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Juozas RUZEVICIUS

NEW CHALLENGES
FOR QUALITY MANAGEMENT

The article analyzes global trends in the modern science of quality. It summarizes
researches of the author and foreign scholars in the field. The model of maturity of
innovations, concepts, methods and values, as well as innovative methods of quality grading
have been shown, the essence of "deep knowledge" of E. Deming has been revealed.
Author formulates his insights on the development of the sciences of quality and basic
directions of priority research and applied studying.

Keywords: quality, quality management methods, innovation maturity, insight.

Pysicesuutoc FO. Hoevle 6b1306bl K YNpAagieHUI0 Kauecmeom. AHanu3upyomcs
MUPOBble MEHOCHYUU PA3BUMUSL COBPEMEHHBIX HAYK 0 Kauecmge. Q00Owensl uccied08aHus
asmopa u 3apyoedchvix yueHnvix 6 Oaunou obnacmu. Ilpusodumcs molenv 3perocmu
HOBUIECNE, KOHYENnYuil, Memoo08 U Ux YeHHOCmuU, d maKice paoayusi UHHOBAMUBHOCU
Memo0o8 mMenedxcmenma Kawecmaa. Packpeisaemces cymo "2nyboxoz2o noswanus" 3. Jlemunea,
npedcmasienvl AemopcKue MOOeU NPOOBUNCEHUS OP2AHUZAYUU K COBEPULEHCIBY U I gheK-
mueHomy pazeumuio. PopmyIupyomes uHcatiobl asmopa 0 pazeumuu HayK o Kaiecmee u
OCHOBHBIX HANPAGILEHUAX, MPEOYIOWUX NEePEO0UEPeOH020 HAYYHO-NPUKIAOHO20 U3YYEHU.

Kniouegvle cnoea: KadecTBO, METOABI MEHEDKMEHTA KadecTBa, 3pPENIOCTh
HOBIIICCTB, HHCAM/I.

"We are what we repeatedly do.
Excellence, then, is not an act, but a habit" — Aristotle,
Greek critic, philosopher, physicist, & zoologist (384 BC-322 BC)

Background. Modern challenges to quality management are caused
by the following factors [1-11]:

« Partnership development (between the authorities, organizations of
enterprisepreneurs and non-governmental organizations);

« increasing volume of innovations in various fields of human activity;

. the need for lifelong, permanent and longitudinal studies;

. relevance of education to responsibility of entrepreneurs as well as
all members of the society;

. the need to adapt to the fleeting changes and their large amount;

. globalization of the world food market, complication of products
compounding (dietary supplements, GMOs, new technologies etc.);

. increasing awareness and demands of consumers and society as
a whole;

. the development of individual and collective social responsibility;

« origin and development of Global Responsibility;
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. expansion of economic and cultural globalization and interna-
tionalization;
« increasing importance of knowledge management;
. growing differentiation of production and services;
new standards of quality of life (QOL) and QOL at work;
. topical demographic challenges such as an aging society etc.;
« Need for a new level of workforce and others.

Earlier, the author of the article analyzed the main results of the global
study of quality issues, conducted in 2013 by the American Association
of Quality [9; 10]. He provided an overview of Status Quo in the field
of quality in organizations around the world, carried out benchmarking of
culture, communication, education, methods applied and other quality tools.

The aim of the article is to show that the quality can be attractive,
field of quality is endless, and that scientists, and practice have not studied
all the spheres of quality.

Material and methods. This article was prepared using the methods
of summarising scientific literature, logical analysis, benchmarking, survey
of organizations and enterpreneurs, using methodologies "case study" and
audit of enterprises. To formulate generalizations author‘s experience of the
consultancy in the field of total quality management and socially responsible
business was used.

Results. Each scientific paper answers particular questions and opens
up new opportunities and challenges. The aforementioned global study of
quality issues [9] puts forward a number of new questions for future
research in the field of quality management (Fig. 1).

Is therg a better combination
of quality management and
management models that
increases the value for the
organization and consumers?

Will the report 1dentify the
best ways of choosing
management method
and managenet type and
potential impact on main
indicators of production?

What indicators
of quality and initiative
increase the
performance
of organizations
and individuals?

Do quality indicators
correlate with cultural
practices for identifying @
impacts on the result:

What combinations of quality
indicators, frequency and
transparency of reports can better
effect decision making process and
organizational culture?

A number of interviews
provide details on

Round tables collect data o

practices and impact on
types, costs and methods o
quality teaching evaluation;

intelligent usage of
_ma.l.mg'mzscators
subsequent analysis of costs

obtained from the survey l y

Fig. 1. Areas of possible further research in the field of quality [9]
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Special attention and development require the so-called "soft" mana-
gement techniques related to the quality culture, interaction of stakeholders,
quality obligations and the principles, and others. It is necessary to deter-
mine what quality models give the maximum benefit for the both an
organization and its customers. It is essential examine to more thoroughly
how the system for measuring the quality and promotion of certain types of
personnel affect the quality of both the organization and the professional
growth of the individual. It is also important to establish what combination
of quality measurement, the frequency of communicatiing it to enterprise‘s
staff and customers and its transparency can most effectively influence the
decision-making processes and organizational culture.

Based on the synthesis of the literature [1-11], the data of its own
research and experience in consulting work, the author proposes are other
possible areas of quality, requiring priority system applied scientific study:

— development of the methodology for determining the costs of
design, implementation and support of quality management systems (QMS)
and environmental management systems, as well as assess their profitability
and efficiency;

— the study and assessment of the impact of standardization, certi-
fication, QMS and environment management systems on the added value of
the organization and the gross national product of the country;

— comparative study of the real value of quality certificates issued by
different certification bodies;

— disclosure of the intellectual products quality (trademarks, industrial
design, inventions, works of authorship, sui generis and other products.)
and the development of evaluation methodology;

— the study of the content, measure and evaluation of Attractive
Quality of products and services;

— systematic study of the effect of national cultures and religions
of the world on specifics of the effectiveness of the practical application
of modern methods of quality management (unfortunately, the majority of
European quality management textbooks and manuals do not baselessly
include products of religious-ethnic, quality and certification aspects);

— assessment of the quality of public authorities and local governments;

— development of methodologies for effective quality management
activities in specific organizations (religious confessions and organizations,
political parties, prisons, courts, law enforcement agencies, legal organi-
zations and others);

— development of methodologies for assessing the quality of legal
acts (legal documents);

— the study of the impact of socially responsible (CR) activities on
the financial and non-financial results of organizations and society as a
whole (including the specific CR areas — socially responsible investment,
Faire Trade, responsible consumption etc.);
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— in-depth study of so-called soft tools of quality management —
quality culture, communication quality, commitments and principles of quality,
value principles, emotional quality etc.);

— the development of concepts and practical application of calculation
methods of the carbon (CO,) footprint and ecological footprint, as well as
the development of possible means of contributing to a reduction of the
aforementioned environmental indicators;

— improvement (clarification and simplification) of the methodologies
to assess the quality of life at work (including the quality of academic life).
This area will be more fully disclosed in the author's book [7];

— the development of concepts and systems of practical action
contributing to the sustainable consumption of products;

— development of techniques for identifying and assessing the mana-
gement maturity level (as well as level of maturity of social responsibility)
in organizations of various types and specialties;

— determination of the real value and effectiveness of the new (and
old ones) concepts, theories and methods of quality management.

We will comment the latter direction of studying quality comment in
greater detail. You can hear among consultants: "I have read a new book or
technique (on TQM — Total Quality Management, a GQM — Global Quality
Management, on the TOC — Theory of Constraints, for LEAN-Six Sigma,
on the 20 Keys Management, etc.) — I liked it, besides, now, it’s in vogue —
[ will introduce it...". He or she often does not think about whether it’s
applicable and if the tool management is effective for a particular enterprise,
whether it complies with the level of organizational maturity and intelli-
gence of its employees. Developing new methods and concepts, you should
always remember the predictions of "deep knowledge" of E. Deming, the
four main components of which are summarized below [1-2; 7].

1. System perception — Human Resource Management — Factors:

- education, training;
- providing information, resources;
- leadership and management;
- obstacles at work;
- policy and management methods.
2. Realizing the inevitability of variability change.
3. The theory of knowledge and cognition:
- there is no knowledge without proper interpretation;
- the experience without the theory does not have a high value.

4. Psychology:

- 2 groups of employee motivation — internal and external;

- increasing salary is not strong and long-term motivator;

- the recognition of the achievements of the workers and their
remuneration should be adjusted individually (or in groups).

According to the author of this article, training others in the use of
the results of their own research, their own scientific, consulting and
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practical experience provides the best results for the development of
knowledge and skills of people studying — both students and practitioners.
From various research sources we know that we remember or assimilate
from: the lecture — 5-10 %, reading — 10-15, audio-visual — 20-30, demon-
stration — 30—40, discussion group — 50—-60, practice by doing — 75-80 and
teaching others — up to 90 %. So quite clearly we need to turn our students
into teachers to make them understand what they should be learning.
Recognising that this might not be achievable we need to look at other
means of improving learning and the gaining of knowledge [7; 10].

Continuity between effective teaching and active research of
a university teacher is confirmed by the following insight (saying) quality
guru Edward Deming: "It seems to me that the prime requirement for
a teacher is to possess some knowledge to teach. He who does no research
possesses no knowledge and has nothing to teach ... . The only suitable
judges of a teacher’s knowledge are his peers. The only objective criterion
of knowledge is research worthy of publication — measured on some scale
of contribution to knowledge, not by numbers of papers" [2].

The most important mission of the teacher is to spark the passion,
enthusiasm and motivation of the student for purposeful, coherent and high-
quality studies. It is very important to provide business students with
practical skills and involve them not just to business games, but also the
real-life problem solving in organizations. Why is it important?

The answer to that was suggested already 2.5 thousand years ago by
great Chinese thinker, philosopher and teacher Confucius (circa 450 BC).
He once said:

» "Tell me — and I will forget ”(traditional lecture — JR)

» "Show me — and I may remember" (workshops, seminars — JR)

* "Involve me (in real activities, processes — JR) — and I will understand"
(you will learn and start doing things and solving issues independently — JR);

* "Let me free (give me the decision responsibility, freedom of
activity the mandate — JR) — and I will work successfully".

What is an excellent or professional teacher? In author’s opinion, it
is a teacher who harmoniously combines six characteristics:

1. Scientific, pedagogical and professional applied knowledge gene-
ration development expertise.

2. Self-confidence.

3. Positive energy;

4. The belief in what he teaches.

5. Enthusiasm and ... .

6. a genuine love for the most important customer and partner-student.

Every innovation — whether it’s a concept, theory or method has it’s
life cycle — from the top of the excessive expectations of its use, then often
follow their frustrations and to understanding and evaluating its real
efficiency (Fig. 2). Depending on the circumstances, the real efficiency of
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the use of specific method and may decrease and increase, as compared
with the former value in a period of frustration (see the curves 1 and 2 in Fig. 2).

Number of
publicationg, value

Top of excessive expectations

1

Real

nderstanding  performance
the real value

. - =~
Disappointment ~ N o

Formation (start) of a new Time
method (concept)

Fig. 2. Model of innovations, concepts and methods maturity and their value
(Source: developed by the author using [8])

Quality management methods used in the organization can be subdi-
vided into 4 levels — from the logic and intuition to complex methods. Accor-
ding to the complexity of their development and implementation for clarity,
they can be compared with the availability of fruit on the apple tree (Fig. 3).
The more apples — the harder they are to get, the tastier and sweeter they
are. The same often happens with the use of methods of quality in practice.

Sweet fruits:
Sophisticated tools: LEAN, Six
Sigma, TOC (Theory of Constraints),

Most fruits — tools:

Identification, optimization

and processes redesign/re-
engineering

' Low-hanging fruits:

Basic tools of quality:

Cause and effect diagrams, Pareto
charts, trend charts, process flow dia-
gram, histograms, control charts, etc.

Lo Fruits, lying on the ground:
. Logic and intuition

Fig. 3. Grading innovation of quality tools and possible degree of their usefulness
(Source: developed by the author using [4])
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As practice shows, sophisticated management methods such as LEAN,
Six Sigma, TOC (Theory of Constraints), Balanced Scorecard, CMMI (Capability
Maturity Model Integration) are often implemented in organizations sepa-
rately, without combining them into a single system. It does not allow get a
proper synergy, which in turn reduces their possible combined effecti-
veness. Scientists should develop a methodology for integrating LEAN, Six
Sigma, TOC techniques in a single instrument system of quality mana-
gement of enterprises.

Great insights and statements about the real values and the fallacy of
certain quality doctrines and slogans can be found in an article by T. N. Goh,
Professor at the University of Singapore (Important Paradigm Shifts in
Quality Management Practices; Six Sigma at Crossroads). A full text and
other interesting articles on the quality can be found in the Internet home
page of Master Program Quality Management of Vilnius University at the
address — www.kv.ef.vu.lt.

Conclusions and final insights. The globalization of world economy
together with the expansion of international trade has led to the fast
processes of quality internationalization, as a crucial element of companies’
competitiveness. These processes appear by wider application of the same
methods, principles and criteria while determining quality policy, creating
international accreditation, notification and quality certification systems in
various countries. The partnership between business, state institutions and
community organisations is equally important in ensuring a certain standard
of quality. During these processes overall standards, technical regulations,
quality management systems, procedures of quality conformity evaluation
and certification are being widely used in different countries. They are
being used to help both to insure the product and services quality and to
eliminate technical barriers in trade. The European Union created effective
cures for barriers in fluent movement of products. In this case the special
place is taken by New and Global approaches of the product quality regulation.
Their main requirements limit governmental interference in quality of
companies. These aspects are not enough studied in the scientific works.

Contemporary quality management is very sophisticated issue, with
all the colors of the rainbow to be used in different human life areas and
activities. To the modern concept of quality a few new dimensions need to
be introduced, e.g. social quality, global quality management, quality of
government, quality of life, quality of working life, variance in product
quality, economic management quality, partnerships, facilities quality
management, intellectual products quality, ecological and carbon footprints
evaluation and management, organizations social responsibility maturity
levels evaluation, quality value orientations, etc. Interrelations between
worldwide religions and quality as well as influence of national cultures and
religion to the using effectiveness of modern quality management methods
demand more profound further scientific researches.
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The "wheel" of quality, economics, business and sciences interaction
is cyclical by nature — hat is fundamental discoveries of science are
integrated into technical, economic, management systems of business and
public sectors. On the one hand, consumers’ buying habits, tastes, pre-
ferences and values are shifting violently with time. On the other hand,
nowadays quality is regarded more as an attitude than technicalities. Hence,
in summary we can say that quality is the expression of human excellence.

The oldest universities in Europe all the times were treated as cradles
of innovations, new ideas and values. It is important to highlight that values
and activities policy of modern higher education institutions, affected by
nowadays environmental conditions related with modern economy, globa-
lization and internalization of science and studies, should cover quality
management, environment protection, social responsibility and other
spheres of sustainability and excellence. That is why it is advisable for
universities and colleges to form social responsibility and sustainability
development strategies, including inculcation of different resources sparing
and frugal culture or development of institutional quality, environmental
protection and sustainability management system. These practices have
been adopted by several Germany and Scandinavian countries universities
yet. To be a pioneer in this sphere is an affair of honour for every university
as well as one of their modern missions. The applied quality, sustainability
and excellence policy could raise students’ awareness in management,
sustainable development, social responsibility not only from theoretical
manuals but from practical university activities, if the range of the higher
institutions® functions could be broaden by the mention innovative areas as
well. Therefore, after graduation from universities or colleges the gained
experience and knowledge could be disseminated broader. The spread of
own positive experiences and best practices is not only a principal of total
quality management but also one of the most important objectives of higher
institutions mission. Adopted practices would benefit university or college
not only materially, educationally, or culturally but it would also make a
positive influence on European higher institutions' image among global
academic community, business professionals and society. It all goes to
show that business universities need the new professional teachers and the
new teaching and education technologies. It is also valuable to pay attention
to the significant insight of quality guru B. P. Crosby — "Quality is the
result of a carefully constructed cultural environment. It has to be the fabric
of the organization, not part of the fabric" [7].
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Pyscesuuroc 10. Hogi éuknuxu 00 ynpagiiHua aKicmio.

IocranoBka nmpodsemu. CyyacHi BUKIUKH 10 MEHEDKMEHTY SIKOCTi 0OYMOBJICH1
3pOCTalOYMM OOCSATOM IHHOBAIIH B PI3HHUX TaTy3sX JIFOJICHKOI MisSTTLHOCTI, HEOOXITHICTIO
JIOHTITIOJIHOTO HaBYaHHS, aKTyaJbHICTIO OCBITH Ta €IyKallil BiAMOBIAaIbHOCTI IMiIIPH-
€MIIIB 1 BCIiX YICHIB CYCHIILCTBA.

Panime aBropoMm mpoaHai30BaHO OCHOBHI Pe3yNbTaTH TIIOOATBHOTO JTOCHIIKEHHS
mpobieM sikocTi, mposeaeHoro B 2013 p. AMmepukanchkoro Acomiamiero Skocri. Ipen-
CTaBIleHO oryisin Status Quo B Taly3i SIKOCTI B OpraHi3allisix pi3HUX KpaiH CBIiTY, 3AiHCHEHO
OCHUMAapKIHT KyJIbTypH, KOMYHIKaIllii, HABYaHHS, 3aCTOCOBAHMX METOJIB Ta IHIIUX iH-
CTPYMEHTIB SIKOCTI.

Mema cmammi — IPeICTABUTH SIKICTh SK MPHBAOIMBO-aTTPAKTUBHY KaTEropito,
sIKa IepMaHEeHTHA, HeBUYEPIIHA M HE JI0 KiHIS BUBUYCHA.

Marepianu Ta MmeToau. BHKOpHCTaHO METOAM y3arajJbHEHHs HAyKOBOI JIITEpaTypH,
JIOTIYHOTO aHajii3y, OCHUMapKiHra, OMUTYBaHHS Ta JOCBIAY KOHCYJbTaLIHHOI poOOTH
aBTOpa B Taly3i Bce3aralbHOTO YIPaBIiHHS SIKICTIO 1 COLIAIBHO BiIMOBIaIbHOTO Oi3HECY.

PesynbTaTn gociigkenb. [106anpHI TpoOiaeMu SKOCTI BUCYBAIOTh HU3KY HOBUX
HaIPsAMIB IS MaHOYTHIX JOCTIDKEHD B Taly3i MEHEDKMEHTY SIKOCTI. 3BEPHEHO yBary Ha
"M ski" METOM MEHEIPKMEHTY, MOB’s3aHi 3 KyJbTYPOIO SIKOCTI, B3a€MO3B’SI3KOM 3alliKaBiie-
HHX CTOPiH, 3000B’I3aHHSAMH 1 MPUHIHUIIAMHE SKOCTi TOLIO.

ABTOp TIPOITOHY€E HU3KY 1HITUX MOMJIMBHX IAPUH SIKOCTI, SIKi MMOTPEOYIOTH TEPIIIO-
YEeproBOro CUCTEMHOTO HaYKOBO-TIPHKJIAIHOTO BUBUCHHS. [Ipy 1[bOMY, OTIAHOBYIOYH HOBI
METOAW ¥ KOHLENMii, BAPTO BpaXxOBYBaTH, UM 3aCTOCOBHHMU YW e(EeKTUBHHMU IIel 3acid
MEHEDKMEHTY JIJIi KOHKPETHOTO IMiJIPUEMCTBA, Y BIAIIOBiIa€ OCTaHHE PIBHIO 3PLIOCTI
oprasisaiii Ta iHTEJIEKTy HOTO CITIBPOOITHHKIB.
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3acTocyBaHHS pe3yJbTATiB BIACHUX HAYKOBHX JOCIIKEHb, BIIACHOTO HAYKOBOTO,
KOHCYJIbTAILIHHOTO Ta MPAaKTHYHOTO JOCBIYy A€ HaWKpaIlll pe3yJbTaTH JJIs HaBUaHHS
IHIIUX 1 OCBOEHHS HUMU 3HAHb T4 HABUYOK. ABTOp Ha MPHUKIIANAX JEMOHCTPYE, IO KOXKHE
HOBOBBEJICHHSI — UM TO KOHIICTIIIisl, TEOPist 200 METOJ — MPOXOAUTH CBill JKUTTEBUN ITUKII.

BuxopucraHi MeTOaN MEHEIKMEHTY SIKOCTI YMOBHO PO3JiUICHI Ha 4 piBHI — BiX
JIOTIKK Ta IHTYIUii 70 ckinamauux meroniB. Ocranui — LEAN, Six Sigma, TOC, Balanced
Scorecard, CMMI — 9acTo BIIPOBa/KYIOTHCS B OPTaHi3alisiX OKpeMo, 0e3 00’ e JHaHHS 1X
B enuHy cucteMy. lle He mae MOKIIMBOCTI OTPUMATH Bil HUX HAICKHUU eeKT CHHEpTii,
110 3HWKYE IXHIO CYKYITHY €()EKTUBHICTb.

BucHoBku. SIkicTh, €KOHOMIKA, Oi3HEC 1 HAYKU LUKIIYHO B3a€MOJIIOThH. SIKICTh
CBOTOJIHI € YOCOOJIGHHSIM IIFOJICBKOI TOCKOHANOCTI. 3 MeTOr e()eKTHBHOTO YCYHEHHS
Oap’epiB y mpOCyBaHHI MPOAYKINI 0COOIMBE MiCIlle 3aiiMarOTh HOBI, INIOOATBHI MiAXOIU
peryiroBaHHS ii SKOCTI.

OnuH i3 OCHOBHUX BUKJIHKIB JIO YIIPABIIHHS SKICTIO — OOMEXHTH BTPYYaHHS
CyCHUIBCTBA B MEHEIDKMEHT sKOCTI Kommadii. CydJacHWM MEHEIKMEHT SIKOCTI € IyKe
CKJIQIHUM TIPOIIECOM, SIKHI Oy/ie BUKOPHCTOBYBATHCS B PI3HHX raiy3sx 1 BHAAX >KUTTE-
JUSAIIBHOCTI JTXOJUHH.

Oco0nmuBOi yBarm W pO3BUTKY MOTPEeOYIOTH "M 'ski” METOOWM MEHEIKMCHTY.
Buenum motpiOHO po3podutu Meromuky iHterpaiii LEAN, Six Sigma, TOC wmetomi
B €IUHUN CHCTEMHHUI IHCTPYMEHT MEHEDKMEHTY SIKOCT1 JisUTbHOCTI MiAIPHUEMCTB.

Kuwuyosi croea: sSKiCTh, METOIN MEHEKMEHTY SKOCTI, 3pUTICTh HOBOBBECHb,
1HCau.
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