Quality

Quality:

Different customers will have a different perception of quality
Customers’ interpretation of quality may be influenced by a number of factors including:

e Price

e Brand

e Customers’ personal expectations and experiences
e Nature of product or service

uality can be expressed or measured in a number of ways including:

e Aesthetics

e Features

e Core aspects (basic abilities/functionality)
e Performance

e Intangible aspects

Quality is also important when providing a service, the measure we apply may be different:

e Friendliness of staff

e Speed of service

e Efficiency of service

e Staff knowledge

e Cleanliness of facilities

e Appearance of environment

Why is quality a concern for a business?




Methods of improving quality

Quality
Control

Normally relies on an inspection process:

e Head chief inspects a meal on a plate before it leaves the kitchen
e Quality inspector tests a product at the end of the production line
e Supervisor records and listens into a phone conversation at a call centre

Advantages Disadvantages
e Quality can be monitored e Takes responsibility away from operatives
e Stop faulty products reaching the customer e Requires specialist/additional personnel
e Common problems can be identified e Problems only identified at the end of process
e Inspector takes responsibility e Waste levels may be high
e Often arobust system

Quality Assurance

Relies on self-checking:

e A sauce chef tastes the sauce before passing to chef in charge of a dish
e Each operative checks their stage of the process or component before passing it along

Aims to:

e Put emphasis on prevention of poor quality
e Stresses the need for workers to ‘get it right first time’
e Establishes quality standards and targets for each stage of the production process




Advantages

Disadvantages

Spots any faults early saving resources being
wasted at the next stage of the production
process

Motivates workers who are responsible for
ensuring quality standards are met

Aims to achieve an objective of zero defects
Ensures clear systems are in place

Enhances the reputation of the business as less
chance of faulty goods reaching the end

customer

Requires staff training and high levels of staff
commitment

Can slow down the production process and
labour productivity leading to higher unit costs
May demotivate workers who feel under
pressure

Opportunity cost of managers time when
initially implementing the systems and

procedures

Why is Quality Assurance important?

e Sets standards
e Reduces costs
e Helps gain accreditation awards

Involves and promotes teamworking and a sense of belonging which aids motivation

The most widely recognised quality assurance system is total quality management

Quality Assurance v Quality Control

Focus on processes

Achieved by improving
production processes

Targeted at the whole
organisation

Emphasises the customer

Quality is built into the product

Focus on outputs

Achieved by sampling &
checking (inspection)

Targeted at production
activities

Emphasises required standards

Defect products are inspected
out

tutorzd




Total Quality Management (TQM)

Total — management, staff,
suppliers, customers

Quality — speed of service,
consistency, innovation

Management — improving
processes and monitoring
continually to make
improvements however small at
every stage of the process from
beginning to end

e TQM sees quality as the responsibility of all employees

e Each employee is a link in the chain and treats the next
link as if they were an external customer

e They will pass the product on only if it is correct

e Philosophy of get it right first time

Ways of achieving TQM:

Quality Chains

Empowerment

Monitoring

Teamwork

Quality Circles




Zero Defects

Benchmarking

Advantages of TQM

Disadvantages of TQM

Clear focus on customers’ needs — potential
competitive edge

Quality is achieved in all aspects of the
business, not just product or service quality —
reduced costs and customer loyalty

Remove waste and inefficiencies and measures
of performance developed — reduced costs and
benchmarking

Team approach to problem solving developed
and more effective communication —increased
motivation

Training and development costs

Initial disruption to production — plan ahead to
ensure continual supply

TQM will only work if there is commitment
from the entire organisation - does it fit with an
unskilled workforce and Theory X
management?

Lots of bureaucracy, documents and regular
audits are required -difficult for small firms

How can the competitiveness of a business be improved by managing quality effectively?

usP

Can lead to lower costs and lower prices thus leading to more competitiveness

Consistent high quality can lead to a well known brand image where higher prices can be justified for this

As income rises buying decisions will become more and more influenced by quality and fitness for purpose

Evaluate the importance of quality for a business and its stakeholders
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McCain Foods

McCain Foods is the world’s leading producer of frozen potato products. Although McCain
Foods is perhaps best known for producing oven chips, its product lines are much wider. In the
UK they include various other potato products such as McCain Wedges and McCain Home
Roasts, as well as McCain Sweet Potato and McCain Micro Pizza. In other countries McCain
Foods sells a variety of foods including frozen vegetables, ready meals and desserts. Some
products, for example McCain Oven Chips, captured the public imagination immediately and
continue to sell well without needing to be changed. In terms of the Boston Matrix, Oven Chips
are certainly a cash cow for McCain Foods. Other products, however, change through time or
are adapted to create new variations, e.g. curly fries or thin and crispy [ries.

Changes in the range are driven by a number of different factors. For example, microwaveable
snacks take account of changing lifestyles, as people are looking for food that does not take
long to prepare. MeCain Foods has also been responsive to market needs for healthier options
and its products support the Government’s Changedlife campaign. This encourages people to
‘Eat Well, Move More, Live Longer’. As a result Research and Development (R & D) is a very
important functional department within the business and helps to maintain McCain's *It's All
Good® message. Not only does McCain food taste good, but it fits in with current thinking
on healthy diets. McCain Foods now only uses sunflower oil in the preparation of its chips. It
knows that customers want to eat healthily without compromising on taste and it is carelul 1o
use wholesome ingredients in its products.
Ever since McCain Foods was founded by three brothers in Canada in 1957, it has been proud
of the quality of its products and service. This has been maintained by adopting a Total Quality
Management (TQM) approach in each of the fifty-seven locations where it operates throughout
the world.

Adapted from www._thetimes00.co.wk

Outline the key elements that a business, like McCain Foods, might include in its
approach to Total Quality Management (TQM). 18]

Discuss the view that in a business, such as McCain Foods, production is the most
important functional department. [8]

FEvaluate the usefulness of the Boston Matrix to McCain Foods when using it to manage
its large product portfolio. [10]
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