



Exercise

1 ABC company makes smartphones. It uses just-in-time inventory control. All workers in the company give
an importance on quality assurance.

(a) State two advantages to a business of using quality assurance.

Do not get points such as making customer satisfaction / creating better quality / increasing sales
Reducing cost/fewer defects on products



Exercise

1 ABC company makes smartphones. It uses just-in-time inventory control. All workers in the company give an
importance on quality assurance.

(b) Identify and explain two reasons why product quality might be important to ABC company. [4]
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Exercise

1 ABC company makes smartphones. It uses just-in-time inventory control. All workers in the company give
an importance on quality assurance.

(b) Identify and explain two reasons why product quality might be important to ABC company. [4]

* To maintain customer loyalty
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