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MODERN PRINCIPLES OF QUALITY MANAGEMENT

Y cmammi Oocniodxceno 3MiCmMOSHI Xapakmepucmuku HOHAMMS «SAKICMbY, MO0elb
VNPABNIHHI AKICMIO 8I0NO0GIOHO 00 YUKIY Oe3nepepenoco NOKPAWeHHs ma OOIPYHMOBAHO HA Yill
0CHO8I HAOIp NpuHYUnie ynpaeninus axicmio. Becmanosneno, wo skicme po3ymiemocs K npoyec
be3nepepeHoco B800CKOHANEHHS, CNociO 6edeHnus Oi3necy 6 YKpaimi, AKulli nosumnen 6i0nogioamu
miscHapoonum cmanoapmam ISO 9000. Hasedena nipamioa axocmi 3 ypaxy8aHHaM CMAHOApmie
AKOCMI ma CRnoxcueyux eracmusocmei. Bionosiono 00 mixcHapoono2o 00c8idy npeocmasieHo
KAI0408I acnekmu sikocmi. Bcmanoeneno, wo ocnoéna poib ma 8ionogioanvhicms 8 cucmemi
VIPABNIHHA SAKICIMIO HANEHCUMb GUWOM)Y KepiGHUYMEY NiOnpuemMcmed. 3abe3neueHus sKocmi
8i00Y8AEMbCL 3 YPAXYBAHHAM  CYKYNHOCMI — 83AEMO38'A3GHUX  MEXHIYHUX, Op2aHi3ayiliHuXx,
EeKOHOMIYHUX, coyianbHux ¢hakmopis. Obpano ma onucamo Cy4acHi NPUHYUNU YNpasiinHs SKIiCmIo,
AKI € OA308UMU MA BCEOCANCHUMU NPABULAMU OPIEHMOBAHUMU HA KILIEHMIB.

Knrouesvie cnosa: sxicmv, cmanoapm, npuHyunu, YAPAeiHHs, CUCEMA, MEeHeONCMEHM,
nionpuemMcmao.

Formulation of the problem. In the context of major globalization transformations and
crises, much attention paid to the problems of mastering and implementing enterprise management
based on quality. Quality management is one of the key functions of corporate and project
management, the main means of achieving and maintaining the competitiveness of any enterprise.

The historical experience of the USA, Japan, Germany and a number of other countries
shows that ensuring the sustainable and harmonious development of any enterprise with effective
management systems based on quality is one of the main levers with which it was possible to
overcome the crisis in the economy and take a strong position on the world market.

Since 2008, Ukraine has acquired full membership in the World Trade Organization.
Membership in this organization has become an important factor in the further integration of
Ukraine into the world economy. This allows Ukraine to defend its national trade and economic
interests and join in the development of new global trade rules. At the same time, high-quality
foreign products enter the domestic market, which are inferior to Ukraine in competition, which
may affect the loss of market positions of the national manufacturer. Therefore, the issues of
creating an effective quality management system at Ukrainian enterprises are relevant.

Analysis of recent research and publications. Leading foreign scientists such as P.
Berghom, E. Deming, J. Juran, F. Crosby, D. Rabbitty, M. Hammer, D.Champi, M. Robson, F.
Ullah and others.

The works of many well-known domestic scientists, in particular E.S., are devoted to issues
of quality in the enterprise management system. Askarov, D.G. Goltsev, E.A. Goncharov, Yu.B.
Kabakov, P.Ya. Kalita, L.S. Kirichenko, V.M. Koreshkov, I.V. Luzan, I.S. Lutsenko, A.l.Momot,
K.M.Rakhlin, L.A. Tkachenko, A.D. Shadrin and others.

An analysis of publications on the above issues proves that the existing approaches in
Ukraine to defining the concept of “quality” complement each other and allow us to consider this
concept from different points of view. At the same time, “quality” as an object of management
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at an enterprise has not been sufficiently disclosed, which determined the relevance and need to
continue research in this direction.

The purpose of the article is to study the meaningful characteristics of the concept of
"quality”, the model of quality management in accordance with the cycle of continuous
improvement, and to substantiate on this basis a set of principles of enterprise quality management,
taking into account the impact on the interests of business process participants.

Presentation of the main material. Quality management defined by the International
Organization for Standardization and considered as the actions taken during the creation, operation
or consumption of products to establish, ensure and maintain the required level of quality.

The concept of “quality” in a broad sense is a universal philosophical category that covers
both phenomena of the external world and human consciousness. There are more than 100
formulations of the term “quality” in the literature.

Japanese scientist K. Ishikawa (1950) described the concept of “quality” as the degree to
which the needs of the product consumer are satisfied. Other scientists practically did not change
the content in their definitions of “quality”[1].

Leading American quality systems expert Joseph Juran believes that “quality” is fitness
for use. This concept includes four elements: consumer perception of the product design; the degree
to which the product conforms to the design; availability of goods for purchase, their reliability and
repair; accessible service [2].

The Ukrainian Quality Association interprets the concept of “quality” as a process of
continuous improvement, a way of doing business when it is necessary to be better in relation to
others, and not just have products of better quality [3].

According to the International Organization for Standardization (1SO), quality is the sum
of the properties and characteristics of a product that give it the ability to satisfy specified or
intended needs. There is also a definition of product quality given in State Standard 15467-79,
according to which product quality is a set of product properties. That determine its suitability to
satisfy certain needs in accordance with its purpose [4, p. 112]. The ISO 9000 series standards
established a unified, internationally recognized approach to contractual terms for assessing quality
systems and at the same time regulated the relationship between manufacturers and consumers of
products. In other words, 1SO standards are strictly consumer-oriented.

Based on the results of the above, let us present the types of qualities in the form of a
pyramid (Fig. 1).

Quality

Enterprise qualitysa

Quality of work

Product quality

.

Fig. 1. Quality pyramid according to quality standards and c.'onsumer properties

The product cost category is one of the most valuable. These categories used when
selecting design and development items, as well as individual needs, planning development and
evaluating its results, determining its effectiveness and the efficiency of the warehouse, organizing
work, and the minds of producing new products.

Both physical and technical aspects are important, such as products - this is the largest part
of the physical products that people process. Products containing a high degree of reliability make it
possible to have high technical capacities associated with its color content and reliability too. Are
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economical and warehouse, fragments in each robot and a very large number of necessary. The
product has a marketable form and provides economic benefits.

International experience shows that those countries achieve significant success in social
and cultural development, which are able to ensure the highest quality of their products and
services. Therefore, quality is a determining indicator of the company's competitiveness in the long

term (Fig. 2).
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Fig. 2. Key aspects of quality [5]

In order to solve the problem of ensuring society's needs in quality products, purposeful
management of the process of formation and quality assurance is necessary. Quality management
encompasses a set of interconnected technical, organizational, economic, and social factors (Fig. 3).
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Fig. 3. A set of interrelated factors in product quality management [6]
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Quality determined by the action of many subjective and objective factors, both internal and
external. To ensure a consistently high level of quality, a quality management system is required.

A quality management system is a set of interrelated and interconnected elements that allow an
organization to set quality policies and goals and achieve them [7].

The goals of creating a quality management system are to implement the enterprise’s policy in
the field of quality, achieve and maintain the quality of products (works, services) at a standard level
and ensure the fulfillment of consumer requirements, constantly improve product quality to increase
satisfaction with the product of both the consumer and other interested parties. The quality management
system is an integral part of the overall management system for the production and economic activities
of the enterprise in accordance with the quality management standard.

Analyzing the above, we believe that quality management is a clear interaction between all
departments, all participants in the production process, which has a well-formulated goal - ensuring or
improving quality. Quality management is applied in every industry, not only in manufacturing, but in
all industries, in all types of companies from large to small, even if they are involved in the international
market or not.

Quality management ensures that a company operates efficiently. Therefore, an effective quality
management system built taking into account Edward Deming's cycle of continuous improvement,
when the emphasis is not on increasing profits, but on constantly improving the quality of products and
services. Time has confirmed Deming’s teachings, which take the role of the process of self-
organization and internal motivation of both people and companies themselves to a new level (Fig. 4)

[8].

Continuous improvement of the quality management svstem
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Fig. 4. Model of the quality management system using E. Deming's cycle of continuous
improvement [8]
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Figure 4 illustrates a quality management system based on the processes described in the 1SO
9000 series of standards. It shows that stakeholders play a significant role in providing input elements to
the organization. Monitoring stakeholder satisfaction requires assessing information about those parties'
perceptions of the degree to which their needs and expectations being met. Stakeholders in quality
management: consumers and end users; employees of the enterprise; owners/investors (such as
shareholders); suppliers and partners; society through various associations and government structures that
the enterprise or its products influence.

The quality management system model in Fig. 4 provides for the use of Edward Deming’s
continuous improvement cycle, in which [8]:

Plan - planning: development of goals and processes (process engineering) necessary to achieve
goals, planning activities in accordance with meeting customer needs, regulating business processes in the
potential management system, planning resource allocation, determining criteria for evaluating planned
activities;

Do — execution: preliminary data analysis and preparation of workers to carry out business
processes in accordance with the developed plan and taking into account the product life cycle,
documenting activities and results;

Check — verification: collection of information and monitoring of results, comparative
assessment of the obtained indicators with the planned ones, analysis of the results obtained, identification
of the reasons for deviations, further monitoring of business processes, summing up and assessing the
level of achievements,

Act - improvement: development and implementation of measures to improve quality
management, review of planned resource provision, making changes to current plans, making decisions to
prepare for a new cycle of continuous improvement of enterprise quality management.

The modern concept of quality management based on a set of principles of quality management,
which formed E. Deming (14 principles), J. Juran (10 stages of quality improvement), F. Crosby (14
stages of quality improvement), D. Rabbitti, P. Bergh (7 successful quality factors), 12 principles
acceptable for Ukraine, and the sequence of their use [9].

We propose that the modern principles of enterprise quality management include the following:

1. Form goals for continuous improvement of activities. Enterprise management must
constantly work to develop quality policies and goals, which revised over time. It is advisable for
managers to promptly turn strategic goals into specific production tasks and set deadlines for their
implementation.

2. Establish customer focus. The focus of quality management is meeting customer needs and
striving to exceed their expectations. The task of the enterprise is to ensure that it is not the products that
returned, but its consumers. After all, attracting new consumers is 3-4 times more difficult than retaining
existing ones. In this regard, the enterprise management plans activities to analyze customer satisfaction
and monitors the results.

3. Provide “leadership” management. Leaders establish unity of goals, directions and create
conditions for employee participation in achieving the quality goals of the enterprise. Leaders create
conditions for providing personnel with the necessary information and resources for functioning and
implementing corrective and preventive actions for the rational use of enterprise resources in the main
functional processes. Leadership standards created to achieve enterprise success.

4. Involve all enterprise personnel in the quality improvement process. In the quality
management system, the entire enterprise team from the top management level to the lower level
equally plays an important role in the implementation and support of the quality system. All members of
the workforce must constantly care about improving the quality of products (services) provided to
customers. Each level of personnel is required to perform its functional duties in accordance with its
level of competence. The basis for involving employees in the development and maintenance of quality
management systems are the motives to ensure compliance of the results of their activities and
exceeding the requirements established for employees.

5. Focus on the process and its results. Consistent and expected results become more effective
and efficient when business managers establish an effective management system to evaluate individual
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performance based on the results of completed production tasks. The motivation of enterprise
employees plays an important role in the quality management system, since not only the social activity
of employees, but also the results of their activities depend on it.

6. Inform subordinates of the cost of marriage. Enterprise managers take responsibility for
solving problems and contribute to the formation of close interaction between individual performers and
the manager. Particular attention in this direction given to organizing internal audits, the result of which
is the development of effective recommendations and subsequent monitoring of their implementation.

7. Provide continuous quality improvement. In order to ensure competitiveness, continuous
improvement of activities is necessary. It is advisable for business leaders to respond quickly to external
and internal changes that may affect the effectiveness of the quality management system. The general
form of participation of enterprise employees in maintaining the quality management system is their
intellectual activity, their knowledge and experience.

8. Carry out relationship management. During its operation, the enterprise maintains a
constant level of interaction with its audience and supply chain. To succeed, businesses must create and
maintain positive relationships with their business partners and customers. Relationship management
involves techniques for increasing customer support for a company and its offerings, as well as brand
loyalty. A business's well-established relationships with audiences and suppliers can contribute to
sustainable success by optimizing their impact on productivity and quality levels.

The proposed principles of quality management are separate principles of the 1SO quality
management standard and are a solid basis for the process of building an 1ISO 9001 quality management
system to meet internal (on the enterprise side) and external (customer side) needs. They can also
become the basis for improving the productivity and competitiveness of an enterprise.

Conclusions and offers. Thus, product quality is one of the most important criteria for the
functioning of enterprises in a saturated market. Improving product quality determines the growth rate
of production efficiency and scientific and technological progress, and affects competitiveness and
intensification of the economy. Therefore, product quality management is an important issue that needs
constant solutions to ensure high quality of finished products. Quality management is the process of
optimal combination of interdependent quality categories in order to achieve the most efficient
production and high productivity of social labor.

Modern quality management should focus on the nature of needs, their dynamics and structure,
incentives caused by economic and technical competition, and market conditions. Necessary rationally
combine actions, means and methods will ensure timely production of products and the development of
new products that can meet future consumer demands and market needs.
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EVTUSHENKO NATALIA, MALEVSKY PETER. MODERN PRINCIPLES OF
QUALITY MANAGEMENT. The article examines the substantive characteristics of the concept
of “quality”, the quality management model in accordance with the cycle of continuous
improvement and the justification on this basis of a set of principles for enterprise quality
management.

It established that quality understood as a process of continuous improvement, a way of
doing business in Ukraine, when it is necessary to be better in relation to others, and not just to
have products of better quality.

Modern practice of trade relations includes the customer checking and assessing the
supplier’s existing quality management system, which considered by the customer as an additional
guarantee of the stability of the quality of supplies. In this sense, the quality system must comply
with the international standards 1SO 9000.

The quality pyramid presented in accordance with quality standards and consumer
properties: quality, enterprise quality, work quality, product quality. Key aspects of quality
presented in accordance with international experience. It established that the main role and
responsibility in the quality management system belongs to the top management of the enterprise,
for which it is important to involve each employee in work on quality issues and carry out activities
to improve the qualifications of personnel.

To solve the problem of ensuring the quality of products (services), it is necessary to
purposefully manage the process of formation and quality, taking into account a set of interrelated
technical, organizational, economic, and social factors.
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It proven that effective quality management based on Edward Deming's cycle of continuous
improvement, when the emphasis is not on increasing profits, but on constantly improving the
quality of products and services.

The set of quality principles formed by foreign scientists studied. Modern principles of
quality management, which are basic and comprehensive customer-oriented rules, selected and
described.

Key words: integrity, standard, principles, management, system, management, enterprise.
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