Haykoeo-mexHivHuli 36ipHuk Ne109

1. Lundgren H. Sacred cows and the future — orchia@ge of system in the labour mar-
ket. — Stockholm: SAF, 1998. 25.

2. TyuxoB A.W. TpynoBble OTHOIICHUs Ha coBpemeHHoM dtane // [Ipobnems! yrnpasie-
HUSL TPYZOBBIMH PECYypCaMy Ha COBPEMCHHOM dTare:MeXBYy30BCKUi COOPHHUK HAydHBIX CTa-
tei. —CI16:M3a-8o CII6YD®,1995.

3. 3aBinoBceka ['.T. ExoHoMika mpani: HaB4. noc. — 39€ BuA., 6e3 3miH. — K. KHEY,
2007. — 304.

4. JleontseB B. Bynymee mupoBoit sxonomukw // [EnextpoH. pecypc]. — Pexxum gocrymy:
http://econtool.com/budushhee-mirovoy-ekonomikituh

5. Heticour JI. Merarpeunst. —M.: U3-Bo ACT, 2003. — 384.

6. bamun [1. I'psinyniee noctuHaycTpUuagbHoe odmectBo. —M.: Akanemus, 1999. — 23%.

7. Oxonomuka tpyzaa / nox pen. H. A. Topenosa. — 2€ uzn. — CII6.: [Tutep, 2007. —
704c.: wn. — (Cepust «Y9eOHUK TS By30B»).

8. [Ipacon B.M. Exonomika npani Ta coliagbHO-TPYIOBI BiTHOCHHH: HABYAIBHUI MOCI-
ounk/ B.M. Ipacon. —X.: XHAMI, 2007. — 264.

9. ExoHomika mpaiii Ta COMiadbHO-TPYAOBI BimHocuHu: HaBd. moci6. / O.1. Dmsm,
C.C. I'punkesuu. —K., 2010. — 476.

Ompumano 31.05.2013

YJK 65.011.1:65.018

PATRIZIA GAZZOLA, Assistant Professor, PhD
Faculty of Economics, Insubria University

TQM ASAN ACCELERATOR FOR THE DIFFUSION OF CSR

The paper is aimed is to understand how Total Quslanagement (TQM) can act as a
foundation for developing Corporate Social Resgdilitsi (CSR) within Public Organizations,
especially those wishing to make an approach tosvargellence in order to optimize deci-
sion-making, to improve human resource managenpertlic finance and quality of public
services.

AmHanizyeTbes, SIK 3aranbHe yrnpasiaiaas skicto (TQM) Moxe BHUCTynaTH B SIKOCTI OCHO-
BH JIUIsl PO3BUTKY KOPIIOPATHBHOI cowianbHol Bianosinansaocti (KCB) B nepxaBHux oprauiza-
LiX, OCOONMBO B THX, SKi CIIPAMOBAHI Ha 3aCTOCYBAHHS ITiJXOy [0 BIOCKOHAJICHHS 3 METOIO
onTuMizanii NPUIHATTS PillleHb UL HOJNINIICHHS YIPaBIiHHS JTIOACEKUMHI PECYPCaMH , Jep-
JKaBHUMH (piHAHCAMU 1 SIKICTIO CYCIIIBHUX MOCIYT.

Amnanusupyercs, kak BceoOuee ynpasienue kadectsoM (TQM) moxer BeicTynaTh B Ka-
YECTBE OCHOBBI [UISI Pa3BUTHS KOPIIOPATUBHON cormansHoil orBerctBerHHOcTH (KCO) B rocy-
JIAPCTBEHHBIX OpPraHU3allUiX, OCOOCHHO B TEX, KOTOPhIC HANPABIICHBI HA IPHUMEHEHHE MOAX0/a
K COBEPLICHCTBOBAHHUIO B LIEJIAX ONTUMHU3ALNY TIPUHATHS PEIICHUH, JUISl yITy4IICHHs yIpaBie-
HUS 9eIIOBEUECKUMHU PeCypcaMH, TOCYIapCTBEHHBIMH (PUHAHCAMH M Ka4eCTBOM OOIIECTBEH-
HBIX YCIIYT.

Keywords: CSR, Total Quality Management, public organizadiaethic.
1. Introduction: CSR for Public Organizations
CSR is «the voluntary integration by firms of thewocial and envi-

ronmental concerns and their business operatiothisaations with the in-
terested parties». «To be socially responsible sy@ah only fully satisfy-
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ing the legal obligations but going further andeasting more in human
capital, in the environment, and in relations wiitle other interested par-
ties» [ 29].

This is a clear message to organizations: they moisintarily con-
tribute to the progress of civil society and thegarvation of the environ-
ment by bringing social and ecological valuation® ithe business trans-
formation and into the governance relationship wtdkeholders.

That growth is held to be sustainable which urtiteseconomic, envi-
ronmental [9], and social activities of every hunzativity while maintain-
ing its impact on the economic and financial cayaoif the system in
which it takes place.

CSR includes three areas of interface betweenrgenation and its
stakeholders:

a. the social area, with the aim of improving the uefice of the
public enterprise and sustaining social developnierthe community it
operates in or in other regions;

b. the environmental area, with the objective of dffety managing
the material and energy resources, reducing toninémum possible level
the environmental impact of the organization's\étigs;

c. the economic area, which can be included underctireept of
corporate governance, understood as the respettiebgrganization's top
management for the basic rules of behaviour in rotde guarantee a
transparent and effective strategic governanceditigd at the creation and
distribution of value.

The objectives of public organizations must thusabbieved by bal-
ancing short-term priorities and long-term needsfaict, only in this way
will the strategies of public organizations coireidith the need for a sus-
tainable growth that respects the fundamental lltand social values.
Thus, focusing on structural and human capitathasEuropean institutions
themselves suggest when they defined the meani@B&, means making
social responsibility an important investment irstainable growth and at
the same time an equally important investment éndfganization's reputa-
tion and longevity.

The European system has always asked the variganiaations to
assume a responsibility for the quality of lifeth&ir employees and their
rights, for the territory they operate in, and tow respect for the environ-
ment. The European Commission has put forward g sempler definition
of corporate social responsibility as “the respbitisy of enterprises for
their impacts on society” [16].The public organiaat are playing a vital
role in the economic development of the country ey must follow the
same guidelines.
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2. The Ethical Foundations of Responsibility

By the ethics of responsibility we mean the manageharacteristic
whereby organizations must be responsible to thsidmiworld for the ac-
tions of their management; not only, in accordaiackaw, in terms of their
objectives, but also to the community in termsfoif,example, employment
and investment, the justice of their actions, amdrs

The changes generally under way in the economicsanthl contexts
ensure that the increased attention paid to satsfgtakeholder expecta-
tions influences the success of the organizatianaéeting new challenges:

a. globalization presents organizations with new respalities
regarding the economic situation in poor countries;

b. reputation depends increasingly on environmentétyo

c. the social sensibilities of customers has increamed is more
focussed on the organization's behaviour and dthidaes;

d. the increasing weight of human rights and workegs$its imposes
new constraints on the management of human resoimdbe entire supply
chain;

e. the growing importance of human capital undersctresneed for
personnel policies that make the most productieeai®mployees;

f. the various stakeholders demand increasing levetowectness
and transparency [43].

These factors have led to a clear evolution incitnecept of social re-
sponsibility, with a shift from a respect for stakéder expectations to the
responsible behaviour of the organization with eesgo the entire socio-
environmental system.

Social responsibility thus defines a transparegaoizational behav-
iour based on ethical values [10] and a respeceiaployees, society and
the environment [6]. In particular, the ethical @sfs of correctness, respon-
sibility, transparency, and the respect of fundamalerights play a crucial
role, since the social legitimization of managersemaction depends on
these, without which the organization could not/aug and grow; however,
this legitimization cannot be acquired unless ttganization can publicly
demonstrate that it has taken into account the atibifity of its develop-
ment plans with the shared values of the sociarenment it operates in.

3. Making Quality Sustainable in Public Organizations

The governance of public organizations in theiatiehs with the out-
side environment and the connected problem of niagagvailable re-
sources presents greater complexity than thatrfeate enterprises [24].

The idea of quality in public administration (Mags&999) was pre-
sent in the public sector in the last half of tids &nd at a wider scale in the
90s. Now quality is become “a central term in oantemporary rhetoric”
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[49], one of the subjects and central preoccupatafradministrative mod-
ernization [50].

Service quality represents an important aspectediopmance in any
organization in the public sector [44], and the lmubdministration of na-
tional states must obtain performance adopting alityumanagement
strategies. The quality of public sector is indisgable for legitimate gov-
ernance.

We can point out several features peculiar to pubdirvices that de-
termine their specificity and thus make them unjgbese can be reduced
to two conceptual constructs: the intangibility amdmateriality of the
processes and results. This explains the difficirt identifying precise
indicators, since this would entail measuring thtangible and standardiz-
ing the «non-quality», given that we are dealinthwituations where;

« the services cannot be stored and there is thiidgm of determining
the size of the production capacity;

» the service provided cannot be adjusted;

* there is a very close relation between the hueiaments regarding
both the operator and the customer-client;

« the quality of a service is a parameter of openal coherence, the
reproducibility of the processes, and effectiversess efficiency;

* managing the service means coming into contattt winumber of
partners with different needs, demands and evalugiarameters, among
which the customer, households, buyers, operattrs,

« the «instrument of work» (the operator) and thiejéct of work” (the
customer who must satisfy a need) are two peopteput into play and use
experiences, desires, fears, aspirations, meancwapetencies, ghosts,
projections, and symbols.

The above assumptions imply the need to definethwag for the
specific quality of the service to be provided thapids a mechanical trans-
position of the models of quality borrowed from rofatturing systems,
since these do not reflect the characteristicooibs services [48].

Quality means the capacity to satisfy needs, mamdlmaterial, social
and economic, which are translated into certainuireqnents that are not
generic but concrete and measurable.

Regulations, whether cogent technical rules or malty technical
regulations, thus represent the primary refereaeen though still imper-
fect and capable of being perfected, for the cantttn and assurance of
quality; conformity to regulations is, rightly sepnsidered synonymous
with quality (within the limits, of course, perngtt by the “beneficence” of
the applicable regulation).
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Thus, even for public authorities there is an iasheg need to meas-
ure themselves by theircapacity to implement psastand activities that go
beyond a respect for regulations and that, thomgh voluntary context,
take proper account of the expectations and demahtteir stakeholders
[15].

The development of the culture and practise ofituahd the relevant
regulations has gone through a long history of uiah:

1) starting with the direct corrective approach (gyatontrol) typical
of product certification and inspection activities;

2) shifting to the indirect, preventive systems appio (quality
assurance), based on a rigid systems model stltdldy inspired by the
traditional mechanisms of industrial productionpresented by the ISO
9000 series standards in the 1987 and 1994 editions

3) moving on to the pro-active systems approach f{iyual
management), which is highly flexible and applieatsd any kind of socio-
economic activity, structured around process artdsystems elements and
based on research on effectiveness and continybirament, represented
by the 1ISO 9000/2000 series standards.

Alongside the classic demand for quality mentioabdve, there has
been a demand for new and more comprehensive fofiopsality, aimed at
satisfying a wider range of needs from a largeupgrof stakeholders, which
can be appropriately expressed by the term “sapality” (simply put,
quality of life) [5].

This has resulted in the system of conformity assest being asked
not only, as in the past, to represent an instrarf@@rregulating economic
exchanges but also, and above all, for improvirg“tiuality of life” in the
most complete and meaningful sense of the term.

In fact, in the modern socio-economic context puatiden and service
processes must be managed so as to ensure nathentpnformity of re-
sults to the specific functional and performancguiements in question,
but also environmental protection (understood astto-system these proc-
esses interact with), the protection of the heatfidl safety of workers, the
protection of information and, more generally, thimimization of the rela-
tive negative impact of these processes on socidtile at the same time
maximizing their positive impact (that is, in a Edly-responsible manner).

4. Therelationship between TQM and CSR

TQM is used in every type of organizations: seryvicenufacturing,
private, public, large and small organizations [ZZER influence the cul-
tures of organizations [7].
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Several studies refer to an explicit or implichkdage between CSR
and TQM. The majority of existing research suggéistd the practice of
TQM and CSR could be compatible [30; 35; 37; 55; 30

There is an important link between the movemenhefideals of qual-
ity and ethical concepts and theory based on virtaeness, rights and
freedom conceptualization of ethics. TQM can beduseboost the devel-
opment of an ethically sensitive corporate cultfg®]. “CSR could be a
natural progression for those organisations thae telready begun their
quality journey” [30].

Ethics values of quality management are quite aintib those sup-
porting CSR and reasoning that compatible ethiedles provide a com-
mon basis for the quality management and CSR. Saise logic would also
support an argument that the ethical values unierlCSR also support
quality management [56]. Wicks and Freeman argaeTQM is driven by
a set of interrelated concepts that simultaneopidgent management prac-
tices and moral values [55]. Moir (2001) argued thath TQM and CSR
share similar ethical anchors [42].

TQM can support the implementation of CSR withigamizations by
viewing CSR and TQM through the lens of ethicsdenitify ethical values
[37].

There is a relationship between CSR and TQM bectneséwo con-
cepts share common principles and require/engesichéar and compatible
moral values [37]. CSR and TQM have similar ethfcaindations and re-
quire similar organizational cultures.

The issue that has interested scholars in the GEHQM and CSR is
the degree of overlap between these two powerfdlalhembracing con-
cepts. Clearly, if the two concepts have a great slecommon then TQM,
with its greater penetration in organizations dshbpes and size, can act as
a key catalyst for developing CSR within the orgation [37]. TQM is
perceived as organization-friendly and compatibith whe primary goal of
organizations [26], while it is possible for maneg& reject CSR on the
grounds that moral principles are incompatible wlithse of rational princi-
ples [14; 2].

TQM successfully strikes a balance between the gbakganization
and doing the right thing in terms of respecting iterest of wider stake-
holders [26]. Similarly, CSR accepts the legitimad the goal of the or-
ganization, but it considers value-based behaviolar example, valuing
people and the environment — as the root to swilnperformance.
Hence, TQM can play an important part in facilitgtia deeper penetration
of CSR in a broad range of organizations [28].
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Ethics in business is not merely philanthropy buteasential founda-
tion upon which organizations are founded and thnowhich business im-
provement can be achieved and better communitieslaiged [42]. Simi-
larly, TQM is founded on ethics, which leads toangation improvement
theory and practice [45]. Thus, it can be argued @SR has always been a
major influence in organizations and that it is ngwwing more rapidly.
CSR has a strong affinity to the principles of dyahanagement.

Quality practitioners and researchers have theorespility of ensur-
ing that the ethical basis of quality is not oveked and that quality man-
agement takes a leadership role in promoting dtpieatices [59].

Therefore, CSR will not simply happen because ajamization has
TQM: to make it happen it is necessary to addrbssissue explicitly.
Moreover, it is necessary to adjust the elementE@¥1 so that they con-
sciously address facets of CSR [28].

The model in Fig.1 shows how investments made ¢dyse socially-
responsible behaviour that leads to improvementmirironmental, ethical
and social quality as well as in productivity ldadan improvement in repu-
tation and positively influence company performance

INVESTIMENTS m INVESTIMENTS
I QuALITY, ;’_J PROD UCTIVITV
[ surp\us = revenues — (variable costs + fixed costs |
Labor pmducuvity
Project quality
Functional quality
Unit material :onsumplﬂon
Enviromental quality price x Pnhli: u:ilnies volume
Ethical-social Ii
cal-soclal quality machinery capacity
Share of Gt
customer ugaomer
base il
4
Customer valuation
of CSR  J -~ Tttt
+ Loyalty
+ Trust
= Reputation

Fig. 1 — The relation between quality and CSR
(Gazzola & Mella, 2006, with modifications)
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Starting from the investments in quality and prddity, the model
shows how such investments can be decisive fofuhéamental variable
of notoriety and reputation. In fact, such investti@fluences the percep-
tion that stakeholders have of the firm, allowihgm to assess its reliabil-
ity, and generates an appreciation of the firm,clwtdre the engines behind
the trust of customers and the environment.

The investments in CSR depend on the environmejuality of the
public organization. In fact, each investment BFRCis an investment that
can maintain the value-loyalty-faith triad of thensumers and is therefore
synonymous with reputation [23].

Conclusion

Quality provides: «competitive services of excelland durable qual-
ity, delivered in the shortest possible time to keérat minimum cost, and
in a manner that emphasizes human dignity, worisfaation and mutual
and long-term loyalty between the organization alhits stakeholders» [4].
This position is adopted by the American Qualitycisty (ASQ) code of
ethics, which states that quality is «knowledge akill for the advance-
ment of human welfare and in promoting the safetg eeliability of ser-
vices for public use». Thus, TQM has a foundatigialilarity to CSR in
that it has an «ethical anchor» considered es$dotidCSR development
[42; 58]. Organizations are becoming more awarbal consumers view
their impact with regard to CSR. Thus, using erptifQM conduits of
organizational change to develop CSR in organinatisill not compromise
the underlying principles of CSR or TQM [35].

The founders of modern quality management and @ghon excel-
lence — Crosby [11], Demings [13] and Juran [34bagothers — consid-
ered ethics, principles and respect for peoplesggpkinciples. For example,
Crosby stated that: «the organizations will prosp@y when all employees
feel the same way and when neither customers nptogees will be has-
sled». Deming’s 14 points highlighted the «drivimgt of fear». He advo-
cated an organizational climate where dealings éetmmanagers, employ-
ees and customers were conducted on an ethical Basan spoke of a sys-
tem of values, beliefs and behaviours, individuad &eam, created within
the organization, which are necessary for orgaiozat success. He es-
poused the view that TQM should be recognized t®rfacus on people
through the quality of working life and employedisaction. This princi-
pled basis of quality is one of the key factorg tdantify it as a key area of
influence in CSR.

In short, TQM, both historically and currently,densistent with both
the legitimate ethical and instrumental sides oRCShis congruity sug-
gests the possibility of incorporating CSR into amgations more effec-
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tively and with shorter timescales by using exptihiQM organizational
change conduits and processes [54]. In our modepsained how quality
approaches and CSR are interrelated. In the modgbassible to under-
stand how contemporary Public Organization with T@Mst not only ef-
fectively manage the quality of its services b@pamaster and implement
the ethical and instrumental sides of CSR. It'sckhat TQM can be used
as an accelerator for the diffusion of CSR. Iniportant that coexistence of
both integrated in the organization.
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