
Enterprise Development Training Course 
 
DAY FIVE - SESSION SEVENTEEN  
 

Quality and Efficiency 
 
Objective: to enable participants to recognise poor quality and inefficiency in their own or in 

others' work; to recognise the reasons for it and its dangers; and to identify ways in 
which they can improve the quality and efficiency of their work. 

 
Time:   One hour 
 
Materials and Advance Preparation 

Bring to the class a cake of locally made soap and a similar sized piece of a nationally advertised 
and branded soap.  Also find and bring some examples of good and bad quality products made by 
local informal businesses, such as handicrafts, garments or simple kitchen tools or vessels, or ask 
participants to bring some typical examples of products produced by their clients.  
 
 
Session Guide 
 
1. Ask participants to look around the classroom in which they are sitting, at the walls, the ceiling, 

the floor and the furniture. What comments do they have on the quality of what they see? 
 

If they cannot see anything they consider worth commenting on, draw their attention to a 
particular detail, such as the way a particular ceiling fan is fixed to the ceiling, the way in 
which a window frame has been painted or the way in which a certain light switch is fixed to 
the wall.  

 
Ask for specific comments on the details of the way in which the job has been done, such as: 

 
• The hole in the ceiling for the electric cable to the fan motor is roughly cut and not 

properly finished  

• The paint is splattered on the window glass and some parts of the bare wood are unpainted. 

• The switch is crooked, or the switch box is not fixed tightly to the wall. 
 

2. Ask participants to suggest why such minor details are important; elicit suggestions such as: 
 

• They are wasteful, the wood may rot, the daylight will be excluded,  

• They may be dangerous; they may cause electric shocks or fires. 
 

Ask participants to explain these examples of poor quality. Why were the jobs not done 
properly? 

 
• The person who did the job was not skilled, or he did not take pride in doing the job well. 

He just did the minimum that was acceptable. 

• The manager who was responsible for quality control and the client who was paying for the 
job to be done, did not pay attention to such small details. 

 
Participants may suggest that such low quality can be explained by the fact that the job was 
done as cheaply as possible. The institution could not afford to pay for better quality and the 
contractor could not afford to pay for more skilled workers or better supervision. 

 
Ask whether low quality of this sort is really economical.  Are buildings which have been built 
and finished in this way more durable and efficient than those that are built to higher 
standards?  Clearly they are not; poor quality is not the result of poverty but a cause of 
poverty. 
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Stress that poor quality of this sort is wasteful and expensive in the long run. Such problems 
may also explain why countries where wages are ten or even a hundred times higher than in 
‘developing countries’ can still compete successfully, because of the high quality of their 
products and the efficiency with which they are made. 

 

3. Ask participants to think self-critically about their own working environment and the way they 
do their jobs. Can they mention similar low quality work for which they are responsible? 

 
Elicit examples by asking participants to think about the appearance of their own offices in the 
same way as they have just looked at the classroom. Are there piles of unsorted papers lying 
about, is the floor clean? 

 
They should also think about letters or papers they may have been working with recently.  Were 
there uncorrected errors in the typing?  Are reports laid out clearly and presented at the proper 
time? 

 

4. After some participants have mentioned such examples, ask them to suggest why they matter.  
Is it not better to quickly correct mistakes by hand in letters and not to waste time cleaning 
offices or sorting papers?  What is wrong with poor quality of this kind, so long as the report or 
the letter can be read? 

 
Look for the response that low quality in such small matters leads to low quality in more 
important things.  What is likely to be the influence of a badly typed letter on: 

 
• the timeliness of the attendance of somebody whom the letter is asking to a meeting? 

• the opinion of the reader about the writer's application for funding which the letter 
contains? 

• the repayment performance of the recipient of a letter asking him to repay his overdue loan 
instalment? 

 
An untidy office or badly kept records can have a similar effect, not only on clients and 
colleagues but on the person who occupies the office or keeps the records. Low quality is 
'infectious'; it spreads within a person's work and between people and institutions.  

 

5. Ask participants to compare the quality of the local soap with the branded soap. Why do many 
people prefer to buy the branded soap even though it is much more expensive?  

 
Obtain comments on the convenience, the packaging, the perfume and the general quality of 
the branded soap.  People are willing to pay for quality.  

 
This example may suggest that local products must always be of lower quality and sell for a 
lower price than products which have been mass produced by large companies.  Ask participants 
whether products made locally by micro-enterprises such as their clients can compete with 
factory made products on quality. 

    

6. Hand round some good examples of local handicrafts such as woven cloth, bamboo or grass fibre 
baskets or wood carvings.  Ask participants to recall the working and living environment of rural 
poor people they work with.  How do these products and the environment in which they are 
made differ from the 'modern' products and environment as represented by the classroom, or 
participants' own offices and 'products' such as reports and letters? 

 
Elicit the response that the traditional products and the homes and workshops of the craftsmen 
and women who made them are usually of a higher quality than more 'modern' products.  They 
are also better quality than the environment and 'products' of our own 'modern' institutions as 
well.  
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7. Ask participants to discuss how these traditional high quality standards can be preserved and 
expanded rather than lost in the search for higher incomes through new enterprise. 

 
Lead participants to conclude that: 

 
• They should themselves respect and learn from their clients and, thus, improve the quality 

of what their own organisations do. 

• They should demand high quality from client enterprises when they are buying from them or 
training or advising them. If a producer once believes that low quality is acceptable, it is 
very difficult to improve his standards. 

 

8. Ask each participant to spend five minutes thinking about and writing down one quality 
improvement that she can make immediately to her own work. This may be something very 
modest, relating perhaps to the notes she is taking on the course, the presentation of a 
particular report or a detail of her office or the records she keeps. 

 
Allow each participant a maximum of one minute to state what she proposes to do and make a 
note on the board of each 'quality commitment' so that you and the group as a whole can 
monitor their  implementation. Stress that bad quality is infectious and can be a habit but so is 
good quality.  All participants should start now to cultivate a habit of good quality. 
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