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CALITATEA CA FACTOR DE BAZA A CRESTERII ECONOMICE
IN CONDITIILE ECONOMIEI DE PIATA

QUALITY AS A BASIC FACTOR OF ECONOMIC GROWTH
IN MARKET ECONOMY CONDITIONS
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Rezumat: Importanta calitdtii produse-
lor, serviciilor, in particular, si calitatea vie-
tii, in general, sunt subiecte care zilnic stau
in vizorul societdtii. In cercetarea datd, dupd
cum a fost mentionat, una din sarcini este
studierea multitudinii preceptelor teoretice
si a viziunii diferitor savanti, oameni de afa-
ceri in domeniul managementului calitdtii,
calitdtii produselor, serviciilor etc.

Cuvintele-cheie: antreprenor, calitatea,
managementul calitdtii cercuri de calitate,-
competitivitate.

Trecerea de la o economie pre-
dominant industriala, la o economie
globalizat3, a informatiilor si a rete-
lelor sau a comunicatiilor necesita o
reorientare a politicilor comunitare
pentru a raspunde cerintelor si a
beneficia de oportunitatile acestui
sector.

Ca raspuns la provocarile globa-
lizarii crescande a pietei, a fost dez-
voltat sistemul calitatii, asa cum este
definit de Organizatia Internationa-
la de Standardizare (ISO), in seria
de standarde 9000. Instituirea siste-
melor calitatii de catre tarile in curs

Summary: The importance of the quality
of products, services, in particular, and the
quality of life, in general, are subjects that
are taken care of daily in society. In the giv-
en research, as mentioned, one of the tasks
of studying the multitude of theoretical pre-
cepts and different vision or scholars, busi-
nessmen in the field of quality management,
quality of products, services, etc.

Key words: entrepreneur, motivation,
performance, organizational climate, job en-
richment, quality circles.

The transition from a predomi-
nantly industrial economy to a glo-
balized economy, information and
networking or communications re-
quires a reorientation of community
policies to meet the needs and op-
portunities of this sector.

In response to the challenges of
increasing market globalization, the
quality system has been developed,
as defined by the International Orga-
nization for Standardization (ISO),
in the 9000 series of standards. The
establishment of quality systems by
developing countries and beyond
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de dezvoltare si nu numai, a devenit
absolut esentiala daca acestea do-
resc sa castige o parte importanta a
pietelor europene si nord-america-
ne. Insa, fnainte de a gandi modali-
tatea de introducere a sistemelor ca-
litatii in cadrul firmelor comerciale
din tarile in curs de dezvoltare, este
necesar sa se inteleaga felul pietelor,
cultura nationala, cultura firmelor
comerciale si perceperea calitatii in
aceste tari.

Deci, competitia intensa pentru
clienti, atat pe plan local, cat si glo-
bal, a condus la o accentuare pu-
ternica a problemelor calitatii, atat
pentru produse, cat si pentru ser-
vicii. Corecta identificare a nevoilor
consumatorilor si satisfacerea lor
inainte, in timpul si dupa vanzare,
precum si tratarea clientilor ca ve-
ritabili interlocutori pe piata sunt
considerate, In prezent, ca avantaje
competitive cheie. Pentru a obtine
aceste avantaje multe organizatii au
inceput sd urmareasca managemen-
tul calitatii totale (TQM).

TQM-ul reprezinta o ,incercare
sistematica de a realiza imbunatati-
rea continua a calitatii produselor
si/sau serviciilor oferite de organi-
zatii”[3, p.20] Aceasta Tnseamna c3,
relatia dintre managementul calitatii
si managementul firmei este una de
la parte la intreg. Cum personalita-
tea unei firme reprezinta un instru-
ment de mare importanta pentru
managementul firmei, in mod logic,
cultura firmei poate fi considerata,

has become absolutely essential if
they want to gain a significant share
of the European and North Ameri-
can markets. However, before think-
ing about how to introduce quali-
ty systems within the commercial
companies in developing countries,
it is necessary to understand the
nature of markets, national culture,
the culture of commercial compa-
nies and the perception of quality in
these countries.

So, intense competition for cus-
tomers, both locally and globally,
has led to a strong emphasis on
quality issues for both products
and services. The correct identifica-
tion of consumers’ needs and their
satisfaction before, during and after
the sale, as well as the treatment of
customers as real interlocutors in
the market are currently consid-
ered as key competitive advantag-
es. To achieve these benefits, many
organizations have begun to pursue
total quality management (TQM).

TQM is a “systematic attempt to
continuously improve the quality of
products and/ or services offered by
organizations” [3, p.20]. This means
that the relationship between quali-
ty management and company man-
agement is one from part to whole.
As the personality of a company is
a tool of great importance for com-
pany management, logically, the
company culture can be considered,
at the same time, a tool of quality
management. Thus, within the man-
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in acelasi timp, instrument al ma-
nagementului calitatii. Astfel c3, in
cadrul culturii manageriale se poate
vorbi despre o subcultura a calita-
tii. Printre specialistii din domeniul
TQM-ului, tendinta generala este de
considerare, datorita importantei
acordate calitatii totale puse in sluj-
ba consumatorului, a unei adevara-
te culturi a calitatii. Cultura calitatii
cuprinde un ansamblu de norme de
calitate; tehnologiile necesare reali-
zarii unor produse de calitate cores-
punzatoare cerintelor; ceremoniile
si ritualurile necesare organizarii si
planificarii calitatii; eroi in asigura-
rea calitatii totale; sloganuri privind
calitatea totala a firmei (de exemplu:
,zero defecte”); simboluri ; mituri si
intdmplari referitoare la asigurarea
si imbunatatirea continua a calitatii;
sisteme de valori, care isi pun am-
prenta asupra conceptiei firmei pri-
vind calitatea totala. [1, p.16]

In zilele noastre termenul de ca-
litate a devenit un cuvant de ordine
in majoritatea tarilor lumii. Potrivit
standardului ISO 8402, calitatea re-
prezinta ,ansamblul de proprietati
si caracteristici ale unui produs sau
serviciu care 1i confera acestuia apti-
tudinea de a satisface nevoile expri-
mate sau implicite”, sau ,prin calitate
se intelege totalitatea cerintelor ex-
plicite sau implicite ale unui produs
sau serviciu care asigura integral re-
alizarea scopului in care a fost creat
si comercializat”. Calitatea este ap-
titudinea unui produs sau serviciu

agerial culture we can talk about a
subculture of quality. Among the
specialists in the field of TQM, the
general trend is to consider, due to
the importance given to the total
quality put at the consumer service,
a true culture of quality. The culture
of quality includes a set of quality
norms; the technologies necessary
to make quality products corre-
sponding to the requirements; the
ceremonies and rituals necessary
for the organization and planning
of quality; heroes in total quality as-
surance; slogans regarding the total
quality of the company (for example:
“zero defects”); symbols; myths and
events related to continuous quality
assurance and improvement; value
systems, which make their mark on
the company’s conception regarding
total quality [1, p.16].

Nowadays, the term quality has
become a watchword in most coun-
tries of the world. According to 1SO
8402, quality is “the set of proper-
ties and characteristics of a prod-
uct or service that give it the ability
to satisfy the expressed or implied
needs”, or “quality means all the ex-
plicit or implicit requirements of a
product or service that ensures fully
achieving the purpose for which it
was created and commercialized”.
The quality is the ability of a prod-
uct or service to satisfy to a certain
degree the needs (expressed or po-
tential) of end users [21, p.18]. It is
a relative concept that only makes
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de a satisface intr-un anumit grad
nevoile (exprimate sau potentiale)
ale utilizatorilor finali [21, p.18]. E
un concept relativ care nu are sens
decat prin raportare la satisfactia
obtinuta de client in relatia sa cu
firma, cu produsul oferit de aceasta.
Gradul in care un produs satisface
nevoia pentru care a fost creat de-
pinde de ansamblul caracteristicilor
de calitate ale produsului, si anume:
caracteristici tehnice (parametrii
tehnico-functionali pentru bunurile
de folosintd indelungata, caracteris-
tici fizico-chimice ale bunurilor de
consum alimentar, etc), caracteris-
tici estetice (formd, culoare, prezen-
tare), caracteristici economice (pret
de vanzare, cheltuieli de intretinere
si exploatare), caracteristici socia-
le (poluare atmosferei, apelor, etc),
caracteristici de exploatare sau de
utilizare (insusiri economice, fiabili-
tate, disponibilitate) [1, p.13].
Calitatea trebuie sa devinda un
obiectiv strategic al oricarei firme,
nu numai al producatorilor, ci si al
tuturor celorlalti agenti economici
care participa la realizarea si comer-
cializarea produselor/serviciilor. In
prezent, modalitatea de ,asigurare
a calitatii” produselor si serviciilor
inseamna realizarea ,calitatii tota-
le” [4, p.29], care vizeaza: orientarea
spre client; angajarea conducerii;
antrenarea personalului; toate com-
partimentele; intreaga traiectorie
a produsului. Deci, asigurarea cali-
tatii totale necesita, In primul rand,

sense by referring to the satisfaction
obtained by the customer in his rela-
tionship with the company, with the
product offered by it. The degree to
which a product satisfies the need
for which it was created depends
on all the quality characteristics
of the product, namely: technical
characteristics (technical-function-
al parameters for durable goods,
physical-chemical characteristics of
foodstuffs, etc.), aesthetic character-
istics (shape, color, presentation),
economic characteristics (selling
price, maintenance and operation
costs), social characteristics (air,
water pollution, etc.), exploitation
or use characteristics (economic
properties, reliability, availability) [
1, p.13].

The quality must become a stra-
tegic objective of any company, not
only of the producers, but also of
all the other economic agents that
participate in the realization and
commercialization of the products/
services. Currently, the way of “qual-
ity assurance” of products and ser-
vices means the achievement of “to-
tal quality” [4, p.29], which aims at:
customer orientation; hiring man-
agement; staff training; all compart-
ments; the entire trajectory of the
product. So, total quality assurance
requires, first of all, a high degree of
involvement and commitment from
employees. This would mean that
companies that are customer-ori-
ented, but without neglecting their
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un grad inalt de implicare si angaja-
ment din partea salariatilor. Aceasta
ar presupune cd, firmele care sunt
orientate spre clienti, dar fara sa-si
neglijeze salariatii, motivandu-i co-
respunzator asigurarii calitatii tota-
le, au culturi care vor spijinii imple-
mentarea si dezvoltarea unui sistem
al calitatii.

Definitiile conceptului de calitate
totala sunt relativ recente. Pentru
unii, calitatea totala Inseamna cali-
tatea produsului, pentru altii sati-
sfacerea clientului. Calitatea totala
este, de fapt, o filozofie, un demers,
o politica a firmei comerciale. [4,
p.108]

In tarile cu economie de piat,
prezenta concurentei pe piata libera
este o conditie esentiala si necesara,
dar nu si suficienta, pentru dezvol-
tarea demersurilor calitatii in intre-
prinderi. Un astfel de demers are
drept scopuri esentiale: satisfacerea
cerintelor calitative ale clientilor,
adaptarea intreprinderii la mutatiile
survenite pe piata, reconsiderarea
produselor/serviciilor in functie de
oferta concurentei, mobilizarea sa-
lariatilor In scopul realizarii unui
proiect in cadrul intreprinderii.

Dezvoltarea economiei de piata
costda enorm si tarile implicate tre-
buie sa se bazeze mai mult pe pro-
priile forte. Pe termen mediu si lung,
ameliorarea calitatii produselor si
serviciilor, realizate de tarile aflate
in tranzitie, ar fi de natura sa dezvol-
te capacitatile lor de export si sa fa-

employees, properly motivating
them to ensure total quality, have
cultures that will support the im-
plementation and development of a
quality system.

The definitions of the total quali-
ty concept are relatively recent. For
some, total quality means product
quality, for others customer sat-
isfaction. Total quality is, in fact, a
philosophy, an approach, a policy of
the commercial company [4, p.108].

In market economy countries, the
presence of competition on the free
market is an essential and necessary
condition, but not sufficient, for the
development of quality approaches
in companies. Such an approach has
as essential objectives: satisfying the
qualitative requirements of the cus-
tomer, adapting the company to the
changes on the market, reconsider-
ing the products/ services according
to the competition offer, mobilizing
the employees in order to carry out
a project within the company.

The development of the market
economy is enormous and the in-
volved countries need to rely more
on their own strengths. In the me-
dium and long term, improving the
quality of products and services
achieved by countries in transition
would be likely to develop their ex-
port capacities and facilitate their
integration into the European sin-
gle market. Currently, local indus-
try employees and other Moldo-
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ciliteze integrarea In piata unica eu-
ropeand. Actualmente, angajatii din
industria autohtona si alti specialisti
din Moldova tind sa conlucreze cu
expertii din organizatiile occiden-
tale profesionale specializate in do-
meniul calitatii - si, in special, cu cei
din Organizatia Europeana pentru
Calitate (EOQ) - pentru facilitarea si
accelerarea prin calitatea tranzitiei
spre economia de piata.

La acest Inceput de mileniu, pro-
ducatorii de bunuri si servicii din
toata lumea, impulsionati de cerin-
tele pietelor de desfacere, s-au re-
orientat de la cantitate la calitate
pentru a supravietui In conditii de
concurenta acerba. Astfel, calita-
tea este un instrument deosebit de
eficient pentru cucerirea pietelor
mondiale, si, probabil, unicul, la mo-
ment, care ar putea mari volumul
exporturilor si scoate producatorii
moldoveni din cercul vicios in care
s-au pomenit. Calitatea produselor
se impune ca factor determinant al
alte cuvinte, intr-o lume a competi-
tiei si a cererii sofisticate, calitatea
reprezinta modul in care Intreprin-
derea poate iesi din dilema ,a fi sau
anu fi”.

Se considera ca o organizatie este
cu atat mai competitiva, cu cat cali-
tatea produsului este mai buna, ac-
tivitatea industriala mai eficienta,
personalul mai bine pregatit si an-
gajat in procesul muncii, iar asigu-
rarea si permanentizarea competiti-

van specialists tend to work with
experts from western professional
organizations specializing in qual-
ity - and especially those from the
European Quality Organization
(EOQ) - to facilitate and accelerate
the quality of the transition to a
market economy.

At the beginning of this millen-
nium, manufacturers of goods and
services around the world, driven
by the demands of the markets, have
reoriented themselves from quan-
tity to quality in order to survive in
fierce competition. Thus, quality is
a particularly effective tool for con-
quering world markets, and proba-
bly the only one at the moment that
could increase the volume of exports
and remove Moldovan producers
from the vicious circle in which they
found themselves. The quality of the
products is imposed as a determin-
ing factor of the company competi-
tiveness. In other words, in a world
of competition and sophisticated
demand, quality is how the compa-
ny can get out of the “to be or not to
be” dilemma.

It is considered that an organiza-
tion is more competitive, the better
the product quality, the more effi-
cient industrial activity, the better
trained and engaged staff in the
work process, and ensuring and
perpetuating competitiveness is the
basic objective of any management
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vitatii reprezinta obiectivul de baza
al oricarui model de management.
Prin urmare, un producator sau pre-
stator de servicii poate exista si se
poate dezvolta numai in conditiile
de realizare a bunurilor si servicii-
lor la un nivel de calitate concurenti-
al. In prezent, calitatea a devenit un
element atat de vital In lumea aface-
rilor, Incat, pentru a-i asigura nivelul
corespunzator sunt necesare si foar-
te esentiale perceperea si tratarea
corecta a conceptiei acesteia.

Trecerea la productia si consu-
mul de masa al produselor, precum
si diversificarea extrem de mare a
acestora, a avut un impact deosebit
asupra largirii conceptului de calita-
te, in acest fel, calitatea produselor
este o notiune complexa, dinamica,
continutul ei evoluand in pas cu ne-
cesitatile practice.

Notiunea de calitate a produselor
si problemele legate de realizarea
acesteia i-au preocupat pe oameni
cu mult timp in urma. Dupa unii
autori, cuvantul ,calitate” sau ,qu-
alitas” 1si are originea in latinescul
»,qualis” care are intelesul de fel de
afi. [2, p.21]

Calitatea si satisfacerea clientilor
reprezinta subiecte de mare interes,
cu atat mai mult pentru economia,
aflata pe drumul spre integrare in
structurile europene. Standardele
de calitate, adoptate de acum ofera
un raspuns acestei constientizari
si au ca scop incurajarea intreprin-
derilor si a altor organizatii de a-si

model. Therefore, a producer or
service provider can exist and can
develop only in the conditions of re-
alization of goods and services at a
competitive quality level. At present,
quality has become such a vital ele-
ment in the business world that, in
order to ensure its proper level, it is
necessary and very essential to per-
ceive and treat it correctly.

The transition to mass produc-
tion and consumption of products,
as well as their extremely high di-
versification, had a great impact on
expanding the concept of quality,
in this way, the product quality is a
complex, dynamic notion, its con-
tent evolving in step with the prac-
tice needs.

The notion of product quality and
issues related to its realization pre-
occupied people a long time ago. Ac-
cording to some authors, the word
“quality” or “qualitas” has its origin
in the Latin “qualis” which means to
be [2, p.21].

Quality and customer satisfaction
are topics of great interest, espe-
cially for the economy, which is on
its way to integration in European
structures. The quality standards,
adopted now, provide an answer to
this awareness and aim to encour-
age companies and other organiza-
tions to manage the quality of their
services more efficiently.
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conduce mai eficient calitatea servi-
ciilor prestate.

Crearea si mentinerea calitatii
in cadrul organizatiilor depind de
modul in care managerii si angajatii
inteleg sa abordeze managementul
calitatii In scopul garantarii intele-
gerii si indeplinirii cerintelor clien-
tilor. Pentru a atinge un anumit nivel
al calitatii este necesar ca toate ni-
velurile ierarhice ale organizatiei sa
adere la principiile stabilite pentru
calitate.

In ultima perioada, conceptul de
calitate a cunoscut o serie de trans-
formari, ceea ce a determinat schim-
bari esentiale in sistemul de mana-
gement, In procedurile si stilurile
manageriale, dar si in conceperea
si desfasurarea activitatilor de pro-
ductie si de marketing.

Calitatea totala poate fi definita
prin mai multe modalititi. In primul
rand, calitatea totala poate fi con-
ceputa ca un ansamblu de principii
manageriale prin care se asigura de-
dicarea totala a organizatiei fata de
client [2, p.41]. In acest caz, intrea-
ga activitate a firmei, toti angajatii
ei sunt orientati spre Imbunatatirea
tuturor activitatilor ce asigura sati-
sfacerea dorintelor si asteptarilor
clientilor.

O alta modalitate de a defini cali-
tatea totala consta in descrierea re-
zultatelor obtinute de o organizatie
avandu-se in vedere patru domenii
esentiale:

Creating and maintaining qual-
ity within organizations depends
on how managers and employees
understand how to approach qual-
ity management in order to ensure
understanding and customer satis-
faction. In order to reach a certain
level of quality, it is necessary that
all the hierarchical levels of the or-
ganization adhere to the established
principles for quality.

Lately, the concept of quality has
undergone a series of transforma-
tions, which has determined essen-
tial changes in the management sys-
tem, in the managerial procedures
and styles, but also in the design
and development of production and
marketing activities.

Total quality can be defined in
several ways. First of all, total quali-
ty can be conceived as a set of man-
agerial principles that ensure the to-
tal dedication of the organization to
the customer [2, p.41]. In this case,
the entire activity of the company,
all its employees are focused on im-
proving all activities that ensure the
satisfaction of customer wishes and
expectations.

Another way to define total quali-
ty is to describe the obtained results
by an organization taking into ac-
count four key areas:
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- Clientii sunt loiali. Ei sunt mai
mult decat satisfacuti de servici-
ile firmei pentru ca nevoile lor au
fost satisfacute iar serviciile au
fost cu mult peste asteptari.

- Timpii de rdspuns la problemele
si nevoile clientilor, precum si la
oportunitatile ivite au fost mi-
nimi. Costurile au fost de aseme-
nea minimizate prin eliminarea
acelor operatii si activitati care
nu aduc valoare clientilor.

- Climatul existent in cadrul orga-
nizatiei incurajeaza lucrul in echi-
pa si asigura satisfacerea, motiva-
rea si Incurajarea lucratorilor.

- Comportamentul etic si orienta-
rea spre continua perfectionare
stau la baza tuturor activitatilor
managerilor si salariatilor.

Intr-o viziune mai complex3, de-
finirea calitatii totale presupune
precizarea beneficiilor clientilor, a
conceptului de servicii, a calitatii
serviciului, a calitatii rezultatelor,
a modalitatilor de transfer a servi-
ciilor catre clienti si a procedurilor
concrete de determinare a calitatii
serviciilor utilizate de catre organi-
zatie.

- Customers are loyal. They are
more than satisfied with the com-
pany’s services because their
needs have been satisfied and the
services have been far beyond ex-
pectations.

- Answer times to customer issues
and needs, as well as opportuni-
ties, were minimal. Costs have
also been minimized by elimi-
nating those operations and ac-
tivities that do not bring value to
customers.

- The existing climate within the or-
ganization encourages teamwork
and ensures the satisfaction, mo-
tivation and encouragement of
employees.

- Ethical behavior and the orienta-
tion towards continuous improve-
ment are the basis of all managers
‘and employees’ activities.

In a more complex vision, the defi-
nition of total quality involves speci-
fying customer benefits, the concept
of services, service quality, quality of
results, ways to transfer services to
customers and concrete procedures
for determining the quality of ser-
vices used by the organization.
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Tabelul 1
Rezultatele Calitatii Totale
Efecte majore ale calitatii Clientii sunt | Timp mairedus, | Climatul este Imbunatitire
totale mai satisfacuti | costuri mai mici mai bun continua
Angajatii 1i inteleg mai bine X X
pe clienti
Bunurile/serviciile vor fi X
mai adecvate nevoilor
Mai putine greseli X X X X
Anticiparea problemelor X X X
Clientii se vor simti mai bine X
tratati
T1mpul de raspuns va fi mai X < < <
rapid
Va creste responsabilitatea
A e X X X
vanzatorilor
Relatii mai stranse Intre ma- . < <
nageri si salariati
Mai multa inovare / schim-
X X X X
bare
O mai clara viziune asupra <
viitorului
Sursa: Baleanu, Cristian - Managementul imbunatatirii continue [3, p. 87]
Table 1
Total Quality Results
Major effects of total Customers are | Less time, lower | The climate is Continuous
quality more satisfied costs better improvement
Employees better under- X <
stand customers
The goods/ services will
be more appropriate to the X
needs
Fewer errors X X X X
Anticipation of issues X X X
Customers will feel better X
treated
Answer time will be faster X X x X
It will increase the respon-
et X X X
sibility of sellers
Closer relations between
X X X
managers and employees
More innovation /change X X X X
A clearer view of the future X

Source: Baleanu, Cristian - Management of continuous improvement [3, p. 87]
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Rolul politicii calitatii produselor
este acela de a produce o revolutie
in mentalitatea angajatilor, de a le
mentine atentia indreptata asupra
calitatii si de a le indica valorile pro-
movate. Prin politica se Incearca im-
plicarea oamenilor. Ea are un rol de
restrictie, dar si de indicare a cailor
de urmat pentru a intelege tot mai
bine problemele calitatii, dar si efec-
tele ei pozitive. Fiecare angajat trebu-
ie sa fie convins de ceea ce reprezinta
calitatea pentru intreprindere: o cale
ce indruma pretul catre cele mai in-
alte niveluri posibil de atins. Calitate
ridicata - pret mare este o relatie ce
asigura eficientd economica activita-
tii, deci si venituri mai mari angaja-
tilor. Pentru a mentine efectiv un sis-
tem al calitatii, organizatia trebuie sa
defineasca politica privind calitatea,
procedurile si standardele de calitate
si sistemul de audit.

Esenta notiunii de calitate o re-
prezinta atitudinea mentala a anga-
jatilor intreprinderii si responsabi-
litatea acestora fata de indeplinirea
obiectivelor unitatii. Inceledinurmi,
angajatii vor fi cei care vor desfasu-
ra variatele proceduri si instructiuni
listate In Manualul Calitatii si in alte
documente privind calitatea. Daca
angajatii unei intreprinderi nu sunt
dedicati ideii de calitate, documen-
tatia elaborata pentru sistemul cali-
tatii va avea, pur si simplu, aceeasi
soarta pe care o au atatea legi ,neac-
tivate” de catre guverne in tarile in
curs de dezvoltare, documente care

The role of product quality poli-
cy is to produce a revolution in the
mentality of employees, to keep
their attention focused on quality
and to indicate the promoted val-
ues. Politics tries to get people in-
volved. It has a restrictive role, but
also an indication of the ways to fol-
low in order to better understand
the quality issues, but also its pos-
itive effects. Every employee must
be convinced of what quality is for
the enterprise: a way that guides the
price to the highest possible levels
to be achieved. High quality - high
price is a relationship that ensures
economic efficiency of the activity,
and therefore higher income for em-
ployees. In order to effectively main-
tain a quality system, the organiza-
tion must define the quality policy,
quality procedures and standards
and the audit system.

The essence of the quality notion
is represented by the mental atti-
tude of the enterprise employees
and their responsibility towards
the fulfillment of the unit’s objec-
tives. Finally, employees will be the
ones to perform the various proce-
dures and instructions listed in the
Quality Manual and other quality
documents. If the employees of an
enterprise are not dedicated to the
idea of quality, the documentation
developed for the quality system
will simply have the same fate as so
many laws “not activated” by gov-
ernments in developing countries,
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raman la statutul de carti si care nu
sunt niciodata implementate si deci
nu aduc nici un beneficiu.

Una din cele mai importante res-
ponsabilitati ale managerilor este
aceea de a orienta personalul catre
calitate si de a crea cadrul potrivit
pentru implementarea sistemului
calitatii.
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documents that remain in the status
of books and which are never imple-
mented and therefore do not bring
any benefit.

One of the most important re-
sponsibilities of managers is to
guide staff towards quality and to
create the right framework for im-
plementing the quality system.
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