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INFORMATION FACTORS
OF QUALITY MANAGEMENT SYSTEM MATURITY

INTRODUCTION
The relevance and problem of research. Scientific researches show that the main 

object of management, when reaching for competitive advantage of organization, must be 
quality. Organization‘s orientation to quality determines different attitude towards 
organization work, which gives the possibility to reach versatilely better work results than 
for competitors, who follow traditional management methods. The effective integration of 
quality management is possible in organization when quality management system (QMS) is 
created, ensuring the planning of organization potential and the diversion towards the 
implementation direction of quality objectives. Universal practice shows that usually QMS 
in organizations is being implanted and developed according to the principles of total
quality management conception or/and ISO 9000 part standards.

The decision of installing and developing QMS requires some investment and effort 
but often installed and developed system‘s results does not betray expectations. It is 
determined that organization, which installs and develops QMS according to ISO 9000 
standards and total quality management conception, very often confront with different 
problems, misfortunes which do not meet the expectations. Scientists explain that the main 
reason for this is the lack of experience or low maturity level of QMS. In this view QMS 
maturity level is certain qualitative level of QMS, which is obtained in particular 
organization. In the case of lower maturity level of QMS all system investment 
distinguishes quite limited return. Meanwhile, in the case of systems which reached higher 
maturity level, organization members understand quality objectives‘point, quality 
management demands, QMS purpose and benefits better. In this case organization members 
enter the development practice more actively, apply different quality management methods 
more effectively and intensively. In this way better results of the organization work are
achieved. The system should mature if organization reaches that QMS determines better 
work results. On the other hand, system should be improvable. Because of named reasons 
for applying and developing QMS, it is remarkably relevant to know that QMS maturity is 
associated to critical conditions of successful development so that it would be possible to 
concentrate on coordination of factors which warrant these conditions.

The proper conditions of QMS development and maturity are warranted by these 
factors: the pledge of the highest level managers to achieve better quality and proper 
leadership; attention to customers; organization members‘teaching/learning of quality 
management methods‘application; suppliers‘management; strategic planning directed 
towards the realization of quality objectives, etc. Among most important factors of QMS 
maturity there are also information factors. But quality management context lacks the 
definition which tells which information factors compose correct conditions for the 
development of QMS and influence system maturity. Information factors are treated 
differently: “quality information”, “measurements of processes”, “quality records”, 
“measurements of quality”, “work results and feedback”, “relevance of work information”, 
“usage of quality information”, “factor-based management”, “spread of work information”, 
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“work information value”, “information for comparison“. The problem of information 
factors allows us to see a bigger problem. It is impossible to take care of proper influence of 
critical factors properly when one does not fully understand which information factors‘units
influence the maturity of organizational QMS. So QMS always meets with standard 
problems: the lack of information relevant to QMS needs; too big amount of information, 
which leads to bureaucracy; inappropriate and ineffective organization of information; the 
lack of capability to apply the proper analysis methods of information; inflexibility of 
information systems in regard to work development, etc.

The discussed relevance of work theme and the topic allow us to notice solvable 
scientific problem: the whole of organization information factors, which influence the 
maturity of quality management system, is not identified according to academic basis 
of information science. Not fully defined characteristics of factors warrant the proper 
influence to quality management system. The entropy for these questions determines 
that organizations can not make proper conditions for the maturity of quality 
management system.

The object of research
Information maturity factors of QMS.

The objective of research
The objective is to identify the whole of organization QMS information factors ascertaining 
their influence on QMS maturity.

Tasks of research
1. To identify information factors of organization and their characteristics which 

determine organization‘s ability to realize set objectives.
2. To identify the whole of critical factors of QMS maturity and identify information 

factors in their context.
3. To analyze if identified information factors of organization determine QMS maturity 

and if it does – how.

Hypothesis
1. Information quality, information management quality and information maturity of 

organization are the whole of information maturity factors of QMS.
2. While the quality of information factors is getting better, QMS maturity transforms

to the higher maturity level.

Methods of research. During the scientific research there was the systematic analysis 
of scientific literature done and theoretical aspects of the pending problem were declared 
using logical analysis. The whole of information factors and their qualitative characteristics, 
which influence QMS maturity, are determined applying deduction, induction and 
abstraction methods. The matrix of information maturity of organization was developed 
applying operacionalization method. Models of quality management system were analyzed 
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applying comparison method. Quantitative and qualitative researches were applied to the 
empirical research. Ascetic survey method was applied for the gathering of quantitative 
empirical research data. The weaved scale was used for the feature measurement, which 
reflects the dynamics of measured feature quality. The data of research was processed 
statistically applying the package of statistic equipment SPSS 13.0, Excel spreadsheet. The 
chosen qualitative research method was interview of experts.  Respondents were chosen by 
objective selection. The method of data content analysis was used for the analysis of 
qualitative research results. Empirical research conclusions were generated applying 
induction method.

Investigation of problem. Not enough attention is being paid for the identification 
and evaluation of information factors while trying to set proper conditions for the QMS 
maturity in the theoretical and practical levels. No integrated solution is offered for this 
question. The first reason for this situation is incomplete theoretical and empirical fixing of 
information and information management paradigms.

The incomplete theoretical and empirical fixing of information management 
conception was analyzed by A. F. Fairer-Wessels (1997, 1999), A. Jashapara (2005) Ch. 
Schlögl (2005). From the genesis‘times the question of information management was and 
still is analyzed and developed in the wide range of human activity. The wide and varied 
view assessing particular, situation-determined information shapes and roles, determined the 
variety of research aspects and the lack of unambiguous information management 
conception. But from the wide range of researchers, who interpretate information 
management, distinguishes: T. H. Davenport and L. Prusak (1997), B. Nardi and V. L. 
O’Day (1999), T. D. Wilson (2000, 2002), J. Kirk (1999), Ch. W. Choo (1995, 2001, 2006), 
L. Orna (2004, 2005), D. Skyrme (2000), D. Chaffey and S. Wood (2005), Y. Malhotra,  D.  
(2002) Marchand, W. Kettinger and J. Rollins (2001). In works of these authors the 
paradigm  of information management is formed in the base of science of librarianship and 
information, and informatics and information systems. The paradigm by these authors is 
assessed as main tool for organizations which helps to identify critical and most important 
information for the organization work, and indicates how to ensure information quality and 
the realization of organization objectives while controlling the paradigm effectively.

Concerning scientists who form the theory of information management and work 
which discuss the influence of information management to organizations, it is very 
important to mention one more group of authors who form quite new conception –
information maturity of organization. They are: L. P. English (2004), S. Baskarda, J. Gao 
and A. Koronios (2006), J. Griffin (2006), J. Ladley (2002), J.A. Vayghan, S. M. Garfinkle, 
C. Walenta, D.C. Healy, and Z. Valentin (2007). In these authors‘ works, which 
unfortunately still are not  based on empirical researches, it is noticeable that organization 
attempts to reach for information quality and information management quality are the main 
condition and rate of organization work. These works allow us to notice that the most 
important information factor is the complex of information quality and information 
management quality – the information maturity of organization. 

As we can think, because of incomplete fixing of theoretical and empirical information 
management conception, during the scientific literature analysis three scientific works were 
determined where attempts to identify information factors‘ sets and to pattern their relation 
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to QMS maturity were noticed. They were works by D. P. Grahn (1995), C. Forza (1995), P. 
Bharati and D. Berg (2003). They are very significant works but there is lack of providence 
that recently is dictated by information management systems which allow to identify and to 
organize the whole of critical information factors and to offer tools of security for factors‘ 
quality. 

There are more works which analyze the influence of concrete information factor for
the QMS maturity. There are authors who tried to separate actual information of QMS and 
the whole of information types in their works. They are: Ch. D. Titer and D. F. Larker 
(1995), C. Forsa and F. Salvador (2000), J. Jamison (1994), K. Mata, H. H. G. Chen and J. 
Tama (1998), B.B. Flynn, R.G. Schroeder and S. Sakakibar (1994), O P. G. Benson, J. V. 
Saraph and R. G. Schroeder (1991), E. Naveh and A. Halevy (2000), T. H. Davenport ir M. 
C. Beers (1995).There authors look deep into questions of QMS specific information needs 
but they still do not unfold the unanimous information typology which is required to create 
conditions for QMS development and maturity. Very low attention is being paid to 
qualitative characteristics of this information and information quality correlation to QMS 
maturity is not analyzed at all.

Information management as a significant factor of quality management was already 
mentioned by E. Deming (2000), J. Juran (1997), D. A. Garvin (1993). Despite their 
reference to have a successful QMS working, its development and maturity, integrated 
solutions for information management are needed, but until the end of XX c. no one was 
really interested in these questions. But when the attention was given to the discussed topic, 
the lack of literature was noticed by H. Davenport (1992), by C. Forza (1995), by C. G. 
Johannsen (2000), by S. J. Hartman etc. (2000), P. Pharati and D. Berg (2003). In 2001 Ch. 
L. Ang, M. Davies and P.N. Finaly (2000) claimed that the link between information 
management and quality management is not fixed enough. As C. G. Johannsen states 
‘‘information management in the context of quality management usually gets low priority 
and it confounds because QMS in the organization requires intensive information support’’. 
It is noted that especially low attention is being paid to cultural aspect of information 
management – to the analysis of QMS maturity with the influence of information culture.  
There is a reference about this in the publications by J. Hindle (1997), P. Bharati and D. 
Berg (2003), L. Y. Fok, W. M. Fok, S. J. Hartman (2001). On the basis of these 
publications‘ analysis it is possible to form an assumption that information culture, values 
have influence on QMS maturity but this link existence is not grounded theoretically or 
empirically. The aspect of information management‘s political solutions and their role to 
QMS is analyzed more widely but there are also some gaps. During the literature analysis 
there were not any works found which writes about the solutions for information politics‘ 
questions in the QMS context. The most important work about information strategy is 
written by scientists X. Tang, G. Duan and K. Chin (2007) who offer a strategic solution for 
integrated quality management system which warrants information supply for QMS at all 
levels. It is also important to mention works by A. Lari (2002) where she looks for a 
strategic solution of integrated quality information system, searches to identify the main 
functions of such system which are able to create a surplus for QMS and to warrant the 
development and maturity of the system. As the scientific literature analysis unfolds, the 
biggest attention is being paid to IT solutions which can optimize information processes 
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worked by QMS. A lot have been done in this field by E. A. M. Mjema, M. A. M. Victor 
and M. S. M Mwinuka (2005), L. Y. Fok, W. M. Fok, S. J. Hartman (2001), A. Zuckerman 
(1996, 2000); P. Pendharkar, J. A. Rodger, D. J. Paper and L. B. Burky (2000). These 
scientists pay attention to conditions which help IT to integrate into quality information 
system successfully.

As wide and deep literature analysis shows, information maturity of organization and 
QMS maturity link in the organization is not analyzed theoretically or empirically.

This scientific literature analysis allowed us to estimate the lack of scientific works 
which are designed for the whole of information QMS maturity factors based on
information management conception.

The novelty and meaning of the work. In the work there was unfolded the whole of 
information factors which influence QMS maturity: information quality, information 
management quality (which includes aspect of information culture and political solutions of 
information management) and the strongest factor (already mentioned complex of elements) 
– information maturity of organization. 

In the work there was the conception of information organization maturity formed, the 
existing matrix models of information organization maturity analyzed, and, by integrating 
and adding, an information maturity of organization assessment matrix created which 
reflects information environment aspects in the organization.

The work unfolds the fact that despite the way QMS is being created (according to a 
conception of total quality management or ISO 9000 standards‘ requirements), system 
necessarily needs intensive information support. Political solutions of information support 
do not differ in their point for systems which are created on the basis of different models 
because system‘s information demands and information use objectives are the same.

The empirical research allowed to estimate that the main attention of QMS systems 
according to ISO 9000 standards in the context is being paid to documentation but not to 
QMS information or work with it. Research results allow to claim that effusive attention to 
documentation perverts the essential idea of the system – to serve for realization of 
organization quality objectives. Research results show that it is necessary to correct the 
focus – QMS according to ISO 9000 standards should be treated, understood and assessed 
not as the whole of documentation but as a tool based on meaningful information for the
realization of organization objectives. 

The empirical research of the work is original. Until now there are no works found 
where similar nature research would be found and research on the influence of information
maturity of organization and its components for the maturity of QMS. Besides there was no 
research done on the maturity level of quality management system in Lithuania.

In the work original surveys are given which are made to assess information 
management solutions and information maturity of organization. The dependability and 
proportion of surveys are checked.

Structure of dissertation. The thesis includes three main parts, introduction, literature 
list and appendixes. First part is written to identify the whole of information factors which 
influence organization ability to implement its objectives successfully. The whole of 
information factors is identified according to information science theory, the conception of 
information management as a formation of information ecology. The second part includes 
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the explanation of quality and QMS conception, and the presentation and comparison of 
models according to which it is possible to form quality management system in 
organizations. The whole of factors which influence the maturity of QMS is defined in this 
section. In the second section the author is seeking for an answer to a question: “what 
information factors influence QMS maturity” by analyzing quality management specialists‘ 
works and invoking information theory‘s knowledge. The presentation of empirical research  
which allows to check propositions‘ system in practice is given in the third part of the 
dissertation.

DISSERTATION CONTENT
1. Information and its management in the organization. While trying to identify the 

whole of information factors which determine organization ability to realize its objectives 
successfully, in this section I analyze information conception, assess information role in the 
context of organization work, analyze the formation conception of information management 
as information ecology, and concentrate the attention to the paradigm of information
maturity of organization.

Information as a phenomenon is dual. On the one hand information is a fundamental 
feature of the world which is treated as a deflection of substance movement and it determine 
not only the substance movement direction in the spread but also the form (structure, 
morphology), and the result of substance elements’ purposeful movement. On the other 
hand information is the reflection of perceived reality natural structure or model which is 
tendered in the shape of abstract nominal symbol. Because of information conception 
complication, information is usually explained through other conceptions and with the help 
of conceptual device it is almost possible to regenerate those information features which are 
identical or adjacent. Furthermore, every context may require separate and qualitative 
assessment of information conception so that it would be possible to notice all important 
factors of information expression. That is why in this work I go deeper into information 
roles in the organization.

Organization objectives are the object of all its efforts. Information in the organization 
creates conditions to direct these efforts towards the purposeful direction with the help of 
management work.  Management work is separated into stages: 1) information entrance or 
“acceptance of signal“, 2) diagnostics, 3) the acceptance of management solution, 4) 
practical application, and 5) the collection of auditorial parameters. During the information 
entrance process organization accepts information signals of internal and external 
environment. The more critical signals it receives, the bigger possibilities organization get 
to receive full information and to form valuable information array which will serve for the 
diagnostics of situation. During the diagnostics the information is being analyzed. During 
this process the model of internal and external environment of organization is being created 
which allows to understand environment entity reasons and results. 

Information which is being analyzed during the diagnostics is treated as assumption of 
solution of management acceptance. During the acceptance of management solution  the 
information used for diagnostics is transformed into new quality: new organization work 
objectives and their realization are formed. During the practical solution application the 
current state of organization is being changed into the state which is more perfect and 
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already tackled by information of management solution. During the last stage of 
management process auditorial state parameters are fixed, i.e. such information is fixed 
which reflects the results of organization work. With the help of this information during 
diagnostics it is possible to estimate changes and demands of the state – to adopt new 
management solutions. Therefore, information is a meaningful link of governing and 
controllable system‘s connection. It is important to emphasize that qualitative information is 
needed for the fluent process of management process. Qualitative information should 
characterize the whole of features which warrant the matching of information users‘ 
expectations and requirements. 

Information should emphasize substantial, accessibility, context and representation 
quality. Information roles, discussed in the organization work context, allow us to notice 
that information and its quality is the critical condition for the realization of organization 
objectives. As a result it is clear that organization must pay enough attention to the 
formation and usage of information potential – to information management.

The conception of information management, also called the conception of 
“information ecology“ formation, focuses on internal information environment of
organization which includes different social and cultural systems which influence 
information gathering, creation, organization, distribution and usage. The conception is 
oriented  to rationalization of some components: organization values and conviction about 
information and its usage (information culture); solutions of information work problems 
(information politics, strategy); information systems (technology) which influence 
efficiency of information processes. This information management conception helps to form 
clear information politics and strategy fitted to organization context, and they become the 
base for formalization of information processes on the ground of standardization and 
optimization ( if required then using information technologies) and in this way they form 
the proper information behavior and culture in the organization which allow to warrant the 
usable information quality and seek for common organization objectives more effectively.

Information management quality warrants information quality and synthesis of these 
two elements influences the information maturity of organization. The information maturity 
of organization is defined as a particular qualitative level of organization information
ecology. On the basis of it, it is possible to assess and recognize organization‘s attitude 
towards information. Information management, priorities and achieved results in the context 
of information work. There are five levels of information maturity – from the lowest until 
the highest: indetermination, initial reaction, initiative, management and optimization. The 
higher is the level of information maturity, the more effectively organization is able to seek 
for established objectives. There are three main dimensions distinguished in this work 
which allow us to assess the organization‘s information maturity perceptively and 
universally: 1) information culture dimension (an attitude towards information and 
information work); 2) the dimension of political solutions of information management (the
organization of information and information processes, and the integration of IT); 3) 
presumptive – the dimension of information quality. The information maturity of 
organization is a complex result of information management and achieved information 
quality. 
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The scientific literature analysis given in the first section unfolded that information 
factors which deal with organization‘s ability to seek for the realization of objectives is: 
information management quality (in the political and cultural aspect), information quality 
and information maturity of organization. Further on in this section it is seeked to assess if 
these identified information factors are factors of quality management system‘s maturity 
and what is their role in QMS maturity‘s process.

2. QMS, its maturity and information factors. The explanation of quality and QMS 
conceptions is given in this section of work. There are models presented and compared and 
in reference to them it is possible to form QMS in the organization. The whole of factors 
which influence QMS maturity is identified in this section. There is also analyzed which 
information factors of organization determine QMS maturity. 

Quality is immaterial category. Quality in its purport is information about the 
conformity of object qualitative characteristics for declared requirements. Quality can not 
simply happen, i.e. to form incidentally. We can assess quality as an objective which we can 
achieve only with the help of systematic attempts. That is why organizations which seek to 
create qualitative products should introduce and develop QMS.

Two mostly used QMS modeling and development conceptions are: total quality 
management (further on called TQM) and ISO 9000 set standards. Systems, as system 
theory states, can be characterized and compared according to system components and their 
bonds. On principle systems according to TQM and ISO 9000 are similar. They distinguish 
equal structural elements: quality planning, work process organization, work results 
assessment, employees‘ responsibility, covenant, communication and culture. Substantial 
difference of these systems is different attention to different elements of the system. In 
TQM systems high attention is given to organizational culture because the proper 
organizational culture is critical condition for regular and effective working of all other 
system elements. In ISO 9000 systems the highest priority is given to organization work 
processes and integration of procedural attitude. ISO 9000 systems distinguish quite high 
level of formalization which allows to relieve problems signally which is concerned with 
planning of organization work processes, working and management number.  But attention 
to work processes usually does not allow to warrant proper attitude of employees and hearty 
attempts in point of quality realization. By comparison there were different advantages of 
systems set and they should induce organizations reference to TQM and ISO 9000 
conceptions when developing QMS.

Part of organization which introduced and developed QMS independently from the 
basic conception can not feel the benefit of this system. Its reason lies in qualitative 
experience of organization quality management or otherwise in incomplete QMS maturity. 
QMS of lower maturity level determines frequent failures, worse results of organization 
work but higher maturity level determines better results. QMS maturity is classified to five 
levels: from the first – lowest until the fifth – highest: indetermination, awakening, 
enlightenment, wisdom, confidence. QMS maturity is being estimated with the help of these 
dimensions: the perception of quality and QMS demands and prevailing attitudes towards 
them; QMS planning condition, the ways of solving quality problems; the assessment of 
quality development; the perception of quality results‘ reasons.
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For the maturity assessment may also be measured the intensity of quality management 
methods‘ application, the level of work processes‘ standardization.

In QMS development it is important to understand what influences its progress. There 
are QMS maturity factors most frequently used in scientific works: leadership, attention to 
customer, information factors, training, supplier management and strategic planning. 
Information factors are identified ambiguity in various scientific works. But information 
theory allows us to contemplate that information factors of QMS maturity are: information 
quality, information management quality and information maturity of organization.

QMS required more and different information than traditional management system. 
QMS information can be distinguished into three main types: quality range information, 
work process information and work results‘ information. These information types allow to 
form QMS, to warrant its working and development. It is possible to warrant QMS maturity 
only by using qualitative information which characterizes all qualitative characteristics of 
information. 

Huge QMS information amount and requirements for information quality determine a 
demand of information management. Information management in QMS has to form proper 
information environment where information would be assessed as substantial condition of 
development. Information management should include questions of information culture of 
organization and political solutions of information management.

The proper information culture of organization is required that organization workers, 
working in QMS development, would understand information role in the system. QMS 
implantation  and maintenance form new and unconventional information demands, 
determine bigger amount of information in the organization, and accordingly require all the 
workers to pay more attention with the work with information, require new skills. All 
workers are usually included into quality pursuit in the organization without reference to 
what is the position worker has in the organization. Every employee should be able: identify 
and gather the required information for the system, to document it properly, conduct,  read 
and analyze, process using proper methods, accept decisions based on analysis,  renew 
information of quality management processes systematically, etc. When one does not 
understand the real value and meaning of work with information, it can get a “bureaucracy 
label“. That is why in the organization which develops QMS, it is compulsory to uphold 
there unique values of information organization culture: to improve the perception of 
information and information management value, the perception of information spread‘s 
meaning, pro-activity (to induce the active information search and usage in order to adjust 
to environmental changes), momentality ( to form immediate approach to information which 
allows to make decisions quickly and induce to use it).

When organization starts developing QMS, a huge amount of new information and the 
active usage of information work require proper political solutions of information 
management which include questions of information politics, strategy and IT integration. 
There are information politics principles which should be used by organizations which 
develop quality management systems: 1) information and its quality should be assessed as 
critical QMS maturity factor; 2) the objectives and priorities of information usage should be 
oriented to permanent perfection; 3) information management should be integral QMS part; 
4) every employee should understand information work as a part of his duties and as a 
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guarantee of his perfection; 5) IT should work effectively for QMS urge and should be 
integrated only when optimal integration version is found; 6) investment for information
work should determine the maximum benefit.

Information strategy of organization should create a common information space which 
is required to achieve quality objectives, and regulate this space with the help of integrated 
and flexible information system. System integration should be assessed in two aspects: on 
the levels of hierarchic and quality development period. Integration should be reinforced 
with the help of flexibly used IT.

Scientific literature analysis unfolds that these information factors: information quality 
and information management quality are significant to QMS. Empirical research allows us 
to ascertain the relevance of QMS maturity. 

3. Empirical research: information factors of QMS maturity. In the theoretical part 
there was information factors defined which are important for QMS maturity; a model for 
information factors‘ influence on QMS maturity created; qualitative characteristics which 
are actual for QMS maturity analyses. But theoretical constructs of management always 
should be based on real management practice while doing empirical researches, and 
summarizing results of researches.  That is why the empirical research is presented in this 
work which allows to examine proposition system, created on the theoretical level, in 
practice.

The objective of empirical research is to ascertain if information factors of QMS 
maturity (information quality, information management quality (i.e. the quality of political 
and cultural aspects) and information maturity based on these three factors), identified on 
the basis of theoretical scientific research, influence QMS maturity and if it does then how.

The object of empirical research is information factors of QMS maturity in the 
organization: information quality, information management quality (i.e. quality of political 
and cultural aspects), and information maturity of organization based on these factors.

Tasks of empirical research:
1. to ascertain the development time of organization QMS maturity level.
2. to assess information factors of exploratory organizations: information quality, 

information management quality (i.e. the quality of political and cultural aspects) and 
information maturity of organizations.

3. to ascertain the correlation of QMS maturity and information factors, its nature.
4. to accomplish accumulated and contextual assessment of QMS maturity and 

information factors‘ interaction seeking to plan possibilities of social reality 
development.
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The model of empirical research

Hypothesis of empirical research:

1. Information factors: information quality, information management quality (i.e. 
quality of political and cultural aspects), and information maturity of organization are 
QMS maturity‘s factors.

2. As the quality of information factors is improving, QMS maturity goes to a higher 
maturity transformation‘s level. 

Methods of empirical research. For the empirical research quantitative (questionnaire) 
and qualitative (experts‘ interview) research methods were used. These methods were 
chosen to warrant well-founded QMS maturity and interaction‘s explanation of its 
information factors while matching quantitative and qualitative analysis. In the case of 
quantitative research all organization which develop and improve QMS actively are called 
general congeries.  In Lithuania such systems are acknowledged as certificated and 
developed systems.  During the data gathering (2008 November – December), according to 
Lithuanian standardization department data, there were 853 companies which develop their 
QMS. 576 organizations were examined (error size 0,05 counting on the reliability of 95 
percent). For the qualitative research there were 5 experts selected by objective selection.

Results of empirical research. The research allowed us to ascertain that information 
factors, i.e. information quality, information management quality (set according to 
dimensions of information culture and political solutions of information management) and 
information maturity of organization conditioned by all these dimensions, influence QMS 
maturity. Factors‘ influence on system maturity is this (from strongest to weakest): 1) the 
highest influence on QMS maturity is done by the construct of all information factors –
information maturity of organization; then goes: 2) information culture of organization; 3)
information quality; 4) political solutions of information management. 

The link with information factors and QMS maturity is straight-line, direct. It means 
that as the quality of information factors improves, QMS maturity transforms into higher 
maturity level.

We can forecast the change of QMS maturity level by the change of information 
factors‘ quality. 
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Such prognostication equation is used for prognosis:
QMS maturity=0,942+0,149*x1+0,245*x2+0,252*x3

x1 –political assessment of information management solutions (from 1 – the worst 
until 5 – the best); 
x2 – the assessment of information culture ( from 1 the worst until 5 – the best);
x3 – the assessment of information quality ( from 1 the worst until 5 – the best).

The experiment of this equation unfolded that the development of one information
factor would not allow to warrant transformation of QMS maturity level from correct to a 
higher level even if this developing formative factor is the most meaningful out of all 
information factors which form information maturity of organization. Organization, trying 
to form QMS maturity into higher level, must develop all information factors
systematically: information management (information culture and political solutions of 
information management), and information quality.

Estimated direct influence of information factors to QMS and the experiment of 
prognostication equation prove that the lack of attention to information factors is a barrier 
for the QMS development. 

Empirical research unfolded that in most cases organizations reached the third, so 
called “perception“ QMS maturity level. These results prove the providence based on 
scientific analysis research and named in the theoretical part, that QMS, introduced and 
certificated by ISO 9001 standards‘ requirements, usually reaches the third – “perception“ 
level.

But results of empirical research did not prove the other proposition, mentioned in 
scientific literature, that time to time QMS matures. The analysis of research results showed 
that there is no further correlative dependence between QMS maturity and system 
exploitation term. This allows to state that QMS exploitation term does not determine the 
higher level of system maturity. The higher QMS maturity level is only determined by 
deliberate and purposeful efforts which are missed in investigated organizations.

QMS in Lithuania are improving minimally – to the third maturity level. Systems 
which already reach this level stop to improve and “vegetate”. This is determined by: 1) 
organization objectives in the quality are restricted only by certificate keeping which is kept 
only if developed even by “little steps”, and 2) small customer requirements which do not 
induce organizations to invest into QMS. When QMS reaches the third maturity level, it 
warrants certificate keeping and small customer requirements is sufficient motive not to 
invest more into quality management.

The fact unfolds that organizations are not inclined to invest into QMS and it shows 
that in lots of strong organizations expenditure of quality is not calculated  so it is 
acknowledged as a valuable resource for information work development which helps to set 
the weakest fields of organization work and to find more effective solutions for quality 
problems.

Weak motivation of organization to develop QMS in examined organizations formed 
dual attitude towards information and information work. One attitude is based on general 
context of organization work, and the other is based on QMS development context.

In the first case the attitude towards information and information work is quite good. 
Information maturity is in quite high level (going from third to fourth), what unfolds that 
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substantially organizations understand information and information role in the system of 
organization objectives‘ realization and are able to use them. In organizations dominate 
information culture of high, fourth maturity level (which is higher than maturity level of 
political solutions of information management) and it is the perfect base for information
work realization and information quality security.

In the second case the attitude towards information and information work is usually 
negative. It proves that organizations which develop QMS do not appreciate this system as a 
tool which is created on the basis of information and functioning with the help of 
information which helps to reach for organization objectives more effectively. QMS in 
organizations is understood as documentation solid which is required that system would be 
certified but not that it would warrant work, product quality and the main organization 
objective – profit.

The empirical research and its results‘ analysis allowed to notice problematic aspects 
of analyzed phenomenon context. Organizations which develop QMS substantially 
understand the value of information and information work in processes of organization 
objectives‘ realization but do not indicate that QMS is the instrument which allows to 
identify and use information which is actual for organization objectives‘ realization. It is 
partially a fault of ISO 9001 standard where the main attention is being paid to 
documentation but not to system information and work with it. The same could be said 
about auditors who certificate systems and while certificating them they give priority to 
QMS documents, their existence in the organization. Exaggerative attention to 
documentation perverts the substantial idea of the system – to serve for the realization of 
organization quality objectives. This induces to form a recommendation for employees who 
work according to ISO 9000 standards in development context: standards‘ creators and 
auditors who implement certificated audit should correct accents – QMS according to ISO 
9000 standards should be treated, understood and assessed not as the whole of 
documentation but as a tool based on significant information, required for the realization of 
organization objectives. 

CONCLUSIONS
ISO 9000 standards and the theory of Total quality management allow to state that 

QMS is a collection of elements which function harmoniously so that objectives based on 
quality would be realized in the organization. The system maturity level states the QMS 
quality or QMS suitability to realize organization objectives. When transforming from one 
maturity level into another, QMS incorporates characteristics of higher maturity level and 
gathers new and significant characteristics.

So that QMS could “mature”, it should be always improving. The development which 
warrants system transformation to the higher maturity level as the empirical research 
unfolded should not be imitative but real, deliberate, and purposeful. The development 
which determines apparent effect is firstly possible only by improving QMS maturity 
factors: leadership, attention to employees, information factors, training, suppliers‘ 
management, and strategic planning. 

With the help of scientific analysis there was the variety of information factors‘ 
treatment and interpretation estimated. Either information problems were identified in the 
practical field of QMS development.  These facts allow to conclude that indetermination –
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what information factors capacitate conditions for QMS maturity – determines laden 
identification and coordination in the organization. This proves that integrated aspects of 
QMS development and information work are relevant object for scientific research, and it is 
required to invoke the information and information management theory which allow to 
tackle information work problems effectively.

Information science theory‘s analysis allowed to unfold that information management 
(which includes elements of information culture of organization and political solutions of 
information management) and information quality build the information maturity of 
organization which may be assessed as a particular and complex information potential of 
organization which assists when realizing organization objectives. This conclusion makes a 
proposition that namely these information factors create conditions for QMS maturity and it 
became a further base of this scientific research. 

Accomplished and comprehensive analysis of scientific literature allowed to estimate 
that organizations which seek to achieve a higher level of QMS, must pay enough attention 
to system information quality because information is the power which “turns” the 
development circle all the time in the organization, and without it QMS development and 
passing to a higher maturity level is not possible. This was proved by the results of 
empirical research which unfolded that quality correlates with QMS maturity in the 
information – the development of information quality determines QMS maturity 
transformation to a higher level. 

Because information and its quality influence QMS working and maturity, accordingly 
important is information management and with its help it is possible to warrant information 
quality.
The empirical research unfolded that the quality of information management complex 
(information culture and political solutions of information management) is associated with 
QMS maturity.  It is important to pay attention that information culture of organization has 
bigger influence for QMS maturity than political solutions of information management. 
Higher quality of information management helps to transform QMS maturity to the higher 
maturity level.

The empirical research unfolded that the highest influence for QMS maturity has 
information maturity of organization – the complex of information quality and information 
management which include cultural and political aspects. This fact shows that organizations
which seek to improve their quality management system systematically must take care of 
quality of all information factors. 

The development of one factor can not warrant the expected result. 
Proposed conclusions allow to state that hypotheses of this work are confirmed either 

theoretically or empirically:
� Information factors: information quality, information management quality, and 

information maturity of organization are the whole of QMS maturity factors.
� As the quality of information factors is getting better, QMS maturity also transforms 

to he higher maturity level.
Hypotheses, confirmed by scientific research, may be applied to other fields of the 

organization. It is believed that if the complex of these information factors influences the 
working of QMS then it can also influence other fields of organization.
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1 JOHANNSEN, C. G. Total quality management in a knowledge management perspective. In: 
Journal of Documentation, 2000, vol. 56, no. 1, p. 42–54. ISSN: 0022-0418.
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�+�� �� >	����� �=*+	����� ���� >��+�� –
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�����+���� ���=7��� 
��=7��� ���
	+�� branda nustatoma pasitelkus šias dimensijas: 
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��=7��� ���
	+��� >��	����� ��
���+�� 7	�� 
=���'������� ����
�
��� '5�
atžvilgiu; ���=7���
��=7��� ���
	+��� 7������ ���=7���>��7�	+5��>�	���+��7������ ���=7���
�<����5� �
	�
���+��� ���=7��� *	����+�� 
	���+���� ���=7��� �	���
�
5� >��	�����5� ��
���+���
%	�
����
�7�������*���+��+�
��
��������=7���
��=7���+	
��5�
���=+����
	��=
�+�$�
	������
>���	�5��
�����
�����'����=*��

���
�'��
� � ko�=7��� 
��=7��� ���
	+��� ��7��� �
��7�� ��
��
�$� ���� �	+��� '��� >����*���
Dažniausiai mokslo darbuose minimi ���=7��� 
��=7��� ���
	+�� brandos veiksniai yra: 
�=�	�=�
�$� ��+	�=�� 
��
�
�'�+�$� ��/��+�������� 
	�������$� +��=+��$� 
�	��'5� 
��=7�� ���
strateginis planavima��� !�/��+�������� 
	�������� �
�������	� +����������	� ���7���	�
�>�7�����+�� �	
�	���	��<+�<����� ������� ��/��+���'��� +����5� 
	���'�� �	������ +��=
�$� ����
informaciniai ���=7��� 
��=7��� ���
	+��� 7������� 
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�>��� �	�����������=
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Didelis ���=7��� 
��=7��� ���
	+�� informacijos kiekis ir reikalavimai informacijos 
kokybei lemia informacijos vadybos por	����� !�/��+���'��� 
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��/��+���'���
���+	������
	+�'	������=7���
��=7������
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��5� ���7��
�'5� �	������'�+�� ���*���� ��+	���� ����
�� ���7��� ���
��/��+���'�$� ���'5� <��� ���7�� �*����5�� ¤� ���=7��� ��	��+�� 
	����� �rganizacijoje paprastai 
�
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=
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�����
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����+�������� +	
����$� >���+
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informacijos ir informacijos vadybos� 
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��� ��
���+�$� ��
	��=
���� ��/��+���'��� ���������
�	��<+��� ��
���+�$� >����
=
�+�� ����
��
�� ��
=
��� ��/��+���'��� >��	<��� ��� >������'�+��
>����
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���+�� ���
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���� >��	�*�� >��	�
��/��+���'��$��	����������*�	�tai priimti sprendimus, ir skatinti ja naudotis).
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echnologijas. 
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�	'�� ��/��+�������� 
	���������
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����� ���=7��� 
��=7��� ���
	+��� 7������� �
��7�� *���
����� �	������ ���
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empirinis tyrimas. 

5.	�!/� ����	'* �!���	���� !�"�����	���*+��	���*+��	���'$!��	+ �����	�$�������.	
�	�����'	� ���7�� ���='	� 7�
�� ���
�
=
�� ���=7��� 
��=7��� ���
	+��� 7������� �	��<+��*��
��/��+�������� 
	��������� �����=
��� ��/��+�����5� 
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	+���
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Empirinio tyrimo tikslas yra nustatyti, ar teorinio mokslinio tyrimo pagrindu nustatyti 
���=7��� 
adybos sistemos� 7������� ��/��+�������� 
	�������� ���/��+���'��� ���=7�$�
��/��+���'��� 
��=7��� ���=7�� �
�� =�� >���
����� ��� ���
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	����� ���=7��� 
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veikia, tai kaip.

Empirinio tyrimo objektas�=�����*�������'��� ��/��+�����������=7���
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Empirinio tyrimo uždaviniai:
1. ���
�
=
�� ���=7��� 
��=7��� ���
	+5� 
=�
=+�� 
���+�� ��� 7������� �=*+	��

organizacijose.
2. ¤
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����+5� ��*�������'5� ��/��+�������� 
	��������� ��/��+���'��� ���=7�$�
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=
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4. �
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�� 7	����'�� ���
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���� ���=7��� 
��=7��� ���
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Empirinio tyrimo modelis
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�
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Empirinio tyrimo rezultatai. Tyrimas leido nustatyti, kad informaciniai veiksniai: 
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��/��+������ ��*�������'��� 7������� 
���� �	���� ?) ��/��+������ ��*�������'��� ���
���; 3)
��/��+���'������=7�; 4) politiniai informacijos vadybos sprendimai. 
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KVS branda =0,942+0,149*x1+0,245*x2+0,252*x3, kur:
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