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1. European Approach of TQM in Relation to Management
Standards and Good Practices

SME Counselling project aims at improving social skills of SMEs managers, therefore
facilitating the use of TQM principles for performance improvement. In addition to quality
management systems, already used by many SMEs, a more sustained improvement is
possible by applying the total quality management (TQM).

Both ISO 9001 and the TQM are suitable to reach the expected quality of an organisation,
but differ in their systematic approach to keep the system in order and to manage continuous
improvement. Total quality management, as the word explains is not only dedicated to the
production process, but also to other parts of the organisation.

Total quality management is rising above the system oriented approach and makes the
connection to the needs of the customers in the society and the improvement of the quality of
the product and the organisation. The integration of quality and environmental management
systems I1SO 9001, ISO 14001, ISO 17025 and the Good Practices GMP/GLP/GCP with
TOM will lead to an organisation which is capable of reaching a high level of satisfaction for
customers, personnel and society. Companies have to look for a sense of initiative and
creativity, organisational responsibility and involvement of personnel. A focus on continuous
and specific improvement as a function of customer needs will be important to reach
customer satisfaction on the long term. Willingness for an organisation to build up a quality
philosophy containing the basic principles: self-reflection and self-assessment, ongoing
learning and co-operation within a team will be important to reach the goals for total quality
management. Core criteria like customer orientation, committed leadership, competence
development, long-range perspective, process orientation, public responsibility,
continuous improvement, learning from others, faster response, management by facts
and partnership have to be well known and implemented into the total quality system.

The TQM criteria provide useful practical questions that compel the organisation to ask
significant questions and to seek a new level of excellence. Quality Assurance as such does
not positively affect the quality of an operation, whether it is a non-profit or a business
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organisation. It is the attitude of people that makes things happen. Changing the attitude of
people is a difficult task. The only way of doing so is through awareness and dedicated
practical training. To make an organisation aware of its impact on their direct customers and
its dependency from clients in the society in its chain of relations with suppliers, sponsors,
customers and society. The starting point for success is to develop a common vision about
the combined role of Quality Assurance and Total Quality Management.

2. How to Foster Use of TQM Principles

The method approached by the SME Counselling project is to provide specific training tools
for enabling managers to improve people results within their organisations.

At the European Union level, lifelong learning is declared the essential concept for enabling
the development of the desired knowledge-based economy. As revealed by the feedback
obtained by the European Commission during the wide consultation process for adopting the
communication “Making a European Area of Lifelong Learning a Reality”, the methods of
addressing lifelong learning are very different at national level. Thus, almost all Member
States consider re-thinking of guidance and counselling a priority. At company level, access
to lifelong learning actions is still very much restricted to those who are self-motivated (that
have already a fairly high level of qualifications). Furthermore, regardless the training offers
available, employees in SMEs are rarely involved in any learning process, due to some
essential reasons:

- employers are not aware of the competitive edges offered by reskilled and motivated employees (they
usually think that the existing skills of their workers are satisfactory, even if there is a skills gap and a
mismatch between the professional qualifications available on the market and the versatility required by
small businesses)

- scarcity of available (human and financial) resources, combined with lack of internal
incentives/constraints (such as those supported by trade unions in larger companies).

Even when deciding to give training, relative few SMEs are interested in assessing their
employees’ actual skills or training needs. Choice of lifelong learning suitable actions
(internal courses, external courses, “on-the-job” training, conferences, workshops, job
rotation, quality circles, self-learning) is made according to “fashion” or external trends.

Therefore, the SMEs managers should be able to have specific social skills to encompass
the needs of the employees.
3. Self-Assessment Tools for Managers

Here is a proposed self-assessment tool for SMEs managers. Knowing the level of
proficiency enables the manager to choose adequate tools to improve some skills or to
acquire new ones.
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((( SME manager - assessmentofyour level of skills a\

1. Orientation on management principles
. . 2. Professional leadership capabilities
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. Process definition (activity based)
.Input/outputof processes

. Product specifications

. Primary and supporting processes
. Critical steps and quality control

Assess your skills in

ourlevel?
managementof processes

OrWN PP

x
]
°
>
2

. Project definition

.Requirements of projectoutput
.Responsibilities and authorities
.Time management (milestones)

. Dividing tasks and communication
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.Knowledge and insight

. Diagnosis and success factors
.Developmentofcompetence profiles
.Implementation and communication
.Personnelconversation and education
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.Manager/ Coach /Counseller
.Development of skills
.Improvementofteams
.Coaching capabilities
.Counselling capabilities

Assess your skills in _
. . . your level?
managing / coaching /counselling
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4. International Meetings

The 3rd international meeting of the SME
Counselling project partner organisations
was organised by the Italian partners -
Provincia di Varese and API Varese, in
Varese, on 6 - 8 October 2005.
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5. Contact Information

3 P1 - ECOMET, Romania
" Address: Splaiul Independentei, nr. 313
?‘- ; Phone/Fax: + 402131 69564
E-mail: ecomet@ecomet.pub.ro Web site: www.ecomet.pub.ro

P2 - CNIPMMR, Romania
.03 -.;.m"5||.||.||. NATIONAL AL Address: str. Victor Eftimiu, nr.2, intrarea 5, parter, camera 62, sector 1, 010154

Bucuresti, Romania
INTREPRINDERILOR BICI $1 £ 0ne.” 4 40213126893 Fax.  +40213129198
MIJLOCIIDIN ROMARIA E-mail: office@smeprojects.ro;  Web site: http://www.cnipmmr.ro;
http://www.smeprojects.ro
- P3 - API Varese
ﬁ'% Address: Viale Milano 16 — 21100 Varese, Italy
gﬁ? Phone: +39-0332-830200 Fax: +39-0332-830900
4 E-mail: europa@api.varese.it Web site: www.api.varese.it
ad ROVINCIA P4 - Provincia di Varese
ML OARESE Address: Via Valverde, 2, 21100 — Varese, Italy
J(‘::I‘;:‘l-;;‘:l‘r::':‘l(liilf‘-:‘l(‘:lrl‘:ll. Phone: +39 0332 252 700 Fax: +39 0332 252 796
¢ Istruzione E-mail: Cristina.Zambon@provincia.va.it Web site: http://www.provincia.va.i

P5 - Groen QA Expert bv
Address: Rietsnyderslaan 9, 1394 LC Nederhorst den Berg, The Netherlands
A\ Phone: +31 294 257635  Fax: +31 294 257695
E-mail: gaexpert@euronet.nl

P6 — The Academy Of Humanities And Economics

Address: ul. Rewolucji 1905r. nr 64, 90-222 Lodz, Poland

Phone: +48 42 631-58-32 Fax: 48 42 631-50-32

Iamationay E-mail: mzawadzka@wshe.lodz.pl Web site: www.wshe.lodz.pl

department

P7 - Byweb Formacao e Informatica, unipessoal, Ida.

Address: Av. das Cruzes, 718, 4505-011 Lourosa, Santa Maria da Feira, Portugal
Phone: +351 227 410 133 Fax: +351 227 410 134

E-mail: tpinto@byweb.pt  Web site: www.byweb.pt

P8 - TEHNE

Phone: 40 21 316 9530 Fax: +40 21 746 5339
E-mail: office@tehne.ro Web site: www.tehne.ro
P9 - APIMM Fagaras
Address: str. Republicii nr.18, 505200, Fagaras, Romania
Phone/Fax: +40 268 212459
E-mail: cidimm@xnet.ro scapaco@yahoo.co.uk
P10 - ROMPLUS COMPUTER CENTER SRL
Address: str. Aurel Vlaicu 128, sector 2, Bucharest, Romania
Phone: +40 21 210 9397 Fax: +40 21 2119298
COMPUTER CE R E-mail: bogdan@romplus.com; rpl@dnt.ro  Web site: www.romplus.com

a EHNE Address: 37 Timisoara Bd., T10-AP78, sector 6, Bucharest 061311, Romania

This newsletter was prepared by CNIPMMR, Romania
For further information, please visit the project official web-site: http://www.smeskills.com.
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