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YTUHAJ MEHAIIMEHTA YKYIIHOI' KBAJIMUTETA HA HIEP®OPMAHCE
HOCJTOBAIHLA ITPEAY3ERA

PE3UME

Menaymenm ykynnoe keéanumema npeocmasod Ca8pemMeny napaouemy ynpasmsarbd Keaiumemom
KOJy Kapaxkmepuuie XOIUCMUYKY NPUCMYN K8ATUMEMY U MeNCHAd 34 Fe208UM KOHMUHYUPAHUM
yHanpeherwem. Osa Ookmopcka oucepmayuja ce HaA C8e00YX6AMAH HAYUH 0ABU AHATUZOM
KOHYenma MeHayuMeHma YKYNnHo2 Keaiumema u re20802 YMuyaja Ha nepoopmance nociosared
npeoyzeha wnacmojehu O0a ynomnynu oOocaoauirbe Ccmyouje 3aKbYUYUMA NPOUCMEKIUM U3
emMnupujckoe ucmpasxcusarea cnpogederoe y Penyonuyu Cpouju. Tonazuwme ucmpasicusarsa je oa
je caepemena opeanuzayuja 6ohena cmpamecujom, Kao u 0a MeHayUMeHm YKYNHOZ Keaiumema
npeocmasba NOOCUCeM CIMPAameujckoe MeHauMeHma, Yuju je enaguu pesyaimam cmpameuja. ¥
@okycy cmpamezuje je KOHKYDEHMCKA NPeOHOCH KOja 3a pe3yimam uma cynepuopHe nepgopmance
noC108ara U, NOCIeOUYHO, CIMEAPAre 8peOHOCmU 3a Kynye U enachuke npedyseha. OcHosHU Yusb
UCmMpasicusarLa je caznedasarbe Ymuyaja umnjieMeHmayuje MeHaumeHma yKynHo2 Keaiumema Ha
nepgopmance nocnosara npeoyseha. Oncedcha ananuza oOoomahe u cmpauwe aumepamype
omozyhuna je KOHYUnuparse UCmpaxicusauxoz Mooena Koju je mecmupaH u npumerser y nPakcu.

Hegunucane ucmpasicusauxe xunomese cy mecmupane Ha y30pky 00 141 npedyseha xoja nocedyjy
cepmughuxam ycaenauieHoCmu cucmema MeHaymMeHma Keaiumema ca 3axmesuma cmanoapoa 1SO
9001. Pezynmamu ucmpadxcusarba NOKasyjy 0a HOCMOjU OONPUHOC MEHAUMEHMA VKYNHOR2
Keanumema yHanpehery nociosHux nephopmancu, ¢ mum 0a ce maj OONPUHOC NO UHMEH3UMeny
PasznuKyje y 3a8ucHocmu 00 epcme nepghopmancu u kopuuwihenux mepuna. Ycaznawasarse cucmema
MeHaymenma Keanumema ca 3axmesuma cmanoapoa 1SO 9001, xoju ce 6azupajy na npunyunuma
Qunozoghuje menayumenma YKynHo2 Keaiumema, NO3UMUBHO YMuye HA ONEPAMuUeHe U MmpixHCUULHe
nepgopmance nocinosara npedyseha, ¢ mum oa je ummeHumem Ymuyaja ycilo6/beH GelUdUHOM
npeoyzeha u epcmom undycmpuje. Ymuyaj cepmughuxayuje na ¢gpunancujcke nepgopmance Huje
O00KA3aH, WMO je y CYNPOMHOCMU ca nepyenyujom ankemupanux menauepa. Ilpedyszeha roja cy
cucmem MeHaymeHma Keanumema ycaznacuna ca saxmesuma cmanoapoa 1SO 9001 uz meosicrwe da
VHanpeoe Keamumem noCi08ara NOKA3Y[Y 6UWU HUBO UMNIEMEHMAayuje MEeHAUMeHma YKYNnHO2
Keanumema u ocmseapyjy eehy xopucm 00 cepmughuxayuje 3a paziuxy oo npeoyzeha koja cy
MOMUBUCAHA NPBEHCNBEHO MAPKEMUHUWKUM UHMEPECUMA U NPUMUCKOM MPAHCULUMA.

KibyuHe peum: menaumenm yKynnoz Keaiumemd, CMpameujcku MeHAUMeHnm, nep@opmance
nocnosarea npedyseha, 150 9001



THE IMPACT OF TOTAL QUALITY MANAGEMENT ON COMPANIES’
BUSINESS PERFORMANCE

ABSTRACT

Total quality management is a contemporary quality management paradigm characterised by a
holistic approach to quality and a pursuit for its continual improvement. This doctoral thesis deals
comprehensively with the analysis of the total quality management concept and its impact on the
companies’ business performance, contributing to the up-to-date research with its conclusions
resulting from the empirical research carried out in the Republic of Serbia. The research is based
on the premise that a contemporary organisation is a strategy-focused entity whilst total quality
management is viewed as a strategic management subsystem with strategy being its main result.
Competitive advantage is in the focus of strategy, which results in superior business performance
and, consequently, creates value for customers and business owners alike. The main objective of the
research is assessing the extent to which adequate implementation of total quality management
affects companies’ business performance. The extensive analysis of the literature published both in
Serbia and abroad made it possible to develop a research model that was tested and applied in
practice.

The defined research hypotheses were tested on a sample of 141 companies awarded 1SO 9001
quality management system certifications. The research results reveal that there is a positive impact
of total quality management on business performance, but the intensity of this impact varies
depending on the type of performance and the used measurements. The harmonisation of the quality
management system with the 1ISO 9001 standard requirements, based on the principles of total
quality management philosophy, positively influences companies’ operational and market
performances, with the impact intensity being dependent upon the size of company and industry.
The impact of certification on financial performance was not confirmed, which is contrary to the
perception of the surveyed managers. Compared to the companies motivated primarily by
marketing interests and market pressure, those that have complied their quality management system
with the I1SO 9001 requirements in order to improve the quality of business show a higher level of
implementation of the total quality management and gain a greater benefit from certification.

Key words: total quality management, strategic management, companies’ business performance,
ISO 9001
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01. AKTYeJHOCT TeMe ¥ MOTHUBH HAYYHO-UCTPAKMBAYKOI pajaa

KBanuter mpousBona, yciiyra W Ipolieca IpeacTaBba jedaH O] Haj3HaYajHUjuUX (akTtopa Koju
orpelniesbyjy BUTaNHOCT npeny3eha y nyrom poky. CTpaTerujcku 3Ha4aj KBaJUTETa MOTHYE OJl
yJIore KOjy MMa y OCTBapuBamy KOHKYPEHTCKE MPEIHOCTH M OAPKHBOT MPOGUTAOMIIHOT pacTa.
[Ipeny3eha koja cy numaepu y CBOjOj TpaHM HCTHUYY KBaJIUTET Kao HajMOhHHje KOHKYPEHTCKO
OpyXje, TOK pe3yaTaTi eMINPHjCKUX UCTPaXHBamba yKa3yjy Ha MO3UTHBHY Be3y u3Mmel)y kBamurera
u peHtabmmHocTu. KBanuter je jemaH oJf Haj3HAYajHUX acliekara mpuiarohaBama mpemyseha
IIPOMEHaMa Y OKPYXKEmY, a YIpaBbamhe KBAJUTETOM IPEACTaB/ba 00JacT y OKBHPY CTPATETHjCKOT
MEHA[IMEHTa Kao MmapajgurMe yrnpaBibamba CaBpeMEHHM Ipeay3eheM.

MeHalIMEeHT YKYIHOT KBAaJIUTETa C€ cMmaTpa IMOCIoBHOM ¢(uiozodujoM yuja je (yHIaMeHTaTHa
MPETIIOCTaBKa JIa je TPOIIaK HUCKOT KBaJIMTETa Behu 0J1 TpOIIKa pa3Boja mpoieca Koju 00e30ehyjy
BHUCOK KBanuTeT. KBaquTeT ce Kao CKym OcoOMHA HE MOXKE HAKHATHO JOJATH WM YrPaauTH
VKOJIMKO HHjE y3€T y pa3Marpame jOll y TOKY pa3Boja MpoW3BOJAa WM yciyre. VcrpakuBama
nmokasyjy na je 80% mpoOnema KBaiIHMTETa y3pOKOBAHO HAYMHOM OpraHU3allMje U yIpaBJbama
npenysehem. 300r Tora je BaKHO OAPEAWUTH MPHOPUTETE W IpaBail 3a yHarpeheme KBaluTeTa y
OKBHPY IpOIeca CTPATETUjCKOT TutaHupama. [locmarpajyhu npemysehe kao ckym melyzaBucHHX
JIeTI0Ba, TOOOJBIIake KBAJIWTETAa CBAKOT OJ HHUX BOJM Ka yHampehemy KBaiauTeTa IMOCIOBamba
npenyseha kao mnenune. CtanHo mo0OoJbIIamke KBAJIUTETa CBUX omepanuja y npenysehy omoryhasa
CTBapame BPEIHOCTH 3a KYIIE M BIACHUKE y JIYTOM POKY, IITO j& MPETIIOCTaBKAa OJPKHBOCTH
OM3HMCA U MTPEJICTaBJhba OKOCHUILY CTPATEr'HjCKOT MEHAIIMEHTA.

OCHOBHY KOMIIETEHTHOCT caBpeMeHor Impenay3eha mpeacraBiba CHOCOOHOCT (opMysIHcama
e(eKTHBHE CTpaTeruje 1 bheHa epuKacHa UMIIEMeHTalija. MeHalIMEeHT YKYITHOT KBaJIUTETa Ce Kao
XOJMUCTUYKUA TPUCTYI Y YIpaBJbarkhy KBAIUTETOM MOXKE MOCMATpaTH U Kao ajlaT CTPATErHjcKOr
MeHalMeHTa 3a (hopMyIucame U UMIUIEMeHTalujy crparervje. To je Tpka 0e3 1uiba U moJpazyMeBa
HEIpecTaHo Tparame 3a MoryhHoctuma yHampehema, a mocBeheHOCT y NpoHalIaXkewy H
MMIUIEMEHTAlM]JH HAjOOJbUX TPaKCU WHTETPAIHU j€ JIe0 Tpolleca UMIUIEMEHTAIM]e CTpaTeruje.
300r Tora ce y nmoceOHOM Jiesly OBOT' paja (Tauka 2.2.) pa3Marpa MEHAIMEHT YKYIHOI' KBaJUTeTa
Kao TOJICUCTEM CTpaTerujcKor MeHapMeHTa. [loTpeda 3a XONMCTHYKUM IPUCTYIIOM MOTHYE OTYAa
HITO y Mpolecy GpopMynncama HUbEBa, JOHOLICHY U CIPOBOhEHkY pa3IMUUTUX IUIAHCKUX OJUTYKa
Tpeba ykibyunuTu Behu 6poj peleBaHTHHUX MOjeIMHAIA, I0K Ce IIUJbEBU KOjU ce (OPMYIIHUIITY MOPajy
MOBE3MBATH, yCKIaUBaTH W moOcMaTpaTH M3 BHIIE pa3iMuUTHX mepcrnektuBa. C o63upoM 1a je
BPEJIHOCT 3a BJIACHUKE YATUMATUBHH LIMJb MOJEpHOT peay3eha, MEHalIMEHT BPEAHOCTHU c€ Kao JIe0
CTPATETHjCKOI MEHAalIMEeHTa 0aBM KOHTHMHYEIHOM HpOIIEHOM edeKkaTa CTpaTerdje Ha BPEeIHOCT
npenyseha.

MHoru ciy4ajeBu 10Ka3yjy Jia je moTpely 3a XOJUCTHYKUAM HPUCTYIIOM yIpaBJbakhy KBAJTHUTETOM
M3a3Bajia KpHU3a y IMOCIIOBamy Mpeay3eha kKoja HUje Morja OUTH OTKJIOHmCHAa KOHBCHIIMOHATHHM
MeTozaMa. KoHIlenT MeHaiMeHTa YKYITHOT KBAJIUTETa Pa3BUjeH je HaKOH J[pyror cBeTckor para y
Jamany, 36or moTtpebe 3a Op3oM OOHOBOM paszopeHe mpuBpene. Amepudka mnpenyseha, xoja je
KapakTepucalla ayTOKpaTCKa CTPYKTypa, KPaTKOPOYHO pPa3MUILbamke, HEIOCTaTaK WHOBAIH]a,
cnabibemhe KBAIMTETA MPOM3BOJIA, HEaJeKBaTHE OOyKe, CYMapHHYKH OJHOCH ca J100aB/bauymMa U
3aIOCJICHUMA, CYOUria Cy ce ca TYOMTKOM TP)KHINTa Y KOPHUCT jallaHCKUX KOHKypeHarTa. JarmaHcku



nmpou3Bohaun Cy c€ OMJIMKOBAIH TSKEHOM CBUX 3allOCICHHX J1a KOHTHHYHPAHO CMamyjy Opoj u
BEJIMYMHY OJICTYIama O IIMJbEBa, Kao  J1a yHanpel)yjy KBAIMTET MPOU3BOIA U yCIyra KYyIIy Kpo3
no0oJbIIake KBAIUTETA MpoOLIeca U ycayra HHTEpHUM Kyniuma. [Ipey3eBiu oBaj jamaHCKu MOJET,
amepuuka npenyseha cy mobospirana neppopmaHce 1mocioBama, a KOHIENT MEHAIMEHTa YKYITHOT
KBaJIUTETA MPOIIMPHUO CE U Yy APYIHM Jp’KaBama IKpoM cBeta. CTparerwjcka maHca U BPeIHOCT
MEHalIMEHTa YKYITHOT KBaJIUTeTa npeno3Hata je y EBpornu tex 1980-ux roauna.

MeHaMEHT yKyNHOI KBaJUTETa NPOMOBULIE OOYKY, YKJbYUHMBAHE 3aIllOCIIEHUX, TUMCKU paj U
OTBapame KaHajga KOMyHHKaIMje Kako Ou ce 06e30eauine nHpopMaIyje U 3Hamke, KOJU CE CTaBJbha]y
Ha pacroJyiarame 3amnocjicHuma. tberoB 3Hayaj orjema ce y Tome ImTO mojctude npeayseha Ha
ydeme, OJHOCHO oMoryhaBa TeHepucame 3Hama M BEIITUHA HEONXOIHHX 3a KOHTHHYHUPAHO
noboJspiname KBamureta. Jla OM ce KBaJIMTET y CBETY MCTaKao Kao MMIIEPATHB, JaHAC IOCTOje
NPECTHXKHE HArpaje 3a MOCIOBHY M3BPCHOCT OJ KOjuX Cy Hajmo3Hatuje Deming Prize y Janany,
Malcolm Baldrige National Quality Award y CA/l u European Quality Award y EBpormu.

OBy nocnoBHy (unozodpujy Tpeda MPUXBATUTH KA0 KIbYYHY CTPATETHjCKY KOMIIOHEHTY 3a YCIIEX.
Omna 3axTeBa neuHUCAkE TyrOPOYHUX LUJbEBA KBAINTETA, 00e30eheme pecypca u dhopmyincame
CTpaTerrja 3a TOCTH3ame IOCTABJHCHUX LUJbEBA, KA0 M MEPMAaHEHTHY €BayalHjy OCTBapeHHX
pesynrara. CriocoOHOCT HajBHUILET PYKOBOJCTBA Jia Kpewpa BH3HMjy U NPOMOBHILE NPOMEHE je Y
cpuy ¢unozoduje MeHaMeHTa YKymHOT kBanuTeTa. C TUM y Be3H, HEONXOAHO j€ Jia HajBHIIE
PYKOBOJICTBO TmoOceAyje TpaHChOpMaAlMOHE JIMAEPCKEe CIOCOOHOCTH Kako Ou  00e30enuino
KaImanuTeTe 3a UMILUIEMEHTAIIH]Y OBE IMOCJIOBHE duino3oduje.

MeHayMeHT YKYIMHOT KBaJHWTETa C€ Mopa carjenaTH Kao Je0 IIHMper Hamopa 3a YCIENIHO
cipoBohemwme crpareruje. JenuHo cTparervja, koja Tpeba na Oyae y EMUIEHTPY MEHAIMEeHTa
mporeca, MOXK€ IOKa3aTH KOje Cy aKTUBHOCTM BaXXHE M KOJU CY LWJbEBU pEJEBaHTHU. Y
HE/IOCTaTaKy CTPATErujCcKOr OKBUpPAa MeHayepu ryb0e KOHTEKCT 3a o00e30eheme KOHKYpEHTCKe
NPEJHOCTH. YKOJIMKO CYy CBM 4IaHOBM Impefy3eha yKJbydeHHM Yy TMpoLeC KOHTUHYHPAHOT
yHamnpehema, panHa kiuma he OUTH MMOrojHa 3a YCHEIIHO CIpPOBOhEHmE CTpaTeruje M JAOCTH3ame
KeJbeHUX pe3ysitara. MeHaMEeHT YKYIMHOT KBaJMTETa MPOMOBHIIE CTparerujy Win-win, rue y
JyrOM pOKy 100Mjajy u npenysehe U pa3inyuTe MHTEPECHE rpyme. JeqaH o1 HajBaXXHUJUX 3a/1aTaka
TOIl MEHalIMeHTa je ¢GOopMyucame TyropoyHUX IM/beBa Ha 0a3u BuzWje mpeayseha, kao wu
olpehuBame cTpaTeruja 3a MOCTU3akE THX IHJbEeBa. YcnemHa npeayseha GopMynuiry KOHKpETHY
MOJIUTHKY KBAIUTETA U MHTETPUIILY BPEHOCTH KBAJHUTETA Y CTPATErHjCKa JOKYMEHTA.

VYTuia) MeHaIMeHTa YKYITHOT KBaJIUTETa Ha repdopMaHce mocioBama npeay3eha akTyenHa je rema
y cBety Beh nenennjama. JaBspajy ce OpojHE auiieMe y moryieny n3dopa Mepuia ¥ MEeTo/1a 3a OleHY
HUBOA WMMIUJICMEHTAIMje MEHAMEHTa YKYITHOT KBAJIMTETa W HheroBux edekata. [locraBipa ce
MUTake KOJU CY TO KJbYYHHU (PaKTOpW ycIexa MMIUIEMEHTAlMje OBe IMOCIOoBHE (uiio3oduje, Koja
Mepuia neppopMaHCH IocioBama Tpeba aa Oyny y (okycy, KOju HOCTYIIU Cy aJeKBaTHH 3a
Mepeme edekaTa, Koje KapakTepucTuke npenyzeha tpeba yzeTu y o03up NPUIMKOM CHpoBohema
aHanm3e, Kao U OpojHa Apyra.

Emnupujcka ucTpaxkuBama MOKa3zyjy Ja TOCTOje U Cily4ajeBU HeedUKAacHEe HMILIEMEHTAllN]je
MEHalIMEHTa yKynHor kBanurera. Hekm on moryhux pasnora cy mpeaHOCT KOjy MEHayjepH Jajy



KpaTKOPOYHO] MpOodUTAOMITHOCTH Y OJTHOCY Ha AYyropovyHy, HEIOCTaTaK MOTHUBAIIH]€ 3alOCIEHUX J1a
CMamYyjy TpellKke U yHampelyjy KBaJIMTET, OTIIOp IpemMa MpoMeHama, Hepa3yMeBame NMPUPOJE U
3HauYaja OBOT KOHIIENTA, KA0 M MOTICHUBAKE HANOpa Koju Tpeba ynoxutu aa O6u ce obe3demuie
xesbeHe kopuctu. [loTpeda 3a MeTepujann3annjoM MEHaIMEHTa YKYITHOT KBAJIUTETa MOJCTAKIA je
Mehynapoany opranuzanujy 3a ctanaapausanujy aa aepunume crangapae 1ISO 9000, koju caapxe
CMEpHHIIE 32 U3rPaby U yHanpeheme cucteMa MeHalIMEeHTa KBaJIuTeTa y rnpenysehy.

[IpoMeHnsbrBa €pUKACHOCT WMIUIEMEHTAIlMje MEHAIMEHTa YKYIHOT KBAJUTETa WHHULUMpAla je
HCTPaKUBamka yCMEpPEHa Ha OTKPUBAE y3pOKa Te MojaBe. bpojHU HCTpakuBadw y CBETY OaBUIH CY
ce HCIUTHBAKEM YTHIAja HAMOHAJIHE M OpPraHM3alMOHE KYIType Ha HMMIUIEMEHTAlH]y H
e(pUKAaCHOCT MEHAIMEHTa YKYINHOT KBaluTeTa. Y BehMHHU cilydajeBa, pe3yiaTaTd HCTPAXKHUBAMHA
Mmokasyjy aAa oapehene kynrtype Bullle MOroayjy oOBOj TOCIOBHO] (uiozoduju, Tako ma je
BEepOBaTHOhA yclieliHe WMMIUJIEeMEHTalldje peiaTuBHO Beha y omHocy Ha apyre kyntype. Cdepa
WHTEpecoBama OMO je M 3HAayaj MEHAIIMEHTa JbYACKUX pecypca y CMHCIY 0oAadupa KBaJIUTETHHX
KaJI[poBa, BUXOBE KOHTHHYUPAHE elyKallije Y LUJby CTHIama 3Haka U BEIITHHA HEOMXOJHUX 32
yHanpehBame KBalUTETa, KPeHpame pPagHUX MecTa Koja he onakmaTh TUMCKU paj U LIHPEHE
3HaWka, Ka0 W aJCKBAaTHOI CHCTeMa KOMIICH3aIija Kako OW 3armocieHd OWIM MOTHBHCAHH J1a
yaarpelyjy kBamurter. [lojenmuHM ayropu TBpIe Aa MEHAIMEHT YKYITHOT KBAaJIUTETa 3axTeBa
3Ha4YajHa BHILICTOJNWIIHA yllarama Mpe HEero IITO ce OceTH Hampeaak. llocTmke ce QyropoyHo
noBehame MPOAYKTUBHOCTH M KBAJIUTETA, KA0 M CHI)KEH-E TPOIIKOBA, JOK C€ Y KPAaTKOM POKY MOXKE
n3a3BaTé (MHAHCH]CKHU U ONEepaTHUBHU cTpec. KpuTHuapy OBOT KOHIIETITA UCTUYY BUCOKE TPOIIKOBE
o0yke, MEHAJEepCKOT BpeMeHa, OMpOKpaTHje U HepealHuX OYeKHBama O] 3alOCICHHUX Y IMOTIeAy
MIPUBPKEHOCTHU IIpeny3ehy u yHanpehewy kBanurera.

VY Penyb6munu CpOuju mocienmux roJuHa pacTe MHTEPEcOBame HCTPaKMBada 3a Carjie/laBambe
yTHIIaja CHCTeMa MEHAlIMEHTa KBaJIWTeTa Ha mnepdopmanHce mocioBama mnpemay3eha. Mehyrum,
4ecTo y THM HalopuMa HM30CTaje cariefnaBame (puno3oduje MEeHaIMEHTa YKYITHOT KBalUTeTa H
BeHUX edekara, MoceOHO U3 MEePCIEeKTUBE CTPATETHjCKOT MEHAIMEHTA, KOjU MPEACTaBIba KOHIICTIT
ylpaBibalkba pelieBaHTaH 3a CaBpEeMEHE yclioBe. Y TMHUTamy je Mpollec HaBohema Mpema 3a1aTuM
[IMJbEBUMA TIOCPEAICTBOM cTpaTervje. JlogaTHo u 3HaUajHO OTpaHUuYeH-e MocTojehrux ncTpakuBama
MPEJCTaBJba OCIOHKEHOCT WCKJBYYMBO Ha CYOjeKTUBHY TPOIEHY HWCHUTAHWKA Yy TOCTYIKY
MpUKyIJbatha TojaaTtaka. OBOM JOKTOPCKOM JHCEPTallMjOM CE€ HAcToje mpeBa3uhu MoOMeHyTa
orpaHnydcma H HpOIIY6I/ITI/I aHaJin3a KOHICIITa U 3Haqaja MCHAIIMCHTA YKYIIHOI' KBAJIUTETA Kao
caBpeMeHe IMapajurMe yrnpaBjbamka KBaTuTeTOM. Hamepa je, ucro Tako, 1a ce mojcTakHy Oymyha
UCTpaKMBamka Ha OBY TEMY, Kao U Ja c€ MpYyXKe CMEpHHUllEe 3a ePUKACHYy HMILIEMEHTALN]y
MCHAIIMCHTA YKYITHOI' KBAJIMTETA y IIPpaKCH.

02. IlpeaMeT U HU/beBH HAYYHOT HCTPAKUBAKA

IIpenmer ucTpaxuBama y JOKTOPCKO] IMCEpPTAIUjU j€ aHAlM3a YTHIlaja MEHAlIMEHTa YKYITHOT
KBaJIUTeTa Ha mepdopmaHce mocinoBama npenayseha. Mako ce y MHOCTpaHOj MUTEpaTypu BHILE OJT
TpHUJIECET TOAMHA HWCTPaXyjy YTHUIIAjJU MEHAlIMEHTa YKYIHOT KBAJUTETa Ha pa3IU4YUTE BPCTE
nepdhopMaHCH TIOCIIOBama npeay3eha, y gjomahoj turepatypu ce TeK MOoClIeAhbUuX TOANHA TI0jaBIbY]y
eMIHUpHjcKa HCTpakKMBamba OBE BpcTe. Mazna MeHalIMeHT YKYMHOT KBaJUTeTa IMPeACTaBba
MOACUCTEM CTPATETHjCKOT MEHAIMEHTa, BEeroB YTHIA] Ha mepdopMaHce MocIoBama mnpeayseha y
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Penry6mmmn CpOuju U3 IepCreKTUBE CTPATErHjCKOT MEHAIMEHTA JOII YBEK j€ HEJJOBOJbHO UCTPAKEH
Y aHaJIM3UPaH.

OcCHOBHHM 1M/b UCTpaXHUBama Y JIOKTOPCKO] JAHUCEpPTallMju je carjielaBame yTHllaja
MMIUIEMEHTAllMje MEHalIMEHTa YKYIHOI KBaJUTeTa Ha nepdopmaHce mocioBama npexyseha. U3
OBaKoO JIe()MHUCAHOT TPUMAPHOT IIMJbA CE€ MOTY U3BECTH CIIEIU(DUIHH [IUJHEBH.

Ilpsu cneyugpuunu yus ucmpadcuéarba je cariielaBabeé yTUIaja HUBOA HWMILUIEMEHTAIUje
MEHalIMEHTa YKYIHOT KBaJUTeTa Ha epdopmance nmocioBama npeayseha.

Jpyau cneyuguunu yus ucmpadicusarba je carieiaBame yTHIaja CepTH(PHUKOBAHE yCariameHOCTH
cHUCTeMa MEHaAlIMeHTa KBanuTeTa ca 3axTteBuma cranaapaa 1SO 9001 na nepdopmance mocnoBama
npenyseha.

03. [Tona3zue xunorese

v CKiIagy cCa IIOCTaBJb€HUM LIHUJbCBHMMA HUCTPAKHBaKA, Ile(l)I/IHI/IcaHC cy cneﬂehe OCHOBHC
HCTPAKUBAYKE XHUIIOTE3C.

X-1: HuBo ummieMeHTalje MEHalIMEHTa YKYIHOI' KBAJIWTETa je y MO3UTHUBHOj KOpelaluju ca
nepdopmaHcama 1ocjaoBama npeayseha.

X-2: VHTepHH W3BOpHU MOACTUIAja 332 CEPTH(HKAIM]Y CHCTEMa MEHAlIMEHTa KBaJHTETa IpeMa
3axteBuMa craHmapiaa 1SO 9001 mmajy Behm cremen kopenamuje ca eleMEHTHMa MEHAIMEHTa
YKYITHOT KBAJIUTETa OJ] EKCTCPHHUX U3BOPA MOJICTHIA]A.

X-3: Ceptudukanyja cucreMa MEHAlIMEHTa KBajWTeTa mpema 3axTeBuma crangapaa ISO 9001
JonpuHocH yHarpehemy nepdopMaHcu nmocioBama npenyseha.

X-4: VIHTepHM W3BOpHU MOJACTHUIIAja 3a CepTH(HKALM]y CHCTEMa MEHAlIMEHTa KBaJUTeTa Npema
3axteBuMa ctangapaa ISO 9001 umajy Behu ytuna] Ha nepgopmaHnce mocioBama npenyseha o
€KCTepHUX M3BOpa MOJICTUIIA]a.

04. MeTom0/101IIKH OKBHP

[Tonazehu on neduHUCAHOT OCHOBHOT IMJba HMCTPAXKHUBAKA, Y JOKTOPCKO] TUCEPTAllUjU je
NpUMEHEHA KBAIMTATHBHA M KBAHTUTATUBHA MeTojoioruja. Kearumamusena memooonozuja
omoryhaBa npuKyInsbame HHpOpMalKja U3 pa3TUIUTUX U3BOPA U IbUXOBY MHTEPIIPETALIN]Y KaKo OU
ce TIpoIyOmIIo pa3ymMeBame mpodiiemMa Koju ce ucrpaxyje. [Ipuirkom nocraBbama KOHIIENTYaTHOT
OKBHpa HMCTpaXKHMBama KOpPHUIINEHEe Cy METOJe alcTpakinuje W reHepanusanuje. [lomohy merome
MHYKIIMje, Ha OCHOBY CTaBOBa II0jeIMHAYHUX MCIHUTAHUKA O TBpAHAMA MPEACTaBILEHUM Y
YIIUTHUKY, OTKPUBEHE Cy OIIITE 3aKOHUTOCTH 3a MOCMaTpaHy MojaBy. JleIyKTUBHOM METOJOM,
nojlazehn o7 OMIITHUX ca3Hamba O MEHAUMEHTY YKYIMHOr KBaiuTera, crapaapauma ISO 9000 u
nepdopmaHcama mocioBama mpeayseha, U3BEJEHU Cy 3aKJby4lld O HUXOBO] Mel)y3aBUCHOCTH U
yCIOBJbEHOCTH. MeTooM JAecKpunuuje AepUHUCAHH Cy I0JMOBH U UHUICHHLIE BE3aHE 3a



npoOJieMaTHKy HWCTpaXKUBama, JTOK j€ TNPHUMEHA METOJIeé aHajJorHhje oMoryhumia JIOHOIICHE
aJICKBaTHUX 3aKJby4aKa U 3ay3UMarb¢ KPUTHYKOT CTaBa.

VY IIOKTOPCKOj JMCEpTAMjH Ce MOpe]] KBATUTATUBHE METOJOJIOTH]jE KOPUCTH U K8AHMUMAMUBHA
memooonoeuja. Teoprjcku MPUCTYIT ce KOMOWHYje ca eMITUPH]CKUM, IITO IMOApa3yMeBa aHAIIU3Y
CeKYHJAapHHX IoJlaTaka Yy BHIY pe3yirarta NpPETXOJHUX HCTpaXHBama Ha TeMy yTHUIaja
MEHA[IMEHTa YKYIHOT KBajJWTeTa Ha mepdopMaHce mocioBama mpeay3eha, ka0 W aHanmu3y
NpUMapHUX ToJaTaka J00MjeHHMX Ha OCHOBY CTPYKTYpHUpPAaHOT VYIHWTHUKA, KOjU je ymyheH
MEHalepuMa 3a KBAIUTET y mpeny3eha koja wmmajy cepTudukoBaHy ycarjalmeHOCT CHCTeMa
MEHaIMeHTa KBanutera mnpema 3axteBuma crangapaa I1SO 9001. Hcenuranumm cy Mperu3HO
neuHUCaHe TBPIIE OICHUBAIM Ha METocTeneHoj ckanu JlukeproBor tuma. Kao cexkyHmapHu
nmojany KopuimiheHa cy Mepwia (UHAHCH]CKUX TeppOopMaHCH IOCIOBama Ipeay3eha koja cy
W3BEJICHA U3 PEIOBHUX TOJUIIBUX (PMHAHCH]CKUX U3BEINTAja.

3a moTpebe MCIUTHBAMKA TpyIalje MOjeMHAYHAX Bapujadbiu y (akrope Koju ompenesbyjy HUBO
MEHaIMEHTa YKYIHOI KBaJIWTeTa BpuieHa je (akropcka anammza. [loy3maHocT MepHHX
uHCTpyMeHata yrBphuBana je y3 mnomoh Cronbach's Alpha xoedurujenra. I[Ipumenom
JECKpUNITHBHE CTAaTHCTUYKE aHanu3e ojapeheHe Cy MHHUMalHE W MaKCHUMajHEe BPEIHOCTH,
ApPUTMETHUYKE CPEIIMHE W CTaHAapJHE JICBUjallije HE3aBUCHHUX BapHjaldiIu y MOJeIly. 3a TECTUPAE
MOCTaBJbEHUX XHUIMOTe3a Kopulthenu cy [TupcoHoB koedunujeHT Kopenanuje u t-rect. Perpecrnona
aHaiuM3a je BpIIeHa Yy [WJbYy WCIWTUBAka YTHUIAja HE3aBHCHUX Ha 3aBHCHE Bapujaldiie.
Jennodakropcka ananusa Bapujance (ANOVA), Tukey tecrt, ¥*> tect u IIupcoHOB KOE(DHIIMjEHT
Kopenanuje KopuimheHH Cy 3a HUCHUTHBAKkE BE3¢ KOHTPOJIHUX BapwjadiaM ca 3aBHCHUM H
HE3aBHCHHUM BapHjabiiaMa UCTPaKHBambaA.

05. IlperJyex CTpyKTYype

[IpenMeT u 1UIBEBU HCTpaKMBamba OMPENCNIUIN Cy CTPYKTYpY IOKTOpPCKE IHcepTaiyje, Koja ce
Mope]] YBO/Ia U 3aKJby4Ka CacTOju O]l MeT TEMAaTCKU 3a0KPY>KEHUX U JJIOTUYKH MOBE3aHUX JENOBa.

VY okBupy mpBOr aenaa, ,Kearumem rao cmpamezujcku pecypc npeodyszeha”, 1mojMoBHO he ce
OJPEUTH KBAJUTET M OIHUCATH €BOJyLMja YIpaBjbakba KBAJUTETOM OJI 3aHATCKUX ecHada 1o
MoziepHOT 700a, y KO0jo] mocienmwy a3y MNpeAcTaBjba MEHAIMEHT YKYIHOI KBaJUTETa Kao
CaBpPEMEHHU U CBEOOYXBaTHU MPUCTYI ylpaBibaky KBasuTeToM. bruhe npencraBbenn Gpuiiozodpcku
MIpaBIH y pa3Bojy MEHAIMEHTa KBAJIUTETA, KOJU Cy JONPUHENN HACTaHKY (uiIo30(duje MeHaIMEeHTa
yKynHor kBanuteTa. Mcrahu he ce 3Hauaj kBanuTeTa 3a OCTBapHBame KOHKYPEHTCKE MPETHOCTH,
OJTHOCHO HETOB YTHUIA] HA MPOAYKTUBHOCT, TPOIIKOBE, BpEeME Tpajama Ipoleca H A0AaTy
BpenHocT. Ha kpajy oBor nena 6uhe mpecTBI/beHM KOHIIETITH CHCTEMa KBAJIMTeTa M MEHAlIMEHTa
KBaJIUTETA.

Y napyrom aeay, ,,Menaumenm ykynnoe kearumema’, mopej nepuHucama KOHIIETITA MEHAIMEHTA
YKYIHOT KBaJIuTeTa, OMhe HCTaKHYTM HEroBHM OWTHU acriekTu W npuHounu. Iloce6bHo he ce
aHaJTM3UPATH 3HaYaj MCHAUMEHTA YKYITHOT KBAIUTETA K0 TOACUCTEMA CTPATETHjCKOT MEHAIMEHTA,
Oynyhu na je caBpeMeHa opraHusaija Bol)eHa cTpaTerrjoM. 3HauajHO MECTO y OBOM Jelly MMa
KOHIIENIT MEHAIIMEHTa BPEIHOCTH, C 003MPOM J1a jé MEHAIMEHT YKYIHOT KBAJIWUTETa Yy (PYHKUHUJU



CTBaparma BPEIHOCTH 3a BIACHUKE Y AYTOM POKY, IITO MPEJCTaBba YATHMATHBHU IIHJb CaBPEMEHOT
npenyseha. buhe onmcanu anatu W TEXHHKE 3a YIpPaBJbalbe KBAJTUTETOM, Kao M MelyHapoanHu
crangapau ISO 9000 u Monenu mOCIOBHE HM3BPCHOCTU KOjU TPEACTaBIbajy MaTepHjalu3aiujy
¢uno3oduje MEeHAIMEHTa YKYITHOT KBAJIUTETa U MPYKajy CMEPHHIE 33 HEHY HUMIUIEMEHTAIH]y.
Vxka3zahe ce 1 Ha HEeKa OrpaHUYCHA M KPUTHUKE KOHIIETITa MEHAIMEHTA YKYITHOT KBAJIUTETA.

Tpehu neo, ,Juniemenmayuja menaumenma yYKynHoe keaiumema’”, 0aBU C€ HCTPaXHBAHEM
mporeca MMIUIEMEHTAIMjeé MEHAIMEHTa YKYIHOT KBaJIWTETa, MmocMaTpajyhu ra Kao NMpoMeHy Y
npeny3ehy KojoM je HEONMXOIHO yNpaBJbaTH Ha oAroBapajyhu HaumH. Hamme, MEHaIMEHT yKYITHOT
KBaJIUTETA MPEJICTaBJba OUTHY KOMIIOHEHTY IpOIieca YCIEHIHOT YIpaBJbamka MpOMEHaMa, ¢ TUM Ja
je ympaBibame MpOMEHaMa CUCTEMaTHYHA aKTUBHOCT KOja OTIIOYMIGE Ca CTPATErHjoM Kao HJEjOM
BOJIMJBOM 32 OJJIy4MBame. Pagy mocTH3ama KeJbeHHX pe3yliTara, UMILIEMEHTAaIlja MEHAIMEHTa
YKYITHOT KBaJIUTETa 3aXTeBa MOCTOjame oAroBapajyhe oprannsanuone MHOPACTPYKType, 0K je 01
noceOHOT 3HaYaja MEHAIMEHT JbYACKUX pecypca, KOju Mopa IHJbeBe 1Mo0oJbIIaBamka KBAINTETA Ja
YCKJIa ¥ ca CTpaTerrjaMa JbYACKUX pecypca, FbUXOBOM €AyKalljoM U MOTHUBanujoM. AHanusupahe
ce ymora Yckiuahene usmcre (enrn. Balanced Scorecard), kao u wuHQOpMALMOHUX U
KOMYHHUKAIIMOHUX TEXHOJIOTHja y TPOLECYy WMMIUIEMEHTAllMje MEHAIMEHTa YKYIHOT KBaJUTETA.
Carnemahe ce u yTUIAjW HaNMOHAJIHE KyATYpe Ha OBaj mpouec, npu uemy he Ourtn
uaeHTU(PHUKOBaHE TUMEH3U]je KYJIType y K0joj OM MMIUJIEeMEeHTalllja pou3Bena HajO0osbe pesynrare.

YerBpTH 1€0, ,,Cticmem meperva nepgopmancu nociosarwa npedyzeha’, 3aounbe MOJMOBHUM
onpehuBamem mepuna nepdopmancu. Umajyhu y Buay na he ce y nucepranuju UCIMTUBATH yTHUIIA]
MEHAIMEHTa YKYITHOT KBaJHWTeTa Ha mepdopMaHce MocioBama npemayseha, moTpedHo je neTabHo
Pa3MOTPUTH pa3IMYUTE TPUCTYyNEe Mepewmy mnepdopmancu u onxabpatu oxaroapajyha mepuia
neppopmanHcu koja he Hahu mnpuMeHy y eMIHPHJCKOM Jeny HucTpaxuBawa. C TUM y BesH,
aHanmu3upahe ce TpaIWuIIMOHAIHU M CaBPEMEHH IMPHUCTYIl Mepermny nepdopMaHc u uctahn BUXOBE
NPEJHOCTH U HepocTaly. 3aTuM he OMTH carjienaH CTpaTerujcku 3Hayaj Mepema nepdopMaHcu U
MPUHLIMIHN e(hUKACHOT (PYHKIIMOHHCAKA CUCTEMA MEpEma NephopMaHCH.

Ilern pneo, ,.Emnupujcko ucmpadsxicusarbe ymuyaja MeHAUMeHma YKYNHOZ Keaiumema Hd
nepgopmance nocnogsarwa npeoyseha y Penyoruyu Cpbuju”, 3amioddiibe TMPEriieIoM pe3yiTaTa
JOCa/IalllibUX MCTPAKUBAka Yy CBETY M3 OBe oOsacTu. LleHTpanmHO MecTo y OBOM Jeny 3ay3uMma
aHaJIM3a HUBOA UMIUIEMEHTAIMje MEHAIMEHTa YKYIHOT kBanuTera y Penyonunu Cpbuju u meropor
yTunaja Ha nepgopmance nocnopama npenyseha. Merpaxusahe ce yrunaj ceprudukaiyje cucrema
MeHalIMeHTa KBayjuTeTra npema 3axTeBuma cranaapaa ISO 9001 na nepdopmance nocnoBama
npenyseha, ca moceOHMM OCBPTOM Ha yJIOTY M3BOpa MOJACTULja 3a cepTudukanyjy. Takohe he ce
UCIHUTAaTH W OJHOC M3BOpa MOJCTHIAja 3a CepTU(UKALU]y M eJeMEeHaTa MEHAIMEHTa YKYIHOT
kBanuTera. CacTaBHU JIe0 MOMEHYTHX aHAJIM3a MPEJICTaBIba OIHIC METOAOIOTHjE UCTPAKHUBAKHA KOja
ce OJHOCH Ha MPUKYIUbAke M aHAJIHM3y IOJaTaka y IHJbY TECTHpama MOCTaBJBEHHX XHITOTE3a.
Oco0uHe y30pKa, OJHOCHO HEroBa BeIMYMHA U CTPYKTypa, Takohe he Outu npencraBibene. Hakon
oOpane mopmartaka, mpe3eHTHpahe ce pe3yiTaTé HCTpaKWBamba W HUXOB HAYYHH W TIPAKTHYHHU
nonpunoc. Ha kpajy he OuTtH nctakHyTta orpaHuyerma U npesiosu 3a Oynyha ucrpaxkuBama Ha UCTY
WIH CIINYHY TEMY.



IHHPBU JIEO: KBAJIUTET KAO CTPATET'HJCKH
PECYPC IIPEJ]Y3ERA



1.1. Mojam u nepuHMLMje KBAJIUTETA

Kpo3 ucropujy Jbyau cy yBek OWIIM 3a0KYIJbEHU KBAJUTETOM, IITO yKa3yje Ja KBAIUTET HHUje HOB
koHuent. OHO mTO je apyrauuje jecte (GOKYyC Ha CTPYKTYpHpaH MPUCTYH KBAJIUTETY, IITO
nojpaszymeBa J00po apTUKYJIMCaH IJIaH KBAJIUTETa YKJbYUYEH y CTpaTerje U MHTErpucaH y mporec
olUTyYMBama Kako OM ce ocTBapwid JeduHUCAHM LUJbeBH. KBamurTeT je moctao 3HadajaH
CTpaTerHjcKu pecypc Ha 0a3u Kkojer mpemy3eha Mory rpaguTH KOHKYPEHTCKY MPEIHOCT H
reHepucaTH BPEIHOCT 3a KYIIIEe U BIaCHUKE.

Peu kBanuteT HacTana je o snaTuHcke peun qualitas, mro ce Moxe mpeBecTd Kao J00pa CBOjCTBA.
Oakland* cMaTpa Jia ce€ CBE OpraHu3aIlKje TAKMHYE Ha OCHOBY CBOj€ pernyTallfje Koja ce 3aCHUBa Ha
KBAJINTETY, MOY3JaHOCTH U LeHH. OBaj ayTop MCTHYE Ja Ce MpeMa MUIbEHY Kylala KBAIUTET
M3[[Baja KAa0 HajBaKHUjE KOHKYPEHTCKO OpYXje, oK, mocBehyjyhu moceOHy maxmy KBaJIHTETY,
opranuszanyje yHampelyjy moy31aHocT U IIEHOBHY aTpakTUBHOCT. [loy34aHOCT je TECHO moBe3aHa
ca KOHIIETITOM KBAJUTETa W IMOJApa3yMeBa CHOCOOHOCT MPOU3BO/Aa Ja (YHKIIMOHMIIE HCIPABHO Y
OYCKMBAHOM BPEMEHCKOM Tiepuony. Kpamurer mpencraB/ba HM3BECHO IUHAMUYKO CTambe WIH
KOHTHHYHpaHy IPOMEHY KOja ce U3BOJIH Ha MPOU3BOIUMA, IPOLIECHMA, YWIAHOBUMA OpraHU3allje 1

OKpYXKemby.”

IIpema 1SO 9000:2015° kBanuTET je ,,HHBO 1O KOjer CKyIl CBOjCTBEHHX KAapaKTEPHCTHKA CHTHTETA
ucnymana 3axreBe”. Tpeba oOpaTutu Mmaxmy Ha ped ,,HUBO 3aTO IITO je mcrpaBHUje pehu na je
MIPOU3BO/I BUILET WJIM HUXKET PEIATHBHOT KBAJHUTETA, HErO KOPHCTUTH KaTEropuje KBAIUTETAH W
HekBanurteTad. OBaj cranzapa npenopydyje oapehuBame HIBOA KBAIMTETa KOPUIINECHEM MPHIEBA
,,HeJI0OBOJbaH, 100ap, ojymyan”. [Ipuinkom ynopehuBama Mpou3BoAa U paHrHpama Mo KBAIUTETY,
Tpeba BOAWTH payyHa Aa TH Npou3Boau Oyay ucte kiace, kojy ISO 9000:2015 oapehyje kao
,,KaTeropujy WM PaHT J10/€Jb€HH PA3IUUYUTUM 3aXTE€BHMa KOJU C€ OJHOCE Ha MpPEeAMET KOjU MMa
ucty QyHKIHOHANHY npuMeHy”. Taguchi untepnperupa ,,HeKBATUTET Kao OJICTYIAkE O] [HJbaHe
BPEIHOCTH WM INTETHE TMOCIEANIIE KOje HACTa)y NPUIUKOM YIOTpeOe MpOu3BOJia, OJHOCHO

,TYOUTKE JPYIITBA y3pOKOBAHE IIPOM3BOIOM HAKOH Hherose ucropyke”.*

KBanurer Huje ancosyTHa BenuunHa. OH ce Npolewmyje Y OAHOCY Ha HEKY pe(epeHTHY BPEIHOCT
KOja YIrJIaBHOM oJjpaxkaBa 3axTeBe Kynara. C TUM y Be3H, KBAIUTETaH IPOU3BO/1 HUje OHAj KOJU UMa
HajBuIle nepopmaHce WM HajOoJba CBOjCTBA, Beh OHAj KOjU 33a[0BOJbaBa 3aXTEBE Yy I'paHHIlaMa
nate uene.” Campbell u ;[p.6 o0jalmaBajy 1a pa3IMYUTOCT MPOU3BOJA KOMIUIMKYje onpelhuBame
jenuHcTBeHe neduHuIMje kBanutera. HanMe, kapakTepucTUke MpOU3BOJA U yciayra ce 3HayajHoO

! Oakland, J.S. (2004), Oakland on Quality Management, Elsevier Butterworth-Heinemann, Oxford, ctp. 4.

2 Credpanosuh, H., Credanosuh, XK. (2007), JTudepcmeo u kearumem, Mammucku pakyirer, Kparyjesam, ctp. 58.

® SRPS 1SO 9000 (2015), Cucmemu menaymenma xéamumemom — Ocroge u peunux, VIHCTUTYT 3a CTaHAApIAH3ALH]y

2 Credanosuh, H., Credanosuh, XK. (2007), JTudepcmeo u kéarumem, Mammucku pakyirer, Kparyjesar, ctp. 58.

® SRPS 1SO 9000 (2015), Cucmemu menayumenma xéamumemom — Ocnose u peunux, VIHCTUTYT 3a CTaHAApIAH3ALH]y
Cpbuje, beorpan, ctp. 42.

* Bergman, B., Klefsjo, B. (1994), Quality from Customer Needs to Customer Satisfaction, Studentlitteratur, Lund, ctp.
16-17.

® Bypuunn, JI., Janomesuh, C., Kamuuanun, B. (2016), Menayumenm u cmpamezuja, jenanaecto usmame, ExoHoMckn
¢axynrer, beorpan, ctp. 779.

6 Campbell, D., Stonhouse, G., Houston, B. (2002), Business strategy: An introduction, 2" Ed., Butterworth-
Heinemann, Oxford, ctp. 236.



pasnuKyjy, 1a caMiM TUM U JTUMEH3H]je KBaJUTETa OBUX JABEjy rpymna gobapa. Mehyrtum, kamga ce
MOCMaTpajy caMo MPOU3BOM, HIIM CaMO YCIIYTe, MOTY Cc€ Takohe MPUMETHTH 3HauajHE Pa3JIUKE Y
IbUXOBUM KapaKTepUCTHKaMa. YKOJIMKO C€ pajd O KBAJIUTETy ayTroMoOwmia, pa3MaTpana Ou ce
EroBa CUTYPHOCT, Op3HMHA, yA0OHOCT, m3rien u ciuyHo. C apyre cTpaHe, y Hacrojamy Ja ce
OIpeay KBAJUTET MpexXpaMOCHUX TNpOM3BOJAa, OWaM OM KOpUIINEHHW CacBUM Jpyraduju
KPUTEPHjyMH, TOMYT 3/PABCTBEHE MCIIPABHOCTH, CBEXKHHE, YKyca U Tako Aajbe. Ko momraHckux
yciyra Op3WHA TOJMKE HHMBO IMEPIMITUPAHOT KBAIUTETA, JIOK OOPHYTO MOXKE BKUTH 33 YCIYTY
Macaxe.

KBayureT ce mocmarpa u o0janimaBa Y KOHTEKCTY Pa3IMUUTHX TUCIHUILIMHA. AyTOpH U3 o0JacTu
¢unozoduje Hacroje medUHHUCATH TIOjaBe, CKOHOMHUCTH KBAJIUTET TOCMATpPajy U3 IEPCIEKTUBE
TPOILKOBA ¥ Tpo(duTa, ayTOpu U3 00JACTH MapKETHHTa Cy (OKYCHPAaHU Ha MOHAIIAE MOTpOIaya
U BUXOBO 33JI0BOJHCTBO, JIOK ayTOPH M3 00JACTH ONMEPATHBHOT MEHAIMEHTA KBAJTUTET MOCMATPAjy
M3 yIila TPOjeKTOBamba M KOHTPOJIE MPOM3BOHOT mporeca. Garvin’ je Ha 6asd OBOT 3amakarba
UICHTH()UKOBAO MET TJIaBHUX MNPUCTyNa y AeHUHUCAY KBAJUTETAa: TPAHCIEACHTHH IMPUCTYII,
IIPUCTYIl 3aCHOBAH Ha IIPOU3BONAY, IIPUCTYIl 3aCHOBAH HAa KOPUCHUKY, IPUCTYIl 3aCHOBaH Ha
MIPOM3BOIU M IPUCTYI Ha 0a3u BPEIHOCTH.

Ca mpancyedenmnoe cmanosuwima KBaIUTET ce AeUHHILIE Kao ypoleHa U3BPCHOCT, M0jaBa Koja
npeBa3uia3u HMHIUBUIYyaldHe ykKyce. KBanuTer ce He MoOKe aHalu3upaTH, a IMOjeAHHIM Kpo3
HCKYCTBO yue Jia ra palcrIOSHajy.8 KBanurer HUje HUTH yM, HUTU Marepuja, Beh HemrTo Tpehe
HE3aBHUCHO O] OBa I[Ba.g Pirsig10 HABOJIU JIa MAKO je TEeIIKO Je(UHUCATH KBAIUTET, CBU 3HAjy IITA je
to. JlepuHunmja kBamuTeTa Ka0 W3BPCHOCTH HYIAM Mal0 NPAKTUYHUX CMEpHHUIIA MEHalleprMa.
[lutame je na K je U3BPCHOCT MOCTUTHYTa U 4yuMe ce oHa Mepu. C 003upoM /a je U3BPCHOCT
ariCTpakTaH M CyOjeKTHBaH I10jaM, MEHallepH, Ka0 U KYIIU, UMajy COINICTBEHY BU3U]Y U3BPCHOCTH.
Takohe, oBakBa neduHHUIMja TIpenCcTaB/ba MPOOJIEM 3a UCTpaKUBaye, Y CMUCITY jJa oHeMoryhasa
Mepeme U nopeheme yTuiiaja KBanureTa Ha neppopmMaHce Ui Jipyre npomensbruse. OBo mpoucTuye
Kao IMOCJIeINIIA TIPOMEHIJBUBOCTH aTprOyTa H3BPCHOCTH TOKOM BpEMEHa.

HenocraTak TpaHCUEAEHTHOI HpHUCTyNa Orjefa ce y TOME INTO Jaje MPEBUIIE YONIUTEHY U
aTnCTpakTHY ACPUHUIIM]Y KBaJIUTETa, KOja MOXJa oMoryhaBa mpemno3HaBame KBAJUTETA, ajld HE
Mpy’ka CMEPHUIIE 3a HEroBo 00e30eheme. Y ToOM CMHCITY, jaBHIa ce MOTpeda 3a KOHKPETHUJUM U
o0jekTuBHMjUM JeduHMIIMjamMa kBanutera. I[Ipeoctana Tpu mnpucryna aepuHHcamy KBaJIUTETA,
IIPUCTYI 3aCHOBaH Ha IPOM3BOAY, IPUCTYIl 3aCHOBAaH HA MPOM3BOAKBU U NPHUCTYI 3aCHOBAH Ha
Kymniy, oMmoryhaBajy MeHayepuMma Jia pazymejy Mopekiio 1 KOMIIOHEHTE KBAJIUTETa, a CAMUM TUM U
HAYMH KaKo ja ra gocturiy. Shewhart'!, sauetHuk craTucTHuKe KOHTpONIE KBANTHTETA, KDUTHKOBAO
j€ TpaHCIeeHTHE Ae(UHHUIMje KBAIUTETa HaBojAehM Ja MOCTOje KOHKpETHE Mepe KBaluTeTa 3a
CBaKy BpCTY MpOU3BOJA. Y CBOM IPUCTYIy, OH j€ CTaB/ba0 Harjlacak Ha Mepeme U MOHYIHO je

"Garvin, D.A. (1984), What Does "Product Quality" Really Mean?, Sloan Management Review. Vol. 26, No. 1, ctp. 25-
43.

® Bounds, G., Yorks, L., Adams, M., Ranney, G. (1994), Beyond Total Quality Management Toward the Emerging
Paradigm, Mc-Graw Hill, Inc, New York, ctp. 45.

% Pirsig, R.M. (1974), Zen and the Art of Motorcycle Maintenance, Bantam Books, New York, ctp. 185.

' Yero, crp. 213.

1 Shewhart, W.A. (1931), Economic Control of Quality of Manufactured Product, D. Van Nostrand Company, New
York, cp. 37.
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nparMaTU4Hy AePUHUIN]Y KBAJUTETAa KA0 BEJIMUYMHE KOja C€ MOXKE M3Pa3uUTH OpOjYaHO W MMaTH
pa3IM4InTe BPETHOCTH.

Harnamagsajyhu npucmyn sacrnosan na npoussody y nebunucamy kBamurera, Shewhart je o6jacuuo
Jla ce KBAJMTET IMPOM3BOJIa MOXKE U3PA3UTH Ka0 CKYIT KAPAKTEPUCTHKA, a J1a Ped KBAJIUTET Y OCHOBU
3Ha4YM KaKO je HEIITO HampaBbeHO. JleduHHCame KBaIWTETa HAa OBa] HAYMH MOCEOHO OJroBapa
WH)KEHEPUMa, 3aTO IITO CE BUXOB 3aJaTak cacToju y NpeBohemy 3axTeBa Kymala y KOHKpPETHE
koMioHeHTe. C 003UpoOM J1a KBAIUTET MPECTaB/ba KOJIMYUHY aTpuOyTa Koje MPOU3BOJ Toceyje,
BUIITM KBAIMUTET MOjApazymeBa U Behe TpomkoBe, nMmajyhu y Buay na arpuOytu komrtajy. [Ipema
OBOM NPUCTYNY, KBAJTUTETHUjU he OMTH OHM MPOU3BOAU KOjU MMajy OoJbe aTpuOyTe. OBaj mpHCTYI
HOcHU onipel)eHy TeXHHY, ajl HE YKJbydyje pa3liuKe y WHAWBUIYAIHUM MepleniujaMma U yKycuma
Kyrarna.

Ilpucmyn 3acnosan Ha npou3600rbU KBATUTET Je(UHUIIE Ka0 ycarialeHOCT ca crenudukanyjama
M OCIama Cce Ha CTATHCTHYKY aHATM3y NPUIMKOM Mepema kBamutera. Radford™ je nedummcao
KBAJIUTET Ka0 yCarJalleHOCT ca JeUHICaHuM 3axTeBuMa. OBaj IPUCTYI HE MOJpKaBa Buleme 1a
BUIIM KBAJIUTET UMILMIMpa Behe Tpomkose. OBO 300T TOTa MITO MPOU3BOAM KOjU HE OATOBapajy
cnenuuKanujama, OAHOCHO KOjH Cy HUCKOT KBaJHTETa, MOPajy c€ OA0AlUTH WIN AOPAIUTH, IITO
3axTeBa JiojlaTHe TPoIIKoBe. C THM Yy BE3M, KBAJIMTETHH TIPOM3BOU Cy OCI000hEHU THUX JOAaTHUX
TPOIIIKOBA, A c€ He MOXe pehH Ja KBaIMTETHH MPOM3BOIM BHUIIE KOIITA)y. Mepeme KBauTeTa
omoryhwmiio je npaheme HHBOA KBaJIMTETa TOKOM BpeMeHa. [IpucTyn 3aCHOBaH Ha MPOM3BOIHH j€
Ouo momynapaH, ainu je 300r UHTepHOT (OKyca MpeBUIlle OrpaHuyYeH. AKIIEHAT je OM0 Ha KOHTPOIU
MIPOU3BOJIEHE, 3 HE Ha UCIIUTUBAKY MEPIICIIUja KyTala O KBAIUTETY.

Ilpucmyn 3acnoéan Ha Kynyy HEe HaANyIITa KBAJIUTET NMPOU3BOJHE KAO CTPATErMjCKH IMJb, ajH
npyxa KoHTeKkcT. KBanurer ce cariiegaBa ounMa Kyrana, OJHOCHO KOPUCHUKA MPOU3BOJa U yClIyra
KOjH MMajy paslMunTe XKesbe, 3axTeBe U morpebe. Shewhart'® meruue na ce crammapmn y cmucy
MepJbUBUX (PU3NYKUX KapaKTEPUCTHKA IMPOM3BO/Ia MEHajy y CKIaTy ca IpoMEeHaMa KeJba Kynala,
Kako OM ce peanu3oBaja €KOHOMCKa BpeAHOCT. OBa MepcrleKkTHBa IocMaTpama KBaJUTETa
MPETNOCTaBJba Ja KBAIMUTET ojpeljyje Kymal Ha OCHOBY HHMBOA J0 KOjer MPOM3BOJ 3370BOJbaBa
IETOBE MOTpede. Garvin™ Ccyrepuiie Ja je KBaJuUTeTaH MPOU3BOJ OHA] KOjU HyAH mnepdopmaHce
WIM YycarjamleHOCT IO TNpUXBAaT/bMBO] LeHU. lIpemMa OBOM ayTopy, KBalMTET HCTOBPEMEHO
Mo3/Ipa3yMeBa M3BPCHOCT, KOJMYMHY TOXKEJBHOT aTpulOyTa, CBPCHCXOTHOCT, yCarjaleHOCT ca
crienn(pUKaIyjoM, Kao U OJJHOC IIeHE U 33/10BOJbCTBA KOpUCHUKA. OBaj MPUCTYI je Y MAPKETHHILIKO]
NUTepaTypH 0BEO MO0 TpAKce HACHTHOUKOBAA WICATHMX Tadyaka  , OJHOCHO MpEIH3HE
KoMOMHaIMje aTpubyTa MpOM3BOJAAa KOjUMa Ce€ MAaKCUMH3UpPa 33J0BOJHCTBO KOPHCHUKA. Y

16
JUTEpaTypu ONEPAaTUBHOI MEHALIMEHTA CE€ Pa3BHO KOHILENT ,,[IOTOJHO 3a yrnoTpedy” ™, 0K Cy ce y

12 Radford, G..S. (1922), The Control of Quality in Manufacturing, Ronald Press, New York, crp. 5.

3 Shewhart, W.A. (1931), Economic Control of Quality of Manufactured Product, D. Van Nostrand Company, New
York, ctp. 54.

 Garvin, D.A. (1988), Managing Quality: The Strategic and Competitive Edge, The Free Press, New York, ctp.45.

1® Kuehn, A.A., Day, R. L. (1962), Strategy of Product Quality, Harvard Business Review, Vol. 40, No. 6, crp. 100~
110.

1 Juran, J. M. (1974), Quality Control Handbook, 3" Ed. McGraw-Hill, New York, ctp. 2.
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CKOHOMCKO] JIHTEPATyPU PasiMKe y KBATHTETY 3alaxane y moMepamy KpuBe Tpaxie’ . [lpucrym
3aCHOBaH Ha KYIIy C€ CYOUHMO ca TpoOJieMOM TeHepanu3alyje pasTuIuTUX HWHIUBUIYATHHX
npedepeHIja Kako Ou ce pa3Buiia CMUCIIeHa AeUHULIM]a KBAJTUTETA HA HUBOY TP)KHIIITA.

Konyenm 6pednocmu 3a Kynya WHTETPHINE CBE TPH TPETXOJHO HAaBEICHE MEPCIECKTUBE
nmocMaTpama KBAIWTETa Y jeAHY CIIOKeHY enuHy. Kako OM TpyXWwiM KyliuMa BpeIHOCT,
MEHaIIepy MOpajy Hajupe 00e30eUTH KBAIUTET MPOjeKTOBakba, 3aTUM KBAIHUTET yCarjalleHOCTH U
Ha Kpajy KBanuTeT nepopmancu (Buaetn ciauky 1). KBamuter mpojekToBama MpeacTaBiba
KoMOMHanMjy mpBe M Tpehe mepcrnekTuBe neduHHCama KBaduTeTa (IPUCTyHa 3aCHOBAHOT Ha
MIPOU3BO/Y U MPHUCTYIAa 3aCHOBAHOT Ha KYIIIY), a MOpa3yMeBa Jia je IPOM3BOJl OCMUIIUBEH TaKo J1a
oarorapa moTrpebama Kymana. KBamuTer —ycarjameHOCTH OCJIMKaBa JPYry IEPCIEKTUBY
neduHUCcama KBamuTeTa (MPUCTYN 3aCHOBAH Ha IMPOW3BOAGU) M TOApa3yMeBa Jia je MPOU3BOI
HampaB/beH TauyHO Tpema jaeduHucanuM crenudukanmjama. Kpamurer neppopmMaHcH 3acHUBA ce
Ha TIPUCTYNY KBAJIUTETa 3aCHOBAHOM Ha KYIIy W OJIHOCH C€ Ha CTENEH JIO0 KOjer MPOU3BOJ
3aJ]0BOJbaBa MOTpeOE Kymara. YKOJIMKO je MPOU3BO/I MPOjEKTOBAH Jla OJIrOBapa 3aXTEBUMa KyIalla,
MIOTOM TAQ4HO MPOU3BEJICH NMpeMa cnenndukanyjama, a ynorpeboM 3a10BoJbaBa OYCKHBamba KyIaia,
Taxa ce Moxe pehu 1a je npomssox kBanureran. Bounds u ap.*® nepuuumy Bpexnoct 3a Kymua kao
KOMOWHAIM]y KOPUCTH W JKPTBH IPIJIMKOM KYIOBHHE W KOopumhema MpoW3BOJA WU YCIyre y
LIWJbY 3a/10BOJbea oapehenux motpeda. Kopuctu npouctudy o1 3a10BOJbEeHa OTPEOE, TOK KPTBE
MPEJCTaBIbajy TPOIIKOBE KOj€ KyIall CHOCH Jia OM MPHUYIITHO MTPOU3BOJ] HIIH YCIYTY, IITO YKIbyUyje
Y TPOILKOBE SKCILIOATAIN]Ee U OpKaBamka, OMOPTYHUTETHE U APYre MaTepHjaliHe ¥ HEMaTepHjaTHe
TPOIIKOBE.

Cnuka 1. [ToGosplaBame KBaIUTETa Yy InJby CTBapama BpCAHOCTH 3a KYIILa

4 D

Kynan '
Keamirer Keamurer / - ) 'x'\\
MIPOjeKTOE afba / nephopmarcH l .>[ BpeasocT 3a \
. Ta KyIme /
IpojexTHO i
pememe pouszos ~_ S

Keamirter vearnamenoctH

~

HU3eop: Bounds, G., Yorks, L., Adams, M., Ranney, G. (1994), Beyond Total Quality Management Toward
the Emerging Paradigm, Mc-Graw Hill, Inc, New York, ctp. 64.

=

17 Chamberlin, E. H. (1953), The Product as an Economic Variable, Quarterly Journal of Economics, Vol. 67, No. 1,
ctp. 1-29.

8 Bounds, G., Yorks, L., Adams, M., Ranney, G.. (1994), Beyond Total Quality Management Toward the Emerging
Paradigm, Mc-Graw Hill, Inc, New York, ctp. 64.
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Dahlgaard u ap."® HaBoge f1a je KBanUTET peATHBAH KOHLEIT M MOXE HMATH APYraunje 3HAUCHE 3a
pa3iuuuTe JhyJAE, CIMYHO KA0 KOJ TEOpHje pelaTHBHTETa. 10 3HAYM J1a KBAJIUTET 3aBHCH O]
norpeba M 3axTeBa Kylala, Kao U HHXOBOT MPETXOJHOI HMCKYCTBA Ca HMCTHM WM CIMYHUM
MIPOM3BO/IMMA, HA OCHOBY uera ce (opmupajy ouekuBama. HuBo kBamurera onpeheH je ogqHOCOM
nepdopmancu U ouekuBama. LITo cy ouekuBama Mama, a neppopmance 0osbe, MEPUUNHUPAHU
kBayuteT he 6utu Behu.

Konyenm yxynnoe kéanumema npeacTaBiba MPOLIUPEHE KOHIIETITAa BPEIHOCTH 3a KYIA y TOME Ja
HarjamaBa BaXHOCT KBaJHMTETa CBAaKOT acliekTa opranu3aunuje. Hajoospn mpuMmep XOIMCTHYKOT
IOr7Ie/ia Ha KBAIMTET MOXKE CE 3aIasHTH KoJ janaHckux ayropa. Ishikawa® ucrmue ma ce ycka
MHTEpIpeTanrja KBAIUTETA BE3yje 3a MPOU3BO/, AOK IMPOKA MHTEpIIpeTanyja o0yxBaTa KBaJIUTET
pana, ycimyra, uHbOpMAaIHja, Mpoleca, oesberba, by, npeayseha, mubesa n Tako gabe. Imai’t
cMaTpa Ja je KBaJIHMTET CBE LITO CE MOYKE YHAIPEIUTH, a J1a Ce MOTEHIIMjal 3a CTBAapamke KBAUTETa
Hanmasu y 3anocieHnMa. CTora, OH cMaTpa Ja Ha TIPBOM MecTy Tpeda ,,yrpaguTu” KBAIUTET Y
3arocieHe, Kako OM MOCTaIN CBECHH MOTpede 3a KOHTUHYHPAHUM yHarpehemeMm.

[Ipenyszeha Mopajy HeroBaTu pa3inuyuTe MEPCHEKTHBE MOCMATPakha KBAJUTETA, jep OCIambabe CaMo
Ha jeJHYy MOXe TPOY3pOKOBaTH 3HauajHe mpobieme. Mako KapaKTepUCTUKE MPOU3BOAA Y
HNOTIIYHOCTH OJroBapajy CTaHJIapAuMa U creuudukalujama, NpojaasHocT Ha TPXKUIITY MOXKe OUTH
Masia 300r Jpyraumjux npedepeHiuja Kynaua.22 C npyre ctpaHe, MPOM3BOAM MOTY OWUTH CjajHO
npuxBaheHn Ha TPXKULITY MAKO HE 3a/10BOJbABAJy CTaHJApJe U creuuuKanyje, Majia To y3poKyje
BHCOKE TPOLIKOBE OTNaAa W Aopane. Y oba ciyyaja je JUCKyTaOWJaH KBaJUTET MpPOU3BOJa. 3a
yCHelIaH TUIaCMaH IMPOM3BOJA HA TPXKUINTY, KA0 W 3a MaKCUMHU3Hpame Npoduta, HAjOOBE je
MpeNla3uTu € jeJHOT NPUCTYyNa Ha APYTd, Kako ce Mpou3BoJ Kpehe onx ¢aze MmpojeKToBama /10
racupama Ha Tp)KI/IHITe.23 Kapakrepuctrke npousBojia Koje O3Ha4yaBajy KBaJIUTET MOPaAjy ce
HajIIpe MACHTU(PUKOBATH IyTEM HCTpakUBama TP)KULITA (MPUCTYN 3aCHOBAaH HA KOPUCHUKY).
WnentudukoBaHe KapakTepUCTUKE C€ 3aTHM IPEBOJE Y aTpuOyTe Mpou3Boja (MPUCTYH 3aCHOBAH
Ha MPOM3BOJly), HAKOH Yera ce OpraHusyje Mpolec MPOM3BOJIIE TaKO Jla OCUTypa ycarjameHOCT
pou3Boja ca cnenudukanyjama (IPUCTYN 3aCHOBAaH Ha Mpou3BOImH). Ilpouec xoju urnopuiie
OUJIO KOJU MPUCTYN KBAJIUTETY Hehe pe3ynTHpaTH y KBaJUTeTaH npou3Bol. KBanurer npoussBoaa u
ycIiIyra, JaKje, HacTaje Kao pe3yiTaT BEeIUKOT Opoja akTUBHOCTH KOj€ C€ MOTY TPYIUCATH Y YETUPHU
IJIaBHE KaTeropuje: MpojeKTOBame, MPOU3BO/Hha, JOCTaBa M KOHTAaKT. Y CBako] oj oBHX (aza
KBQJIUTET MOpa OUTH OCHOBHM LMJb, Kako OM ce 00e30ennso 3aJ0BOJbCTBO KYIIA U OJPKHUBU
npoduTabuiian pact npeayseha.

Paznuuute nedunuinmje kBanurera Ccy Takohe mocneaumna ¢okyca mHocMaTpamba pasInduTHX
MHTEPECHUX TPYIa, OJHOCHO Kymaua, npomsBohaua u japxkase.’’ KIbY4HH elEMEHTH Ha OCHOBY

9 Dahlgaard, J.J., Kristensen, K., Kanji, G..K. (2002), Fundamentals of Total Quality Management, Taylor & Francis,
London, ctp. 11.

2 Ishikawa, K.. (1985), What is Total Quality Control? The Japanese Way, Prentice-Hall, Englewood Cliffs, ctp. 45.

2! Imai, M. (1986), Kaizen: The key to Japanese competitive success, Random House, New York, crp. xxiii.

22 Ishikawa, K. (1984), Quality and Standardization: Program for Economic Success, Quality Progress, Vol. 17, No. 1,
ctp. 16-20.

2 Garvin, D.A. (1984), What Does "Product Quality" Really Mean?, Sloan Management Review, Vol. 26, No. 1, ctp.
25-43.

2 uaunosuh, J., Bypuh, M. (2009), Ocrose kearumema, akyarer opraHu3alMOHUX Hayka, beorpan, ctp. 161.
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KOJuX Kynarl ojipelyyje KBaJluTeT Cy: CIOCOOHOCT MPOU3BOAA Ja 3aJ0BOJBH MOTPedE, OHOC IIEHE U
3aJI0BOJBCTBA, BEK Tpajamba MPOWM3BOAA M Op3nHA W Ta4HOCT mparehux yciyra. Mapka mnpousBoja
Takohe MMa yTHWIla] Ha MEepUUIMpPAHN KBAIUTET O cTpaHe Kymua. [IpousBohaum, ¢ apyre crpane,
MoCMaTpajy KBAJUTET KPO3 CTENEH ycarjaleHOCTH ca crneuupukanujama, Opoj W BEIUYHHY
BapHjaiyja, rperraka, oTmajaa, pekiamanuja, am U ynopehyjyhu ocobuHe u 1ieHy mpou3Boja ca
KOHKYPEHTCKHUM TPOHM3BOJMMA KOjU Cy JAOCTYITHH Ha TPXKUIITY. PelleBaHTHH Jp>KaBHU OpPTaHU Kao
CIIEMEHTE KBAIMUTETA BUjE 0e30€HOCT MPOM3BOAA 3a JKUBOT M 3[paBJbe JbY/IU, KAO0 W YTHUIIA] HA
’KHBOTHY CPEMHY.

.25 . .
Garvin™ je wuneHtudukoBao ocaM OU3MEH3Mja KBaJUTETa MPOW3BOAA: HepdopmMance,
KapaKTepUCTUKE, MOY3JaHOCT, yCarjameHOCT, TPajHOCT, OJp)KaBame, €CTeTUKAa M MEPLHUNHUPAHU
KBaJIUTET.

Ilepghopmance ce ogHOCE Ha KApaKTEPUCTHKE Pajaa, OAHOCHO (DyHKIMOHHUCame npou3Boga. OBa
IMMEH3Mja KBaJIUTETa YKJbydyje MepJbuBe aTpuOyTe, Ma ce MapKe NpPOHM3BOJIa MOTY paHTHpaTh
00jeKTUBHO Ha OCHOBY IIOjeIMHAYHUX acrekara nepdopmancu. Mehytum, panrupame npema
CBEYKYNMHHMM TiepdopMaHcaMa je JI0CTa CIOXKEHO, MOCEOHO Kala YKIJbydyje KOPUCTH KOje HUCY
notrpeOHe cBakoM Kymiy. OBae Cy 3aCTYIJb€HH MPHUCTYI 3aCHOBAHOM Ha TPOM3BOIY M IMPHCTYII
3aCHOBAaHOM Ha KOPHCHHUKY. MepspbHBH aTpuOyTH NpoW3BOJa Cy IpeiaMeT ymopehuBama, amu
nUTamke Ja JU Cy pasiuke y mnepdopmaHcama 3ampaBO pa3iuKe Yy KBAJIUTETY 3aBUCH O]
npedepeHLja MojeJMHALA KOje Cy YCIOBJbEHE HHTepecMMa M IoTpedbama. Y TOM CMHCIY,
nepopmaHce npousBoaa cy oOjeKTHBHE ocoOuHe, a Be3a u3Mmel)y mepdopMaHcu U KBajlWTeTa
oJlpakaBa MHAMBUAYaJHE PEaKIyje.

Kapaxmepucmuke nipouszBoga omoryhaBajy meroso (yHkiuonucame. OBa TUMEH3Hja c€ OJHOCH
Ha 00jeKTHBHE M MepJbuBE aTpuOyTe MM KOMIIOHEHTE, YMjU OJHOC MpeMa KBaJIMTETy Takohe
3aBHCH OJ1 UHIUBUAYAIHUX NpedepeHiuja.

Iloy3zoanocm mpencraBba BepoBaTHohy mga he mnpousBojx uCHpaBHO (YHKIIMOHUCATH TOKOM
onpehenor BpeMeHCKoOT neproza. Hajuenrhe Mepe moy3naHOCTH Cy cpelbe BpeMe 10 TPBOT KBapa,
cpenme BpeMe nu3Mely KBapoBa, Kao M CTOMa KBapa 1o jeuHuIr BpemeHa. [loyzmanoct nobuja Ha
3Hauajy y MepuoJy HWHTEH3UBHOT Kopuilhewma MPOM3BOAA M y CIIy4ajy BHCOKHMX TPOIIKOBA
oapkaBama. [loy3ganoct Moke OUTH yCKO Be3aHa 3a neppopmaHnce, jep crenudukalmja mpou3Boia
neduHUIIEe MPUXBATIBUBE CTONe KBapa. OBa MUMEH3Mja HAJBHILE TOMPUHOCH OpPEHAY WIH UMHUILY
npeny3eha ¥, MO MHUIUBEHY MHOTHX KOPHCHHKA, cMmarpa ce (yHJIaMEHTaTHOM TUMEH3UjOM
KBaJIUTETa. JamaHIM Cy yIOpaBO OBY JIMMEH3H]y HWCKOPUCTHIN 3a CTHUIAmhe KOHKYPEHTCKE
MPETHOCTH Y OpOjHUM MHAYCTpHjaMa.

Vcaznawenocm je HUBO 10 KOjer M3IJIEA W ONEpaTHUBHE KapaKTEPUCTHUKE MPOM3BOJA OArOBApajy
paHuje yTBpheHuM cTaHmapauma. Y okBupy (abpuke, ycaryiameHocT ce 0OMyHO MepH yuerrhem
neQeKTHUX jeMHUIIA, @ Ha TPXKHUIITY OpojeM pekiamanuja. CTaHaapanMa ce Nperu3upajy MeTe u
30HE TOJIEpaHIIMje, alli je O] BEJIHMKOr 3Hayaja mpaheme BEMYMHE OJCTYNama O METe, YaK U aKo
BPEIHOCTH TpUIIaNajy 30HU ToJjiepaHije. OBO je moceOHO Cirydaj Kajga ce paad O MPOU3BOIBU

% Garvin, D.A. (1984), What Does "Product Quality" Really Mean?, Sloan Management Review, Vol. 26, No. 1, ctp.
25-43.
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JIeNIOBa KOJH €€ KAaCHHje MOHTHUPA]y Y APYTH MPOHW3BOJI. 30UMp U CMEp OJCTYIama I0jeInHAYHUX
JierioBa MOKe yTuiartd Ha nepdopmance mpousBona. OTyna mwjaeja 3a KOHIIENTOM 6G (HIUI. Six
sigma) Koju TeKM MHHHMAHOM OJCTymamy oja Mere. OBaj KOHICNT je 3HAYajHO JIOIPUHEO
yHarpehemy KBanuTeTa ayrToMoOmIIa janaHCKUX pou3Bohada y 0JJHOCY Ha aMepHUKe.

Tpajrocm npeacTaBiba Ay>)KUHY BeKa Tpajarmba MIPOU3BOAA U IMa €KOHOMCKE U TEXHUYKE JJMMEH3H]e.
Moxe ce nedguHMCaTH Kao BpeMe YHOTpeOe NpoM3BOAa Ipe HEro INTO IPOHM3BOZ IIOCTaHE
HEynoTpeOJpuB, MpU 4YeMy He moctoju MoryhHocT mompaBke. TpajHOCT ce Texe neduHHIIES
YKOJIMKO TocToju MoryhHocT nonpaske. Tajga TpajHOCT mpeacTaBiba BpeMe ynorpede mpousBoa 10
MOMEHTA KaJia 3aMeHa Ipou3Boja Oy/e MCIUIaTUBHja O] NaJbuX IMOMPABKH, YKIbYy4yjyhu Tpoinak
caMme momnpaBke, nparehe TpomKoBe (IOCTaBe MPOHM3BOJA), JIMYHO AHTAKOBABE M HEMPHUJaTHOCTH
KOje MOTY HacTaTu ycje] KBapa Ipou3Bo/ia (MalluHe Y paay, ayToMOOMIIa Y BOKIGH U CIIUYHO).

Oodpoicasarbe ce OJHOCH Ha Y4YECTAlIOCT, TPOIIKOBE M Op3UHY CEpBUCHpamba, alld M IMOHAIAE
cepBucepa. Heku kymmm Mory OMTH HE33J0BOJHHU YCIIYTOM YaK M aKo je Mpo0JIeM yCIIEIIHO pellieH.
KBaymrer ycnmyre yrmue Ha wmmui npemyseha, kao m Ha mnpodurabmiHOCT. 300r TOra MHOTH
npousBohaun OpUHY O KBAaIUTETY MOApkKaBajyhux ycioyra KOJUKO M O CIIEMEHTHMAa KBAJIUTETA
caMHX pou3Boja. Baxkau atpubyTH oBe TMMEH3H]jE Cy: TapaHIlija CepBUCHUPaba, PE3EPBHH JICIOBH
U BUXO0Ba JOCTYIHOCT, YAAJbEHOCT CEpPBHUCA, yJaJbeHOCT J00aBibaua pPEe3epBHUX JIE€JIOBA, BpeMe
Yyekama Ha TpUjeM, NYy)KMHAa Tpajama IMOIpaBKe, Y4ECTaloCT PEAOBHHUX CEpPBUCA, JOCTYITHOCT
uHpopmairja, Jby0a3HOCT U CTPYUHOCT YCIYXKHOT 0c00Jba, MPOCEYHU TPOIIAK MOMPABKE, YCIOBU
rapaHifje, YCIeIHOCT eTMMUHUCAmha KBapa U CIIMYHO.

Ecmemuxa je nmpenMer cyOjeKTUBHE OIIEHE KOPUCHUKA, C 003UPOM J1a C€ OJHOCH Ha M3IJIe]l, MUPHC,
yKyC WM 3BYK MpPOM3BOAa. MapKETHHIIKH KOHIENT HACATHHX Tauaka, OJHOCHO KOMOHWHAIMje
aTpuOyTa TpoM3BOJAa KOjU Haj0oJbe OAroBapajy npedepeHIrjamMa KOPUCHHKA, OPUTMHAIHO je
pa3BHjeH Ha 0a3u OBe TUMEH3HM]je KBAIUTETA KOja JONPUHOCTH UACHTUTETY OpeH/ia Ul KOMIIaHH]e.
C oO3upom ga Kymail olemyje KBaTUTET MPOW3BOJa Ha 0a3u OBe AMMEH3Hje, 300T pasiuke y
nepieniyjamMa Hiuje Moryhe 3a10BOJbUTH IIEIOKYITHO TPXKUIITE, TaKo Ja ce mpenyseha ycmepasajy
Ha TI0jeTUHE TPXKUIIHE CETMEHTE.

Ilepyunupanu kearumem je Takohe cyOjeKTHBHA AMMEH3Uja KBaiuTeTa, Oynyhu na ce 3acHuBa Ha
KyITUY€BOM JIMYHOM HMCKYCTBY Ca IPOM3BOAOM U CTEIEHOM 3a/I0BOJECTBA KOj€ JUPEKTHO yTHUYE Ha
J0KHUBJHEHU KBaJHUTET. Pekiiama, OpeHa u uMHUI UMajy 3HavajaH yTUIaj] Ha MEepUUIUPAaHN KBAIUTET,
Hekana u Behu o oOjekTuBHUX arpuOyTa mnpowusBoja. Pemyranuja je OCHOBHU €JI€MEHT
MEPUUIHPAHOT KBAIMUTETA, YMja MOh MpOM3Ja3u W3 aHAJIOTHje N1a je KBAJUTET MPOHM3BOJA JaHAC
CIIMYaH KBAIUTETY jydepallber MPOu3BOJa, WM JIa je KBATUTET MPOU3BO/Ia HOBE JIMHU]E CITUYaH
KBaJIUTETy nocTojehux mpousBoja nator mnpeayseha.

Crparerujcku 3Hauyaj JUMEH3Mja KBAJIMTETa IOTHYE OTyAa mTo npenyseha wmory crehu
KOHKYPEHTCKY NpPEIHOCT JaBameM npuoputera ojapehenum numensujama. Ha oBaj HauuH,
npenyzeha ce Mory mpoOMTH Yak M Ha BPJIO KOHKYPEHTCKOM TpPKHUINTY, TaKO IITO he akieHar
CTaBUTH Ha ycCaBplIaBame TUMEH3Hje KOJy Cy ocTaiu npousBohaunm 3anemapunu. M300p Huie
KBaJIUTETa MPEJICTaBJba MPBH KOPAK Y OCTBAPHBAKY KOHKYPEHTCKE MPEIHOCTH, HAKOH 4era CIeIu
UCIYICHE OTNIEPAaTUBHUX 3aXTEBA.
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CekTop ycnyra je cienuduyan 300T Tora MITO Cy ycayre HeonurubuBe. Heku ox mpoGiema koju ce
jaBJbajy NPHIIMKOM MEPeHha KBATHTETA YCIyra Cy: 2

® PA3NUYUTH JbYIU UMA]y PA3IMUUTA OYCKUBAKA Kajla Cy MMUTAKY YCIYTe,

e Kylmmu MOTYy OWTH YYECHHIM Y TpYyKamy YCIyre, ma CaMUM THM JHPEKTHO yTUYY Ha
KBaJIUTET YCIIyTE;

® pa3MKe y JIMYHOCTH MpyXaola M NpUMaolia yciayre Takohe yTHUYy Ha TNepleniuje o
KBaJIUTETY U

e y ciydajy yciyra, Kymal MOXE MMaTH YaK W 3aXTeBe 3a KOje MpyKajiam yclyre Huje
00y4YeH, IMTO ce MOXKE IMOKa3aTH Kao JIONI KBAJIMUTET yCIyre, 0K ¢ Ipyre cTpaHe, MpOu3BOJI
MMa KOHKpETHE U 100po AehuHrucaHe PyHKIM]je U Kylall jé CBECTaH rpaHuIla IPou3Boa, Ima
OIICHYj€ KBATUTET Y OKBUPY TUX TPAHHIIA.

Parasuraman u ap.”’ wiaeHTH(QUKOBANM Cy AMMCH3Mje KBAIMTETa YCIyra, Koje ce y OpOjHHM
npeny3elinMa I1upoM CBETa KOPUCTE 38 MEPEHE KBATUTETA ephopMaHCu:

® ONUIUBWBU CICMCHTH,
® TIOY3/aHOCT,

e Op3uHa,

® YBEPJHUBOCT U

e emmaryja.

Keanumem onunmusux enremenma, koju oMoryhaBajy u NoTIoMaxy Ipyxamwe yciayre, JUpeKTHO he
yTUIATH Ha MepUeniujy Kynama o KBaJuTeTy yciayre u uMmuyy npexyseha. To ce ogHocu Ha
BEJIMYMHY U ypeheme mpocTopa, OCBETILEHOCT, TOILIOTY, 00je, HaMEeIITa]j, MpOoIaral/iHu MaTepuja
U CIIUYHO.

Iloy30anocm TipelicTaBiba HAjBAXKHU]Y JUMEH3M]y KBAJIUTETa yciayre, ¢ 003UpOM Jla ce OJHOCH Ha
CIOCOOHOCT J1a ce TayHO 00aBu obehaHa yciyra.

bp3una ce Moxe OTHOCHTH Kako Ha AYKHHY Tpajama YCIIyre, TaKO U Ha Op3MHY pearoBama Ha
3axTeBe, kajbe, mpobiseme u ciauuHo. OBa JUMEH3Uja y BEJIMKO] MEpPHU OIpeaebyje KBaJIUTET
yciayre, ¢ 003UpoM Jja IyTro YeKame Ha N3BPIICHE YCIIyre, Kao U Tpajame caMe yCIIyre, MpeacTaBiba
HemTo mTo BehmHa Kymana >xenu na muzberne. Kymium cy moceOHO OCeT/bUBU Ha OBY JUMEH3H]Y
YKOJIUKO UMajy Mpo0sieM Koju Tpeda perInTH.

Veepwusocm noMuHupa y cUTyalyjama Kaja Kymall HUje y CTamy Jla OLIEHM KOMIIETEHTHOCT
IpyXaola yciyre, a y IUTamy Cy CKyIe YCIyre, Uil YCIyre Koje MOTy HapyIIUTH 31paBJbe, U3TIIe]
WM UMOBUHY Kymnua. OBa AMMEH3Hja ce OJHOCH Ha CIIOCOOHOCT yJIMBama MOBEpema KyMniuMma Ja
he yciyra MCyHUTH HKUXOBA OUYEKHBAHhA.

% Madu, C. N. (1998), Strategic total quality management, in: C. N. Madu (Ed.), Handbook of Total Quality
Management, Kluwer Academic, London, ctp. 155.

2" parasuraman, A., Zeithamel, V., Berry, L. (1984), A Conceptual Model of Service Quality, Marketing Science
Institute, Cambridge, ctp. 84-106.
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Emnamuja ce nedununie kao TpeTupame CBAKOT KyIIla MOj€IMHAYHO Ca MaKHOM U pPa3yMEBaEM,
Kako OM ce OCeTUIIU BaXKHUM U TOCEOHUM.

HaBenene numeH3uje KBaauTeTa MPEJCTaBJba)y OCHOBY Ha K0jO] KYIIIM 3aCHHMBAjy TEPIENIHje O
KBaJUTETY yciyre. Ha olieHy kBanuTeTa yciyre yTuuy U O4eKHBamba Kyraia, ma he HUBo KBajauTeTa
3aBHCHUTH OJ] TOTA Jia JIN aKTYeIHO MCKYCTBO MPHIIMKOM TIpyKama yciayre HaaMmallyje, 3a10BoJbaBa
WM HE33/I0BOJbaBa HHXOBA OYCKHUBamba. Y TOM CMHCIY, KBAIUTET YCIyre ce yTBphyje Ha OCHOBY
pasiuke u3Meljy OdeKMBAmA M 3amaama Kymana.”’ Ha ciumm 2 TnpHKasaH je MOJe] KBaldTeTa
yCIIyre Ha OCHOBY KoOjer je Moryhe OJmKe OapeIuTH Y3pOK HEeJ0CTaTaKa Uik ja30Ba y 1<BaLJII/ITeTy.29

Crnuka 2. Mojen KBajquTeTa yciayre
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W3sop: Parasuraman, A., Zeithaml, V., Berry, L. (1985), A Conceptual Model of Service Quality and Its
Implications for Future Research, Journal of Marketing, Vol. 49, No. 4, ctp. 44.

%8 Cennh, P., Cennh, B. (2008), Menaymenm u mapkemune yciyea, lpusma, Kparyjesar, ctp. 444-446.
 parasuraman, A., Zeithamel, V., Berry, L. (1985), A Conceptual Model of Service Quality and Its Implications for
Future Research, Journal of Marketing, Vol. 49, No. 4, ctp. 41-50.
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[IpBu ja3 mpencrtaBiba pa3nuky u3Mely OdeKnMBama Kyrama W TepIeniiyje MEHalIMeHTa O THUM
ouekuBamnMa. Kako 6u ce 0Baj ja3 y 3HaIY MUHUMH3UPAO, TOTPEOHO je MCTPAKUBATH TPIKHUIITE,
OJTHOCHO MOAPOOHO ce MHPOpMHUCATH O TOME ITa KyHiu xene. Jpyru ja3, mo3HaT Kao ja3 y
CTaHIapAWMa, OJHOCH C€ Ha pas3IuKy Koja Hacraje wu3Mmel)y meprieniuje MeHaIMeHTa o
OUeKMBaWkMMa Kylalla U OCMHUIIUbeHe yciyre. Uecto Hactajy moremikohe y mpeBohemy 3axTeBa
Kylana y KOHKPETHY YCIyXHy noHyny. Tpehu ja3 Hactaje yciien pasiuke y Ipykamwy yCiayre y
OJTHOCY Ha yTBpheHe cTaHIapie v NpeAcTaBiba OJTOBOPHOCT 3aIOCIICHUX KOJU CTYIAjy y YCIYXKHY
MHTEpaKIM]y ca Kymnmnuma, y3uMmajyhu ma cy crangapam ao0po nedunucanu. Hajuemhu y3poum
HEJIOCTaTaka y KBAJIMTETY OBOT THIA Cy cllaba MOTHBAIlH]a 3aIlOCICHHIX, HEJOCTaTaK KOMIICTEHIIH]E,
HeaJIeKBaTHA TEXHOJIOTHja U CIMYHO. UeTBPTH je ja3 y KOMyHUIIUPaby, KOJU MPEACTaBba Pa3IuKy
n3mely yciyxxnaor ooehama u cTBapHO Mpyx)eHe yciyre. Y cnykHa odoehama y BETUKO) MEpH YTHIY
Ha OYCKMBama Kymara, Tako J1a, ykoiuko npeaysehe obehasa Buimie Hero mro je y moryhHocTu n1a
NOpPY)KH, Kao pe3ysiTaT HacTaje Meplerniyja o JIONeM KBAJIMTETy yciayre y ounmMa Kymama. Kao
pe3yATaT jeJJHOT WM BUILIC MIPETXOIHO HABEIICHHUX ja30Ba I0jaBJbyje Ce METH ja3, OJHOCHO pa3iinKa
n3Mel)y youeHe ¥ OYeKHBaHE yciyre Koja he onpenenuT 3a0BOJbCTBO MM HE3aI0BOJHCTBO KYIIIA
KBaJIUTETOM yCIIyTE.

Gronroos®  pasmukyje TexHMYKH W (DYHKIMOHATHM KBATMTET YCIyre d9mja KOMOHMHAIHMja
orperiesbyje UMHUI YOIy XKHHUX npeay3eha. TeXHHIKU KBaJUTET OJTHOCH C€ Ha MAaTEepHjaiHH CaapiKaj
Yy YCIY)KHO] HWHTEpaKIWjHU, OJHOCHO Ha ONUIUBMBE eneMmeHre ycimyre. C apyre crpaHe, ToOJ
(GYHKIIMOHAJTHUM KBAJIMTETOM II0/Ipa3yMeBa C€ HAYWH IpY)Kama yCIyre W OJHOCH CE Ha HhCHE
HEOITUIIJBHBE EIIEMEHTE.

PazymeBame kBanmuteta y mpeay3ehy mMoke na ce pasnukyje usmely dyHkuuja. 3amocieHu y
MapKETUHTY KBaJHTET IIOCMAaTpajy Kao HHBO YCArJIAIEHOCTH KapaKTEPUCTHKA MPOHM3BOJIA U
nepueniyja KopucHuka. OHHM 3acTynajy TpPUCTYN 3aCHOBAaH Ha TPOHM3BONY M KOPHCHHKY.
Wnxemwepy 3acTymnajy MpHUCTYNl 3aCHOBaH Ha Mpou3BOJy, (okycupajyhu ce Ha JeduHHCame
KapakTepUCTHKa IPOU3BOAA. 3aloClieHH Yy TPOU3BOJAKBM KBAIUTET IMOCMATpajy Kao CTeleH
ycarjameHocTd ca creuupukanyjamMa M LOUBEBHMA, OJHOCHO M3 IEPCIEeKTUBE MpUCTYIa
3aCHOBAHOI Ha NPOM3BOJWBH. MehyTuMm, OCTBapuBame KOHKYPEHTCKE MPEAHOCTH IOJpa3yMeBa
CBECHOCT CBHX MOjEJMHAIIA O OCTAJIUM TIepCIeKTHBaMa KBaJUTETa, HE CaMO OHOJj KOja UX JUPEKTHO
notuue. Ce mocioBHe (yHkiuje mpeayzeha Tpeba ma Oyny ykibydeHe y cucTeM o0e30ehema
KBaJIUTeTa M3 pasziora mTo cy MelycoOHO TmoBe3aHe H YCIOBJbeHE. ['pemke ce HEepeTKo
MYJITH