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KULTURA KVALITY, KI'UC KU ZLEPSENIU KVALITY

QUALITY CULTURE THE KEY TO QUALITY IMPROVEMENT

Kultiura kvality je sithrn spolocne zdielanych poznatkov na
kvalitu, t. j. vztahov hodnot, ako organizdcia rozvija a vyuziva svoje
kapacity, zdroje, aby tspesne preZivala v externom prostredi a iicelne
riadila svoje viastné vniitorné zdleZitosti.

1. Uloha kultury kvality

Efektivne riadenie kvality sa stava stale nastojivejSou vyzvou
pre vela nasich firiem a organizacii.

Pre zlepSenie kvality svojich vystupov vela naSich podnikov
zavadza v manaZmente kvality nové pristupy a nastroje, ako su
napr. metody FMEA a najmd QFD, ktora umoziuje pohotovu
transformaciu, prenos poziadaviek zakaznikov do navrhu novych
vyrobkov/sluzieb.

Tieto pristupy vSak nemusia byt vidy spesné a plne vyuZitel-
né, ak firma nema vysoku uroven kultury kvality, predstavujucu
jadro hodnot vlastnych tak zamestnancom firmy, ako aj manaz-
mentu firmy pri zabezpecovani vyzadovanej urovne kvality.

Odbornici tvrdia, Ze uroven manazmentu firmy je viac ako
technologia klucom zlepSovania kvality. Organizacia moze zabez-
pecovat a zlepSovat ziaducu uroven kvality svojich vystupov len
vtedy, ak ma zavedeny a vSetkymi pracovnikmi reSpektovany
systém hodnoét podporujucich kvalitu. Tento nazor zdielaju tiez
mnohi vykonni manazéri, ktori st presvedceni, Ze je to najma zale-
Zitost manazmentu zmenit, zlepsit kultaru firmy [1],[2].

Treba dodat, Ze tiezZ taki prominentni experti kvality akymi st
Eduard Deming, Joseph Juran a Phil Grosby svorne zdoraznuju
mimoriadnu délezitost budovania kultury kvality, ako predpoklad
splnenia vacSiny poziadaviek na produkt. Takto sa stava kvalita
ako hladanie hodnoty pre zakaznika a jej realizacia ako odraz
urovne firemnej kultary kvality kritickym faktorom uspe$nosti
firmy [3],[4].

2. Co je kultira kvality?

Aj ked je vela definicii kultury kvality mdZeme si vybrat taku,
ktora moze byt pouZzita pre lubovolnu firmu, podla nej je kultura
kvality suhrn spolo¢ne zdielanych poznatkov (nazorov) na
kvalitu, t. j. vztahov hodnot, ako organizacia rozvija a vyuziva
svoje kapacity, zdroje, aby uspesne prezivala v externom prostredi
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Quality culture is the total of the collective or shared learning of
quality-related values as the organization develops its capacity to
survive in its external environment and to manage its own internal

affairs.

1. The Role of Quality Culture

Managing quality has become a serious endeavor for many of
our companies and organizations.

To improve quality, many of our companies have adopted new
approaches and tools as FMEA and QFD (Quality Function
Deployment) for translating customer’s requirements into
product or service specifications.

These approaches, however, might not achieve their true
potential if an organization fails to improve its corporate quality
culture - that is, the core values possessed by employees and
management regarding quality.

Research suggests that much more management, rather than
technology, is the key to quality improvement. An organization
can mount and sustain a true quality improvement effort only
when it has a value system that promotes quality. This view is also
held by many chief executive officers, who believe that it is
management’s job to change the culture of an organization to
improve quality perfomance [1],[2].

In addition many prominent quality experts, such as W.
Edwards Deming, J. M. Juran and Philip Crosby, stress the
importance of building a quality culture as a prerequisite to major
quality improvement efforts. In such a way, developing a desired
organizational quality cultural is critical [3],[4].

2. What is a quality culture?

While there are many definitions of culture, one definition
can be adopted to define the quality culture of any group:
Quality culture is the total of the collective or shared learning of
quality - related values as the organization develops its capacity
to survive in its external environment and to manage its own
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a uUcelne riadila svoje vlastné vnutorné zaleZitosti. Organizacni
experti tvrdia, Zze hodnoty su formované v pracovnych skupinach
v dlhodobom ¢asovom horizonte a m6zu byt povazované za ideo-
lo6giu, filozofiu alebo za zakladné krédo organizacie. Tieto
hodnoty su vysledkom systematickej, tvorivej aktivity zameranej
na neustale zlepSovanie kazdej prace, manazérskych procesov
v organizacii, technologickych systémov a medziludskych vztahov
[5].

Hlavnym vychodiskom formovania budovania kultury je, ze
aspekty kultury su hlboko zakorenené a jej zmeny mozu byt inici-
ované integrovanymi zmenami vo firme.

Formovanie ziaducej kultury kvality si vyzaduje predovset-
kym dobre formulovant viziu ako zidealizovanu, silno motivacnu,
ale uskutoCnitelnu predstavu o tom kam sa chce firma dostat,
z ktorej sa odvija poslanie a strategické ciele firmy. Tieto ciele
musia byt konzistentné s formalnou aj neformalnou organiza¢nou
Strukturou a kompatibilné so systémom odmenovania, primera-
nou technologiou a organizaciou prace - a dolezita je najméa praca
s [udmi. Ale prv ako sa so zmenami kultury kvality za¢ne uvazo-
vat, musia manaZzéri urcif potrebu takychto zmien.

3. Kedy su zmeny nevyhnutné?

Manazment firmy musi v€as zbadatf znaky identifikujuce
potrebu zmeny kultury kvality vo svojej firme uvedomujuc si, ze
zakladné zmeny v mysleni a konani firmy, resp. jej pracovnikov, vo
vztahu ku kvalite su tak potrebné, aka je potreba zmeny. Podla
nazoru odbornikov na kvalitu su nevyhnutné zmeny kultary
kvality, ked' [6]:

e sucasna kultura kvality vo firme nie je v sulade so zmenami v okoli
firmy,

e rastiica a stale tvrdsia konkurencia v priemysle vyzaduje rychle
pokroky v kvalite, ktoré sa musia prejavit i v zmene kultury
kvality,

e ked je uroven kvality vo firme povaZovana za priemernu alebo
horSiu,

e ak firma uvazuje o spojeni s inou firmou, ktora je angazovana
v progresivnych praktikach, metddach riadenia kvality,

e ak ide o malu ale rychlo rastucu firmu,

e ak sa objavuju velké technologické zmeny v priemysle,

e vyznamné zmeny v poslani firmy vyzaduju tiez zmeny v kulture
kvality,

e akvizicia a spojenie firiem vyzaduje formovanie sudrinej
jednotky, a teda zmeny kultury.

4. Ako zmenit kultiru kvality?

Literattira v oblasti manazérskych vied obsahuje vela studii
o zmenach kultury. Jednou z metod zmien kultdry je tzv. culture
gap analyses, ktora moze byt lahko aplikovana pri rozvoji Ziaducej
kultary kvality vo firme [7].

V prvom rade musi podnikovy manazment urobif identifika-
ciu, prehodnotenie poslania firmy oblasti kvality a cielov, resp.
uroven konkurentov v oblasti kvality. Na zaklade toho musi iden-

internal affairs. Many organizational experts believe that values
are formed in a group over time and can be seen in the ideology,
philosophy, charter, or basic credo of an organization. These
values, in turn, result in artifacts and creations of the group,
which can be easily detected by observing the organiza-
tion’s managerial processes, technological systems, and human
relationships [5].

The main point regarding culture formation is that culture
aspects are deep-rooted, and lasting cultural change occurs through
integrated changes in the organizational system. Forming
a desirable quality culture requires a well-developed organizational
quality mission and goals, consistent formal and informal
organizational structures, compatible reward systems, appropriate
technology and job design, and attention to important personnel
issues. But before a major quality culture change is thought,
managers must recognize the need for such a change.

3. When is change necessary?

Many managers see the signs indicating the need for quality
culture change in their organizations. They realize that basic
changes in the organization’s thinking and behaviour with
regard to quality are needed. Research has identified the
conditions under which a major overhaul of the quality culture
is necessary [6]:

e The company has a current quality culture that is not confor-
med with the changing environment.

e The industry is very competitive with respect to quality and
service, and advances in quality and service occur with light-
ning speed.

e The company’s quality performance is judged to be middle or
worse.

e The company is about the join the ranks of the very large com-
panies that are involved in sophisticated quality practices.

e The company is small but growing rapidly.

e Major technological change is occurring in the industry.

e Major changes in the company’s mission require the quality
culture to change.

e Acquisitions and mergers require changes in the quality culture
to form a cohesive unit.

4. How to change quality culture?

The organizational science literature contains many studies of
organizational culture change. One method of culture change is
called culture gap analysis, and it can be easily adapted to the
development of desired quality culture in an organization [7].

To begin, a company’s managers must review the organi-
zation’s quality mission and goals and external quality
competitors. Then they must identify the quality attributes needed
to compete [8].
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tifikovat atributy kvality nevyhnutné k uspeSnej sttazi v konku-
ren¢nom trhovom prostredi [8].

Dalsou ulohou pre manaZérov je identifikovaf doleZitost
a Ziaduce vlastnosti kvality vyrobkov/sluzieb, ktoré musi firma
zabezpecit, aby UspeSne obstala v konkurencii. Tieto hodnoty
kvality sa mézu menit v zavislosti od klucCovych atributov kvality
firmy. Vela expertov v oblasti manazmentu kvality sa v§ak domnie-
va, Ze uz samotné hodnoty kvality su zakladnou a su nevyhnutné
v usili firmy zlepSovat kvalitu [9].

Ak uzZ mame identifikované hodnoty kvality, m6zu manazéri
identifikovat, Specifikovat cielové zameranie strategickych podni-
katel'skych jednotiek alebo firmy do celku - sposob ako sa tuspesne
presadit v danom odvetvi. Manazment musi tiez urcit, ¢i existuje
nesulad - medzera v kulture kvality, v hodnotach existujucich a zia-
ducich. Po splneni tychto uloh moze manazment korigovat
medzeru v kulture kvality primeranymi opatreniami [ 10].

5. Odporucania

Na zaklade uvedeného mozno odporucat [9]:

o Kultura kvality musi byt neustale rozvijana, ked sa meni kultira,

musi manazment progresivne rozvijat Ziaduce hodnoty kvality

ako napr. hrdost zamestnancov na firmu a jej vyrobky/sluzby,
zodpovednost zamestnancov za kvalitu a hlboké presvedCenie
top manazmentu o sustavnom a Ucelnom zlepSovani kvality.

Ziaduci stav kultury nemodZe byt dosiahnuty vnutenim néstro-

jov a technik ucastnikom procesu tvorby kvality. Dovody pre

zamyslané zmeny musia byt tak vysvetlené, aby boli zamest-
nancami akceptované.

e Zmysluplnost a zmeny pretvarajucej kultary kvality mozu byt
dosiahnuté len cez konzistentny integrovany skelet, konstrukciu
aktivit zamestnancov a manaZmentu v niekolkych roznych
oblastiach, ako su nadSenie, podpora, pravna politika kvality
a ciele a spravna organizacna Struktura.

o Nemyslite si, Ze zmena kultury kvality je jednoducha. Vyvoj a zme-
ny kultury si normalne evoluc¢né, postupné a vyzadujuce cas.

o Typ kultury kvality, ktory je Ziaduci, zavisi od prostredia orga-
nizacie. Neexistuje urcita jedina ziaduca kultura kvality, vhodna
pre vSetky organizacie, ale st urCité spoloc¢né znaky.
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The next task for the managers is to identify the important
and desired quality values that the organization should have. The
quality values will vary, depending on the organization’s key
quality attributes. Many quality experts, however, believe that
some quality values are basic and are needed universally if an
organization is to improve quality [9].

Once the desired quality values are identified, the managers
can identify the target groups (organizational subunits or the
whole organization) that should have the desired values. They
must also determine whether substantial discrepancies (culture
gaps) exist between current values and the desired values. After
completing this task, the managers can correct the culture gaps
through appropriate interventions [10].

5. Cautions and guidelines

Based on the study and the literature, the following cautions

and quidelines in changing quality culture are offered [9]:

e Quality culture is learned over time. When changing culture,
managers should progressively develop desirable quality values,
such as employees’ pride in quality, employees’ responsibility
for quality, and management’s fundamental belief in constancy
of purpose of quality improvement.

e The desired culture state cannot be achieved by force-feeding
employees’ quality processes, tools, and techniques. The
reasons for the intended changes must be explained to gain
their acceptance.

e Meaningful and lasting quality culture change can be achieved
only through a consistent, integrated pattern of actions by
employees and managers in several different areas, such as
hiring, promotion, stated quality policies and goals, and proper
organizational structure.

e Do not assume that quality culture change is simple. Culture
development and change are normally evolutionary, incremen-
tal, and time-consuming.

e The type of quality culture that is desired depends on an orga-
nization’s environment. There is no single desired quality
culture suitable for all organizations.
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Zilinska univerzita a Slovenska cestna spolo¢nost
v spolupraci so
Slovenskou technickou univerzitou Bratislava,
Technickou univerzitou Kosice
a odbornou skupinou Doprava SZSI

organizuje

2. celostatnu konferenciu so zahrani¢nou ucastou

DOPRAVA V SIDELNYCH
UTVAROCH

1. informacia
Konferencia sa bude konat v Ziline v diioch 20. - 21. oktobra 1999.

Tematické okruhy konferencie:
® podklady pre rieSenie sidelnych utvarov a ich analyza
- podklady dopravné, prepravné, socio-ekonomické
- metodika a hodnotenie prieskumov
® SirSie dopravné vztahy
problémy dialkovej a regionalnej dopravy
integrované dopravné systémy a rieSenie ich uzlov
® rieSenie komunikac¢nych systémov mesta
diferenciacia a integracia systémov z hladiska funkc¢nosti a bezpec-
nosti
problémy statickej dopravy
rieSenie nemotoristickej dopravy
- mestska hromadna doprava
® humanizacia ulicného priestoru
- uli¢ny profil z dopravného a urbanistického hladiska
ukludneny dopravny priestor
- posudzovanie vplyvov na zivotné prostredie

Kontaktna adresa:
Ing. Andrea Gavulova
Zilinska univerzita, Stavebna fakulta, Katedra cestného stavitelstva
Komenského 52, 010 26 Zilina
tel: 089/ 7635 651 - 3, fax: 089/ 433 51, 72 335 02,
e-mail: gavul@fstav.utc.sk

The University of Zilina and the Slovak Road Society in
Bratislava
in cooperation with
The Slovak Technical University, Bratislava
The Technical University, Kosice and
The Transport Expert Group

organise

2" International Conference

TRANSPORT IN RESIDENTIAL
AREAS

1* information
Zilina, October 20 - 21, 1999
Slovak Republic

Conference Topics:
® solutions of residential areas and their analysis
- transport, traffic and socio-economic data
survey methodology and assessment
® broader transport relations
long distance and regional transport problems
integrated transport system and solutions of their nodes
® solutions of urban communication systems
differentiation and integration of systems from the point of view of
their function and safety
problems of static transport
non-motorist transport solutions
- city transport
® humanization of street area
street profile from the point of view of traffic and urbanism
alleviated traffic areas
impact on the environment

Contact address:
Ing. Andrea Gavulova
Zilinska univerzita, Stavebna fakulta, Katedra cestného stavitelstva
Komenského 52, 010 26 Zilina
Tel: +421/89/ 7635 651 - 3, Fax: +421/89/433 51, 72 335 02,
e-mail: gavul@fstav.utc.sk
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