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Part II
[bookmark: _Toc508035682]Quality
Many businesses, as well as a larger number of individuals, have been depending on products produced by Microsoft Corporation. This implies that the quality of products the company produces really matters. Therefore, the company has been focusing more on minimizing defects in its products through a repeatable process. Development of Microsoft Surface Pro has demonstrated that the company had been committed to ensuring that its products have no faults/defects. Through quality measurement, the company has been able to roll out great hardware products as well as software that enables the company to seize upon market wishes much faster and achieve new things that place it on a competitive edge. 
Products with high technical quality evolve with low cost and risk hence meeting functional and non-functional requirements. The company had been using various metrics to measure the quality of its products. For example, it had been using the metric of customer satisfaction. Microsoft Surface Pro was developed for usage by all types of users. Therefore, it was tested by putting into consideration things like functionality, adjustability, and dexterity. Other metrics which the company uses include product defect rate. In order to minimize costs, reduce waste, and achieve consistent quality, Microsoft Corporation established metrics for measuring and controlling product defects. 
[bookmark: _Toc508035684]Discuss the costs associated with achieving quality in the organization?
The phrase “cost of quality” is used to describe the cost an organization is likely to incur in producing poor quality or defective products. One thing to understand here is that the phrase also stands for total cost of quality in the sense that there is another part that describes the cost a firm is likely to incur in order to produce high-quality products. Poor quality management can lead to wasted materials, wasted investment missed opportunities, and lost time. All these have a cost to be realized. For example, costs of mistakes and errors can be high. One of the elements of quality is continuous improvement, which also means zero defects and eliminating waste and mistakes. However, the following are some of the costs Microsoft Corporation incurs to ensure that it measures the quality of the products and services it delivers.
Preventative costs
Microsoft Corporation had been using preventative costs to prevent quality problems from occurring. Farr (2011) explain that large companies in the technology industry had been using preventative costs in all areas of operation, first, to prevent service deficiency and, secondly, to prevent the production of defective products. For example, Microsoft Corporation includes in its budget some costs for quality training, planning at the project level, system design and implementation as well as some costs for supplier evaluation. All these are costs the company incurs to ensure that quality of its products is not comprised. 
Appraisal Costs
According to Schiffauerova & Thomson (2006), appraisal costs are costs the company incurs when it decides to use customers and suppliers as its means of evaluating the quality of its products. At the production level of its new product Microsoft Surface Pro, Microsoft may have decided to include in its project budget appraisal costs that include: testing cost, quality performance measurement cost, supplier monitoring cost as well as costs for conducting customer surveys once the product has been released to the market. 
Internal Failure Costs
 As previously mentioned, the company had been using product defect metrics to control the quality of its products. When controlling defects, the company incurs internal failure costs.  According to Schiffauerova & Thomson (2006), internal failure costs are costs the company incurs to analyze failure, rework or even scrap defective products with defects that are discovered before the product is delivered to the customer. According to Krishnan (2006), a business always pays from its profits for everything that goes wrong with its products. For this reason, Microsoft Corporation had been measuring full defect and failure total cost of each fault it encounters in its products so it can know how much profit just disappeared. By so doing, the company ensures that defects are minimized and as a result minimizes internal failure costs. 
External Failure Costs
Schiffauerova & Thomson (2006) define external failure costs as costs incurred to remedy defects discovered by customers. In other words, it a cost a firm incurs when it sells defective products to its customers. To avoid this expense, Microsoft Corporation had been testing all its products before they are put into the distribution channels. In fact, a group of technicians is involved in the testing of product’s functionality and usability just to make sure that everything is working well. If quality is not assured, the company receives complaints, returns, warranty claims, and requests for repair or servicing. Costs related to all these issues tend to reduce profits the company intended to make.  
[bookmark: _Toc508035685]How well does the organization involve the employees in delivering quality to the customer?
Supportive Culture
Production of high-quality products does not just happen. Microsoft Corporation seems to have realized the advantages a culture of quality brings. Its culture evolved from norms that have been implicitly established in the company over time, employee behaviors, how top management acts, how employees get rewarded, and from stories on how the company had been doing things in the past. One thing to note here is that Microsoft is a very supportive organization that ensures its employees are well supported. It had been investing a lot in its reward system, employee training, as well as innovation. The ways in which it conducts its operations demonstrate an organization that supports diversity as it has also been hiring individuals who come from different areas of the world. It also ensures that employees are treated equally. It invests more of its efforts in team building to ensure that employees support one another and work in collaboration. For example, developers work together as a team by sharing ideas and expertise required to handle various tasks. Project managers ensure that all team members work together to complete various tasks assigned to them hence bringing projects to completion. By so doing, the company creates a supportive culture that guarantees delivery of high-quality products to the customers. 
Quality at the Source
Microsoft Corporation had been applying the principle of “quality at the source” in all its production efforts to detect nonconforming items that are removed from the production process. According to Mika (2006), if nonconforming items are not removed from the production process they can increase appraisal costs. Mika (2006) also explains that improper planning for such items can disrupt material flow. It is for these reasons that Microsoft Corporation had been using QATS to ensure quality improvement.
Mika (2006) defines QATS as a concept that not only measures quality output at end of the production line but at every step of the production process. In his article Romaine (2016) explains that implementation of a "no fault forward technology" can not only help improve efficiency but can also help organizations improve quality and assembly throughout the production process hence reducing warranty claims, product returns and so forth. Therefore, to align this concept with its production processes, Microsoft had been emphasizing on individual responsibility to ensuring quality. Individuals involved in the production process are required to report any issues with the items hence making sure that they are removed before they move to the next process. To accomplish this, Microsoft Corp seems to have developed a “No-fault forward culture” that requires everyone working in it to embrace efforts put in place for detecting nonconformance near the source. 
[bookmark: _Toc508035686]Does the Organization have a process that consistently focuses on improving Quality?
Kaizen Approach 
Kaizen approach focuses on continuous improvement with an aim of improving efficiency, processes, eliminating wastes, and improving moral within the organizations. As part of quality control, Microsoft Corp uses Kaizen approach to identify issues in its production processes. In fact, the company has a process that consistently focuses on improving quality. The process involves the use of Kaizen approach to identify improvements. To identify improvements, the company had been analyzing the current state of its products and then making the decision whether or not to design future states. By designing future states, the company seeks to improve the current products and produce products that are free of defects and ones that meets customer requirements. 
Plan Do Check
Plan-Do-Check is a model designed to help companies carry out changes. To make changes, companies are supposed to plan 






Does the organization use any kind of Inventory management process of Lean System?
Microsoft Corporation makes a lot of profits by selling their inventory to their customers. However, like many other organizations, the inventory is Microsoft’s largest investment that cannot be utilized until it is sold. Microsoft can have a significant amount of capital tied up in the inventory which can cost them in factory space, bank charges, heat, handling and recording costs, lighting, and the products becoming outdated. To avoid wastage of capital and products, Microsoft Corporation employs a Lean Inventory Management system. This system allows the company to meet or exceed buyer's expectations of their products available with the amount of every product the is deemed to maximize the net profits of the Corporation (Hicks, 2007). Microsoft uses the following process to ensure the inventory is as close to “zero” as possible.
     Developing an Approved Stock List
Every company makes a commitment to keep an inventory of approved list stock for each location. The same strategy is used by Microsoft Corp. This commitment does not essentially mean that some products are always on the counter but can be sold in a few days. Some of the products in the inventory might not be approved because the customer might have canceled the order, customer returns the products, when the customer orders more items and fails to buy them all and left-over stock products ordered on expected sales. 
     Inventory Reordering/Replacement
[bookmark: _GoBack]The Corporation makes sure that there’s little or no inventory; sell one and order a replacement kind of situation. The company’s policy is that no item should stay in stock for more than one month which ensures storage costs do not skyrocket. An inventory checklist is used to analyze the items in inventory by identifying the products to be improved and the ones related to inventory waste.
How does Microsoft Corporation manage its projects?
Microsoft Corporation has a divisional management structure that enables each of its business sections to function without relying on one another while as they still report to a central command. Several sectors of infrastructure like development, support, and retail are all constituents of the enterprise landscape. Microsoft employs a horizontal management landscape that enables the corporation to minimize communication interference during a project. The company uses divide and conquer kind of strategy to manage its projects.
The various functions of the corporation are separated in order to achieve better oversight of project operations. Retail, development, research, facilities, operations, and networking are the main disunions of the company’s organizational structure. The corporation creates a management structure that is horizontally delineated and unique for each the branches mentioned above. The arrangement is to make it easy for everyone in different departments involved in a project to communicate freely and rapidly with one another in their line of work.
This technique of company’s structure also generates ease of access to the top management who are involved in critical decision-making processes. Microsoft has its pride in the promotion of open interactions between its lower personnel that continually engage with customers and the upper company management. This helps motivate the corporation's workers, boosting retention, and loyalty while ensuring everyone in the organization is an essential part of the company's team. This method also enables the company to take control over all the individual projects and operations, hence bringing forth the high chance of success regardless of the challenges faced.
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