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Abstract

Organisations in Lithuania as well as in foreign
countries are aware of the importance of implementing ef-
fective quality management systems. However, due to the
lack of information or knowledge, some structural parts
of these systems lack attention or are functioning not well
enough. In comparison to other European countries, the
implementation and adaptation of the quality management
systems in Lithuania is a relatively new and innovative
field, as only a small number of organisations have introdu-
ced them. Furthermore, the total quality management in bu-
siness environment is perceived too narrowly and quite of-
ten is associated with acquiring a certificate. The organisa-
tions that have already implemented quality management
systems already realized the crucial role of the personnel
management realising the principles of total quality mana-
gement. The undeniable truth is that the strategy of organi-
sation and the principles of personnel management are clo-
sely related.

Keywords: quality management systems, personnel
management, personnel policy, strategy of organisation.

Introduction

New Lithuanian business environment, particu-
larly from the small business perspective, dictates the
need to take an advanced global experience, prima-
rily changing the thinking in the management area.
Quality programme of European Union treats quali-
ty as a strategic business tool, and strategic importan-
ce is given to quality policies of countries and orga-
nizations.

The relevance of the research is that the increa-
sing role of quality is the result of growing position of
users, organizations’ focus on consumers, their needs
and provision in adoption of strategic as well as tac-
tical and operative decisions, also the ongoing trans-
formations of society. Transformations in this case ex-
press the notion of a qualitative change pertaining to
major alterations in the various spheres of public life
and anticipating the trends of future development. All
this covers a different approach to quality of life and
makes quality a way of life, which is increasingly gai-
ning ground. As a result, success of contemporary or-
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ganizations largely depends on how they are able to
understand and meet the needs of existing and poten-
tial customers, and requirements of partners as well,
on whether they are able to assess their expectations
for the future.

Accordingto data from Lithuanian Standardiza-
tion Department now almost nine hundred Lithuanian
organizations have certificates testifying compliance
of their quality management system with the require-
ments of ISO 9001 standard. Most of the companies
invested from 50 000 to 100 000 Litas for the deve-
lopment and operation of standardized quality mana-
gement systems (Bertasius, 2007). However, the fin-
dings of foreign scientists assume that part of standar-
dized quality management systems in organizations
in Lithuania are not sufficiently mature, and therefo-
re they are unable to effectively make use of the fa-
cilities that quality management system offers. Cer-
tified quality management systems are becoming the
attribute for formal administration. The formal imple-
mentation and operation of quality management sys-
tems negatively affects not only organizations, but al-
so whole country’s economy. Such systems generally
operate as an attribute of organization’s image, and
actually do not work or proceed not as planned.

It should be noted that the joint participation
of organization’s staff during the implementation of
quality management systems is a crucial component
of total quality management. Organization’s success
is based on the work of all levels of personnel, there-
fore their involvement in joint activities enables the
use of workers’ ability to benefit the organization. Hu-
man needs, psychological climate, corporate culture
is a powerful force affecting labour productivity. Mo-
tivation enables to understand the reasons of human
behaviour, to provide effective management actions,
regulate, and drive organization’s behaviour in the di-
rection that both the organization and the employees
could realize their goals. The organizations that alre-
ady introduced quality management systems are awa-
re that personnel management plays a key role in the
achievement of total quality principles.

Novelty of the research. Studies by Lithua-
nian and foreign scientists (Kaziliunas, 2007; Gagilai-



te and Boguslauskas, 2006; Susniene, 2005; Vanagas,
2004; Seniunaite, 2004; Juran and Gryna, 1999; Mi-
rams and McElheron, 1995; Flynn et.al., 1994, and ot-
hers) involve a broad analysis of the nature, develop-
ment, principles, future trends of total quality mana-
gement, there are many case studies on implementa-
tion and adaptation of quality management systems,
as well as analysis of models of how to adapt stan-
dards to a particular organization. However, the num-
ber of works that analyse the considerations for de-
velopment of quality management system, its interac-
tions with other areas of activity, is limited. This pa-
per will at least partially overcome this deficiency.

Research subject: relationship between an ef-
fective operation of quality management system and
personnel management.

Research aim: to assess the results of the im-
plementation of quality management system in the
context of personnel management.

Research objectives: to discuss the concept of
quality multiplicity, to analyze quality management
features, to identify the changes in personnel mana-
gement after the implementation of quality manage-
ment systems.

Research methods: analysis of scientific litera-
ture and questionnaire survey. The quantitative and
qualitative analysis of data was applied.

The concept of quality and quality
management

The importance of quality management incre-
ased with expansion of mass production. More and
more companies that produced products for the sa-
me purpose were established, and this required impro-
ving the quality of products, reducing the costs, and
increasing the productivity to remain competitive in
the market. For these reasons, as Dikavicius and Stos-
kus states, it has become necessary to find methods
and means to ensure that products entering the mar-
ket are of high quality and to develop a management
system for new work organization principles (Dikavi-
cius, Stoskus, 2003).

The conceptual analysis revealed that quality
of an object (product, service, process) is its feature.
Quality as a feature can be assessed in the light of
stakeholder interests. The very concept — quality — in
many Western European languages (French, Italian,
Spanish, Portuguese and German) comes from the La-
tin vualis, meaning what or from what (a product) is
made (Ruzevicius, 2006).

Quality is a broad and multi-faceted concept
that has dozens of definitions, therefore scientific pub-
lications provide an infinite number of definitions of
this term. It is argued that quality is the symbol of

perfection, which is based on a systematic approach,
including leadership, strategic planning, consumer
and market objectives, information and analysis, em-
ployee satisfaction and performance results (Dedhia,
2004). According to McQuaig, quality is based on
user experience: it is not enough just to produce a pro-
duct, it must be submitted on time, in place and at the
fitting price (McQuaig, 2004). According to Young,
the best products are not those that comply with the
requirements and satisfy the needs of users, but tho-
se that meet consumer expectations (Young, 2004).
Describing the quality Juran emphasizes product
compliance with consumer needs, the perception of
quality (Juran et. al, 1999), while Jurkauskas identi-
fies such factors: absence of defects, beauty, refracti-
vity, feasibility, etc. (Jurkauskas, 2006). Referencing
to Dikavicius and Stoskus (2003), quality can be defi-
ned as a set of characteristics, fully satisfying the indi-
vidual needs of each user in a given stage of society
development (Dikavicius, Stoskus, 2003).

On the basis of analysis of scientific literature
it can be concluded that quality is perceived as perma-
nent development in time, i.e. quality is changing phe-
nomenon. With the development of the product, con-
sumers’ needs are growing as well, giving various qu-
ality concepts. Quality is a characteristic that meets
the user needs in given period of time, or maybe sur-
passes some of their expectations due to their incom-
plete knowledge. Definition of quality is more philo-
sophical, since the quality is linked to the human desi-
re to reach the peak of perfection.

Quality management is defined as the manage-
ment philosophy and methods that help an organiza-
tion to evolve, that ask to take into account all per-
sonnel while implementing innovations, which force
an organization to seek high level of user’s satisfac-
tion by improving product or service quality and redu-
cing costs (Vanagas, 2004). Stancikas and Bagdonie-
ne provide such definition of total quality: it is mana-
gement concept and methods that allow an organiza-
tion: to establish a mechanism for continuous impro-
vement, which includes the improvements of work
of particular units and of each worker, also operation
processes; product and service quality development,
cost reduction, customer satisfaction (Stancikas, Bag-
doniene, 2004).

According to ISO 8402 (1994), quality mana-
gement can be defined as follows: all activities of the
joint management function that determine the quali-
ty policy, objectives and responsibilities, and their im-
plementation by means such as quality planning, qu-
ality control, quality assurance and quality improve-
ment within the quality system.

The concept of total quality management, ac-
cording to Deming, concerns the creation of an orga-
nizational system that fosters cooperation and lear-
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ning for facilitating the implementation of process
management practices, which, in turn, leads to conti-
nuous improvement of processes, products, and servi-
ces as well as to employee fulfilment, both of which
are critical to customer satisfaction, and ultimately,
to survival of the company (Deming, 1994). Therefo-
re, total quality is a description of the culture, attitu-
de and organization of a company that strives to provi-
de customers with products and services that satisfy
their needs. The culture requires quality in all aspects
of company’s operations, with processes being done
right the first time and defects and waste having be-
en eradicated from operations. Total quality manage-
ment is a method by which management and employ-
ees can become involved in the continuous improve-
ment of the production of goods and services. It is a
combination of quality and management tools aimed
at improving business and reducing losses due to was-
teful practices.

The importance of modern quality manage-
ment theory and methodology for science and busi-
ness is confirmed by their effects on competitiveness
and the fact that in 2003 the Network of European
Universities that prepares quality management mas-
ters, was established. The European Universities Net-
work for Total Quality Management (EUN.TQM)
has been created to give European students and pro-
fessors (and society in general) opportunities to ex-
plore the different aspects of the principles and met-
hodologies of total quality management and business
excellence in the context of the richness and diversi-
ty of European culture. The mission of the network is
to develop and implement education and research pro-
grammes that meet world-class standards in order to
create value for: 1) all European private and public or-
ganisations of all sizes; 2) participating universities;
3) participating students; 4) the European Foundation
for Quality Management; 5) the European Union.

Assessing the quality management systems at
the level of the organization, it must be emphasized
that the certificate is only the beginning of high qua-
lity; it shows that from the date of certificate issue
the organization is working systematically to impro-
ve operations and product quality. All organization le-
aders and employees must constantly take care of pro-
duction quality — it must become an integral part of
their activity; everyone, from worker to manager — is
responsible for quality policy. The workers must rea-
lize that success of work is based on quality assuran-
ce, continuous work process improvement and cons-
tant personal development.

In order to realize the goals of quality manage-
ment, the professionals of quality management propo-
se to break down management process into elements.
Flynn proposed a model under which the organiza-

tion’s management must create such an environment
where all quality management activities are promo-
ted and evaluated (Flynn et. al., 1994). These activi-
ties are related to quality information system, process
management, product design, staff management, sup-
plier and customer involvement. Mann suggested the
division of quality management into ten elements:
supplier’s management, process management and
improvement, internal user’s management, measure-
ment and reporting, leadership, quality system, parti-
cipation, recognition and promotion, education and
training, fulfilment of external users needs. Meanw-
hile Kaziliunas proposes six factors of organization’s
internal environment (i.e. leadership, people, policies
and strategies, processes, suppliers and customers)
to be divided into eleven primary elements of quali-
ty management: leadership, supplier quality manage-
ment, vision and planning, assessment, process mana-
gement and improvement, design, development of qu-
ality management system, employee involvement, re-
cognition and promotion, competence and training,
orientation to the user (Kaziliunas, 2007).

Although the quality management elements
may vary depending on the organization’s activities
and specifics, but in practice the essence of eleven ba-
sic elements of quality remains the same. The applica-
tion of each quality management element has its own
particularity as well as certain approaches.

Personnel management in the context of im-
plementation of quality management systems

Modern personnel management, in contrast to
traditional one, mainly focuses on market and con-
sumer. A user rather than the organization’s manage-
ment becomes a key assessor of employee performan-
ce. Meanwhile quality management emphasizes the
joint participation to address the quality issues, name-
ly the participation of all employees is one of the ba-
sic principles of total quality objectives and the neces-
sary prerequisite for quality management — the effec-
tive management of personnel. Employee orientation
in the context of total quality management is unders-
tood as personnel policy to achieve better quality. It
includes personnel development, job structuring, trai-
ning, active participation in all processes taking pla-
ce at the company, motivation, etc. (Duttine, Ginevi-
cius, 2003).

Each organization must be able to identify whe-
re it is going to be in the future and how it will mana-
ge changes in order to come into desired situation. It
is clear that organizational changes cannot be separa-
ted from the organization strategy, as well as manage-
ment of organizational change requires particular ma-
nagerial skills. Graetz argues that in the environment
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of increasing globalization and deregulation, accele-
ration of technological innovation, change of social
and demographic trends, the undisputed task for to-
day’s management is appropriate guidance of organi-
zational changes (Burnes, 2004). According to some
authors, organizations often do not presume need for
change, therefore organizational changes can be cha-
racterized as reactive, inconsistent, as processes lead
by organizational crisis (Nelson, 2003). On the other
hand, although the successful change management is
considered to be a need to remain competitive and en-
sure the success of the activities, some authors indica-
te that nearly 70 percent of the initiated change pro-
grams fail (Balogun, Hailey, 2004).

Research into Lithuanian organizations sug-
gests that organizations’ approach to organizational
change is positive, i.e. they do not avoid change and
have ability to change, therefore they rather quickly
put in place new policies and methods. The asses-
sment of external and internal factors allowed identi-
fying the elements that have the greatest impact: mar-
ket position, emergence of new products and techno-
logies, need to increase productivity and efficiency
(Korsakiene, 2006). It should be noted that the fac-
tors such as leadership, communication and motiva-
tion affecting the success of organizational changes
are interdependent and complement each other. It
presupposes the reduction of workers’ resistance, mi-
nimization of uncertainty and ensures staff involve-
ment in organizational change process.

The study “Developing Business Leaders for
2010 identified the key management tasks in mee-
ting future business challenges and pointed out the
biggest dangers that await us in the future (Barrett,
Gates, 2002). The four main future leader’s roles we-
re indicated: strategist, change manager, relations-
hip / communication developer / maintainer, talent
educator. For all these roles to be successfully perfor-
med the essential human or even front-runner featu-
res are crucial: in order to pass the strategy and ins-
pire people to implement it, a manager must be a lea-
der. In order to successfully manage continuous chan-
ge, a manager must be able to encourage people to ta-
ke the risk and liability.

Personnel management specialists, direct ma-
nagers must restructure the approach that is based on
care and control, into cooperative relationship based
on commonality of objectives of the employee, their
enabling (Kaziliunas, 2007). Cooperative relations-
hip within the company is resulting from cooperati-
ve management style. Then the workers are treated as
partners. A leader understands that he cannot achieve
company goals by himself, he knows that a conside-
rable part of the success depends on employees, there-
fore he must be ready to delegate some of his work,

seek for collaborative mutual assistance, but not pu-
nishment. This management style activates employe-
es, promotes opening their potential, realizing growth
ambitions. One of the main features of this manage-
ment style is that staff is involved in management;
therefore the cooperative management style is most
suited to modern conditions (Siupienyte, 2001).

The idea of joint participation in quality ma-
nagement is understood as workers’ involvement in
continuous quality improvement activities, by giving
them more authority and the possibility to make deci-
sions (Pociute, 2002). Delegation of authority is clo-
sely linked to the principle of decentralization. Func-
tions are transferred to departments, giving autonomy
does not reduce the responsibility of manager, as ma-
nagers must properly delegate tasks, select staff, and
assist. As a result, a manager never fully transfers res-
ponsibility, he is always responsible for proper execu-
tion of tasks, as well as for personnel mistakes.

Joint participation in quality management is
closely linked with employee responsibility. Arespon-
sible worker performs more tasks in better quality in
order to fulfil the objectives of organization or to im-
prove product. On the other hand, the confidence in
workers obligates them; they want to justify the trust
of leaders. The confidence in manager is also of parti-
cular importance.

According to Stancikas and Bagdoniene, the
idea of joint participation promotes such a system
that widely involves both lower- and middle-level as
well as top-level workers and managers (Stancikas,
Bagdoniene, 2004). This needs the responsibility for
the quality to be given to both employees and mana-
gers. Employee participation in company activities
impacts workers’ incentives, increases their value
and importance, forms loyalty.

Thus, the principle of joint participation is im-
plemented by the analysis of decision-making groups’
needs, sharing responsibilities, making multi-purpo-
se-work teams, developing group activity skills. No
organization can function without staff interactions
and operation results are directly dependent on the
quality of these interactions. Qualified personnel and
proper organization of work is a key factor for long-
term growth and development. This is confirmed not
only by global experience in personnel management,
but also by increased interest in effect of human capi-
tal on company’s growth in Lithuania.

Interactions between quality management
system and personnel management

In order to clarify interactions between quali-
ty management system and personnel management,
a study of Siauliai district companies that have intro-
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duced quality management systems was carried out.
The aim was to clarify the attitude of business ma-
nagers, quality managers, mid-level managers and
ordinary workers towards quality management sys-
tem and its links with personnel management. Accor-
ding to Lithuanian Department of Statistics, 65 com-
panies in Siauliai district have certified quality mana-
gement systems, and they represent about 8% of Lit-
huanian companies. The study was based on survey
(questionnaire and interview) of top-level managers
and mid-level managers, specialists and workers. The
questionnaires were answered by employees of 36 en-
terprises. The distribution of companies according to
represented sector is such: industry sector 19%, servi-
ces — 56%, trade — 25%.

The first stage of investigation involved 176
respondents: mid-level managers (32), specialists
(80) and workers (64). It was important to analyze
personnel’s opinion with regard to their position, be-
cause rank can influence the approach to company’s
quality policy. While only companies that had certi-
fied quality management systems were researched,
not all staff was aware of operation of such a system:
all mid-level managers were aware, 80% of specia-
lists knew about systems and about 70% of workers
di not have this information. This indicates that some
companies have not fully implemented the principle
of joint participation.

The establishment of quality management sys-
tems requires documenting everything what is perfor-
med and to perform in a way how it is specified in the
documentation. Therefore, it is very important that
the procedures provided would be understandable
and acceptable to workers, and this can be achieved
when employees are involved in arrangement of pro-
cedures. The answers to the question “Are main com-
pany processes documented?” distributed in such a
manner: about 47% of workers and 26% of specia-
lists responded that documents do not exist or they do
not know about them, while all mid-level managers
knew about documentation.

The state of quality management systems is
controlled by internal quality audits. The audit pro-
vides information about the state of management sys-
tem, its purpose — the continuing review and evalua-
tion process, by checking whether the system works
as it should, clarifying where it can be improved or
adjusted in order to avoid problems. Unfortunately,
about internal audit nothing was knows for about
44% of workers, 24% of specialists, but all mid-level
managers were aware of it. At the same time, all mid-
level managers pointed out that quality management
system has a direct impact on their work, and the simi-
lar opinion was expressed by specialists (79%), while
40.6% of workers were unaware. Respondents who

indicated that quality management system has little
influence or direct effect on their work, may be regar-
ded as people who have no touch with the system, ha-
ve little interest in company processes.

The quality system must provide preventive ac-
tion to pre-empt problems. When deviances are iden-
tified, the reasons are analyzed, planned actions are
reviewed. After structuring answers to the question
“Are the causes of departure from requirements as-
sessed?”, it was found that almost 6% of workers and
4% of specialists said that this process at the compa-
ny does not work. About a half of the workers respon-
sible for product quality were not aware about this.
To assess the state of quality control, it was asked “Is
the quality of products under control?”. The survey
revealed that even 40% of respondents indicated that
they do not know whether the company implements
production quality control. Responses distributed dif-
ferently: part of unaware mid-level managers was
3.1%, specialists — 27.5%, workers — 42.2%. What is
striking is relatively high number of unaware specia-
lists.

The study results were summarized by respon-
dent’s answers to the question of what they think
about operation of quality management system at
their company. The results surprised as it was found
that in 75% of enterprises quality management sys-
tems operate superficially, 6% of enterprises give ve-
ry little attention to quality management systems and
19.4% of companies have perfectly operating sys-
tems. The results confirm earlier findings that organi-
zations not always manage to exploit effectively the
opportunities offered by the ISO standards and achie-
ve certification goals.

The second stage of investigation was desig-
ned to assess the quality of business processes and
products offered. The research has shown that many
companies face permanent problems due to poor pro-
duct quality. This was demonstrated by answers of
all personnel groups, in particular of mid-level mana-
gers (see Table 1). The question arises of what is the
situation at the enterprises that have not introduced
quality management systems?

Quite often employees have no opportunities
to learn whether they have worked well, and eventu-
ally begin to ignore the quality of work. The study
received a paradoxical situation — the largest part of
workers think that they know the requirements for qu-
ality improvements which are arranged by executi-
ves, while mid-level managers believe that more than
80% of employees are unaware about requirements
for quality improvements (see Table 1). The situation
can be interpreted as a different perception of quality
and quality improvements.
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Estimations of quality “health” in organization

Table 1

I It is entirely charac- | Something is characte- | This is uncharacteris-
Criteria . e . .
teristic to us ristic to us tic to us
We are constantly noticing the signs of departures from requirements (our products are returned, do not meet
standards, etc.)
Mid-level managers 81.2 3.1 15.6
Specialists 68.8 10.0 21.3
Workers 56.3 3.1 4.06
Our staff do not know what executives want in respect of quality improvements
Mid-level managers 81.3 0 18.8
Specialists 53.8 6.3 40.0
Workers 36.9 5.2 59.4
Executives do not know what the cost of the departures is
Mid-level managers 84.4 6.3 9.4
Specialists 53.8 15.0 31.2
Workers 32.8 14.6 53.1
Executives think that quality does not depend on supervision
Mid-level managers 81.3 0 18.8
Specialists 313 15.0 33.8
Workers 35.9 8.3 56.3

A similar situation is found when analysing
financial problems related to inappropriate quality.
Workers tend to think that executives are aware of
the costs of departures, while mid-level managers sta-
te that in most cases executives does not know (see
Table 1). Analyses of the links between quality and
executive supervision indicated that mid-level mana-
gers suppose that quality does not depend on executi-

ve supervision much, when the part of workers with
such viewpoint was much smaller (see Table 1).

The research results indicate that more than 40
percent of the surveyed companies that have imple-
mented quality management systems must review bu-
siness processes and take urgent measures to improve
product quality (see Figure 1).

Quality ,,health® in organization

8%

33%

B Constant monitoring is need

M Rapid and intensive changes in management systems are needed
0 Changes in management systems must be combined
Responsible ,treatment* and attention is needed

Figure 1. Quality “health” in organization

This is very important in the current market si-
tuation, as contemporary consumers try to buy the sa-
me products at a lower price, i.e. wish to receive the
same quality cheaper. During economic recession a
consumer turns away from the products that have less
value.

At the third stage of the research top-level exe-
cutives were interviewed. The executives pointed out

that primary motives to implement quality manage-
ment systems were better options for entering into bu-
siness agreements with foreign partners, increase of
company’s goodwill and value.

Assessing the significance of particular ele-
ments in quality management system, all executives
indicated that the process of quality improvement is
infinite and it contributes to the long-term objectives,
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it is very important to treat user as an integral part of
an enterprise, to try to achieve one hundred percent
quality, which is understood as correctly carried out
any operation or task.

In leaders’ opinion, the success of quality ma-
nagement system is ensured by workers’ acceptance
of quality policy and quality objectives. Other impor-
tant factors are investment in quality management
and improvement, knowledge and abilities of mid-
level managers to motivate employees, competences
of specialists and workers. The importance of invest-
ment in quality management and improvement was
stressed by 29% of executives, staff support— by
42%, consultants work — by 29%.

Top-level executives noted that quality mana-
gement systems directly affect personnel manage-
ment methods (affirmed by 71% of respondents), be-
cause the effective functioning of the system is deter-
mined by staff perceptions about relevance of their
activities and their contribution to the common goals
of'the company. In order to help employees to unders-
tand relevance of their activities, top-level executives
must ensure that responsibility and authority are cle-
arly defined and distributed to personnel. Responsibi-
lities and authorities are mostly defined by personnel
work profiles, instructions, orders regulating respon-
sibilities, etc.

Decision-making methods

Permanent staff training

Teamwork

Professional attitude

Orientation to staff, rather than to work

Company openness to new employees

Identification of employee and organization objectives
Leadership

Meeting of internal staff needs

Unconstrained operational control

All top-level executives stated that the succes-
sful implementation of quality management system
is closely related with organizational culture, and lea-
der’s actions have a significant impact on organizatio-
nal culture as they set limits for workers’ “freedom”,
provide rules which determine motivation and promo-
tion, etc. Operational efficiency increases due to chan-
ges in corporate management, formulation of such a
culture where people are regularly encouraged to de-
velop skills and confidence. Leaders noted that per-
sonnel in companies that have introduced quality ma-
nagement systems differ from others as they are awa-
re of company’s strategy, external and internal pro-
blems, activities, successes and failures, and they are
always kept informed.

Generalized study results showed that top-le-
vel executives identified ten personnel management
elements that changed with introduction of quality
management systems (see Figure 2). According to
top-level executives, when the company introduces
quality management system the main function of le-
aders is delegation of tasks that personnel carry out
themselves. Therefore, top management must ensure
that employees are aware of the appropriateness of
the activity; the responsibility and authority are clear-
ly defined and distributed to staff.

Figure 2. Basic factors of quality management system that influence changes in personnel management

Summarizing the results obtained, it can be ar-
gued that the introduction of quality management sys-
tem directly affects personnel management methods
as an effective management and supervision of quali-
ty system depends on personnel perceptions of their
suitability to company activities, their contribution to
joint goals of the company. Top-level corporate exe-
cutives confirmed the statement that management of
staff plays a key role in improving business processes
and product quality. Business strategy and objectives
has a very close relationship with personnel manage-
ment methods.

Conclusions

Quality management is based on management
philosophy which helps to strive for continuous per-
fection, which involves all employees into improve-
ment activities, and enables to better meet the needs
of consumers, improve quality and reduce operating
costs.

Quality management systems are successfully
adopted in many different organizations. They repre-
sent not only quality management, but also the frame-
work of the overall management system as use of qu-
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ality management methods in various areas of busi-
ness management is one of the basic assumptions en-
hancing mutual trust between organizations.

Quality management system directly affects or-
ganizational structure, personnel responsibilities, aut-
horization and organization of work. Dynamism, ne-
ed for new knowledge, innovativeness is characteris-
tic for quality and personnel management, and this al-
lows continuous interaction between them in organi-
zation.

Quality management system is focused on ob-
jectives formulated in the light of needs of not only
customers (external users), but also of employees (in-
ternal users), as principles of quality management in-
fluences personnel management through initiated pro-
cedures, strategic, tactical, operational planning, i.e.
quality management system has an impact on all ele-
ments of personnel management.

It was found that only in 19% of companies qu-
ality management systems operate perfectly, while ot-
her companies give very little attention to quality sys-
tem or systems operate superficially. The results con-
firmed previous studies that companies do not cover
all options granted by ISO standards, the implementa-
tion of quality management system in partial, associa-
ted with the acquisition of the certificate.

It was determined that regard to product quali-
ty is insufficient in more than 40% of enterprises, the-
refore mid-level managers and quality managers ne-
ed to review business processes, and take intensive
measures to improve product quality.

According to top-level executives, success of
a quality management system is ensured by person-
nel’s acceptance of quality policy and quality objec-
tives, as well as identification of quality aspects. No
less important factors are investment in quality mana-
gement and improvement, the knowledge of mid-le-
vel managers and their ability to motivate employees,
equally staff competence.

The research confirmed that the interaction bet-
ween quality management system and personnel ma-
nagement is very close, as an effective operation and
maintenance of quality system is directly dependent
on the perceptions of personnel. Success is achieved
when the staff is aware of how important are their
activities, their contribution to the joint company go-
als.
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S. Zi¢kiené, 1. Dasevskiené

Kokybés vadybos sistemy diegimas: poky¢iai personalo vadyboje

Santrauka

Nuolat kintanti Lietuvos imoniy veiklos aplinka,
ypa¢ smulkaus verslo perspektyvy pozitiriu, salygoja biiti-
nybe¢ sparéiau perimti pazangia pasaulio patirti, pirmiau-
sia, keiciant pozitri | valdyma. ES Kokybés programoje
kokybé laikoma pagrindiniu Europos organizacijy veiklos
strateginiu instrumentu, o Saliy ir organizaciju kokybés
politikai suteikiama strateginé reik§mé. Kokybés svarba
taip pat lemia vartotojo pozicijos stipréjimas, organizacijy
orientacija i vartotojus, jy poreikiu, nuostaty jvertinimas
priimant tiek strategisSkai svarbius, tiek taktinius ir operaty-
vinius sprendimus, taip pat visuomenéje vykstanéios trans-
formacijos.

Kokybés vadybos sistemas idiegusios organizaci-
jos supranta, kad personalo vadyba vaidina pagrindini vaid-
men; siekiant jgyvendinti visuotinés kokybés principus.
Organizacijos strategijg ir personalo valdymo principus
sieja itin glaudus ry8ys. Praktikoje diegiant moderniausiais
vadybos sistemas, biitina jvertinti organizacinés elgsenos
aspektus, verslo specifika ir struktiira, personalo valdymo
biidus ir metodus.

Lietuvos standartizacijos departamento duome-
nimis, $iuo metu beveik 900 Lietuvos organizaciju turi
sertifikatus, liudijan¢ius ju kokybés vadybos sistemos ati-
tikt; ISO 9001 standarto reikalavimams, tadiau uzsienyje
atlikty tyrimy iSvados persa priclaida, kad dalis Lietuvos
organizacijy turi nepakankama standartizuoty kokybés
vadybos sistemy brandumo lygi, todél negeba efektyviai
iSnaudoti kokybés vadybos sistemy teikiamy galimybiy.
Sertifikuotos kokybés vadybos sistemos tampa formalaus
administravimo atributu.

Straipsnio tikslas — ivertinti kokybés vadybos siste-
mos diegimo rezultatus personalo valdymo kontekste.

Kokybés vadybos reik§mé iSaugo sparéiai ple¢ian-
tis masinei gamybai. Steigési vis daugiau imoniy, gami-
nan¢iy tos pacios paskirties gaminius, o tai [émé poreiki
gerinti gaminiy kokybe, mazinti savikaina, didinti gamy-
bos nasuma, kad biity galima konkuruoti. Atsirado biiti-
nybé ieskoti metody, uZtikrinanéiy gaminiy, patenkanciy
i rinka, kokybg.

Kokybé yra plati ir jvairiapusé sgavoka, turinti
desimtis apibrézimuy, moksliniuose leidiniuose pateikiama
daug analizuojamo termino formuluociy. Kokybé daugu-
mai rei$kia tobuluma, ji taip pat grindziama vartotojo pa-
tyrimu, t.y. reikia ne tik pagaminti kokybiska produkta,
jis turi bti pateikiamas laiku, vietoje ir uz tinkama kaina.
Produkto kokybé suprantama ir kaip jo savybiy visuma,
atitinkanti vartotojy reikalavimus, kurie nustatyti standar-
tuose Young nuomone (2004), geriausi produktai ne tie,
kurie atitinka reikalavimus ir tenkina vartotoju poreikius,
bet tie, kurie pateisina vartotoju likes¢ius. Tarptautinia-
me kokybés vadybos standarte ISO 9001:2001 kokybé
apibiidinama kaip turimyjy charakteristiky visumos atitik-
ties reikalavimams laipsnis.

Apibendrinant galima teigti, kad kokybé suvokia-
ma kaip nuolatinis tobuléjimas laike, t. y. kokybé yra kin-
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tantis reiskinys. Tobuléjant produktui, auga ir vartotoju
poreikiai, o tai lemia ir kokybés sampratos kitima. Kokybé
yra charakteristika, kuri duotu laiko periodu santykinai ten-
kina vartotojo poreikius, galbiit ir pralenkia kai kuriy ju
lukescius dél ju nevisisko zinojimo. Kokybés apibrézimas
yra daugiau filosofinis, nes kokybé yra susieta su zmogaus
noru pasiekti tobulumo virsing.

Visuotinés kokybés vadybos koncepcija — | kokybe
orientuotas organizacijos vadovavimo biidas, pagristas
visy jos nariy dalyvavimu, siekiant ilgalaikés sékmés ten-
kinant klienta ir naudos visiems organizacijos nariams
bei visuomenei. Visuotinés kokybés poziliris apima mo-
tyvacija ir teigiamo organizacijos klimato bei kulttiros su-
formavima labiau nei praktinius ir tiksliai apibréziamus
mechanizmus. Siuolaikinés kokybés vadybos teorijos ir
metodologijos svarbg mokslui ir verslui patvirtina jos ita-
ka organizacijy konkurencingumui. Be to, 2003 m. jkurtas
Europos universitety, rengianéiy kokybés vadybos magist-
rus, tinklas EUN.

Vertinant kokybés vadybos sistemas organizacijos
lygmeniu, svarbu, kad sertifikatas yra tik pradzia i tikraja
kokybe. Jis liudija, kad nuo sertifikato jgijimo dienos orga-
nizacija sistemingai dirba tobulindama savo veikla ir gerin-
dama produkcijos kokybe. Visi organizacijos darbuotojai
ir vadovai turi nuolat riipintis produkcijos kokybe, tai turi
tapti neatsiejama veiklos dalimi. Kiekvienas dirbantysis
tampa atsakingas uz kokybés politikos igyvendinima. Or-
ganizacijos darbuotojai privalo zZinoti, kad sékmingos veik-
los pagrindas yra atliekamy darby kokybés uztikrinimas,
nuolatinis darbo proceso gerinimas ir tobuléjimas.

Kokybés vadyba akcentuoja visuotini organizaci-
jos darbuotojy dalyvavimg sprendziant veiklos kokybés
gerinimo klausimus, t. y. visy darbuotoju dalyvavimas yra
vienas pagrindiniy principy siekiant visuotinés kokybés
tiksly, nes tikslingo kokybés valdymo biitina salyga — efek-
tyvus personalo valdymas. Darbuotojy orientavimas visuo-
tinos kokybés vadybos plotméje suprantamas kaip perso-
nalo politika siekti geresnés kokybés. Ji apima personalo
ugdyma, darbo viety struktiirizavima, mokymasi, aktyvy
dalyvavima visuose imonéje vykstanéiuose procesuose,
motyvacijg ir t. t.

Lietuvos organizacijy tyrimo rezultatai leidzia teig-
ti, kad organizacijy pozifiris { poky¢ius yra pozityvus, t. y.
jos nevengia ir turi galimybes keistis, todél gana greitai
imasi naujy veiklos krypéiy ir bidy. Vertinant iSoriniy ir
vidiniy veiksniy jtaka, didziausig poveiki darantys veiks-
niai: padétis rinkoje, nauju produkty ir technologiju atsi-
radimas, poreikis didinti darbo procesy nasuma ir efekty-
vuma (Korsakiené, 2006). Tyrimo ,,Developing Business
Leaders for 2010 metu buvo iSskirti svarbiausi vadovy
uzdaviniai pasitinkant ateities verslo i$§tkius ir numatyti
didziausi pavojai, kurie laukia ateityje. Keturi pagrindiniai
ateities vadovy vaidmenys: strategas, pokyciy vadovas,
santykiy / bendravimo kiiréjas / palaikytojas, talenty ug-
dytojas (Barrett, Beeson, 2002). Siekiant, kad visi vaid-



menys biity sékmingai realizuoti, labai svarbios zmogisko-
sios, netgi lyderio savybés: norédamas perduoti strategija
ir gebéti ikvépti zmones ja igyvendinti, vadovas turi buti
lyderis. Vadovas supranta, kad jis vienas negali pasiekti
imongs tiksly. Jis Zino, kad nemazai sékmés priklauso nuo
darbuotoju, todél jis pasiruosgs deleguoti dali savo darby,
stengiasi bendradarbiavima gristi tarpusavio pagalba, o ne
bausmémis.

Visuotinio dalyvavimo idéja kokybés vadyboje pa-
teikiama kaip darbuotoju itraukimas i veiklos kokybés nuo-
latini gerinima suteikiant jiems daugiau jgaliojimy ir jtrau-
kiant { sprendimy priémima (Pociiité, 2002). [galiojimy
perdavimas (delegavimas ar kompetencijos paskirstymas)
darbuotojams glaudziai susijgs su decentralizavimo princi-
pu. Dalis funkcijy perduodamos padaliniams, suteikiamas
tam tikras savarankiSkumas, teisé spresti klausimus, ku-
riems jie turi deramg kompetencija, taciau uzduociy per-
davimas nemazina vadovo atsakomybés lygio. Vadovas
privalo teisingai deleguoti uzdavinius, parinkti reikiamus
darbuotojus, padéti jiems, todél vadovas nickada iki galo
nedeleguoja atsakomybés, o darbuotojy itraukimo ir iga-
liojimo procese ypac svarbi kiekvieno darbuotojo atsako-
mybé uz atlickamg darba.

Empirinio tyrimo tikslas — i3siaiskinti Siauliy ap-
skrities imoniy vadovy, kokybés vadybininky, vidurinio
lygio vadovy ir darbuotojuy pozitiri { imonése veikianéiy
kokybés vadybos sistemy saveika su personalo valdymu.
Taip pat nustatyti, ar diegiamos kokybés vadybos sistemos
salygoja personalo valdymo pokycius, t.y. ivertinti ko-
kybés vadybos sistemos diegimo rezultatus personalo val-
dymo poky¢iy kontekste. Nustatyta, kad Siauliy apskrities
imonése kokybés vadybos sistemos diegimui lemiamos

itakos turéjo noras gerinti produkcijos / paslaugy kokybe
ir siekis neprarasti konkurencingumo. Be $iy pagrindiniy
motyvy darbuotojai jvardijo ir kitas priezastis: geresnis var-
totoju (iSoriniy ir vidiniy) poreikiy tenkinimas, ketinimai
sudaryti sandorius su uzsienio kompanijomis, imonés pres-
tizas, kokybés tiksly jvardijimas strateginiuose imoniy do-
kumentuose. Nustatyta, kad 75 proc. organizacijy kokybés
vadybos sistemos imonése idiegtos pavirSutinikai, apie
6 proc. imoniy kokybés vadybos sistemoms neskiria pa-
kankamai démesio ir tik 19 proc. imoniy kokybés vadybos
sistemos jdiegtos tinkamai ir veikia efektyviai. Nustatyta,
kad daugiau nei 40 proc. Siauliy apskrities jmoniy vado-
vams ir kokybés vadybininkams biitina perzitaréti veiklos
procesus ir imtis intensyviy priemoniy produkty kokybei
gerinti.

Atlikus Siauliy apskrities jmoniy auk$¢iausio ly-
gio vadovy apklausa, nustatyta, kad sékmingg kokybés
vadybos sistemos veikima uztikrina darbuotojy pritarimas
imonés kokybés politikai ir kokybés tikslams, taip pat ko-
kybés aspekty identifikavimas. Ne maziau svarbiis ir Sie
veiksniai: investiciju | kokybés valdyma ir gerinima apim-
tys, vidurinio lygio vadovy Zinios ir gebé¢jimas motyvuoti
darbuotojus, darbuotojy kompetencija. Auksciausio lygio
vadovai nurodé, kad kokybés vadybos sistemos ir perso-
nalo valdymo saveika yra labai glaudi, nes efektyvus ko-
kybés vadybos sistemos valdymas ir priezilira tiesiogiai
priklauso nuo personalo suvokimo apie ju veiklos imongéje
tinkamuma ir jy indélj siekiant bendry imonés tiksly.

Pagrindiniai ZodZiai: kokybés valdymo sistemos,
personalo valdymas, personalo politika, organizacijos stra-
tegija.
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