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Plenary Material 

Quality management tools and techniques 

Quality within Small to Medium Size Enterprises (SMEs)

Introduction

This session can build on knowledge of SMEs, Quality and Supply Chain.

I have sourced a series of bullet points from leading publishers which give varying views of Quality and Supply Chain. I have found it useful to discuss these and gain the student’s own views allowing them to apply their judgement as to what the elements mean to their own circumstances.

Session  (30 mins approx)

Given the growing importance of Small to Medium Size Enterprises (SMEs) to the UK economy the aim of this session is to explore the use and importance of quality tools and techniques by and their customers further down the supply chain. 
 SMEs: the European Commission (2005) User Guide entitled The New SME Definition, is quoted as saying “(SMEs) are the engine of the European economy” and are further cited as ‘the largest group of businesses in Europe

The use of quality tools and techniques within both service and manufacturing sectors has moved from being an added value proposition to that of a necessary market entry-level requirement.

Have a look and consider some varying views on quality by Slack et al (2004):

· The transcendent approach views quality as synonymous with innate excellence.

· The manufacturing-based approach assumes quality is all about making or providing error-free products or services.

· The user-based approach assumes quality is all about providing products or services that are fit for their purpose.

· The product-based approach views quality as a precise and measurable set of characteristics.

· The value-based approach defines quality in terms of value’.

Quality characteristics

· Appearance (the aesthetics of a product and/or service, its “look”)
·  Reliability (consistency of performance over time)

·  Durability (the life span of the product or service)
·  Recovery (how easily can problems be dealt with?)
·  Contact (“the nature of the person-to-person contact”)
·  Functionality (“how well the product of service does its job?” Does it do exactly what it says on the tin?)






(Slack et al, 2004)
What does ‘quality’ mean to your organzation?

· Supply Chain Management

· The long-term relationship between a firm and its suppliers to ensure the timely delivery of goods and services that are competitively priced. 

· Supply Chain

· The steps and the firms that perform these steps in the transformation of raw inputs into finished products bought by customers.
Choosing a successful Supply Chain Strategy (Chase and Aquilano. 2005)
· Key Consideration

· Avoiding demand-side uncertainty that results in a mismatch of supply and demand.

· Functional Product

· A commodity-type product that exhibits stable demand and low profit margins.

· Innovative Product

· A new product that has a high degree of innovation and exhibits unstable demand and high profit margins.

· Stable Supply Process

· A product that can be produced in a predictable way.

· Evolving Supply Process

· A product that lacks stability in the way in which it is produced.
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