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The management of total quality is a new concept. The most suitable form 
for obtaining customer satisfaction and organization profitability, implies 
the cooperation of employees. Introducing quality management 
represents a tool for change. 
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INTRODUCTION 
 

Management has threefold significance: practical activity (process); 
decision factor (team or individual) and science. (sourse 6,page 9) 
Management is related to the efficient development of complex activities in 
a given context. An adequate management confers order and consequence 
for key characteristics for the success of the organization as for example: the 
quality and profitability of products or services. (sourse1,page 44). 

 
MATERIAL AND METHODS 

 
The management of total quality is now considered to be the most 

suitable form for obtaining customer satisfaction and organization 
profitability and implies the cooperation of employees. At present there are 
a large variety of products and services from among which the consumer 
can choose or buy. A firm needs to know the way in which consumers 
appreciate quality and what quality they expect to get. In such conditions the 
organization must offer much more quality than what the competitors do.  
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Thus it is important to apply total management with employees’ 
participation as well as to implement a set of evaluation and reward 
strategies.(sourse 2,page 99)   

The total quality management adds to the concept of quality 
management a strategy of long term global management as well as the 
participation of all the staff in both the organization’s interest and their own, 
in the interest of their clients as well as in the interest of the society as a 
whole. (sourse 4,page 130)  
 Managers of various organizations recognize the need for a change 
as a means to face competitive pressures but many fail to understand how 
the change is to be implemented. Big organizations that use quality 
management to successfully process changes have not focused on formal 
structures and systems in their general management but have created 
process management teams to solve the real problems of the organization. 
The key is to involve the employees, their roles and responsibilities within 
the organization in a process structure. In the end for many organizations a 
process approach starting with the declaration of vision and mission 
analyzing critical success factors and identifying basic processes represents 
the most efficient way of engaging personnel in the change process. (sourse 
5,page 256)  

 
RESULTS AND DISCUSSION 

 
Introducing quality management represents a tool for change if the 

institution is interested to reach the ideal profile of becoming an institution 
that learns. Learning is the way through which the institution may find 
better and better solutions for its own durable development in becoming an 
intelligent organization. The change is in fact the implementation of quality 
management where the pass to improvement comes from inside the 
institution. (sourse 7,page 20)      

The superior management has to start the development of the new 
process oriented structure by observing certain stages. The order of the 
stages is paramount because some activities will prove inadequate if applied 
too early.  

 
These stages are: 
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• Obtaining the engagement for change by organizing the 
management team; 

• Developing the vision and mission; 
• Dividing the mission into critical success factors; 
• Defining the key performance indicators; 
• Identifying the basic processes; 
• Dividing the basic processes into sub processes, activities and 

tasks and forming improvement teams; 
• Integration of processes and employees by applying the 

policy or process of transformation of objectives. 
Strategic planning of total quality management needs to be part of a 

continuous improvement cycle to avoid gaps. The improvement cycle 
allows the organization to learn from results, it standardizes good results 
into a documented quality management and improves operations and 
outputs as a result of what has been learned. There are three basic 
principles for continuous improvement: Focus on the client, understanding 
processes and the entire staff’s commitment towards quality. 
(sourse5,page 257-264)  

Quality management systems are efficient not only effective if 
integrated into the business: 

• The budget for the quality management system is included in 
the business budget; 

• The policy and objectives concerning quality are part of the 
business policy and objectives; 

• The analyses of the quality management system is included 
in the business analyses; 

• The analysis of the quality management system does not 
ignore the accounting-financial function. 

The integration of the quality management into the business is 
proving of the organization’s durability. (sourse 8,page12)  

 
 
 
 
Organizations oriented towards evaluation of results and 

performances of activities are distinguished by certain features: 
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• They are placed at the top of the most performing 
organizations in their branch; 

• They adapt more easily to organizational and environmental 
changes; 

• Within the leading system participative management is 
promoted; 

• Cooperation and team spirit are encouraged with the 
employees; 

• Encouraged are also instruments and means for self-
evaluation and self-monitoring of employees’ performances; 

• A greater commitment from the part of the employees to 
assume responsibility for the quality of the activities 
developed. 

Researchers bring to the attention of managers three important 
observations concerning results’ evaluation: 

1. An organization that does not evaluate results cannot evaluate 
progress or the reached stage of objectives or the rate at which 
corrective, preventive or improving actions have been 
implemented; 

2. An organization that does not see progress or success cannot 
reward them or worse because of not recognizing success failure 
is rewarded; 

3. An organization that does not recognize mistake is not able to 
correct it.(sourse 9,page17-18)  

In order to introduce the concepts of process management required 
by the quality management there is a need of more than determination for 
change but also sensibility and skill in interpersonal relations both in the 
inside and the outside of the organization. 

Those interested in the total quality management will know the 
relationship client/supplier from inside the firm opening more and more 
possibilities to establish and satisfy customers’ needs. Anyway, all firms 
interested in quality need to know who their clients are before meeting their 
specified requirements and delivering quality products and services. 
Marketing activities identify the clients, their needs and the degree they are 
prepared to spend money in order to satisfy these needs. In this respect the 
firm needs to produce those products and services that allow the firm’s 
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prosperity. This is possible by implementing an efficient quality system. 
Quality systems are means to insure design, production and delivery of 
quality products and services, that is satisfying our clients’ requirements. 
There are many advantages resulting from the implementation quality 
systems in firms. Here are some: 

• Growing customer satisfaction; 
• Efficiency enhancement; 
• Improvement of employees’ moral; 
• Better and more efficient organization; 
• Improved market position; 
• Bigger profits. (sourse 3,page21) 

Analyzing the market for products and services in the spirit of 
Romania part of the European Union a fact is clear: a total quality control 
cannot exist outside a specifically designed system to watch and certify the 
continuous fulfillment of all actions concerning quality; - a system called 
„quality system”. In today’s acceptance related to quality issues raised by 
consumers introducing quality for the service or product must be reflected in 
all processes involved for their production. To define quality in this respect 
is an essential document. According to some specialists the types of 
processes involved in the creation of products or services are: 

• Physical processes used for execution, delivery and support 
of the final product; 

• IT processes used to plan, develop, execute and deliver; 
• Management processes determining in which the physical 

and IT processes will operate. (sourse 10,page 425-426)  
In the present more and more firms try to introduce and extend a 

total quality management system as a result of the growing importance of 
the quality issue determined mostly by intensified competition, enhanced 
requirements from society and consumers, bigger complexity of services 
and products and processes involved in their execution. 
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