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Y cmammi nodano ananiz knovosux numans, N08 A3AHUX 3 YNPAGIIHHAM AKICIIO: NOYUHAIOUU
3 BUBHAYEHHS NOHAMMS AKOCMI, i cymnocmi ma memody ynpaseninus neto. Kpim mozo, eusnaueno
CNpUlIHAMMA AKOCMI AK CnoJicusaiem, max i 6UPOOHUKOM, a MAKOJIC GNIUG AKOCMI HA JHCUMMEBULL
yuxn moseapy. Bcmanogneno, wo ynpagninna AKICMIO € 8AdCIUBOI0 KOHYENYI€ QYHKYIOHYBAHHS
cyuacHo2o nionpuemcmea.

Akicmos npoOdykyii, wo 6UnyCKAcmuvcsi Ha4 PUHOK, € OOHUM 3 HAUBANCIUGIUUX (AKMOpIE, wo
dopmyroms KOHKYPEHMOCHPOMOAUCHICIb Komnanii na punxy. Tomy inmepec 0o numans ynpasuinisi
AKICMI0 MA€ GUPIUATIbHE 3HAYEHHS OJis PO36UMKY KOMNaHi. Axicmv npolykyii € eupiulaibHum
Gaxmopom y chpuiinammi noKynyem K KOMAAnii, max i moeapy, AKuil 6OHA NOCMA4aAe, wo Gopmye
nozuyilo komnauii ma ii openo.

YV pobomi npoananizoeano memoou YnpasuiHus SKICMio SUpoOHUYmeda. 30Kpema 6UudiieHo
Maxi Memoou, sK: po36UMoK QYHKYIl AKOCMI, AHANi3 NPUYUH Ma HACTIOKIE 0eghekmie npoOyKyil, AKi
MOJICYMb BUHUKAMU NI0 YAC NPOEKMYBAHH, MaKoic memoo 5S. B naszei ocmannvoco 3awugposaro
n’amb NOHAMb (ANOHCHLKUX CI6), WO ONUCYIOMb CIMABIEHHA 00 Op2ani3ayii ma Ynpasninua pooodum
micyem.

Cucmema ynpasninHa sakicmro 32i0H0 3 icHylouumu cmandapmamu ISO 9001 € oouicio
3 He0008 A3KOGUX CUCMeM YNPAGIIHHA AKICMIO, 6NPOBAONCEHUX HA NIONPUEMCMEAX XaAPHO60i
npomucnoeocmi. Iloninwenns axocmi wasxom aoanmayii Oii 00 npoyedyp ma IHCMpYKYitl, wo
MICIMAMbCA 8 CMAHOApMi, NO3UMUBHO BRAUBAE HA NIOBUUEHHS NPECMUIICY A AKOCMT NPONOHOBAHUX
moeapie ma nociye, NOKPAWaHHs 00icy 00Kymenmayii, 30i1buer s KilbKOCmi 3a560K HA 3AMOGIEHHS.
ma noKpawanHs 6HympiuiHboi kKomynikayii. Yepes enympiwni ma 3068niwini nepesazu, Wo UHUKAIONb
6HACTIOOK pobomu cucmemu ynpaeninus axicmio, cymicnoi 3 ISO 9001, it mooicna knacugixysamu sk
epexmugnull iIHCmMpyMeHm KOHKYPeHmHOI nepesazil.

Knwuosi cnosa: akicms, ynpagiinna AKiCmMo, CHOMCUEAY, GUPOOHUK, HCUMMEGUI UUKI
npooyKmy.
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B cmamve npedcmasnen ananus Kuouesblx 60NPOCoO8, CA3ANHBIX C YNPAGIEHUEM KAYeCmEoM:
HAYUHAs ¢ onpeoenenis NOHAMUs Kauecmea, e2o CYWHOCmu 1 memooa ynpaeienus hum. Kpome moeo,
onpeoenenvl 6OCHPUAIUA KA4ecmea Kak nompeoumenem, max u npou3ooumenem, d maxice 6lusHue
Kauecmea Ha JICUBHEHHBII YUK Moeapa. Ycmawoenieno, umo ynpagienue KauecmeoM AGIACmCs
8aDICHOTL KOHYenyuell GYHKYUOHUPOBAHUS COBPEMEHHO020 NPEONPUAMUSL.

Kauecmso evinyckaemoul Ha PbIHOK NPOOYKYUU AGTSEMCS OOHUM U3 BANCHEUUUX (Parkmopos,
Gdopmupyiowux KOHKYpeHmoCcnocooHoCms KOMRAuuu Ha pwvinke. Ilosmomy unmepec K 6onpocam
VIPagnenus Kauecmaom umeem peulaiowee 3Havenue 01 pasgumus komnanuil. Kayecmeo npooykyuu
A6NAeMCA peuarowyum Qakmopom 6 G0CHpUAmMUY NOKYnamenem Kax KOMRAaHuu, maxk u moeapa,
KOMOPbIU OHA NOCAGISIeM, YUMo QopmMupyem no3uyuo KOMRAHUL U ee OPeHo.

B pabome npoananuzuposansl memoowl ynpaenenus Kavecmeom. B uacmmocmu evidenenvt maxue
Memoobl, KaK: pazeumue QYHKYUU Kauecmea, AHau3 NPULUH U ROCIe0CmEULL Oeghekmos npooyKyULl, KOmopule
MO2YM BO3HUKAMb NPU NPOEKMUPOBAHUY, maxdice memoo 5S. B nazsanuu nocieone2o 3auughposano nsamo
NOHAMULL (INOHCKUX CII0B), ONUCLIBATOWUX OMHOUICHUE K OP2AHU3AYUL U YIPAGTEHUIO PADOUUM MECHIOM.

Cucmema ynpasnenus Kauecmeom 6 coomsemcmeuu ¢ cywecmsyrowumu cmaroapmamu 1SO 9001
A671AeMcs OOHOU U3 HeODA3AMENbHBIX CUCTEM YNPAGNIeHUS KA4eCMEOM, GHEOPEHHbIX HA NPeOnpUSMUAX
nuwesol npomvluieHHocmy.  Yiyuuenue kavecmea nymem adanmayuil 0eticmeutl ¢ npoyeoypamu u
UHCIMPYKYUIL, COOEPACAWUXCILE CIAHOAPME, NOTOHCUMETLHO GUENT HA NOBLILUEHUE NPECIUNCA U KAYeCTEA
npeonazaemMvix mogapos u yciye, yayuiieHue oopaujenus OOKyMeHmayul, yeeaudeHue Koauvecmed 3as160K
Ha 3aKa3 u Yaydulenue sHympeHHeli KOMMyHuxayuu. Beneocmeue eHympennux u GHeHUX npeumyuecms,
BOHUKAIOWUX 6 pe3yiibmame pabomvl cucmemvl ynpagienus: kasecmeom, coemecmumoti ¢ 1SO 9001, ee
MOJICHO KAACCUPUUUPOBAMD KAK IPPDEKMUBHDILL UHCTPYMEHI KOHKYPEHNHO20 NPEeUMyuecmsd.

Kniwouesvie cnosa: xauecmeo, ynpagnenue Kauecmeom, nompedoumens, npousgooumens,
JHCUHEHHBLIL YUK RPOOYKIMA.

ntroduction

Considerations on the subject of quality management in a company should start from
the analysis of quality concept, which is not clearly specified. The first mentions of quality
appeared already in ancient Greece. The issue of quality can be considered in different con-
texts. The paper focuses on definitions, types, consumer and producer perception of quality
and quality management stages.

Concepts of quality and quality management

Quality is an important issue in today’s competitive world. The concept of quality is
difficult to define, because for each of us it means something completely different. Since
ancient times, many experts have been developing definitions of this term, thus over the
years many definitions of quality have been developed with different aspects (philosophical,
economic, technical, psychological or legal). Differences in the concept’s interpretation
depended on the type of industry or scientific field for which they were created. According to
Plato, quality is the degree to which an object of excellence is achieved. However, according
to Aristotle, quality is understood as a set of features that distinguish a given object from other
of the same kind. In the case of an engineer, it seems that Aristotle’s definition of quality as
a set of features is more useful (Wolniak and Skotnicka-Zasadyfi, 2010). The definition of
quality has also been developed for the purposes of quality standards, which state that quality
is the degree to which a set of natural properties (physical, temporal, ergonomic, functional
and other) of a product meets needs or expectations that have been established, adopted
or are mandatory (PN-EN ISO 9001:2015). The characteristics associated with the quality
concept are, in particular, compliance with standards, safety of use, functionality, practicality,
reliability and durability. These properties are very important both from the consumer’s and
manufacturer’s point of view (Trziszka, 2009).

Quality management is a developed discipline of management sciences. It is closely
related to the quality control system of products and production processes in the company.
The concept of quality management began to function in the second half of the 20th century.
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One of the precursors of quality management concept was A. Feigenbaum. He is the creator
of total quality control (regulation) concept, which was then developed into the total quality
management concept TQM. The implementation of this concept took place in five areas of
activity: formulating a company strategy in which product quality is the main objective;
transforming the quality strategy into detailed technical and marketing specifications that
meet the needs and requirements of the purchasers; assigning duties and responsibilities for
product quality throughout the company (Zidtkowski, 2007). Another very important and
modern concept of quality management is the Deming cycle used for continuous improvement
in companies. This cycle consists of four stages:

1. Planning — setting the objectives and assumptions of the project, preparing the
operating procedure and necessary documentation,

2. Execution — implementation of planned operations, monitoring of processes,

3. Verification — comparison of the achieved effects with the assumptions,

4. Action — identify non-compliance with the plan, specify corrective and preventive
actions (Sep and Pacana, 2001).

Using this model, the company should be subject to continuous self-improvement
processes, which are helpful in adapting to changes in the environment. This phenomenon is
called the Deming cycle (Torunski, 2009).

J.M. Juran has also made a big contribution to the development of quality management.
Many of his concepts were used in the ISO 9000 standards. The concept he created, presents
a scheme of continuous improvement, which is competitive in relation to the previously
developed Deming cycle. It is based on three stages:

— Quality planning — describes activities aimed at identifying the customer and his needs,
improving processes responsible for creating product features attractive to the customer.

— Quality control — aimed at achieving the planned objectives in relation to the product,
process and operational activities, the process should include estimation of the current status
of task execution and comparison with the established principles, and then determining and
taking action to eliminate these differences.

— Quality improvement — a stage consisting in improvement of processes concerning
elimination and reduction of losses, it is important not only to correct the error, but also to
draw conclusions in order to introduce necessary changes (Zaptata, 2009).

Deming and Juran’s quality management concepts are based on similar principles. Both
models are aimed at raising awareness of the needs and opportunities of the company, as
well as defining specific objectives for improvement. When using the quality management
schemes, it is important to assign problematic measures to appropriately trained employees.

It is very difficult to define quality unequivocally and universally, taking into account
all aspects of life that may be relevant, even if we limit our considerations to the production
company itself or even to the production process.

The essence and importance of production quality management

Management comprises four basic and core activities: planning, organization, direction
and control (Fig.1). All these functions are related to decision making (Wisniewska and
Malinowska, 2011).

Production quality management processes take place within companies. Quality
planning begins with identification of external and internal customers by defining their
needs. It is important to determine the characteristics of the products that suit the
customers. The next step is to set quality objectives that meet the needs of consumers
and suppliers at the lowest possible production costs. Strategic quality planning is
aimed at comparing predetermined plans with the results obtained using strictly defined
measurement units, so that the information obtained can be objectively evaluated. It
also aims to interpret the differences that occurred between the performed activities
and assumed standard, and to establish actions in order to resolve these differences
(Sikora, 2010).
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Fig. 1. Four different management functions
Source: Luning P.A., Marcelis W.J., Jongen W.M.F. (2005), Food quality management: technology
and management approach, Scientific and Technical Publishing House, Warsaw.

Organization is a management function that deals with creating the best conditions for
people and equipment for achieving a specific goal while working together. Adequate use
of human resources has an important role in production quality management. The company
should enable employees to develop and use their skills to meet the company’s objectives.
The organization is an important function both in allocation of responsibilities to individual
employees, as well as in integrating the entrusted tasks by which it shows people how to
work together. In order for the organization’s activities to produce the desired results in
the company, they must be coordinated and verified through control reports. This ensures
continuity of commands and responsibility for the execution of assigned tasks (Luning,
Marcelis, Jongen, 2005).

Direction in the process of production quality management is focused on human
resources of the company. This function is also called leadership and means inspiration,
motivation and targeting of employees’ tasks to achieve the desired goal. Management is
needed to put the team in order during problematic situations and to maintain the company’s
position in a competitive, constantly changing market. Leadership contributes to preparing
people to do their job and improving their working style. Together, these activities create
loyalty and teamwork based on values and pursuit of common goals (Kiev and Sikora,
2003).

The most important function of production quality management is the control of
processes and products. According to Evans and Lindsay (1996), quality control was defined
as a continuous process of evaluating performance and taking corrective action when
necessary. The purpose of this function is to produce a product that meets the requirements
and is within the limits of a set standard. Each production quality control system consists of
a measuring unit and actions related to the comparison of the obtained results with standard
or requirements. Minimum deviations from the standard are acceptable. However, if there are
many irregularities in the control, it is necessary to carry out accurate corrective actions. In
the food industry, increased number of process controls reduces defects in the final product.
It follows that the control function contributes to the improvement of food product quality
(Zalewski, 2002).
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Production quality management methods

Inmanufacturing companies, managers and employees support their quality improvement
activities with methods that are an essential part of quality management. The principles of
method application are universal and communicated to employees so that they can comply
with them in the workplace. According to Hamrol (2007), production quality management
methods can be divided into two groups according to six criteria:

Group A — criteria related to the benefits of applied method:

— Constant impact of the method on quality improvement,

— Achievement of fast quality results,

— Motivation for teamwork.

Group B — criteria related to expenditures of applied method:

— Additional time spent on applying the method in relation to the time spent by the
employees on their main tasks,

— Costs to be borne by the enterprise for the recruitment of an employee to carry out
the activities provided for in the method,

— Additional qualifications of existing employees required for proper, effective and
efficient application of the method.

The first method of quality management is QFD, i.e. quality function development.
This method is a way of translating information from the market and consumer requirements
into the technical language used in the company by designers and technologists. It enables to
define general and technical parameters of products and processes in which particular parts
are produced. In this way, the market needs can be translated into the conditions that the
company must meet when manufacturing this product in subsequent stages of production,
starting from design, through production, to sales. The method focuses its activities on the
customer and his needs. The condition for correct application of the method is market research
aimed at identifying the consumer’s needs. The basic tool of the QFD method is a diagram
called a quality house due to its shape. Introduction of this quality management method in
a company requires additional time and above-planned qualifications of employees, but it
gives a long-term impact on quality and its effects are visible after a short time of application
(Zalewski, 2008).

The second way of quality improvement in an enterprise is the FMEA method. It is
based on the analysis of causes and effects of product defects, which may arise during product
design. Itis aimed at estimating the risk of discrepancies and errors in the product or production
process. Corrective actions are developed on the basis of description of the resulting defects.
The application of FMEA method is recommended for complex, multi-stage processes before
the start of serial production. This ensures that the required effectiveness and efficiency of
process is achieved. FMEA analysis is recommended when introducing a new product to
the market, using new materials for production, operating the product in extremely difficult
conditions or in case of other possibilities of product application. The analysis consists of
three main procedural steps:

1. Preparation — identification of the problem and its causes

2. Proper analysis — calculation of numerical indicators for defined causes

3. Introduction and control of preventive actions.

The effectiveness of actions is based on the work of appointed team, consisting of representatives
of various company departments. At each stage of the process, employees use auxiliary tools to
analyse the problem, such as brainstorming, consumer opinion polls, surveys and interviews
conducted among engineers and designers. Implementation of the activities should be constantly
monitored. This provides the company with additional information to reduce the incidence of faults.
The FMEA method, similarly to QFD, requires considerable time and competence of employees and
generates additional costs. The strong point of this method is the lasting impact on the improvement
of quality and mobilization of employees to teamwork (Lenik, 2011).

Another method of production quality management used by enterprises in order to
improve quality is the 5S method. It refers to five Japanese words that describe the attitude
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towards organization and management of workplace. The principles included in this method
aim to increase productivity by reducing losses, improving and eliminating useless processes.
Otherwise, these activities are referred to as effective workplace organization. A special
aspect is the maintenance of order and cleanliness, as well as discipline during work. This
method is characterized by five interrelated elements of practice. Selection (seiri), which
concerns the elimination of unnecessary hazardous and disorderly objects from the workplace,
thereby disturbing the productivity process. It is also important that the necessary items are
sorted by application in a manner that is convenient for use. Systematics (seito), focusing on
putting objects in the right order to shorten the time of searching for what is needed. Cleaning
(seiso), consisting in maintaining cleanliness during and after work by regularly cleaning
the workplace and working environment. Standardization (seiketsu), which is based on the
establishment of rules for maintaining order in the form of a cleaning schedule. A clean
working environment is beneficial for the well-being of employees and reduces the risk of
accidents. Self-discipline (shitsuke), which is a practice that summarizes other principles.
It concerns compliance with established rules and regulations that reduce the number of
mistakes caused by inattention. This concept has proven its worth in different organizational
structures. Thanks to skillful implementation, 5S can become not only the next rule to be
followed, but also have a positive impact on interpersonal relations and better perception of
the company by customers. Due to the universality of this method, it can be used not only for
production workstations, but also in warehouses and offices (Myszewski, 2009).

Another method of production quality management is the Just in Time delivery
system. The application of this concept enables to increase the efficiency and flexibility of
production by reducing stock levels as much as possible, shortening the production cycle
and harmonizing the supply with the production. The main assumption of this method
is production without stockholding. It aims at complete elimination of unreasonable
management and waste, by supplying the production processes with all necessary
components at the right time and in the required amount. Just in Time is a system that, by
eliminating all possible process losses within the company, allows for achieving the best
possible quality and lowest possible costs, as well as delivering products in accordance
with customer requirements and on time. Delivery of raw materials to the production line
at the right time and sale of final products immediately after their production enable to
avoid their storage. This in turn is associated with the reduction of costs associated with
the maintenance of large warehouse space. The JiT concept comes down to seven zeroes:
no shortages, no inventory, no delays, no queues, no unnecessary operations, no inactivity,
no unnecessary movements. Meeting the assumptions of this idea in practice takes place
through the use of short order execution cycles, launching short production runs, only
when the demand for a given product increases, using the services of suppliers located
in short distances from the company. The above activities contribute to the improvement
of organization and work efficiency. An important aspect is also the training of executive
employees to work on various positions. This allows employees to replace each other when
needed. To sum up, implementation of the Just in Time method is quite a costly undertaking,
but thanks to its application, the number of shortages in the production process is reduced,
the number of products delivered on time is increased, the production time is shortened,
stocks and costs associated with storing finished products are reduced. The entire process
contributes to an increase in the profitability of production, which is the most important
perspective for running a business (Zymonik and Hamrol, 2013).

Summary and conclusions

The quality of product released on the market is one of the most important factors
shaping the competitiveness of a company on the market. Therefore, the interest in quality
management issues is crucial for the development of companies. Product quality is a decisive
factor in the customer’s perception of both the company and the product it supplies, which
builds the company’s market position and brand.
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The Quality Management System according to the existing ISO 9001 standards is one of
the non-compulsory quality management systems implemented in food industry enterprises.
Improvement of quality by adapting actions to the procedures and instructions contained in the
standard has a positive impact on the increase of prestige and quality of offered products and
services, improvement of documentation circulation, increasing the number of applications
for orders and improvement of internal communication. Due to internal and external benefits
that result from the quality management system compliant with ISO 9001, it can be classified
as an effective tool of competitive advantage.
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