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Abstract. The purpose of the article is to evaluate and develop

four main business process management spheres: recourse
management, document management, determination of
management competence, efficiency and improvement

management. The main emphasis of this research is on the
process analysis, measurement and development, thereby
optimising processes and reducing resource consumption in a
company. In this research, graphical, analyses and comparative
research methods have been used. Conclusions are made about
the quality management system implementation, as an effective
management tool, as well as a factor for competiveness increase.
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INTRODUCTION

In the modern globalizing world, understanding of quality
and quality management has become an integral part of the
business world. Models and standards have different
evaluation criteria and principles, but they have a common
objective — to support a competitive, balanced and sustainable
corporate development.

Methodological basis of the study includes works of foreign
and Latvian scientists, works of contemporary authors and
publications in periodicals, which represent the latest
information on trends in the field of quality management
system and inform of the innovations in quality management,
data and reports published by the Latvian Quality Association,
as well as statistical and research carried by the International
Standardization.

The quality management system is focused on effective use
of resources and increase of productivity per every invested
unit. Elements of the system never are the finished process,
but a tool for corporate development. In the modern business
environment, there is no single standard or model, which
assures development and effective use of the available
resources. The world uses a variety of standards for corporate
management Support.

The goal of this article is to assess the benefits from
implementation of the quality management model in
companies as an effective management tool for increasing
productivity and competitiveness, financial and human
resources optimization, and rational use of existing corporate
resources. Challenges of the objective:

e to analyse the quality management elements and

implementation potential in the company;

e to establish the quality management system requirements

and benefits from implementation by the companies.

The authors conclude, if business activities are based on the
quality management system principles, this ensures
sustainable operation and results in a quality product or
service. It is important for the current approaches of quality
models not to depart from the objective of introducing a
quality management system in a company as an effective
management tool for productivity increase.

JUSTIFICATION OF THE NEED IN QUALITY MANAGEMENT
SYSTEM

Quality assurance in all circumstances is linked to the
process of optimization — a positive ratio of investments and
the results. If it is the point of view of the company's senior
management, there are a number of tools, which could reduce
the use of the resources without sacrificing quality (see Fig.1).
If characterising each of the quality assurance tools, we must
mention the term "efficiency". This means that in these
circumstances, efficiency is the ability to use the maximum
available resources to satisfy customers and get earnings for
the company. It is possible to review again the corporate
objectives and targets to achieve those. Optimization
processes, investment and output planning may be possible. In
assessing the theoretical approaches, we may distinguish the
current business processes and measurement criteria of the
company.

TABLE2
QUALITY ASSURANCE TOOLS

Certification

Project-focused company

Quality assurance tools: Quality policy

Process management

Data processing

Corporate social responsibility

Quality management models can be divided into the

following groups:

e Internationally recognized models, which are used in
business, government and non-governmental sector, such
as ISO 9001:2000 (ISO - International Organization for
Standardization), EFQM Excellence Model (European
Foundation for Quality Management Excellence Model);

e Internationally recognized models, which are used in
public administration, such as the CAF (CAF - Common
Assessment Framework

e Developed by individual countries and tested models,
such as KVIK (Kvalitetsverktgj til udvikling af
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Innovation og Kompetence — a Quality tool for
innovation and competence development), customer
charter (Netherlands);

e Models developed for specific areas, such as LVS EN
ISO/IEC 17025;

It is important for the current approaches of quality models
not to depart from the objective of introducing a quality
management system in a company as an effective management
tool for productivity increase. To conclude in general, there is
no need to certify according to any of the systems, but to use
the quality management system methodology, based on
elements and requirements developed by the Comprehensive
quality system.

QUALITY MANAGEMENT SYSTEM COSTS

The largest quantity of registered ISO certificates is in ten
countries: China, Italy, Japan, Spain, UK, USA, Germany,
India, France and Australia.

The founder of the quality management system of Japanese
origin J.M. Juran sees improvement processes of the system
through the prism of the corporate costs. One of his ideas was
to define quality as "fitness for use", which expresses how
well the product meets the consumer's actual needs [1]. Based
on this assumption, there was a study of trends for corporate
costs reduction designed, introducing a quality management
system (see Figure No. 1).
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Fig. 1. Quality costs as an indicator of quality management [5].

It is important for every company to stay in its intended
zone for carrying out systematic, well-prepared and planned
measures to narrow down the zone.

So, analysing the costs trends, the authors conclude that,
within the relevant time period after introduction of the
system, costs reduce provided that a system is not a
bureaucratic process, but the internal processes organizer. The
methodological justification of the Quality Management
System is based on the total quality management model
(TQM).

The strategic development stages of the quality science in
literature are divided as follows:

¢ Individual production of separate units. The manufacturer

shall make the final test of the manufacturing product;
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e Labour division, provision of substitution of individual

ingredients of a product in the technical field;

e Implementation of statistical testing methods in

production;

¢ Introduction of an integrated quality assurance system;

e Quality management as a comprehensive strategy of

company.

Analysing the quality management system development
dynamics, the authors conclude that Latvian businesses need
to go through these stages of development and implement
these strategies step by step.

TOTAL QUALITY MANAGEMENT MODEL (TQM)

Quality in today's understanding means all forms of quality
manifestation and it is used to call it the total quality.
Customer satisfaction becomes the most important quality
indicator, and today no one doubts that the quality is the basis
for healthy competition. The TQM principles were developed
50 years ago. In the modern intense competitive environment
and economic and social depression conditions, the potential
of small and medium-sized businesses to survive decreases.
This means that focus should be made on adjustment of
internal processes, optimization of operations, generally
defined as the increase of efficiency. The efficiency is: "The
degree to which a system or its components carry out its
functions with minimum resources consumption"[2].

TQM offers management elements that are incorporated
into various quality management systems and standards. But
before introducing any of the management systems,
companies should undergo self-assessment. Japan was the first
who showed the world what can be achieved in a relatively
short period of time using TQM in business for all processes
regulation. Many industries left behind the world's leading
companies, encouraging them to implement quality systems in
their companies. So, the quality status is determined by the
clients’ and customers’ attitude to things and services offered.
The world still continues discussions about the quality
concept, its fulfilment and potential of implementation in
companies. The concept and understanding of quality at the
management level in Latvia is unclear and ambiguously
evaluated.

Assessing the theoretical formulations, the Total Quality
Management is the corporate culture, characterised by the
following principles:

e Senior management interest in

required quality level;

e Focusing of business activities

domestic customers;

e Conscious participation of the

continuous improvement;

o Staff training;

e Approach to processes — process control based on the

operating facts;

e Fact-based decision making.

The authors conclude, if the corporate activities are based
on the above-outlined principles, this ensures high

achievement of the
on the outside and

staff in the quality
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performance and produces the effectiveness of any business
processes thereby increasing productivity.

The TQM model improved by quality analysts John
Oakland and Les Porter integrates all aspects of quality.
Processes in the TQM model are the key link between all
elements of the business, from planning promoters (Guidelines
for the management, strategic partnerships and resource
availability) up to the staff working on production of the end
product result or service provision [3]. Four elements — staff,
performance, process and planning are essential to create a
quality product and provide a service, and are based on the
improved structure of the TQM model. "Planning —
establishment and development of policies and strategies,
establishment of appropriate cooperation and planning of
necessary resources as well as quality assurance of the design
process, performance — establishment of the performance
measurement structure — conduct of the self-assessment
studies, internal audits, surveys, and benchmarking, process —
understanding, management, design and redesign, quality
management system and continuous improvement, staff -
human resources management, change of internal culture,
teamwork, mutual communication, innovation and training.
"Linkage of all these elements together, as well as the
successful introduction, of course, depends on effective
management and strict commitments”. TQM model is based
on strengthening the commitment to meet customers’
demands, clarification and communication of new strategies as
well as change of the company's internal culture for
achievement of the total quality.

Today, the total quality management system has become the
philosophy; the motto of this system is the quality of each
operation. Use of TQM evidences the corporate development,
the awareness of quality management and the level of
corporate culture. The roots of this quality philosophy shall be
sought in Japan, which believes that one of the foundations of
quality is education. The motto of the TQM philosophy is
"Before we start to make things, we build people". TQM is
mainly focused on outside customers, domestic customers, as
well as balancing of the corporate needs and management of
the processes involving appropriate personnel in order to
achieve the desired result. The total quality characteristics
indicate what can be expected when implementing the total
quality model in business. J. Juran lists the TQM
characteristics: "proper course of action for the first time,
consistent focusing non a client, shared vision supported by all
the staff (the vision shall mean a statement to be made by
company about the desired status the company seeks to
achieve); continuous improvement, focusing on sustainable
operation; trust in employees and their empowerment in
decision making, support for innovations"[1].

Based on the total quality management principles, the world
has developed a number of quality management models and
standards aimed at excellence in performance. Models of
excellence and quality standards are designed as practical
tools to help businesses to approach the excellent level of
business, a comprehensive assessment of the actual situation,
identifying weaknesses and strengths and promoting

improvement and development. In its turn, quality plays an
important role in quality assurance and competitiveness.
Competition for the Quality Award is announced in Latvia
every year, but this award has not yet became popular.

DYNAMICS OF QUALITY MANAGEMENT SYSTEM
DEVELOPMENT AND COMPETITIVENESS OF BUSINESSES

The Quality management system includes four main
business areas, which would be comparable to effective
business management:

1. Management of resources.

2. Management of documents.

3. Senior management responsibilities.

4. Corporate control and improvement methods.

The above areas have been incorporated into ISO Standard
as requirements for a company and are based on the Total
Quality Management model principles.

TQM principles were developed 50 years ago. In the
modern intense competitive environment and economic and
social depression conditions, the potential of small and
medium-sized businesses to survive decreases. This means
that a focus should be made on adjustment of internal
processes and optimization of the operations. Must remember
that in the public sector it is necessary to establish a unified
management system. TQM offers management elements that
are incorporated into various quality management systems and
standards. But before introducing any of the management
systems, a business has to undergo self-assessment. Japan was
the first who showed the world what can be achieved in a
relatively short period of time by using TQM in business for
regulation of all processes. Many industries left behind the
world's leading companies, encouraging them to implement
quality systems in their companies. So, the quality status is
determined by the clients’ and customers’ attitude to things
and services offered. The world still continues discussions
about the quality concept, its fulfilment and potential for
implementation in companies.

Publication of U.S. military standards (MIL-Q-9858) in
1959 can be considered as the beginning of ISO 9000
standards development. These standards have been already
used during the war, but were published after the military
industry completed its task. Following the publication of the
standards, other industries began to implement them.
Standards of the British Standardisation Institute were
published in 1979 in three parts (BS 5750 PARTS 1,2,3), on
the basis of which the first edition of ISO 9000 standards was
developed and published in 1987.

Since 1996, different Quality Management Systems were
introduced in Latvia, the most popular of which are provided
in Table 2.

TABLE2
QMS, FY 1995-2010 [2]

ISO 9001:2000 Quality Management System

ISO 14001:2004 Environmental Management System

OHSAS 18001:1999 Occupational Health and Working Environment

Management System

1SO 22000:2005 Food Safety Assurance System
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According to the Latvian Quality Association, as of 2010,
709 companies in total are certified in Latvia, and most of the
companies are certified by the ISO 9001:2000 quality

management system standard (80% of all certified
companies).
Increasingly, companies choose to implement the

integrated management system — the system that incorporates
requirements of two or more systems.

As evidenced by the actual economic processes, markets
and competition are the key mechanism for today’s economic
development. Efficiency of the market’s functioning is higher
when competition is more active and there are more
favourable conditions for its manifestation. Competition is a
contest between producers and sellers of goods or services
operating on the market under such product manufacturing,
goods sales, and service provision conditions, which ensure
sustainable, profit earning. At the same time, competition is a
mechanism that regulates the proportion in production.

Similarly, competition is the economic contest between
market participants competing in production or distribution of
the same or substitutable goods. It is a battle for customers, the
key role in the market or market share. Competition is an
integral part of the market economy, a major incentive to
develop production and services, to operate effectively.

Victory in competition is survival of a subject of the
market, the profit increase or conditions for profit gaining, in
general. Competition is free from administrative restrictions
and detailed prescriptions. But this does not mean that
competition can ignore national laws, mandatory national
rules of the game and, first of all, the competition laws.

Introduction of standards will ensure the increase of
business competitiveness in foreign markets, because the ISO
9000 standard and certificate are internationally known and
recognized in any country and give a greater assurance of the
product quality or the service stability. The state should
encourage business certification according to the ISO 9000
standards, primarily by publishing the content of the required
legal documents, as well as defining it as one of the most
important criteria in regulations on public tenders.

In order to promote the customer satisfaction, this
International Standard recommends wusing the process
approach for quality management system development,
implementation and effective improvement. The Standard
gives a detailed definition of the 'process' concept, considers
its identification and related activities, as well as explains the
interaction.

International standard is focused on the process approach. It
is recommended to apply the process approach for the quality
management system development, implementation and
effective improvement. The process approach provides
interaction and cooperation of individual processes or, by
applying the Deming cycle methodology - plan-do-check-act.
The key objective of the ISO 9001 international standards is
not to specify the quality of services but to ensure the quality
management system for any business. The standards specify
the manner in which entrepreneurs can establish, document,
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maintain and improve their quality management systems, and
even to demonstrate to customers that they are able to provide
the quality of a product or service, as well as to take
responsibility for it. The key principle of the standards is its
primary objective — attaining the customers’ expectations and
requirements.

The ISO 9001 standards require the continuous
improvement of management systems and achieving complete
customers’ satisfaction. In order to achieve this, a company
must develop its own internal culture. An important aspect for
introduction of an effective quality management system in any
company is the managerial support. The company's
management must be prepared to:

e Support the stated objectives;

e Provide business with the necessary resources;

e Transform the company's internal culture;

e Monitor the progress of the project and highlight it as the

top priority;

e Committed to fulfil all the promises.

A system certified according to the ISO 9001 standards
evidences a certain development level of the company.
Successful companies unwittingly follow most of the
standards. A standard is nothing else but a summary of the
minimum requirements for the company to be successful. A
large number of different companies around the world and in
Latvia have appreciated the benefits of ISO 9001 as a real aid
for the quality management improvement.

METHODOLOGY OF QUALITY MANAGEMENT SYSTEM

The quality management system in companies is an
effective control tool. To ensure the sustainable operation of a
company, the authors conclude that there is no need to be
necessarily certified according to one of the standards systems
(eg ISO). In order to ensure efficiency, it is possible to use the
quality management system methodology, which would
include the following elements:

The optimal use of information technology focuses on use
and improvement of the available resources.

Staff  competence  development, evaluation, and
development of the personnel management audit. According
to some opinions, competence is the human capacity,
knowledge and skills, which in turn are divided into main
groups consisting of more defined constructs or
characteristics. A model of competences is a list of
competences corresponding to a particular position or a group
of positions — generally, the accepted knowledge, skills,
abilities, behaviour patterns and qualities that will help every
staff member to do his/her job in the best way possible on the
basis of the individual assessment and development. In turn,
the managerial competence includes development of the staff
evaluation and audit, based on measurements off each
employee's productivity.

Process Management. It shows how a company identifies,
manages and improves its key processes that are focused on
performance of its functions. The key aspect is the process
management to implement the strategies and policies, which
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fully meet the needs of customers and other interested parties
and generate the additional value. This criterion focuses on
innovation and modernisation. The key words of this criterion
are the processes and customer-focused services.

Mutual management of the processes is important in
fulfilment of these criteria, it should be noted that the process
requires the following things:

e The process of the company’s operation needs to have a
designer and a developer to be monitored, reviewed,
measured, implemented and understood, to make
contributions to this goal, which indicates that the
process which is documented but impracticable, is
irrelevant, because there should be understanding of the
process and the system.

e Manager as a leader of the company to increase its
productivity. This criterion makes it clear that the
manager of a company has to be a leader who formulates
and implements the mission, vision and values necessary
for the sustainable corporate development. He/she is also
the leader who provides a link between the company and
the public. This criterion is the one to look at the
manager’s activities from two dimensions — the internal
dimension is focused on the establishment of the
corporate management systems and staff motivation,
while the external dimension relates to the manager’s
responsibilities to cooperate with the interested parties.

The authors conclude that, if the mentioned principles are
observed and the quality management system methodology is
used, the company can increase productivity and raise its
competitiveness.

Establishment of the uniform methodology for the Quality
Management System is as follows:

e Active participation and interests of the senior
management. The management encourages expression of
opinions and criticism by employees and perceives it as
logical, but establishes reasonable limits for focusing
one’s work on reality, rather than subjective judgments.
In order to promote empathy, which is based on the
situation assessment, it is necessary to carry out regular
surveys of employees’ satisfaction.

e Project implementation and establishment of monitoring
teams. The Companies set up working groups to analyse
regularly the quality management system implementation
process.

e Assessment of the current system. Companies can
undergo a more detailed self-assessment by using the
Excellence Model or Pareto principle, which states that
80% of the consequences arise from 20% of causes. With
these principles, it is possible to identify which processes
or their stages in particular bring dissatisfaction, financial
loss or other deviations from the desired objectives to the
customers.

e Preparation and documentation of the implementation
plan. The quality management system implementation
plan includes four categories: key directions of the
process and activities for their implementation,

information and facts about these (schemes and control
mechanisms), the planned date of the process
implementation, the relevant operator and a person
responsible for the procedure, comments on the particular
process.

e Staff training. The staff needs to acquire special
knowledge associated with implementation of QMS, this
condition is mandatory for the company's Quality
Manager.

e Documents development. The quality management
system records opinions of the management, carried out
studies, statement of corrective and preventive actions,
progress reports, etc., the compulsory quality system
documentation — job descriptions, the competence
delegation documents, customers’ registers, business
partners’ registers, documented corporate goals, plans
and objectives, orders, as well as samples of the key
documents, procedural documents — descriptions and
explanations of the quality management system process,
interaction schemes and description of the overall
management system, the quality manual — the
documented policy of the corporate quality, objectives
and all the above mentioned documents.

e Implementation of the quality management system and
progress monitoring. A company introduces a
methodology that provides four directions of the method
- documents and process control, managerial
responsibilities and  quality  policy, personnel
management, monitoring and improvement. The progress
monitoring is carried out through control mechanisms
RADAR and PCDA (Deming cycle) in order to
determine whether the introduced access is operating or
not, and carries out the company's self-assessments from
time to time, identifying how the approach works.

e Internal audit. Audit identifies and documents gaps in
processes, documentation, resource management and
other factors, reports on the conducted audit is prepared.
Management’s Report. The Management’s Report
summarises the company's management procedures in
implementation of the QMS methodology, makes
judgments and documents it.

Quality assurance and costs assessment, accounting and
management are one of the most important processes in
establishment of the corporate goals and policies, because the
potential for reducing quality costs makes it possible to reduce
the price and get additional profits at the expense of savings.

CONCLUSIONS

Summarising the results of the study, the following findings
and recommendations can be made:
1) Quality awareness is essential for increasing
competitiveness of the private sector businesses;
2) In order to ensure the continuous development, companies
need to undergo self-assessment by using the TQM
philosophy;
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3) The authors believe that quality assurance iS one Of the [5] International Organization for Standartization (2010) About ISO, 14.09.
2010. [tieSsaiste]. [Skatits 03.01.2011.].

most important factors in the crisis situation and
promotion of economic growth;

4) The number of companies that implement various quality
management systems grows in the world; however, this
trend in Latvia is slow. As an example of effective
ensuring of the production, we may mention 10 countries
which have the highest number of quality management
system certificates. This means that a properly
implemented system works effectively and ensures
sustainable development;

5) Whereas Latvia has a large share of small and medium-
sized businesses in the total number of enterprises, it is
necessary to focus on self-efficacy and promote
implementation of the quality management system
methodology to businesses;

6) By ensuring the total quality management in the Latvian
business environment, the common understanding of the
corporate objectives is achieved - it promotes the national
competitiveness in the international environment and
increases productivity.
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Zane Drinke, Valdis Janovs. Kvalitates vadibas sistéma ka organizaciju attistibas un konkurétsp€éjas paaugstinasanas instruments.

Misdienu globalizacijas apstaklos kvalitates izpratne un kvalitates vadiba ir kluvusi par neatpemamu biznesa pasaules sastavdalu. Produktivitates un kvalitates
modeliem un standartiem ir dazadi vért€Sanas krit€riji un principi, tacu tiem ir vienots mérkis — atbalstit konkur&tspg&jigu, sabalansétu un ilgtsp&jigu organizacijas
attistibu. Darba mérkis ir izvertét kvalitates vadibas modela pielietojuma prieksrocibas organizacijas, ka efektigu vadibas instrumentu produktivitates un
konkur&tsp€jas palielinasanai, finan$u un personala resursu optimizacijai, racionali izmantojot esoSos organizacijas resursus. Materiali un metodes: raksta tiek
izmantota zinatniskas teorijas analizes metode, grafiska, analizes, aprakstosa, salidzino$a pétijuma metodes. Rezultati: nodrosSinot kop&jo produktivitates un
kvalitates vadibu Latvijas organizacijas, tiek palielinata to efektivitate, kas savukart veicina valsts konkurétsp&ju starptautiskaja vidé. Secinajumi: kvalitates
vadibas sist€émas ievieSana organizacijas ir efektigas vadibas nodrosinaSanas instrumentu, ka ari konkur&tsp&jas palielinasanas ietekmg&joss faktors,
produktivitates kapinasanai. Musdienu izpratni par kvalitati nosaka visas kvalitates izpausmes formas un to piepemts saukt par visaptverosu kvalitati. Klientu
velmju apmierinasana klist par pasu svarigako kvalitates raditaju, un Sodien neviens vairs neapSauba, ka kvalitate ir veseligas konkurences pamata. Lai
nodro$inatu ilgtsp&jigu organizacijas darbibu, autori secina, ka nav nepiecieSams obligati sertificéties péc kadas no standartu sisttmam (pieméram, ISO).
Efektivitates nodrosinasanai ir iesp&jams izmantot kvalitates parvaldibas sistémas metodologiju, kura biitu ietverti visaptverosas kvalitates parvaldibas elementi.

Zane Drinke, Valdis Janovs. CucremMa MeHe’KMEHTa Ka4eCTBA KAaK HHCTPYMEHT Pa3BHTHS OPraHH3ALHHU U MOBBIIIEHHsI KOHKYPEHTOCIOCOOHOCTH.

B COBpEMEHHBIX yCIOBHSX [II00aNM3aliy TOHUMAHHE KaueCTBa U yIPaBICHUE KaYeCTBOM CTali HEOThEMJIEMON COCTABHOM YacThIO JIEIIOBOr0 MUpa. Mozenu 1
CTaHJApTHl IPOU3BOJUTEILHOCTH M KauecTBa HMEIOT pAa3lIUYHble KPHUTEPUH U IPUHIMIBL OLCHKH, HO OHH HUMEIOT OOIIyl0 LeNnb - MOAAepXkaTh
KOHKYPEHTOCIIOCO0HOE, cOaTaHCHPOBAHHOE M yCTOIYMBOE Pa3BUTHE OpraHu3auuu. Lleab paboThl - OLEHUTh NPEUMYIIECTBA IPUMEHEHUS MOJIEIN YHPABICHHUS
Ka4eCTBOM B OpraHu3alu Kak 3((eKTHBHOr0 MHCTPYMEHTA YIpPABJICHHS IS IOBBILICHUS HPOU3BOJUTEIBHOCTH M KOHKYPEHTOCIIOCOOHOCTH, ONTHMU3ALNH
(DMHAHCOBEIX M YENIOBEYECKUX PECYPCOB, PAI[HOHATBEHO UCIONB3YS HMEIOIINECs pecypchl OpraHu3anui. MaTepransl 1 METOABL B CTaThe MCIIOIB3YeTCsl METON
aHaJM3a HAay4YyHOH TEOpUH, METOJbl rpaMYecKOro, aHAJIMTHYECKOro, OMHCATENIbHOI0, CPaBHUTEIBHOTO HcClleoBaHus. PesynbraThl: obecrieyeHue oOIiero
YIpaBIeHHUs] HPOU3BOJUTEIBHOCTBIO M KayeCTBOM B JIATBHIICKMX OPraHM3alMsX MOBBIIAET MX 3((EKTUBHOCTb, YTO, B CBOIO OuYepe]b, CIOCOOCTBYET
KOHKYPEHTOCIIOCOOHOCTH CTPaHbI B MEXKITyHapOAHOH cpese. BEIBOABI: BHEpEHHE CHCTEMBI YIPaBICHHS KaueCTBOM B OPraHU3AIMAX SBIseTCS d()(HEeKTHBHEIM
MHCTPYMEHTOM O0€CIeUeHHs YNPABICHHs, a TakkKe (aKTOPOM, BIHSIOINM Ha IOBBIIIEHUE KOHKYPEHTOCIIOCOOHOCTH IS POCTa IPOU3BOAUTEIBHOCTH TPY/a.
CoBpeMeHHOE OHMMaHHE KaueCTBa ONpeensieT Bce GOpMbI BBIPAXKEHHs KQ4eCTBa, H €ro MPHHATO Ha3blBaTh BCEOOBEMIIIOIIMM Ka4eCTBOM. Y IOBICTBOpPEHUE
MOTPeOHOCTeH KIMEHTOB CTAHOBHTCS Hambolee Ba)KHBIM IOKa3aTeleM KauecTBa, M CETOJHS HHUKTO OONbIIE HE COMHEBAeTCs B TOM, YTO KAaueCTBO JICKHT B
OCHOBE 3[I0pOBOi1 KOHKypeHIHHU. [yist obecriedeHns! yCTOHYMBON pabOThl OpraHU3alli, aBTOPHI IPUXOAAT K BBIBOLY, YTO HET HEOOXOIUMOCTH B 00s3aTENbHON
cepruduKanuK Mo T000i M3 cucrteM cranaaptoB (Hampumep, I1SO). Jlns oGecneyenuss 3QGEKTUBHOCTH MOXHO HCIOJIB30BAaTh METOJOJOTHIO CHUCTEMBI
YIpaBICHHUS KA9€CTBOM, B KOTOPYIO ObUIM ObI BKJIIOUESHBI DIIEMEHTHI BCEOOBEMIIOIIETO YIPABICHHS KA9€CTBOM.
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