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Teacher’s Introduction

This course companion is for core content Section 3: Quality and Compliance.

It forms part of the Technical Qualification in Management and Always check the exam board
Administration, which is assessed externally by City & Guilds. website for new information

including changes to the
specification and sample
assessment material.

In this section, students are introduced to the concept of quality: both of
products and of services, and of production processes in organisations.

The section builds on prior knowledge from Section 1 regarding organisational
cultures and values. It also links with content in Section 2 about health and safety in the workplace. This course
companion also prepares students for Section 6, which contains a more in-depth study of the need for
continuous improvement.

Core content Section 3 provides a thorough understanding of the importance of quality and explains how lack of
quality can impact on the long-term success of an organisation. The unit describes various actions that can be
taken to ensure quality, and explains the importance of quality improvement. There is also information about the
various voluntary and regulatory bodies that exist to maintain and enforce quality standards.

As part of this course companion, students will explore different forms of evidence and different research
methods. The material contains relevant workplace examples, and research activities, which will help students to
understand and appreciate the importance of quality. The material also emphasises the importance of complying
with quality standards and the consequences of not doing so. The use of case studies further enhances students’
learning experiences, and will assist them in understanding and retaining information and key concepts.
Throughout the course companion, reference is made to real-life examples, case studies and business models.
This helps students to relate to the world of business and identify challenges that some organisations have faced
and overcome.

Suggested answers for all activities can be found at the end of this course companion, in addition to a glossary of
key terms for easy referencing when studying.

May 2024
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3.1: The importance of maintaining and improv
aspects of public and private sector org:

Learning objectives checklist

U Explain the difference between maintaining and ‘=, v 1g quality.

U Describe the types of quality assurance cti’ fie. +ﬁﬁcon be
carried out by organisations to If"e Wy alny”ssues (e.g. process
checklists, quality s'randor'i ,MJC L i J’arles, audl'rs)

&

! _ylw

Analyse how quality maintenance and improvement may differ
between the public and private sectors in terms of scope, budgets,
processes and accountability.

U Describe the different approaches used by organisations to
improve and maintain quality in organisations (e.g. complaints
handling procedures, process improvements).

Introduction

When a person buys a product, e.g. a new laptop, they expect it to work and per:
supposed to. Organisations need to make sure that they always provide their cus!
products or services that live up to their customers’ expectatuons Having dissatis|
sales, a bad reputation and loss of profits.

N o -~

Unit 3.1 examines the processes and acti"‘*i : *sai"“;y O“lfgénisations to make suie
are met. The unit explains the crl* s U i 'measure quality, and discusses how
continually strive to imnr=u - "o, =./Quality standards are often laid down by ind
BSI Kitemarluu: 1 =, and WI|| be studied in Unit 3.2.

o9

poay

Unit 3.1 also@®eribes some of the approaches that organisations can use to imp:

The importance of quality

Quality is the degree of excellence in products or services that have been manuf.
or service is of good quality when it is designed, produced and priced so that:

e |tis suitable for its purpose.

e [tisreliable. Quality: the d
e |tissafe to use. products or s
e |t lasts for its expected lifespan.
e |tisaffordable.

e |t satisfies customers.

Competitive o
a company hu

-
- & .
Offering quality goods and services helnc,.» ar., _ation have a competitive adv:
good reputation. If a business #2* ;v .3, Ldion for poor quality, then customers \

products or services. i W

R

The benefit] 1;{;&@\ quahty goods and services include:
o Gaining & Lo‘mpetmve advantage.

e  Repeat purchases from customers.

e  Customer confidence in the brand.

e  Reduced costs incurred in solving customer complaints and after-sales prob ¢

Course Companion for T Level in Management and Administration: Unit 3 Page 2 of 20

COPYRIGHT
PROTECTED

'9

a9

Education




Because quality is important, organisations work hard to make sure Quality
that the products and services they offer are of high quality. checkir
qualit,

The following activities are all used by organisations to ensure quality: produ:
e Quality control Qualif
® Quality assurance § manat
e (Quality maintenance 4 | carried!
e Quality improvement o f g5 7 produc
4 L Qualii

The first three activities focus 2 nai. t |.m’g”and monitoring existing apprat
standards ofquahty Wl gurc&}llmprovement activities focus on throug
improving *¢ ) L ity of performance, products and services. perfort

s

Quality control

Quality control is the process of testing final products and services to
ensure that the desired quality has been achieved. Products that do
not meet predetermined standards of quality will either be sent to be
reworked or discarded.

Quality control is achieved by checking products and services against
predetermined standards and by taking corrective measures when
products are not up to standard. For example, if a batch of potato
crisps comes off the production line and is burned, the crisps will be
rejected as not for sale. Methods of identifying and dealing with
quality issues include the following:

Feeu

® Feedback wy (P
N - IR

® Inspection 7 At

®  Acceptance sampling rat\¥ Ao

e  Product recall SO

Feedbacl{?

ot g
Feedback fro®®CUstomers helps organisations monitor quality and deal with prot

Feedback can be conducted either at the point of sale or electronically. Feedback
ways, such as customer questionnaires to ask about the service or products custo
organisation, social media posts, and website comments. A customer rating form
after they make a purchase is an example of feedback.

3

Q00

Inspection

Products and services can be visually examined and tested to make sure that they
Some organisations, such as car manufacturers, may inspect or test every item. (.
may test just a sample of products.

Acceptance sampling

It is not always possible to test every single produ ct., "r;ptance sampling means
number of products at one or more st2g 5« ¢ 2 pr uduction process. For examp,
be tested in a jam-making factzo "

S
S
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Product recall

This happens when a business asks customers or retailers to return productsto t |
safety issue and customers are at risk. A product recall can be very expensive an¢
For example, Hunter Price International recently recalled certain Harry Potter-the
safety measure.

One of the reasons why quality control is so lmportanffw e md a product reca.
cost the organisation money, but it also makes cu Gi "o 5 .0se > confidence.
e

The importance of qual'* i {’sp( Lmi/sl

Organisations e iy o 3 L alu‘y control inspectors to ensure standards are met.
helps an or! to. protect its customers against faulty or low-quality product:
organisatior g tect its reputation. For example, car manufacturers have a list

must be completed before cars are sent out, such as headlights working and pain
checks have to be completed against a predetermined list before the productis ¢

— Activity 1

Decide whether the following statements are true or false.

Good quality control can give a competitive advantage.

Quality control increases costs.

Quality control helps to maintain existing standards.

Quality control has no effect on customer coif

S

Johnson

In September 1982, Johnson & Johnson recalled all of its Tylenol
products after 13 people died after taking pills that were bought in
the Chicago area of the USA. Tylenol is an over-the-counter
medication used to relieve pain and fever. It is commonly used to
treat headaches, muscle aches, arthritis, cramps and fevers.

o,
o
-

-

.
On investigation, it was discovered that a person had gone into shops
and tampered with the bottles by adding potassium cyanide.

Johnson & Johnson’s share price and sales fell after the incident, but because of
all of its Tylenol products, the company recovered its market position within a m:
praised for the way it handled the tragedy. This incident le<! to changes in the i
products are packaged.
% L (¢
1. How did Johnson & Johnsc i 1 ¢ =/t avoid a loss of consumer confidence
2, In your opinion, Wi ’w sm ‘the packaging of medications justified?

e

Jlyou ‘can find the names of any recent product recalls |
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Quality assurance

To be assured that existing standards of quality are maintained,
testing and checking need to happen at every step in the
production process. If one activity in a production process is not
up to standard, then the quality of the end product will be
affected. This applies to both products and services. For ex2 dle,
a biscuit factory needs to make sure that not only ;;;t';e {ging up
to standard, but the best quality ingredient< ~ sk xiv g used. A call
centre needs to make sure that it° s {;y ~ervice agents are
properly trained and that j _aro4ueries are dealt within a
professional emane A

Products ¢
monitorec |

Quality assua

® |t helps to prevent mistakes and defects.
It gives consumers confidence that products are safe and reliable.

e |t gives a company an advantage over competitors.

e |tincreases sales and profits. Did y

e |timproves the company’s reputation. Qualiz,

e |t builds a culture of quality within the organisation. orgari
supplic

When a culture of quality exists, then at every stage of production
employees take responsibility for quality. An advantage is that mistakes are quici
reducing waste. A disadvantage is that it can slow down production times and ac:

The differences between quality control and qualitv assurance

~

Quality control e & Qualiy

® Focuses on identifying faulty or i ¢ Focuses on improving
substandard goods. e { ' A e Establishes a good sys:

® The productis atthe b ”l::z:' ety control. e The production proce::

quality assurance.

Quality as% Wiince activities

There are various activities that organisations can carry out in order to identify an
e  Checklists: these can be used to ensure that all essential tasks and inspecticr

e  Control charts: a quality control chart uses a graph to show whether the sar
standards, and if not, how far off they were from meeting them.

e Auditing: a quality audit examines how the processes and systems of an orgai\
quality audit might involve reviewing design documents to ensure that they ni

e Cause and effect diagrams (also called Fishbone and Ishikawa diagrams): the
problems have occurred. For example, a cause and effect diagram can be use
cause defects in a product and find a way to resolve the issue.

®  Process control: this refers to monitoring and bl .l g | stagesin the protl
that quality is maintained throughouf thalor 'P“ 's'and that there are no flaw:
Process control helps to ensur=, ‘0 1 tity and quality of products and s
limit waste. For exanv ) - "",:n ng manufacturer will make sure that seams
shops magaeefL 2 ke garments. A chocolate factory will need to ma|
o and taste the same.

control can be partlcularly useful for training staff on procedures relating to Ir
with customer complaints.

e  Feedback from customers comes in the form of surveys, questionnaires, etc. |
and in-store.

Course Companion for T Level in Management and Administration: Unit 3 Page 5 of 20
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Examples of quality assurance in different industries

e |nthe manufacturing industry, quality assurance involves inspecting and test
production to make sure they meet the required standards and specification:

* |nsoftware development, quality assurance involves testing software thoro.
issues that may affect its functionality.

® In healthcare, quality assurance involves reviewing medical procedures and ¢
safe, effective, and meet healthcare standards ar‘f;;' i itions.

P d)
Quality maintenance s U -

Lo Y oA\ i , ,
Quality maintenance actiit’. ; . rorded out as part of quality assurance in orde:
level of qualitammal\ ‘z"\-juheﬂ"j Maintenance activities focus on improving equi
safety, and )

o

Quality maintenance is undertaken by:

e  (Classifying defects and identifying the ways in which they occur, their freque!
e  Performing a preventive analysis to identify the parts of the equipment that
e  The maintenance, servicing and repair of all mechanical and electrical factor

— Activity 2

An ice cream kiosk owner and quality assurance
Albie runs an ice cream kiosk. Recently some customers have complained that hiy
and that the cones are soggy.

Write a short note to Albie suggesting which process control activities might help

r— Case study 2 -t L; N

. e v
A A
Toyota's ety » . " ice system
Toyota’ sYReIPN O.surance system is based on the principles

of ‘custon\e®®st’ and ‘quality first'. These principles have
always been part of Toyota’s values. The task of the quality
assurance team is to ensure that every vehicle leaving any of
their factories meets the organisation’s standards of safety
and quality. Around 2,000 checks are performed on every
vehicle before it is signed off as ready for delivery.

1. Explain how Toyota’s quality system benefits customers.
2. How does having a reputation for safety benefit both
k Toyota and its customers?

COPYRIGHT
PROTECTED

Education
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Quality improvement

The main objectives behind quality improvement are to increase the
value of products and services to customers and increase the
organisation’s profitability. For this to happen, all stakeholders must
understand and be involved in quality improvement activities.

Quality improvement applies not only to the goods.2 a . vicos the
organisation produces, but also to the way t'.= it i}lcféﬁt departments
perform. You will remember from. !¢ f;“f’;a coifferent functions are
performed by different dor - 3 > within an organisation; for B
example, salcoamnal ‘g*w_’&;,,;odﬁ”ction, finance and administration. .

,,,, s foster a culture of continuous improvement, using
approaches such as quality circles and total quality management —
(TQM). Organisational management will be dealt with in greater detail St
in Unit 6. For quality improvement to happen, the organisation’s goals Stakeh
need to be clearly defined and everyone needs to understand and a perst
support them. espec:

Many organ \a®

Approaches used by organisations to improve and maintain quality

Below are some of the different approaches used to improve and maintain qualit\
that many organisations use more than one approach as part of quality improvei:
organisation may document and analyse customer complaints to identify produc:
quality of goods. Once production issues have been identified, it may then decidy
improve production processes. The organisation may then use process mapping &
one process does not negatively impact another proces=. - /s mple example is a ¢
complaints about the comfort of the seats. The i {*Q‘m.«»‘er’hay decide to rede:
need to be sure that they can still be 27s v * w“imc)”"iihe original car bodies witho
slowdown in the production o7 zss. w

- L
W ¥

. \Ue Lrocedures
Q¥ u
Having an e\ method of handling complaints is an important part of quality it

A good complaints handling procedure helps an organisation to:

e  Resolve issues raised by customers.

e  Collect information that helps to improve the quality of products and servic:
analysing complaints and identifying recurring and system issues.

e Improve the reputation of the organisation by strengthening customer confic

Quality circles

Quiality circles are small groups of employees who meet in order to discuss how it
problems. Membership in quality circles is usually voluntary and everyone’s opini
When employees are part of quality circles, they are usually more motivated bec:
Employees who have been with a firm for some time -« - h ve good ideas abou
is an example of an organisation that uses qitz'ity fif':;. ¥ A

Taguchi method oA\ gl
This method of aualit:* '« * 41 _aphasises the roles of research, product design &
reduce def: < i sUbstandard goods. Toyota, Ford, Boeing and Xerox all |

of their con

PDSA (Plan, Do, Study, Act)

PDSA - or Plan, Do, Study, Act — is a four-stage problem-solving approach used fo
out change. It is important to include customers as part of the PDSA approach bet
about what does and doesn't work. Changes always need to be tested and measi
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PDSA is very similar to PDCA (Plan, Do, Check, Act). PDCA is used mainly by corpc:
solve problems and lead to continued improvement and better control of proces:
by education and healthcare practitioners because it has a more analytical and in!
(Activities are studied and results measured before being put into general practic:
construction and hospitality industries.

:

Process mapping o
Process maps are an important quality i lmprow*n“ nt “Jg q hey are used in qualit

processes before any changes are mac> 1, lpsfé ensure that changes will no
the process. Process maps are...f é”n"L O ﬁunderstand how healthcare processe
N 2')lv
: s

b}
4

Benchmat -
This involve VG

s

”””” g the best methods used by competitors in the same industry ¢
common in industries where there is fierce competition, such as electronics and n
McDonald’s have used benchmarking.

Total quality management (TQM)

This is a business philosophy that emphasises commitment to improving quality ©
every function and every department. Everyone that works for the company mus!
quality of their work. In organisations using TQM the customer is always put first,
to provide effective customer service and by conducting market research to find ¢
For example, Marks and Spencer, like many other large retailers, uses an electro
which enables data to be collected on what products customers buy. This data cai
lines so that they better reflect customer needs.

Xerox, Allen-Bradley, Motorola, Marriott, Harley-Davidson_Trrd, and Hewlett-Pag
o -

TQM is achieved through: a

e  Skills development, educatlor‘ wi ra Vg “

®  Evaluating the effectiy 0 o e ,mmmg

® Researc gaath r- j-and future needs of customers.

o9 7Ii1y“pfoducts and services that satisfy customers’ needs and e

nprovement of processes and systems.

The difference between quality maintenance and quality improver:

Quality maintenance is about maintaining the existing level of quality, whereas ai
improving overall standards of quality. Quality improvement activities form part ¢
organisational objectives.

The benefits of improving and maintaining quality to organisations

Ensuring that existing quality standards are maintained, or continually improved . COPYRIGHT
an organisation:

®*  Good customer service is offered, leading to increased end-user satisfaction, PROTECTED
e Increased value for money for customers and impro.. ustomer experience
e Time and resources are used effectively. gty {1 J 5

e  Efficiency levels are increased. . “

®  Productivity is increased bac s W Yl is proper time management and use |
Products and servi« ¢ .0 “uatly improve.

'9

. grin. “d vision may be achieved. 09

. ) 'ung improves employee skills and knowledge. Educotion
e Business nas a competitive advantage over competitors.

e Improved business image as fewer defects are returned and customer comp!

Increased market share and more customers, which improves profitability.
Good working relationship between employers and employees.
®  Better processes and systems exist; therefore, a proper customer complaints

Course Companion for T Level in Management and Administration: Unit 3 Page 8 of 20



/— Case study 3

Mr Peters’ supermarkets
Quality performance is just as important as the final quality of products. This ap|
well as in manufacturing industries.

i
Mr Peters has received several letters from custome o Jp 1ining about the ley:
supermarkets. The main issues seem io be th: u ﬁ%} ./attitude of staff toward:

choice of brands on his supermarketstiar s

G @ v
Answer true or f5 e i tw‘,cn’él’s Thq'f Mr Peter has received are a type of
Sug, oy . . .Ar Peters can deal with the attitudes of employees towe
Ma! o - o customer needs that a small supermarket might need to dea

Exp Xy quality performance is an important part of quality assurance.
In your opinion, would implementing quality circles help Mr Peters to motiv.
Explain how Mr Peters could use benchmarking to improve the selection of ;
his supermarkets.

[?‘S-":"S*’!\’.—'

How quality maintenance and improvement may differ between th:
in terms of scope, budgets, processes and accountability

Quality control is important in both the private and public sectors, but their apprc

Objectives and priorities

In the public sector, the emphasis is often on complying with regulations, meetin:
spending taxpayer money efficiently. Quality control focuses on delivering service
In the private sector the emphasis is on meeting customc ) 'ds, being profitable
edge. Quality control focuses on customer satisfa i - duct excellence, and t

&
L
-

Budget and resources Wah\\ &
The public sector is oft( a7 - sea’by having a limited budget, and by bureaucrs
e’ iacand cost-effective while ensuring service delivery to ¢

quality and proﬂtablllty. Companies can allocate more resources to enhance quallt*g

Performance and measurement
Public sector performance is measured by metrics related to service delivery suc
accessibility, and citizen feedback, adherence to regulations, and public satisfact

In the private sector, quality measurements are often focused on financial perfo::
and market share, using metrics such as sales figures, customer retention rates, &

Regulations and scope

The public sector is subject to many regulations and oversic’: from government

need to align with government standards and oft@; 140, Y0 wudits to ensure con
i

The private sector also has to com“"}(, SR s and}egulations but there is more
standards and processes. T" ) < s on meetmg industry standards, but compa |
setting their cuggality ')» A 5.

The empha5|s in the public sector is on accountability to the public and governmg
often slow due to being subjected to more scrutiny.

In the private sector, accountability is to shareholders, customers, and internal s
Decision-making tends to be more streamlined and driven by market demands.

Course Companion for T Level in Management and Administration: Unit 3 Page 9 of 20
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— Activity 3

Investigate Apple products
Apple charges a higher price for its iPhones than similar products made by rival

1. Compare the price of the latest iPhone with similar products.
2. Suggest reasons why customers are willing to pay mer- for an Apple proci
- f:j A

Tesco makes the following statement on its website:

‘Tesco customers expect us to only sell products made to the highest
quality and that are responsibly sourced. They trust us to ensure that all
our products are safe and comply with all the applicable laws and
regulations.’

zzed.uk/12551-tesco Using this link, investigate how Tesco addresses
quality with regard to its

®  Suppliers

¢ Llabelling and packaging
®  Product development

®  Food safety

Qou can choose to work in groups or alone and write shzn. btes on your finding !

2. Explain the difference between quality maintenance and quality improve:
3. State what the letters TQM stand for.

4. Explain how feedback can improve quality of performance.

5. List two reasons why quality improvement is important.

6. Explain why public and private sector priorities and objectives in quality ¢
may differ.

]

Longer response question ([ g~

7. Having an effective complair ', in ) ‘asvprd'cedure isan important part o
a) Explaintwow:o - — 5}‘?‘:’; . dn organisation can get customer feedbac
b) Eyalua: w{,); ‘s «eedback can be used to help quality performance.

Course Companion for T Level in Management and Administration: Unit 3 Page 10 of 2
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3.2: How quality is measured in differe¢
through quality standards

Learning objectives checklist

O Explain the purpose of quality standards for orc'f, 2 Zﬁ'\ 25 in

different sectors. i =

O Describe different accreditatior v ro. e wferé"ﬁ{r sectors and the use —
of ISO standards. i P

O  Understand hov . A ja :,’I;m'l’éhwbenefi'rs from obtaining

L <,eulity through: B
20] b?and awareness.

o Developlng trust with customers.

U State the responsibilities associated with maintaining a quality
accreditation, including internal /external audits, process maps, —
documentation, cost.

U Explain how implementing a quality standard can improve
processes and procedures in an organisation and identify areas
for improvement.

0 Know the benefits to organisations in applying for people-based
accreditations.

Introduction
Unit 3.1 explained why achieving and maintaining hun damsdesds of [T o
Quality
quality is important to organisations. The ur’t Is. | o o ~ned some monageR
of the methods used by orgamsatmr sl ﬁr \rethe quallty of their systems
goods and services. el ®” ensute cdl
Unit 3.2 fol(US# fi 5in Umt 3.1 by outlining some of the quality :pec:ﬁcj%
standards ti 26\“1“‘”0 set by external organisations, and used sgr::et?lin;
voluntarily by orgamsatlons The unit explains why organisations L
want to comply with these quality standards and what their Guideline
benefits are. Unit 3.2 also examines the purpose of these quality now somiy

standards and their value to both organisations and consumers.

Finally, Unit 3.2 describes some of the different forms of product- and people-ba:
different industries.

The purpose of quality standards

Quality standards are sets of requirements, guidelines, systpr is, methods and sm&
consistent product and process quality. Having cormc &ua a dards of quality is |
a specific product or service from a compan*: he ’ W Ao know that if they buy |
For example, if customers buy tmc r*‘c ikt Nut brand of baked beans, they wa
of the same quality. >

Course Companion for T Level in Management and Administration: Unit 3 Page 11 of 2
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Improving processes and procedures in an organisation and identify

Organisations that continuously seek to maintain and improve the quality of theit
likely to identify activities and processes that can be improved on. At the same ti.
processes and procedures improves the quality of products and services, leading |
For example, Coca-Cola states on their website:

The Coca-Cola Company prides itself on strong global '+ lity and food safety
use qualified ingredients, enforce robust supp!i=r e g’«fe.jiaents and follow aii
regulations issued by regulatory comnli.v e vame’fs.ﬁln short, we expect oL
to high standards of quality 0;:,1 P {.;;y 2 mahufactun’ng practices throughc:

Y A4 7 el : .
Coca-Cola sefgat ('t - v . : objectives in improving quality standards.

¥hetween internal and external quality standards

In Unit 3.1 you learned that organisations use various methods and activities to r\
services are of the quality that customers expect. These are internal standards, s¢
organisation itself. Once standards have been set, products and services are mea:
such as quality circles and TQM can be used to improve existing ways of operatin:

There are also external, independent boards and organisations that set quality st
voluntarily comply with these standards. These independent boards have been ¢
improve their processes and increase their efficiency and quality. At the same tin
certain levels of quality and safety have been met.

Three important independent organisations are the International Organization fai
European Foundation for Quality Management (EFQM) and the British Standards |
Their accreditation standards are used widely across mar . u. ‘erent industries.

There are also organisations that exisfvw"mf' . ;aclnt"in»dustries; for example, the
Standards (BRCGS) sets standa~1 iz . rovecognised by retailers and food servici

Complying with externc!’ & v\ j_‘_“f,uu:é’)rd»s helps an organisation do the following:

e Meet customer and stakeholder needs.

e Ensure safety and reliability.

e Control hazards and meet environmental objectives.
e Define and control internal processes.

International Organization for Standardization (ISO)

ISO quality standards are the most commonly used set of standards around the
world. The quality standards are regularly revised and updated. The current versi COPYRIGHT

of I1SO standards is ISO 9001. PROTECTED

ISO sets out internationally recognised codes for diffe .~ o ntries and provides
common standards that different countries shire ’TF&;. wstandards ensure that t
products and services that people ot &¢ Fus reliable, safe to use, and of
acceptable quality. The ISO ' -~ tmfl portant role in facilitating trade between ;9
countries becase ann Lt :jfr 4dn be sure that the products being imported for

sale are of ‘L‘E in .t ndard. 09
o Education

accreditation is ensuring that everyone follows the same procedures. Examples ¢
accreditations include community services, engineering, hospitality, and manufac

1 https://www.coca-colacompany.com/sustainability/product-quality-safety
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The ISO continues to review standards, write new standards, and

make changes to existing standards when necessary. ISO Did yo
accreditation is very important for organisations. There are many The tern
advantages for an organisation in obtaining I1SO accreditation: Greek w¢

® |t provides the organisation with credibility.

® It gives customers confidence in dealing with the organisation.
Becoming ISO-compliant is a complicated process caft ! 2 J brganisation must have
control systems in place before applying g -4

i e

e

s

“jarfon for Quality Management

quality as an essential part of continuous improvement within organisations.
You will remember that continuous improvement was studied in Unit 3.1.

The EFQM has helped more than 50,000 organisations. These include
organisations both within and outside of Europe. The EFQM Model is a
framework that helps organisations manage change and improve their
performance. The annual EFQM Global Award uses the EFQM Model to assess
and recognise organisations that achieve an outstanding level of continuous
improvement. Examples of organisations that have earned the EFQM

C
award include BMW, Siemens and Huawei. °

British Standards Institution

..

The British Standards Institution (BSI) is the 4 io Q' ,u.mdards body of the Unite.
Kingdom. It is a non-profit orgamc“+ T\ I aaces a range of technical standar¢
that apply to different proc- . V‘,eruces It also supplies certification, trainin
and advisory cearices ! 0 5x|>at|ons It was originally established in 1901 as the
’1%9 ar s Committee. It changed its name to the British Standards

Institution i 26\5“‘“0 The BSI promotes trade and reduces waste by simplifying

production and distribution. It also helps protect the consumer.

The BSI Kitemark
BSI Kitemark is a certification mark that can be used by organisations whose
products and services have been approved by the BSI.

Kitemark certification confirms that a product or service has been independently |
experts and is up to standard. This means that you can trust and have confidence
are BSI Kitemark certified.

— Activity 4 -
¢ ¥ 3 :’ s
Decide whether the following statements ¢ '« tri> ¢ vdlse.
' .
Settinggual’i - 1.")\ '?ﬁm*"‘helﬂ‘ps improve profitability.

wﬁi@ y standards is important.

The purpose of accreditation is to improve quality standards.

Accreditation does not improve customer satisfaction.
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/— Case study 4

The British Lion Scheme

The British Lion Scheme was introduced to ensure high health standards in egg
production. Eggs that have the British Lion mark on them are guaranteed to
have come from hens that are vaccinated against salmone!l © and have been
raised and fed according to strict standards. 80% 7. | "e¢ ys are stamped
with the British Lion mark, making them safe “or gbj‘f' prion.

1. Examine an egg and n~2 4ow f:m-«wéﬁ’ers and numbers under the picture
of a lion. (o A7 4

s
e

2. 0,1 . ..gnt, explain what the letters and numbers you have
A/n mean
3. @51 tablet or smartphone, research and find out why it is important

that eggs be salmonella-free.
4. Explain why customers are reassured by seeing the British Lion mark on

K their egg purchases.

Quality standard accreditation

Accreditation is the process conducted by independent Accreditatit
companies and official bodies to check and monitor quality

standards in organisations. Companies can choose to apply to Re?‘f'“'“?
become accredited by one or more of the quality standard agtivily org

institutes or organisations.

In order to earn and maintain quality accreditation .4 on - j|sq~t|on will need to can

external audits, as well as complete procez:+ =~ s, .. prowde documentationinc |
@ i o y’) o

This is often quite a Ienﬂ* y J’ . .as it involves inspections and proof that stan¢

that fulfil allg «3 VE | mards become certified. There is often a certification !

on product sl ebsutes

0
25\3"«0‘“ K

Organisations that meet the required standards become accredited and can use {
logo. Having to comply with external quality standards helps to ensure that prod\
highest quality and that products and services do the following:

e Their quality matches customer expectations.

e They are fit for their purpose.

e They meet their users’ needs.

The benefits of accreditation

There are many benefits to both an organisation and its customers of obtaining &

e |t develops trust with customers.

e |t creates a culture of transparency. gy

e |t gives the customer reassurance that the pr ot fi‘f —;ffd services are of high |

® |t helps satisfy concerns about rella iy d m.ety

e  Accreditation from a smg'f « rga. i yuoh helps avoid the need for duplication
accessmg new ma:i o

te ks uﬁportunltnes because accreditation proves standards ot |

yad awareness as customers recognise the accreditation logo.

. Improved'processes and procedures.

® |t helps identify areas for improvement.
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— Activity 5

Advise a businessperson on the benefits of getting her company accredited
Your friend Sharmilla has decided to start a new business manufacturing light ki
locally in the United Kingdom and also in some European countries. She is currei
stocked at leading retailers. Sharmilla thinks that obtaining BSI accreditation is i
worth the bother. sl
S\
. . . e il 2 .
1. Explain to Sharmilla why becoming B! 1 “if,,a.m'f can help her business.
2. Draw up a list of reasons wh;; Vi ffn;j 1o BSI Kitemark on her packaging i
buy Sharmille’s light hess 7
) e
N A AS
o

s

(3. v G
People-L\G#d accreditation

Organisations need to continually invest in people within the organisation so tha.
turn, improves the performance of the company. Employees who are supported |
their skills and learning new ones are more willing to invest in meaningful work fo

Organisations that support and develop their employees are more profitable anc

develop their skills through reputable institutions, they receive an official accred |
completion of the training. An example is an apprentice who successfully comple:
training, or a human resources employee who undertakes training in a new com;

There are many benefits to people-based accreditation besides improving skill ley
confidence in the organisation and ensure compliance with health, safety and ot |
of institutions offering people-based accreditations are Citv.R \Guilds, the Custon

and Investors in People. o P

City & Guilds o))

City & Guilds Accreditati~» - - A “

City & Guildsuamly .~ ¢ e designed to be undertaken either in the workplace

To > 0. ﬁ'hey offer people-based accreditations.

The Custorr{er Services Excellence Standard

The Customer Services Excellence Standard was developed by the UK governmer |
public service organisations.

The award places emphasis on making sure that the public is properly served.

Its aims are:

e  Continuous improvement in the delivery of public services. COPYRIGHT
e Encouraging individuals and teams to develop new skills in public service de|| PROTECTED
®*  Rewarding organisations that deliver good service.

Investors in People Award gy (7 ) .

Investors in People is a quality standard "o« . dle n‘f"an\égement. The award

recognises organisations that > « (¢ i yorove performance and realise their i
objectives through the 4 % i ~<.tof their employees. It offers accreditation to 9

a9

Education
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— Activity 6

Investors in People Accreditation for Family Care
Following a series of staff interviews, Family Care has been re-accredited by th
Organisation. This accreditation sets out the criteria for high performance throu.

Go to the following website, read the information, and ans er the questions be

zzed.uk/12551-1IP vy
J} s
1.  How many children come into carFany U!\é(/ery day?
2. Wha’r sort of outcome e ,wh o Jflnsanon strive to get for children?
3.
4.

/Research task 2

Investigate accreditations

For over 50 years, Solent Blinds and Curtains has been supplying and fitting bl
On their website you will see that they have various accreditations and membe:
you can about them. hitps://solentblinds.co.uk/

1. Working in small groups, make notes and discuss your findings.
2. Evaluate how helpful these accreditations are:

a) To customers searching online for blind and curtain companies.
K b) For Solent Blinds and Curtains as a marketing ~ )

L

e —

3 e
W

&
e

— HAssessmen* ~. - *"bﬁ-s '

o9

iaof«‘*““ 4

1. Wha¥we call sets of requirements, guidelines, systems, methods and §
used to ensure consistent product and process quality?

2. Isthe following statement true or false? ‘The EFQM Model is a framewoi
assists organisations in managing change and boosting their performance

3. State the name of one people-based accreditation in the UK.
4. Explain two reasons why organisations use quality standards.
5. Describe two advantages for an organisation of obtaining ISO accreditati.
6. Inwhich city is the European Foundation f; Wl m.ﬁ; y N.anagement locate.

¢
-

. ’ .
7. Explain two reasons why 7.« « "t adards are important for consumers.

Longer reggmnse @ 5 )

G .
L™

Evaluate the benefits for an organisation of obtaining quality accreditatic
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3.3: The role of regulatory bodies and i

Learning objectives checklist

U Understand that each industry has different regulatory bodies
and associated inspections, audits and reviews whick. o y
greatly depending on the nature of the orge .3 Tic & _:fo.évexample,
the difference in regulatory bodies fa. 4 » | \wllugre sector (e.g.
General Medical Council) ar;ﬂj, < fa*f;:,; sector (e.g. Ofsted).

O Explain the importen ; “LLJ “~aasctions ensuring they are compliant
with thegglev 1 © =y atory authority.

- p.wers that regulatory authorities have in terms of
. . O N .
issuin(R&S bition notices, closure and suspension.

U Describe the purpose and frequency of inspections, and the
preparation an organisation needs to make in relation to
inspections.

U Understand the impacts and risks of being regulatory non-compliant
to an organisation.

U Explain the approaches that organisations follow to be compliant.

Introduction

Unit 3.2 introduced some of the various organisations that set quality standards i!
comply with and receive accreditation for.

Unit 3.3 examines some of the different regulatory bodie: ; [ oversee Regu
organisations. These regulatory bodies have beer s ib : Yeuby the bod |
government to set national standards for.:y © ‘caiiuns and to control esta
the way organisations operate. T <ve & v ~_any regulatory bodies,

covering a wide range of ¢ - wd, “hese include:

*  Educatg ¥ Lo e  Healthcare

® legals yprb\‘/iders e  Financial institutions

e Account@®nit services e  Architecture

e  Social care organisations e Transport

e  Agriculture e  Food industry

Unit 3.3 describes the powers that regulatory bodies have and the important role
also discusses the importance of complying with regulations and the consequenc:
not comply.

Regulations and regulatory bodies

Regulatory bodies are public bodies that have been established by the Auth
government. Different bodies have been established toc ;. te to git
different industries, e.g. the Advertising Standard. »d ‘"h(j,r ty oversees and
advertising standards in the UK media. T' o= 010y and powers of

these different bodies are giver. t ,n 9 ) J.,N’otjg'h laws that are passed. Their fung
e Making rules, suck s s ‘jf;..rg’that people must be qualified to work withi:
d 1 igsure organisations and people within a specific indust

Organisations must make sure that they register with the appropriate body that ¢
For example, catering companies must register with their local authority, usually |
department. They must also comply with rules and regulations regarding food hy:
Standards Agency.
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Regulations are made to protect the public and help businesses, economic growt
There are more than 90 regulatory bodies in the United Kingdom. Examples of in.
include education, legal, accounting, construction, financial and healthcare. Each
different regulatory bodies. The inspections, audits and reviews that are carried o
of the organisation.

Regulatory bodies are important because they: > { Audit: t1
e  Help to protect the public interest. o "i; s documen
*  Ensure that organisations operate v .. isparency, ethics Perceptit
and fairly. s P i somethin
e  Build customer cnrf % < 2 ufe organisation’s integrity. or inferp;;
* Revalid:
® legal or
Examples of regulatory bodies include: :leg:ula%@
. . . . ar are |

e The Financial Conduct Authority (FSA), which regulates the

financial services industry.
e  The Office of Communications (Ofcom), which regulates television, radio, te!:
e  The Health and Safety Executive (HSE), which regulates health and safety sta|
e  The General Medical Council (GMC), which regulates healthcare professiona
e  The Office for Standards in Education, Children’s Services and Skills (Ofsted),
education sector.

The General Medical Council
The General Medical Council (GMC) regulates doctors and other stakeholders in ||

patients and hospitals. Their authority was given to them 11v.7 br the Medical Act |
® Anofficial list of medical practitioners, called *x m . j’éa.wregister.

e  Standards for doctors. g Vo Did yo
®  Education and training of me e 1 ~ ddoners. The nucle
® Revalidation of mec ' “Qf{‘,*'mﬁéﬁrs. Kingdoni
e InvestigWllh cC . . ;..ya’boﬂt medical practices. Nuclear |

Medical SpELm\’STg such as doctors, nurses, pharmacists and paramedics must be
that professionals are properly trained and qualified and meet the GMC standar¢:
anyone not on these registers to work in regulated healthcare occupations.

Ofsted

The Office for Standards in Education, Children’s Services and Skills (Ofsted) regu|

Its goal is to improve lives by raising standards in both education and social care ||

by the Education (Schools) Act 1992. Ofsted’s role is to:

® Inspect government schools and colleges. It also inspects some independen:
apprenticeship providers and other educational institutions. It also inspects ¢
adoption and fostering agencies, teacher training, and teacher developmeni.

e  Regulate early childhood education and children’s soriz! iare services, to me
children and for potentially vulnerable young =2 p. ):“‘

e  Publish reports to help improve the ZRL N j‘mar’a of education and trainii

Ofsted inspects and grad~; -} e »*‘«.md "co‘I‘Ieges in the UK. If standards are founc

of steps is psg@la '« 17 ) .onitored to help rectify the situation.

Professiorka#®i regulations

Official bodies also regulate some professions. This means that to practise the pro
certain qualifications or an amount of experience. Examples of regulated profess
medical practitioners and solicitors. It gives consumers confidence when they kng

someone in a profession that is regulated.
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— Activity 7

Decide whether the following statements are true or false.

There is one regulatory body in the UK.

i
i

Regulatory bodies help to protect the public, .
—e=
ar

T
-

s

Compliance with regulations is vol i
= &

' /a3 that must be complied with.

4

-~

Research task 3

On the link provided below you will find a comprehensive list of regulated pro: ¢
and their respective regulators.
zzed.uk/12551-regulated

1. Draw up a list of each profession that you or your family uses in your life. &
rest of the class.
\2. For each profession on your list, explain why its associated regulatory boc

The importance of compliance

&

. e A |
-

It is very important that organisatiniin \Vkrj:,me that they are compliant with
the relevant regulatory ait' . s =, Y100

bl

Regulation e ro.;cct"tﬁe public from harmful and illegal actions.
i

Organisatio\Ge#® are compliant with regulations benefit by:
®  Meeting their legal obligations

® Increasing workplace health and safety

e  Better brand perception amongst customers

® Increased profitability

Approaches used by organisations to ensure compliance

It is important that companies put into place systems to make sure they comply

For example, they can:

®  Make use of internal policies and procedures

e Conduct staff training

® Keep documents as evidence of compliance v = |

®  Appoint a responsible officer such a7 . It d safety rep

The responsibilities . - i M»r{. Jexs

S
e

(a0
They must make sure that:
e  They are registered with the appropriate regulatory body and all licences arg
e  The company is listed in the accredited register(s).
e  The company meets the standards set by the regulatory body.

e  They are aware of any changes to the rules.

It is the res; it s.rfp"loyers to make sure that they comply with regulatic.
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e  Their workers meet the standards of the profession and have the necessary g\

e Job descriptions and person specifications reflect the requirements of the re|

e  Training programmes are available to help improve the knowledge and skills
changes in the industry.

Organisations that do not comply face consequences such as fines and bans on ag

regulated more strictly than others. For example, healthc iE 5as many strict rule:

followed, but counselling, psychotherapy and nor:sd {:i;,a.,»cos"’metic practices are
healthcare and are unregulated. = -

. L
-
o ,«r

- -
o i
The powers of regu’i 3 ; *Huies

or. ’,e&t:i“y; éovernment bodies must be complied with. Compar|
o r an organisation acts in a manner prohibited by a regulatory |

® |nvestigating the organisation

e  (Closing down the organisation

e  |ssuing prohibition notices

e  Suspending an individual from working in an industry
®  Financial penalties, such as fines

®  Restricting certain activities

e Public censure and loss of reputation

If an organisation or a person receives a prohibition notice, then they must stop ||
immediately. Prohibition notices are usually issued if there is a risk of serious per:
breach of health and safety legislation.

Individuals who have breached ethical codes of coruu f ¢ J f{%he’r regulations withip
The suspension may be lifted after the inc .. he.~emedied their mistake or a tit
Itis important to remem’ ¢ A wv{é.. Sthe organisation’s responsibility to make su:
with laws agul. * . - _ithin their industry. It gives customers confidence de:
99 _jng“fhat they have to comply with the laws and regulationsin i

10
2_(30"«-‘*\‘“ e

/— Case study 5 |-

British Airways fails to comply with health and safety rules

The Health and Safety Executive (HSE) is a UK regulatory board that

enforces laws relating to health and safety in the workplace. In 2021, the

HSE fined BA £1.8m plus costs after one of its employees was crushed by

a tow vehicle at Heathrow Airport. HSE inspectors found that employees

were in the habit of walking outside the demarcated safety lanes. The

HSE stated that BA was not making sure that health and safety rules were

being complied with and that there was inadequate supervition and training of |

HSE inspector Megan Carr described the sitirat’ s 3 ‘A ;;'lcidem waiting to hap
1. Why did the HSE fine BA "o 3. ~.icent?
2. Do you agreethe: x - o s nave a duty of care towards the health and

; v+ .0 d sentence.
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Inspections

Inspections are one way in which regulatory bodies make sure that organisations
standards. For example, Ofsted inspectors visit children’s schools. Inspectors can
Speak to the relevant people, e.g. managers, supervisors and employees.
Examine workplace activities, conditions and practices.

Check and assess relevant documents.
Check whether risk controls are effective. s
Identify any breaches of the law. o " Ay

Decide on appropriate actions ’;,,: { ?"Eaf;\;w

LY
L F . .
Usually, organgatic . = <. titred in advance that they are going to be inspected.

]
6\3‘1‘3‘”{0

*  Unders\ge@#ig which regulatory body oversees their organisation.

®  Maintaining accurate and up-to-date records.

e Addressing compliance issues before the inspection.

®  Training staff on regulations.

e Making sure all employees understand their roles and responsibilities.

Inspections are also useful for ensuring that health and safety risks are being cor:
customers confidence in dealing with organisations that have successfully compli

— Activity 8

Read about a prohibition ban and answer questions

Notice issued to West Coast Railway Company L: i
® |ssue date: 14 June 2023 L &
e  Compliance date: 15 June 2073 ~

®  Public register ID: P/K' "4(\ ¢sz

Qmo Company Limited have failed to ensure the health and sai.
(%8 y

crew, thus'®Giting them at risk of serious personal injury, as they have not imple
their risk assessment for rolling stock fitted with secondary door locking system.

What length of time was given between the inspection and the prohibition |
What effect will this prohibition have on the profitability of West Coast Ra|
Why has this ban been put in place?

it

How could West Coast Railway Company get the ban removed?

(Research task 4

Investigate the functions of the GMC ( W Al

According to the GMC websne oAl ) e GMC is to work with doctors, pat
to support good, safe nelin - ": seross the UK.

W

How ®an you make sure that your doctor has professional qualifications and |
2. How can the GMC support patients who have concerns about their doctor?
\3. Explain in your own words why it is important that medical practitioners be ¢
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— Assessment questions

Short-answer questions
1. ‘Regulations are made to protect and help people, businesses, economicg
the environment.” State whether the statement is true or false.

2. Name an example of a profession that is overseer. ' in official authority.

- -
{w; { 3

3. Explain how regulatory bodies gp;ﬂy Loau ,L,érif\f.

e 4 j s

6. Name any two benefits that a regulatory compliant organisation may enj.

7. Describe any two ways in which an organisation can make sure it compliy
with regulations.

Longer response question
8. ‘Regulatory powers have many remedies available to deal with non-comp.

Discuss the remedies available to a regulatory authority when dealing wit
non-compliance by an organisation.
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Answers

3.1: The importance of maintaining and improving qualit
public and private sector organisations

Activity 1 ;
P\ ‘z, True
. . . - 4 3
Good quality control can give a compaetitive advartag T 4
Quality control increases costs. - ‘ v
Quality control helps to malp’rnt L fstin, ,«.drfﬁzrds v
Quality control has nc a7 * . tomer confidence.

2. Answers will vary but it should be noted that because the tampering had happened
a lot of other companies) realised that something had to be done to keep products

3. Answers will vary; this website has information on product recalls:
https://www.gov.uk/product-safety-alerts-reports-recalls

Activity 2
Albie can take two actions: firstly, he can check the temperature of his freezer to make s\
secondly, he can look for a new supplier of cones.

Case study 2

1. Toyota bases its quality control system on customer needs and also inspects every v
This ensures satisfied customers.

2. Having a reputation for safety reassures customers and alsn > ips with marketing.

Case study 3

1. True. 4

2 Mr Patel needs to train e - W e customer relations and set clear guidelines fo; |
3. Answers willvar s fd mtlude a reasonable selection of brands of foods, both
4.  Quality na |2 oy employees will help with overall quality assurance. If the sto

customy @\:gﬂﬂ““ another supermarket to shop at and Mr Patel will lose business.
of any retdil business.

5.  Answers will vary, but implementing quality circles would encourage staff to becom
and to become self-motivated.

6. Benchmarking involves close inspection of competitors. Mr Patel could study other «
of what goods are for sale in them that are not in his own supermarkets.

Activity 3

1. Answers will vary, but on the whole Apple prices are considerably more than the pri

2.  People are willing to pay more firstly because of the quality of Apple products and .\
Apple product with another, such as iPhone to iPad, and secondly because the way |
suggests quality.

Research task 1

The Tesco website contains a lot of information on the p’s Y 4 safety and quality.

e  Tesco understands that customers exnria N quant’y products that are responsibly
careful selection of suppliers . = W

. Labelhng and packag r e e e so that information on products is clear and easy

LA and possible allergens
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Preview of Answers Ends Here

This is a limited inspection copy. Sample of answers ends here to stop students looking up answers to
their assessments. See contents page for details of the rest of the resource.



Glossary

Accreditation official recognition
Audit the examination of various documents and accou
Authority the power or right to give orders, make decisions ¢

Competitive advantage

the advantage a comy m. ¢ s Sver its rivals

Compliant

.......... {’” j
* ulesadle or law

obeying 7 .2

Continuous

Guidelines

Lty 15 Without interruption

nformation that suggests how something should |

Objective

aims or goals

s

Perception

the way in which something is regarded, underste

Quality

the degree of excellence of products or services p¢

Quality assurance

the management of quality that is carried out at ¢
production process

Quality control

the process of checking the standard of quality at |
production process

Quality improvement

a structured approach to improving quality throug
performance and systems

Quality standards

sets of management practices, methods, systems .
ensure consistency and quality

Regulated profession

a profession that is regulated 'y law in the UK

Regulatory

the controlling of ~.i¢ ‘i | 7 or'a process, always t
4 &

Regulatory bodies

publif bicine Lt have been established by the go\

Revalidation

Specificatig

e i . - : :
. maesomething legal or valid again

detailed description of how to do something or m:

o8
Stakehold Wy

an individual with a personal interest in something
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