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	Subject content
	What students need to learn:

	2.3.3 Managing quality

The concept of quality and its importance in:
· The production of goods and the provision of services: quality control and quality assurance
· Allowing a business to control costs and gain a competitive advantage.
	Students need to learn that the idea of quality is directly linked to meeting customer needs. If customers’ expectations of quality are not met, then a business may lose its competitive advantage over other businesses. Students also need to be aware that a business can manage quality through using either quality control systems or methods linked to quality assurance.

Quality is highly important to customers so if a business manages quality well it can provide a business with a competitive advantage, and also allow a business to keep its costs under control.



Key terms in this topic:
· Quality control – the process of checking the standard of quality at the end of the production process.
· Quality assurance – the management of quality is carried out at every stage of the production process.
· Competitive advantage – an advantage a business has over its rivals that is unique and sustainable.

Key terms – examples
In the space below, write examples to illustrate the key terms 
	Key term
	Examples

	Quality control
	


	Quality assurance
	


	Competitive advantage
	



Summary of the topic
Quality control is where quality is checked at the end of the production process and quality assurance is where quality is checked throughout the manufacturing process. Controlling quality throughout the production process can be expensive, but it could ultimately reduce costs because defects do not then have to be dealt with. 

The concept of quality and its importance in allowing a business to control costs and gain a competitive advantage is also an important part of managing quality. The car manufacturing industry could again be an interesting example to use here since quality assurance throughout the manufacturing process has reduced defects to a small proportion of parts per million.

Synoptic links to this topic

This topic links with the following areas of the specification:

· 1.2.1 Customer needs
· 2.2.1 Product
· 2.2.5 Using the marketing mix to make business decisions
· 2.3.2 Working with suppliers

The concept of quality is highly important as it is an underpinning customer need that a business must meet. Customer needs will vary but a business will need to establish what the needs to be fulfilled when making marketing decisions linked to design mix of its products, and then using this part of the marketing mix to build a competitive advantage.

The way a business manages quality could also influence the way a business works with its suppliers. The relationship with suppliers could be very important in ensuring the business is supplied with high quality raw materials which allow it to manufacture high quality products.









Case study: Last Course Patisserie

INSERT STOCK IMAGE OF CAKES/DESSERTS 

Last Course Patisserie Ltd is a small private limited company based in Devon which 
produces hand-made desserts and puddings. The business was established in 1986. Its 
owners previously worked in the food industry but felt they could offer better quality and value for money to customers. All of the desserts are made fresh to order which has provided Last Course Patisserie with a reputation for high quality products and for being flexible when meeting customer needs. 

Getting the best ingredients for the desserts is a vital part of the business. Last Course 
Patisserie found excellent suppliers of free-range eggs and dairy products close to its 
business location. This means all ingredients could be delivered quickly when needed.

Last Course Patisserie has recently employed a new head chef from Switzerland who has introduced a new range of products to the menu. This has proved to be very popular 
with customers and the business now struggles to keep up with demand. Last Course Patisserie is receiving increased orders for desserts but, due to the size of its business 
premises, struggles to meet this increase in demand. The owners have decided that it is the right time for Last Course Patisserie to expand and possibly relocate to new premises.
(Source adapted from: http://devondesserts.co.uk/)











How this case study illustrates/exemplifies the specification content:

	The case study illustrates ‘managing quality’ in a number of ways:

· All of the desserts are made fresh to order which allows Last Course Patisserie to be flexible in meeting customer needs.
· Getting the best ingredients is vitally important to the business, which means Last Course Patisserie need excellent suppliers.
· Last Course Patisserie has recently appointed a new chef from Switzerland. This has led to new products being added to the menu. The quality of these must be high as they have proved to be very popular with customers.



Check your knowledge:

1. What is the difference between quality control and quality assurance?
2. How could manging the quality of a product lead to reduced costs in a business?
3. Why would a business with lower costs have a competitive advantage?



Check your knowledge: recall question (previous unit)

1. What information is included on a bar gate stock graph?
2. What is meant by the term ‘buffer stock’?
3. Identify one way a just in time stock management system could reduce costs for a business.
4. How could a problem with logistics lead to low customer satisfaction?











Activity – now try this!

Copy and complete the following mind maps by allocating the each statement to the correct mind map.
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Quality Control











Quality Assurance


















Statements

· Builds quality into every stage of the production process
· Workers feel valued which increases motivation 
· Checks are made by quality inspectors
· Less disruption to the production process
· Less wastage as mistakes are spotted earlier
· Difficult to have same quality each worker may have different standards
· Quality is checked at the end of the production process
· It increases waste as faulty products have to be scrapped
· Workers have less responsibility so may take less care
· Not every product is checked for quality 
· Every worker is responsible for checking the quality of their work
· Can be more time consuming for workers


What have you remembered so far?

	Question
	True
	False

	Quality control is carried by every worker
	
	

	Quality assurance leads to less wastage
	
	

	High quality products will provide a competitive advantage
	
	




Exam Question


1. Explain one impact on a business of producing high-quality products. (3)

2. Discuss the impact on a business of managing quality using quality control. (6)

The new chef at Last Course Patisserie plans to implement a quality assurance system in the production of its desserts.

3. Evaluate the impact on Last Course Patisserie of implementing a quality assurance system. You should use the information provided as well as your knowledge of business. (12)

