
QUALITY WILL DRIVE SOCIETY 

The finer things in life were always thought of as something that the 
rich, famous, and powerful could access.  However, as technology improves, 
businesses have started to provide quality products for the masses, which 
have also improved the standard of living for the masses.  The role that 
quality plays in raising people’s standard of living is overwhelming.  For 
example, the desktop computer has evolved via the quality of less expensive 
microchips in which leads to affordable quality computers and smartphones.  
New generations of LED televisions provide finer detail and sharper colors.  
In addition, the enjoyment of music in the home has been enhanced by the 
replacement of the gramophone by the phonograph, and the phonograph by 
the compact disc player (Grossman & Helpman, 1991).  While some 
amenities will always be out of 
the reach of common folks, 
entrepreneurs will always find 
the urging to develop products 
and services that improve the 
lives of the masses.  Facebook 
has become a free quality tool 
that people use to stay in touch 
with friends and family members 
around the world.  Skype has 
bridged the gap between people in different countries.  For example, I have 
stayed close with my family in Nigeria because of the ease and video quality 
Skype provides.  

Quality not only improve the quality life for society it also affects the 
bottom line for a company.  The more quality a company puts into its 
product, service, manufacturing etc. the more money they will generate.  
Juran (1999) points out that quality affects company economics in two 
principal ways:  

1. The effect of quality on costs: In this case “quality” means 
freedom from troubles traceable to office errors, factory defects, 
field failures, and so on. Higher “quality” means fewer errors, 
fewer defects, and fewer field failures. It takes effort to reduce 
the numbers of such deficiencies, but in the great majority of 

Quality is never an accident; it is 
always the result of high intention, 
sincere effort, intelligent direction, 
and skillful execution; it represents 
the wise choice of many alternatives 
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cases, the end result is cost reduction. This type of effect of 
quality on company economics is discussed in Section 8, Quality 
and Costs.  and 

2. The effect of quality on income: In this case “quality” means 
those features of the product which respond to customer needs.  
Such features make the product salable and provide “product 
satisfaction” to customers. Higher quality means better and/or 
more features which provide greater satisfaction to customers. 

Lack of product quality not only adds to suppliers and customers’ costs, they 
also discourage repeat sales.  Juran (1999) explains that Customers who are 
affected by field failures are, of course, less willing to buy again from the 
guilty supplier.  In addition, such customers do not keep this information to 
themselves—they publicize it so that it becomes an input to other potential 
buyers, with negative effects on the sales income of the supplier (Juran, 
1999). 

Everyone has a stake in the quality of products and services provided 
to society.  From the government, which has to spend billions enforcing 
consumer laws and protecting the safety of the citizens to the entrepreneur 
whose profits are directly related to the quality it puts in their products or 
services. 
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