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Define the cost of quality.
Cost of quality is the cost incurred in the maintenance of the products that have functional problem and need to be repaired for effective function. Otherwise the cost of quality may seem to define the cost incurred for the purchase of another product to substitute another product that has broken down or has stopped working to deliver the required services.
List the four costs of quality.
The four main costs of quality includes; prevention cost, appraise cost, failure cost, and cost of conformance.
To start with is the prevention cost   which is the cost incurred by an institutional to enhance the efficient working of the product to attain the highest level of services when the type of the  service required is required of the low levels then the cost of prevention is low or little but when the type of services required is of high quality then the cost of prevention is high and this is the  kind of cost incurred by most of the institutions because most of the m wish to deliver high quality services to their clients. Also the cost, may be incurred to improve in the design of the system and the system delivers products of totally different design. 
The second type of cost is the appraise cost this cost occurs because the systems quality is entitled to be inspected at various intervals of time. If the system is inspected for a high services the cost of quality is high and this requires a highly trained personnel who also requires a higher income due to the high quality service offered. Also the apprise cost may depend on the number of times or the intervals at which the system is inspected for an effective and efficient functioning. If the there are numerous times of system inspection then the appraise cost is high but if the system is inspected in few days then the systems appraise cost is low. The third type of cost of quality is the failure cost this is the cost that is incurred when the system fails to function or the kind of the service delivered is of low quality, this may incur the institution an extra cost by the purchase of another material or else the product is removed completely from the system for effective functioning. 
[bookmark: _GoBack]There are two types of failure cost including the internal failure cost and the external failure cost the most expensive cost is that of external simply because the client is there to complain about the poor services offered and requires to be compensated, this incurs the institution an extra cost of maintaining the system and also that of compensating the client. The last cost of quality is the cost of conformance, this is the cost incurred to enhance the giving of the standard quality of services. This enhances the services delivered by the system to be effective and to be relied on. 
Discuss the customer service gap. 
Customer service gap model or service quality gap model (SERVQUAL) is a model that relates the services offered by the organization and the services needed by the customers who receive the services, or else it may reflect on the expectations of the customers. In other words, it is a framework that helps us to understand customer satisfaction. The framework was developed by A. Parasuraman, V. Zeithaml, and L. Berry in 1985 (Hou and Tang, 2008 p. 395). A gap model may be viewed in different dimensions including tangibles, reliability, responsiveness, assurance and empathy. On the tangibles these are the thing that you ca see touch or observe in an organization. This may include the materials and products being transacted in the organization and the people who are working in the organization. On the tangibles the model may be viewing the number of the employees, to enhance the efficient service deliverance in the organization then the number of the employees should be of the required number and this means that each employee is assigned to a different task from the other to enhance the effective and consistency of the organization (Rosene, 2003 p. 51).
On the materials of the organizations they should be of high quality and should be functioning well. Also the way they are delivered to the customers should be highly put in to consideration. The second dimension which model views on the organization is reliability. On this the model examines on the method used to deliver the products to the client and the reliability of the organization on delivering the products. This also enlightens the organization on the best ways to deliver the products. The model also seeks to enlighten the organization on the accurate ways to deliver the product. It makes sure that the promises made by the organization is fulfilled and in due time. The third dimension that the model views the organization in is the responsiveness of the organization. This examines the fastness of the organization on delivering the products to the clients and this may make the efficiency of the organization on delivering products to their clients. 
The fourth dimension of the model is the assurance, this enlightens the organization on the ways to make the clients have enough confidence on them and entrust them on delivering quality products, also it  enlightens the organization on the communication skills to be used by the employees of the organization on addressing their customers about the different products. The last dimension is on the empathy this model teaches the organization on the different ways on which the employees attend to the clients and how they show attention to the clients. 
On the gaps there several gaps these include; customer expectations, service standards, service performance, service delivery and the other gap is on the customers side the first gap on the customer expectation is built on the basis of the delivery means of the products to the customers and the speed of reaching the assigned destination of the customer. The second gap on service standards is on the basis of the quality of the services offered by the organization. The third gap on the service performance of the organization to the customer is based on the service offered to the customer by the organization. And the competency of the services offered to the customer by the organization. The last gap on service delivery is based on the time of the deliverance and the speed of delivering the service. This may reflect on the efficiency of the organization on delivering the services to the clients. 
Summarize how amazon manages its customer-service gap.
There are different ways in which amazon manages its customer service gaps for one the products that do not offer efficient and effective customer services creates a product customer gap which needs to be addressed accordingly by for  it to be able to withstand the competitive market. The first gap in the amazon is the customer’s expectation and customer perception this basically alludes on the different ways in which the customer uses the product and how often do the customer uses the product. If the product doesn’t deliver the required service to the customer then there arises a customer product gap and the best way to fill the gap. By the organization providing products that are up to date in the market to suit the expectations of the customer. Amazon ensures that it keeps its promises to the customers. Amazon ensures that items are delivered ahead of time, orders are accurate and careful communication with the customers. 
The second gap in the amazons is the knowledge gap (The Gap between Consumer Expectation and Management Perception) which occurs where the manager inputs some of the products which are not in accordance to the customer’s expectation. To close this gap then there should be evident and enough research done to comprehend on the customer’s expectation and requirements. This is what Amazon has done to close this gap. Amazon understands its customers and what they expect and deliver what the customers expect without failing them or appearing to be fraudulent. 
The third gap is the policy gap which is the gap between the management overview and the customer’s service specifications, this gaps when the managers fails to interpret the expectation of the customer according to the policy and the guidelines given. Amazon closes this gap by ensuring that the customers read and understand the policies of purchase. There are policies which stipulate the refunds and returns. This reduces possible misunderstandings and confusion. Customers are also able to know what can be returned and which can’t. 
The fourth gap is the delivery gap this is the gap between the specifications of quality services and the delivery of the services this gap as a result of inadequate trainings given to the employees by the company on the specifications of delivery of products to the clients. Amazon closes this gap by allowing its customers to choose the method of delivery. The company also tells the customers the number of days the item will take to be delivered
The last gap is the gap between the deliverance of the service and the external communication. This gap arises in some scenarios such as that of advertising where the customer expectation is over insisted than the services offered there. As a result the customers are disappointed on receiving the product. Amazon closes this gap by giving clear information on its website and being genuine with the items provided. It also ensures that it keeps and manages its promises to the customers through clear communication on the website.
Advantages and disadvantages of single and multiple sourcing.
The advantages of a single sourcing is based on the profit earned by the organization and the efficiency of the workings. The whole profit earned is shared among a few individuals and this enhances the motivation of them working even for long hours but for the multiple sourcing is the vice versa where the profit is entitled to be shared among very bodies and this demotivates them from working (Berger and Zeng, 2006 p. 258). Secondly is the disadvantage which entails the risks taken that is risk management actions, and risk costs this is a disadvantage to the single sourcing simply because the costs may oppress the members and make them quit (Berger and Zeng, 2006 p. 250). On the other hand this is an advantage to the multiple sourcing simply because of the share of the risk costs.
 For single sourcing to keep existing there should be highly trained persons and be competent to deal with problems that may arise and also enhance the existence of the company by maintaining a higher level of profit making in the organization. Costantino and Pellegrino, 2010 p. 34). In the multi sourcing organization it should also have highly trained persons and have different levels in the working classes to enhance the effective task carrying out and proper management and avoidance of some of the risks that may lead to the breaking down of the organization and bring it to extinction. Also both of them should enhance consistency in their supply to enhance their existence.
The reasons for outsourcing in supply chain management.
According to Brandes et al. (1997), there are three different reasons for outsourcing in a supply chain management. These among them includes; strategic positioning, increased value, reduced operational cost, improved ability to meet client demand, flexibility, increased working resources, and risk mitigation. On the strategic positioning this shows the specialization of company in whatever they are good in which enhances the quality products from the company. On the second reason on the increased value it’s based on the labor in the company which may include the experts who would boost the company by improving the productivity. 
The third reason is on the reduced operational cost this is to reduce the cost that is lost to extra operations which are not very much profitable and this may enhance the company to have an overseas partner. The third reason is that of improved ability to meet customer demand, this ensures the good relationship between the company and the customers to whom the products are being delivered to and also ensures that the supply chain is running smoothly without any interferences. The fifth reason is the flexibility of the company, where the company should be able to change with the changing trends of the market. The sixth reason is that of increased working resources where the company is entitled on hiring the other competitor expert to work for them. The last reason is the risk mitigation which is based on the different and unique way of a company to mitigate risks that occur during their working.
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