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Abstract: In this work is presented a deep analysis of the problems that
Macedonian companies have in the global market, which forced global increase of
requests for building even more strict rules. The constant condition was analyzes
through the four columns of the quality house (standardization, methods and
techniques for non-defective working, education and motivation, and analysis of the
charges. From the analysis of the research imposed the demand for accepting the
new strategy in projecting the management system in Macedonian companies,
which was based upon the TQM (Total Quality Management) philosophy. This
philosophy seeks less time and money, and can have same or bigger effects than the
big investments in equipment. All of this imposes more systematic effort in which
base lies: strong leadership (new style of the upper management, realistically based
on the market vision, politics and strategy, systematic orientation and business
moral that will bring back the confidence between the management and the
employees) and participation of all employees (willingness for cooperation and
team work, which does not hold down the creativity and individualism).
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1. Introduction

Macedonian companies have no vision about whabtoext and have hard time adapting to
the needs of the customers/usfls Among most of the problems that the Macedonian
companies have is the inadequate education of gherunanagement. Nowadays there are
superb managers that educated within the old syateindo not accept the changes brought
by the new time. If managers have vision aboutwhg of the global economy and what is
that which customers look for in a product, it estain that a solution for all problems that
appear can be solved.

Effect as well, will have a great impact on thecassfulness of Macedonian comparjids
The transition of Macedonian companies was dongelbyng out their capital, and then with
changing the holders. The transition was so destridhat destroyed big part of the
companies. The ultimate authorities participatedlinthat activities, and only a small portion
of them found motive and strength (beside the tatigpts) to make an internal reconstruction
and reengineering.

With the break-down of the ideological values ahe transition towards capitalistic values
and standards of working, different companies adddlifferent success. The level of their
success depended mostly from the conflict’s intgnbusiness culture and the willingness of
the country and the companies to accept the validse developed countries and European
standards.

The new holders of the transformed companies dtdbng the same but their markets and
resources, and have no interest in investmentaimr #gtonomic development. That leads to
technological block and economical collapse in Whadig part of them failed.

A certain part of the undertakers succeeded to femall and medium companies that
successfully satisfied the market needs, but thehwsord that the economic salvation is in
small and medium companies does not answer thdiguie4o whom are these companies
selling the products if there are not the big ones”

The reflux of intellectuals or their isolation leatb social and moral crisis. On the surface
swam out the new elite that enriched quickly anddtrto establish leadership in the
environment on the basis of different values, natlity. In these conditions with a low level
of business moral, professional and industrialuceltthe conscience and social climate that
do not appreciate the values of the quality prevail

Our new businessmen and manager are in a conditibansitional shock. Their managerial
style gives more and more inferior results. There le#ss and less social or no one’s
companies, “easy” contracts and “easy’” money. Oam dokther hand there are powerful
businessmen whose only motive is the profit. The@eycearned with trade in which the large
profits are earned with small capital, and with bignover factor are invested into the
production in which big investments are neededwhdre the factor of the invested money
must be waited for few months or even for a year.

In production companies the organization cannottion by itself under unwritten rules and
under someone’s willingness. The success of that &f companies depends on the ability
and the motivation of many people: technologisbjgutor, rigger, commercialist, supplier of
goods etc. When to all of that it is added that gaanot go on international level without
certificate for the products as well as for the agament system, the shock gets even bigger.
In our country a large number of companies cedi@oquality system ISO 9001, but many of
them did not succeed to survive the transitionabge

Although it is constantly talked about the Europeancept of quality1], [2] there is not
enough strength to truly accept and establish dlininits of the company. For many years it
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has been talked about hundred thousand parts oEtihepean standards that need to be
translated, adjusted, mentioned in public debatlea@eepted, but this process is still paused.
Lately it is talked a lot about the successful bass people. For the assessment we start from
their material welfare that they earned or havel e do not pay much attention to the
mission and the values of the business from wiiehwelfare came.

The creation of a successful and rich company i lafrge social usage. It needs to possess
products that are well known, worldwide competingrus with international business
network, good organization and ability to develgpw and extend on the market, to be a
temptation to many young talented specialists,doolme influential in many international,
financial, business and professional spheres. i$lagyreat temptation on a high motivational
and cultural level than making money personallyiteyowners. For that achievement of the
companies, beside the individual entrepreneurshigh® owners, we also need a vision,
mission and culture oriented towards fulfilling theeds of the all interested sides: buyers,
employees, business partners and the union, beedluséthem are users of the achieved
results.

2. Materials and Methods

In this work a deep analysis was made about thelgmts of Macedonian companies on the
global market, which enforced a global increasehef requests for building stronger rules.
Without analyzing 151 compani¢s] through a poll and detailed analysis of the coaoditi
including:

. comprehension of the deviations of the TQM’s sutesys through signs of “the
health” of the quality system,;
. establishment of the “age” or the progress of thraganies according to the columns

of the quality house (from young and undevelopetiesy to mature and developed
system, but in reversed order also).

The structure of the companies where a poll wasederthe participants in the survey,
according to the trade work to which this compariebong (National classification of the
trade works — “Gazette of R.M.” number 147 fromdZ@&November, 2008) is given on fig. 1.

7% 6% 20% O agriculture

B processing industires

O civil engineering
O trade

18% H transport

O accomodation facilities

20% B finance and insurance

Figure 1: The contribution of the companies in thesurvey shown in percentage, in separate
trade works
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The constant condition of our companies was andlyasugh four columns of the quality
house (standardization, methods and techniquesidordefective working, education and
motivation, and analysis of the charges.

The assessment and the establishment of the “agethe development of Macedonian
companies according to the columns of the quabtyse is done with special algorithm made
for these kind of needs, and the survey and thecdoontact with companies were used as
tools. The elaboration of the results was made ustige of the statistic processing control.

3. Results and Discussion

3.1. The Usage of Internal Standardization and th&rovision of Quality in
Macedonian Companies

If the quality system is introduced and certifichBecording to the standard 1ISO 9001:2008,
it means that companies have knowledge about theevaf the quality and are able to

manage it. There is a firm formulation of the uppeanagement for quality. There is a

definition about the organizational structure, duoeatation about the quality system and

trained people. For that purpose we ask the questio our companies have introduced a
guality system according to the ISO 9001 and in twd@ they see the benefits from its

implementation.

The analysis of the findings from the sunjgy; [12] show that about the quality house and

the usage of the standard 1ISO 9001, only 40% ofetteanined companies have a quality

system according to the ISO 9001:2008, which Eatively small percent.

The need for qualification of the working with imational standards and strategic

connection with the countries from the west inflcesh certain managers and owners to
implement a quality system. For that aim the congsamvhich have already certificated a

quality system (40%) according to the standard #01:2008 are asked where they see the
benefits from its implementation:

. for 60% of the companies that have introduced ditgjusystem see the benefits of its
implementation in their products/services, reducie total charges, the contentment
of the customers/users;

. the aim of 25% of the examined is to hang up th@ t®rtificate on the wall, to
organize the company without thinking, to produceliy products, to organize the
business processes for the collaboration with lsuged partners around the world;

. 15% of the examined companies that have implememntdtem for providing quality
in the products/services do not achieve the waate@ntages on the market, and do
not fulfil the needs of the ISO 9001 standards.

Those companies that have already implementedtensyier quality management unlike the
companies which do not have that system achieviotlosving benefits:

. provision of quality for the products/services thatisfy the needs of the buyers/users;

. quality of the business processed is getting hetter

. a concordance is established between the stratedjyh@ operative management of
the company;

. the system for quality management according the 801 standards represents a

base for promotion of the quality with usage of @M strategy;
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. order and discipline are introduced in working.

Our examinations showed that the companies that fmmimally certificated a system for
providing quality of the products/services do ndfilf the needs of the ISO standards and do
not have benefits from the formally certificatedality system. This information bring us to
the fact that in Macedonian companies the qualistesn is only formally certificated as a
need enforced by the market, and without the mttimao essentially organize the company,
to define the responsibilities and to improve th@ldy. The formal certification of the ISO
90001:2008 standards does not bring the desirednsalyes of the market, and do not fulfil
the needs of the ISO standaftiz], [13].

The quality system and especially the quality & pnocesses should not be built upon the
“vacuum”, without established strong attitude todgathe basic aim of the management and
without a strong persistence and consistency ofipiper management.

How the managers assess the barriers in the pradessroducing the quality system in
Macedonian companigs]:

. the monopoly of some companies;

. the style and the culture of management;

. emphasizing the singularities;

. affinity towards improvisations;

. always thinking that someone else is responsibléf® problems;

. the allegation that the quality system destroy<teativity;

. thinking that the quality is expensive and a luxury

. thinking that the quality is provided through trentrol;

. fear from changes — keeping status quo;

. the mentality, the laziness and the superficialitye do not have time for that...

3.2. Application of the Methods and Techniques foQuality in Macedonian
Companies

The methods and the techniques for providing qualie tools that realize activities which
are used to improve the quality and are an intquael of the quality management, according
to the defined politics, aims and responsibilittdshe company, as well as the creation of
comparative advantages on the mafRgtIf they are used we can make an efficient control
of the processes. In order to realize if our comgmhave made an efficient control of the
processes through achieving defined quality with smallest working charges, we ask the
guestion: what kind of control of the quality oetproducts/services do they use? And we get
the following result$5]:

. 113 companies pronounced on having organized d@yjaahtrol;

. the linear control is represented in 48 of them,;

. 107 companies have a 100% control,

. 29 companies use the statistic process control;

. 15% of the daily production is given back to finrghin even 137 companies.

In our companies the quality is on high level, hseaof the bad conducting of the business
processes, ineffective control with a big percdrdedects, even bigger that the permitted one.
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Technically technological facility of our companigsapproximately near the satisfying level
and it satisfies the present requests of the blusass.

The problems mostly come from the badly organizesiriess processes and the disability to
fulfil the claims of the quality standards. Here me@ch lower business results with the same
technology. The cause for that is not only the laicknodern technology, but also the inferior
abilities of the manager, the qualifications anel filfilment of the employees and the quality
conduction of the business processes. In generalsgethe linear forms of conducting a
company that are known for the higher working ckargdaving a 100% control is expensive
and irrational, and it provides quality for muclginer price.

Our findings show the fact that numerous compah@ge ineffective service for quality
control of the products, because the poor qualimes from the buyer/user. The survey
showed that the companies do not find out abouptize quality from the services for quality
control of the products/services, but from theaewtions which shows that the poor quality
made through the all control stations and camberuser’s hands.

Many problems appear for our companies in the faménd the foreign market, because of
the lack of statistic approach in information elatimn, assessment of quality and the
transition of information. The SPC is used onlfjew companies. The instructions about the
meaning and the usage of SPC, and the improvenighe @uality of the products/services
must be available in all fields: marketing, saipguction, finances, human resources, but for
that t tuition and training of all employees is eadfal. In the entire company must be
established stations for identification and analysi the weaknesses, and to analyse the
reclamation charges, errors, defects, or the chatigat come out because the needs for
quality are not fulfilled. When there is an optin@ganization of the quality control, we
mustn’t have more that 3% defects. Reclamatiomsreand defects need to be reduced with
well-timed internal functional cooperation among gurveys, the marketing, the production
and the system information. In case of introducengpew product/service, technology or
methods of working, it is essential to have a catglprogramme of training for the
employees.

The Japanese “honoured the mistake” because it‘avasfety catch” for detection of the
weak parts of the business procgss.

So, with removing the mistake, taking on correctiveasures, we eliminate the causes for its
appearance. Meanwhile, a detailed analysis of tl@nbss process is made for its own
promotion. The mistake for the Japanese was a ame#pod of detecting the weak part and
allowed them to upgrade the business process. &tiii Japanese, we are afraid and hide the
mistakes. Everyone who discovers a mistake triesver it up and to transfer it further in the
business process. This is the problem of our basimealture and the problem we have in
building creative climate in the company.

3.3. Using Education and Training in Macedonian Corpanies

The organizational education is a part of the TQMtegy, because if new techniques and
methods are not learned, then there is not a placerogress and development. The
education improves the competing advantage ofdhganieg7], [14].

An important role has the upper management, whegds to be prepared for learning and to
transfer that need to the employees. In order t@ géear picture of our companies and to see
if they are companies that learn and goad the iddal and the collective learning, and with
that aiming to improve the results of the organaratin a way important for all users), some
guestions need to be answered. We need to knowrifcompanies use job training and
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training for gaining additional knowledge. Answeyithese questions, we get the following
results[5]:

. job training is used sometimes in 97 companies;

. 57 of those companies do not cooperate with releastitutions;

. 40 companies do not use training for gaining addél knowledge;

. in 5 of them there is a training for gaining aduhital knowledge twice a year.

According to the researches, we notice that mosthef trainings are realized by the
companies in order to enable additional qualifmagi or retraining for the employees. The
necessity of raising the qualification level of temployees is especially important when
investing in modern technology. Our experienceswsltbat continuous training of the
employees is essential, and especially trainingsrdig to the EU programmes.

The question if the company has regular trainingg@ining additional knowledge is asked
with the aim to examine the conscience of the uppanagement about the necessity of
continuous professional specialization and devekgnof the employees in the era of
education where the continuous development of timpl@yees is imperative for the
competitiveness and its further development.

It's upsetting to know the fact that 40 of the exasd companies do not use the training for
gaining additional knowledge. The lifetime speaation is a condition for surviving in the
modern business. These real indicators show thahaming a regular training for gaining
additional knowledge is the cause of ineffectivengfsour products on the global market.
Knowing the fact that the existing knowledge is hetng refreshed with a new one, it gets
old for less than five years, we ask the questimw much are the employees competitive (in
approximately 40 organizations) that do not spemaheir knowledge and have to fulfil the
needs of modern management working.

The researches in the public sector for the ndgesgaining additional knowledge showed
that 83,3% of the examined public companies do us# that training. They still have
monopolistic status on the market, from where comhescertain excuse about the small
importance of the creativity and the constant spieation of the employees (the managers
do not have conscience about the importance afregivity and the constant specialization),
while the private sector initiates originality apartial development of the knowledge.
Macedonian companies have not understood the edggndf knowledge promotion as a
source for competitiveness, condition for surviviog the market and a driving force for
further development. In our companies which arecagiable of learning and that fall behind
on technological level, the management style, thatwity and the quality of the product, the
professionalism and the culture of employees, lagrifor quality promotion must be
introduced.

Our researches showed weak cooperation and covitedf the companies with research
institutions, which makes us realize that therermteinformed enough about the features that
these institutions posses.

That is substantially a result of the insufficiemtormation about the services which these
organizations and programs offer. Indisputabl&ésfact from our analysis about the question
of the management representation in the hierar€hiyeoorganization of 3,5%, which shows
that in many of our companies there is only one aganowner and the others are only
employees. Because of the weak quantity managemniesite is a lack of time for the
managers or they are interested only in cooperatiahwould give quick results. In other
words the development of the companies is on pardytsmen’s and partly professional
level. The connection of the companies with regeanstitutions will allow conveying the
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“know-how”, to gain basic knowledge that containghhquality education and training, and
effective implementation in the entire business aradiuction usage.

3.4. Motivation — Important Factor for Providing Qu ality
The motivation of the employees is the most seresipiart of the organizational behaviour
and is presented by the contentment of the empdoy€be question of the companies

motivated their employees to work more and supgewerget the following resul{g], [5]:

. 120 of the asked individuals responded that thetyuaite the employees by raising the

salary;

. 15 of them motivate their employees with bonuses, raising their wages/salary as
well;

. 10 of them motivate their employees by providingelepment on more valued job
places;

. 6 of them motivate their employees by combined emmplex methods that are well

known and available to all of the employees;

In all trade branches, rising of the salary iskég motive.

The motivation with bonuses is present in moshefgervices, reproduction industry, whole-
sail and retail trade, and in agronomy, but itm&nown in the structural engineering and in
the transport.

A higher place in the hierarchy is practised in $leevices (companies that take care of the
financial work and the insurance), and also theessity of public acknowledgements. In the
agronomy, production industry and structural engiimg, the educational structure of the
employees mostly belongs to th&/ and VKV employees who do not receive bonuses and
public acknowledgements are not motivated for imtians, and the training for gaining
additional knowledge is not used. The essentialitipuilding a good quality system and of
the TQM strategy in our companies will be realizzay through building a system of
motivation as a unit in the house of quality, ahdttwill mean: totality of motivational
factors, boost measures and strategies that walybmatically incorporated in the working
and organizational activities, and all of thatrisorder to motivate the employees. If we want
to achieve that, the upper management must:

. attract and keep the most quality people;

. provide quality realization of the taken tasks;

. boost the creativity and innovation which will byimew and quick solutions for the
problems;

. provide identification of the employees with themgzany and their engagement in

company'’s constant development.
3.5. Taking Care of the Quality Charges in Macedom@in Companies

The analysis of the charges for the quality camp Imhnagers to understand the influence of
bad quality over the financial results and on thd bmage of the companies. Chiefly it will

help them to increase their activities for promgtime quality of the business processes,
products and services. The quality charges appearrasult of the existence or the possible
existence of bad quality, and the analysis of therges should be simple and practical, and
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not too much administrative and chaotic. On thestjae if the companies analyse the quality
charges (defects, reclamations, losses...), thétseshow thaf5]:

. 29% of the asked do an analysis of the chargest dheguality;
. 71% of them do an analysis only on logging the bsyeeclamations, and do not
analyse the poor quality goods, the causes anpldlce of their appearance;

Do not making analysis on the quality charges, detd major losses, also the planned
financial result is not accomplished, the credipitif the company is lost and additional time
and material are lost because the need of correctio

Macedonian companies do not pay much attentionhenanalysis of the quality charges,
because of the lack of knowledge, and that reswligh having uncompetitive
products/services on the market.

3.6. Development Phases of the TQM System in Macedan Companies

According to the detailed analysis of the curremidition, the “age” was specified, or we

should say the development of our companies aguprth the columns of the house of

quality (from immature and underdeveloped to mature developed system, but in reversed
way as well). The deviations of the subsystemshef TQM were understood through the
signs of the “health” of the quality system and/&s concluded that our companies:

. do not take care of the quality;

. insufficiently pay attention to the continuous edlin;

. rarely invest in innovations;

. only few companies have established a quality syste

. insufficiently take care of their employees, buystgpliers and the environment;

. rarely use the statistic process control (SPC);

. work with large charges;

. working in a team is considered as returning inpast;

. lack of macro climate for developing the qualityMiacedonia;

. lack of motivation for developing the quality inetlcompanies;

. the informatics technology is rarely used in thedoiction;

. the aim is to get a certificate for any cost;

. there is not a strategic plan and effective manageérfusually one person does many
functions);

These conditions are result of the universal lefelconomy development in our counf4y,
[5], [12], [13].

4. Conclusions

To improve these conditions we should have (but dee’t) integral methodology for
projecting and implementing the TQM system. Thisthndology can be used when new
changes are planned in the way of thinking of thmpleyees, when the company wants to
change the TQM strategy, when the company tends to “the global class”.
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In order to achieve that, the managers and themm@s must gain additional theoretical and
practical knowledge, which will help them in contdng the companies.

The usage of the TQM strategy in our companielsadest way to achieve perfection.

The benefits expected from the implementation ddiage only educational character, but its
practical usage will lead to increase of the effectess and productivity of the companies
and their tenable developmds}.
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