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RYCHLA CESTA KU KVALITE

FAST WAY TO QUALITY

Kazda doba ma svoje oblitbené slova. Dnes sii to slovd kvalita
a informdcie.

Vsade okolo nds rastii informacné systémy. Informacné aktivity
prindSajii firmdm zisky.

Hladajme optimdine informacné spravanie. Informdcie o trhu,
konkurentoch, subdoddvateloch, vyrobkoch a sluzbdch dokdze zabez-
pecit' v pocitacovej sieti licencny softver ISO x PERT dostupny na
nasom trhu.

Riesenie problémov v hospodarskom a socialnom Zivote
firiem si vyzaduje razanciu, rychlost a odvahu. Udrzat krok s roz-
vijajiicou sa modernou ekonomikou a prezit v tvrdom konkurenc-
nom prostredi znamena uplatnovat moderné technoldgie, medzi
ktorymi ma vyznamné miesto informaéna technologia. Moderna
pocitacova technika vyrazne zmenila a bude menif sposob prace
vo vSetkych oblastiach firiem. Zo skusenosti je zname, Ze
moderné riadenie firiem nemoze bez informacnych podpornych
prostriedkov zvladnut sufaz o Cas, naklady a kvalitu.

Every age has its popular words - today, these are quality and
information. Information systems are growing everywhere around us.
These information activities bring profit to companies.

Let’s search for optimal information behaviour. The licensed
software ISOxPERT accessible on our market is able to secure the
information about the market, competitors, subsuppliers, products
and services.

Solution of problems occurring in economic and social life of
firms needs briskness, promptitude and courage. Modern technolo-
gies, among which information technology has a significant place,
must be applied in order to keep up with modern developing economy
and to survive in a hard competitive environment. The modern com-
puter techniques have changed and change the way of work in all firm
activities. Based on experiences, it is well known the modern firm
management is not able to overcome the race with time, costs and
quality without supporting information aids. The development of
influence of information means on quality is as follows:

KVALITA A INFORMATIKA
Obdobi . . . .
oole Vykon informatiky Reakcia na kvalitu
do roku
1960 nahana cisla radost, Ze sa nieco podari
1970 nici papier sklamanie, Ze sa vZdy nedari
1980 nahradza manualnu dodava nové podklady
pracovnu silu na riadenie kvality
1990 vstup do inovacii umoziuje zrychlit reakciu
produktov a procesov na poziadavky trhu
a zlepSovat
po 1990 | nové informacné umoziuje zmenu procesov
aplikacie a systémy - reinZinierstvo

Kvalita vyrobkov a sluzieb

Kvalita je definovana ako stupen splnenia poziadaviek zakaz-
nika. Ak nie st stanovené poziadavky, potom nie je mozné urcit
kvalitu. Kvalitativne pozZiadavky sa vztahuju obycCajne na fyzikalne
(mechanické, elektrické) a chemické vlastnosti vyrobkov. Su to

QUALITY and INFORMATICS
The period
until the | Performance of Informatics | Response to Quality
year
1960 runs after the numbers pleasure from anything well
done
1970 destroys the paper disappointment - things turn
out not always perfect
1980 substitutes the manual labour | delivers new data for quality
control
1990 joins the product and process | allows to accelerate the
modernisation response to market
requirements and to improve
after 1990 | new information applications | allows the process change -
and systems reengineering

* Doc. Ing. Stanislav Kmet, CSc.,

Product and Service Quality

The term of quality is defined as the degree of the fulfilment of
client’s requirements. If no requirements are stated the quality
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napriklad rozmery, Uprava, Cistota, napétie... Su to vlastnosti poZa-
dované pri vyuziti vyrobku. Kvalita vyrobku obsahuje tie charak-
teristiky alebo znaky, ktoré musi vykazovat vyrobok, ak je
pouzivany zakaznikom. Zakaznik kupuje obycCajne uzitkovu
hodnotu vyrobku, napriklad nekupuje pracku, ale jej schopnost
Cistenia pradla. Povazuje tuto pracku za kvalitnd, ak vykonava
funkcie, pre ktoré bola koncipovana. Charakteristiky kvality odra-
Zaju skutonu uroven vyrobku a musia odrazaf poziadavky,
respektive potreby zakaznika. Okrem fyzikalnych a chemickych
charakteristik zakaznik si vybera vyrobok podla ceny, spolahli-
vosti, bezpecnosti, ovladatelnosti a dalSich uzitkovych vlastnosti.

Zakaznik kupujuci vyrobok hodnoti kvalitu podla technic-
kych parametrov a podla ceny. Sluzby spojené s vyrobkami plnia
dva hlavné atributy: stupen zniZenia starosti a pridanu hodnotu.
Kazda firma musi definovat svoje priority a presadzovat sluzby
pre svoj vyrobok. Pracovnici firmy mozu byt aktivni napriklad pri
dodani tovaru, vyskuSani vyrobku v ¢innosti, pri pochopeni jeho
funkcie, vo vystaveni bezchybnej faktury, ale aj v minimalizacii
nakladov na udrzbu, poruchy a ich opravy.

Sluzby dosahuju uroven kvality vtedy, ak zodpovedaju istej
hodnote, ktoru je zakaznik ochotny zaplatit ako funkciu svojich
priani a svojich poziadaviek.

Ako potreby, tak aj Zelania zakaznikov su stale naroCnejSie.
Nepochopenie narofnosti znamend postupné zaostdvanie
a upadok firmy.

Kvalitné sluzby su zaloZené na zakaznikoch Ci externych, tak
aj internych. Kazda firma ma nevyrobné oddelenia, ktoré posky-
tuju interné sluzby: marketing, nakupovanie, popredajné ¢innosti
atd. Aj ked' si v tychto oddeleniach stale viacej uvedomuju vyznam
kvality, stale eSte zaostavaji v ucelnom a efektivnom riadeni
kvality. Jeden z dovodov je aj ten, Zze produktom tychto oddeleni
je nehmotny vysledok. Zakladnymi prvkami kancelarskych prac je
vykonavanie vnutornych komunikaénych funkcii, ktorych
zakladné prvky su spolocné pre vsetky oddelenia (napr. planova-
nie, udrZovanie vztahov so subdodavatelmi a zakaznikmi, organi-
zovanie, dokumentovanie, spracovanie dat a pod.). Tieto funkcie
su odpovedajice funkciam vyrobnych oddeleni, ¢im sa vlastne
zniZzuje rozdiel medzi kvalitou hmotnej a nehmotnej produkcie.
Kancelarske sluzby je mozné definovat ako produkciu a vymenu
informacii za ufelom dosahovania podnikovych cielov a teda aj
cielov kvality.

cannot be identified. The quality requirements usually relate to
physical (mechanical, electrical) and chemical characteristics of
products. These are e.g. dimensions, arrangement, cleanness,
voltage ... These are the characteristics required with product. The
product quality contains the characteristics or features the product
has to possess if being used by client. The customer buys the value
of product use, e.g. he does not buy the washing machine, but he
buys its capability to wash the linen. He considers this washing
machine the good quality one if it performs the functions it was
designed for. The quality characteristics reflex the real product
standard and they have to reflex the customer’s requirements or
needs. Except for the physical and chemical characteristics, the
customer makes a choice of a product according to the price,
reliability, safety, controllability, easy liquidation and further
features of use.

The customer buying the product evaluates the quality
according to both the technical parameters and the price. The
services combined with the products fulfil two main attributes: the
degree of troubles reduction and the added value. Each company
has to define its priorities and to push the services to its product.
The firm people may be active at e.a. the goods delivering, their
testing while in function, the understanding of their function, the
issue of perfect invoice, as well as in minimisation of costs for
maintenance, failures and their repairs.

The services reach the quality level if they respond to the
value the customer is willing to pay for as the function of his
wishes and requirements.

The needs as well as the wishes of customers are more exacting.
Misunderstanding of exacting character of these requirements
means the progressive falling behind and decays of a company.

The high-quality services are based on customers, both
external and internal ones. Every company has non-productional
departments delivering internal services: marketing, purchase,
after sale services etc. Even through staff realise the importance
of quality departments, they are still behind in the purposeful and
effective quality control. One of the reasons is that the product of
these departments is intangible. Basic elements of office works
are involved in performing internal functions of communication.
They have common signs for all types of departments (e.g.
planning, keeping in touch with both the subsupliers and clients,
organising, documenting, data performing etc.). These functions
respond to the functions of productional departments, thus the

external
information flow of information
Planning Process Utilisation
and preparation and
development and service further
production/delivery improvement
prevention inspection guarantee
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Casto je minimalny zaujem o to, aby si tieto oddelenia zistili,
aky druh informacii dalSie utvary potrebuju a produkuju tzv. svoje
informacie len preto, aby nie¢o vyprodukovali. Je to podobne ako
vyroba vyrobku bez predchadzajuceho prieskumu trhu. Je len
tazko oCakavat, Ze taky vyrobok bude predajny.

Zvladnutie poZiadaviek kvality, ¢asu a nakladov pri presadzo-
vani vyrobkov s novymi parametrami a sluzieb s novymi charakte-
ristikami na trhu patri k rozhodujucim meradlam tuspesSnosti
firmy. A to je jednym z dévodov prenikania informacnej techno-
logie a techniky do jednotlivych faz Zivota produktov a pocitaco-
vej podpory procesov. tok informacii

Kvalita procesov

Proces je skupina logicky zostavenych aktivit (¢innosti), ktory
ma jasne definované vstupy a tvori vystup, ktory ma pre klientov
hodnotu. Vstupné zdroje (energia, informacie, materialy, suroviny)
sa v priebehu procesu transformuji na vystupné produkty (vyrobky
- sluzby). Napriklad objednavka je vstupom do firemného procesu
a vyustuje v dodavke objednaného tovaru alebo sluzby.

Metodika, ktora sustreduje usilie na procesy, sa nazyva
»Proces management®. Manazérom firmy vSak tento pojem robi
najCastejsie problémy a vicSina z nich nie je orientovana ,pro-
cesne“. SU zamerani na Ciastkové ulohy, na jednotlivé profesie, na
[udi, na Struktury, ale nie na procesy.

Kazdy produktivny proces obsahuje tri zakladné komponenty:

o transformaciu (fyzikalnu, transakénu, logisticku...)

e opakovatelnost (postupnost aktivit sa vykonava viackrat a rov-
nakym sposobom) a mdZe byt kontinualna, prerusovana alebo
cyklicka

e spitnu vazbu, ktora je nevyhnutna pre modifikaciu, je zdrojom
zlepSovania a dynamiky procesov.

Vicsina procesov predstavuje znaény zlepSovaci potencidl,
pokial ide o efektivnost a produktivitu (robit spravne a atraktivne
produkty spravne, bez chyb, rychlo a v pozadovanom mnozstve).

Prvym dolezitym krokom je identifikacia procesov. Je jedno-
duchsie identifikovat vertikalne (funkéné) procesy (ako napr. kon-
Strukcia, nakup, vyroba) a individualne procesy. Horizontalne
procesy Casto prebiehaju bez toho, aby ich manaZéri brali na
vedomie aj napriek tomu, Ze tvoria hodnotu pre zakaznika a gene-
ruju peniaze.

Vo firme prebiecha mnozstvo prac, ktoré vyrobkom alebo
sluzbam firmy nepridavaju ziadnu hodnotu pre zdkaznika.

Firma potrebuje identifikovat, organizovat a riadif svoju
sustavu procesov. Firma prostrednictvom sustavy procesov
vytvara, zlepsuje a poskytuje stalu kvalitu vlastnej produkcie. Ked
je proces dobry, je aj vysledok dobry. Toto je koncepcny zaklad
suboru noriem ISO 9000. Procesy a ich rozhrania sa maju neus-
tale analyzovat a zlepSovat, o je zaklad komplexného manaz-
mentu kvality. Studovat proces a podielat sa na fiom je tou
najlepSou cestou, ako mu rozumiet, ¢o je aj zakladom radikalnej
premeny procesu (redesingu procesov) za predpokladu uplatnenia
informacnej technologie.
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difference between material and immaterial production is being
reduced. Office services may be defined as production and
exchange of information in order to obtain both firm goals and
thus quality goals.

In these departments there is minimal interest in finding out
about the kind of info the other departments usually need. They
produce their information in order to produce something. This is
similar to production without preliminary market research. It is
difficult to expect this product salable.

Managing with the requirements of all the quality, time and
costs at pushing the products with new parameters and the services
with new characteristics on the market belongs to the crucial meas-
ures of firm success. And this is one of reasons for penetration of
the information technology and technique into both the individual
phases of the product life and the computer aiding of processes.

Process Quality

The process is the group of activities composed together
logically with both clearly defined inputs and output possessing
a value for the customer. The input sources (energy, information,
materials, row materials) are within the process transformed into
the output products (manufacture - services). E.g. the order is the
input into the firm process and issues into the delivery of the
ordered goods or service.

Methodology focusing the efforts on processes is called
“Process Management®. This term brings difficulties to firm
managers. The majority of them is being oriented into professions.
Their objectives are the particular tasks, individual professions,
people, structures, however not the processes.

Every productive process contains the three basic components:

o the transformation (physical, transactional, logistical...)

o the repeatability (the sequence of activities is performed more
times and the same way) and may be continuous, interrupted or
cyclic

e the feedback inevitable for modification, as the source for
improvement and the process dynamics.

There is significant potential for improvement in the majority
of processes in regard to effectiveness and productivity (to
produce the good and attractive products in correct way, without
defects, fast and in the required amount).

The first important step is to identify the processes. The
vertical (functional) processes (e.g. design, purchase, production)
can be easier identified in comparison with the individual ones.
The horizontal processes are often running without being taken
into account by managers, despite the value for customer and
money generated in them.

Many works are performed in a company adding no value to
firm products or services for customer.

The firm needs to identify, to organise and to control its
process set. By means of the process set the firm creates, im-
proves and delivers the steady quality of its production. When the
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Riadenie kvality procesov sluZieb je zloZitejSie ako vo vyrob-
kovych procesoch. Proces je taktiez treba rozdelit na rad defino-
vatel'nych aktivit (zvlast kritickych aktivit). Na zaklade merani za
ucelom riadenia zistenej odchylky korigujeme proces priebezne
a nespoliechame sa len na kone¢né vysledky. Sluzby maju obrovsky
vyznam pre priemyslovy sektor. Len dodavatelia, ktori su schopni
zasahovat trh komplexne kvalitnymi vyrobkami a sluzbami, budu
moct uspesne konkurovat na trhu.

Konkurencia (stretavanie) je stalym privlastkom trhovej eko-
nomiky. Vplyv trhu, ktory sa rozSiruje do oblasti medzinarodnej
aZ globalnej, zakonite zosiliuje konkurenciu a boj o preZzitie.
Zvacsuje sa mnozstvo aktérov, prehlbuje sa vzajomna zavislost,
stretavacie sily a praktiky neustale mohutneji. V takomto konku-
ren¢nom prostredi prezivaju firmy, ktoré dokazu prijat vysoku
uzitkovost a kvalitu, tlacif naklady na nevyhnutné minimum,
a zbavit sa vSetkého zbytocného.

Zavaznou otazkou ostava fakt, ako ziskat potrebné a vyuzitel-
né informacie. Vacsina udajov sa ziskava z verejne publikovanych
materialov, ktoré sa sustreduju v prislusnej databaze a ich hodno-
tenie je vykonavané na zaklade kritickej analyzy. Cielom uplatne-
nia benchmarkingu su zistenia, ¢o je treba rozvijat, ¢o zaviest a ¢o
odstranit. KIu¢ové miesto v konkurencnej schopnosti firmy maju
inovacie vyrobkov a procesy.

Pocitace v manazmente kvality

Jednym z dévodov prenikania informacnej a vypoctovej tech-
niky do jednotlivych faz vyvoja, konstrukcie, projektovania vyrob-
nych procesov a samotného systému manaZmentu kvality je Cas.
Pokial' si zakladom starostlivosti o kvalitu normy suboru ISO
9000 a dalSie s nimi suvisiace aktivity, integracia takéhoto
systému do firemného systému riadenia firmy sa vykonava pouZzi-
vanim systémov manazmentu kvality s podporou pocitaca -
CAQS.

Systém CAQS ma spifaf tieto pozZiadavky:

e zohladnenie Specifickych poziadaviek vo firme - ,,usity na mieru“

e pruznost a otvorenost - schopnost zmien a dalSieho rozsirovania

e vyuzivat schopnosti ¢loveka - nestavat ho do pozicie zadavatela
udajov a plnitela prikazov pocitaca, poskytovat mu len pod-
porny nastroj (archivator, analyzator, vypoctar, ...)

e integrovat sa s ostatnymi informa¢nymi systémami vo firme -
pohodlna a spolahliva rychla vymena udajov, komunikacia so
zakaznikmi, servisom, dodavatel'mi

e vychadzat z kompaktnej a spolahlivej databazy kvality - udaje
o kvalite menit na informacie a znalosti

e pri integracii reSpektovat existujuce Standardy (napr. QDES -
Quality Date Exchange Standard).

Je potrebné si uvedomit, ze systém CAQS je len sucastou
celofiremne;j stratégie a systému starostlivosti o kvalitu a nie jeho
nahradou.

Pre systém CAQS je potrebné najskor vytvorif organizacné
predpoklady a pomerne rychlo ho zaviest a neustale zlepSovat.
Postupnost krokov je naznacena na nasledovnom obrazku.

process is good, the result is good. This is the conceptional base
of ISO 9000 standard family. The processes and the interfaces are
to be analysed and improved continuously. This principle is taken
for the base of total quality management. To study and to join the
process is the best way to understand it. This idea is the base for
the radical process transformation (process redesign) under con-
dition of information technology use.

The quality control of service delivery processes is more
complex than of productional ones. Process has to be divided into
the sequence of definable activities (especially the critical ones).
Based on measurement, the corrections to the process are made
simultaneously in order control the identified deviation. We do
not rely on the final results. The services have the giant impor-
tance for the industrial sector. Only the suppliers able to deliver
both the good quality products and services on the market will
compete successfully.

The competition is the steady attribute of market economy.
The influence of the market, broadening to international till
global area, enhances the competition and the fight for survival.
The amount of actors increases, the mutual dependence is getting
deeper, the fighting forces and practices are growing. Only the
firms able to accept the high usability and quality survive in this
environment, to reduce the costs onto the inevitable minimum
and to relieve of the all unnecessary.

An important question is how to obtain the needed and
usable information. The majority of data is obtained from the
public materials concentrated in the relevant database and evalu-
ated by means of critical analysis. The goal of benchmarking is in
identification of what is to be enhanced and introduced and what
is to be removed. The key position in firm ability to compete has
the product and process modernisation.

Computers in Quality Management

Time is one of the reasons for applying both information and
computer techniques into the individual phases of design,
construction, and productional process design as well as into the
quality management system. If the ISO 9000 family of standards
and further related activities create the base for care of quality, the
integration of such system into the firm control system is
performed by means of quality management system aided by
computer - CAQS.

The CAQS system is to fulfil the requirements as follows:

e considering the specific requirements in company - “fitted

o the flexibility and openness - ability of changes and further grow

e utilisation of man’s abilities - not to put him into position of
both the data giver and the performer of computer orders, to
give him the supporting aid only (filer, analyser, calculator,...)

e to integrate itself with other firm information systems - conven-
ient and reliable fast data exchange, communication with
clients, service, suppliers

e to come out from the compact and reliable databases of quality
- to transform the data about quality into information and
knowledge
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Vzdelavanie vrcholovych manaZérov a zamestnancov, ktori
budu systém zavadzat a udrzovaf vykonavame externe. Kurz pre
administratorov v rozsahu 32 hodin realizujeme v pocitacovej
ucebni. Cielom kurzu je pripravit jednotlivcov tak, aby zvladli
zakladné moznosti Lotus Notes a aplikacné moznosti softvéru
ISO x PERT. Sucastou kurzu je aj navsteva firmy certifikovanym
systémom manaZmentu kvality podporovany poc€itac¢mi.

Pracovny zoSit s mnozstvom navodov a cviCeni vhodne
dopina vyklad lektorov. Absolventi obdrzali osvedéenie o absolvo-
vani kurzu.
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e to meet the existing standards at the integration ( e.g. QDES -
Quality Data Exchange Standard)

It is to be realised, the system CAQS is part of both the total
firm strategy and the system of care of quality and it is not their
substitution.

It is needed to create the organisational preconditions for
CAQS at first, to introduce it as soon as possible and to improve
it continuously. The step sequence is shown on the next picture.

Preparation Realisation

Certification

Contact - the offer, contract
Training of top managers
Training about ISOXPERT
CAQS project

Purchase of software

Test operation

certification

Software application
Creation of documentation
Personnel training

Preparation for

Preparation of certification
audit

Documentation audit
Certification audit
Certification conferment
Surveillance

Poradensku Cinnost vykonavaju Specialisti priamo vo firme
a to pri implementacii softvéru, v skuiSobnej prevadzke a pri zlep-
Sovani a rozSirovani informa¢ného systému podla potrieb a pozZia-
daviek firmy. Cas zavadzania systémov manaZmentu kvality za
podpory pocitacov je mozné rapidne skratif v pripade, ze firma je
pripravena po stranke hardvéru.

Certifikacia syst¢émov manazmentu kvality podporovanych plne
pocitacmi (v elektronickej podobe) je v nasej krajine v zaCiatkoch.
Pre certifikaciu je pripraveny len nas certifikacny organ a v roku
1997 certifikoval prva firmu na Slovensku. Dalsie firmy su v pri-
prave a ich pocet sa bude zvySovat v sulade so svetovym trendom.

Kazda doba ma svoje oblibené slova - dnes su to kvalita
a informacie. VSade okolo nas rastu informaéné systémy.
Informacné aktivity prinasaju firmam zisky. Hladajme optimalne
informacné spravanie. Informacie o trhu, konkurentoch, subdo-
davateloch, vyrobkoch a sluzbach dokaze zabezpecit v pocitaco-
vej sieti licencny softvér ISO x PERT dostupny na nasom trhu.
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The training of both the top managers and the personnel
going to introduce and maintain the system is being performed in
an external way. We give the courses for operators in the computer
classroom in extent of 32 hours. The goal of the course is to
prepare the individuals in order to manage the basic abilities of
Lotus Notes and the possibilities of ISOXPERT application. The
visit of company with certified computer aided quality manage-
ment system is involved. An exercise book helps to support the
lectures by means of many directions and exercises. The course-
leavers obtain the certificate.

The certification of computer aided quality management
systems (in electronic form) is its in beginning in our country.
Our certification body is ready for this certification only and the
first firm certified in year 1997. Other companies are in prepa-
ration and their number will increase according to the world
trend.
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