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, Felgenbaum:
, 1945 — 1951 Total Quality Control:
- orientace na zakaznika — pozadavky
- orientace na dodavatele — pozadavky a audity
- orientace na konstrukci
- orientace na vyrobek a procesy
., Quality is everybody’s job*

., Juranova trilogie:

- proces: 1. planovani kvality (cile Q, zakaznik — potieby, atributy
produktu, proces a kontrola)
2. tizeni kvality (hodnoceni aktudlniho stavu, opatieni)
3. zlepSovani kvality (infrastruktura, tymy, zdroje, motivace a opatifeni
pro kontinualni zlepSovani kvality)

Deming:
, 85% problému s nekvalitou ma kofeny v ¢innosti managementu
. Hkultura kvality*
, ‘““Management’s job is to optimize the whole system




., Vyvoj celostniho (komplexniho) managementu kvality -
TOWM
zakaznik - spolupracovnik
hyperkonkurence
zakaznik - partner
P<<N
zédkaznik - pozadovatel
P<N
zakaznik- nakupujici
P=N
zakaznik - spotrebitel
P>N
>
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Zérodky TOM —+ ISO 9000:20
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Total quality managernent:

kvalita vystupt (zejména produktii) , » kvalita organizace

'

uspésnost, excelence

TOM - filozofie Fizeni — co nejlepsi vyuziti dostupnych zdroji a
prilezitosti pro neustalé zlepSovani

, Kristensen, Dahlgaard a Kanji:

» QM je kulturou organizace zamérenou na spokojenost zdkaznikii
prostiednictvim neustalého zlepSovani*

, IS0 8402 (9000:1996): ,,Pristup managementu organizace zaméieny
na kvalitu, zaloZeny na ucasti v§ech ¢lenti organizace s cilem dosdahnout
dlouhodoby uspéch prostiednictvim uspokojovani zakazniku a v
prospéch vSech ¢lent organizace a spole¢nosti*

ISO 9000:2000 — primo v obou norméach 9001 a 9004 — bez




Deming prize committee:

T(%M is a set of s¥stematlc activities carried out by the entire organization to
effectively and efficiently achieve company objectives so as to provide
products and services W|th a level of quality that satisfies customers, at the
appropriate time and price.

> JUSE rcio://yvsivusa.orido/a/damine /odi/02 darmincadguidaz2008, o

Pozadavky na vstupni materialy Demingovy ceny TQM 700 000 JEN - jedna inspekce

a) Company brochure
b) Catalog of products
¢) A brief explanation of the outline of the company; the products
produced and sold; and the types of services provided. Other materials
that explain each division’s scale and business activities

d) Latest annual report

e) The company’s organizational chart (includes the numbers of
employees) and its functional roles and responsibilities

f) Materials that show the address of the head office and that depict the
relationship of the head office with each division and factory
(transportation means, time, etc.) Maps may be used to show the
location of head office, plants, and nearest airport)

g) Request for on-site examination units and schedules

h) Description of TQM Practices (DTQMP hereafter)

i) The other materials for supplemental explanation




TQM - subsystémy:

, Technicky:

Principy TOQM (orientace na zakaznika,
kvalita na prvnim misté, vyuzivani
informaci, Demingtiv kruh —
PDCA)

Politika kvality — jasné definované —
jako soucést politiky organizace

Pravomoci a odpovédnost

Vzdélavani, skolent...

Pouziti technik feseni problémii

riEeo [/ WWW. tocel -

cz.corri/cz/orodlction tos.org

, Socialni:
Lrultura™:

Styl rizeni
Tymova prace
Méné hierarchie
Otevrené klima
Zapojeni vsech
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Ariticke raxktory uspésnosti TQWNM
B.A. Metri, 2005 (analyza nékolika 10 emp. Setfeni a modeld TQM)

Angazovanost vrcholového vedeni
Strategické rizeni kvality
Procesni fizeni kvality

Rizeni kvality designu
Vzdélavani a skoleni, trenlnk
Rizeni kvality dodavatelu
Spokojenost zakaznlka

Zapojeni zaméstnancu
Informace a analyzy

Vysledky

Zdroje

Vliv na spolecnost a ziv.prostredi
Kultura

Statisticka kontrola procesu
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systémy

planovani

vykonnost
Zakaznik/

dodavatel

angazovanost

procesy




1ISO 9001 a 9004
9001 9004
, Procesy , Procesy
, Zakaznik , Zakaznik
. Planovani partneri
, Angazovanost MNG (strategicti)
(véetné odpovédnostia - Dodavatel
pravomoci) . Spolecnost
, Komunikace (interni + . Zapojeni zaméstnancu
se zakaznikem) . Vize, mise, strategie
., Zdroje (i lidské) ., Bezpecdnost, zdravi,

ekologie




7

Mocdely excelence zalozene na kvalitg

, 1950 (51) - Demingova cena
, 1984 Kanada hitty://wyvw.iici.ca

, 1987 Malcolm Baldrige Quality Award — USA

, 1988 EFQM: Bosch, BT, Bull, Ciba-Geigy, Dassaulit,
Electrolux, Fiat, KLM, Nestl¢, Olivetti, Philips, Renault, Sulzer
and Volkswagen 1. model vr. 1991, 1. cena vr. 1992, r. 1995
model pro MSP a VS, pies 700 ¢lenu

FIEto s/ /vy, efcirrn, orcl/

v CR: Contactel s.r.0., Czech Association for Business Excellence, Czech Quality
Award Association, QES s.r.o, Telefonica O2 Czech Republic, a.s., T-Mobile Czech
Republic a.s., VSB - Technical University of Ostrava, ZDB a.s.

rcco: //www.cscl.cz/cz/efcrrn . aS0

Sdruzeni pro cenu CR pro jakost  hitto://www.sci-cr.cz/o. ohio? p=Ffotoczlerid g




In

oL ..II.-'.J'

en




Predpoklady 50% Vysledky 50%

~ pracovnici | .. pracovnici |
9% 9%
i

|
Politika a

zakaznici
strategie o 20% -

8%

A 4

vedeni
10%

Klicové

Vysledky
vykonnosti
i 15%

o spolec¢nost o
6%

procesy
14%

Partnerstivi a

zdroje
oY) A

A

Inovace a vzdélavani

Pharf}'




Kritérium 1: Vedeni
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Podrkriteria:

1a Vedouci rozvijeji poslani, vizi a hodnoty a predstav
vZzory pro kulturu \//IJJJMJJ“J ngrmr/

1b Vedoucl jsou osobneiangazovani v -/rjjiﬁt’r Vanirozvoje;
uplatnovani a trvaleho zdokonalovani systemu rizeni
DRGRANIZAGCE

1c Vedoucl prichazeji do styku se zakazniky, partnery a s
prec J“w/]t ] JI)JJ achosti

1d Vedouci motivuji, J)JFJI)JJ"UJ a projevuji uznani
pracovnikum organizac

k_u.




Kritérium 5: Procesy

Jzlic orcarnlizacs revenle, fdf @ zdokagzlije sve gositoy s dlem godgorit svou
golitliu 2 sirzitad)ll, olrd Usgoidlit e zvatso Vet gocnioodnf oro zEieznlicy @ dzls]
za]nteresovamé 0300,

PodrERterians

5a Postupy jsou systematicky navrhovany a rizeny

5b Postupy se podle potreby vyl mf)ﬁuj] POMocIiinoyvacy

tak aby plne JJJ)JJngvr ly zakazniky a dalsi

zainteresovane osoby a AJAJ)JJ\MJ/ J)J“IJJJ)—‘IJJ prone

2C HfJfJ'JJﬁ"j d JJIJ-/J/ 56 IJrJ\JfJJ'UJ dVyvijejimarzakiade
otreb a ocekavani zakazniku

J HrJrJlmr/ -] JJIJ-/J/JA ‘J/"Vrjf—jj, dodavaji a udrzuji

e Vztahy se zakazniky jsou rizeny a zkvalithnovany
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Kritérium 8: Spolecenské vysledky

Carlo organizace dosanija va vzt <a sgalacrostl rel miistnf, celoriEirodn]
ofivzidns rezinarodnl droval,

Pod-kriteria :

= ulaiie e yallnzf Existuji @ pokud ano, jake jsou
meéritka vnimani spolecnosti tykajici se napriklad
problematiky redukce nepfiznivych dopadi na
zivotni prostredi...

9o Ulerziedlauyiclose] existuji a pokud ano, jake
jsou ukazatele vykonnosti sledujici spolupraci se
stanimi institucemi ohledné politiky
zameéstnanosti...




visionary leadership
customer-driven excellence
organizational and personal learning
valuing employees and partners
agility

focus on the future

managing for innovation
management by fact

social responsibility

focus on results and creating value
systems perspective




2006 Categories and Items Points and Values
1 Leadership 120

1.1 Senior Leadership 70

1.2 Governance and Social Responsibilities 50

2 Strategic Planning 85
2.1 Strategy Development 40
2.2 Strategy Deployment 45

3 Customer and Market Focus 85
3.1 Customer and Market Knowledge 40
3.2 Customer Relationships and Satisfaction 45

4 Measurement, Analysis, and Knowledge Management 90
4.1 Measurement, Analysis, and Review of Organizational Performance 45
4.2 Information and Knowledge Management 45

5 Human Resource Focus 85

5.1 Work Systems 35

5.2 Employee Learning and Motivation 25
5.3 Employee Well-Being and Satisfaction 25

6 Process Management 85
6.1 Value Creation Processes 45
6.2 Support Processes and Operational Planning 40

7 Results 450

7.1 Product and Service Outcomes 100

7.2 Customer-Focused Outcomes 70

7.3 Financial and Market Outcomes 70

7.4 Human Resource Outcomes 70

7.5 Organizational Effectiveness Outcomes 70

7.6 Leadership and Social Responsibility Outcomes 70

TOTAL POINTS 1,000




