Speaker notes 
Quality management at Asda
Quality refers to the standards which are expected to be meet by the organisation in producing products and delivering to the customers or delivering the service and the standards are settled according to the choices and expectations of the customers (Dellana, and Hauser, 1999). According to American Society for Quality, there may be different definitions of quality, but it is like meeting the expectations and requirements of the customers in products or service in a level through ensuring the suppliers are committed to. 
Quality emerges as one of the key requirement for getting higher number of customers in any business organisation in this age of consumer ruled market over the world and for that business organisations are getting focused about ensuring proper quality of their products as well as service from production to reach in the hand of customers. Along with satisfying customers business organisations also get eager about keeping customers for the long time in their hand and maintaining them in a way as if they aren’t getting switched to another business organisation. Asda has own Facebook page where they keep their customers connected with new updates about new products, offers etc. and the customers can make comments there and this is a way of keeping customers connected with the organisation. 
This need of keeping customers connected with the organisation creates the function of business named customer relationship management which must be studied by supermarkets like Asda, Aldi, Tesco etc. to make repeat customers. The fact is that it has been found that customers are liked to go to the same supermarket frequently if they get satisfied with the quality of the products, services and overall business image of them. In 2013, it had been found that some beef from supermarkets of UK like Tesco contained horse meat which is one of the records of lower quality of products and unethical activity which decreased customers of supermarkets at that time (Lawrence, 2020). 
Quality Management System Model 
Quality management system is a way of maintaining quality of the products, process, and outputs of the business organisation through following documented procedures and carrying out previously imposed responsibilities upon people of the organisation under different function (Asq.org, 2020). Mostly ISO that means international organisational standard is followed in QMS system where have written plans, a system of meeting customers’ expectations, a valid system of all business activities and a system to ensure all system requirements, and all going through a pre-determined framework (Havlicek, Breckova, and Zampeta, 2013). 
There are a number of principles of quality management system which are required to be followed by Asda and other supermarkets to ensure QMS within their organisations to improve better customer satisfaction as well as customer relationship management. 
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Figure: Quality Management System principles, source (Asq.org, 2020).
Customer focus: The expectations, choices, trends, and demands of the customers during a year would have to be considered to set up the quality frameworks for the coming  year is the major principle of QMS (ISO, and EurepGAP, 2007). This can be implemented within Asda through operating research over customers of supermarkets and collect opinions of them from different sources and by different media. 
Leadership: Better leadership is required for better quality of business activities as if the framework of quality can be followed by the organisation properly and for that Asda can operate leadership skills training for its employees. 
Engagement of people: People of the organisation should be engaged properly within different functional areas of the organisations as if quality goals can be meet by teamwork (Nanda, 2016). 
Process approach: The QMS plan has to be implemented within the organisation as a process where some steps can be included, and the system can be brought into action through following steps. 
Improvement: Business procedures, activities, functions, strategies must be updated and the plan of improvement should be prepared under QMS model. Asda can keep records of its flaws and then can make decision of improving through analyzing defects.
Evidence based decision making: QMS model supports making business decision upon previously proved tactics and following documented business procedures, systems to meet the quality targets (ISO, and EurepGAP, 2007). As after sales service adds quality in overall service of the company, Asda can give more attention in receiving feedback and recovering customers complains for better quality in their service. 
Relationship management: For implementation the process of a QMS properly to achieve the quality goals of the organisation, there has the need of building up proper relationship with the stakeholders of the organisation especially with the employees and the customers. 
Total Quality Management 
Total quality management is one ongoing process through which errors in business procedures, production, management, and other functional areas are detected and eliminated gradually with employees of growing skills by doing continual programs for improving customers’ experience with the organisation (Investopedia, 2020). In TQM, any error in the outputs is considered as the error of whole organisation that means all departments and processing steps are considered liable for the error. Total quality management is a customer-based system which is service oriented process of ensuring quality of the products and services to gather better customers’ experiences in every interactions of business. TQM is firstly introduced in Japan and then it becomes popular day after day around the world and there have different theories of applying TQM model in organisational perspective and among all two have been selected and described below:
Deming’s theory of TQM: According to Deming, quality management requires to do on the basis of cycle of plan-do-check-art and the quality of the quality if the outputs of all efforts of the organisation and there also are remarkable costs over knowledge and business process for achieving better quality. Deming has identified fourteen points for management which are suggested by him to follow for practicing TQM within the organisation. 
I. Develop constancy of purpose for improvement 
II. Bring new philosophy 
III. Decrease more dependences on mass inspection 
IV. Business shouldn’t be awarded based on price 
V. Focus production and service improvement on continuous basis 
VI. Bring variation in on the job training method 
VII. Bring updated systems of leading and management 
VIII. Create fear free aura within the organisation 
IX. Demolish barriers from functional areas of the organisation 
X. Quantity business goals should be replaced by quality goals 
XI. Dispose standards and quotes 
XII. Cut down work overload from employees 
XIII. Gather educated and knowledgeable people with provide proper training (Schmoker, and Wilson, 1993).
XIV. Top management should ensure proper implementation of all points 
Joseph Juran’s Theory: The theory of Joseph Juran is also known as quality trilogy according to this theory there should have a total plan for all and then the plan has to be implemented with carrying out responsibilities properly and then there has to ensure proper control over the whole process. Three legislative processes have been developed by this theory for quality – 
· Quality planning: The required improvements and needs of the quality of the organisational procedures, products and services have to be identified and then has to develop plan through engaging required people, resources and skills for making improvement (Hackman, and Wageman, 1995). 
· Quality control: This is an activity through which the quality of the products is tested and the overall implementation of the quality development process is observed, cooperated, and controlled. 
· Quality improvement: Through quality control, the strong points and weak points of the quality system as well as process are identified and then the weak points are improved and the strong quality points are more focused to bring the improvement in the next level. 
Joseph Juran has identified ten steps in his theory of total quality management and those are – 
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Six Sigma 
Six Sigma is a method of quality improvement through minimizing defects as well as mistakes in business process which is developed by Motorola Inc in 1986 and it is working with defects in a continuous way where trial for bringing defects almost in zero. Six sigma methods focus on improving quality of the products and services gradually through minimizing defects numbers in statistics from previous year to the upcoming year (Schroeder, Linderman, Liedtke, and Choo, 2008). Five steps of six sigma method are – 
Firstly, the objectives and requirements of the organisation are to be analyzed to understand the needs, goals and possible problems of production and services of the organisation.
Secondly, the initial process of the performance is measured and a number of potential inputs which can create problems are also determined in this step.
Thirdly, all inputs get isolated and then the basic reasons of failure or defects are found out through having deep focus on the inputs which are engaged in the process (Schroeder, Linderman, Liedtke, and Choo, 2008). 
Fourthly, after knowing root reasons of failure, proper steps are undertaken to minimize the faults and turn problems into positive value creating position. 
Finally, the control is taken over the process and implementation of the quality improvement plan like identifying faults, making solutions to the faults, keeping care about making lower defects. 
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