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[bookmark: _Toc235969847]AI Usage Acknowledgement

The following AI prompts were used:

“Hi Chat. i will paste some information in this box and based on it can you please help me create a structure for a 4000 word report.” – ChatGPT version 5.5 – time 11:58 – 23.07.2026 (documents supplied were the 8 PowerPoint sessions on BMSK5012 and the assignment brief)


“Hey chat, do you remember the report structure you suggested? can we make it a bit more compact though still containing the relevant information required, also with some word count suggestions for each part.” – ChatGPT – time 11:52 – 25.07.2026

“Hi chat, can you please have a look at the following report and check for grammatical and syntactical mistakes, including getting suggestions to rephrase the work if you deem suitable. Please do not make any changes to the document.” – ChatGPT – time 14:40 – 26.07.2026
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Introduction

     Amazon operates through a large and highly connected fulfilment system in which customer orders depend on the accuracy of digital information, physical inventory and the work completed across several departments. Within this environment, Inventory Control and Quality Assurance (ICQA) has an important role because it compares physical and virtual inventory, investigates discrepancies and supports the reliability of the records used by other operational teams. Although customers do not normally interact directly with ICQA, the department’s work can influence whether products are shown as available, whether orders can be fulfilled as expected and whether delivery promises can be maintained. This makes inventory accuracy relevant to the wider customer experience rather than only an internal warehouse concern.
     Customer value can be understood as the customer’s judgement of the benefits received in comparison with costs such as money, time, effort and risk. For Amazon, these benefits include convenience, product choice, competitive prices, reliable availability and fast fulfilment. The purpose of this report is to examine how Amazon attempts to maximise this value and how effectively ICQA quality processes support customer requirements. The report identifies Amazon’s main customer groups, considers customer centrality, customer relationship management (CRM), segmentation, loyalty and changing expectations, and applies quality frameworks including Juran’s Quality Trilogy, PDCA, DMAIC and Lean to ICQA activities. It also evaluates the strengths and limitations of the current approach before presenting recommendations for improvement. The main argument is that Amazon’s customer value proposition depends on operational quality and accurate inventory information and ICQA provides essential controls, but lasting customer value requires the organisation to move beyond correcting individual discrepancies toward shared learning, prevention and continuous improvement.

[bookmark: _Toc235969849]Amazon, ICQA and its customers

     Amazon’s value proposition is mainly based on making online purchasing convenient and reliable. The organisation states that its consumer activities focus on selection, price and convenience, supported by easy-to-use services, customer support and fast delivery (Amazon, 2025a). Customers can therefore search across a wide variety of products and complete purchases without visiting a physical store. However, this value depends on Amazon being able to fulfil the promises shown on its website or app. Products displayed as available should be physically present, delivery estimates should be realistic, and returns should be straightforward. This is also reflected in Fulfilment by Amazon (FBA), where Amazon stores seller’s inventory, picks, packs and ships orders, and manages customer services and returns (Amazon, 2025b). Amazon’s value proposition therefore depends on the reliability of both its digital platform and fulfilment operations.

Identifying Amazon’s customers

     Amazon has several customer groups whose needs are related but not identical. The most visible group is external consumers purchasing products through Amazon’s stores. Marketplace sellers are also customers because Amazon provides programmes that allow them to sell through its platform and use its fulfilment services (Amazon, 2025a). Through FBA, sellers can outsource storage, order fulfilment, customer service and returns, meaning that they depend on Amazon to provide a reliable service (Amazon, 2025b). Internal customers should also be considered, as Juran (1986) states that quality planning should identify both external and internal customers and determine their needs. Within Amazon, this can include teams such as Picking, Outbound and Customer Service, which depends on accurate inventory information to complete their own work. However, not every stakeholder should automatically be described as a customer. Norris (2024) explains that stakeholders can perceive value according to different needs, making stakeholder value broader than a direct customer relationship. Across these groups, recurring requirements include accurate inventory information and product availability (Destro et al., 2023), together with speed and reliable fulfilment services (Amazon, 2025a; Amazon, 2025b).

The role of ICQA

     ICQA supports these requirements by maintaining the accuracy of physical and virtual inventory records. Amazon describes ICQA responsibilities as including inventory control maintenance and counts, measuring inventory integrity and accuracy, identifying the causes of inventory deviations, reviewing defect data and developing actions to reduce repeated incidents (Amazon, 2026). In practice, this involves comparing the stock physically located in a bin with the units recorded in Amazon’s systems, investigating discrepancies and correcting records when errors are confirmed. ICQA also examines how defects occurred rather than only correcting the immediate problem. This matters because inaccurate inventory records can reduce picking productivity, contribute to lost sales and weaken distribution centre performance (Destro et al., 2023). An item may appear available while missing from its recorded location, potentially delaying fulfilment and creating additional work for other departments. Although customers may not interact directly with ICQA, they experience the results through stock availability, dependable delivery promises and fewer order defects. Inventory accuracy therefore contributes to customer value by protecting the information used to make purchasing and fulfilment decisions.

[bookmark: _Toc235969850]Factors affecting customer value

     Customer value depends on what the customer wants and how the final experience is judged. Woodruff (1997) distinguishes between desired value, meaning the attributes and outcomes customers hope to receive, and received or perceived value, which is the customer’s evaluation after using a product or service. This evaluation involves comparing benefits with sacrifices such as price, time, effort, and risk (Woodruff, 1997). Almquist et al. (2016) divide value into functional, emotional, life changing and social impact elements. Amazon mainly creates functional value by reducing purchasing effort, saving time and providing product choice, competitive prices and delivery convenience (Amazon, 2025a). Reliability can also provide emotional value by reducing anxiety and increasing confidence that an order will arrive as expected (Almquist et al., 2016). However, desired and perceived value may differ when a customer expects convenience but experiences a cancellation, delay or incorrect stock status. Inventory record accuracy can affect availability, picking performance and lost sales, showing that the value presented through the website depends on the operational information supporting it (Destro et al., 2023).
     Customer centrality means that customer needs, wants and predispositions should influence decisions from the beginning rather than being considered only after a service has been designed (Blythe, 2013). This reflects Amazon’s Customer Obsession principle, under which leaders begin with the customer, work backwards and seek to maintain customer trust (Amazon, 2022). Nevertheless, this approach should be evaluated critically. Low prices and rapid delivery may benefit customers, but a survey of Amazon warehouse workers reported high work intensity, monitoring and pressure to work faster, suggesting that customer convenience can create costs elsewhere in the organisation (Gutelius & Pinto, 2023). A strong focus on visible measures such as delivery speed and units processed may also give less attention to fatigue, recurrent process defects or inventory inaccuracies. This creates a long-term conflict because short term convenience will not maximize value if operational pressure contributes to errors or unreliable stock information (Destro et al., 2023). Customer centrality is therefore more sustainable when speed and price are balanced with quality, employee welfare and Amazon’s stated principle of not sacrificing long term value for short term results (Amazon, 2022).


CRM, relationships, loyalty and segmentation

     CRM involves collecting, organising and using customer information to understand requirements, manage interactions and strengthen retention over time (Reyes, 2020; Ogeawuchi, 2024). Amazon’s retail platform uses previous purchases, owned items and customer ratings to produce personalised recommendations that change as interests develop. Purchase histories make repeat buying and order management easier, while Prime combines delivery, shopping and digital benefits within a paid membership (Amazon, 2025a). These arrangements can encourage retention by increasing the value available through one account, and customer retention is associated with organisational continuity and growth (Ejibenam et al., 2021). Amazon’s AMS guidance provides a business-to-business example of structured CRM, where business needs, responsibilities feedback, satisfaction and service performance are regularly reviewed to maintain the relationship (Amazon, 2023). However, Amazon does not serve one uniform segment. Consumers mainly seek price, choice and convenience; Prime members receive additional delivery and digital benefits, and marketplace sellers depend on platform access and fulfilment services, including storage, order fulfilment, customer service and returns (Amazon, 2025a; Amazon, 2025b). Amazon therefore combines elements of cost leadership through competitive pricing with differentiation through convenience, membership benefits and fulfilment services (Islami et al., 2020).
     Repeat purchasing should not automatically be interpreted as genuine loyalty. CRM can improve satisfaction (Selvakumar et al., 2022), and satisfaction can contribute to loyalty, but the relationship is not guaranteed (Dwivedi et al., 2024). Oliver (1999) similarly argues that satisfied customers are not always loyal. Continued use of Amazon may reflect trust, but it may also result from convenience, stored purchase information, familiarity and the practical cost of giving up a bundle of Prime benefits. Retention may therefore be behavioural rather than based on strong emotional commitment, as behavioural loyalty can occur without true attitudinal attachment to a brand (Dick & Basu, 1994). Segmentation also means that different groups receive different forms of value. Prime members gain delivery and digital benefits unavailable to non-members, while sellers depend more heavily on platform reach, service reliability and fulfilment support (Amazon, 2025a; Amazon, 2025b). This difference is not automatically unfair because Prime members pay for additional benefits and sellers pay service fees, but it means that customer value is not distributed equally. A non-Prime consumer may receive fewer delivery benefits, while a seller’s perceived value may fall if fulfilment costs or inventory problems outweigh the platform’s reach. Data driven personalisation can improve relevance and reduce search effort, but it also creates privacy responsibilities. Amazon uses personal information to recommend products and services, while UK guidance describes profiling as using personal data to assess or predict interests and behaviour (ICO, 2023). Personalisation can therefore support retention, but customer trust also depends on transparency, appropriate data use and meaningful control over personal information, as concerns about data privacy and perceived misuse of personal data can reduce willingness to engage with personalised services (Martin & Murphy, 2016).

Customer expectations and experience
[image: ]Figure 1 Kano Model (Zacarias, 2015)

     The Kano model (as shown in Figure 1) explains why not all customer requirements affect satisfaction in the same way (Bailom et al.,1996). Must-be requirements are basic conditions whose presence may not create delight, but whose absence causes dissatisfaction, performance requirements create greater satisfaction as their performance improves, and attractive requirements can create delight because they are not fully expected (Paraschivescu & Cotirlet, 2012). Applied to Amazon, receiving the correct product, making a secure payment, seeing accurate availability and receiving a reliable delivery can be treated as must be requirements. Inventory inaccuracy can undermine these basic requirements by contributing to missing stock, cancellations or additional fulfilment work (Destro et al., 2023). Faster delivery, competitive prices and wider selection are closer to performance requirements because improvements increase the benefits received by the customer (Amazon, 2025a). Proactive updates, effortless refunds, well targeted recommendations and other unexpected conveniences may operate as delighters when they exceed existing expectations. Amazon’s use of purchase and rating information to tailor recommendations is one example of this additional convenience. 
     Customer expectations change over time. Research on the dynamic Kano model indicates that the importance and classification of requirements can shift as markets and preferences develop (Borgianni, 2018). Next day delivery, for example, may initially be experienced as an attractive extra, but repeated availability can turn it into an expected performance level or even a basic condition for some segments. Reliable information and proactive updates can create trust, confidence and reduced anxiety (Almquist et al., 2016), while delays, cancellations and incorrect products can create frustration and weaken perceived value (Destro et al., 2023). Kano can be supported by MoSCoW when Amazon needs to decide which requirements must be protected first. MoSCoW classifies requirements as Must Have, Should Have, Could Have and Won’t Have (Hudaib et al., 2018), supporting decisions based on customer demand, business value, effort and strategic importance (Chandrasekaran et al., 2025). Correct products, secure payment, accurate inventory and reliable delivery should remain Must Haves, faster delivery and proactive communication may be Should Haves, and additional personalised conveniences may be Could Haves. Features that offer limited customer value in comparison with their cost or implementation effort could be treated as Won’t Haves. MoSCoW does not replace Kano, because Kano explains how features affect satisfaction, while MoSCoW supports operational priority. For ICQA, inventory accuracy is therefore not an optional delighter. It protects a basic expectation and can undermine the entire experience even when the website, payment process and delivery network operate effectively.

[bookmark: _Toc235969851]ICQA quality processes and effectiveness
      ICQA uses a combination of counting, investigation, auditing and data analysis to protect the accuracy of inventory within Amazon’s fulfilment operations. Amazon describes ICQA responsibilities as including the measurement of inventory integrity and accuracy, analysis of quality information, identification of root causes and development of actions intended to reduce repeated defects (Amazon, 2026). Inventory counting compares the stock physically located in a bin with the quantity and product information recorded within the virtual inventory system. Where the physical and virtual records do not agree, the discrepancy must be investigated before an inventory adjustment is made. This is important because simply changing the virtual quantity without understanding the cause may restore the record temporarily while allowing the same defect to continue. Research into distribution centre inventory accuracy shows that cycle counting can support record correction and warehouse performance, although its effectiveness depends on how the counting process is designed and how the resulting information is used (Destro et al., 2023). ICQA therefore performs more than a counting function. Defect tracking, root cause analysis and communication with departments such as Inbound Stow and Outbound Pick are needed because inventory errors may be created at different points in the process. Operational metrics and audit samples are used to identify whether quality remains within expected levels and whether particular defect types, processes or departments require further investigation (Amazon, 2026). Training and standardised procedures also support consistency by detailing how counts, investigations and adjustments should be completed.
     These activities can be separated into quality control, quality assurance and quality improvement. Quality control focuses on identifying and correcting an existing problem, such as confirming that a unit is missing and adjusting the virtual record, while quality assurance is more preventive because it involves procedures, training, audit standards and process controls designed to reduce the likelihood of the discrepancy occurring, and quality Improvement goes further by examining repeated patterns and changing the process that creates the defect (Juran, 1986). For example, correcting one incorrect bin quantity is quality control, while improving stow training or changing a process that repeatedly places similar items in unsuitable locations represents quality assurance or improvement. The distinction matters because customer requirements are not met by correction alone, as accurate records support product availability, while consistent procedures support reliability and effective investigations may prevent delays, cancellations and repeated errors. Thus, ICQA processes contribute most strongly to customer value when they move from detecting individual discrepancies towards preventing the causes of those discrepancies.

Critical analysis using quality frameworks

     Juran’s Quality Trilogy is particularly relevant to ICQA because it presents quality management through quality planning, quality control and quality improvement (Juran, 1986). Quality planning begins by identifying both internal and external customers, establishing their requirements and designing processes capable of meeting them. Applied to ICQA, external customers require product to be available and orders to be fulfilled accurately, while internal departments require dependable inventory information to complete picking, packing and customer service activities. Planning should therefore include suitable counting processes, clear adjustment rules, defined ownership, effective training and systems that allow defects to be traced. Quality control then compares actual performance with the expected standard and responds when a difference is identified (Juran, 1986). Counts, audits, inventory accuracy measures, defect thresholds and investigations all fit within this part of the trilogy. When ICQA detects a discrepancy and corrects the inventory record, it returns the process towards its expected level. However, Juran’s distinction between control and improvement shows the limitation of this approach. Control can restore normal performance without reducing the normal level of recurring error, while improvement requires the causes of continuing waste to be removed (Juran, 1986). This means that a high number of completed counts or corrections does not necessarily prove that quality is improving. ICQA may be highly effective at detecting discrepancies while the originating process continues to produce them. Velkoska (2022) similarly argues that quality planning, control and improvement should be integrated rather than applied as separate activities. The trilogy therefore suggests that ICQA effectiveness should be judged partly by whether recurring defect levels fall, rather than only by whether individual records are corrected.
[image: ]Figure 2 PDCA (van Otterloo, 2017)

     Deming’s Plan-Do-Check-Act (PDCA) cycle (as shown in Figure 2) provides a useful way of examining how a recurring inventory defect could be improved (Patel & Deshpande, 2017). During the Plan stage, a recurring issue would be clearly defined using available data, and its likely causes would be investigated, such as repeated discrepancies involving similar products could be connected to packaging, labelling, bin suitability, stow behaviour or counting errors. During Do, a corrective action could be tested on a limited scale, such as changing guidance, adjusting the location strategy or providing focused retraining. Check would compare defect rates and audit results before and after the trial, while Act would either standardise the successful intervention or revise it where the expected improvement was not achieved (Velkoska, 2022). Deming’s approach is based on continued learning and improvement rather than a single corrective action (Berenyi, 2024), and his wider principles emphasise process improvement, training and the removal of barriers that prevent employees from producing quality work (Karunakaran & Bayavanda Chinnappa, 2022). This is useful for ICQA because many inventory defects involve interactions between people, systems and operating conditions rather than one isolated mistake. Nevertheless, the cycle is only effective when all stages are completed. Operational pressure may encourage a department to plan and carry out an immediate correction but leave insufficient time to evaluate the results or standardise the change. This creates repeated firefighting, where the same issue is corrected whenever it appears but is never permanently reduced. A further limitation is that ICQA may identify the required change but depend on another department to implement it. Deming’s approach therefore requires shared ownership of quality rather than treating ICQA as solely responsible for defects created across the fulfilment process (Moen & Norman, 2010).
     DMAIC provides a more detailed data-based method for recurring and measurable problems. DMAIC consists of Define, Measure, Analyse, Improve and Control and is used to structure process investigation within Lean Six Sigma (Monday, 2022). In an ICQA investigation, Define would establish the defect, the affected process and the customer requirement at risk, measure would establish the current defect rate and gather reliable information about where and when the issue occurs, analyse would examine possible causes and test which factors are genuinely connected to the defect rather than relying on assumptions, improve would introduce a targeted change, while Control would monitor the process to ensure that the result is maintained (Monday, 2022). This structure is valuable because ICQA already produces detailed operational and inventory data, allowing recurring patterns to be examined across time, location, item type or process path. Mittal et al. (2023) found that DMAIC can support performance improvement by providing a systematic route from problem definition to maintained control. However, DMAIC also requires accurate data, sufficient investigation time and cooperation from the department that owns the originating process. Poor-quality data may lead to the wrong cause being selected, while an improvement may not last if the Control stage is weak (Mittal et al., 2023).
     Lean can support DMAIC by highlighting waste created by inaccurate inventory. Lean supply chain management aims to reduce activities that consume resources without creating customer value (Ionel, 2024). Repeated counting, searching for missing products, correcting records, reprocessing customer orders and moving employees away from planned work can all be viewed as forms of waste or rework. Marinelli (2022) identifies waste reduction as a central part of Lean thinking, including unnecessary movement, waiting and defects. However, a Lean approach should not simply seek to complete counts faster, because faster correction is not the same as defect prevention, but its stronger use is in identifying why avoidable work is required and removing the cause. Garvin’s quality dimensions are less directly applicable because several relate mainly to physical product design, but conformance and reliability remain relevant, as inventory information should conform to defined standards and remain reliable enough to support fulfilment decisions (Fasko, 2023). Together, Juran, PDCA and DMAIC show that effective quality management requires planning, detection, investigation, testing and sustained prevention rather than correction alone.

Effectiveness in meeting customer requirements

     ICQA has several strengths in meeting customer requirements. Standardised counts, audit processes and inventory adjustments provide a structured way to identify and correct discrepancies, while operational data allows repeated defects and wider patterns to be investigated (Amazon, 2026). These processes directly support availability and fulfilment accuracy because the virtual record is more likely to represent the stock physically present in the fulfilment centre. Cycle counting can reduce inventory record inaccuracy and support distribution centre performance, especially when count information is used to improve future decisions rather than only make immediate corrections (Destro et al., 2023) Root cause investigation also creates the possibility of tracing a defect to the originating process and preventing further customer impact. ICQA therefore provides an important control between physical stock and the information used by internal departments and external customers.
     However, its effectiveness has clear limitations. Many discrepancies are detected after the error has already occurred, meaning that the process can become reactive. A strong emphasis on count completion, audit results and quality metrics may also encourage attention to target achievement than deeper learning, particularly when operational time is limited. Deming’s principles indicate that sustained quality requires process improvement, suitable training an organisational cooperation (Berenyi, 2024), rather than dependence in inspection alone (Karunakaran & Bayavanda Chinnappa, 2022). Workplace observation at the warehouse examined in this report also indicates that information can be spread across several operational systems, training knowledge can differ between departments, and ICQA may not always have direct authority to change the process that created a defect. As a result, local improvements may depend heavily on communication and cooperation from other teams. Juran’s framework therefore provides the clearest test of effectiveness: If ICQA repeatedly restores records to their expected state, it is performing quality control, but if it reduces the underlying level of recurring defects, it is achieving quality improvement (Juran, 1986). The process is most effective when correction leads to investigation, shared action and prevention rather than the same inventory issue being found and repaired repeatedly.

[bookmark: _Toc235969852]Overall evaluation and recommendations

     Amazon’s customer value proposition is closely linked to the reliability of its fulfilment system, particularly the accuracy of inventory data that underpins product availability and delivery performance. While competitive pricing, broad selection and convenience are key drivers of customer attraction, these advantages are undermined when stock records are inaccurate, resulting in cancellations, delays or additional customer effort (Destro et al., 2023). In this sense, inventory accuracy acts as a foundational enabler of value, supporting both functional outcomes such as successful order fulfilment and experiential outcomes such as confidence in the service (Almquist et al., 2016). ICQA contributes to maintaining this foundation by detecting discrepancies, correcting records and flagging recurring issues for review (Amazon, 2026). However, its impact is inherently reactive, and Juran’s Quality Trilogy highlights that such control activities do not in themselves prevent future defects, as restoring performance to an expected level does not address underlying process causes (Juran, 1986). As a result, there is a risk that operational emphasis on throughput and correction volume can overshadow longer term improvement, limiting sustained gains in reliability and, ultimately, customer value.

Recommendations

     The first recommendation is to introduce a stronger closed loop process between ICQA and the departments where inventory defects originate. Although ICQA can identify and correct discrepances, it may not have direct authority over processes in Inbound or Outbound that contribute to the original error. Under the proposed process, recurring defects would be assigned to a named departmental owner, supported by evidence from counts, audits and root cause investigations. The action would remain open until the responsible department has introduced a corrective change and ICQA has checked whether recurrence has reduced. This reflects Juran’s distinction between control and improvement (Juran, 1986) and Deming’s requirement to complete the full PDCA cycle (Velkoska, 2022). The main benefit would be fewer repeated discrepancies, improving stock availability and fulfilment reliability. Implementation may be difficult where departments have competing productivity targets or unclear ownership. Success should therefore be measured through defect recurrence rates, action completion times and the percentage of corrective actions verified as effective. 
     The second recommendation is to improve the visibility and prioritisation of recurring defect patterns. ICQA already uses performance information, but individual corrections and data held across different systems can make wider patterns more difficult to recognise. A shared defect dashboard could group errors by process, location, product type, frequency, customer impact and suspected cause. DMAIC could provide the structure for defining the issue, measuring its scale, analysing causes, testing improvements and controlling the result (Mittal et al., 2023). MoSCoW could then be used to prioritise action, with defects affecting correct products, inventory availability and reliable delivery treated as Must Haves rather than being ranked only by volume (Chandrasekaran et al., 2025). This would help managers focus limited time on defects that create the greatest customer value risk. The main difficulty would be ensuring consistent data entry and agreement between departments. Success could be measured through reductions in high-priority defect rates, repeated adjustments, customer impacting cancellations and time spent searching for missing inventory.
     The third recommendation is to use defect and audit data to provide more targeted training while involving associates more directly in quality improvement. Standardised training supports quality assurance, but general refresher training may have limited value when errors are concerned around particular processes, products or working conditions. Training should therefore be linked to evidence, with focused coaching provided where audits identify repeated knowledge gaps or procedural misunderstandings. Associates who regularly complete the process should also be invited to explain practical barriers and suggest changes, as Deming’s quality principles emphasise training, employee involvement and removing organisational barriers to good work (Karunakaran & Bayavanda Chinnappa, 2022). Clearer process documentation and communication of successful local improvements would reduce differences in knowledge between teams. The expected benefit would be improved prevention rather than continued dependence on correction. Difficulties may include limited training time and variation across shifts. Effectiveness should be measured through post training audit results, recurrence by defect type, associate feedback and whether improvements are maintained over several weeks.



[bookmark: _Toc235969853]Conclusion
     Amazon’s ability to maximise customer value depends on how effectively it combines convenience, competitive prices, product choice and fast fulfilment with reliable operational quality. Customer information and CRM support personalisation, segmentation and repeat purchasing, while customer relationships and changing expectations influence whether satisfaction develops into longer term loyalty. However, value is not created by convenience alone. Customers also expect accurate product availability, dependable delivery, correct orders and confidence that the information presented through Amazon’s platform reflects the physical inventory held within the fulfilment network.
     ICQA makes an important contribution to these expectations by comparing physical and virtual stock, investigating discrepancies, correcting inventory records and identifying recurring defects. These processes support product availability, fulfilment accuracy and customer trust, even though customers rarely interact with the department directly. Overall, the current quality processes are effective in detecting and correcting inventory problems and provide useful controls through counting, auditing, standardised procedures and performance data. Their main limitation is that they can remain reactive, particularly where ICQA corrects defects created elsewhere without sufficient authority or time to prevent recurrence.
     The main improvement required is therefore a stronger shift from correction towards prevention. This requires clearer ownership of recurring defects, better sharing of quality information and closer cooperation between ICQA and the departments responsible for the originating processes.
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