[image: image1.jpg]


Plenary Material 

The impact of quality standards on brand 



image and firm attractiveness

The impact of quality standards on brand image and firm attractiveness 

Group Activity (Approx 10-15 mins)

(To be used in conjunction with the lesson plan and article to emphasise the key findings.)
Quality Standards are able to offer a potential customer an insight into your firm’s quality levels.  The actual Standards may not seem to offer much in the way of process improvement but the external impact can be significant, especially dealing with other firms that feel quality levels must be exemplary.  

By understanding what constitutes ‘good quality’ or quality assurance you are in a better position to see whether a quality Standard, such as ISO, can communicate your drive for high quality levels to potential partners.  Brand equity refers to a brand’s ability to change a customer’s mind because of what the brand means to them and their knowledge of the brand.  With some Standards having international recognition the adoption of such a brand may help to communicate a range of ideals and meanings to customer and alleviate perceptions of risk that they may associate with your firm.  

Task

Recall a business dealing or occasion where a customer may have been swayed due to a perception of either poor or excellent quality levels in your firm.  
1. Have you ever used your ISO accreditation to convince a potential partner to do business with you? 
2. Has the lack of a Standard ever explicitly led to a lost deal?  
3. Do you feel that Standards are appropriate for your industry?  
4. Do you think Standards are seen as more important to some countries compared with others?
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