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                                                        CHAPTER 0NE
                                                       INTRODUCTION      

1.2   BACKGROUND OF THE STUDY.
The success of any organization is completely determined by the quality of service that they produce, especially in competitive market place, this therefore bring relevance of the ideology and practice of Quality Control into place. Traditionally, Quality Control techniques has always been the best and resolves quality problems. Quality has been the responsibility of quality control (QC) department in resolving problems arising from the marketing, sales services and administrative areas.
   Quality control is a part of quality management focused on fulfilling quality requirements (ISO 9000)
   Quality Control is a system of maintaining standards in manufactured products by testing a sample of the output against the specification. Quality Control is a part of quality management focused on fulfilling quality requirements. It is a procedure or set of procedures intended to ensure that a manufactured product or performed service adheres to a defined set of quality criteria or meets the requirements of the client or customer. The expected results of quality control are better organizational performance, enhanced productivity, efficient processes and competitive goods and services that satisfies the consumer and enhances the organizational competitiveness. Organizational performance stands out as the most critical variable in the administration and without a doubt the most imperative pointer of hierarchical achievement. The primary condition that is important to enhance and accomplish perfection in business is creating and executing a framework for measuring performance of the association. (Wikipedia)
Quality management has gained prominence in the recent past as it directly impacts on the overall performance of manufacturing organizations. Quality has been noted to affect the whole organization and comes with a dramatic cost implication. Poor quality becomes a big problem when it leads to dissatisfied customers and eventually leads to loss of customers (Hoyle, 2007).
Quality control involves monitoring specific project results to determine if they comply with relevant quality standards and identifying ways to eliminate causes of unsatisfactory results. It should be performed throughout the project. Project results include both product results such as deliverables and management results such as cost and schedule performance. Quality control is often performed by a Quality Control Department or similarly titled organizational unit, but it does not have to be.
The project management team should have a working knowledge of statistical quality control, especially sampling and probability, to help them evaluate quality control outputs. Among other subjects, they should know the differences between:
•	Prevention (keeping errors out of the process) and inspection (keeping error sort of the hands of the customer).
•	Attribute sampling (the result conforms, or it does not) and variables sampling (the result is rated on a continuous scale that measures the degree of conformity).
•	Special causes (unusual events) and random causes (normal process variation).
•	Tolerances (the result is acceptable if it falls within the range specified by the tolerance) and control limits (the process is in control if the result falls within the control limits).



1.3   STATEMENT OF PROBLEM
Quality Control cannot be ignored if meaningful goals and objectives are expected to be achieved.
Although the success of every manufacturing organization depends greatly on the degree of its reputation for supplying quality products that will give customer satisfaction in the price range offered yet the realization of quality standard has been the problem of manufacturer concern, which led to a research of this nature.
Currently Nigeria major problems in Quality Control is the use of outdated or inappropriate technology and lack of managerial experience is another problem facing Quality Control.
           It thus follows that Nigeria manufacturing organization to be successful they must pledge great emphasis on the establishment, documentation and maintenance of quality policy of the company.
           It requires that every section of production must have its quality related activities well defined, documented and maintained.

1.4   OBJECTIVES OF THE STUDY
Quality Control is a business tool. Its main objective is to know the impact of quality control on organizational performance.
    This study has the following as some of its objectives:
· To establish relationship between Quality Control and organizational performance in the manufacturing industry in Nigeria.
· To examine whether quality control have effect on organizational outputs.
· To determine whether quality control have effect on the profitability of an organization. 
· To encourage the establishment of Quality Control practices in the manufacturing firms in Nigeria.
· To proffer some Quality Control techniques that will enhance organizational performance in terms quality products and services.

1.5   RESEARCH QUESTIONS
 The following questions constitute some of the research questions for this study.
· What is the impact of the relationship between quality control and organizational performance in the manufacturing industries in Nigeria?

· To what extent does quality control affect organizational output?

· To determine whether quality control have effect on the profitability of an organization?
· How does quality control enhance the performance of firms in the manufacturing industries in Nigeria?
· How can the absence of quality control in an organization reduce the value of goods and services produced?



1.6   RESEARCH HYPOTHESIS
     In order to facilitate this study, the researcher intends to use these hypotheses for this study.
HO: Quality Control does not have impact on organizational output.
H1:  Quality Control has impact on organizational output.
HO:  There is no significant relationship between Quality Control and profitability of an organization.
H1:   There is significant relationship between Quality Control and profitability of an organization.

1.7   SCOPE OF THE STUDY
. The research is restricted to the study of Quality Control management on organizational performance.
Quality Control management as chosen as a topic of relevance to the manufacturing industry in Nigeria. Although Quality Control management is an activity relevant to all business organization and employees of the manufacturing sectors. The study is focusing on knowing impact of quality control on organizational performance.

1.8   SIGNIFICANCE OF THE STUDY
The issue of Quality Control is a common phenomenon in the manufacturing sector, which many authors all over the globe have delved into in a bid to sensitize various organizations on the place of Quality Control Department and techniques in organizations and its impact on organizational performance.
   The negative effects of the absence of Quality Control in the manufacturing industry as seen in some emerging industries is quite glaring in our markets. The following are therefore the significance of this study:
· To manufacturing industries, the study will help to sensitize them on the importance of Quality Control and the need to employ the various Quality Control techniques or tools in order to enhance organizational performance
· This study will enlighten the Quality Control Unit of these organizations as it will proffer various Quality Control techniques or tools that will help to improve the quality of their products and services.
· To consumers, this study will help them enjoy standard goods and services and reduce customer’s complaints, while also minimizing wastage because of returned goods.
· The study will, no doubt, help to increase the existing body of knowledge on this subject matter.
  
1.9   DEFINITION OF THE TERMS
· QUALITY: It is a perpetual, conditional and somewhat subjective attribute and may be understood differently by different people. Consumers may focus on the specification, quality of a product/service, or how it compares to competitors in the marketplace.
Quality is “the totality of characteristics of an entity that bear on its ability to satisfy stated or implied needs.
· CONTROL: In the words of Hayne and Massie "Fundamentally, control is any process that guides activity towards some predetermined goal. The essence of the concept is in determining whether the activity is achieving the desired results”.
· QUALITY CONTROL: monitoring specific project results to determine if they comply with relevant quality standards and identifying ways to eliminate causes of unsatisfactory performance.
· ORGANISATION: It is the structural framework of duties and responsibility required of personnel in performing various functions within the company. It is essentially a blue print for action resulting in a mechanism for carrying out function to achieve the goals set up by the company management.
· PERFORMANCE: This is the accomplishment of a given task measured against preset known standards of accuracy, completeness, cost, and speed. In a contract, performance is deemed to be the fulfillment of an obligation, in a manner that releases the performer from all liabilities under the contract.
· ORGANISATIONAL PERFORMANCE: comprises the actual output or results of an organization as measured against intended outputs (or goals and objectives).
· PROFITABILITY: The state or condition of yielding a financial profit or gain. It is often measured by price to earnings ratio.
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                                                             CHAPTER 2
                                                   LITERATURE REVIEW
2.0   INTRODUCTION

The purpose of this chapter is to explore the variety of definitions provided by several researchers worldwide in literature available in the public domain for the concept quality and that of Quality Control in order to arrive at an understanding of theory on Quality Control, which forms the foundation for the implementation of Quality Control by organizations and institutions.  This is followed by a review of the factors that influence Quality Control.  Several international self assessment models to evaluate the Quality Control effort are also discussed.  Finally, a review is given of the International Organization for Standardization (ISO 9000:2000), which represents a system as a common denominator for what business quality entails internationally, and the Six Sigma, which is a logical, and methodical process improvement methodology to achieve Quality Control.

In this chapter, an attempt is made to review the previous work in the form of belief, view and opinion of other scholars and studies carried out on the topics that are related to this research topic.



 2.1   CONCEPTUAL REVIEW
       
The need for quality as a necessary factor in the construction of strategies for organizations to implement Quality Control is clearly outlined by Bilich & Neto (2000) who state that quality, as a worldwide task of institutions, must be present in the day-to-day running of an institution, in aspects such as formation of policies, the decision process, selection of personnel, allocation of resources, definition of priorities and service delivery to satisfy customer necessities.  The two authors continue and state that the quality approach, as a considered element, has brought to institutions a new manner of considering quality, as it engages the top decision-makers of the institution in the effort for better performance in service delivery.  According to Djerdjour & Patel (2000), quality is no longer a voluntary extra. it is a necessary strategy to survive. Quality Control is therefore a key for improving the quality of products and services.  Before one can discuss the concept of Quality Control, one first needs to discuss, understand and examine the concept of ‘quality’ itself.
According to Dale (2003) and Evans & Dean (2003) quality, reliability, delivery and price build the status enjoyed by an institution.  Quality is the most important of these competitive weapons and is a really difficult concept to define in a few words in order to agree on a consent definition; a trait it shares with many occurrences in business and social sciences (Hoyer & Hoyer 2001).  Quality does not only refer to goods and services but includes quality of time, place, equipment and tools, methods, people, the environment and safety, information and dimension (Dale 2003, Schonberger 1990).  Quality is an ongoing process that has to be so convincing throughout the institution, that it becomes the values and culture of the whole institution.  All institutions and each department within the institution need to adopt the same strategy, to serve the customer with even better quality, lower cost, quicker response and greater flexibility (Schonberger 1990).
There appears to be no constant understanding and definition of the meaning of the term quality and even well-known authors seem to have different views on this issue.  According to Reeves & Bednar (1994), a search for the definition of quality has yielded unreliable results.  The two researchers stress that regardless of the time period or context in which quality is studied, the concept has had multiple and often mixed up definitions and has been used to describe a wide variety of phenomena. The strategies and tools for convincing quality may have changed, but the basic customer beliefs have been fairly constant for a long time (Hoyer & Hoyer 2001).
From a universal perspective, all institutions produce and sell products and services, with changing proportions of both; as a result, the management of quality must pay attention to both product and service quality and the cooperation effects between them.  Although many definitions of quality exist, it is wise to create a deeper awareness into the definitions of researchers such as the quality specialists, Deming, Crosby, Feigenbaum, Ishikawa and Juran. These specialists claim that their definitions, instructions, conclusions and references work equally well for producing products and delivering services.  From the various definitions of quality shown by these specialists in literature, there seem to be two levels in the concept of quality (Hoyer & Hoyer 2001), namely:
•	level one, by producing products or delivering services whose measurable features satisfy a fixed set of conditions, and
•	level two, products and services that satisfy customer prospects for their use or consumption.
In short, level one quality means conformance of specifications and level two means satisfy the customer. Evans & Dean (2003), Garvin (1993) and Reeves & Bednar (1994) note that quality is much more than that stated at level one, namely conformance to specifications.  They identify eight characteristics for category one, namely:
(1) performance, (2) features, (3) reliability, (4) conformance, (5) durability, (6) serviceability, (7) aesthetics, and (8) perceived quality.
Coupled to the two types of quality levels, quality is defined differently by each of the five gurus on quality, namely (Hoyer & Hoyer 2001):
•	Crosby’s definition of quality is “conformance to requirements”, which is a level one creation. Crosby’s important points in his definition of quality are (1) it is necessary to define quality, (2) one must know what the requirements are and be able to translate these necessities into measurable product or service characteristics, and (3) it is necessary to measure the characteristics of a product or service to determine whether it is of high quality (Crosby 1979).  It is clear from Crosby’s definition that he focuses on two levels – acceptable and unacceptable.
•	Deming’s view of quality is based on a level two definition and he defines quality as “, namely “Quality is multidimensional to produce a product and/or deliver a service that meets the customer’s expectations to ensure customer satisfaction.” Through this definition he equates high quality and customer satisfaction.  His vital arguments are (1) that quality must be defined in terms of customer satisfaction, (2) quality is multidimensional where it is impossible to define the quality of a product or service in terms of a single individual or agent, and (3) there are different grades of quality, because quality is essentially associated with customer satisfaction (Deming 1988).
•	Feigenbaum’s definition of quality is a level two definition and he defines quality as “The total complex product and service characteristics of marketing, engineering, manufacturing and maintenance through which the product and service in use will meet the expectations of the customer.”  Feigenbaum’s crucial points are (1) that quality must be defined in terms of customer satisfaction, (2) quality is multidimensional and it must be defined comprehensively, and (3) as customers have changing needs and expectations, quality is dynamic.  In this regard, Feigenbaum writes, “A crucial quality role of top management is to recognize this evolution in the customer’s definition of quality at different stages of product growth” (Feigenbaum 1983).
· •	Ishikawa’s definition of quality is a level two definition, namely “We involve in quality control in order to manufacture products with the quality which can satisfy the desires of consumers.”  Ishikawa makes it clear that high quality is essential to satisfy the ever-changing consumer expectations.  Ishikawa’s essential points are (1) that quality is equal to consumer satisfaction, (2) quality must be defined widely, (3) consumers’ needs and requirements change continuously, therefore, the definition of quality is ever changing, and (4) the price of a product or service is an important part of its quality (Ishikawa 1985).
· Juran’s definition of quality is immediate attempts to be a level one and level two definition.  He defines quality based on a multiple meaning, namely (1) “Quality consists of those product features which meet the needs of customers and thereby provide product satisfaction,” (2) “Quality consists of freedom from deficits.” Juran’s essential points are (1) a practical definition of quality is probably not possible, and (2) quality is apparently associated with customers’ requirements, and fitness suggests conformance to measurable product characteristics (Juran 1988).
Aksu (2003) defines quality as: “the conformance to a set of customer requirements that, if met, result in a product or service that is fit for its intended use.” Wiele, Dale & Williams (2003) presents a slightly different view with their importance on the artistic and energetic properties of quality: “Quality is what surprises and delights the customer.”  Pycraft, Singh & Phihlela (2000) and Stamatis (2003) try to reconcile some of these different views in their definition of quality.
“Quality is consistent conformance to customers’ expectations.”  With reference to Pycraft and Stamatis’s definition of quality, the use of the word “conformance” implies that there is a need to meet a clear specification (the manufacturing approach).  The definitions of Crosby (1979) on page 32 and Aksu (2003) on page 34 (see first paragraph) support this viewpoint of quality.  The use of “customers’ expectations” attempts to combine the user- and value based approaches.  The definitions of Feigenbaum (1983) and Ishikawa (1985) on page 33 support this viewpoint of quality.  It recognises that the product or service must meet the expectations of customers, which may be influenced by price.  By consistently meeting customer requirements, the definition can move to a different plane of satisfaction – delighting the customer.
Goodman, O’Brein & Segal (2000) support the above-mentioned viewpoints by defining quality as constantly producing what the customer wants, while reducing errors before and after delivery to the customer. The quality definition of fulfilling or surpassing customers’ needs has become a moral leader driving the pursuit of customer satisfaction.  In the laying of quality thinking this abstract core plays an important role.  More importantly, however, quality is not so much an issue as a never-ending process of continually improving the quality of what an institution produces.  There is no doubt that many institutions have so well ordered their ability to meet their customers’ requirements, time and time again, that this has created a prestige for “excellence”.  Institutions must “delight” the customer by constantly meeting customer requirements, and then achieve a reputation of “excellence”.  Quality should be viewed from the view of the customers and potential customers.  The aim of institutions should be to satisfy existing needs of customers with quality products or services, and to identify, anticipate and create new needs. This requires the cultivation of a close relationship between the institution and its customers.
Dervitsiotis (2003) takes a more organized approach to quality, and specifically the customer, with the following definition: “Quality is meeting or exceeding the needs and expectations of the business stakeholders.”  Stakeholders are those individuals and groups with a stake in the business, including customers, shareholders, employees, suppliers and communities (Dervitsiotis 2003).  To this list of stakeholders, the public in general, the government, unions, the media and any other special interest groups can also be added.  All of these stakeholders may have different needs and expectations of the institution and the quality challenge lies in addressing all these needs and expectations.  Successful institutions and their leaders will be those who achieve it.  Throughout all institutions there are also a series of internal suppliers and customers.  These form the so-called “quality chains”, the core of the institutional wide quality improvement (Oakland 2000).  The internal customer/supplier relationship must be managed by interrogation, i.e. using a set of questions at every interface.
Ackoff (1992), Henshall (1990) and Savolainen (2000) argue that it is critical for QC to have a definition of quality other than the normal “Quality is meeting or exceeding the expectations of the customer”.  Their criticism is based on two factors, namely:
· The customer is not always the customer and between the institution and the ultimate user, there exists a chain of customers and other stakeholders who are all equally important. Ackoff therefore proposes a definition of quality as “meeting or exceeding the expectations of all the stakeholders”.
·  Traditional ways of discovering the expectations of customers are unproductive, whether it includes asking them directly or via analyses, as the stakeholders often don’t know what they want and may, for a range of reasons, provide the wrong answer. Henshall claims that people realize what they want by planning what they want, which he exhibits with his experience as an architect where he found that many variances exist between the house a possible house owner says he wants and the one he finally gets after all his strategy variations have been presented.
· Though Ackoff, Henshall and Savolainen do not conclude with a final definition, Grib (1993) interprets Ackoff, Henshall and Savolainen’s comments into an explanation of quality as “meeting or exceeding the potentials of all participants through a process of cooperative preparation and design”.  Although the conclusion provides, in Grib’s (1993) opinion, the most wide-ranging definition, institutions will have to define quality in terms of what it means to them within the context of their specific situations.  The choice of a “definition”, i.e. what quality means to them, will depend on the specific atmosphere and objectives of an institution.  An aircraft parts manufacturer might choose a definition of quality more oriented towards conformance to aviation terms, whereas an income taxes office might put more stress on meeting client expectations.  However, just as important as the insides of the definition, is the way in which quality is communicated in definite terms and understood by all personnel in an organization.
· According to Fortuna (quoted by Grib 1993), “quality and pleasure are determined eventually by the customer’s awareness of a total product’s value or service relative to its competition”.  Therefore, from a general point of view, quality will be determined by the stakeholder’s view of the total institution, its products and services, and its actions relative to its particular desires.  From the above it is clear that institutions can no longer afford to ignore any of its stakeholders.
· Smith (1993) argues that institutions require a sensible approach to quality, one that ponders their interests and the needs of their customers, as well as the sincere concerns of other societal stakeholders. The proposed conceptualisation, with its plain recognition of producer and other stakeholders’ views, provides such a balanced, justifiable perception. It also inspires institutional members to regard all parts of the institution - what it creates and what it consists of as chances for development, things that can be made excellent.





2.1.1    CONCEPT OF QUALITY CONTROL

Quality Control is a procedure or set of procedures intended to ensure that a manufactured product or performed service adheres to a defined set of quality criteria or meets the requirements of the client or customer (Margaret Rouse, 2015).
Quality Control is similar to but not identical with Quality Assurance which is all planned systematic actions necessary to provide adequate confidence to the customers/users that a product or service will satisfy their requirement for quality.
Quality control requires the business or an organization to create an environment in which both management and employees strive for perfection. This is done by training personnel creating benchmarks for product quality and testing products to check for statistically significant.
A major aspect of quality control is the establishment of well-defined controls. These controls help standardize both production and reactions to quality issues limiting room for error by specifying which production activities are to be completed by which personnel reduce s the chance that employee will be involved in tasks for which they did not haves adequate training.
Quality control involves testing of units and determining if they are within the specification for the final product. The purpose of the testing is to determine any need for corrective actions in the manufacturing process. Good quality control helps organizations meet consumer demands for better products.
Quality testing involves each step of the manufacturing process. The Quality control department often begin with the testing of raw materials pull samples from along the manufacturing line and test the finished product. Testing all the various stages of manufacturing helps identify where a production problem is occurring and the remedial steps it requires to prevent it in the future.
A key concept of quality control is that all work /products have defined measure specifications to which we may compare the output of each process.
The feedback loop is essential to minimize the defects produced.



2.1.1.1   QUALITY CONTROL METHODS/TECHNIQUES

The following are the techniques or methods employed in the process of quality control.
1. INSPECTION
Inspection is that component of quality control program which is concerned with checking on the performance of items to the specifications set for it. It involves periodic checking and measuring before, during and after the production process.
Inspection is a never ending process because of the numerous variables that enters into manufacturing.
Inspection may be “Centralized” or “Floor inspection”.
a. Centralized Inspection: Under centralized inspection, all the work from a department is sent to the Inspection Department, before passing on to the next operation.
b. Floor Inspection: On the other hand, floor inspection follows the practice of sending inspectors to the floor and inspects work at the machines of operatives. It is also called patrolling or travelling inspection.
Advantages of Centralized Inspection
a. Centralized inspection ensures impartial supervision
b. It is easier to keep records of items/parts which are approved or rejected.
c. Production work is liable to less interruption.

Advantages of Floor Inspection
a. Delay in sending work to the next station is avoided.
b. Inspectors can immediately locate the fault and suggest rectification.
c. It involves minimum material handling.

2. Statistical Quality Control
It is a branch of quality control which involves collection, analysis and interpretation of data for use in quality control activities.
It is based upon the laws of profitability. It is the system for controlling the quality of production within specified limits. (tolerable limits) by means of a sample procedure and continuing analysis of inspection results.
Grant defines statistical quality control (SQC) as a simple statistic method for determining the extent to which quality goods are being met without necessarily checking every item produced and for indicating whether or not the variations which occur are exceeding normal expectations. It enables the quality control unit to decide whether to reject or accept a particular product.
Statistical quality control merely informs management that things are not going as they should. Management must take necessary action to remove the causes of variations and ensure production of quality products.

         
The comparison between Inspection and Statistical quality control techniques

               Inspection Techniques                        Statistical quality control Techniques
    The result of inspection is acceptance                It enables management to take action so 
              or rejection of production.                        products will meet specifications.
    Inspections enables one to be wiser after    It enables one to get wiser before the event                                                                                   event.
     Inspection can be cent per cent                           It always involves sampling




Statistical quality control can be divided into two:
Process control
Acceptance sampling
1. Process control: This is the checking up of quality characteristics with the help of charts.
2. Acceptance sampling: In case of receipt of materials and dispatch of finished goods, the acceptance sampling method is used. This method is of utmost value when the nature of the process used to manufacture products remains unchanged. If the sample of items conform to requisite quality levels, then the whole batch from which the sample is taken is accepted and if not, then the whole batch is rejected.

2.1.1.2   QUALITY CONTROL MEASURES
The quality control method an organization uses is highly dependent on the product. For instance, in food and drug manufacturing, quality control includes that the product does not make a consumer sick. So, the company performs chemical and microbiological testing of samples from the production line.
CADBURY P.L.C is a food manufacturing industry. Therefore, all quality control measures are geared towards ensuring that all products are safe and suitable for consumption.
In automobile manufacturing, quality control focuses on the way that parts fits together and interact and ensuring engines operates smoothly and efficiently.
The Quality Control ensures that consumers are protected from defected products and the organization from damage to its reputation due to inferior manufacturing processes. If the testing process reveals issues with the product, the quality control inspector has the option of fixing the problem himself, returning the product for repairs or tagging the product for rejection.
When issues arise, the inspector notifies the supervisors and works with them to correct the problem.
The use of Quality control chart is usually employed by the Quality Control Unit of an Organization. It is a graphic that depicts whether sampled products or processes are meeting their intended Specifications.
2.1.1.3   QUALITY CONTROL TOOLS
There are many approaches to quality control. The type of tool to be used depends on your specific product and should be determined before any quality control inspection begins.
There are seven primary quality control tools, which includes:
1. CHECKLISTS: At its most basic, quality control requires you to check off a list of items that are imperative to manufacture and sell you’re your products.
2. FISHBONE DIAGRAM: This visual is helpful for determining what causes a specific problem, be it materials, methods or manpower
3. CONTROL CHART: This helps you see how processes historically change using controls. The chart helps you find and correct problems as they happen, predict a range of outcomes and analyze variations.
4. STRATIFICATION: Instead of looking at all factors together, stratification separates data so you can identify patterns and specific problems areas.
5. PARETO CHARTS: This type of bar chart provides a visual analysis of problems and causes so you can focus on the most significant issues.
6. HISTOGRAM: This is a common graph that uses bars to identify frequency distributions that indicate how often defects occur.
7. SCATTER DIAGRAM: This is used for plotting information. Plotting information along two axis on this graph can visually to identify relationships between variables.
Thus, a quality control inspector uses one or more of the available tools to do a complete analysis of a product or service to determine where improvements can be made. Also, an inspector typically gets the necessary training to know what tool to use and how to properly use it.
[2.1.1.4]    QUALITY CONTOL CHARTS AND THEIR ADVANTAGES
Different types of chart are used in the Quality Control process. A Quality Control Chart is a graphic that shows whether sampled products or processes are meeting their intended specifications. All types of charts are similar in composition and structure.
The following are some examples:
i. Univariate Chart: When a chart analyzes a specific attribute of the product, it is called a univariate chart.
ii. Multivariate Chart: When a chart measures variances in several products attributes, it is called a Multivariate chart.
iii. X-Bar Chart: This is a common form of QC chart where the Y axis on the chart tracks the degree to which the variance of the tested attribute is acceptable. The X axis tracks the samples tested.
Analyzing the pattern of variance shown by a QC chart can help determine if defects are occurring randomly or systemically.
Other forms of chart used in the QC process are S charts and NP charts, depending on the type of data that need to be analyzed.
In short, a QC a chart can show whether a product or process deviate from one from more than one desired results.
An example of a QC chartUCL
Average
LCL
QUALITY SCALE
OUT OF CONTROL
OUT OF CONTROL
0            1          2          3          5         6          7          8          9          10


Note: UCL = Upper control limit
         SAMPLE NUMBERS


 LCL = Lower control limit
A process is considered out of control and an action to check and correct the process is taken when a plotted point falls outside the control limits.
ADVANTAGES OF QUALITY CONTROL CHART
1. They provide visual aids.
2. They are easy to prepare

Fig: 2.1
3. They give early warning of trouble.



2.1.1.5    STEPS IN THE PROCESS OF QUALITY CONTROL

The following are steps in the process of quality control.
i. Establishing quality standards; in terms of size, design, durability, appearance etc. On the basis of customer’s preferences and cost of production.
ii. Selecting the manufacturing process; this permits output of the required specifications.
iii. Developing measurements techniques; to ensure whether production conforms to set specifications or not.
iv. Monitoring product quality; which requires designing a system of periodical checks of the end product to find out deviations from set standards of a quality; and locating causes of such deviations.
v. Taking corrective action; to remove the causes of deviations.

All the above steps are necessary in the manufacturing process if goods/products must meet the set specifications.
2.1.1.6      THE ROLES/SIGNIFICANCE OF QUALITY CONTROL

· Cost Reduction and Profit Maximization:
Quality control helps in better utilization of productive resources; and in elimination of all sort of waste. Thus it leads to cost reduction and profit maximization for the organization.
· Increase in Operation Efficiency:
Quality control implies control over quality of raw materials, performance of men and machines etc. Thus, it brings about more operational efficiency of the organization.
· Maximum customer satisfaction:
Quality control minimize complaints from customers and results in maximum customer satisfaction. It is quality that brings customers back for a second time, third time and so on.
Thus quality control leads to sales maximization; and consequently profit maximization.
· Good-will and image of the Organization:
Quality control builds goodwill of the organization in the society. In makes an image of the organization in the eyes of the public; due to the quality products offered by the organization.
· Insurance Against Heavy Losses:
Quality control protects the manufacturer against heavy losses, which may be caused due to rejection of large quantity of sub-standard products or services.
· Promotes Employees Productivity:
Quality control inculcates a feeling of quality consciousness among employees and promotes their productivity.
· Morale of Employees:
Quality control heightens the morale of employees as they feel they are working for an organization producing goods and services of superior quality


(2.1.1.7)   DIFFERENCE BETWEEN QUALITY CONTROL AND QUALITY ASSURANCE

Quality control and Quality Assurance are two of the main activities that are required to ensure a quality product or services.
These two terms are often used interchangeably. Although similar, there are distinct differences between the two concepts.
While Quality Control focuses on fulfilling quality requirements, Quality Assurance relates to how a process is performed or how a product is made.
Although some Quality Control and Quality Assurance activities are interrelated. The two terms are defined differently. Below are the differences.
 
                                               



                                             COMPARISM CHART

QUALITY CONTROL	                QUALITY ASSURANCE
	

	Quality control is asset of activities for             Quality assurance is a set of activities 
ensuring quality in products.                           ensuring quality in the processes by
                                                                         which products are developed.
Quality control is product oriented and             Quality assurance is the process 
focuses on defect identification.                     oriented and focuses on defect
                                                                        prevention.
Quality control aims to identify and                  Quality assurance aims to prevent 
correct defects in the finished products          defects with a focus on the process
Therefore, QC is a reactive process.               used to make the product.
                                                                        It is a proactive quality process.
Quality control focuses on finding and             Quality assurance focuses on creating
eliminating sources of quality problem          a good quality management system
through tools and equipment so that              and the assessment of its adequacy.
customers’ requirements are always              Periodic conformance audits of the 
met.                                                                 operations of the system.


	

	


Quality control has to do with the activities     Quality assurance ensures prevention of quality 
 or techniques used to achieve and maintain    problems through planned and systematic activities 
 the product quality process and service.         including documentation.

Examples   of   Quality control activities          Examples of Quality assurance include process 
inspection, deliverables peer reviews and       checklists, project audits, methodology and 
the testing process.                                           standard developments.
Quality control is product oriented.                  Quality assurance is process oriented 
Quality control is a corrective tool.                  Quality assurance is a managerial tool.
Validation/software testing is an example       Verification is an example of quality assurance.
of quality control.
The goal of quality control is to identify           The goal of quality assurance is to improve 
defects after a product is developed and          development and test processes so that defects do not before it is released.                                             arise when the product is being developed.




2.1.2   BRIEF HISTORY ON QUALITY CONTROL

        Quality control has become a key aspect of the manufacturing industry. The QC field has grown significantly over the past couple years. As the history of quality control has progressed savvy manufacturers have worked to stay up-to-date with the ever-changing standards and regulations for product quality and safety. Let’s take a brief look back at the early beginnings of QC and how it has evolved and developed over time.
         It can be argued that quality control, as we know it, began with the emergence of manufacturing during the industrial revolution. In order to yield the most profits, factories needed to produce a product that was superior to the rest in order to attract more consumers. However, in the Middle Ages, well before the industrial revolution began, guilds existed where apprentices where trained in their craft for an extensive period of time. These guilds allowed them to perfect their skills and adhere to the high standards of quality set in place by their employers. In order to become masters of their craft, they needed to prove their abilities and cement their reputations by creating a masterpiece demonstrating their abilities to create a quality product. These processes helped ensure the quality of the products was maintained, consistent and always being improved upon.
         Before the early 20th century, the principal focus of mass production had been on quantity, rather than the quality, of goods made. The distribution of equipment, materials and labor were directed towards this end. During these times, quality control was a means of improving upon the machinery and technology to increase productivity whilst using less human energy.
But by the 1920s, the focus had shifted from quantity to quality because of increases in demand. Emphasis was also added to ensuring quality was consistent from shipment to shipment. Manufacturers required cheaper and more efficient work in order to increase output per machine, per person and per hour. Throughout the century, it quickly became clear that working harder and for longer periods of time was not increasing efficiency. The realization demonstrated that working smarter and employing quality control measures was the way to ultimately yield the most profits.
Early stone tools such as anvils had no holes and were not designed as interchangeable parts. Mass production established processes for the creation of parts and systems with identical dimensions and designs, but these processes were not uniform. As a result, some customers were unsatisfied with the result.
      The simplest form of quality control was making a sketch of the desired item. If the sketch did not match the item, it was rejected in a simple Go/no go procedure.
      However, manufacturers soon found, it was difficult and costly to make parts be exactly like their depiction.
      So around 1840, tolerance limits were introduced, wherein a design would function if its parts were measured to be within the limits. Quality was thus precisely defined using devices such as plug gauges and ring gauges. However, this did not address the problem of the defective items recycling or disposing of the waste adds to the cost of production, as does trying to reduce the defect rate.
      Since then, various methods have been proposed to prioritize quality control issues and determine whether to leave them unaddressed or use quality assurance.
     Quality Assurance which is all planned actions necessary to provide adequate confidence to the customers/users that a product or service will satisfy their requirement for quality techniques to improve and stabilize production.
As we can see, the history of quality control is long, dating all the way back to medieval times. QC not only helps to improve the quality of goods for consumers, but it can also help to improve production processes and efficiency. By looking at the evolution of QC throughout history, we can see that quality control has played a major role in the advancement of manufacturing, and its existence is still vital to the industry today






2.2     ORGANISATIONAL PERFORMANCE

Performance measurement tools can also be availed within the organizational framework. Activities around this area creates the most important client needs, identifying specific measurable outputs and establishing targets against which results are to be scored. A variety of perspectives exists on the best approach to measure and quantify organizational performance depending on the dynamics of the industry.
Measuring profitability margins highlight the amount a given organization has invested in its operations. Raw growth revenue is important as it highlights the organizational expansion capacity and the scope of potential economies of scale. The market share of an organization can also be used to highlight its success relative to its immediate competition. In manufacturing organizations, brand loyalty can also be used to gauge the consumer loyalty and overall retention. It is only through performance that organizations are able to grow and progress (Crosby, 1979). In a manufacturing setting, knowing the determinants of organizational performance is key in predicting the future, considering the numerous economic crises and shocks that have hit the economic landscape in the globe. The factors that are of most impact are isolated and then treated with utmost interest so as to ensure superior performance (Zabel & Avery, 2002). Further on, knowing the factors that generate success and how they can be measured is of critical importance 
Operational performance, measurement can be grounded on the consumers’ expectations within a manufacturing firm in terms of the sales data on what the clients order for most of the time and what is not ordered and the handling of complaints. In all its the management of customer relationship (Gudrun, 2009). Operational performance measurement can also be implemented on the employees through meetings and having appraisals. Through the Quality Cost Delivery (QCD) system, which is a capture of the seven key drivers of the manufacturing operations (Moore, 2012)? The QCD measures include: not right first time (NRFT) which is a measure of the rate at which defective units are produced. Stock turns on the other hand gauges the number of times a business sells and replaces its inventory (Anyango, Wanjau & Mageto, 2013). 
Overall equipment effectiveness measures whether the most is being made from a piece of equipment. We also have the people productivity which measures the number of worker hours taken to produce each unit of output. Floor space utilization is a measure of the level of revenue generated per square meter of factory floor space. Delivery schedule achievement (DSA) on the other hand, measures the success in delivering the goods that are promised to a client to the schedule that was promised. Value added per person measures the amount of value the manufacturing process adds to the raw materials and compares it to the number of people involved in the whole process.


2.2    THEORITICAL FRAMEWORK

2.2.1   QUALITY IMPROVEMENT THEORY

(Deming,1986) Quality Improvement Theory proposes that a component of Quality control/management is that it places duty regarding fabricating associations decisively at the entryway of top administration. The hypothesis expresses that the administration is in charge of the structures, and that the structure produces 80 percent of the issues in firms (Hill, 1995). Deming (1986) noticed that no quality administration structure could prevail without top administration duty; the administration puts resources into the procedures, makes corporate culture, chooses providers and grows long haul connections. Deming's Quality Improvement Theory gives business an arrangement to take out low quality control issues through successful administrative systems. Management's conduct shapes the corporate mentality and characterizes what is essential for the achievement and survival of the firm. 
Hubert (2000) has put forward the hypothetical approach of Deming (1986) in regard to the quality administration structure, and it visualizes the production of a categorized structure that encourages participation and figuring out how to encourage the execution of process administration rehearses. This, thus, prompts the persistent change of the procedures, items, and administrations and imparts worker fulfillment. These are basic to advancing client center, and, eventually, helping in the survival of any association. 
Deming (1986) put stock in a precise way to deal with critical thinking and advanced the generally known Plan Do Check Act cycle. The Plan Do Check Act (PDCA) cycle of ceaseless change is an all-inclusive quality change idea whose point is to always enhance execution, consequently decreasing the distinction between client prerequisites and the execution of the assembling firms (Goetsch and Davis, 2006). The hypothetical quintessence of the Quality Improvement Theory concentrated on quality worries in the making of an authoritative framework that cultivates participation and learning for encouraging the usage of process administration rehearses, which, thus, prompts execution (Anderson et al., 1994). Oakland (2004) focused on that the obligations of top administration ought to lead the pack in changing procedures and frameworks. Administration assumes a critical part in guaranteeing the achievement of value administration since it is the top administration's duty to make and impart the vision to move the firm toward execution change.


2.2.2    THEORY OF CONSTRAINTS

Theory of Constraints (TOC) was initially displayed in 1984 by Eliyahu M. (Goldratt and Cox, 1984) through his progressive book, The Goal. TOC gives the policy to portray what to change, what ought to be changed to, and how to impact the change to relentlessly enhance the execution of a whole framework. TOC, as Quality control/management, regards change as a progressing procedure. In any case, rather than concentrating on restricted enhancements in all zones, it assaults the one limitation or bottleneck that restrains the framework's execution. TOC can be utilized as an indispensable system to help the usage of Quality control/management. It must not supplant Quality control/management, yet rather be applied as a part of helping the organization to discover issues in its performance and center the Quality control/management actions toward the association's objective. TOC is an incredible method in nonstop change, however has very little been broadly focused on. In the light of this, it is vital to decide the degree of Quality control/management and TOC execution. 
TOC which is a plan of ideas, standards and devices that can be utilized to enhance administration of frameworks and expand execution by differentiating the most prohibitive restricting component that requirements the framework's execution and overseeing it. It concentrates on enhancing performance as opposed to reducing expenses. By and large, TOC is a mix of logic, ideas, standards, and tools imagined to expand the execution of any framework by recognizing, overseeing and breaking the most excessive restricting variable that limits framework execution. 
Rahman (1998) defined the idea of TOC that each context must have no less than one requirement and the presence of restrictions speaks to open doors for development. The one primary part of TOC, which contracts from predictable change methodologies, is the way it measures change endeavors. Several quality change endeavors are centered around achieving the most elevated cost decreases. Kazim (2008), contends that assumption of imperatives depends on the rule that a chain is just as solid as the weakest construction or limitation and to lift and deal with the requirement as essential.

2.2.3        RESOURCE BASED VIEW

 (Barney, 2001) The Resource Based View (RBV) highlights the association's assets as the essential factors of competitive advantage and operation. It embraces two theories in breaking down reasonable advantage. This model accepts that organizations inside an industry might be diverse regarding the assets that they control. Second, it accepts that asset heterogeneity may hold on after some time on the grounds that the assets used to execute firms' schemes are not mobile across firms (i.e., a portion of the assets can't be exchanged and are hard to collect). Asset heterogeneity (or uniqueness) is viewed as an important condition for an asset package to add to competitive advantage. 
The Resource-Based View Theory is to a great level in light of behavioral and sociological worldview and considers essential variables and their fit with the world as the important elements of progress. System models with this central introduction have a solid 'inside out' method that considers inside process factors, (for example, quality improvement, product advancement, and adaptability and cost effectiveness) as the most powerful accomplished elements.  
Since assets mirror a lot of the components of abilities, this study likewise centered on the performance difficulties of some internal attributes of the organizations (Barney, 2001), for this situation capacities of organizations, persistent change and client centeredness. In dissimilarity, the basic contention of the Resource-Based View Theory is that uncommon, matchless, non-substitutable assets make a company's heterogeneity, and that fruitful firms are those that get and protect significant and impossible to miss assets that outcome to an organization's decent execution emerging from the maintainable upper hand that emerges thereof (DiMaggio and Powell, 1991). 
Organizational readiness figures out what sort of value administration frameworks to seek after, since the assets that an association has will impact what the firm does or does not do. The methodologies so attempted will then impact the execution of the firm and help the firm pick up an upper hand in the commercial center, coming about to upgraded performance.

Juran (1951) black-born American came to prominence in 1951 when his first book quality control hand book was published. His lectures emphasized that quality control should be conducted as an integral part of management control. For instance, Huram describes a quality trilogy of quality planning, quality controlling and quality improvement and shows how they operate, like financial planning, financial control and profit managers (Juran, 1986). 
Dr. Jurans philosophy is based on the belief that quality must be planned. Juran on planning, sets out his current thought on a quality planning. 22 

The nine steps on how to achieve quality as written by Dr. Juran. 
1.Identify who the customers are. 
2.Determine the customer’s needs. 
3.Translate those needs into term that will be understood by business. 
4.Develop a product that can respond to the customer need. 
5.Optimize the products features to meet the needs of the business as well as customer’s needs. 
6.Develop a process that is able to manufacture the product. 
7.Optimize the process 
8.Prove the process under operating condition. 
9.Determine to transfer the process to operate like Denning.


2.3    EMPIRICAL REVIEW

Most empirical studies seem to agree with those of Powell (1995), Tamimi (1995), Hendricks and Singhal (1997), Lemak and Montgomery (1996) that Total quality management/Quality control practices have a positive impact on organizational performance. In Powell’s study (1995), data from 166 American firms were used to show that overall performance of Total quality management/Quality control correlated positively and significantly with both implementing Total quality management/Quality control and its degree of advancement or organizational performance. Although the empirical literature suggests a positive link between Total quality management /Quality control and organizational performance, the level of contribution attributed to Total quality management/Quality control was not large, suggesting that there could be other variables at play. Those variables could be the differences in the processes of implementing Total quality management/Quality control with respect to economic trends, the type of industry, the business environment including technology, competitiveness and market, corporate strategy, resources of firm, etc. Prajogo and Brown (2004) conducted an empirical study on Australian organizations to investigate the relationship between Total quality management/Quality control practices and quality performance. The results indicated a strong and positive linkage between those two variables. Another study on ISO9000 certified organizations of Taiwan performed by Jeng (1998) examined the linkage between six Quality Management practices and quality performance. He found customer focus as the most powerful discriminating practice of quality performance while the remaining five practices showed low discriminating powers. Brah and Tee (2002) examined the relationship between Total quality management/Quality control constructs and organization performance by measuring the quality performance of Singapore companies. They found that Total quality management/Quality control and performance were positively correlated. 
Another wave of research has focused on the study between Total quality management/Quality control and financial performance. Demirbag (2005) and Fotopoulus et al (2009) studies show that firms that focus on improving the quality of their product and processes improve revenues and reduce costs. So the financial performance of a firm as a result of quality initiatives can be measured by the increase in the level of sales and revenues, the level of cost reduction, the return on investment, and by the increase in market share. 
Hendricks & Singhal (1997) compare recipients of quality awards with a group of “control companies”. Using operating income, sales, return on assets, return on sales as a measure of performance, they found that companies that had received a quality award outperform those that did not receive the awards. These results were confirmed by Lemak and Reed (1997), Handsfield (1998), Easton and Jarrell (1998), as well as Wrolstad and Kreuger (2001) studies. 
Our research work differs from previous research on that we use a different set of quality practices and a different data set in a country that has only experienced Total quality management/Quality control more recently.


2.4 SUMMARY OF QUALITY CONTROL

From what we have seen so far in this chapter there is all to gain through the adoption and use of Quality Control (QC), it’s all gain.
      Organisation success is tied to the practice of QC (as far as the organization can bear the cost of acquiring success through it.). This to a large extent explains the reason why we have so few numbers of successful organization (one of which is Cadbury Nigeria Plc).
       However, it takes a lot of discipline and commitment to make it work. Because quality improvement sustenance and control takes time but the end product is success.
       There is currently a need to improve operations in the Nigeria Public services and bring them to acceptable standards, particularly in the era of increasing globalization, connoting intense competition. One way to do this is through the adoption of Quality Control (QC), as a management philosophy, throughout the public service.
        The adoption of Quality Control by everyone will help to advance public welfare remarkable. Also, there is laid down procedures and strategies for its achievement. These include the need to constantly identify the needs of the people and take practical steps to provide those needs. Another is to obtain the peoples opinion always on whatever is provided as a way of knowing what changes or improvement are necessary.
         In spite the ongoing set back however, there is no doubt that Quality Control can be practice in Cadbury Nigeria Plc. One’s optimism, in this regard is pegged somehow on the successful experiment of other countries, notable, remarkable too, the measures required to achieve Quality Control should not normally provoke resistance from within the sectors. Instead, it should be welcomed by all, including the public. This is simply because everyone will benefit eventually, in terms of improved services and enhanced welfare, both arising from increased operational efficiency.
            Quality Control therefore saves cost and increase profit and ensure meaningful and effective management of cost/benefit system of product, services, social responsibility e.t.c.
            In this case, management and the individuals are usually operating fairly and effectively and Quality Control becomes the accepted advantage in blending work force competitive edge for customer’s attention, money, commission, loyalties and approval. The need for change is paramount in bringing about the required performance and justify the resources expended on Quality Control (QC).
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                                                                 CHAPTER 3
                                                              METHODOLOGY
 3.0   INTRODUCTION
There is no way that we can over emphasize the importance of the quality control department of an organization towards the production of goods and maintenance of quality products for consumers’ satisfaction. This is due to the fact that there is no area of business success without the use of certain ideologies inherent in quality control.
When the practice of quality control is in place, consumers’ loyalty towards particular brands of goods and services can be ensured, and also consumer buying behavior can be predicted and manipulated.
This chapter has been designed to identify the basic tools and other procedures that are going to be used in obtaining information relevant for the facilitation of the study coupled with the analysis in chapter four.

3.1     RESEARCH DESIGNS
Research designs is a framework for conducting the research project by obtaining the required information that are necessary in solving identified problems in research.
It is broadly classified into two:
i. Exploratory Research Design
ii. Conclusive Research Design
EXPLORATORY RESEARCH DESIGN
This is used to study and gain insight into a situation that is not very clear and that has not attracted serious investigation and research in the past.
CONCLUSIVE RESEARCH DESIGN
This is used to examine specific relationships among variables of research problems. The researcher made use of survey method. This method consists of collection of data by interviewing a sample selected from a larger group i.e Cadbury Nigeria PLC, Lagos.

3.2   POPULATION OF THE STUDY
The target population of this study are the employees of Cadbury Nigeria limited which has about 1000 employees working there.

3.3 SAMPLE SIZE
For the purpose of this study the researcher choose to determine the sample size using Yaro Yamani formula:
n =    N
      1+N(e)2
Where
n =    Sample size
N =   Population size = 1000
e =    Margin of errors = 0.10

Hence:
                1000
               1+1000(0.10)2

n =         1000
             1+1000(0.01)
n =         1000
             1+ 10
n =         1000
                11
n =   90.91

n = 90, therefore is the sample size since the sample size in the survey is 90 as derived from the above formula, it means that the number of questionnaires administered were ninety.



3.4   SAMPLING TECHNIQUES
In a bid to ensure and facilitate the completion of this research work, the sampling techniques to be used is “simple random sampling.” This is because this method of probability sampling gives each individual equal chance of being selected.



3.5     RESEARCH INSTRUMENT
    (DATA COLLECTION INSTRUMENT)
In order to facilitate this research study, the primary source of data will be used for extracting all the relevant information from the respondents.
I. Questionnaire
II. Interview (if possible)

3.6    VALIDATION OF RESEARCH INSTRUMENTS
 The research instruments were pre-tested on several respondents (irrespective of position, but mostly junior staff) who have cognate experience on quality control. The pre-test was aimed at purifying and improving the quality of research instruments (questionnaire).
 Also it is imperative to note that the research instrument has benefited immensely from extensive literature review.
Reliability and validity measures were justified because issues were touched in consonance with relevant literature in addition to expert opinion from the research supervisors.
3.7    PILOT STUDY
The researcher studied the impact of quality control on organizational performance in Cadbury Nigeria Plc.

3.8     METHOD OF DATA ANALYSIS 
The following constitutes of some of the methods to be used by the researcher in analyzing and presenting the information (data) obtained through questionnaire, interview and probably journals. Some of the basic data analysis method to be used are:
Tables 
Percentages 
Frequencies
Analysis of data will be carried out through regression using the use of SPSS for the analysis 

3.9    LIMITATION OF THE RESEARCH METHOD
It is important to note that the research is limited by its relatively small sample size. Also, the research method used suffered from the following limitation:
I. Time constraints due to a through and comprehensive research study.
II. The questionnaire (which is the primary instruments) was administered to all respondents. However, some respondents did not return their copies of questionnaire, which reduced the total number of quantity of results.
III. The research instruments did not provide opportunity for the researcher to clarify some seemingly vague response of some respondents. 





            










  

                                                   

                                                                 CHAPTER FOUR
                                            DATA ANALYSIS AND INTERPRETATION
4.0     INTRODUCTION

In this chapter we are going to critically examine all the information we have generated through the questionnaire that we distributed.
Furthermore, after examining the result we derived from the questionnaire we shall then test to see. Just as we have in the questionnaire, the analysis is going to be divided into three sections (A, B and C)
· Section A will contain the Bio-data and demographic information of the respondents.
· Section B will contain the information responses of the respondents on all questions that have been designed to produce the result that will conclude this study.

4.1   RESPONSE RATE
Primary data were collected from ninety respondents, comprising of managers, intermediate and subordinate staff in various department in the organization. The data from the respondents were collected through questionnaire. 

4.2   ANALYSIS OF SECTION A
This will contain the bio data and demographic information of the respondents

4.2.1   GENDER OF THE RESPONDENTS

This study comprised of 48.9% of employees who were male gender which was 44 in number and 51.1% of employees who were female gender which was 46 in number as shown in Table 4.1

Table 4.1
	                                                 Gender

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Male
	44
	48.9
	48.9
	48.9

	
	Female
	46
	51.1
	51.1
	100.0

	
	Total
	90
	100.0
	100.0
	




4.2.2    AGE OF THE RESPONDENTS
 21.1% of the respondents were within the age of 20-25years, 30% of the respondents were between 26-35years of age, and approximately 30% of the respondents were between 36-45years of age while 13.3% of the respondents were between 46 and above as shown in the Table 4.2 below:

Table 4.2

	                                                      Age

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	20-25 years
	19
	21.1
	21.1
	21.1

	
	26-35 years
	27
	30.0
	30.0
	51.1

	
	36-45 years
	26
	28.9
	28.9
	80.0

	
	46 and above
	12
	13.3
	13.3
	93.3

	
	5.00
	6
	6.7
	6.7
	100.0

	
	Total
	90
	100.0
	100.0
	




4.2.3    MARITAL STATUS OF THE RESPONDENTS

28.9% of the respondents were single, 64.4% of the respondents were married, and 2.2% of the respondents were divorced, while 4.4% of the respondents were widowed as shown in the Table 4.3 below.

Table 4.3

	                                            Marital Status

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Single
	26
	28.9
	28.9
	28.9

	
	Married
	58
	64.4
	64.4
	93.3

	
	Divorced
	2
	2.2
	2.2
	95.6

	
	Widowed
	4
	4.4
	4.4
	100.0

	
	Total
	90
	100.0
	100.0
	




4.2.4   EDUCATINAL QUALIFICATION OF THE RESPONDENTS

From the Table 4.4 below, 12.2% of the respondents are O level graduate, 40% of the respondents were OND/Diploma holders, and 36.7% of the respondents had first degree, while 7.8% were postgraduates.

Table 4.4

	Educational Qualification

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	'O' Level
	11
	12.2
	12.2
	12.2

	
	OND/ Diploma
	36
	40.0
	40.0
	52.2

	
	First Degree
	33
	36.7
	36.7
	88.9

	
	Postgraduate
	7
	7.8
	7.8
	96.7

	
	5.00
	3
	3.3
	3.3
	100.0

	
	Total
	90
	100.0
	100.0
	




4.2.5    STAFF CATEGORY
The organization major departments are divided by several other sub units making the respondents identify their ranks in the organization. 41.1% of the respondents were junior staff, 23.3% of the respondents were supervisors, and 7.8% of the respondents were intermediate staff, while 27.8% of the respondents were senior management according to the Table 4.5 shown below.

Table 4.5

	                                                     Staff Category

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	junior staff
	37
	41.1
	41.1
	41.1

	
	Supervisor
	21
	23.3
	23.3
	64.4

	
	Intermediate staff
	7
	7.8
	7.8
	72.2

	
	Senior Management
	25
	27.8
	27.8
	100.0

	
	Total
	90
	100.0
	100.0
	




4.2.6   WORK EXPERIENCE
Percentages of the work experience were as follows as shown in Table 4.6 below. 42.2% of the respondents were has been working for the organization for about 0-2years, 37.8% of the respondents has been working for 3-6years, 13.3% of the respondents has been working for 7-9years, and 5.6% of the respondents has been working for 10 and above years.

Table 4.6

	                                       Work Experience

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	0-2 years
	38
	42.2
	42.2
	42.2

	
	3-6 years
	34
	37.8
	37.8
	80.0

	
	7-9 years
	12
	13.3
	13.3
	93.3

	
	10 and above
	5
	5.6
	5.6
	98.9

	
	5.00
	1
	1.1
	1.1
	100.0

	
	Total
	90
	100.0
	100.0
	



4.3    ANALYSIS OF SECTION B


REGRESSION


	Variables Entered/Removeda

	Model
	Variables Entered
	Variables Removed
	Method

	1
	profitability, qualityb
	.
	Enter

	a. Dependent Variable: output

	b. All requested variables entered.



This Table 4.7 above shows the various entered and valuables to the study significance.

Table 4.7

	Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.825a
	.681
	.674
	1.14128

	a. Predictors: (Constant), profitability, quality



The model summary shows the predictive power of the model. R is the correlation co-efficient between the dependent variable observed and the independent variables the predictors. The sig of R indicates the direction of the relationship (positive or negative). The value of R range from -1 to 1. The absolute value of R indicates the strength, with larger absolute value indicating strong relationship.

Table 4.8

	                                                         ANOVAa

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	242.336
	2
	121.168
	93.025
	.000b

	
	Residual
	113.320
	87
	1.303
	
	

	
	Total
	355.656
	89
	
	
	

	a. Dependent Variable: output

	b. Predictors: (Constant), profitability, quality

The ANOVA table tell us the total significance of the model. The F-statistics is the regression mean square (MSR) divided by the residual mean square. F-statistics decide whether the model is a good fit for the data based on its significance level. A significant value of F- statistics shows that the model is better at predicting the outcome value of the dependent variable than its average.  If the significance value of the F-statistics is smaller than 0.05 then the independent variable(s) is significant to explaining the variation in the dependent variable and the null hypothesis is accepted. The above table illustrate an overall negative significance of the model.




Table 4.9    MULTIPLE REGRESSION ANALYSIS SUMMARY

	                                          Co-efficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	.867
	.762
	
	1.138
	.258

	
	output
	.351
	.153
	.247
	2.302
	.024

	
	profitability
	.329
	.058
	.610
	5.692
	.000

	a. Dependent Variable: quality



The consistent coefficients or beta is an attempt to make the regression coefficient more comparable. It offers a useful way of seeing what effect of changing the explanatory variable by one standard deviation it will have on the dependent variable. It is usually equal to the correlation coefficient between the variables. Taking a brief look at the standardized coefficient table, it is indicative that its test the dependent variable [quality] with individual independent variables such as output, profitability. This leads us to hypotheses testing below.

Hypothesis 1
Therefore, the impact of quality control on organizational output has a positive significant relationship because p (0.024) < 0.05.
Hypothesis 2
The significant relationship between quality control and organizational performance has positive significant relationship because p < 0.05.
Based on the research from the organisation the quality control is high in the organisation and based on the hypothesis quality control has good significance in the organisation.




    
  

                                                                 CHAPTER 5
                           SUMMARY, RECOMMENDATION AND CONCLUSION
5.0    INTRODUCTION
This chapter will talk about the summary of the research work and other studies that should be looked upon on how to have more understanding on the project.
5.1     SUMMARY
This chapter gives a summary of all that has been highlighted in the previous chapters on the study: Quality Control and its impact on organisational performance in Lagos State, Nigeria (A case study of Cadbury Nigeria Plc) and concludes the study, but not without some recommendations that could help promote the activities of the Quality Control unit in any organisation in Nigeria, and also help further in similar research work in the near future.
There is no way that any successful organisation can separate the relevance of Quality Control from its success and the general organisational function.
In the same vein, there is no way an organisation can attain and maintain competitive edge over other organisations in the same industry without a well formulated and implemented Quality control program.
Quality control gives a focus and participate approach to all stages of production to guide and sustain continuous improvement on the quality of goods and services produced by an organisation.
We are not just talking about increase in profitability, but an overall improvement, where standard of goods and services are of primary concern.
Several literatures were reviewed and some of the sub-topics highlighted include the following:
· History and introduction of Quality Control
· Concept of quality control
· Some definitions of quality control
· Quality control techniques/method.
· Quality control measures.
· Quality control tools.
· Quality control charts and their advantages.
· Types of quality control.
· Steps in the process of quality control.
· The roles/significance of quality control.
· Differences between quality control and quality assurance.

5.2   CONCLUSION

The subject matter, quality control and its impact on organisation performance cannot be over emphasized. This is because quality control is interwoven with success in an organisation, where the production of standard goods and services.
In Nigeria, however, the practice of quality control holds a lot of prospects especially within the corporate and industrial environment.
A look around would reveal the proliferation of technological driven products growing geometrically with results, that consumers experience a high level of service and standard goods that could only be imagined few years ago.
The Nigerian consumers are not isolated from developments in markets elsewhere. Competition is now based on delivery values coupled with the state of the art of technology and knowledge based on human resources and capital.
Furthermore, Nigeria organisations that are not doing well, can employ the use of the diverse quality control tools outlined this study which will surely yield the following results:
· Increased and improved productivity.
· Increased customer loyalty.
· Better customer service.
· Greater efficiency a committed and enthusiastic workforce.
· Enhancement of organizational performance.
· Increased profit.
· Satisfaction of customers and stakeholders. e.t.c

Addition to this, cole (1998) identified certain things and inadequacies that quality control is meant to eliminate or correct within organisations:
· Prevention and early identification of errors.
· Doing the right thing at the right time first, so as to ensure efficiency in services and production of goods.
· Continuously striving for improvement and blocking all loopholes and faults.
· Managing an organisation through teamwork and organizational integration. (i.e the Q.C unit working closely with other units in the organisation to achieve perfection).
· Using quality control tools to generate hard facts to manage the production of goods and services rather than depending on opinions.
· Providing a quality leadership and motivate to enable all employees join hands with the quality control department to practice quality control as this will, no doubt enhances organizational performance.

5.3    RECOMMENDATION

The economic and industrial sector of all emerging countries, especially in Nigeria is undergoing transformation, which depends upon competition. (i.e the fight to maintain market dominance and competitive edge.
To survive in such a situation, any wise organisation will have to employ quality control programs in its activities or operations.
For any organisation to achieve this dominance market edge and long term success, they have to pursue all their priorities without any form of compromise and give equal attention to all matters having direct implication on the organisation success.

5.4    COTRIBUTION TO FINDINGS
Based on research on quality control through different research works, quality control has high effect on organisational performance and quality control impacts highly in the manufacturing industries.

5.5    SUGGESTION FOR FURTHER STUDY
Based on the research carried out in this project there will be need to go through other literatures to find out on other related studies that can influence this research topic.
I therefore recommend that more research should be done in the following areas:
· Possible cause of customer’s dissatisfaction.
· The cause of inadequate use of organization resources.
· Identifying the factors slowing down the pace of the company’s effort in achieving quality control objectives so as to ensure customer’s satisfaction.
·  How to identify and meet market and customer’s demand.
· How to ensure the maintenance of social relationship of workers that will facilitate the quick achievement of the Quality control objectives.
And also other related topics like:
· Impact of Total Quality Management on organizational productivity
· The practice and benefits of Quality control/ Total Quality Management in manufacturing firms in Nigeria.
· Total Quality Management on organizational performance.
· The Effect of Quality Management Practices on organizational performance.
Should be looked upon for better understanding on the research topic. 

5.6   LIMITATION OF THE STUDY
     This study is being designed and structured to cover all aspects of Quality Control (QC) and its impact on the performance of an organization, which would be how quality control has impacted greatly in organizational performance.
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