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Abstract

The article structures the theoretical and practical
aspects of strategic quality management in the public sec-
tor by presenting three quality management models and
describing quality assessment criteria. It introduces a cus-
tomer-oriented strategic quality management model of sup-
plying the region of Klaipeda (Lithuania) with electric po-
wer and a revised project preparation and implementation
process diagram. The main priority of the strategic mana-
gement of the electric power supply projects — orientation
towards the consumer — is substantiated.
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Introduction

The relevance and the main issues of the re-
search. The concept of quality and its management
methods is a traditional sphere of management scien-
ce (Reeves, Bednar, 1994). In European countries mo-
dernisation of the public sector is carried out by apply-
ing the latest and the most progressive models of ma-
nagement, the new public management among them
(Zidonis, Rudnickas, 2005). In the 1980s, most West
European countries arrived at a conclusion that tra-
ditional centralised hierarchical management is inef-
ficient, consuming a lot of resources and unable to
transform itself, to adapt to modern society and ser-
vice based public administration (Donnelly, Wisniew-
sky, Dalrymple, Curry, 1995). A systematic review of
the legal acts that are being amended in Lithuania at
the moment shows that a normative base is being cre-
ated for the entire public sector, which can be an ap-
propriate legal basis for implementing the new public
administration principles (Vanagas, 2006).

A number of Lithuanian and foreign authors
have analysed theoretical aspects of strategic quality
management. Parasuraman, Zeithaml, Berry (1985),
Garvin (1988), Juran, Gryna (1993), and Zairi (2002)
have examined the development of quality manage-
ment. Other important quality management issues ha-
ve been extensively investigated by Dumas (1989),
Lampert (2002), and Nave (2002). Kaplan and Nor-
ton (1992, 1996, 2004) have created and developed
the model of the balanced scorecard system. Kotler,
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Armstrong, Saunders, and Wong (2003) have analy-
sed the quality assessment criteria. Colin and Vangel-
der (1998) have emphasised the customers’ expecta-
tions as an essential indicator of the quality of servi-
ces.

Changes in the global electricity market have
been dissertated by Samotyj, Dollen, Hove (2002),
Yeager, Gehl, and Barker (2004). Approximately in
2000, the restructuring of the Lithuanian electricity
sector was started: a monopoly in this sphere was re-
placed by the system of a few companies. Under the
conditions of the monopoly, the issues of the servi-
ce quality management were not essential; however,
after the restructuring these questions became impor-
tant and urgent, because the quality of activities of
separate companies was not identical. Bureaucratic
barriers are the cause of numerous complaints on the
part of consumers in Lithuania. A deficient, protrac-
ted process of preparing and carrying out projects to
supply the inhabitants with electric power has beco-
me a major problem of service quality on the Lithua-
nian energy market. Besides, not a single quality ma-
nagement model has been carried out on this market;
that is why one can judge about the quality of servi-
ces exclusively on the basis of the responses of the
users, experts and actual documents on the process
of activities.

The scientific novelty of the present paper is
an analysis of the service quality management in sup-
plying Klaipeda region with electric power in a conc-
rete private company UAB “Ispro”. On the basis of
expert attitudes and documentary information, a cus-
tomer-oriented strategic quality management model
of project preparation and implementation was deve-
loped. A diagram of the course of the preparation and
implementation of the customer-oriented electric po-
wer supply project in Klaipeda region was substan-
tiated.

The research problem can be defined by the
following problem questions: what theoretical quali-
ty management models could be recommended for
the improvement of the quality of services on the



electric power market? What strategic quality mana-
gement development opportunities could be substan-
tiated in the system of electric power supply for Klai-
peda region on the basis of expert evaluations and do-
cument analysis?

The research subject is service quality mana-
gement in supplying Klaipeda region with electric po-
wer.

The research aim is to formulate and valida-
te the strategic service quality management model of
supply of electricity in Klaipeda region and a revie-
wed diagram of the process of project preparation.

The research methods. The following met-
hods were employed in the present research: analysis
of the research literature, summarising and systemi-
sation; document analysis; analysis and synthesis of
original and secondary information sources; research
methods of comparison, logical and graphic simula-
tion. In order to identify the key ways to improve qu-
ality management in supplying Klaipeda region with
electric power and project preparation and implemen-
tation development opportunities, a qualitative rese-
arch into the expert attitudes and documents of the ac-
tivities was carried out.

The theoretical part of the research deals with
general issues of the quality management processes
in the public sector and analyses three quality mana-
gement models implemented in the global quality ma-
nagement practice. The empirical part examines the
process of preparation and implementation of 194
projects of electric power supply in Klaipeda region
and performs document analysis of the private compa-
ny UAB “Ispro”. On the basis of the analysis of the
theoretical strategic quality management models in
the public sector, the analysis of the process of prepa-
ration and implementation of electric power supply

projects in Klaipeda region and 13 experts’ attitudes,
a strategic quality management model of supplying
Klaipeda region with electric power as well as a re-
viewed diagram of the process of preparation of elec-
tric power supply projects were developed and vali-
dated.

Theoretical strategic quality management as-
pects in the public sector

Quality management in the public sector.
The strategic aim, defined in the Public Administra-
tion Development Strategy until Year 2010, is to im-
prove the quality of public services. The means of im-
plementation of the strategy foresee the introduction
of quality management methods into the institutions
of public administration, their monitoring, applica-
tion of the Common Assessment Framework (CAF),
dissemination of the examples of positive experien-
ces in the public sector, preparation of complex trai-
ning programmes. Present legal acts in Lithuania do
not foresee a compulsory introduction of quality ma-
nagement methods, institutions of public administra-
tion have the right to choose, while the CAF is only
recommended.

Since 1960, with a wider understanding of qua-
lity, assessment of the results, quality audits and stan-
dards have been applied (Parasuraman, Zeithaml,
Berry, 1985). Quality control has become not only
the evaluation of products or services, but also the as-
sessment of processes, human resources, links with
environment, society, interested groups and environ-
mental standards (Juran, Gryna, 1993). To measure
quality, some complex models encompassing the de-
velopment of all the aspects of activities have been ap-
plied (see Table 1).

Table 1

Development of Quality Initiatives

Critical success factors

1960-1970 1970-1980 1980-1990 1990 until now
Product testing Quality assurance pro- | Quality guides. Process guides. |Customer satisfaction. Strategic plan-
Statistics grams Software-aided quality assuran- |ning. Human resources and change
Recording of com- | Process description and | ce. Assigning responsibility for |management. Process development.
plaints classification quality to all the employees. Impact on the society. Prizes for qua-
Quality assurance stan- | Quality Assurance Standards lity. Activity measuring.
dards ISO 9000
Quality control Quality assurance Quality management General quality management

Source: Zairi, 2002; Garvin, 1988

Common Assessment Framework. Europe-
an Foundation for Quality Management (EFQM) was
founded in 1988. The main aim of the foundation is
by strengthening the role of management in quality
strategies to create and provide conditions for the
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consolidation of the position of European industries
(EFQM publications, 2010). In order to achieve the
aims and objectives, EFQM has developed a business
perfection model in which an organisation is evalua-
ted according to 9 criteria. On the basis of this model



and on request of the Council of Ministers of the EU,
the Innovative Public Service Group (IPSG) has deve-
loped the Common Assessment Framework (hereinaf-
ter referred to as CAF) (CAF — Common Assessment
Framework, 2010), introduced for the first time in Lis-
bon in 2000. The Lithuanian version of CAF was de-
signed in 2005 and reviewed in 2006 (Common As-
sessment Framework, 2006).

The management criterion is employed to as-
sess the behaviour of all the managers of an organi-
sation in leading the organisation to the global qua-
lity. The human criterion evaluates how the organi-
sation uses the potential of its entire staff. The strate-
gy criterion helps to answer the following questions:
are the policy and strategy regularly updated, what
are the internal and external links of policy and strate-
gy, how much is built upon policy and strategy while
making business plans, are the policy and strategy ba-
sed on appropriate and exhaustive information, how
much policy and strategy of an organisation are based
on the conception of global quality. The process crite-
rion encompasses the evaluation of the level of mana-
gement inside an organisation creating the whole sur-
plus value by analysing how processes are described
and, if there is a need, amended in order to ensure the
development of the activities. The five above-mentio-
ned criteria are meant to examine the level of the im-
plementation of the global quality management.

The outcomes criteria (human outcomes, cli-
ent outcomes, society outcomes, main activities out-
comes) help to evaluate the results achieved by an or-
ganisation and the improvement of these results in im-
plementing the global quality management. The hu-
man outcomes criterion analyses extra measures con-
nected with the improvement of staff satisfaction; it is
established how the employees conceive, accept and
evaluate the organisation. The client outcomes crite-
rion assesses extra tools connected with the improve-
ment of the organisation users’ satisfaction; it shows
how customers conceive services, products and the re-
lationship of the organisation with them. The society
outcomes criterion examines extra tools to improve
the impact of the organisation on the society and es-
tablishes how the community of the organisation un-
derstands the impact of their organisation on the so-
ciety. The main outcomes of activities are assessed
in accordance with the results achieved by an organi-
sation in comparison with the planned targets, also in
meeting the needs and expectations of every person.
The indicator “Innovations and Learning” shows that
innovations and creativity improve the activity outco-
mes (Slatkeviciene, Vanagas, 2001).

CAF is a simple method, easily applied by pub-
lic service organisations to assess their own activi-
ties, producing evidence-based assessment according
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to the criteria recognised in the entire public sector
of Europe. It can be used periodically as a means of
progress assessment. It shows the links between the
aims, strategies and processes, helps to develop the
spheres that have to be changed most, provides oppor-
tunities for the dissemination of good experiences,
involves staff members into the process of improve-
ment of the activities of an organisation, allows estab-
lishing the level of progress and achievements.

Balanced Scorecard model. The Balanced
Scorecard is one of the most popular methodologies,
encompassing not only measurements but also satis-
faction, processes and growth. It is based on the as-
sumption that measurements motivate (Zukauskas,
Juozaityte, Valiukeviciute, Lauzackas, Obeleniene,
2008).

The Balanced Scorecard system was created in
the USA in 1992 by Robert S. Kaplan and David P.
Norton (American Society for Quality, 1999). This
measurement system is integrated with a manage-
ment system (Epstein, Manzoni, 1997). On the basis
of the methodology of the Balanced Scorecard, the in-
dicators of a company are divided into 4 groups: 1) Fi-
nancial indicators group, which has to answer the qu-
estion of how useful it is to invest in the activities of
an organisation. 2) Customer indicators group. The
most important things for the customers are time, per-
formance, service quality and price indicators. Custo-
mer needs are considered the main indicators of the
future activities of an organisation. 3) Process impro-
vement indicators that have to help in establishing
the main processes of the activities and to form me-
ans of measurement to show whether these processes
are properly implemented. These instruments help to
concentrate attention on the internal processes, which
have a major impact on the customer satisfaction and
are necessary in order to excel competitors and be
competitive in the branch of activities. 4) Human re-
sources development group, which has to answer the
question of what knowledge, competences, and tech-
nologies can be employed to implement one’s advan-
tages (Kaplan, Norton, 1992).

Having brought the indicators into four groups,
a map of indicators is compiled, which allows estab-
lishing causal relationships among the indicators.
Kaplan and Norton (1996, 2004) included into their
strategic management instrumentation drawing strate-
gic maps and the system of balanced scorecards; they
emphasised the importance of establishing the com-
mon relationship among the activity measurement to-
ols in the process of strategic management. They re-
cognised that modern managers understand the im-
portance of strategic management and the influence
of the indicators on the activity outcomes; however,
“they seldom think of the activity indicators as the



key part of their strategy”. The strategic indicators
map is transferred to the software which in its turn
produces the necessary information from the informa-
tion systems of the company. On the basis of the map
of efficiency indicators, finances of the company are
distributed and functions as well as responsibilities of
the employees are set (Ambras, Tamosiunas, 2010).
ISO 9000 quality standards. ISO 9000 is a
family of standards of the International Standardisa-
tion Organisation quality management systems. The

implementation of the management system directly
involves the structure of the organisation, duties and
authorisations, organisation of work. The system opti-
mises the processes and orders. The management of
the organisation is performed according to the func-
tional division of labour when decisions are made on-
ly by the higher level managers (Zilioniene, 2004).
The standards are prepared according to the model of
the quality management system shown in Fig. 1.

Constant improvement of the QMS |

4
v Management
D R e o .
duties
Interested
parties
Interested
parties Satisfacti
Sources Measurement, on
management analysis
improvement
)
Require
ments
( Product realisation Product
Input Output
Notations: ——— Value creating actions ~ ~—-------- » Information flow

Fig. 1. Process-based quality management system model.
Source: LST EN ISO 9001: 2001. Documents.

Eight quality management principles define
the basics and efficiency of the activities of the qu-
ality management systems ISO 9000:2005 and ISO
9004:2000 (Principle 1: Customer focus, 2010): 1)
Customer orientation. The main advantages: greater
loyalty of customers, increasing income and market.
2) Leadership. Leaders set purposeful aims and lead
an organisation in a coordinated manner. 3) Staff par-
ticipation. All employees participate in the develop-
ment of activities of an organisation. Organizations
depend on their customers and therefore should un-
derstand current and future customer needs, should
meet customer requirements and strive to exceed cus-
tomer expectations 4) Process attitudes. Results are
achieved in a more efficient way when activities and
resources are managed as a process. 5) Systemic atti-
tudes towards management. To establish, understand
and manage the system of interrelated processes. 6)
Constant improvement. Constant improvement of the
outcomes of activities is a permanent concern of an
organisation. 7) Actual attitudes towards solution ma-
king. Solutions are based on the data analyses and in-
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formation. 8) Mutually beneficial relationships with
suppliers. Organisation and its suppliers strengthen
the jointly created value.

The main advantages of the series of ISO 9000
standards: quality management systems introduce or-
der into operations by eliminating unnecessary or dup-
licate activities, by ensuring the repetitiveness of the
procedures; a clear distribution of competences and
responsibilities, by providing conditions for the new
employees to adjust quickly; they generate higher ef-
ficiency: the resources are used more efficiently, pro-
ductivity increases, the quality of goods and services
goes up; the image improves, the trust of customers
and investors rises and the competitiveness of an or-
ganisation and its subsidiaries augments. In 2001, a
new standard, ISO 9001:2000, came into effect. It is
more adapted to the services organisations, municipa-
lity administration. It requires organisations to cons-
tantly perform process analyses and develop their ac-
tivity processes (Lampert, 2002).

Quality management. According to the ISO
9000:2001 standard, quality management is part of



the general quality management focussed on the im-
plementation of requirements for quality. In accordan-
ce with Article 10 of the Law on Public Administra-
tion of the Republic of Lithuania, the ways of public
administration quality management are planning and
organising the subject’s activities and controlling the
internal administration. Quality management could
be described as processes implemented with the aim
of following the set out quality requirements (Dumas,
1989). The most important thing in the quality mana-
gement process is correct measurement, because it is
only after things have been measured that they can
be compared, assessed, and proper correction actions
can be applied (Nave, 2002). Measurement requires

tools and instruments, which would provide informa-
tion in measurement units, i.e. sensors. The sensors
of quality management objects are usually data bases
and data systems (Kaziliunas, 2006).

Quality management criteria. It is difficult
to define or measure quality in the sphere of services.
According to Kotler, Armstrong, Saunders and Wong
(2003), it is difficult to establish certain quantity stan-
dards or points of reference on the basis of which it
would be possible to assess the service provision pro-
cess or its outcomes. Table 2 presents service quality
assessment criteria, with reliability, communicability
predominating.

Table 2

Service quality assessment criteria

Author(s)

Criteria

B. Thomasson
tence, responsibility (6)

Honesty, reliability, accessibility and readiness to help, attitudes towards the customer, compe-

Ch. Gronroos

Professionalism and skills, attitudes and behaviour, accessibility and flexibility, reliability, com-
pensation, reputation and honesty (6)

R. Zemke, Care and interest, immediacy and flexibility, correction of mistakes, ability to solve problems
C. Albrecht 4)

J. Reynoso, Attentiveness, communicability and flexibility, confidentiality and reliability, expedition and

B. Moores flexibility, helpfulness, professionalism (6)

R. Johnston, Attentiveness, communicability and integrity, safety and reliability, reaction, accessibility, help-
R. Silvestro fulness, friendliness, competence, dutifulness (9)

D. Gilbert, Keeping the deadlines and reliability, reaction and readiness to help, suitability and functionali-

S. Vandermerwe

ty 3)

K. Evans, M. Bitners

Flexibility and immediacy, correction of mistakes, applicability and functionality (3)

L. Berry,
A. Parasuraman

Knowing the customer, communicability, reliability, safety, reaction and accessibility, helpful-
ness, competence, trust, perceptibility and functionality (9)

Compiled by the authors with reference to Simanauskiene, 2007

Public services and customer satisfaction
A review of the experiences of measuring cus-
tomer satisfaction in a few EU countries shows that
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the development of the system of customer service
is linked with the fluctuation cycle of services (see

Fig. 2).
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Fig. 2. Fluctuation cycle of customer servicing

Source: compiled by the authors with reference to Promoting Customer Satisfaction ..., 2010
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In the UK there exists the so-called Custo-
mer Service Excellence Standard. It is meant to exa-
mine the most important spheres of public services
among the customers with a focus on the factors ha-
ving the greatest influence on the customer satisfac-
tion: the speed of providing the service, information,
professionalism, friendly attitudes of the staff. One
of the most important regulations of the standard is
customer-oriented provision of services in an approp-
riate way and measuring the outcomes. Institutions
wishing to start applying this standard first of all ha-
ve to meet certain criteria, to perform an audit, and
to prove the correspondence of the institution to the
set requirements. Then they can be certified by licen-
sed institutions (Promoting Customer Satisfaction ...,
2010).

The main aspects of choosing the criteria to es-
tablish the quality of services are as follows: quality
criteria have to be comprehensive, so that they reve-
al various aspects of perception of quality; they have
to be universal enough and valid for many services;
they have to be independent and not to repeat each ot-
her; they have to be homogeneous and unambiguous
and the number of quality criteria should be optimal.

On 30" June 2009, Decree No. IV-339 of the
Ministry of Internal Affairs of the Republic of Lithu-
ania approved a methodology of calculation of the in-
dex of satisfaction of the users of public services. Cus-
tomer satisfaction measurements so far have not been
widely used as a means of improvement of efficien-
cy of activities. Orientation towards the users, measu-
ring the quality of services they receive and their sa-
tisfaction should become an important part of the acti-
vities of public sector organisations (Gudelis, 2007).
Customer satisfaction, which for a long time has been
important only to the private sector determining to a
large extent the success of its activities, with the chan-
ge in the structure and the needs of the society has
also become important to the public sector (Monito-
ring the Implementation of Quality Management Met-
hods in Institutions of Public Administration, 2008).
Customer satisfaction is associated with experiences
in receiving services and shows how the service cor-
responds to the customers’ expectations and needs.
Customer expectations can be used as a measure for
comparison: customers’ experience is compared with
their expectations; this way an awareness of the quali-
ty of the service is formed (Colin, Vangelder, 1998).

Every customer is guided by his/her own pre-
vious experience or that of the social environment
about what the service should or could be like. The
discrepancy between the customer’s expectations and
received service can be measured by using qualitati-
ve research methods: by including special user seg-
ments into “focus groups” (“a secret buyer” or “a sec-
ret customer”), by carrying out deep interviews. The
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importance and the use of research aimed at finding
out customers’ expectations have to be clearly defi-
ned; it has also to be known how the outcomes of the
research will be used (Methodology of Calculating
Satisfaction Index ..., 2010).

The development of strategic quality manage-
ment in the supply of electricity in Klaipeda
region

Strategic quality management in municipa-
lities of Klaipeda region. On the basis of the objecti-
ve of the Public Administration Development Strate-
gy until Year 2010 “To improve the quality of public
services”, Klaipeda region municipalities are trying
to integrate quality management into the public ad-
ministration activities, to set quality standards. Strate-
gic plans of municipalities foresee the development
of the quality of servicing as an essential condition
for the coherent development of the regions (Tamo-
siunas, 2009). This indicator is emphasised by the
EU regional policy documents (Nauseda, Tamosiu-
nas, 2009).

In 2008, Klaipeda City Municipality performed
self-assessment of their activities according to the
CAF model. This method has been chosen among the
others due to a number of reasons: it is easy to use, it
does not require great financial expenditure, it provi-
des an opportunity to compare the outcomes with tho-
se of other organisations, it allows evaluating the re-
adiness of an organisation to implement a more com-
plex quality management models (e.g., ISO 9000);
the staffis included in the self-assessment. Self-asses-
sment showed other advantages of the CAF method:
it is possible to compare the municipality administ-
ration with the other organisations; it helps in deci-
ding which spheres of management should be impro-
ved first; it offers an opportunity to look at an organi-
sation from the customer’s point-of-view; it allows
understanding whether Klaipeda City Municipality is
ready for changes (Common Assessment Framework
and other ..., 2008).

In summary it could be said that strategic qua-
lity management exists in Klaipeda region municipa-
lities. Although it is only Klaipeda City Municipali-
ty that used the CAF model, in the rest of the munici-
palities of the region quality initiatives are implemen-
ted and the introduction of quality methods is forese-
en. However, there are no periodically performed sur-
veys of customer satisfaction with services provided,
the development of electronic services is slow, and
the system of “one-stop shop” is functioning only in
part or is still being installed.

Restructuring of the electricity market. The
reforms on the European and global electricity mar-
ket started in the 1970s (Yeager, Gehl, Barker, 2004).
The UK and Norway are considered to be the pione-



ers of the process. Lithuania was the first among the
Baltic States, Russia and Byelorussia to start reforms
in the electric power sector (Electric Power Market in
Lithuania in 2000-2007, 2008). Modernisation of the
electricity system and application of electronic tech-
nologies had a major impact on the reforms (Samo-
tyj, Dollen, Hove, 2002).

Lithuanian electricity market has undergone
dynamic transformations. Up until 2000, electrici-
ty was sold by a single state company 4B “Lietuvos
energija”. In 2000, the restructuring of the electric
power sector started. It was essentially influenced by
the European Commission regulation which has be-
en applied to all EU member-states. The implementa-
tion of the EU requirements allowed for the more ef-
ficient activities of the Lithuanian electric power sec-
tor. Liberalisation of the Lithuanian electric power
sector resulted in the presence of users of electricity,
producers of electricity, market operator, transfer sys-
tems and operators of distribution networks, public
and independent suppliers. Privatisation of the Lithua-
nian electric power sector has essentially changed its
financing and employment of the EU support opportu-
nities (Tamosiunas, Lukosius, 2009).

The methodology of supply of electric po-
wer in Klaipeda region. In order to identify the main
causes of the inefficient preparation of the main docu-
ment of electric power projects — an inventory of spe-
cifications of designing a building — a document ana-
lysis of a private company UAB “Ispro” was carried
out. The period of the analysed documents is between
2007 and 2009. UAB “Ispro” is engaged in two acti-
vities in the electric power sector: consultancy and de-

signing electric networks. The company was establis-
hed in August 2007. Although designing is going on
all over the country, most projects have been prepa-
red in Klaipeda region. 194 technical projects of con-
necting electric power to the distribution network of
the operator have been finished.

In order to obtain objective information, an ex-
pert survey was carried out: 13 experts, specialists
from Klaipeda region municipalities and electric po-
wer companies, were interviewed. While examining
the process of preparation and implementation of elec-
tric power supply projects, a participatory research in
Klaipeda region was carried out: 13 sessions of the
Standing Construction Committee (SCC) were atten-
ded. The research was aimed at controlling and ob-
serving the entire planning process, while the analy-
sis of implementing good practices allowed systema-
tising and designing a comprehensive model of the
designing process.

Common strategic model of management of
quality of supply of electric power in Klaipeda re-
gion. The analysis of theoretical models of quality
management in public sector, the analysis of actual si-
tuation of preparing and implementing 194 electrici-
ty supply projects, the issue of an inventory of design
specifications (hereinafter referred to as IDS), an im-
pact of other institutions on the issuing of IDS and ex-
pert attitudes reveal the main priority of strategic qua-
lity management of electric power supply project pre-
paration and implementation — orientation towards
the customer. To implement the priority, the strategic
aims and means, presented in Fig. 3, are possible:

Strategic planning Strategy implementation

Aims: Strategy: Means S

) To develop the A customer- ) To introduce quality management methods. To prepare a T
internal needs- system stimulating motivation of the staff. To create a R
administration of oriented methodology of issuing technical specifications of IDS. To A
the departments public optimise the process of issuing IDS. T
of architecture IN administrati | Ly 2) “One-stop shop” for the whole process of electric energy | Ly E
and urbanisation; on system supply project preparation and implementation, and not for G
2) To develop a providing the separate stages (issuing IDS, submission of a building Y
service system better permit).
based on the services 3) To develop the accessibility and quality of public and C
principle of “one- Main administrative services for individuals and businesses by o
stop shop™; priority: employing information and communication technologies. To N
3) To stimulate Orientation unite all institutions having an impact on the issue of the T
and ensure to the IDS. R
transparency of consumer 4) The analysis of the outcomes of the survey on customer o
public services; satisfaction. Seminars on the quality improvement issues. L
4) Continuous Plan of actions to improve quality. Plan of actions to
improvement of implement quality methods. Development of SCC
activities regulations.

) ) |

Fig. 3. Strategic quality management model of supply of electricity in Klaipeda region
Source: compiled by the authors
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Having determined to carry out an electricity
supply project, a client is totally dependent on the lo-
cal municipal institutions. In spite of the existence
of various laws and regulations, setting the limits for
the deadlines of issuing an inventory of design specifi-
cations and building permits, an efficient and expedi-
tious preparation of documents necessary for the pro-
jects is not ensured leaving the door widely open for
corruption.

An analysis of expert attitudes and informa-
tion of SCC meetings. In the opinion of the 13 Klai-
peda region municipality experts, having in mind the
fact that a client, who wishes to install electricity in
his farm or to increase the electric power, consults of-
ten an operator of the distribution network, it is logi-
cal to fill out applications for the issue of IDS directly
at the operator’s organisation. Not all the municipali-
ty employees have technical knowledge to advise the
client on how to act in a concrete situation. Experts al-
so suggest paying attention to the fact the builders of
the new electric equipment in all cases are the opera-
tor of the distribution network.

In the opinion of the experts of the joint stock
company AB “Vakary skirstomieji tinklai” (hereinaf-
ter referred to as VST), filling out applications direc-
tly at the VST departments instead of municipalities
should not cause a problem. Whether the client wants
only a consultation or some additional information, s/
he is given time and attention. In the opinion of one
of the executives of Klaipeda region VST (an expert),
laws regulating the issue of technical specifications
should be changed (The Law on Construction, Tech-
nical Regulations of Construction, etc.).

An expert from Klaipeda City Municipality do-
es not agree with the idea of filling out applications at
the operator’s departments. According to this expert,
the builder of all the new electric facilities to connect
to the operator’s network in all cases is VST (in spite
of the fact that the client covers about 20% of the es-
timated costs of the project). A building permit is is-
sued to the company VST, electricity supply projects
are submitted to the SCC and defended by VST. VST
participates in all the meetings of the SCC of Klai-
peda region municipalities. The expert from Klaipe-
da City Municipality sees a conflict of interests he-
re (both the builder and the member of the commis-
sion are the same company VST), that is why he sug-
gests adjusting the SCC regulations and other related
documents. In the opinion of VST experts, in order
to avoid unnecessary doubts, a VST representative
could do without signing SCC meeting minutes, be-
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cause electricity supply projects are coordinated befo-
re the SCC meetings. However, such cases should be
foreseen in the SCC regulations.

VST experts suggest addressing another ur-
gent problem: the requirement of the municipalities
to supply servitude agreements together with the ap-
plication for the building permit. According to them,
before the project has been defended at the meeting
of'the SCC, itis not advisable to demand servitude ag-
reements. The client suffers in any case, because eve-
ry alteration of the project is assessed both in terms
of time and expenditure.

The analysis of the actual situation of the prepa-
ration and implementation of 194 electricity supply
projects reveals the reasons of the lag of the main do-
cument regulating the preparation of electricity sup-
ply projects (the issue of IDS). According to the ex-
perts from municipalities (with the exception of Klai-
peda City Municipality expert), it is impossible to pre-
pare an IDS within 20 working days, because other
institutions do not supply technical specifications in
time. Although these institutions most often present
typical requirements, the specifications are not sub-
mitted to the municipality in time. The problem could
be solved by an IDS issuance methodology, approved
by the municipality, which would contain templates
of typical specifications of other institutions and op-
portunities to evaluate separate more complex cases.

In the opinion of VST experts, the situation
could be changed by the information system “Infos-
tatyba” (hereinafter referred to as IS), on condition
that it functions well. Institutions could do distance
provision of technical specifications and could obser-
ve the course of the issued specifications. The muni-
cipality experts argue that IS functions very well in-
side the municipalities, but it is not connected to ot-
her institutions. That is why in some municipalities,
although application for the IDS and building permit
can be submitted electronically, they also request the
paper version of the documents. Thus the work is do-
ne twice: information is entered onto the IS “Infosta-
tyba”, but the documents are also scanned and sent to
other institutions.

On the basis of the results of the analysis of the
194 projects, of suggestions and recommendations of
the 13 experts, as well as of information collected
during the 13 meetings of the SCC, an optimal pro-
cess of customer-oriented electric power supply pro-
ject preparation and implementation is presented in
Fig. 4. It allows developing strategic quality manage-
ment of electric power supply of Klaipeda region.
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Fig. 4. Suggested diagram of electricity supply project preparation and implementation process
Source: compiled by the authors

According to Article 14 Information Provision
Deadlines of the Law of the Republic of Lithuania
On the Right to Receive Information from State and
Municipal Institutions and Organisations No. VIII-
1524 of the 11" January 2000, information has to be
provided within 20 working days from the receiving
of an application by an institution. In Klaipeda re-
gion, with the exception of Klaipeda City Municipali-
ty, this law is not observed. Municipalities often issu-
ed IDS within 30-40 working days, while in separate
cases this was done in 73 or 89 working days. Since
2008, institutions submit technical specifications mo-
re promptly, that is why in 2009 municipalities produ-
ced IDS faster.

The main reasons for the lengthy process of is-
suing IDS are as follows: not all the necessary docu-
ments are submitted; inefficient information system
“Infostatyba” (the common database is not connec-
ted with other institutions); technical design specifi-
cations are not received from other institutions in ti-
me; lack of professionals and their substantial wor-
kload. Between 2007 and 2009, in Klaipeda region a
building permit was issued on average within 90 wor-
king days. Application of the customer-oriented elec-
tricity supply project preparation and implementation
processes suggested in Fig. 4 would ensure that the
customer gets the building permit within 47 working
days.
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Conclusions

The activities of the organisations of the pub-
lic sector have to be purposefully managed. Strategic
quality management is important in striving for effi-
ciency of activities and purposeful achievement of
aims. Although quality management models and met-
hods started to be applied relatively not long ago, mo-
dernisation of management of Lithuanian public sec-
tor has been noticed. Introduction of quality manage-
ment methods is not obligatory for the institutions of
public administration; however, the Ministry of the
Interior of the Republic of Lithuania recommended
CAF model as one of the most efficient means of im-
proving the quality of activities and results. The Stra-
tegy of Development of Public Administration until
Year 2010 defines the strategic aim to improve the qu-
ality of public services. The satisfaction of the users
of public services, which for a long time has been im-
portant only for the private sector and viewed as one
of the most important factors determining its success,
with the change in the needs of the society also beco-
mes important for the public sector. Orientation to the
customer demanding high quality is one of the most
important parts of the process of improvement of the
quality of provided services.

5 Klaipeda region municipalities are trying to
integrate quality management in the public administ-
ration activities, to set quality standards, to evaluate



them and to share good experiences with other EU
countries. Strategic plans of municipalities foresee
the development of servicing inhabitants. However,
there is no concrete strategic quality management in
supplying them with electricity. Quality initiatives
and methods are applied in the entire municipality,
and not in its separate departments or in separate func-
tions (Klaipeda City Municipality uses the CAF). Ho-
wever, there is no periodically carried out research in-
to customer satisfaction with the provided services,
the development of electronic services is slow, and
the system of “one-stop shop” functions only in part
or is being introduced (with the exception of Klaipe-
da City Municipality, where the system was introdu-
ced in 2006). Information system “Infostatyba” is al-
so applied only in part.

In evaluating with the research outcomes the
strategic quality management of the electricity sup-
ply project preparation and implementation, it is ob-
vious that application of the quality methods, setting
the quality standards would help not only to improve
the quality of the provided services but also would im-
prove the image of the municipality. Although quali-
ty management system CAF and the system of “one-
stop shop” are not directly applied in electricity sup-
ply project preparation and implementation, the ad-
vantages of the CAF are felt in this sphere, too. The
actual situation having been assessed, the critical fac-
tors having been identified and the activities of the
municipality having been looked at from the custo-
mer’s point-of-view, it is easier to work with the un-
derstanding that the main aim is to work in the way
that makes the customer happy with the provided ser-
vices. As a VST company expert noticed, it is only
Klaipeda City Municipality that asks to speed up the
issuance of the technical design specifications, while
VST has to prepare all the necessary documentation
within 10 working days.

The research outcomes confirmed that the
main priority of the electricity supply project strate-
gic management is orientation to the customer. To im-
plement this priority, the following 3 strategic aims
are possible: the development of internal administra-
tion of the departments of architecture and urbanisa-
tion of municipalities, the development of servicing
system based on the principle of “one-stop shop”, the
ensuring of transparency of public services and conti-
nuous improvement of activities.

In summary it can be said that with the imple-
mentation of the process of project preparation and
implementation as suggested in the diagram (Fig. 4),
with the application of the strategic quality manage-
ment model to the process of supplying electric po-
wer, shown in Fig. 3, with the departments of archi-
tecture and urbanisation of Klaipeda region munici-
palities being more responsible and careful in respect
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of the clients in implementing the requirements of
the valid legal acts regarding the issuance of IDS and
building permits, with the increased efficiency of the
system of “one-stop shop” in respect of the process
of electric power supply project preparation and im-
plementation, with efficient functioning of the infor-
mation system “Infostatyba”, essential positive chan-
ges in the quality and strategic management of prepa-
ration and implementation of projects to supply elec-
tric power can be achieved.
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Strateginis paslaugy kokybés vieSajame sektoriuje valdymas: Klaipédos regiono apriipinimo elektros energija

atvejis
Santrauka

Tyrimo aktualumas ir problematika. Europos Sa-
lyse pastebimas vieSojo sektoriaus modernizavimas, pri-
taikant naujausius, pazangiausius vadybos modelius, tarp
ju— ir naujosios vieSosios vadybos (Zidonis, Rudnickas,
2005). Zvelgiant sistemiskai i $iuo metu kei¢iamus Lietu-
vos teisés aktus, matyti, kad vieSajame sektoriuje rengia-
ma norminé baz¢, kuri gali biiti tinkamas teisinis pagrindas
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igyvendinant naujus vie§ojo administravimo principus (Va-
nagas, 2006).

Teorinius strateginio kokybés valdymo aspektus
analizavo nemazai uzsienio ir Lietuvos autoriy. Parasura-
man, Zeithaml, Berry (1985), Garvin (1988), Juran, Gryna
(1993), Zairi (2002) nagringjo kokybés valdymo raida. Ak-
tualius kokybés valdymo klausimus placiai nagringjo Du-



mas (1989) Lampert (2002), Nave (2002). Subalansuoty
rodikliy sistemos modelj sukiiré bei igyvendino Kaplan ir
Norton (1992, 1996, 2004). Kotler, Armstrong, Saunders,
Wong (2003) nagringjo kokybés vertinimo kriterijus. Co-
lin, Vangelder (1998) akcentavo vartotojy likescius.

Pokyc¢ius pasaulinéje elektros energijos rinkoje is-
samiai nagring¢jo Samotyj, Dollen, Hove (2002), Yeager,
Gehl, Barker (2004). Apie 2000 m. prasid¢jo ir Lietuvos
elektros energetikos sektoriaus restruktiirizacija: monopo-
lija Sioje srityje pakeité keliy ijmoniy sistema. Monopolijos
salygomis paslaugy kokybés valdymo klausimai i§ esmés
nebuvo keliami, po restruktiirizacijos Sie klausimai tapo
aktualds ir reikSmingi, nes atskiry imoniy veiklos kokybé
néra vienoda. Ypa¢ daug vartotojy nusiskundimy Lietuvo-
je sulaukiama dél biurokratiniy barjery. Netobulas, ilgai
vilkinamas apriipinimo elektros energija projekty rengi-
mas ir jgyvendinimas tapo pagrindine paslaugy kokybés
Lietuvos elektros energijos rinkoje problema. Be to, $ioje
rinkoje néra idiegto né vieno kokybés valdymo modelio,
todél apie paslaugy kokybe tenka spresti pagal vartotojy
ir eksperty atsiliepimus bei fakting dokumenting veiklos
procesuy informacija.

Sio straipsnio mokslinis naujumas — suformuotas i
vartotoja orientuotas apriipinimo elektros energija projek-
ty rengimo ir jgyvendinimo Klaipédos regione strateginio
kokybés valdymo modelis, pagrista | vartotoja orientuota
apriipinimo elektros energija projekty rengimo ir jgyvendi-
nimo proceso schema.

Tyrimo objektas — strateginis paslaugy kokybés, ap-
ripinant Klaipédos regiong elektros energija, valdymas.

Tyrimo tikslas — suformuoti ir pagristi apripinimo
elektros energija Klaipédos regione strateginio kokybés
valdymo modelj bei patobulinto projekty rengimo ir igy-
vendinimo proceso schema.

Tyrimo metodika. Naudoti Sie metodai: mokslinés
literatiiros analizé, apibendrinimas, sisteminimas; doku-
menty analizé; pirminiy ir antriniy informacijos Saltiniy
analizé bei sinteze; palyginimo, sisteminimo, loginio ir
grafinio modeliavimo tyrimo metodai. Siekiant identifikuo-
ti apriipinimo elektros energija Klaipédos regione kokybés
valdymo gerinimo esmines priemones, apriipinimo elek-
tros energija projekty rengimo ir igyvendinimo proceso to-
bulinimo galimybes, atliktas kokybinis eksperty nuostaty
ir veiklos dokumenty tyrimas.

Pagrindiniai tyrimo rezultatai. Teorinéje tyrimo
dalyje apibendrintas iSnagrinétos bendrosios kokybés val-
dymo procesy vieSajame sektoriuje aktualijos, iSanalizuoti
trys kokybés valdymo modeliai, diegiami pasaulingje ko-
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kybés valdymo praktikoje: Bendrojo vertinimo modelis,
subalansuoty efektyvumo rodikliy modelis, ISO 9000 se-
rijos kokybés standartai. Susisteminti uzsienio mokslinéje
literatiiroje nagriné¢jami kokybés vertinimo kriterijai.

Empirinéje tyrimo dalyje apibendrintas strateginis
kokybés valdymas Klaipédos regiono savivaldybése. Api-
budinta Lietuvos elektros energijos rinkos restruktiiriza-
cija. ISnagrinétos Klaipédos regiono apriipinimo elektros
energija projekty rengimo ir jgyvendinimo proceso veik-
los, atlikta jmonés UAB ,,Ispro‘ dokumenty analizé.

Remiantis vieSojo sektoriaus strateginio kokybés
valdymo teoriniy modeliy analize, apriipinimo elektros
energija projekty rengimo ir jgyvendinimo situacijos ana-
lize, eksperty nuostatomis, suformuotas ir pagristas aprapi-
nimo elektros energija Klaipédos regione strateginio koky-
bés valdymo modelis bei patobulinta projekty rengimo ir
igyvendinimo proceso schema. Pagristas pagrindinis stra-
teginio kokybés valdymo prioritetas — orientacija i varto-
tojq. Modelyje suformuoti keturi strateginiai tikslai ir juos
igyvendinanéiy priemoniy sistema. 2007-2009 m. staty-
bos leidimas Klaipédos regione vidutiniskai buvo i§duotas
per 90 darbo dieny. Taikant patobulinta projekty rengimo
ir igyvendinimo proceso schema, vartotojas statybos leidi-
ma galéty gauti per 47 darbo dienas.

Pagrindinés iSvados. Orientacijos | vartotojg pri-
oritetui jgyvendinti galimi tokie strateginiai tikslai: savival-
dybiy Architektiiros ir urbanistikos skyriy vidaus administ-
ravimo tobulinimas; ,,vieno langelio® principu veikian¢ios
aptarnavimo sistemos plétojimas; viesuyju paslaugy skaid-
rumo uztikrinimas; nuolatinis veiklos gerinimas.

lgyvendinus siiiloma apriipinimo elektros energija
projekty rengimo ir igyvendinimo proceso schema bei tai-
kant pateikta apripinimo elektros energija strateginio ko-
kybés valdymo proceso modeli, Klaipédos regiono savival-
dybiy Architekttiros ir urbanistikos skyriams atsakingiau ir
ripestingiau kliento atzvilgiu vykdant statinio projektavi-
mo salygy savado, statybos leidimy iSdavima reglamentuo-
janciy teisés akty igyvendinima, efektyviau veikiant ,,vie-
no langelio® sistemai elektros energija projekty rengimo
ir igyvendinimo procese, efektyviai funkcionuojant infor-
macinei sistemai ,,Infostatyba®, galima pasiekti esminiy
teigiamy pokyc¢iy apripinimo elektros energija projekty
rengimo ir jgyvendinimo kokybéje bei jos strateginiame
valdyme.

Pagrindiniai ZodZiai: vieSojo sektoriaus paslaugos,
strateginis kokybés valdymas, apriipinimas elektros ener-
gija.
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