
3.3 The concepts
of quality



Quality



Quality

Quality is not about perfection as different products have 
different levels of quality.   

Quality is about meeting customer expectations 



TQM



TQM

This is quality assurance where everyone 
is responsible for quality.  This is embedded 

into the culture, it takes time and there will be 
high training costs. Once embedded it 

can be extremely effective with
longterm benefits of a strong brand. 



Quality Control



Quality Control

This involves checking products at the end of 
production.  It means that an individual is paid
to do this and it is consistent.  However errors 

are not normally picked up until the end. 



Costs of
maintaining 

quality



Costs of maintaining 
quality

The cost of maintaining high quality is training costs and inspection
costs.  This leads to a stronger reputation, people are willing to pay

higher prices, increased sales and loyal customer. 

The cost of low quality is refunds, recall costs and legal costs. 



Quality Issues 



Quality Issues 

Franchising can result in quality issues due to 
it being difficult for the business to monitor.

Outsourcing  can also result in quality issues
as it is out of the businesses control. T


