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After study 
this chapter 
you should 
be able to:

Explain what is meant by quality in food and 
beverage operations and why it is important.

Understand the challenges facing the 
management of quality in F&B.

Describe a systematic approach to managing 
quality.

Compare and contrast a range of approaches 
to quality management.

Understand examples of how quality 
management works in practice. 
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What is quality?

The British Standards definition of quality 
(British Standard 4778, 1987) is the totality of 
features and characteristics of a product or 
service that bear on its ability to satisfy a stated 
or implied need (Davis et al, 2008) 



WHY IS QUALITY 
IMPORTANT? 



Three main sources of pressure on 
businesses to pay attention to quality

Increasingly competitive and international marketplace 

The development of technologies allows managers to offer many possible 
additional and convenience services, although interpersonal contact is still 

seen as highly valued for operations. 

Customers are demanding. Customer are no longer intimidated about 
complaining in restaurants.



Activity I

-What is a good service quality?

-Why is it important? 



Managing 
quality 

in food and 
beverage 

operations 

•Characteristics of FB and service 
operations 
• Intangibility 

• Heterogeneity

• Simultaneity 

• Perishability 

• The cost structure

• The unpredictability of demand 

• The short cycle of production 

• The risk

• The technology

• The presence of the customer



A systematic 
approach to 
quality 
management 

Planning

Doing 

Checking 

Acting 



Developing 
approaches 
to quality 
management 

Quality inspection 

Quality control

Quality assurance 

Total quality 
management
Six sigma principle (reduce defect, 
waste & variation)



Six Sigma Principle
A set of techniques and tools for process improvement

• Introduced by an American engineer Bill Smith while working in 
MOTOROLA

• Six Sigma process is one in which 99.99966% of all opportunities to 
produce some features of a part are statistically expected to be free 
of defects.

• This strategy intended to improve the quality of the output of the 
process by identifying and removing the causes of defects & 
minimize impact variability in manufacturing and business process.



Summary 

• The nature of quality, its definition and 
importance for food and beverage 
operations.

• The rationale for a systematic approach 
to quality management.

• The different approaches to quality 
management and how one approach 
build towards the next. The advantage 
and disadvantages of each approach 
were also considered. 

• The experience of two applications of 
quality management in food and 
beverage. 



Question?


