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[NpearoBop KOH eAuuMjaTa

MoBOAOT 3a BOCMOCTaByBake Ha nocebOHa eanumja
MeHauMeHT Ha voBeukuTe pecypcun Ha n3aaaBaqotT bUTOCC
e Hapem BO €AHO pa3AMyHa OA CAMYHWTEe noTpaTh. MmeHo,
KOra ja AAAOB MA€jaTa 3a OBaa €AMLIM]a M3AABAYOT, BeKe Mmalle
nyOAMKYBAHO HEKOAKY HaCAOBM OA OBaa oOAacT. AmyHata
MBP3aHOCT Ha AMPEKTOPOT Ha M3AaBadkaTa KyKa CO aBTOpUTE
Ha TMe nybAMKaUMKM M MojaTa MOCPeAHa MHBOABMPAHOCT BO
HacTaHyBarbeTO Ha Tue AeAa, Me MOTTUKHAa Aa My NPeAAOXKam
Ha M3AABAYOT, MHUMAEHTHUTE MOjaBM Ha BaKBM HACAOBM Al
6unaaT obeAMHETU CO eAMHCTBEHA (PYHKLMOHAaAHA POKYyCH-
PAHOCT: Mpe3eHTMparbe Ha MHAMBMAYAAHUTE HAyUHM
CO3HaHMja Ha aBTOPUTE BO KOHTEKCT Ha MPMAOHECOT Ha
MeHalLIMEeHTOT Ha YOBEYKMTE pecypcu BO TpaHcdpopmalimjaTa
Ha MAKEAOHCKMTE OpraH3mMauunu, NPUBATHU M APXKABHM,
NpopuTHM U HenpodpuTHU. Ha Toj HaumH, 6e3 oraea Ha
dpyHAAaMeHTaAHaTa OPrMHAAHOCT Ha Hay4YHWTE CO3HaHjMja,
HMBHATa OOjEKTUBHOCT BO MpPe3eHTUPaH-eTO Ha ONpeAeAeHM
3aKOHMTOCTM M peLleHMnja OA HALUMOT AOKaAeH KOHTEeKCT Ke
npeTcTaByBa 3Ha4aeH NMPUMAOHEC BO HaTaMOLUHMOT pa3Boj Ha
MeHaLIMEHTOT Ha YOBEUYKM Pecypch Kako Hay4Ha AUCLIMMAMHA,
BOONLLTO M yHanpeAyBar-e Ha Herosata nNpakTiKa BO HaluTe
opraHm3aumnn, nocebHo.

[Moarajkn oa BakBaTa onpeaeada, jac o4ekyBam aBTopuTe
Ha MAHMTE NyOAMKALMKM OA OBaa eAMlMja Aa ja MCKOpuCTaTt
0Baa peTka MOXKHOCT BO HaLLIMOT OrpaHMYeH NPOCTOpP 3a jaBHO
nyOAMKyBarbe Ha Hay4YHMTe CO3HaHMja, HO UCTOBPEMEHO Aa ja
3roAemat cBojaTa OArBOPHOCT KOH MULLYBAHMOT 300p KOj Ha
OBOj Ha4MH Ke cTaca A0 noraem 6poj, He camo KOAeru, TyKy M
AO HajCTPOrunTe CyAMM Ha BPEAHOCTA Ha TOj TPYA — HEMocpea-
HUTE NPAKTUYapu Ha MEHALIMEHTOT Ha YOBEYKUTE pepcypcu.
Oa Tyka n notpebata BO TPyAOBMTE Aa Ce Mpe3eHTupa

AKTEAHOTO HMBO Ha TPETUPAHOCT Ha OMNpeAeAeH acnekT BO



COBpMeHaTa CBeTCka AMTepaTypa M npakTukaTa M MepkuTe
3a yHanpeaAyBarbe Ha Taa MpakTuKa Kaj Hac. 3aA0BOAYBaHeTO
Ha oBue Oaparba Ke OMAAT KAYYHU KPUTEPUYyMWU Npwu
OAAYYYBaHETO 3a BKAYYYyBaH-€ Ha OMPAEAEHM HACAOBM BO OBaa
eamumja. Bo Toa MMe, jac CO 3aA0BOACTBO Ce MOTNMLIYBaMm
KaKO MHMLIMjaTOP Ha OBaa eAuLMja.

A-p LiBeTko CmmuaeBckm

Bo Ckonje, 6.11.2005 roa.
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NMPEAIOBOP

I'nobasnHata KOHKYPEeHTHOCT BO CBETOT HAMEeTHa CH/IHa
TPKa BO EKOHOMCKMUOT Mporpec n co3gaBaHe HoBU L41BU-
nn3aymnckKn BpegHoCTH.

[MpUTUCOKOT Ha na3apoT, Kako rraBHa MoroHcka cuna
Ha KoMraHu1Te, goBese [o: 3rosieMyBarbe Ha CrloCObHO-
cTa 3a paboTa Bo HaTrpeBapoT CO KOHKYpeHumjaTa, noTpe-
6ara 3a Wwupere 1 OgpPXKyBaH-e Ha NoCTojHUTE nasapm, 3ro-
niemyBarbe Ha 3a/0BOJICTBO Ha KyryBaynTe/KoOpnCcHULNTe
Kako 1 nofgobpyBare Ha MapKeTUHLLKUTE aKTUBHOCTM.

lMoco4eHnTe KOHCTaTaymm oTBopaar gUemm:

e [Janu HaluMTe KOMMaHuu ce rnojroTBeHn 3a Hacrar

Ha rnobanHuoT nasap?

e KOJIKYy TMe ce BO cocTojba fga co3gaBaart BpeHoCTn
v ga rpagart fgesioBHa Kysntypa, Kako O4roBop Ha
pasBojoT Ha KOHKypeHuujaTta n 6psara agantaymja
Ha rnoTpebute n xenbute Ha KyrnyBadnte/ KOPUCHN-
ymre?

e fJanu umaart U3rpageHo cuctem 3a MeHalMeHT Ha
kBanuteT rno craHgapgort 1SO 9001:2008, wro
rnpetrcTaByBa OCHOBAa 3a 10CTOjaHO yHarnpeLnyBame
Ha KBannTeToT?

e fasnu ce nogroteenu ga ja npugarat TQM ¢uioso-
ujaTa?

Criopep T0a, HeornxogHa e NMOMOLL BO peLlaBare Ha
npobieMuTe Ha HaLLMTe KOMIaHuu Ha rinobasiHnoT nasap,
Koj nasap HameTHa rriobasieH nopact Ha baparara 3a
rpagere Ha yLite noysBpCcTH npasusa.

CocToj6arta Bo HaLLMTe KOMNaHUy e pas/in4yHa of OHue
KOMraHum BO CBETOT KOU ce TeMesiaT Ha NMPUHYNNUTE Ha
TQM. Ho, oxpabpyBa hakToT geka kKaj Hac noyHysa ja
ce MeHyBa CTaBOT cripema KBanuteToT. Bo nocrnegHute
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rogmHn, of rNOYETOKOT Ha BOBEAYBaH-€TO Ha rna3apHUTe
pegopmu, NoCebHoO e HarnaceH CTPEeMeXXoT Ha HaliaTta
3emja ga ce BK/1y4¥ BO eBPOICKUTE acoyumjaymm, a co Toa
Ce MeHyBa 1 CTaBOT Ha BPBHUTE MeHallepu, Kou ce cripe-
MHM 3a NoCTUrHyBarbe BPBEH KBanuTeT. 3a ga ce goctur-
Hart Tne CTpeMeXxu, noTpebHo e, fa MeHallepuTe ce CTeK-
Hart CO [OMOIHNTETHN TEOPUCKU U NPaKTUYHU 3HaeHa Kon
Ke UM MOMOrHaT BO HUBHOTO yripaByBarbe CO KOMMaHumTe.

O6ugoT ga ce ogroBopu Ha oBue rpaLuara bapa pemH-
XEHEePUHI Ha [e/I0OBHUTE MpoLecu BO KOMNaHUNTe, HOB
npucTan BO HAYNHOT Ha Pas3MnUCIlyBare 1 OpraHn3npare
Ha [esI0BHUTE NpoLecH.

laTtoT Koj Bogn A0 yHanpegyBare Ha KBanumTeToT Ha
rnpoyecuTe n nPou3BOANTE Ha [OMALUHNTE KOMMaHun
Tpeba fa ce bapa Bo nnpuMeHa Ha coogBeTHa MeTogosiorvja
3a nNpoeKTupare n umniemeHTupare Ha TQM cucremor.

lNMpnghakarketo Ha HoBata TQM cTpaTternja 3Hayun
04roBop Ha npaiuarara:

e jganu mucujata v Buamjata Ha Torn MeHaiMeHTOT ce
coapxart BO NnonuTukarta Ha KBasimTeT U ce co3jaBa
Knnma mn uHgopmaymoHa basa Ha Koja MoXe ga ce
pasBuBa TUMckara pabora?

e fanu ynpaByBarkeTO CO KOMNaHUUTe ce TeMesin Ha
3a[0BOJICTBO HAa CUTE 3aNHTEPECUPAHN CTPaHN?

e pann e 06e36e[eH0 yrnpaByBarkbe U MOTUBUPAHE Ha
BpaboTeHNTe NpeKy yBaxyBawe Ha HUBHUTE
MHAMBUAYANTHN NoTPebmu?

e panv ce rpagm merycebHa gosepba v noynt rnomery
TOM MEHalIMEHTOT M BpaboTeHUTE LUTO Ke fJoBeje [0
rnepcrneKkTuBa n OApPXInB pact Ha KOMIaHunMTe?

e fJanu nocTom norosema naptuymnaymja Ha spabore-
HUTE BO MAEHTUUKaumja n peLuaBarbe Ha npobiemm-
Te, BO CaMOTO NnocTaByBarke Ha CTaH[apanTe u Bo
HaropuTe B/IOXKEHM 3a yHanpeayBare Ha [e/TI0BHUTE
npoyecwu, nponssogutelycnyrute?

e jganu ce rnpuMeHyBaaT METOAUTE N TEXHUKUTE 3a
6e3geheKTHO Npon3Bo4CTBO KOM He bapaart
MHBECTUUMM 3a Onpema, HoBa TexHosioruja, TyKy
camo Hay4eH npucTar KoH paborara?
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e pgasnu BpaboTeHNTe ce [OBOJIHO 0by4YeHun ga fgery-
Baart nNpeBeHTMUBHO BO yrpaByBaHETO CO 4E/I0BHUTE
npovyecn?

EcbekTnBHOCTa Of NPOMEHNTE € BO rpajgeH-e Ha ce ro-
YBpPCTHU nipaBusia n TPaHCNapeHTHOCT BO KOHTEKCTOT Ha
OAPXNBUOT Pas3Boj. HacTojyBan-ara fga ce ogpxxar KoM-
naHmmTe Ha riobanHnoT rnasap e BO: NPOMEHN BO TEXHO-
Jsiormjata v npou3BogCTBOTO, NpuMeHaTa Ha TOTasIHUOT
MEHAaLIMEHT Ha KBa/lMTeT, CTEKHYBaH-€ 3Haere 1 Crocob-
HOCT 3a pa3Boj basnpaH Ha 3Haere. TQM cTpaTermjata
3Hayu nogobpyBar-e Ha KBanNTeTOT NPEKY UCTINTYBare
Ha opraHn3aymnckK1Te npoLecu He caMmo BO npaseL Ha je-
uHMpare Ha npoyecoT, nogobpyBare Ha fNpoLecoT u
An3ajH Ha npoLyecoT, TYKy v NogobpyBarke Ha rMpogyKTns-
HOCTa m ONTUMU3MPAarLE Ha TpoLuounTe. KOHKYPEHTCKUTE
npPegHoOCTU YECTO Ce of4/1ydHyBayYku 3a pasBojoT N KOpUC-
TEHETO Ha CUCTEMOT 3a 06e36egyBarbe KBaIMTET.

Ho, 3a ucnosHyBare Ha CBETCKUTE U €BPOMNCKUTE ba-
para Tpeba ga ce npuctann KOH KPYnHU — pagukasrHu
MPOMEHN BO peluaBameTo Ha npobremute, Toa € T.H.
PENHEHEPUHI, HOB HAYUH Ha PasMUCIyBare 3a rnpunyu-
HNUTE, a He Kako gocera 3a nocnegmymnte. CTpaTternckmor
MeHalLIMeHT Ha KoMraHujata co cBojata gobpa Bosja u
yrnopHOCT Tpeba fga rv BK/y4u CONCTBEHUTE YOBEYKM pe-
cypcu, co chopmupare TUMOBU Of CUTE NpOoMuUn, NHTe-
rpupajKkn rm HUBHUTE 3HaeHa 3a fa ce noCTUrHe 4esi0CHO
oBriagyBarbe CO KBafiMTeToT BO CUTE MPOLECH Ha NpeTrnpu-
jarujara, npu HajMasv TPOLLOLM Ha paboTeHe.

HaLunte meHaliepu kom ce 6opart co gpamaTndHmnoT rno-
pacT Ha CIIOXEHNTE, TEXHOJIOLLIKO, OpraHn3alnCcKm n coym-
janHu npobriemy, TELLKO MOXaT ga rm cearat MOJeEpPHNTE
TPEHZOBU BO pasBojoT Ha MEHaLIMEHT CUCTEMOT TEMETIEH
Ha cTparerujata Ha TOTasiHOTO yrpaByBaH-e CO KBarimTeToT
(TQM).

OBaa kHura nma 3a yesn fa ja nokaxe Hacokara v ctpa-
Tervnjata 3a pa3Boj Ha CUCTEMCKU NPUCTar KOH KBaIMTeToT,
CO LUTO Ke UM C€e MMOMOrHe Ha MeHalepuTe BO rpageHeTto
CUCTEM 3a KBA/IMTET U Ke Ce rnogurHe ceecta 3a KBasmTe-
TOT Ha cuTe BPaboTEeHN BO KOMAaHUnTe. Tue Hacoku ce:



MAEHTNOUKYBaH-€e Ha XesnbuTte n notTpebuTe Ha KynyBaiu-
TE/KOPUCHULNTE, PEUH)KEHEPUHT Ha [EJI0BHUTE MPOLIECH,
Mepere Ha 3a[0B0OJICTBOTO HA CUTE 3auHTepecupaHun
CTpaHu u Mepere Ha [esIoBHUTe pe3ynTaru, WTo Tpeba
[a gosefe [0 yHanpegyBare Ha KOHKYPeHTHocTa u ehu-
KacHocTa, HamaslyBakwe Ha TPOLUOUMTE U [OJSITOPOYEH
OAPX/UB pa3Boj Ha UCTUTE.

lNa 3atoa, YeHTpasiHo TEXMLUTE BO OBaa KHura e rpu-
MeHarta Ha HoBarta cTpartervja Ha TotaseH MeHal[MeHT Ha
kBanuteT (Total Quality Management) Bo HaLumte komna-
HUW M Hej3nHaTa 3aBUCHOCT r1oBp3aHa Cco rpager-e gjobap
CUCTEM 3a yrpaByBaH-€ CO KBafINTET, IPUMeHa Ha cTaTuc-
TU4Ka npoyecHa koHTpona (SPC), aHann3a Ha TpoLioynTe
Ha KBanuTeT n n3bop Ha TUMOBM 3a peanulaymja Ha cute
JejHocTu, cornacHo obpa3oBaHMeTo, MoTuBaLumjaTa 1 crio-
cobHocTa Ha BpaboTeHuTe.

Ennzabera MutpeBsa



Preface

The global competitiveness in the world has imposed a
serious race in the economical progress and creating the
civilization values.

The pressure on the market, as a main moving power in
the companies has led to: increasing of the capabilities to
work in the competition with the competitiveness, the
necessity to spread and maintain the existing markets,
increasing the content of the buyers/ purchasers as well
as improvement in the marketing activities.

Certain statements are opening dilemmas:

e Whether out companies are ready to appear in the
global market?

e Whether they are in a condition to create values
and build business culture, as a respond to the
competitiveness development and fast adaptation
of the needs and the desires of the buyers/
purchasers?

e Whether they have built a system of quality
management of the ISO 9001:2008 standard that
is practically the base of a constant improvement
of quality?

e Whether they are prepared to accept the TQM
philosophy?

According to all these a necessary assistance to solve
the problems in our companies on the global market is
needed, which has imposed a global increase of the
requests in the building of even stronger rules.

The condition with our companies is different than the
ones world-wide which are based on the TQM system.
But, the fact that the situation is getting changed here
regarding the attitude towards the quality is encouraging.
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Within the last few years as from the beginning of the
introduction of market reforms, the tendency of
Macedonia to take part in the Europeans associations and
therefore to change the attitude of the world managers
that are ready to achieve a ultimate success is being
especially emphasized. In order to achieve all this it is
necessary for the managers to attain additional theoretical
and practical competences that will help out in their
company management.

The attempt to respond to these issues is demanding
reengineering of the business processes within the
companies, and a new approach of the manner of
consideration and organizing of the business processes.
The road that leads to quality improvement of the
processes and products of the domestic companies
should be searched in the implementation of the adequate
methodology for designing and implementing of TQM
system.

The effectiveness from the adjustments is seen in the
building of even stricter rules and transparency in the
context of the sustainable development. The insistence to
maintain the companies on the global market stands in:
the changes of the technology and production,
implementation of the total quality management, gaining
competences and ability for a development based on
competence etc. TQM strategy refers to the improvement
of the quality through examination of the organization
processes not only regarding the defining of the process,
improvement and design but towards the improvement of
the productivity and optimization of costs as well.
Competitive advantages often have a decisive role within
the development and the usage of the quality providing
system.

But in order to fulfill the worlds’ and the European
demands the approach should be consisting huge- radical
changes within the problem solving and that is the so-
called reengineering, new manner for reconsideration of
the causes and not the consequences as it is the practice
so far. The strategy management of the company within

Xii



its good will and persistence needs to include its own
human resources, by forming teams of every profile,
integrating their skills in order to achieve a full
overwhelming of the quality into every process within the
enterprises with least expenses of the working
performance.

Our managers that are battling the dramatic increase of
the complex, technological-organizational and social
issues can hardly understand the modern trends in the
development of the management system that is based on
the strategy for total quality management (TQM). This
book is aimed to present the direction and the strategy of
the development of a systematical approach towards
quality, which will assist the managers into the building of
the quality system and will raise the awareness for quality
to each instance in to company. Those directions are:
indentifying of the desires and the needs of the buyers/
purchasers, reengineering of the business processes,
measuring the content and the business results of each
interested point which will lead up to an improvement of
the competitions and efficiency and reducing of costs and
a long-term sustainable development to all.

Therefore the central tendency of this book is the
implementation of the new strategy for Total Quality
Management (TQM) into our companies and its
dependence that is linked with the building of a good
guality management system and a selection of teams for
accomplishing every action, in accordance with the
education, motivation and the capability of every employee.

Elizabeta Mitreva
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