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Production processes and efficiency

JOB PRODUCTION _').-_\ Lean Production:

Production of items one-at-a-time e.g. celebration cake
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Benefits v's Costs of Focusing on high quality

Additional & repeat sales

quality assurance that aims to
develop a quality culture
throughout the firm. In TQM,

brand image

Strong reputations and

organisations consist of 'quality
chains' in which each person or
team treats the receiver of their

to customers

Can charge a higher price

work as if they were an external
customer and adopts a target
of 'right first time' or zero de-

Less products returned/less
need for recall of products

8 oo (] e IO

fects.

Outsourcing and Franchising can be a quality
RISK as it is harder to monitor and control businesses
working for you rather than employees working for
you.

A supply chain is a system of
organisations, people, activities,
information, and resources involved in
moving a product or service from supplier
to customer.
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Quality, Supply Chain & Customer Service

What is procurement?

It involves buying the goods and services that
enable an organisation to operate.

The process is used to ensure the buyer re-
ceives goods, services or works at the best

possible price, when aspects such as quality,
quantity, time, and location are compared .

(Logisﬁcs :

Managing the movement of supplies and products to
ensure the timely delivery of supplies to the production
process and finished products to customers.
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Customer Service:

(e.g. user training, help lines, servicing).

Methods of good service: « product knowledge ¢ customer engagement (creating a positive experience for the customer) * post sales services

Benefits of good customer service, including: ¢ increase in customer satisfaction « customer loyalty * increased spend - profitability.
Dangers of poor customer service, including: ¢ dissatisfied customers * poor reputation via word of mouth ¢ reduction in revenue.
The ways in which advances in ICT have allowed customer services to develop: * websites « e-commerce ¢ social media




