
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 services and allowing businesses to control costs and 
gain a competitive advantage 

Quality Control 

Quality control is a system of inspection to try to make sure that customers don’t 

experience a poor quality product or service. 

This is usually done at certain points of the production process and is controlled by 

the managers of the business 

This is good because it is very systematic and ensures that a clear routine is fol-

lowed, in addition it means that only a few employees (usually managers) need to 

be trained in quality control which reduces the training costs of the business.  

However this does not solve the problem of quality, it only identifies issues at cer-

tain points in the production process.  Employees are rarely involved and any is-

sues usually result in the product being scrapped as it is too late to fix. 

Quality Assurance 

Quality assurance attempts to build quality into the system rather than 

something that occurs at the end.  This means that every employee has 

quality responsibilities. 

Once employees see quality as their own responsibility, they are more 

motivated to improve the system and are more likely to be able to find 

better ways of doing things. 

Quality assurance is used to try and build a quality culture, which means 

the accepted attitudes and practices of staff at a workplace 

This is good because it puts the responsibility on everyone so that prod-

ucts are more likely to be consistently good quality, thus reducing waste 

and also there may be more new ideas as more people are considering 

quality in their day to day jobs. 

However changing the culture of a business takes a long time, and can 

be very expensive.  This is because there will be lots of training needed 

to ensure that all employees know how to check the quality of their 

work. 

Quality, Cost Control and Competitive Advantage 

High quality production means things are right first time; this means the job has 

got to be done once only.  This means: 

 Less wastage on raw materials 

 Lower wage bills, less overtime needed as jobs are done right first time 

 Fewer managers as staff are more self sufficient and don’t need to be con-

stantly looked over to check the quality 

This allows a business to achieve a competitive advantage, quality can be a USP 

and lower costs can mean cheaper prices than competitors. 

Quality and its Importance in the Production of Goods and Services 

Quality of initial impact 

 Goods—well packaged and well presented 

 Services—food looks and smells great or hotel room is clean 

 

Quality in usage 

 Goods—Reliable and hardwearing from the start 

 Services—Everything works/tastes good/comfortable 


