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Outline of the Course

This module examines the ways in ‘quality’ as a concept has come to be defined, measured and put into use in a variety of organisational settings.  The concept of quality is termed a ‘contested concept’ i.e. although it has a popular meaning, it has not proved easy for social and organisational theorists to reach agreement  over the exact way in which the term should be deployed.

After the initial examination of concepts, the course will turn to the major theorists of quality associated with the ‘quality gurus’,  both from Japan and from USA/UK.   Many of these theorists are associated with the school of management thought known as ‘Total Quality Management’

We then examine the ways in which quality can be measured.  Many of these techniques derive from manufacturing industry but we are also particularly interested in the ways in which we can measure the quality of service industries. You will be introduced to the use of a technique - SERVQUAL - which is widely used to measure the quality of service industries and which you may like to try in a project of your own.

The  module will then start to examine the applications of quality management systems and quality care in a variety of settings including health and public services.
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Conceptions of quality

  1.
What is quality ?

  2.
Customer Care - philosophy and procedures


The TQM gurus

  3.
TQM Gurus[1]:  W. Edwards Deming

  4.
TQM Gurus[2]:  American/British theorists


The measurement of quality
  5.
The SERVQUAL questionnaire

  6.  
Quality tools and techniques : 1  Benchmarking

  7.
Quality tools and techniques:  2  Statistical Process Control






       [Chris Grover]



Applications of quality

  8.
The Business Excellence Model

  9.
Customer Care- Case Studies

10.
Shortcomings of TQM
11.
Quality Management in Health and the Public sector

12.
Customer Care in a Local Authority

Key Reading/References

Beckford, J (1998), Quality: A critical introduction, London, Routledge

Gaster, L. (1995) Quality in Public Services: Managers’ Choices, Buckingham, Open University Press
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Assignment - to be handed in by 

4.0pm, Thursday, April 27th [Week 8]


Assignment title moderated by:  Chris Grover

Assignment 1

(a)
Choose two approaches to quality associated with a particular conception of quality (such as ‘fitness for purpose’).  Which gives you the most fruitful insights  when you apply the concepts to a service industry (either in the public or the private sector).

(50%)

   

(b)
Choose any other two theorists of quality and then apply their theories to a work organisation (or an educational establishment) with which you are familiar. Show how their theories can be deployed to give practical improvements in the quality processes within the organisation. 

(50%)


                      or

Assignment 2

Conduct a SERVQUAL  analysis on  a work organisation with which you are familiar. The discussion of the results should include appropriate comparisons with other SERVQUAL analyses.  Discuss the theoretical and/or methodological problems that you feel are posed by ‘gap analysis’ of this type.

Notes on Assignment 1 (choice 1)

1. Keep descriptive material to a minimum.  For example, there is no point just stating/regurgitating Deming’s 14 points, taking valuable time and space away from the analysis and application which should be the hallmarks of your assignment.

2. You will need to do some extra reading around the area in order to make a complete answer.  The DTI website gives you a ‘thumbnail’ sketch of some key theorists but this will not be sufficient on its own.  Be prepared, therefore, to research your chosen theorists in depth. 
Remember to cite and reference your independent reading correctly! Failure to do so may cost you marks.


3. In your analysis you need to be both critical and evaluative.  By this we mean that you should think of the strengths and weaknesses of the approach taken by a particular theorist, put it into some kind of context and make comparisons with other theorists where appropriate.

4. The whole thrust of the assignment is for you to apply the work of your chosen concepts/theorists both to a service industry and then to an organisation of your own choice.  This is where your own powers of reasoning come into play.  When you are thinking about how you apply the work of your chosen theorists, try to avoid generalisations that do not convey very much (‘It would be a good thing to institute a Customer Care programme’). Rather, take pains to put yourself in a position where you had to apply the work/philosophies of your chosen theorists to make measurable and cost-effective improvements in the operations of the organisation.
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Sections 1-7 are key module details which once validated cannot be changed without re-validation
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Module Title
Quality Management and Customer Care


	
	
	
	
	
	
	
	

	2.
KAC Credits 
	15
	Level
	3
	Status 
	C
	Module Code
	BS 2914
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Subject
Business Studies
	Type
Taught

	
	
	
	
	
	
	
	

	4.
Prerequisites
None


Co-requisites
None

	
	
	
	
	
	
	
	

	5.
Aims/Learning Outcomes

Upon the completion of this module, the students should be:

(a) fully conversant with the conceptual and definitional problems of the term ‘quality’;

(b) capable of assessing the major models of quality in the literature;

(c) able to evaluate different approaches to quality i.e. standard setting v. Continuous Quality Improvement;

(d) familiar with the uses and shortcomings of the major tools and techniques of quality management;


(e) able to draw lessons from the successful and unsuccessful implementation of TQM and BPR;

(f) capable of analysing the utility of the concept of ‘customer’, particularly insofar as it varies between services offered by the private and the public sector;

(g) able both to operationalise and to extend the techniques available for the measurement of service quality;

(h) able to have the capacity to evaluate the approaches to quality followed in the UK in the light of European experience.

	

	6.
Catalogue Summary

The course will examine the ‘classic’ contributions to quality in the light of the contribution that they make to TQM and BPR.  There  will be a particular emphasis on the problems of quality operationalisation and quality measurement and the implications that may have for the implementation of a quality improvement programme.  Customer Care will be examined in some detail, both at the conceptual level and at the level of the formulation and evaluation of Customer Care policies in a variety of sectors.  The course will examine the measurement problems implicit in programmes of Customer Care and will examine quantitative and qualitative approaches to quality measurement.  The course will examine the growing European literature upon quality processes and make an assessment of the cross-cultural approaches to quality improvement philosophies.


	7.
Assessment Pattern

Essay

Examination
	Weight %

25

75
	Pass Req

Yes

Yes
	Comments



	
	

	8.
Indicative Tutorial Team

Professor Mike Hart, Chris Grover

	

	9.
Indicative Teaching Methods

Lectures, complemented by the use of video, guest speaker and case study analysis

	

	10.
Indicative Learning Activities

Lectures

Seminars

Student-managed learning

Total
	Hours

  12

  12

111

135
	Comments




	11. Sample Assignment

Conduct a SERVQUAL analysis on a service industry of your choice and analyse the results using any appropriate software.  Discuss the import of your results and their reliability in the light of  any theoretical and/or methodological problems that are entailed by this particular method of analysis.

	
	
	
	
	
	
	
	

	12. Indicative Outline Content

· Concepts and models of quality (Juran, Deming, Crosby)

· Tools and techniques in standard setting (ISO9000) and CQI

· Benchmarking

· Case studies of TQM in a variety of settings

· BPR implementation and IS strategies

· Customers - Internal, External, definitional problems

· Customer Care programmes and philosophies

· Quality Measures - Quantitative and Qualitative

· Case studies of Quality Improvement (Commercial sector, Local Government, Health Service, Higher Education)

· Quality in the SME

· Generating a Quality Culture

· European approaches to Quality Improvement


	13. Indicative Reading

The module text is:

Gaster,L. (1995) Quality in Public Services: Managers’ Choices, Buckinghan, 


Open University Press

Other useful texts are:

Beckford,J. (1998) Quality: A Critical Introduction,London, Routledge

Blackburn,R., Curran,J. and North,J. (1997) The Quality Business, London, Routledge

Edvardsson,B., Thomasson,B. and Øvretheit,J. (1995) Quality of Service: Making it really work, 
Maidenhead, McGraw-Hill

Joss,R. and Kogan,M. (1995) Advancing Quality: Total Quality Management in the NHS, 
Buckingham, Open University Press

Kanji,G.K. and Asher,M. (1996) 100 Methods for Total Quality Management, London, Sage

Molton-Cooper,A. and Bamford,M. (1997) Excellence in Health Care Management,London,

Oakland,J. (1989) Total Quality Management, Oxford, Butterworth-Heinemann

Pollitt,C. and Bouckaert,G. (eds) (1995) Quality Improvement in European Public Services, London, 
Sage

Zeithaml,V., Parasuraman,A. and Berry,L. (1990) Delivering Service Quality,New York, Free Press
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