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Unit 6: Principles of Quality 

Management 

Unit reference number: A/506/4167 

QCF Level: 4 

Credit value: 4 

Guided learning hours: 37 

 

Unit aim 

The aim of the unit is to give learners an understanding of the importance of having 

good quality products, services and business practices. The unit also helps learners 

to understand how the management of quality in a business contributes to the 

achievement of business goals. 

Unit introduction 

In this unit, you will consider the role of managing quality in businesses and how it 

supports the effective operation of businesses. Some products, for example motor 

vehicles, have to be built in compliance with the law, which in effect defines a 

particular quality threshold. However, manufacturers want to do more than just the 

legal and regulatory minimum. For example, they want components to arrive just in 

time, they want products to be made with zero defects and they want a productive 

workforce. You will learn that many businesses adopt a policy of trying to promote 

continuous improvement in all their activities. 

By managing quality, managers will help improve the performance of businesses. If 

vehicles are produced with zero defects there will be no costly product recalls, 

repair and maintenance costs will be lower and customers will be satisfied and may 

want to tell others about the benefits of a particular model. Sales may increase as 

more of the manufacturer’s vehicles are purchased and the manufacturer may be 

able to charge a premium price for good quality vehicles. Increased output will lead 

to lower average costs. All of which contributes to profitability. You will understand 

that administrative systems contribute to the management of quality and the 

quality of administrative systems contributes directly to meeting customer needs 

and ensuring the continuation of profitable relationships and therefore supporting 

the achievement of business goals. 
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Learning outcomes and assessment criteria 

In order to pass this unit, the evidence that the learner presents for assessment 

needs to demonstrate that they can meet all the learning outcomes for the unit. 

The assessment criteria determine the standard required to achieve the unit. 

On completion of this unit a learner should: 

Learning outcomes Assessment criteria 

1 Understand approaches to quality 

management 

1.1 Evaluate the concept, purpose and 

scope of quality management 

1.2 Distinguish between quality 

management, quality control and 

quality assurance 

1.3 Analyse the features of different 

approaches to quality management 

1.4 Explain the benefits of adopting an 

holistic approach to quality 

management 

1.5 Analyse the role of administrative 

systems in the effective 

management of quality 

2 Understand the benefits of quality 

management 

2.1 Analyse the potential benefits to an 

organisation of effective quality 

management 

2.2 Explain the relationship between 

quality management and customer 

satisfaction 

2.3 Evaluate the impact of quality 

management on continuous 

improvement 

3 Understand the use of quality 

controls 

3.1 Explain the purpose of user and 

non-user surveys 

3.2 Analyse the relationship between 

quality controls and customer 

complaints 

3.3 Evaluate the risks attached to the 

self-assessment on the quality of 

business performance 

3.4 Evaluate the benefits of involving 

others in the management of 

quality 
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Unit content 

1 Understand approaches to quality management 

Quality control: ensuring everything produced/sold meets a defined set of 

standards 

Quality assurance: a process of checking that the products/service meets 

specific requirements  

Different approaches to quality management: quality management components 

(quality planning, quality control, quality assurance, quality improvement); 

ensuring consistency; ensuring good quality; product quality; service quality; 

process quality; Deming’s 14 Points for Management, e.g. product/service 

improvement, building in quality; Six Sigma; developing the leadership of 

change, training, plan-do-act-check; prevention of problems, e.g. zero defects, 

get it right first time; business process re-engineering; compliance approaches, 

e.g. target setting, inspection; assurance; ownership-based approaches, e.g. 

pride in work, individual’s responsibility for quality 

Holistic approach to quality management: integrate work across functional 

areas; holistic/inclusive approaches to quality management (individuals, teams, 

clients, suppliers, functions, systems); multi-disciplinary approach to quality; 

multi-level teams; transparency; participatory culture; customer expectations; 

customer care; meeting customer needs; requirements of suppliers; supplier 

care; operations management (purchasing, selling, manufacturing, human 

resources, finance, logistics) 

Role of administrative systems: promoting quality; communicating quality 

management requirements; monitoring quality, e.g. products, services, 

processes; gathering data; reputational management; managing consequences 

of poor quality 

2 Understand the benefits of quality management 

Benefits of effective quality management: quality standards, e.g.  International 

Standards ISO9000 series, British Standards Institute (BSI) BS5750, Investors 

in People, CE marking, Royal warrants; customer requirements met; 

organisations requirements met; help organisation achieve goals and 

objectives; competitive advantage 

Quality management and customer satisfaction: meet customer needs and 

expectations; continuous improvement 

Continuous improvement: understand the need; measures of success; 

strategies; using data; implementing change 

3 Understand the use of quality controls 

User and non-user surveys: understand strengths and weaknesses; identify 

demand and need 

Relationship between quality controls and customer complaints: customer 

satisfaction and complaints handling, e.g. ISO 10002 

Involving others in management of quality: continuous process improvement; 

improve motivation; teamwork; holistic approach 
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Essential guidance for tutors 

Delivery 

Learners are expected to enquire into the topics under discussion, to question 

theory and to compare and contrast theory with their professional knowledge and 

practice. For some learners this will mean building on existing knowledge and 

earlier studies, while for others it will mean drawing on experience gained in a work 

environment. 

Delivery will be through blended learning, using business resources and class-based 

teaching. Standard tuition materials, texts, business simulations, exercises and 

formative assessments can be used. Other delivery techniques can also be used, for 

example, practical work, role play, tutorials, seminars and discussion groups where 

personal and professional practice can be shared and discussed can also be used. 

Learners are encouraged to engage in social learning to carry out practical work, 

discuss problems, consider experiences, work on case studies, prepare reports for 

presentation and carry out research into quality management. Learners in work are 

expected to use their working context and roles to learn quality management. 

Assessment 

This guidance supports assessors in making decisions about how best to assess 

each unit and the evidence needed to meet the assessment requirements. Centres 

can adapt the guidance for learners and the particular assessment context, as 

appropriate. 

It is important that suitable organisations are chosen for investigation so that 

learners can acquire the information they need to meet the assessment criteria. 

Evidence can be presented as written reports or presentations. If presentations are 

used, then copies of slides, handouts and presenter notes must be included, as well 

as learner observation records completed by the tutor. 

Learners could begin by evaluating the concept, purpose and scope of quality 

management (AC1.1), distinguish between quality management, quality control and 

quality assurance (AC1.2), analyse the features of different approaches to quality 

management (AC1.3), explain the benefits of adopting an holistic approach to 

quality management (AC1.4) and analyse the role of administrative systems in the 

effective management of quality (AC1.5). 

For learning outcome 2, learners need to understand the benefits of quality 

management. It would be beneficial for learners to be given a case study about an 

organisation and the quality management process they have implemented. They 

could begin by analysing the benefits to an organisation of effective quality 

management (AC2.1), explain the relationship between quality management and 

customer satisfaction (AC2.2) and evaluate the impact of quality management on 

continuous improvement. 

This can be built on for learning outcome 3. It would be beneficial for learners to 

use their case study and discussion groups explain the purpose of user and non-

user surveys (AC3.1), analyse the relationship between quality controls and 

customer complaints (AC3.2), evaluate the risks attached to the self-assessment on 

the quality of business performance (AC3.3) and evaluate the benefits of involving 

others in the management of quality (AC3.3). 

Evidence of Recognition of Prior Learning (RPL) can also be used within the unit to 

confirm competence. Wherever possible, the learning outcomes in this unit should 

be assessed holistically across the qualification. 
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Indicative resource materials 

Books 

Hoyle D – ISO 9000 Quality Systems Handbook (Butterworth-Heinemann, 2009) 

ISBN: 9781856176842 

Webber L and Wallace M – Quality Control for Dummies (John Wiley and Sons, 

2007) ISBN: 9780470069097 

Journals 

The Economist (The Economist Newspaper Ltd) has articles on quality management 

from time to time and offers a current perspective on the application of quality 

management systems to business 

The Financial Times (Financial Times Group) is a daily business newspaper which 

reports on stories that will include those dealing with quality management systems 

in business 

Websites 

www.bized.co.uk – Biz/ed: material on Total Quality Management 

www.managementhelp.org – Free management library: articles on organisational 

performance and quality management 

 


