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THE MODERN APPROACHES TO QUALITY MANAGEMENT
AS A NECESSITY TO USE IN NATIONAL ENTERPRISES

CYYACHI nigxoau Ao YNPABJIIHHA AKOCTI
AK HEOBXIOHOCTI BUKOPUCTOBYBATH
B HAUIOHAJNIBHUX NIANPUEMCTBAX

This article is devoted to the benefits of implementing total quality management in modern enterprises. The rele-
vance of the development and implementation of new approaches to enterprise management is determined by many
factors: the complexity and uncertainty of the external environment, the change in management models and meth-
ods associated with the informatization of society, the change in the management paradigm and others. Enterprises
of the Republic of Moldova are also in a difficult position due to geopolitical and migration processes. The principles
of universal quality management developed back in the mid-20th century are reflected in the ISO standards imple-
mented by companies around the world. The implementation of these standards puts enterprises at a level higher
than others and sets them apart favourably in the international arena.
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HaHa cmamms npucesiyeHa nepesazam 8rposadKeHHs momarsnbHO020 MeHEOXMEeHMY SKOCMI Ha Cy4YacHUX rid-
rnpuemcmeax. YcriuwHO 3acmoco8yryuU NMPUHUUU, SIKi € OCHOB00 Ub020 nidxody, bazamo KoMnaHil 3 yCb020 ceimy
nepeansiHynu ceoi no3uuii w000 KoHKypeHmie. KoHuenmyarnbHi 3acadu ssikocmi 6ynu noknadeHi we 8 KiHuj 19-ro-
yamky 20 cmonimmsi. Ha cb0200HiWwHit 0eHb 6bazamo npuHyunig disrbHOCmi 3acmapinu. AKmyarnbHicmb po3pobKu
i erposadxeHHs1 Hosux nioxodie 00 yrnpaesniHHS nidnpuemMcmeom obymoerneHa bazambma ¢hakmopamu: CKrnadHicmb
i Hesu3Ha4YyeHiCmb 308HIWHBLO20 cepedosuwya, 3MiHa modeneli | Mmemodie ynpaeniHHs, nog'asaHux 3 iHghopmamu-
3aujero cycninbcmea, 3miHa rnapaduamu yrnpaesniHHsa ma iHwWuMmu. HecmabinbHicme nonimu4yHoi ma eKOHOMIYHOT
cumyaujii 8 Pecnybniyi Mondosa noanubnoroms npobnemu ¢yHKUioHysaHHS nidnpuemcms. Halyacmiwe 6azamo
MorndaschkKi KoMmaHii 3adarombCsi MUMaHHAMU Mi08UULEHHST PIBHST KilIbKICHUX MOKa3HUKI8, WO Xapakmepu3symb
pigeHb yrpaeniHHs: npodykmusHocmi, npubymkosocmi, peHmabernbHocmi, flikgiOHocmi. Y moul xe Jac, siKicHi, abo
He3MipHi, crnabo 8UMIPHI MOKa3HUKU, gidieparomb eeniudesHy porsb. Lle, 8 nepwy depey, 3a0080/1€HHS YHIKarnbHUX
nompeb knieHmis, dodamkosull pieeHb cepsicy, cmaeneHHs1 00 couianbHoT 8i0noegidanbHOCMI, eKono2ivyHicmb, myp-
6oma npo HasKkonuwHe cepedosuuie, 3a0080/1€HHS Mompeb nepcoHary, MPOCy8aHHS M0 Kap €pHUX cxodax, cyqacHi
nidxodu Ao nidepcmea, KoMaHOOYMBOPEHHS. Bci Ui MoMeHmMuU He MOXXymb 3anuwumucs 6e3 yeazu. lNidnpuemcmesa
Pecnybniku Mondosa 3Haxod05imbCsi 8 CKPYMHOMY cmaHo8uUWi we U Yepe3 2e0rofimuyHuUX i MiepayiliHux npoyecis.
lNpuHyunu 3a2anbHO20 MeHEOXMeHMY SKOCMI, po3pobneHi we e cepeduHi 20 cmonimms, 3Haltuwiu ceoe gidobpa-
JKeHHs1 8 cmaHdapmax ISO, ski enposadxytomb KoMnaHil no ecbomy ceimy. daHi cmaHOapmu A0380/1510Mb «Ha-
Jn1azodumuy bisHec-npouecu opeaaHisauili i 3pobumu ix KrieHmo-opieHmosaHumu. Pecrnybrika Mondoea we 6 2015
poui e3sna Kypc Ha « Cmarnul po3sumoky», momy bazamo depxxasHuUX NOAIMUKU ma 2any3eei peariaMeHmu makox
opieHmMytombcsi Ha 0ompuMaHHsI 3a3HadeHux cmaHdapmie 8 pi3HuUx obnacmsx disnbHOcmi. BriposadxeHHs yux
cmaHOapmie cmasumae MidrnpuemMcmea Ha pieeHb 8ULE IHUWUX, supiwlye pi3Hi npobnemu, nepedbayae nomeHyitiHo
Moxnusi npobnemu, i, 8 KIHUE80OMY paxyHKY, 8U2iOHO ix 8udinsie Ha MiXXHapPOOHIl apeHi.

KnrouoBi cnoBa: sikicme, cmaHOapm, 3a2aiibHe yrpassiHHs SKICmM0, KOHKYPEHMOCPOMOXHICMb, KOHKYPEHMHI
nepesazu, npouec, bizHec-npouec, ISO.

[aHHasi cmambs nocssiweHa npeumywecmseam eHeOpeHUsi momarnbHO20 MeHeOXXMeHma KaJecmea Ha coepe-
MeHHbIX npednpusamusix. AKmyanbHocmb pa3pabomku U eHedpeHUsi HO8bIX M0OX0D08 K yrpasneHuto npednpusmu-
em obycriosnieHa MHO2UMU (hakmopamu: C/I0XXKHOCMb U HeornpederieHHoCMb 8HeuwHel cpedbi, usMeHeHue modenel
u MemoQ9o8 yrpasrneHus, cesizaHHbIX ¢ UHghopmamu3zayuel obwecmsa, usMeHeHuUe napaduamMbl yrpasneHusi u opy-
eumu. lMpednpusamus Pecrybnuku Mondosa Haxo0simcs 8 3ampyOHUMebHOM MOMIOXEeHUU ewe U ro fnpu4yuHe 2eo-
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MOIUMUYECKUX U MU2payuoHHbIX rpoueccos. Pecrybniuka Mondosa ewe 8 2015 200y 83551a KypcC Ha « Ycmol4ugoe
passumuey, Mo3amMomy MHoaue 20cy0apCmeeHHbIe MOoNUMUKU U ompacrieeblie pearaMeHmbl makxe opueHmupy-
tomcsi Ha cobrirdeHue ykaszaHHbIX cmaHOapmos 8 pasnuyHbeix obnacmsx desmensHocmu. [NpuHyuUnel eceobuwezo
MeHeO)XMeHma Kadecmea, paspabomaHHbie ewe 8 cepeduHe 20 8eka, HaWJIIU Ce80e ompaxkeHue 8 cmaHoapmax
ISO, komopbie sHEAPSOM KOMMaHUU rno ecemy mupy. BHedpeHue amux cmaHdapmos cmasum rpednpusmus Ha
YPOBEHb 8bluie Opyaux U 8bI200HO UX 8blderisiem Ha Mexx0yHapoOHOU apeHe.

KnroueBble cnoBa: kavecmeo, cmaHOapm, obuee yrpasneHue Ka4ecmeoM, KOHKYPEHMOCNOCO6HOCMb, KOHKY-
peHmHble npeumyujecmasa, rpoyecc, busHec-npouyecc, ISO.

Introduction. The development of a quality concept
has a long history. Even in antiquity, philosophers and
scientists tried to define this concept from various per-
spectives. For example, Aristotle associated with quality
“the property of a certain object to be what it should be.”
During the industrial revolution, a quality concept began
to be thought of in terms of compliance with any charac-
teristics. Most often, these definitions boiled down to the
concepts of good-bad, consistent-inconsistent [1].

With the development of business, the very attitude
to quality is developing. At the same time, the attitude
to quality management differs in many respects from
modern approaches as a result of labour, which will be
discussed in this article.

Formulation of the problem. Modern Moldovan
enterprises are influenced by many factors. Firstly, the
uncertain external environment — internal and external
competitors, secondly, a complex geopolitical environ-
ment, which has a negative impact on the investment
climate in the Republic of Moldova, thirdly, the need to
use new management methods, given the increased in-
formatization of society.

To increase competitiveness, many companies
around the world are introducing various quality systems
that are aimed at the multilateral rethinking of business.

Formulation of objectives of the article. Firstly, to
analyse the concept of quality in an evolutionary con-
text, secondly, to consider the principles of Total Quali-
ty Management, thirdly, to justify the need to apply the
principles of universal quality management at enterpris-
es of the Republic of Moldova.

The approach to quality as an enterprise manage-
ment system determines the importance of understand-
ing and applying the principles of total quality at modern
Moldovan enterprises, which strive to increase compet-
itiveness and to strengthen their positions in national
and foreign markets.

Research analysis. The evolution of quality man-
agement as a systems science is most often associated
with the emergence of management science itself, that
is, with the works of Frederick Taylor and representa-
tives of his School of Scientific Management, that is, the
period of the late 19th and early 20th centuries. During
this period, the emphasis was on improving the produc-
tivity and efficiency of organizations through the man-
agement of technical processes. The era of Taylorism
has brought a lot to the enterprise management pro-
cesses, in particular, many of the management princi-
ples developed by Taylor are still applied today.

At the same time, the further development of man-
agement science has influenced the work of scientists in
the field of quality. The next period was largely devoted
to human relations in management and behavioural sci-
ences in management. This is the period when the first

concepts in the field of quality management appeared —
the 1920s—1950s.

The dissemination of statistical methods of quality
control SQC — Statistical Quality Control. At the same
time, quality comes down to a greater extent to check
the conformity of goods, materials, finished products to
basic products, or to a standard [2; 3].

The next stage of quality management is as-
sociated with the works of the quality management
guru — E. Deming, J. Juran, Ph. Crosby, K. Isika-
wa, A. Feigenbaum. The concept of quality is wide-
ly disseminated in cross-country contexts. Japanese
methods of quality management are widely popular.
During this period, the following concepts appear and
become popular [2; 3; 4; 5]:

* TQC (Total Quality Control), concept author —
A. Feigenbaum;

* QC (Quality Circles), concept author — G. Taguti;

« CWQC (Company Wide Quality Control), con-
cept author — K. Ishikawa;

*  QFD (Quality Function Deployment), concept
authors — Yoji Akao and Shigeru Mizuno;

» ZD (Zero Defect), concept author — Philip Crosby.

During this period, the principles and methods of
quality management begin to acquire a systemic char-
acter, quality is associated not only with input and output
concepts but also with processes occurring in enterpris-
es. Quality becomes the most important task of both
each unit, contractor and the organization as a whole.
Such an understanding in management philosophy is
being formed closer to the 1980s. These trends served
as prerequisites for the emergence of the next stage,
which is still gaining momentum.

Results and discussions (statement of the main
material). The concept of TQM (Total Quality Manage-
ment), which originated in the 1960s, is associated with
the implementation and implementation of a quality pol-
icy at all stages of company development and in all divi-
sions. It was widely used in the 1980s and to this day is
the basic concept for most quality standards.

TQM principles today are the basis for the formation
of quality policies of many companies around the world.
The principles of TQM are presented in Table 1.

Considering the features of the TQM philosophy, the
advantages associated with the implementation of qual-
ity systems are becoming obvious.

Debugged processes, customer focus, loss minimi-
zation, and many other advantages distinguish com-
panies that have implemented these methods from the
rest. Therefore, today, these concepts are becoming
increasingly popular.

To improve the process of developing and maintain-
ing quality management systems, the International Or-
ganization for Standardization (ISO) was created.
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Table 1
Total Quality Management Principles

Description

The whole company system is reduced to the main indicator of efficiency —
customer satisfaction, therefore, when developing standards, any process should
be considered through the prism of highest customer satisfaction, whether it is a

The quality policy should be developed and approved by a higher authority,
management should provide all the necessary processes for planning, organizing,
motivating staff, as well as monitoring the implementation in the implementation of

When a company introduces TQM, absolutely all employees must participate in
the implementation of the principles of the system, otherwise, this will not lead to
the desired result, since the result depends on each individual and on the system

The new philosophy implies new organizational structures that are focused on
the process, rather than on separate disparate functions, the process is a lot of
interconnected stages, ultimately with access to the client.

The organization is a system of interconnected elements. Changes that occur in
one element will immediately lead to changes in others, so the implementation and
implementation of quality systems will affect all elements of the system.

In organizations that implement quality systems, there should always be a place
for innovation, cardinal or not significant, only with openness to innovation, the

Decisions are made only if reliable information is available, whether it is an
internal inspection, for example, about the percentage of defective products in an
enterprise, or an external analysis, for example, a study of customer requirements.

Suppliers are at the initial stage of the entire business process, the quality of the
whole process will depend on the quality of their deliveries, timeliness, additional

Principle .
number Principle of TQM
1 Focus on the customer
product, service, or any other action.
2 Leadership role
quality-related programs.
3 Employee Engagement
as a whole.
4 Process approach
5 System approach to
management
6 Continuous
improvement
system can develop harmoniously.
7 Factual approach to
decision-making
8 Mutually beneficial
supplier relationships
properties of the products.
9 Minimization of losses
associated with poor
quality work

The reasons for the quality mismatch must be carefully analysed and eliminated.
Given that poor-quality work increases the costs of the enterprise, even when
planning, if possible, it is necessary to reduce these costs.

Source: developed by the author according to the results of a literature study [1; 2; 3; 4]

The ISO story began in 1946 when delegates from
25 countries met at the Institute of Civil Engineers in
London and decided to create a new international orga-
nization ‘to facilitate the international coordination and
unification of industrial standards.” On February 28,
1947, the new organization, 1SO, officially began op-
erations.

ISO is an independent, non-governmental interna-
tional organization with a membership of 164 national
standards bodies. Through its members, it brings to-
gether experts to share knowledge and develop volun-
tary, consensus-based, market relevant International
Standards that support innovation and provide solutions
to global challenges [6]. Table 2 shows the popularity of
standards and their application areas.

At the end of 2018, the national standards bodies
(NSBs) from 162 countries were part of ISO’s worldwide
membership: 120 NSBs were full members, 39 NSBs
were correspondent members, and 3 NSBs were sub-
scriber members. Record number published in 2018 —
1637 standards [5].

The Republic of Moldova has got in a path of trans-
formation since the late 90s. By this period, national en-
terprises began to develop both the form of ownership
and the principles of activity.

In September 2015, the UN member states, includ-
ing the Republic of Moldova, adopted the Declaration
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of Sustainable Development Summit by which have
committed to implement the 2030 Agenda for Sustain-
able Development. Thus, during the next 15 years,
countries will have to mobilise their efforts to eradicate
all forms of poverty, to combat inequalities, and to ad-
dress the climate change problems, making sure that
no one is left behind.[8]

In this context, the application of the principles of To-
tal Quality Management is one of the key components
for the implementation of the plans. The introduction of
ISO standards should help the enterprises of the Re-
public of Moldova to improve the management system
in all areas and thereby stand out internationally. It
should be noted that ISO standards are designed for a
huge number of areas and directions in the enterprise
and affect absolutely all areas of the Sustainable Devel-
opment Program.

Conclusions. Until recently, there were no special-
ized organizations for the development and implemen-
tation of standards in the Republic of Moldova. Today
there are more and more of them. They specialize in the
implementation of basic quality standards — ISO 9001,
ISO 14000, ISO 22000, as well as more specialized
ones. Their introduction will help enterprises to over-
come various existing crisis phenomena, problems with
competitiveness, and also to reach higher quality and
prestigious level.
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Table 2
Areas of Iso Standards by Technical Sector for 2018 [5]
Area of implementation %s?;;zz:g;al
FORMATION TECHNOLOGY, GRAPHICS AND PHOTOGRAPHY 21,7
MECHANICAL ENGINEERING 15,6
TRANSPORT 12,4
NON-METALLIC MATERIALS 9,1
HEALTH, MEDICINE AND LABORATORY EQUIPMENT 6,4
BUILDING AND CONSTRUCTION 5.6
FOOD AND AGRICULTURE 5.3
ORES AND METALS 4.8
CHEMICALS 3.8
SPECIAL TECHNOLOGIES 3.6
SUSTAINABILITY AND ENVIRONMENT 3.2
ENERGY 3.2
HORIZONTAL SUBJECTS 3.1
FREIGHT, PACKAGING AND DISTRIBUTION 1.0
SERVICES 0.6
BUSINESS MANAGEMENT AND INNOVATION 0.2
SECURITY, SAFETY AND RISK 0.1
OTHERS (UNDER TMB) 0.3

Source: compiled by the author according to the results of the Annual Report 2018 of the ISO Organization [7]
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