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IHOAN3AIBE HUBOA KOHKYPEHTHOCTH Y
YCIHYI'AMA UMIVIEMEHTAIIMJOM TKM

Caxerax: CaBpeMeHH KOHIIETIT KBAIUTETa HariaraBa Kymnma Kao jeJHHA Me-
poJlaBHU (haKTOp 3a MPOIIEHY KBAINUTETA, TIa YCIIEX Ha TPXKUIITY OCTBAPYjy CaMO OHU
KOjU TIPOHM3BOJIE TIpeMa 3aXTeBHMa Kymma. TpXXUIIHU HAYWH ITOCIIOBamkba, OTBOpE-
HOCT Mel)yHapoaHOT TpXKHINTAa W OMITpa KOHKypeHIHja Hamehy moTpeby mpumeHe
MOJEpHOT KOHLIeNTa KBanuTeTa. KBanuter Huje nako aeduHUCaTH, jep je y THUTamby
M3Y3ETHO CJI0XKeH (DeHOMEHAIH TO je U3Y3eTHO CI0XKeH (heHOMEH Koju ce mpumehyje
y pa3IMYUTHM KOHTEKCTHMa (HIp. KBaJUTET MMPOU3BOJIA U YCIIyra, KBaJIUTET KHUBO-
Ta, CUCTEM KBAJIUTETa, CTAaHJApAM KBAJIHUTETA ...) © MOXE OMTH OMHMCaH pa3HUM aT-
pubytuma. Komnanuje koje ycrieBajy J1a oJp>Ke pacT IPOITyKTUBHOCTH M TEXHOJO-
KU HANpeaaK Takohe Cy y CTamy Ja mpare Kopak ca KOHKYPEHTCKUM MPeaHOCTIMA
Ha TpXHUITY. KOHKYpPEHTHOCT Haluje 3aBHCH O CIIOCOOHOCTH HeHEe EKOHOMHjE N1a
WHOBHpa W yHarpehyje. BUTH KOHKypeHTaH, y NaHAIIBUM YCIOBUMA ITOCIIOBamba,
3HAa4YM OCUTypaTH KOHTHHYHPaHH pacT U pa3Boj. [loOospimaBameM KBaUTETa, KOM-
naHuja npyxa Behy mudepeHnurjanmjy y ogHoCcy Ha puBaie npyxajyhu sehy Bpea-
HOCT y ounMa Kynaua. [{uip mMozmepHe KoMmIaHHje je MoOOJbIIAe CBHUX acrekara
KBaJIUTETa KOJU C€ OJTHOCE Ha MPOM3BOJIC WIIH YCIIyTe, Ka0 M aKTHBHOCTH, MIPOIECE U
OpraHU3alHOHY CTPYKTYPY, YCrocTaBibambeM TQM KkoHIenTa.

Kibyune peum: xeanumem, cucmem Keaiumemad, CMAHOApPOU Keaiumema,
koukypeumuocm, TKM xkonyenm

KBaauTeT U cucTeM KBaJIUTETA

CucteM KBaJIUTETA j€ CHCTEM yIIpaBJbarha KOjU TOBOAM JO IMOCTH3amkha IOCTa-
BJbCHHX [MJBEBA Y TIOTJICy KBaJHMTETA MOCIOBamha U MpykKama yciayra. Cucrem ce
CacTOju Of OpraHM3aIMOHE CTPYKTYpE, OJATOBOPHOCTH cyOjekara y OpraHU3aIluju,
mpoiieca ¥ pecypca MoTpeOHUX 3a yrpaBibame cucteMoM. OpraHusanuje Koje umajy
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CIIOEHY CTPYKTYpY y KOjoj TIOCTOjH YHTaB HHU3 OJHOCA KOju onpel)yjy BUXOBO Io-
Halllamke, MOCIOBakbe, YIpaBbakhe U pa3Boj, HaWla3e Ha MoTelkohe y mocTuzamy
KBaJMTETa. YTPaBJbake TAaKBUM OpraHM3alMjaMa je TEIIKO, jep OHE YecTO MMajy
BEJIMKHU OpOj YUECHHKA pa3IMuUTHX Mpoduiia, MOTHBA U HHTEpeca, a mocebaH mpoo-
JIeM TIpeACTaBJha MPOMEHJBHBOCT YCJIOBa Y OKpyXemy. Tpeda ycBOjUTH HOBY (hHIIO-
30(Hjy U MOJUTUKY KBAIUTETA Ca TAYHO JePUHUCAHUM MeXaHM3MHMa U MoryhHOC-
TUMa CTaHAapAu3anuje. Pememe je mpenasak Ha MOTIYHO yNPaBJbalkheé KBATUTETOM
y OpraHW3aldju, Kako O ce MOCTHrao KBAJIUTET IEIOKYITHE OpraHU3aIlHje, CBaKOT
CHOT JIeJIa M CBAaKOT 3aIlOCIICHOT, y [IUJbY UCIYHheHha 3aXTeBa CBUX 3aMHTEPECcOBa-
HUX CTpaHa.

KpanureToM ce cMaTpa HUCIyHBCHE KeJba Kylala W CBUX 3aHHTEPECOBaHUX
cTpaHa (3allOCIEeHUX, capaJHKKa, BIACHUKA, 3ajeJHHIIE), KOje ce YTBphyjy y muca-
HOM OOJIMIKY, YCMEHO JIOTOBapajy WM HACHTU(DHUKY]Y 00pagoM MapKEeTHHIITKHAX TI0-
JlaTaKa.

CucteM KBanmuTeTa je €0 CHCTeMa IOCIOBHOT yIpaBibama KOjU YKIbydyje:
opranmzanyjy npexayseha, miaHupame aKTHBHOCTH, OJATOBOPHOCTH, TPaKce, MpoIle-
Iype, Tpoliece M Ipyre HEONXOJHE pecypce 3a MPUMEHY, NOCTH3amke, OLEeHY, O/Ip-
JKaBamke W MPOMeHY (T000JbIamke) monuTuke kBamuTera. CUCTeM yrpaBJbama KBa-
JUTETOM HACTOjH Ja O0jeMWHU CBE €JIEMEHTE KOjH YTHUYy Ha KBaJUTET IPOW3BOJIA
WIN ycIyra opranuzanyje. MeHalMeHT uMa KJby4YHY YJIOTY Y TOM IIpoIecy, a orje-
Jla ce y IPUMEHU MOJICPHOT TPUCTYIIA Y OPTaHU30Baky U yIPaBJbakhy OpTraHU3aIld-
jom.

Xapsapacku npodecop ['apBuH uneHTH(HUKOBAO je MET OCHOBHUX MPUCTyNa
Hactojehu na nedunuime kanuret (I'apBuH, 1988):

1) TparCeHIEHTHN IPHUCTYII;

2) mMpUCTYT 3aCHOBaH Ha POU3BOY;
3) mpuCTYTI 3aCHOBAaH HA KOPUCHHUKY
4) mpuCcTyT 3aCHOBaH Ha PON3BOIHH;
5) llpuctyn Ha OCHOBY BpPEIHOCTH.

TpaHCIeHICHTHH MPHUCTYIT 3aCHOBAH je Ha CXBaTamy Ja je KBATUTET HEMOTY-
he mpencTaBuTH y jeHOj, YHUBEP3AIHOj NEPUHULH]H, OMHOCHO J]a CBAKO UMa CBOjY
neUHHUIHjY KBaJUTEeTa IIpeMa WHANBUAYATHUM TpedepeHIjama. Y TOM CMHUCTY,
Robert Piercing (2003) 3akibyuyje: ,,... UAKO ce K8ATUMEM He Modce OepuHucamu, u
dame je jacno wma xearumem 3nauu”. Taxobe, John Stewart (McKinsey Consul-
ting) jenaH je ol THIIMYHUX IpeICTAaBHUKA OBOT MPHUCTYIIA KOju Bepyje: "He nocmo-
Jju jeouncmeena degpunuyuja kearumema ... Keanumem je ocehaj 0a je newmo b6osve
00 Heuee Opyeoe. Merba ce moKoM /bYOCKO2 HCUBOMA, MeRba ce 00 2eHepayuje 00
2enepayuje, @ Mo y 8eiuKoj Mepu 3a6UcCt 00 MHOSUX ACHEKAmMa Y08eK08e aKMUGHO-
cmu”. Cnenehu ctaBoBu yrpal)eHH cy y OBa 3amakama 0 KBaJHUTETy: ,, (1) kearumem
je ,,ocehaj”, mj. cyOjexmusna kamezopuja, (2) keaiumem ce NPenosHaje Ha OCHOBY
nopeherna; (3) nepyenyuja npomeHne Keaiumema moxom epemena; (4) xearumem
3a8uUcU 00 MHO2UX AcneKkama /bYyOcKe akmueHoCmu - HAp. KpeamugHocm, noceelie-
HOCM, 8eumune, npeyusHocm, 00C1e0HOCM, QUCYUNTUHA umo.”

[pucTyn 3acHOBaH Ha TMPOU3BOAY MPBH MYT C€ T0jaBHO Y €KOHOMCKO] JIHTe-
paTypu ¥ TpeTupa KBaJUTET Kao PE3yNTaT KBAHTUTATUBHUX, Tj. MEPJbUBHX KapakKTe-
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pucTuKa mpousBofa/yciyra. CTora NpUCTaIHIE OBOT MPHUCTYIA TBPIE [a je KBaJH-
TeT 00jeKTUBHA KaTeropuja. Takohe, HCTHYY Ja Cy pPa3jIMKe y KBAJUTETY CBEICHE Ha
pasiinKe y KOJIMYMHY JKEJLEHOT cacTojka Win aTpudyTta npousBona (A6om 1955). Ha
puMep, O KBAIUTETy clafojiela MOXKE C€ CyIWTH IO KOJIWYMHU MJICYHE MAacCTH,
yokonaae win Boha, a He camMo 1o yKycy. Tenucu Koju MMajy BHIIE ,,4BOPOBA” Y
TKamwy MO jeAMHUIM MOBPIIMHE CMaTpajy ce KBaJUTETHHjUM Y mopelhemy ca Temnu-
CHMa KOjU UMajy HIXXY I'YCTHHY TKamba U3MEPEHY NpeMa UCTUM KPUTEpUjyMuMa, I1a
je nu3ajH monatHa BpenHocT. OBaj MPHCTYI MOJApa3yMeBa Jla BUCOK KBAIUTET YK-
Jbydyje BEIHMKE TPOIUKOBE, Tj. BUCOKY LEHYy. MelyTum, pasyMeBame KBaJUTETa Ha
OBaj HAUYMH MMa OTpaHWYEH OIICEeT W CTOra He MOXKe OuTh yommrteHo. Ha mpumep,
KBaJIUTET jeJla He 3aBHCH CaMo Of KOJMYHMHE cacTojaka, Beh M o1 HaunHa Ha KOjH ce
TH cacTojIii KOMOMHYjy W mpunpemajy. Takohe, ecTeTnka je BeoMa BakaH (PakTop
KBaJIUTETa MIPOU3BOJIA, AT CE HE M3pakaBa OpojeBUMa M HE MEpH UHCTPYMEHTUMA,
Beh cy0jektuBHUM ocehajem kymnama. KoHawuHO, CTaB /1a ce KBAIUTET MpPENo3Haje 1o
BUCOKUM IIEHaMa MOJKE C€ OCIIOPUTH. BUCOKe 11eHe uecTo ykasyjy Ha Hee(pMKacHOCT
y TIPOM3BO/IIGY, a HE Ha KBAJUTET MPOMU3BOAA, OCUM KaJia je y MUTalky pydHa MPOH3-
BOJIbA.

[MpucTyn 3acHOBaH Ha KOPUCHHKY IOJIa3HM OJ] MPETIOCTABKE Ja je HajBUIIN
HUBO KBaJIWTETa y MPOHM3BOJMMA/ycayraMa Koju HajooJbe OAroBapajy morpebama u
JKeJbamMa TOoTpolnada. Y MapKeTHWHIIKO] JIUTEpaTypu OBaj MpHCTyn he Outu
Mperno3HaT y TeMaMa MoCBeheHNM 3aI0BOJBCTBY Kymama (KBaJIUTET je KOMOWHAITH]a
CBOjCTaBa IMPOM3BOJA KOjU TPYXKajy HajBHIIM HUBO 3aJ0BOJHCTBA LUJBHE IpyIe
noTpoiuaya). ¥ eKOHOMCKO] JINTepaTypy OBO 3ala)Kamkbe KBAJIMTETa MOXKE C€ YOUUTH
Kaza ce 00jalmaBajy OCITIIIANAje KPUBE TPAXKILE 3a 0ape)eHIM MPOU3BOIOM (BHIITH
HUBO KBanmuTeTa m3azBahe moBehaHy moTpaxmy UM 0OpHYTO). Takohe, HA HHBOY
OMEpaTUBHOI yINpaBibalba IOCTOJH CXBaTame Ja KBanuTeT oapehyjy ¢yHkmmje
MPOM3BOJA KOj€ Cy Y BEIHMKOj MepH npuiarolene 3axreBuma mnorpomava. Mehytum,
0e3 003upa y KOM OOJIMKY je U3paKeH, KOPUCHUYKU 3aCHOBAH MPHUCTYI CyouaBa Ce
ca JBa KJby4Ha n3azoBa. [IpBo, morpomauke npedepeHnrje cy BeoMa pasHOIUKE U
MPOMEHJBHBE, 114 UX j€ TEIIKO 00jeAMHUTH U TOTOBO HeMoryhe mpenusHo H3pasuTu
y peaJIHOM BpEMEHY, OCHUM aKO C€ HE IPUMEHH CaBPEMEHH METOJ €-II0CJI0Bamka, Kao
mTo je [[PM.

JlebrHunyja KBaIMTETa 32CHOBaHA Ha KOPUCHUKY HE MOXKE OUTH KOHKpETHA
W TIpaKkTH4YHa ako HUCY yTBpheHe morpede, 3aXTEBH, KeJbe U OUYCKHBAMba MOTPO-
maga. ¥ OKBUpPY OBOTI IIPUCTYIIA IIOCTABJba CC MUTAKE KAaKO PA3IMKOBATH aTpulyTe
KOjH TIOAMXKY KBaJIUTET MPOU3BOJA OJ] aTprOyTa KOjU MaKCHMHU3UPa]y 3aJ0BOJHCTBO
norpoimaya. CBakako MOCTOjU Be3a u3Mel)y CBOjcTaBa Koja moTpolauu mnpedepupa-
Jy ® CBoOjcTaBa Koja ce OJHOCE Ha KBAJMTET, ajlil HE MOpa HY)KHO OWTH 3HaK jeIHa-
koctu Mehy mrMa. Ha mpumep, TpajHOCT TpOU3BO/AA j€ jeTHO O BaXKHUX CBOjCTaBa
kBajuTeTa. MehyTum, Heke MmoTpolIavke rpymne npedepupajy HHCTaHT IPOU3BOJIC Y
CKJIagy ca MOJHHUM TPEHIOBHUMA U 3aHEMapyjy KapaKTEPUCTHKE TYTOBEYHOCTH Kao
MOTBPIy KBaJUTETa MPOU3BOA.

[IpucTtynm 3acHOBaH Ha MPOW3BOAKH (HOKYCHpaH je Ha MOHYAYH (3a pasinuKy
O]l IPUCTYTIa HA OCHOBY MOTpaXKibe). KBanuTeT ce, mpeMa 0BOM cXBaTtamy, opehyje
crierdukaiyjama npouspoja. CBaku MpoU3BOJ] KOjU UCIyHaBa AcPUHUCAHE TIPOU-
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3BOJIHE CTaHJap/e UCMyHhaBa KpuTepujyme kpanurera. On MpBOT KOpaka, Au3ajHa,
JI0 KOMepIMjaiu3algje - CBe je moapejeHo MHKEHEPCKOj JOTHIH. Y TOM CMUCIY,
KBaJIUTET ce morcToBehyje ca TEXHONOIIKUM MOCTYIMIMa XU KOHTPOJIOM Kako Ou ce
320KPYKHO MPOM3BOJHU IMKIyC. [[Uib KOHTpOJE je a ce mTo npe yTBpAe Moryha
OJICTyIIaE-a O] TIOCTABJFEHUX CHEIM(pHUKAIHja: MPOBEPOM MaTepHjaia W KOMITOHEH-
TH, TIOJCIIABAkbEM ONpEMe W ajlaTra, MEepeHheM HAKOH cBake (aze y MPOU3BOIILH,
UCIIUTHBAkbEM MPOTOTUNA UTA. Ha Taj HaYMH ce cMamyjy TPOIIKOBH, jep je paluo-
HaJTHHUje eTMMUHUCATH IPOITyCTe Yy paHUjuM ¢azama, Hero MoByhr rotroBe mpon3Bo-
Jie ca TPXKHIITA U PElInTH kajnbe morpomavya. Mehytum, oBaj npructyn Moxe OUTH
MOTIYHO TOTpeIlaH ako ce MCIOCTaBH Ja MPOM3BOAHM y MOTIYHOCTH HCIYH-aBajy
cnenuguKalmje IpousBohayua, ajau He yA0BOJbaBajy MOTpedama moTporaya.

[Ipuctyn 3acHOBaH Ha BPETHOCTH y3UMa Y OO3Up KPHUTEPHjyMe TpPOIIKOBa
wm neHe. [Ipema oBoM cxBaTamy, KBaJUTETaH MPOU3BOJ MpyXka meppopMaHce o
MpUCTYNayHoj IeHu. Ha ocHOBY Tora ce Moxe 3akibyuuTH na he mMehy uctum mnmm
BPJIO CIIMYHHUM TIPOHM3BOJIMMA KBAJUTET MPEBIAaBaTH Ha CTPAHU MMPOU3BOJIA UHja je
meHa Hmwka. JpyruMm pednMa, KOMITaHHja Tpeba Ja 3aJ0BOJBH MOTpede, OTHOCHO
3axXTeBe KOPUCHHKA, alld O IIEHU KOja je MOBOJbHUjA y OJHOCY HAa KOHKYPCHIIH]Y.
HajBeha BpenHOCT 3a KOpHCHMKA (BPEJHOCT KYILA) j€ HAjIOBOJbHUja KOMOWHALH]a
KBanuTeTa U 1ieHe. Mel)y Hajrmo3HaTHjuM 3aroBOPHHUIIIMA OBOT MIPHUCTYTIA j€ MTO3HATH
aMEpUYKH CTPYyUaK 3a KBaUTeT Armand Feigenbaum (1965), xoju je ucrakao aa
KBaJIUTET 3Ha4M HajOoJbe MoJ oApel)eHnM yClIoBHMa KOje MOCTaBJbajy MOTPOIIAYH:
(a) ma mocrtoju MoryhHocT crTBapHe ymorpebe Tpou3Boja W 0) MPUXBATIEHBA
mpojajHa meHa mnpouspona. CinuHy AePUHHUIN]Y W3HEO je Robert Broch, koju
Bepyje Ja je KBaJIHUTET CTENEeH W3BPCHOCTH MO TPHUCTYMAaYHO] LEHH W KOHTpPOJIA
BapujaOUITHOCTH IO MIPUXBAT/EUBO] LieHU (Broh, 1982, ctp. 3).

VY caBpeMeHO] TEOpHjH M MPAKCH YECTO Ce KOPHCTH Ac(HUHHILIMja KBAIUTETA
KOja je Mpe/cTaBibeHa y HajpaclpoCTpamkeHMjoj cepuju MehyHapoaHUX cTaHiapia
ISO 9000. ITpema cranmapay ISO 9000 (Cuctemu yrpaBibamkba KBATHTETOM - OCHOBE
u peunuk, 2015), kBamuTeT Cce cXBaTa Kao CTCNCH y KOME CBOjCTBCHE
KapaKTepUCTHUKE WCIYHaBajy 3axTeBe. Y OBOj NehUHHUIMjH TOCTOje B KIbYUHE
OJIpeTHUIIE KBAIIUTETA!

(1) Kapakrepuctuke u
(2) 3axTeBu.

KapaxkrepurcTuka je cBOjCTBO Ha OCHOBY KOTa Ce MPaBH WIIM yO4aBa pa3iiuKa.
Moske OWTH KBaJWTAaTHBHA WM KBaHTHTaTHBHA. OBaj TEPMUH C€ KOPHUCTH y pa3-
JIMYUTUM KOHTEKCTHMA - KA0 KapaKTePUCTHUKE MPOU3BOIA/yCIyra, 3aTUM MPOIECH U
y HajIIupeM CMUCIY Kao KapaKTepUCTHKE chcTeMa. Y KOHTEKCTY IMpOHM3BOJA U yC-
JyTa, KapakTePUCTHKE MOTYy OWTH: (prm3uuke (MEeXaHWYKa, CICKTPHUIHA, XEMHjCKa
WM OUOJIONIKA CBOjCTBA), 3aTUM CEH30PHE (CBOjCTBA KOja Ce MEPLUITUPajy dyJIuMa),
KapaKTepUCTHKE TOHAIIama (HIIP. Jby0a3HOCT), KapaKTEPUCTHKE MMOBE3aHe ca Bpe-
MEHCKOM ITMMEH3HjOM (HIIP. TAYHOCT), KA0 M €PrOHOMCKE WM (DyHKITHOHAITHE Kapa-
KTEPHCTHKE.

Cneneha oxpenHunia y aAeUHHUIUMjU KBaIMTETa MpemMa HU3y MehyHapoaHux
cragnapaa ISO 9000 cy 3axteBu. TepMuH ,,TOTpakma’ IMOApazyMeBa U3paKEHY
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noTpeOy MM OYEeKUBamkEe 3aMHTEPECOBAHUX cTpaHa. Jlakie, mpeMa OBOM CXBaTamy,
KBaJIUTET HUje moapehen camo norpomadnma, Beh mupeM Kpyry eHTHTeTa (BIacHH-
M KaluTasa, 3alociieH , 100aBbaul, PeryIaTopH, APYIITBO).

HNuTerpucanm cucremM ynpaBibarmba

Camo cy0jekTH KOju HCIyHaBajy 3axTeBe TpU OWTHa acmekra Mory yhu u
OJpKaTH TIO00ATHO M JTHOEPATHO TPXKUINTE: KBAJIHUTET, IIEHE W BPEMCHCKH OKBUP
ucnopyke. [1og mojMoM KBaJHTET He MOAPa3yMeBa Ce caMO KBAaJMTET MPOU3BOJA U
yciyra, Beh MHOTO IIUpeE - KBAIUTET HHTETPANHOT (YKYITHOT) TOCIIOBamka OpraHu3a-
1yje, KOju yKJbydyje 3alliTHTY KUBOTHE CPEIMHE, Mepe 3a 3alITUTY 31paBiba U 0e3-
OeIHOCTH JbYAM M MHOTA Jpyra ACIUMHYHA YIPaBJbamkba CHCTEMa UTH. Y TOM KOH-
TEKCTY, IPEMOPYUIBHBO j€ CTBOPUTH M MPUMEHUTH MHTETPUCAHU CHCTEM 3a LEJIO0KY-
ITHO ¥ KBAJIUTETHO YNpPaBJbame [ENOKYITHOM OpPraHU3aIMjoM (IIO3HAT IIMPOM CBETa
kao MHTerpucanu cucteM ympapibama 166IMS), mTo 3HaYn 1a ¢y HaBEeIEHHU CHUCTE-
MU M IPYTd CUCTEMH W YCJIOBHU IOBE3aHM U Ja OpraHu3ainuja tpeba na Oyae uHTe-
rpucaHa y jelaH CHCTeM. Y CIelIHa HHTeTpalyja CBUX CHCTEMA, Tj. LEJIOKYITHO IOC-
JOBamke OpraHM3alMje OJHOCH CE Ha CHCTEM YINpaBJbamka KBAIUTETOM IpeMa CTa-
Haapauma cepuje ISO 9000. [la je moryhe CTBOPUTH M NMPHUMEHHTH WHTETPUCAHU
CHCTEM yIpaBibama, A0Ka3yje unmeHnna aa cBu MCO crangapan umajy 3ajeIHUUKE
KJby4YHE eJIeMeHTe.

WuTerprcann cucteMu yrnpaBibakba MOTY OWUTH O]l BEJIMKE BaYKHOCTH 33 KOM-
MaHdje U3 3eMajba Y TPAH3UIHjH, jep MPEACTaBbhajy e(UKACHO CPEICTBO 3a jadarse
KOHKYPEHTCKE MPETHOCTH Ha TIIOOATHOM TpXKHIITY. Hamme, ymecto myropodne
n3rpaame koHuenta TQM oHu y kpahem BpeMEHCKOM MepHOAy MOTY MOCTHhH IH-
JbEBE TMOCIIOBHE M3BPCHOCTH 3aCHOBaHE Ha MPHMEHHU jeIHOT IO jeTHOT MOAyJa WH-
TErprCcaHNX CHCTEMa YIpaBJbarkha, HA OCHOBY ycarjamleHOCTH ca MelyHapogHuM
crangapanma [SO 9001, ISO 14001 u ISO 18001.

[IpBa ucropujcka ¢asa y ynpasbamy KBaauTeToM Owmna je nHcnekuuja (Mu-
CIIEKIMja KBAJINUTETA) KOja je o[Bajame MOOpHX O] JOUIMX Mpou3Bonaa. Y TOjeau-
HaYHO] IPOM3BOIBN, Ha TIPUMEP Y 3aHATCTBY, ITpon3Bohad je Morao ga mpero3Ha u
ucnpasu rpemky. [Ipema mpousBolhaueBoM pasymMeBamy KBaJIHTETA, HA KPajy MPOH-
3BOJIHOT TIPOIleca OHU CY TIperiieflaHd U copThpaHu. MehyTum, mojaBoM HHIYCTpH-
jaM3anmje W MacoBHE TPOM3BOIH-E Ca HEKOJIWMKO IPOM3BOMHUX JIMHH]A, II0jaBY
rpelaka u IpoIycTa Texe je youuTH. Takole, y TakBUM yCIOBHMA ,,.BHPYC’ jeIHE
TpeliKe WK MPOIMyCTa MOXE ,,3apa3uTH’’ YUTaBy CEpHjy MPOM3BOJA, LITO MOApPa3Y-
MeBa [10jaBy MacoOBHE IITETE.

VY ckiamy ca pa3BUjeHOM WHAYCTPHjCKOM TIOJEIIOM paja, 3aJaTak IpoBepe
KBAJINTETa MPOU3BOIA TOBEPEH j& CHCIHjaTM30BaHUM KOHTPOJIOpPHMA, KOjU Cy Ha
OCHOBY UCTIMTHBAamba U MEpea, WK yrnopehuBama ca AepUHUCAHIM crienrpUuKaIm-
jaMa, OIeWMBalIM TPOHM3BOJEC. YCIOCTaBJbake OBe (YHKIHje y mpemy3ehnma o03-
HA4YWIO je yJa3ak y mepuoj KoHTposie kBamuteTa (KoHTpoma kBanmurera). Opranu-
3alMja KOHTpoJie Y MpBUM (pabprkama MMOCTaBJbCHA j€ Ha Kpajy MPOHM3BOIHOT TPO-
neca, Ipe NaKoBama, CKIAIUINTeHha W UCTIIOPYKEe TOTOBHX IPOU3BOAA. Y OBOM IIO-
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JI0%ajy KOHTPOJIOPU HUCY MOTJIM Jia CIpeue MojaBy ornana, Beh cy camo koHcTato-
BaJIM IITETYy Koja je Beh Hacrtana. 300r Tora je okyc KoHTpoJie yOp30 mpebadeH ca
npou3Bo/ia Ha npaheme MEeNoKyMHOT Tpolieca, MoKyIaBajyhu 1a y3 momoh Hanpea-
HUX CTAaTUCTHYKUX METO/Aa OlaroBpeMeHo TpoHalje W YKIOHH y3pOK rpeliaka. 3a-
XBaJbyjyhl OBOM TPHCTYITYy, KBAJTUTET Y NMPOU3BOAKBGY j¢ 3HAYAJHO MOOOJBINAH, aH
HU TO HHUje OWIIO TOBOJPHO Ja OM ce YAOBOJHHIIO CBE CTPOKHM 3aXTEBHUMA KBAJIUTE-
ta. [Ipakca je mokasana ja ce oapeljeHe rperke U MPOMyCTH KOjU 3HAYAJHO YTHUY
Ha KBAJIUTET jaBJbajy BaH MPOU3BOIHOT MpoIieca.

Yunpasmbamwe kBaaurerom — TQM

[Mponanaxkeme M yKIamame y3pOKa Ipellaka 3aXTeBallo je Ja ce KOHTPOIa
KBAJIUTETa MPOIIMPU U HA Ipyre Ipolece Kao IMITO Cy MPOjeKTOBambe H CEpBUCHpaA-
wme. To je 6mo yBoa y HOBY a3y pa3Boja KBAIUTETA - OCUTYPambe KBATUTETA. Y OBOj
(a3m, KBaJIMTET ce MocMaTpa Kao pe3ysTar (PyHKIHOHHCAmA HEIOKYITHOT CHCTeMa
YCIIOCTaBJLEHOT Y OKBUPY OpraHU3alfje, YHjH je b 3a10BOJbEHE 3aXTeBa MOTPO-
mada. Jlakie, KOHTpoJa KBaJUTETa ce HE CXBaTa caMo Kao (yHKnuja, Beh u xao
CBOjCTBO CHCTEMa KBAIUTETA C IHJbEM MMOCTU3aha CTAJTHOT Mo0obIIama. cToBpe-
MEHO, aKIIeHaT je CTaBJbCH Ha MPEBEHIIN]Y KOja CTBapa YCJIOBe Jia ce n30erHy rper-
K€ U MPOITYCTH, a He eJMMHUHHITY nocieauie. [lopen Tora, akTHBHOCTH OCUTYypamba
KBAINUTETa MOpAjy ce IUIAHWPATH, KOHTUHYHPAHO M CHCTEMAaTCKH OPTaHWU30BaTH.
AdupMaimjomM oBOT MPHUCTYIA, OpraHu3alyje cy noyele Jaa rpaje CUCTeMe KBaU-
TeTa, a OBaj TPEH] je 3HauajHO yOp3aH HakoH 1987. roamHe 00jaBJbUBAKEM CepHje
craggapmaa ISO 9000. Hamme, opranmzanuja He (QYHKIHMOHHUIIE W30JI0BaHO, Beh je
WHTETPUCAHA Y XHUBOTHY CpPEIUHY. YTHUIAJU U3 CIOJFHOT OKpYKEHha HCIYHaBajy
3aXTeBe CBUX 3aMHTEPECOBAHMX CTpaHa, 3Ha4yajHO onpelyjy mocioBame U 3aTO ce
MOpajy y3eTu y 003up y 00pOH 3a mocTH3amke BpXYHCKOT KBanuTeTa. OBaj TPEHYTHH
NPUCTYII HA3UBa CE yNpaBJbamke YKYITHUM kBaiauTeToM (TQM).

Tepmun ,Ilotnyno ympaBsame kBamuteTtoMm” (Total Quality Management)
aMepuyka MOpHapuYKa KOMaHJa Ba3AyIIHHX CHCTEMa MPBU MYT je ynorpeOuia
1985. OBaj TepMuH y ITUuTEpaTypH MMa BpJIO pa3nnduTa Tymadema. Valsh, Hughes u
Maddok nepuaumry TQM kao mocinoBHy ¢Guino3odujy kKoja mpeacraBba oopasar 3a
MOCTU3alk-¢ OPraHN3alMOHOT yCcrexa Kpo3 3a10BOJBCTBO Kymara (Valsh u cap. 2002).
[Tyno onmmpHUjy nepuHunmjy npeactasuiu cy Pike u Barnes, Koju Bepyjy Aa je
TQM kopropaTuBHa TOCIOBHA (prio3oduja Koja moapa3yMeBa HEPACKHIUBY BE3y
u3Mel)y mocnoBHMX muIbEBa OpraHW3anudje M motpeda morpomrada. Mcrakmu cy na
TQM ocurypaBa MakCUMaJlHy TOCJIOBHY €(pHKACHOCT U €()eKTHUBHOCT 3aCHOBaHY Ha
MpOoIeCUMa U CHCTEMHMA KOjH MOOOJIIABAjy U3BPCHOCT, CIIPEUaBajy TPEIIKE H OCH-
TypaBajy Ja CBaKH acIIeKT TOcoBama Oyae yckimaheH ca morpedbama moTporiavya u
MOCTaBJbEHUM IIHJbEBUMA 0O€3 AYIUIMIMpama WM paculiama yIOKEHUX CpPelICTaBa.
IMpeaanoct TQM -y, mpeMa MHIIUBbEHY OBUX ayTopa, Tpeba Ja MoTHYe ca HajBUIIET
HUBOA MEHAIMEHTA U Jia OyJie MPUCYTHA Y CBUM aKTHBHOCTUMA U Y CBUM JICIOBHMA
komnanuje. Ctora je moOoJsbIllaHU KBAJTUTET Pe3yJITaT MOCBeieHOCTH U OTOBOPHOC-
TH CBakor MojenuHNa TOocBeheHOr KOHTHHYHpaHOM MOOOJbLIAKY W TOCTHU3ALY
MepJbHBHX IHJbeBa kBanuTeTa (Pike u Barnes, 1996).
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TQM KOHIENT je BHIICIMMCH3MOHAIHH M JTUHAMHYHHA MOJET YIpaBJbamba
KBaJIUTETOM, KOJU y3uMa y OO3HMp CBE IapaMeTpe yIpaBibarba MOCIOBAEHEM, UC-
TH4yhu OrOBOPHOCT CBAKOT MOjeIUHIIA Y TIOCITY, TOCeOHO 3a moBehame mpoayKTu-
BHOCTH Ka0 MMIICPATHB CaBPEeMEHOT MociioBama. [loceOHa maxkmba ycMepeHa je Ha
Jpyncku (akxrop. YoBek je HOCWIIAIl 3HAFa M Pajia, a OH je Kao paJHUK M MEHAIep
OJI'OBOPAH 3a MPUMEHY U NMOOOJBIIAHE KBATHUTETA.

be3 nmob6ospirama HeMa moboJsblama, ma 61 Tpedano yCIoCTaBUTH MpeLr3aH
CTaHIapA 3a MEpeme CBAKOT paJHHKa, MallMHE WU mpoueca. Kauzen - KJbyd moc-
JOBHOT ycriexa JamaHa, cTparerdja je Koja IpeACTaB/ba CTAIHO IMPEUCITUTHBAE
Bakehux craHmapna u 3ameHy noctojehux 6ossum. CBaka Mepa, MPOMHC WK CTa-
Hap]l ©Ma 32 [I1Jb KOHTHHYHPAHO MO00JbIIAKE WITH PEBU3H]Y.

Mogenu mocioBHE M3BPCHOCTH AM3ajHUPAHU Cy J1a BOAE W MOMa)Ky OpraHu-
3anjaMa 1a To0oJbIlajy cBoje mepopMaHce.

KonkypeHTHOCT 3a pacT u pa3Boj

[TpuBpena He MOke OUTH KOHKYpeHTHa 06€3 KOHKYPEHTHOCTH CBOjUX MPHUBpE-
IHUX cyOjekaTa, HUTH MPUBPEIHN CYOjeKTH MOTY OMTH KOHKYPEHTHHU 0e3 oaroBapa-
jyher mocinoBHOT OKpyXema. 300T 13a30Ba, KOMITAHUje CTUYY MPETHOCT HaJl Hajoo-
JbUM CBETCKMM KOHKYPEHTHUMAa M MMajy KOPHCTH O[] MOCTOjama jake pomahe KOHKY-
peHImje.

CranmHo mo0oJbIIake KBATUTETA j& OJ1 CYIITHHCKOT 3Ha4aja 3a YCIENIHO MOC-
JIOBamb-€ U MOOO0JBIIake KOHKYPEHTHUX Ho3uIHja. [lo0ospaBameM KBAIUTETa, KOM-
naHuja npyxa sehy pasiuKy oJ puBaia npyxajyhu sehy BpeqHocT y ounMma Kymara.
EnmumuHKCcameM HeJIoCTaTaka, rpellaka M OTNajaka W3 Mpou3Bojame moBehara ce
e(hUKacHOCT W CMamyjy TPOIIKOBH KOMIIaHWje ca moBehameM mpodHuTaOHUITHOCTH.
Kganurer ce noucrosehyje ca 3a10BOJLCTBOM KyTalla U MMOCTaje MapajurmMa KOHKY-
PEHTHOCTH, a MOCTHKE CE CapalbOM M KOOPAWHAINjOM CBHX 3aIIOCIICHHX.

3ajeqHo ca moOoJbLIAKEM KBaJUTETa, MOpa CE€ M3BPLIMTH U KOPEHUTO pec-
TPYKTypHpame npenayseha, mro OM TONPHHENO TMOCTH3alky 3HAYAjHUX pe3yyiTaTa
(bopheruh, 2008). Ynarame y moboJplliake¢ KBaTUTETA j€ YCIIOB 3a pa3Boj MpeIy3e-
ha, anu 1 ycJI0B 3a pacT ¥ pa3Boj IpUBpPEAC y HETUHH.

TQM yxibydyje mo0oJblIakhe KBAINTETA, MePPOPMAHCH, TIOY3AaHOCTH, TPaj-
HOCTH, CEpPBHUCHUparha MPOU3BOIa, OPTaHHU3aIlUje TPOU3BOE, Kao U MoBehame edu-
KaCHOCTH KOMIIAaHHjE CMambeHkEeM TPOIIKOBa W moBehameM mpoaykTuBHOCTH. Kyii-
Typa KBanurTeTa AoMahnx KOMIaHWja U Jajbe je Ha BPJIO HUCKOM HHBOY. 300T TOra
j€ HEOIXOHO YCIOCTaBUTH KyNTYypy Koja Ou moapxasana ¢unozopujy TQM -a, Tj.
IMoctuzame mociaoBHe W3BpcHOCTH. [Topenm Tora, HalUM KOMIAHWjaMa HEIO0CTaje
TUMCKH pag ¥ MelycoOHO (pyHKIIMOHATHO MOBE3MBaE AKTUBHOCTU Y IMOCTIOBAILY
KOMIIaHHje.

[MapanenHo ca noOoJpIIakEM KBaJIUTETa, MOpa c€ U3BPLIMTH M KOPEHUTO pec-
TPyKTypupame npenyseha, mro 0u caMo y TOM CIyd4ajy JONPUHENO MOCTH3AbY
3HAYAjHUX pe3yJiTaTa. YJarame y Mo0oJbIIamke KBAIUTETA j€ YCIIOB 3a Pa3Boj Mpemy-
3cha, am 1 ycItoB 3a pacT U pa3Boj MPUBPEC Y MEITHHH.
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Ynpasbame KBAJIUTETOM

TepmuH ,,Mozen” MaTHHCKA je ped 3a ,,MOIyJ IITO 3Ha4YH ,,Mepa’” WIH ,,CTa-
Haapa~. OBaj mojaM MMa MHOTa 3HaueHa Koja 3aBUCE OJ KOHTEKCTa. Mojen Moxe
OutH oOpasall, IyiaH, MPUKa3 WK OMKIC CTBOPEH Ja MpUKaxe CTPYKTYPy WM HAYHH
(GyHKIIOHUCAama 00jeKTa crcTeMa WM KOHIenTa. Mozen ce Takohe Moxe aeduHu-
caT Kao alCTPaKTHU MPHUKA3 CTBAPHOI CUCTEMa KOjH BaXKH CaMo 3a CTPOro aedu-
HUCAHE EKCIIEPUMEHTAIIHE YCIIOBE.

TQM je nocnoBHa ¢uo3oduja Koja MmpeacTaBba 00pasall 3a MOCTH3AmBE Op-
raHM3alMOHOT ycrexa Kpo3 3amoBosbcTBO Kymama (Valsh, Hughes & Maddokk,
2002). TQM mnoxapa3zymeBa HEpacKHIUBY Be3y M3Mel)y MOCIOBHUX IUJbEBA OpraHH-
3anuje u nmorpeda norpormraya (Pike & Barnes, 1996). TOM je cTBapame opraHusa-
IIMOHE KYJITYpe y K0jOj C€ HEeNpPecTaHO CTPEMH 3a 3aI0BOJGCTBOM MOTpOIIaYa KPo3
WHTETPUCAHW CHUCTEM METOJOJIOIIKUX ajlaTa, TeXHWka n oOyke (Sashkin & Kiser,
1993). TQM je HauuH ynpaB/bama 3a M000JbIIAkE SPUKACHOCTH, (IICKCHOUITHOCTH
U KOHKYPEHTHOCTH IOCIIOBama y IeiauHu. OBaj MPUCTYII je YHUBEP3aJaH, Tj. MOXeE
ce MPUMEHHTH y pa3HUM akTuBHOCTHMa. TQM oOyxBara menmo mpemysehe, cBaky
OpraHM3alMOHY jeAUHUILY, CBAaKY aKTHBHOCT, CBAKH OPIaHMU3alMOHH HHUBO M CBAKOT
3anocienor (John Oakland, 1994). TQM mnpencraBiba cBe 00JbH, OECKOMIIPOMUCHU
HAMOp CBUX 3arOCICHUX Yy KOMIIAHUjU Jla pa3yMejy, HCIYHE U TpeMaiiie 0YeKHBama
kynama (P&G). TQM je cBeobyxBaraH Ha4WH MOCIOBama KOju oMoryhaBa CBHM
3amociieHUMa J1a, TI0jeJMHAYHO U YHYTap THMOBA, 10/1ajy BPEIHOCT U MCITyHE 3aXTe-
Be kymnaia (Roial Mail).

Cnuka 1: Ipunyunu TOM.a

Continuous

Improvement Involvement

Integrated
System
Strategic & '
Systematic
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Yxynan kBanuret (TQ) je cucrem yrpaBsbamba YCMEpPEH Ha YOBEKa, KOjU UMa
3a OWJb Ja cTamHo nosehaBa 3aI0BOJBCTBO KyTalla, Y3 KOHTHHYHPaHY TCHICHIU]Y
CMameHha CTBAPHHUX TPOMIKOBA. TQ je HCTOBPEMEHO U MPUCTYM (HE Mporpam) Koju
oOyxBara 11e1o npeaysehe (a He BeroBe MojeuHaYHe JIeJIOBE) M CACTaBHU JIe0 CTpa-
TeTHje Ha HAjBUIIEM HHUBOY: NEIYje XOPU30HTAITHO y CBUM OpPTaHH3AIIMOHUM JIEJI0-
BHMa, o0yXBaTa CBE 3aIlOoCiieHEe W CBe no0aBJhade W KopucHuke. T(Q Harmamana
yueme U mpuiarohaBame CTATHUM MPOMEHaMa, Kao KJbYYHUM (haKTopuMa ycrexa
kommrannje. TQ obyxBaTta KoHIenTe, MeToie u anare. Konmentan oMmoryhapajy mpo-
MeHe, oK puno3oduja ocraje HenmpomeweHa. TQ U3BUPe U3 BPEAHOCTH KOje UCTHUY
MOHOC TI0jeIMHAIA ¥ CHATY 3ajeIHMYKOT aHraxxoBama. [Ipuainu TQM-a cy: dokyc
Ha Kymia, BohcTBo, yuenihe (YK/bYUHBAKE CBUX 3aMOCICHUX ), MPOIECHU MPHUCTYII,
CHUCTEMCKH TIPUCTYI, KOHTHHYHPaHa MO0O0JbIIAkA, TOHOMICHE OJTyKa 3aCHOBaHUX
Ha YMIbEHUIIAMA U KOMYHUKaIHja (y3ajaMHO KOPUCHU OJHOCH ca J00aBhbaunMa).

dokycupame Ha MMOTPOIIAYa, Tj. Ha KJIMjEHTa, UMIICPATHB j& 32 OpraHu3aluje
KOje TeXe MOCTHU3alky BpXyHCKOT kBanurtera. Knmjentu mory outu: (1) mHTEpHH -
yHyTap opranm3anyje u (2) croJbHH - BaH opranusanyje. TQM He mpemno3Haje KBa-
JIUTET MPOU3BOJIA/YCITyTe aKo Ta MOTPOIIAYH HUCY TTOTBPIVIIH.

CaBpeMeHH KOHIIENIT KBaJHWTETa MpPBO TMOJpa3yMeBa aa ce NoTpede u
OUYCKMBamWa KJIMjeHATa MPBO HIACHTU(DUKY]Y U pazymejy. Y IpyroM KOpaky OBe MOT-
pebe Tpeba TpaHchopMUCaTH y 3aXTEBE U jaCHE KBAHTUTATHBHE WU KBAJTUTATHBHE
nepdopmance (mrbeBe). Ha kpajy, ucnymaBameM WIN IMPEKOpaueHheM OBUX 3aXTe-
Ba KBAJIUTET CE JIOKa3yje.

PyxoBozcTBO ce Moxke AehMHICATH Kao CKYIl KBaJIUTETa, BPSAHOCTH, CTABOBA
W TMOHAIIaka MEHAIIepa KOJH PEe3yNTHPajy MoOoJblIameM e(QUKACHUX TYTOPOUYHUX
nephopMaHCH OpraHu3aIfje. 3afamy Juaepa Cy, Mpe CBera, Ja NpeCTaBe BU3H]Y
pas3Boja opraHusalmje, MIUCHjy ¥ YTBPJC KJbYYHE BPETHOCTH, Ka0 M HAYMH IIPOMEHE
KyJIType MPUMEPEH CUCTEMY IIEJOKYITHOT YIIPaBJbakha KBAIUTETOM. Jlugepu Mopajy
OWTH MaKCUMATHO MOCBelieHH OCHOBHHMM MpHHIUNEMa TQM-a, 1a TUYHUM TpUME-
POM WHCIMPHUIIY U TIOACTHYY 3alloClieHe Yy OpraHW3alldju Ja WCIYHE CTpAaTellke
UJbEBE KBAIUTETA.

3a ycnex TQM-a HEOXOIHO je OMOTYNHTH IYHO aHTa)KOBamke CBUX 3aI0CIIe-
HUX y ONMEPATUBHUM aKTHBHOCTHMA M MPOIECHMa KaKO OH Ce MOKa3a0 HHUXOB MyHH
MOTSHIIHjaJT (CITOCOOHOCTH) M OCTBAPIIIHM ITOCTABJbCHH MIJHEBU. DaKTOpHU KOjH TIO-
BehaBajy TOMPUHOC 3aMOCICHUX YCIIEXY OpraHHu3allMje Cy: MOKa3UBamke MOIITOBAmbA
mpemMa 3arociieHuma, ooe30ehBame alekBaTHUX YCJI0Ba 3a pajl, OCHAXKUBAKE 3aI10-
CJICHUX W jaCHa MaTpHIla OJATOBOPHOCTH, MOJPIIKA Pa3BOjy 3aMoCieHUX - 00yKa U
oIyvaBame, MOTHBAIH]a M Pa3B0j CKIIATHUX MehyIbyICKHX OIHOCA.

[Iponecan npuctyn y TQM-y ornena ce y mocBeheHoCTH ympaBibamy pecyp-
CHMMa ¥ aKTUBHOCTHMA Ka0 MOCIIOBHOM ITPOIECY 3a MOCTH3ahE KEeJbCHUX pe3yliTaTa.
Ja 6u oprannzanyja GyHKIHOHHCANA ePUKACHO U e(hUKACHO, HEOIXOIHO j& YCIocC-
TaBUTHU ,,MaIy”’ Mpolieca Kako OM ce MPOIECH YCKIAJWINA U MOAPEIUIN INJLEBUMA
opranmzanuje. CucremMarcko uAeHTH(HUKOBAKE Mpolleca KOjH ce KOPUCTE Y OpTaHH-
3alldju ¥ YIPaBJbakby THM MPOIECHMA, a MMOCEOHO yIpaBibamke HUXOBOM Melycoo-
HOM WHTEPAKIHjOM MOXE C€ KBATU(HUKOBATH Kao MPOIECHUA MPUCTYI. AKTEpH OJ1-
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pebyjy ynasHe enemeHTe (3axTeBe) KOju MoOkpehy mporece y opranmsanuju. Kao
pe3yiTaT, opraHu3anuja Ou Tpedaio J1a UCIOpyYH OAroBapajyhin mpou3Boa/yCiyry
W Ha Taj HauuH 00e30e1 3a/10BOJBCTBO KyTalla.

CucTeMCKH MPHUCTYT je HAYMH Pa3MUILJbamba 3aCHOBAaH HAa TEOPHUjU CHCTEMA.
[Ipema oBOj Teopuju, cUCTEM ce MOXe Ne(UHUCATH KAo CKyN eleMeHaTa KOju Cy
Mel)ycoOHO TIOBE3aH! pajy IMOCTH3ama onpeheHnx nuibeBa. CHCTEMCKH MPUCTYTI je
HEOBOjUB OJ TPOILIECHOT TpucTyna. IberoBa rnaBHa ymnora je ypaBHOTEXKHUTH,
KOOPIMHHUPATU M MHTETPUCATH aKTUBHOCTH MOjEAMHUX elleMEHAaTa U MOJACUCTEMA U
MOJPEANTH UX MTOCTU3abY MOCTaBJbEHUX UJBEBA KBAJIUTETa OpraHu3alyje.

3axBasbyjyhul CHCTEMCKOM U MPOLECHOM TPHUCTYITY, HJIeja O KBAIUTETY MOXE
ce MPOIIMPUTH U YUYBPCTHTH Y LIEJOj OpraHU3alMjH, Y CBHUM HEHUM JCIIOBUMA M
¢ynkumjama. [lag kBanuTeTa je moy3aaH mokasaresb CTBApHUX MpobieMa y opraHu-
3allUjH ¥ TOKa3aTeJb Aa OpraHu3anyja He GYHKIHUOHUILIE Kao YCKIal)eHH CUCTEM.

KonTtuayunpana no6ospmama kao npuaoun TQM-a 3acHUBaAjy ce Ha cXBaTamby
Jla OpraHm3aIja HUKaga He cMe OWTH 3aI0BOJbHA TPEHYTHOM CHUTYaIlHjoM, 0e3 00-
31Mpa KOJUKO 100pa Omma. YBEK MOCTOjU MPOCTOP 3a MOOO0IbIIAKkE - 00JbH MTPOU3BO/I,
METO/1a, MOCTYTAaK, IPUCTYTI UT/I.

Kontunynpano nmodospliame je HUKIYC KOjH 3al0unibe aHAIU30M CTama (yc-
MOCTaBJbak-EM JIUjarHO3e), HACTaBJbajyhu IiaHupameM (TIOCTaBbAkEM IIUJBEBA 32
nobosbiame). Y cieaeheM kKopaky opraHu3ainuja Tpeda Jla MOCTUTHE MOCTaBJ/bEHE
UJbEBE U Ha Kpajy Jla U3MEpHU MOCTUTHYTE pe3yJiTare Kako O ce YyTBpAuie Moryh-
HOCTH 32 Aajba yHampehema.

Y TQM-y ce KOHTHHYHpaHa 000JbIIaka Hajuelhe NpencTaBibajy y OOIUKY
Tako3BaHor JlemuHroBor kpyra ksanutera (PDCA).

Cnuka 2: [emuneos kpye kearumema (PDCA yuknyc)

356



Kynrypa nomnmca, rog. XVIII (2021), 6p. 45, ctp. 347-362

OJutyyrBame 3aCHOBAHO Ha YMIbCHMIIAMA KAo0 MPUHIMI TOIpa3yMeBa Jia ce
epuKacHe OJUTyKe 3aCHHUBAjy Ha aHAIM3H MPOBEPEHHX T0oaTaKa u nHpopmamnuja. To
MPaKTUYHO 3HAYM Ja OpraHu3alrja Mopa Y CBaKOM TPEHYTKY Ja 3Ha IITa je CTBap-
HOCT, OJHOCHO KakBO je CTBApHO CTame y OpraHU3aldju U OKpykemwy. Cimka
CTBapHOT CTama M0OHjeHa je Ha OCHOBY CHCTEMATCKOT NMPHUKYIJbamka IoaTaka, 00-
pane u aHanuze. [loganu ce yriiaBHOM NPUKYIJbajy HA OCHOBY IPOBEpa U Mepema
npoueca. [loceOHO cy BakHM mMojaly O MoTpedaMa M OYeKHBamMMa KOPHUCHHKA,
KapaKTepHCTHKaMa IPOU3BOJA M YCIIyTa, aHTQ)KOBAbY 3allOCICHHIX, TPOIIKOBHMA U
(MHAHCH]CKHM TOKOBUMa, IOCTUTHYTHUM pPE3yJITaTUMa y OJHOCY Ha IJIAHOBE M KOH-
KypeHIIHjy.

VY3ajaMHO KOpPHCHM OIHOCH ca nobaBibaunmma moBehaBajy cnocoOHOCT opra-
HU3allMje U BeHHUX MapTHepa J1a cTBope BpeaHocT. Takohe, pa3Boj oxHoca ca 1o0a-
BJhaunMa ToBehaBa MoryhHocTn 3a moOosplmame kBayimrera. Jla Om moOospmrarne
OJTHOCE ca CBOJHM W TIOCTHIJIC BHIIIM HUBO KBaJMTETa, OpraHu3aluje Tpeda na mpe-
Iy3My cienehe akTHBHOCTH: ONITUMHU3UPAjy Opoj 100aBsbada, MpoNewYjy, PAHTHPajy
u Oupajy moOaBspade mpeMa HajBaXHHJUM KPHUTEPHjyMUMA, YCIIOCTaBIba]y IHjajior
ca J100aBJbaunMa, CTaJHO HAATJIEAATH YYWHAK N00aBibava, capahuBaTH ca J100aB-
JbaurMa y TUIaHUpamy, JU3ajHy U Pa3BOjy, NPEHOLICHY 3Hamka U JPYyTrUM o0JacTUMa
Y MIPOLICHUBATH U TIOAP>KaBaTH Harope AobaBibaya 1a modosbliajy neppopmaHce.

KonTunynpann npouecu ynanpehema (CIP)

Tpamsumuja mpemyseha 3axTeBa mpoMeHy KyJIType opraHuzanuje. Moxke ce
W3BOJIUTH Yy JiBe (pase: ympaBibarbe MpOoIEcHMa Kao mpBa (a3za U CTPATEIIKO yrpaB-
Jbame Kao apyra. [Iporec TpaHsuiije npeayseha, Kao U CBaku APYTH MPOIIEC, 3aX-
TeBa OJTyYHOCT, HCTPAJHOCT, CTPILJBEEHE U BpeMe. Y 3aBUCHOCTH OJl HUBOA Ha KOME
ce mpenysehe Hama3u, TO MOXe MOTPajaTH HEKOJIMKO rojiMHa, a Hajuemthe ox 1 1o 3
rojuHe. AKTHBHOCTH 3allOYHiby CarjieflaBatbeM TPEHYTHE CUTYyaIlHje: ,,Calallliber
cTatryca”, 3aTHM CTBapameM BH3Hje O ,,[IOKEJHHO] CUTyalWju”’, a 3aTUM CIPO-
Bol)ereM YCBOjEHE CTpaTeruje, MaHCKUX Mepa U IUJbeBa.

CaBpeMeHo 100a je TOHENIO /1a TEXHOJOMIKA HaIllpeaaK BOIU 0 KBaJIUTATHUB-
HOT' CKOKa W WH(pOpMaTH3alrje K0ja IMa CBE KapaKTePUCTUKE HOBE WHAYCTPHjCKE U
npymrBene peBonyiuje (bBokoBuh, Munmynosuh, Uenuk, 2016). TakBe uzeje ce
YBPCTO OCNIamajy Ha MOCIOBHY MHTYHIIH]Y, CIPEMHOCT Ha TPXKHUIIHY 00pOy m yoOa-
[UBab¢ MHOBAIMja HAa TPXKUILITE HA HOBU MM JIPyradydjd Ha4yMH, a KPO3 IOCIOBHE
npey3eTHUYKE ujeje HacTane Ha TuM nHoBanujama (bhokosuh, [laBuhesuh, Yenuk,
2014). Pa3Boj mpemy3eTHAINTBA y HHPOPMAIIMOHO-KOMYHHUKAIIMOHOM TIPaBIy Je(u-
HUTUBHO j€ TIOJICTAKHYT HOBUM €KOHOMCKHM TEHICHIIMjaMa Ha KOjEMa Cy Ce pPa3BHU-
Jie ¥ apagurMe KOHKYPEeHTHOCTH M IMOCeOHOCTH MOJICPHHX Mpeny3eTHuKa. Heke on
TUX TIAPaJUTrMU Cy, KpeHparme CHelHjaTi30BaHiX TUMOBA, OJJHOCHO MalluX U (hIek-
cnbmHEX mpemyseha, yMpekaBame M KOOpAWHAIM]a THMOBA moMohy mHbopManm-
OHE ¥ KOMYHHUKAIIHOHE TEXHOJIOTH]E, CMAmhCHE XUjepapXujCKUX HUBOA U JIEMOKpa-
TU3alMja y MOCJIOBHOM OAJYYHMBamy, Kao U moBehame ayTOHOMHjE 3alOCIECHUX U
CaMOCTATHOCTH y IOHOIIEeKY oanyka (bokosuh, Munynosuh, Yenuk, 2016).
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Bpemena y kojuMa XMBUMO JTOHEJA Cy MHOTO BHIIE MPOMEHA O] OHOTA IITO
ce poroamwio y nperxonuux 100 roauua. CBeT je mMOCTao riodaiHo celno, KOMyHH-
kanuje cy omoryhuie npemornhaBame JgeceTuHa Xuibaaa KUIOMETapa ImyTeM UHTep-
Heta. CBer je ymao y Tpehy epy - epy 3Hama. MHOT0 je 60Jbe IPUCTYIIHTH IPOMEHH
Koja ce pyKoBOIM BH3MjOM Tpemyseha, a He ayOMHOM KpH3e y Kojoj ce mpemysehe
HaJIa3H.

[Mpomena kyntype opranuzanuje noraha ce kpo3 obpazoBame. Heonxonne cy
HOBE BCIITHHE HA BUIIIEM HHBOY, HANYIITAHkE CTAPUX OSCKOPUCHUX HAYWHA Pa3MU-
nubama. HajTexxe je mpoMeHWTH TOHaIIamke Jbyau. [Ipomecn KOHTHHYHpPAHOT yca-
BpmaBama (Continuous Improvement Processes- CIP) HUCY cTBap TOJydaBama O
HeueMy HOBOM, HajBa)KHHUj€ KOJ MOJTydyaBarma KOMIIAHHjE je HAy4yuTH 3a00paBUTH
CTBapH KOj€ ce AyTro HUCY NMPUMEHHBAJIE WIH Cy Ce IMoKa3aie MOTPElIHUM 1 HeToT-
pebornmM. Kynrypa npenyseha moctmke ce meduHUCamEM IIPaKce U eBUACHTHPAHEM
aKTUBHOCTHU KOje 3amocjeHu 00aBibajy. [1000sbIIama oMlakiaBajy CMambemhe TPOII-
KoBa 3a HajMame 10%, Hero nmoBehame npuxona komnanuje 3a 5%.

Janan je 1949. romuHe UMao CBOjy €KOHOMCKY KpPH3y M U3 Hera je u3ariao
Kao moOeHUK Kao jemHa ox Boachnx ekoHOMCKuX 3eMasba. O3HadaBa ce Kao ,,eKo-
HOMCKO 4yJ0” momMohy MeTojle KOHTHHyupaHor nobospiama (CIP) mo3Hate Kao
KAIZEN, a xacuuje u LEAN merone.

[ponecu koHTHHYHpaHor moOosbiama (C/P) He 3aXTeBajy MHOTO HOBIIA.
CBaka KoMITaHHja UMa ofipel)eHe pecypce Kao MITO Cy JbY.H, OIpeMa, TEXHOJIOTHja ’
tpkuire. CIP mpucTyn nonpasymeBa 00sbe Kopuirheme pacoioKUBIX pecypea, a
mpe cBera 0oJbe KOpHINNeHe 3Hama, BEIITHHA W CIOCOOHOCTH 3amocieHux. Opa
KapaKTepUCTHKA TIpoleca cTamHor nodosbmama (CIP) Moxke ce u3pa3uTH Kpo3 ja-
MAHCKY TOCIOBHUILY: "AKO Hemame HO8Ya, KOpucmume c80j Mo3ak. Ako Hemame
mosax, eyoume ce odagoe".

Ipumena TQM-a

[Mpumena TQM-a npencraBiba CTpaTeIIKy IPOMEHY Y OpraHM3aluji. 3HAYaj
1 yJIoTa OBOT Ipolieca Cy HECIIOPHHU U BHIIE ITyTa Cy HOTBPHEHU U y TEOPHjCKUM U Y
EMITHPHjCKUM HCcTpakuBambuMa. TQM yBek paam ako ce MpaBHIIHO NMpuMeHH. [Ipe-
Jla3ak ca KOHBEHIIMOHAJIHOT Mojefa ympaBibama Ha TQM mpenctaBiba orpomMaH
M3a30B 3a opranu3anuje. Behnna aytopa ce cnaxe aa je 3a u3rpagmwy cucrema TQM
y OpraHu3anuju noTpedHo 3 1o 5 roanHa.

NwmnnemenTanmja TQM-a pa3marpa cienehe mpucrtymne: yBoheme onpeheHmx
TQM-enemenara y opranusanujy (The TOM Element Approach), u3rpaiama cucTe-
Ma KBaJMTETa MpemMa npenopykama crpyumaka (7he Guru Approach), ncnymaBame
KPUTEPHjyMa HEKUX OJ NMPECTH)KHUX Harpaza 3a KBaJIUTET U Pa3BHja-e CONCTBEHOT
MoJena 3a MPUMEHY .
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3akspyuak

Camo 00jeKTHBHHMM TIPETJICIOM TPEHYTHOT CTamha FHETOBHX HECaBPIIICHOCTH,
MPOyYaBamkeM Pa3BOjHUX TPEHIOBA Y CBETY y CBHM O0JIACTUMa OJI MHTEpeca 3a Op-
TaHU3aIH]jy, Tpo(heCHOHATHOM aHATM30M M MPUMEHOM MPAaBHUX PEIICHA HA BPeMe U
y JIOBOJBHO] MEpH, OpraHM3alfja MOXE padyyHAaTH Ha YKJbYYHMBamhe Ha 3aXTCBHA
CBETCKa TPXKUIITA U OICTATH HA OBUM TPXKHIITHMA. T€¢ aKTUBHOCTH MOPajy OUTH
TpajHe, J1a Ce HeMPECTaHO yUH, JIa CE PaJii TUMCKH, a TIOCEOHO Ja ce pa3BHja KyJTy-
pa KBaJHTeTa, jep je TO HajyTHIajHUuju (aKTOp y CBHUM aKTHBHOCTHMA. CBe OBO je
Moryhe mprMeHOM CaBpEeMEHHMX CHCTEMa yrpaBJbarhba KBaJIUTETOM M HUXOBOM HH-
TErpaljoM y jeJHy IeNIMHY, Te CTaJHUM YHanpehuBameM CBHX (hakTopa KOjU
yTHYY Ha MOCJIOBamke opraHu3andje. Ako OM TakBa Mpakca 3aucta Ouia yBeJcHA Y
OpraHu3alyjy, HeCYMIBHUBO O TO J1aJl0 BUIIECTPYKY KOPHUCT TOj OpraHU3aIHjH.

WuTerpucann cucTeM yIpaBlbarba, MPAKTHYHO TPENCTaBJba IMPONIHPEHE
KOHIICNITa CHCTEMa MEHA[IMEHTa KBAJIMTETOM Ha CBE OCTajC HaBEACHE JCIUMUYHE
CUCTEME yIpaB/balkha y OpraHu3aluju (CTaHIapIU30BaHU M HECTaHAAPAU30BaHU) H
BUXOBY HHTErpanyjy. [lanac je To ommrenpuxBaheHn MOIET KOPIIOPATUBHOT yTIpa-
BJbatha y MOCIOBHOM CHCTEMY.

Crangapansaiiyja mocjioBama KoJj Hac je MPUMETHA, i jOIl YBEK HEJ0BOJb-
Ha. [locTu3ame MoCIOBHE U3BPCHOCTH pa3BojeM TQM koHIlenTa AyroTpajaH je mpo-
[[eC W jOIll YBEK HEJOBOJbHO TO3HAT fAomahum kommanujama. Mehytum, mpumena
WHTETPHUCAHOT CHCTEMa yIpaBJhama 00e30ehyje cmameme BpeMeHa MOTpeOHOT 3a
MOCTU3alke¢ OpraHU3alOHe U3BPCHOCTH W HEHUX pe3yJiTtaTa. YIpaBo TO Tpeba aa
pamumo ycpencpehernn Ha nomaha mpemyseha. Mako BehnHa koMmaHuja uMa jeaH
cepTudUKaT, BEIUKA Opoj HUX CMaTpa J1a joll yBEK HHje HEOMXOIHO HAIAOTPaIUTH
mocTojehu cuCTeM 1Mo HEKOM CTaHAapay y npemysehy.
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RAISING THE LEVEL OF COMPETITIVENESS IN
SERVICES BY IMPLEMENTING TQM

Summary: The modern concept of quality emphasizes the customer as the
only authoritative factor for quality assessment, thus success in the market is
provided only by those who produce according to customer requirements. The
market way of doing business, the openness of the international market and
fierce competition, impose the need to apply the modern concept of quality.
Quality is not easy to define, but it is an extremely important and complex phe-
nomenon, which is observed in different contexts (e.g. value of products and
services, value of life, value system, standards, etc.) and can be described with
many attributes. Companies that manage to maintain productivity growth and
technological progress are also able to keep pace with competitive advantages in
the market. The competitiveness of a nation depends on the ability of its econ-
omy to innovate and improve. To be competitive, in today's business conditions,
means to ensure continuous growth and development. By improving quality, the
company provides greater differentiation in relation to rivals by providing
greater value in the eyes of customers. The goal of a modern company is to im-
prove all aspects of quality related to products or services, as well as activities,
processes and organizational structure, by establishing a TQM concept.

Keywords: quality, quality system, quality standards, competitiveness,
TQM concept

Quality and Quality System

A quality system is a system of management that leads to the achievement
of set of goals in terms of business quality and service delivery. The system con-
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sists of the organizational structure, the responsibility of all the subjects in the
organization, the processes and resources needed to manage the system. Organi-
zations that have a complex structure in which there is a whole range of relation-
ships and relations that determine their behavior, business, management and
development, encounter difficulties in achieving quality. The management of
such organizations is difficult, because they often have a large number of par-
ticipants of different profiles, motives and interests, and a special problem is the
variability of conditions in the environment. A new philosophy of quality should
be adopted with precisely defined mechanisms and possibilities of quality and
standardization. The solution is to move towards total quality management in the
organization in order to achieve the quality of the entire organization, each of its
parts and each employee, in order to meet the requirements of all stakeholders.

Quality considers fulfillment of the wishes of customers and all stake-
holders (employees, associates, owners, community), which are determined in
written form, orally agreed or identified by processing marketing data.

The quality system is a part of the business management system that in-
cludes: organization of the company, planning activities, responsibilities, prac-
tices, procedures, processes and other necessary resources for the implementa-
tion, achievement, evaluation, maintenance and change (improvement) of quality
policy. The quality management system strives to unite all the elements that af-
fect the quality of the organization's products or services. Management has a key
role in that process, and it is reflected in the application of a modern approach in
organizing and managing the organization.

Harvard professor, Garvin, identified five basic approaches in an effort to
define quality (Garvin, 1988):

1) Transcendent Approach;

2) Product Based Approach;

3) User Based Approach;

4) Manufacturing Based Approach;
5) Valued Based Approach.

The transcendent approach is based on the understanding that quality is
impossible to present in one, universal definition, that is, that everyone has their
own definition of quality according to individual preferences. In that sense,
Robert Piercing (2003) casually concludes: ... although quality cannot be de-
fined, you still know what it means”. Also, John Stewart (McKinsey Consulting)
is one of the typical representatives of this approach who believes: “There is no
single definition of quality ... Quality is the feeling that something is better than
something else. It changes during human life, it changes from one generation to
another, and it largely depends on many aspects of human activity”. “The fol-
lowing attitudes are embedded in these observations about quality: (1) quality is
a “feeling”, i.e. a subjective category; (2) quality is recognized on the basis of
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comparison; (3) perceptions of quality change over time; (4) quality depends on
many aspects of human activity - e.g. creativity, dedication, skills, precision,
consistency, discipline, etc.”.

A product-based approach first appeared in the economic literature and
treats quality as a result of a quantitative, i.e. measurable characteristics of prod-
ucts/services. Therefore, supporters of this approach claim that quality is an ob-
jective category. Also, they point out that differences in quality are reduced to
differences in the quantity of a desired ingredient, or attribute of a product
(Abott, 1955). For example, quality of an ice cream can be judged by the amount
of milk fat, chocolate, or fruit content, not just taste. Carpets that have more
“knots” in the weave per unit area are considered to be of better quality com-
pared to carpets that have a lower weave density measured by the same criteria,
therefore, the design is the added value. This approach implies that high quality
involves high costs, i.e. high price. However, the understanding of quality in this
way has limited scope and therefore cannot be generalized. For example, the
quality of a cooking specialty does not depend only on the amount of ingredi-
ents, but also on the way they are combined together and prepared. Also, aesthet-
ics is a very important factor in product quality, but it is not expressed in num-
bers and is not measured by instruments, but the subjective feeling of the cus-
tomers. Finally, the view that quality is recognized at high prices can be chal-
lenged. Often, high prices indicate inefficiency in production, not product qual-
ity, except when production is hand made.

The user-based approach starts from the premise that the highest level of
quality is in products/services that best meet the needs and desires of consumers.
In the marketing literature, this approach will be recognized in topics dedicated
to customer satisfaction (quality is a combination of attributes products that pro-
vide the highest level of satisfaction of the target consumer group). In the eco-
nomic literature, this observation of quality can be observed when explaining the
oscillations of the demand curve for a particular product (a higher level of qual-
ity will cause increased demand and vice versa). Also, at the level of operational
management, there is an understanding that quality is determined by product
functions that are largely tailored to consumer requirements. However, no matter
in what form it is expressed, a user-based approach faces two key challenges.
First, consumer preferences are very diverse and changeable, so they are difficult
to aggregate and almost impossible to accurately express in real time, unless the
contemporary method of e-business, such as CRM is implemented.

Thus, the definition of quality based on the user cannot be concrete and
practical, if the needs, requirements, wishes and expectations of the consumer
are not determined. Second, within this approach, the question arises as to how
to distinguish attributes that raise product quality from attributes that maximize
consumer satisfaction. There is certainly a connection between the attributes that
consumers prefer and the attributes that refer to quality, but there does not neces-
sarily have to be a sign of equality between them. For example, product durabil-
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ity is one of the important properties of quality. However, some consumer
groups prefer instant products in line with fashion trends, and neglect the charac-
teristics of longevity as a confirmation of product quality.

A production-based approach is supply-focused (as opposed to a demand-
driven approach). Quality, according to this understanding, is determined by
specifications of a product. Every product that meets the defined production
standards meets the quality criteria. From the first step, design, to commerciali-
zation - everything is subordinated to engineering logic. In that sense, quality is
equated with technological procedures and control to complete production cycle.
The goal of the control is to establish possible deviations from the set specifica-
tions as soon as possible: by checking materials and components, adjusting
equipment and tools, measuring after each stage in production, testing proto-
types, etc. In this way, costs are reduced, because it is more rational to eliminate
omissions in the earlier stages, than to withdraw finished products from the mar-
ket and resolve consumer complaints. However, this approach can be completely
wrong if it turns out that the products fully meet the manufacturer's specifica-
tions, but do not meet consumers’ needs.

The value-based approach takes into account cost or price criteria. Accord-
ing to this understanding, a quality product provides performance at an afford-
able price. Based on that, it can be concluded that among the same or very simi-
lar products, quality will prevail on the side of products whose price is lower. In
other words, the company needs to meet the needs, i.e. user requirements, but at
a price that is more favorable compared to the competition. The highest value for
the user (Customer Value) is the most favorable combination of quality and
price. Among the most famous proponents of this approach are the famous
American quality expert Armand Feigenbaum (1965), who pointed out that qual-
ity means the best under certain conditions set by consumers: (a) that there is a
possibility of actual use of the product and b) an acceptable selling price of the
product. A similar definition was presented by Robert Broch, who believes that
quality is a degree of excellence at an affordable price and control of variability
at an acceptable cost (Broh, 1982, p. 3).

In modern theory and practice, the definition of quality is often used,
which is presented in the most widespread series of international standards ISO
9000. According to the standards ISO 9000 (Quality management systems - Fun-
damentals and vocabulary, 2015), quality is understood as the degree to which
inherent characteristics meets the requirements. There are two key determinants
in this definition:

(1) Characteristics and
(2) Requirements.

A characteristic is a property on the basis of which a difference is made or
noticed. They can be qualitative or quantitative. This term is used in different
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contexts - as characteristics of products/services, then processes and in the
broadest sense as characteristics of the system. In the context of products and
services, the characteristics can be: physical (mechanical, electrical, chemical or
biological properties), then sensory (properties perceived by the senses), behav-
ioral characteristics (e.g. kindness), characteristics related to the time dimension
(e.g. accuracy), as well as ergonomic or functional characteristics.

Another determinant in the definition of quality according to the series of
international standards ISO 9000 are the requirements. The term “demand” im-
plies the expressed need or expectation of stakeholders. Thus, according to this
understanding, quality is not subordinated only to consumers, but to a wider cir-
cle of entities (capital owners, employees, suppliers, regulators, society).

Integrated Management System

Only entities that meet the requirements of three essential aspects can enter
and maintain the global and liberal market: quality, prices and delivery time-
frame. The term quality does not mean only the quality of products and services,
but much more broadly - the quality of the integral (overall) business of the or-
ganization, which includes environmental protection, measures to protect human
health and safety, and many other partial management systems, etc. In this con-
text, it is advisable to create and implement an integrated system for complete
and quality management of the entire organization (known worldwide as the
Integrated Management System 166IMS), which means that the above systems
and other systems and conditions related to the organization should be integrated
into one system. Successful integration of all systems, i.e. the entire business of
the organization refer to a quality management system according to the ISO
9000 series of standards. That it is possible to create and implement an inte-
grated management system is proven by the fact that all ISO standards have joint
key elements.

Integrated management systems can be of great importance for companies
from countries in transition, as they represent an effective means of enhancing
competitive advantage in the global market. Namely, instead of long-term con-
struction of the TQM concept, in a shorter period of time they can achieve busi-
ness excellence goals based on the application of one by one modules of inte-
grated management systems, based on compliance with international standards
ISO 9001, ISO 14001 and ISO 18001.

The first historical stage in quality management was inspection (Quality
Inspection) that is separation of good from bad products. In individual produc-
tion, for example in crafts, the producer was able to recognize and correct the
error. According to the producer’s understanding of quality, in the end produc-
tion process, those were inspected and sorted products. However, with the ap-
pearance of industrialization and mass production with several production lines,
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the occurrence of errors and omissions is more difficult to notice. Also, in such
conditions, the “virus” of one mistake or omission can “infect” an entire series of
products, which implies the occurrence of mass damage.

In accordance with the developed industrial division of labor, the task of
checking the quality of products is entrusted to specialized controllers, who,
based on testing and measurement, or comparison with defined specifications,
evaluated the products. The establishment of this function in companies marked
the entry into the period of quality control (Quality Control). The organization of
control in the first factories was set at the end of the production process, before
packaging, storage and delivery of finished products. In this position, the con-
trollers could not prevent the occurrence of scrap, but only stated the damage
that had already occurred. Therefore, the focus of control was soon shifted from
the product, to monitoring the entire process, trying to, with the help of advanced
statistical methods, find and eliminate the cause of errors in a timely manner.
Thanks to this approach, the quality in production has been significantly im-
proved, but even that was not enough to meet the increasingly stringent quality
requirements. Practice has shown that certain errors and omissions that signifi-
cantly affect the quality, occur outside the production process.

Total Quality Management- TQM

Finding and eliminating the causes of errors required that quality control
be extended to other processes such as design and servicing. It was an introduc-
tion to a new stage of quality development - Quality Assurance. At this stage,
quality is seen as a result of the functioning of the entire system established
within the organization, which is aimed at meeting consumer demands. Thus,
quality control is understood not only as a function, but also as a property of the
quality system with the aim of achieving continuous improvement. At the same
time, the emphasis is on prevention that is creating conditions to avoid mistakes
and omissions, and not to eliminate the consequences. In addition, quality assur-
ance activities must be planned, continuous and systematically organized. With
the affirmation of this approach, organizations began to build quality systems,
and this trend was significantly accelerated after 1987 with the publication of the
ISO 9000 series of standards. Namely, the organization does not function in iso-
lation, but is integrated into the environment. Influences from the external envi-
ronment meet the requirements of all stakeholders, significantly determine the
business and therefore they must be taken into account in the fight to achieve top
quality. This current approach is called Total Quality Management (TQM).

The term “Total Quality Management” (TQM) was first used by the US
Naval Air Systems Command in 1985. This term has very different interpreta-
tions in the literature. Walsh, Hughes, and Maddox define TQM as a business
philosophy that represents a pattern for achieving organizational success through
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customer satisfaction (Walsh et al. 2002). A much more extensive definition was
presented by Pike and Barnes, who believe that TQM is a corporate business
philosophy that implies an unbreakable link between the business goals of the
organization and the needs of consumers. They pointed out that TQM ensures
maximum business efficiency and effectiveness based on processes and systems
that enhance excellence, prevent mistakes and ensure that every aspect of busi-
ness is aligned with consumer needs and set goals without duplicating or wasting
invested resources. Commitment to TQM, in the opinion of these authors, should
come from the highest level of management and be present in all activities and in
all parts of the company. Thus, improved quality is the result of the commitment
and responsibility of each individual committed to continuous improvement and
the achievement of measurable quality goals (Pike & Barnes, 1996).

The TQM concept is a multidimensional and dynamic quality management
model, which takes into account all the parameters of business management,
emphasizing the responsibility of each individual in the business, especially to
increase productivity as an imperative of modern business. Special attention is
focused on the human factor. Man is the bearer of knowledge and work, and he
as a worker and manager is responsible for implementation and quality im-
provement.

There is no improvement without setting standards, so a precise standard
should be established to measure each worker, machine or process. Kaizen - the
key to Japan's business success, is a strategy that represents a constant rethinking
of prevailing standards, and replacing existing ones with better ones. Any meas-
ure, regulation or standard is aimed at continuous improvement or revision.

Business excellence models are designed to guide and help organizations
to improve their performance, that is, to improve their own world-class perform-
ance.

Competitiveness for Growth and Development

The economy cannot be competitive without the competitiveness of its
economic entities, nor can economic entities be competitive without an appropri-
ate business environment. Due to challenges, companies gain an advantage over
the world's best competitors, and benefit from the existence of strong domestic
competition.

Continuously quality improvement is essential for successful business and
improvement competitive positions. By improving the quality, the company pro-
vides more differentiating from rivals by providing greater value in the eyes of
customers. Eliminating defects, errors and waste from production, efficiency is
increased and company costs reduced with increasing profitability. Quality is
identified with customer satisfaction and becomes a paradigm of competitive-
ness, and is achieved through cooperation and coordination of all employees.
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Along with the improvement of quality, a radical restructuring of the com-
pany must be carried out, which would contribute to the achievement of signifi-
cant results. Investing in quality improvement is a condition for the development
of the company, but also a condition for the growth and development of the
economy as a whole.

TQM includes improving quality, performance, reliability, durability,
product servicing, organization of production, as well as increasing the effi-
ciency of the company by reducing costs and increasing productivity. The qual-
ity culture of domestic companies is still at a very low level. Therefore, it is nec-
essary to establish a culture that would support the philosophy of TQM, i.e. to
achieve business excellence. In addition, our companies lack teamwork and
cross-functional connection of activities in the company's business.

Along with the improvement of quality, a radical restructuring of the com-
pany must be carried out, which would only in that case contribute to the
achievement of significant results (Pordevi¢, 2008). Investing in quality im-
provement is a condition for the development of the company, but also a condi-
tion for the growth and development of the economy as a whole.

Quality Management

The term “model” is the Latin word for “modulus” which means “meas-
ure” or “standard”. This term has many meanings that depend on the context. A
model can be a pattern, plan, representation or description created to show the
structure or way of functioning of an object of a system or concept. The model
can also be defined as an abstract representation of a real system that is valid
only for strictly defined experimental conditions.

TQM is a business philosophy that represents a pattern for achieving or-
ganizational success through customer satisfaction (Walsh, Hughes & Maddoxx,
2002). TQM implies an unbreakable link between an organization’s business
goals and consumer needs (Pike & Barnes, 1996). TQM is the creation of an
organizational culture in which the constant pursuit of consumer satisfaction
through an integrated system of methodological tools, techniques and training
(Sashkin & Kiser, 1993). TQM is a way of managing to improve the effective-
ness, flexibility and competitiveness of the business as a whole. This approach is
universal, i.e. it can be implemented in various activities. TQM encompasses the
entire company, each organizational unit, each activity, each organizational
level, and each employee (John Oakland, 1994). TQM represents an ever-
improving, uncompromising effort by all company employees to understand,
meet and exceed customer expectations (P&G). TQM is a comprehensive way of
doing business that allows all employees to, individually and within teams, add
value and meet customer requirements (Royal Mail).
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Total quality (TQ) is a human-focused management system, which aims to
constantly increase customer satisfaction, with a continuous tendency to reduce
real costs. TQ is at the same time, an approach (not a program) that encompasses
the whole company (not its individual parts) and an integral part of the strategy
at the highest level: it functions horizontally in all organizational parts, encom-
passes all employees and all suppliers and users. TQ emphasizes learning and
adapting to constant change, as key factors in a company's success. TQ encom-
passes concepts, methods and tools. Concepts allow for change, while philoso-
phy remains unchanged. TQ springs from values that emphasize the pride of
individuals and the strength of shared engagement. TQM principles are: cus-
tomer focus, leadership, participation (involvement of all employees), process
approach, system approach, continuous improvements, fact-based decision mak-
ing and communication (mutually beneficial relationships with suppliers).

Figure 1-TOM Principles

Employee
Involvement

Continuous
Improvement

Integrated
System

Strategic &

Systematic
Approach

Focusing on the consumer, i.e. the client, is an imperative for organiza-
tions that strive to achieve top quality. Clients can be: (1) Internal - within the
organization and (2) external - outside the organization. TQM does not recognize
the quality of a product/service if it has not been confirmed by consumers.

The modern concept of quality first implies that the needs and expectations
of the clients are first identified and understood. In the second step, these needs
need to be transformed into requirements and clear quantitative or qualitative
performance (goals). Ultimately, by meeting or exceeding these requirements,
quality is proven.
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Leadership can be defined as a set of qualities, values, attitudes, and be-
haviors of managers that result in improving the effective long-term performance
of the organization. The tasks of the leaders are, above all, to present the vision
of the development of the organization, the mission and to determine the key
values, as well as the way of changing the culture appropriate to the system of
overall quality management. Leaders must be maximally committed to the basic
principles of TQM, to inspire and encourage employees in the organization to
meet strategic quality goals by personal example.

For the success of TQM, it is necessary to enable full engagement of all
employees in operational activities and processes in order to show their full po-
tential (abilities) and to achieve the set goals. Factors that increase to contribu-
tion of employees to the success of the organization are: showing respect to em-
ployees, providing adequate working conditions, empowering employees and a
clear accountability matrix, employee development support - training and coach-
ing, motivation and development of harmonious interpersonal relationships.

The Process Approach in TQM is reflected in the commitment to manage
resources and activities as a business process to achieve the desired results. In
order for the organization to function effectively and efficiently, it is necessary
to establish a “map” of the process in order to harmonize the processes and sub-
ordinate them to the goals of the organization. Systematic identification of proc-
esses used in the organization and management of these processes, and espe-
cially the management of their mutual interaction can be qualified as a process
approach. Stakeholders determine the input elements (requirements) that drive
the processes within the organization. At the output, as a result, the organization
should deliver the appropriate product / service and thus ensure customer satis-
faction.

System Approach is a way of thinking based on system theory. According
to this theory, a system can be defined as a set of elements that are intercon-
nected in order to achieve certain goals. The system approach is inseparable
from the process approach. Its main role is to balance, coordinate and integrate
the activities of individual elements and subsystems and to subordinate them to
the achievement of set quality goals of the organization.

Thanks to a systemic and process approach, the idea of quality can be ex-
panded and consolidated throughout the organization, in all its parts and func-
tions. The decline in quality is a reliable indicator of real problems in the organi-
zation and an indicator that the organization does not function as a harmonized
system.

Continuous improvements as principle of TQM is based on the under-
standing that an organization must never be satisfied with the current situation,
no matter how good it may be. There is always room for improvement - a better
product, method, procedure, process, approach, etc.
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Continuous improvement is a cycle that begins with an analysis of the
condition (establishing a diagnosis), continuing with planning (setting goals for
improvement). In the next step, the organization should achieve the set goals,
and finally to measure the achieved results in order to determine the possibilities
for further improvements.

In TQM, continuous improvements are most often presented in the form of
the so-called Deming Quality Circle (PDCA).

Figure 2- Deming quality circuit (PDCA cycle)

Fact based decision making as a principle implies that effective decisions
are based on the analysis of verified data and information. This practically means
that the organization needs to know at all times what the reality is, that is, what
the real situation is in the organization and the environment. The picture of the
real situation was obtained on the basis of systematic data collection, processing
and analysis. Data are mainly collected on the basis of checks and process meas-
urements. Particularly important are data on the needs and expectations of users,
characteristics of products and services, employee engagement, costs and finan-
cial flows, results achieved compared to plans and competition.

Mutually beneficial relationships with suppliers increase the ability of the
organization and its partners to create value. Also, the development of relation-
ships with suppliers increases opportunities for quality improvement. In order to
improve relations with its and to achieve a higher level of quality, organizations
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should undertake the following activities: optimize the number of suppliers,
evaluate, rank and select suppliers according to the most important criteria, to
establish a dialogue with suppliers, to constantly monitor the performance of
suppliers, to cooperate with suppliers in planning, design and development,
knowledge transfer and other areas and to evaluate and support supplier efforts
to improve performance.

Continuous Improvement Processes (CIP)

The transition of a company requires a change in the culture of the organi-
zation. It can be performed in two phases: process management as first phase
and strategic management as second. The process of enterprise transition, like
any other process, requires determination, perseverance, patience and time. De-
pending on the level at which the company is located, this can take several years,
and most often from 1 to 3 years. Activities begin with perceiving the present
situation: “present status”, then creating a vision of the “desirable situation”, and
then implementing the adopted strategy, planning measures and goals.

The modern age has brought technological progress towards a qualitative
leap and informatization that has all the characteristics of a new industrial and
social revolution (Pokovi¢, Milunovi¢, Celik, 2016). Such ideas firmly rely on
business intuition, readiness for market struggle and inserting innovations on the
market in a new or different way, and through business entrepreneurial ideas
created on those innovations (Pokovié¢, Pavicevi¢, Celik, 2014). The develop-
ment of entrepreneurship in the information-communication direction is defi-
nitely stimulated by new economic tendencies, on which the paradigms of com-
petitiveness and peculiarities of modern entrepreneurs have developed. Some of
these paradigms are the creation of specialized teams, ie small and flexible com-
panies, networking and coordination of teams using information and communi-
cation technology, reducing hierarchical levels and democratization in business
decision making, as well as increasing employee autonomy and decision making
processes (Pokovi¢, Milunovic, Celik, 2016).The times we live in have brought
many more changes than 100 years ago. The world has become a global rural
community, communications have made it possible to bridge tens of thousands
of kilometers online. The world has entered the third era - the era of knowledge.
It is much better to approach the change that is guided by the vision of the com-
pany, and not by the depth of the crisis in which the company finds itself in.

Changing the culture of an organization happens through education. New
skills, at a higher level are necessary, abandoning old useless ways of thinking.
The hardest part is changing people's behavior. CIP (continuous improvement
processes) are not a matter of teaching about something new, the most important
thing about teaching for the company is to learn to forget things that have not
been applied for a long time or have proven to be wrong and unnecessary. Com-
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pany culture is achieved by defining the practice and logging the activities that
employees perform. Improvements make it easier to reduce costs by at least 10%
than to increase company revenue by 5%.

In 1949, Japan had its economic crisis and emerged victorious from it as
one of the leading economic countries. It is referred to as the “economic miracle”
using the method of continuous improvement (CIP) known as KAIZEN and later
the LEAN method.

Continuous improvement processes (CIP) do not require spending a lot of
money. Every company has certain resources such as people, equipment, tech-
nology and market. The CIP approach implies better use of available resources,
and above all better use of knowledge, skills and abilities of employed people.
This characteristic of the process of constant improvement (CIP) can be ex-
pressed through the Japanese proverb: “If you don't have money, use your brain.
If you don't have a brain, get out of here”.

Implementation of TQM

The implementation of TQM represents a strategic change in the organiza-
tion. The significance and role of this process is indisputable and has been con-
firmed several times in both theoretical and empirical research. TQM always
works if properly implemented. The transition from the conventional manage-
ment model to TQM is a huge challenge for organizations. Most authors agree
that it takes 3 to 5 years to build a TQM system in an organization.

TQM implementation considers following approaches: introduction of cer-
tain TQM Elements into the organization (The TQM Element Approach), build-
ing a quality system according to the recommendations of experts (The Guru
Approach), meeting the criteria of some of the prestigious awards for quality
(The Prize Criteria Approach) and developing your own model for implementa-
tion.

Conclusion

Only by objectively reviewing the current state of its imperfections, study-
ing development trends in the world in all areas of interest to the organization,
professional analysis and application of the right solutions in time and suffi-
ciently, the organization can count on inclusion in demanding world markets and
survive on these markets. These activities must be permanent, to constantly
learn, to work as a team, and especially to develop a culture of quality, because it
is the most influential factor in all activities. All this is possible by applying
modern quality management systems and their integration into one whole, and
the constant improvement of all factors that have an impact on the business of
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the organization. If such a practice were truly introduced in an organization, no
doubt, it would give multiple benefits to that organization.

Integrated management system, practically represents the extension of the
concept of quality management system to all other listed partial management
systems in the organization (standardized and non-standardized) and their inte-
gration. It is today a generally accepted model of corporate governance in the
business system.

The standardization of business in our country is noticeable, but still insuf-
ficient. Achieving business excellence through the development of the TQM
concept is a time consuming process and still insufficiently known to domestic
companies. However, implementation of integrated management system pro-
vides a reduction in the time required for achieving organizational excellence
and its results. That is exactly what we need to do focused on domestic enter-
prises. However, although most companies have one certificate, a large number
of them believe that it is not necessary to upgrade the existing system yet by
some standard in the enterprise.
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