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The paper presents the organization as a collabora-
tion of multiple and diverse constituencies and interests,
referred to as stakeholders. Stakeholder view of the or-
ganization integrates stakeholder relationships within a
company’s resource base, industry setting, and socio-
political arena into a single analytical framework. Al-
though it is not that difficult to envision a stakeholder
focus in running a business, it is exceedingly difficult to
implement such a focus. The key relationships for a
business go far beyond the relationships with its cus-
tomers to include the relationships with its employees,
as well as those with suppliers and partners, investors
and market analysts, and even government regulators,
trade associations and other entities that influence the
general business climate in which a given business op-
erates. The paper introduces an integrated strategy for
building a network of collaborative stakeholder rela-
tionships based on fundamental shift in management
philosophy and attention. Singular needs and interests
of stockholders are replaced by a focus on understand-
ing and balancing the interests of all company’s key
stakeholders. It is not easy to find mutually beneficial
relationship between organization and its stakeholders.
Quite often building a network of reciprocal relation-
ships with all stakeholders is not simple. In most com-
panies, competitive pressures keep all eyes focused on
the short term goals, making it extremely difficult to
bring long-term issues to the forefront. Traditional ac-
counting systems based on financial measures of per-
formance make it difficult to assess the impact of intan-
gibles like relationships or reputation. And collabora-
tion means letting go out of control, which is always
difficult for corporate managers schooled in the art of
competition. There comes total quality management
which can throw the new light on cooperation between
stakeholders and organization offering new solutions in
harmonization of these relationships. Comparing the
characteristics of total quality management it is further
deducted that the business aim of long term success will
be accomplished if management acts to optimise quality
of product and service to customers, subject to meeting
the needs and expectations of non-customer stake-
holders. Thereby it can be deducted that total quality
management focus on customers together with emphasis
on employees, suppliers, shareholders and other stake-
holders aims to safeguard mutual wealth consequently
strengthening the priority of all stakeholders. That
means there must be found optimum in quality, when it
does not threaten to violate the needs of other stake-
holders. From total quality management perspective
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there are three different concepts on how to satisfy dif-
ferent stakeholder interests: accommodation of interest,
alignment of interest and balancing of interest.

Establishing ground rules to ensure respectful in-
terpersonal communication helps create a “safe” envi-
ronment within which individuals feel free to express
their views, without fear of “looking stupid”, being
criticized, or otherwise sanctioned. Through positive
long-term relationships, companies identify “win-win-
win” opportunities that serve the corporation as well as
stakeholders and society.

Keywords:  stakeholders, harmonization of stakeholder
needs and interests, total quality management,
cooperation, relationships, satisfaction.

Introduction

The paper presents the organization as a collaboration
of multiple and diverse constituencies and interests, re-
ferred to as stakeholders. Stakeholder view of the organiza-
tion integrates stakeholder relationships within a com-
pany’s resource base, industry setting, and sociopolitical
arena into a single analytical framework. Although it is not
that difficult to envision a stakeholder focus in running a
business, it is exceedingly difficult to implement such a
focus (Walker and Marr, 2001; Hill, 1992; Evan, 1993). If
we try a word association game with a typical businessper-
son and say the word “business” what will we hear first?
Chances are it won’t be “people” or “relationships”. In-
stead we may hear “profits”, “management” or “stock-
market” because business still tends to be associated
mainly with money and performance. However, in the new
economy driven by knowledge assets and technology with
evolving channels of goods and services, “the leading
business organizations are already beginning to focus on
people more than on the traditional elements and indicators
of business success” (Donaldson, 1995).

The key relationships for a business go far beyond the
relationships with its customers to include the relationships
with its employees, as well as those with suppliers and
partners, investors and market analysts, and even govern-
ment regulators, trade associations and other entities that
influence the general business climate in which a given
business operates (Galbreath, 2002; Donaldson, 1998;
Mitchell, 1997). All of these relationships constitute a
complex relationship network where a change in any par-
ticular relationship can readily cascade throughout all of
the other relationships (Gass, 1997). There comes total
quality management “where quality means successfully
meeting internal and external customer (or in other words



stakeholders) expectation and zero defections” (Radder,
1998). In order to convince investors to stay with the or-
ganization and keep their shares, employees to cooperate
between themselves, customers to buy more products and
services, and suppliers to maintain strong supply chain
there is no choice but to keep positive relationships with all
stakeholder groups.

The best relationships are truly interdependent, with all
parties involved relying on and trusting the others to do
what is necessary to benefit the relationship as a whole.
They represent the quintessential “win-win” opportunity
for a business (Barney, 2001).

Scientific problem: Can the integration of total qual-
ity management principles into the aspects of satisfaction
of stakeholder needs and interests solve the problem of
harmonization of these?

Research object: stakeholders’ needs and interests
and their influence in the activity of organization.

The goal of the paper: to show the synergy and strate-
gic value of holistic approach of total quality management in
the field of stakeholder management; to present three differ-
ent concepts on how to satisfy different stakeholder interests
from the point of view of total quality management; to in-
troduce conceptual framework to assist in solving key issues
occurring in stakeholder relationships.

Research methods: logical and systematic compara-
tive analysis of scientific literature.

Organization-stakeholder relationship based
on the principles of total quality management

Modern organizational cooperation with stakeholders
diagram reveals multidimensional relationship between
them (Figure 1).
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Figure 1. Stakeholder system of organization.
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There is a significant advantage in taking a more inte-
grated company-wide approach and identifying as well as
building strategically important stakeholder relationships.
In addition to increasing organizational effectiveness and
consistency of response, this kind of holistic approach also
allows an organization to build on the synergies that occur
when positive relationships with one stakeholder group,
such as a local community, starts to have a beneficial im-
pact on other stakeholder group, such as customers (Elias,
2001). The following table summarizes the characteristics
of the old approach to organization-stakeholder relations
and introduces new one integrated with total quality man-
agement concepts where management of the relations is
seen as a collaboration process (Table 1).
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Table 1

Characteristics of old and new approaches to
corporate-stakeholder relations

Stakeholder management Stakeholder collaboration

Fragmented Integrated

Focus on managing relation- | Focus on building relation-
ships ships

Emphasis on buffering the Emphasis on creating oppor-
organization tunities and mutual benefits
Linked to short-term business | Linked to long-term business
goals goals

Idiosyncratic implementation
dependent on division inter-
ests and personal style of

Coherent approach driven by
business goals, mission, val-
ues, and corporate strategies

manager

A collaborative approach to building stakeholder rela-
tionships sees it as being reciprocal, evolving, and mutu-
ally defined (Conti, 2003; Priem, 2001). The manager is
not separate from stakeholder relationship but is part of it.
Thus the idea of “managing” relationships is not only un-
tenable but is viewed as being counterproductive for both
the corporation and its stakeholders in the long run.

Conceptual viewpoint on the strategies of
collaboration between organization and
stakeholders

It is not easy to find mutually beneficial relationship be-
tween organization and its stakeholders. Quite often building
a network of reciprocal relationships with all stakeholders is
not simple (Svendsen, 1998). In most companies, competitive
pressures keep all eyes focused on the short term, making it
extremely difficult to bring long-term issues to the forefront.
Traditional accounting systems based on financial measures
of performance make it difficult to assess the impact of intan-
gibles like relationships or reputation. And collaboration
means letting go out of control, which is always difficult for
corporate managers schooled in the art of competition
(Svendsen, 1998; Margolis, 2001; Jones, 1999 ). However,
despite these barriers, for many companies, stakeholder rela-
tionships do offer enormous potential. For some, stakeholder
relationships may even be a source of competitive advantage.

Considering the characteristics of the contemporary
business enterprise, it is deducted that in pursuit of long-
term success the latter will act to satisfy the needs and ex-
pectations of its stakeholders (Foley, 2001; Mayer, 1995).
Comparing the characteristics of total quality management
it is further deducted that the business aim of long term
success will be accomplished if management acts to opti-
mise quality of product and service to customers, subject to
meeting the needs and expectations of non-customer stake-
holders. Thereby it can be deducted that total quality man-
agement focus on customers together with emphasis on
employees, suppliers, shareholders and other stakeholders
aims to safeguard mutual wealth consequently strengthen-
ing the priority of all stakeholders. That means there must
be found optimum in quality, when it does not threaten to
violate the needs of other stakeholders.

Stakeholder theory does not present a conceptual
viewpoint about mutual agreement between organization
and its stakeholders consequently leaving the companies
themselves to decide about collaboration and thus leaving



much space for their self-will. To be successful in the long
term, collaborative partners must find third-way solutions
preventing conflicts. Creating integrative solutions pro-
vides an alternative to domination or compromise (De
Geus, 1997). As management theorist Marry Follet (Fol-
lett, 1918) recognized over fifty years ago, domination is
not usually successful in the long run because the side that
is defeated will simply wait for its chance to dominate.
Similarly, with compromise, neither side gets what it
wants, and hence the conflict will occur again and again in
some other form.

While groups need to develop strategies and proce-
dures for managing conflict in the early stages, the ongo-
ing, sometimes time-consuming and difficult struggle to
define common ground is extremely important in the long-
term. The common idea and the common will are born
together in the social process.

A lot of cases are witnessed on corporate governance at-
tempt to increase managerial responsibility for shareholder
value creation and to reconcile this wealth orientation with
stakeholder management. The reports may be viewed partly
as a reaction to the success of shareholder value and economic
value maximization strategies. A key feature of these cases is
that wealth creation and stakeholder interest reconciliation
will occur in some ill-defined “long term” (Windsor, 1999).
The Peters Report (1997) explicitly endorses a balancing no-
tion: “Companies must seek a good balance between the in-
terests of the providers of risk capital (investors) and the other
stakeholders. In the long term this should not mean a conflict
of interests”. This may imply that balancing action is neces-
sary (“must”), but that any resulting short-term interest con-
flict are resolvable (“should not mean”) in the long term. The
Dey Report (1994) states that “the principal objective of the
corporation is enhancing shareholder value and the longer
term interests of sharcholders will not be well served if the
interests of other stakeholders are not addressed”. This sug-
gests short-term balancing of interests. The report’s presump-
tion, however, is that “creating shareholder wealth in a market
economy will usually be in the best interests of stakeholders
generally”. Tt suggests that those “best interests” are also
“longer term”. The American Law Institute accepts stake-
holder reasoning: “The modern corporation by its nature cre-
ates interdependencies with a variety of groups with whom
the corporation has a legitimate concern, such us employees,
customers, suppliers, and members of the communities in
which the corporation operates”. The long-term profitability
of the corporation generally depends on meeting the fair ex-
pectations of such groups. Its principles suggest costing of
social impacts: “It is now widely accepted that the corporation
should at least consider the social impact of its activities, so as
to be aware of the social costs those activities entail. By im-
plication, the corporation should be permitted to take such
costs into account, within reason.” The term “reason” suggests
balancing of some sort.

Total quality management approach in
harmonization of stakeholder interests

All the above mentioned statements can be understood
as with increase of shareholder value there is a positive
influence on other stakeholder interests from the long-term
perspective leaving the company itself to decide whether to
cooperate or not. This attitude could not be accepted from
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total quality management perspective which distinguishes
three different concepts on how to satisfy different stake-
holder interests:

1. Accommodation of interest suggests that supply of
benefits meets or exceeds demand for benefits. As
on a bus, there are at least as many seats as passen-
gers (multiple parties are “chartering” a bus for
common use). Accommodation shows interest ac-
commodation through long term expansion of bene-
fits. Each stakeholder group gains something rela-
tive to the present, and there are fixed proportions
over time, there should be no interest conflict. It is
assumed that fixed proportions are fair proportions,
if not, expansion of benefits may ameliorate but
cannot resolve injustice.

. Alignment suggests that interests move in the same
general direction. Bus riders might get on and off at
different points or two buses might convoy together
for a trip. Alignment, which is more akin to ac-
commodation than to balancing, is different from
either. Goodstein et al. (1993) depict an organiza-
tion that has both a strategic direction or plan and
its stakeholders aligned with the direction. They
visualize alignment in terms of overall direction
shown by a large arrowhead and alignment of vari-
ous actors shown by various arrowheads pointing in
the same direction.

. Balancing preserves the possibility of competition
among interests that must be reconciled without
full resources to do so. Some tradeoffs must be
achieved. There are more passengers than seats but
some minimally satisfactory solution is found, as
standing in the aisle or changing seats periodically.

Respectful communication also depends on setting
ground rules early in the process that are accepted and
followed by all members. Establishing ground rules to
ensure respectful interpersonal communication helps cre-
ate a “safe” environment within which individuals feel
free to express their views, without fear of “looking stu-
pid”, being criticized, or otherwise sanctioned (Smith,
2000; Lijander, 1992). Respectful communication can
cover a range of verbal as well as non-verbal actions.
Often it is the details that matters.

Organization should establish the ground rules for
communication and conflict resolution before problems
arise so that members will feel free to engage in debate and
so that problems will be dealt immediately and not be ig-
nored. Ideal partners are those with excellent communica-
tion and conflict resolution skills who are committed to
cooperation and collaboration (Jones, 1992). The following
are some of the questions partners should discuss to ensure
appropriate communication:

o How frequently should we communicate?

e Who will communicate with whom?

¢ What communication channels are most appro-
priate?

e What types of information will be shared?

e What information is private?

o How will be dealt with communication problems?

o What aspect of our respective corporate cultures
might hinder communication?

e How can we overcome those barriers?



Table 2

The development of the collaborative stakeholder relationships.

Stage Task Tools/methods Results
e Assess relationship building (RB) as e Decision made to proceed with RB
a strategic direction e Strategic planning session with strategy
Creating a e Review and refine social mission, senior management e RB Strategy Group formed
foundation values, and ethics e Employee involvement process e Mission, values, and ethical guidelines
e Communicate corporate commit- e Dialogue sessions with staff reviewed and updated
ment e Employee aware and supportive
e Assess organizational readiness ¢ Employee survey * fsipsls?éee minds-sets and skill-sets
Organizational o Identify gaps and inconsistencies e Systems review . e
. L . e Systems improved to facilitate rela-
alignment o Assess systems and structures e Participative process to facilitate . . a1
Make ch ded h tionship building
L] . ege,e
¢ changes as neede change o Liabilities resolved
e Status report on current relationships
e Inventory and assess existing rela- completed
tionships e Inventory questionnaire e “Best practices” established
Strate e Benchmark best practices e RB Strategy Group workshop e Priorities identified
8y e Meet with stakeholders e Environmental scan e Views and needs of potential part-
development . .
e Refine goals and prepare strategy e Informal dialogue with stakeholders ners understood
e Set up internal structures o Stakeholder team meetings e Goals clarified
e Begin action planning o Stakeholder teams formed
e Strategy and action plans put in place
e Exchange information . .
nang . . e Access to larger pool of information
o Clarify expectations and perspectives .
. o Face-to-face meetings e Increased trust
o Identified common goals . . . ..
o o On-line information system, e-mail e Shared language and vision
e Develop organizational structures e . . .
o . oo e Facilitated workshops e More integrated relationships be-
Trust building e Clarify roles and responsibilities, short- A, . o
o N e Empirical observation tween organizations
term objectives, and timelines . . .
. o ., | e Dialogue e Innovative solutions
e Develop and implement “first projects - . .
. . e Conflict resolution e Enhanced reputation for both or-
o Identify and resolve areas of conflict o . .
g ganizations with successful projects
o Ensure availability of resources
e Impact of relationship building on
. Des_lgn and conduct stakeholder e Stakeholder audit corporation measgreq
Evaluation audit e TInternal dialosue e Regular communication channel
o Celebrate success e Recoenition agnud reward with established stakeholders
e Learn from failures ognitio e Values aligned between stakeholders
and the corporation
e RB Strategy Goup workshop
Repeat e Repeat steps and refine approach e Consultation with members of e Relationships continually improved
stakeholder teams

Communication can be particularly challenging in
low-trust, high-stakes situations (Jensen, 2000). In these
situations, individuals’ behavior will be shaped by their
perceptions. If they don’t trust others in the group, if they
don’t feel they have control over decisions that will be
made by the group, and if they believe they could be nega-
tively affected by the decision, they will be unable to proc-
ess information. In low-trust situations, people also be-
come highly selective about what sources of information
they choose to receive and which information they believe.
Cognitive static or mental noise will interrupt their ability
to hear what others are saying and communicate their own
feeling accurately (Clarkson, 1995).

Partners in successful relationships learn how to deal
with the conflicts, pursue mutual consensus because each
stakeholder or its groups are interdependent, benefits from
the success of the other though retains its identity. Devel-
opment of stakeholder relationship undergoes different
maturity stages that are closely linked with integration of
total quality management (Table 2).

Because of the cyclical and evolving nature of devel-
oping relationships, the length and significance of the
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stages will depend on the complexity of the issues, the type
of collaborative venture, and the preexisting level of un-
derstanding between the parties (Blair, 1995).

Developing the relationship between stakeholders it is
very important to carry stakeholder analysis and implement
conflict management system. The paper introduces conceptual
framework to assist in solving key issues occurring in stake-
holder relationships (fig. 2). This framework is derived from a
review of the literature across many field of study. These in-
clude organizational management; knowledge systems and
systems thinking; stakeholder salience theory; sociology of
development; negotiation and social conflict; natural resource
management; interactive policy-making; organizational learn-
ing, and total quality management.

The first set of steps (from 1 to 5 inclusive) is particu-
larly relevant to situations in which there is no crisis, but
rather where one part is seeking to understand the dynam-
ics of a natural resource management issue or to intervene
it. Steps 6 to 9 are more specific to decision making behav-
ior by groups faced with social conflict. Almost all steps
relate to each other; hence the conceptual framework can
be read beginning anywhere.



Start here when

in a proactive, STEP 1
non-conflict Stakeholder analysis must address 3 interrelated
situation dimensions: the nature of the problem, its bounda-

ries, and those who are involved

STEP 9

Dispute resolution systems involve the use of mediators
and require that disputants shift away from negotiation
about positions to negotiation about interests.

!

!

STEP 2

Presumable stakeholders are identified bearing these
attributes: power, interest, urgency, provision of re-
sources, legitimacy, and influence.

STEP 8

Collaborative process covers 3 phases: problem
setting, direction setting, and implementation.

1!

STEP 3

Any group or organization seeking to convene
other stakeholders should first analyze its own role
and objectives and its relationship with stake-
holders it seeks to invite.

!

1!

STEP 7

Stakeholder enter into negotiation when that is seen
as the best alternative to what they could obtain
from other choices.

STEP 4

Stakeholders’ attributes are a function of the
social networks they belong to and the multi-

STEP 6

Stakeholders will make choices among three classes of proce-
dures for dealing with social conflict: joint decision making,

ple roles they play. third-part decision making, and separate action.
A\
STEP 5
Stakeholders may be identifiable but it is those empowered with Start .her e whep iFl a
knowledge and capacity who participate as “social actors”. reactive, conflictive
situation

Figure 2. Conceptual framework for stakeholder analysis and conflict management.

A stakeholder management policy is needed and has a
hard task of defining the share of benefits among stake-
holders in ways that are fair to them and fit the strategic
goals of the organization. When talking of share of bene-
fits, traditionalists become suspicious, thinking in terms of
economic benefits only (Gregory, 2003;.) These are impor-
tant, but stakeholder expectations can be satisfied in differ-
ent ways. For example, employees are very sensitive to
quality of the physical and social environment, self-
fulfillment opportunities, job enrichment, and the long-
term success of the enterprise; suppliers look for long-term
relationships, information, and cooperation.

Conclusions

1. When the organizations acknowledge that their inter-
ests could be best achieved through positive relation-
ships with others and tend to expand organization in-
terests involving the needs and interests of all stake-
holders, the opportunities to develop mutually bene-
ficial relationships increase dramatically.

2. Harmonization of internal systems and structures of
organization in order to satisfy the needs and interests
of organization stakeholders is an everlasting, continu-
ous, and multidimensional process. Top management

vant groups, and incentive system should be closely
related to the cooperation success with stakeholders
but not with the short-term financial indicators.

3. There are many different stakeholders or stakeholder

groups. Very often they bring different resources and
expectations to start and develop cooperation. Thus
can cause a lot of problems in relationship process.

4. In order to develop successful long-term cooperation

partners must find mutually defined solutions to
solve arising conflicts. Partners in successful rela-
tionships learn how to deal with the conflicts, pursue
mutual consensus because each stakeholder or its
groups are interdependent, benefits from the success
of the other though retains its identity. Establishment
of integrated solutions on the basis of the principles
of total quality management offers alternative solu-
tions to the prevailing majority when minority is left
unsatisfied or to the compromise between the parties
when both ones are left unsatisfied: accommodation
of interests, alignment or balancing.
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Dalia Susnien¢, Povilas Vanagas

Visuotinés kokybes vadybos integravimas j suinteresuotyjy Saliy
vadyba3 ir jy interesy harmonizavima

Santrauka

Siuolaikinés organizacijos veikla apima daugybés {vairiy jos sud-
edamyjy daliy ir jy interesy rySius, kuriuos galima apibrézti suintere-
suotyjy Saliy samprata. Organizacijos orientacija | suinteresuotasias
Salis sujungia rySius su jomis | viena analiting sistema, apimancia or-
ganizacijos resursus, pramonés ir sociopoliting aplinkg. Visi Sie rysiai
sudaro kompleksinj organizacijos ir suinteresuotyjy Saliy rySiy tinkla,
kur rySiy pokytis su viena i§ Saliy gali atsiliepti visoms kitoms suintere-
suotosioms 3alims, taip pat ir organizacijai. Siuo aspektu labai svarbia
reik$me igyja visuotiné kokybés vadyba, kur ,.kokybé reiskia sékminga
vidiniy ir iSoriniy vartotojy likesc¢ius tenkinima bei defekty nebuvima”
(Radder, 1998). Vidiniy ir iSoriniy vartotojy samprata nesunkiai galima
iSplésti bei pritaikyti ja suinteresuotyjy Saliy sampratai, nes visuotinéje
kokybés vadyboje visy vartotojy poreikiy tenkinimas labai glaudziai
siejasi su suinteresuotyjy Saliy glaudziu tarpusavio bendradarbiavimu.
Norint kompanijoms jtikinti investuotojus islaikyti savo akcijas, dar-
buotojus glaudziai tarpusavyje bendradarbiauti, vartotojus pirkti kuo
daugiau gaminiy ar paslaugy, o tiekéjus iSlaikyti stipry tiekimo tinkla,
sprendimo raktas yra pozityvis rySiai su visomis suinteresuotosiomis
Salimis. Kiekviena kompanija, didelé ar maza, turi savo suinteresuotyjy
Saliy rata, kuris dazniausiai apima investuotojus, darbuotojus, vartoto-
jus, tiekéjus ir bendruomenes (visuomeng).

Moksliné problema: Ar visuotinés kokybés vadybos principy
integracija | suinteresuotyjy $aliy pasitenkinimo ir interesy uztikri-
nimo aspektus gali padéti sprendziant tarpusavio rySiy harmoni-
zavimo problemas?

Tyrimo objektas: suinteresuotyjy Saliy poreikiai ir interesai bei
ju itaka organizacijai.

Tyrimo tikslas: parodyti visuotinés kokybés vadybos holistinio
pozitirio | suinteresuotasias Salis strateging vertg ir sinergeting efekto
nauda; remiantis visuotinés kokybés vadybos poziiiriu, pateikti tris
naujas nuostatas, leidziancias derinti skirtingus suinteresuotujy Saliy
interesus; sudaryti organizacijos ir suinteresuotyjy Saliy rysiy modelj.

Tyrimo metodai: loginé, sisteminé uzsienio mokslinés litera-
tiiros analiz¢, remiantis lyginamuoju ir apibendrinimo metodu.

Organizacijos ir suinteresuotyjy Saliy rySiai visuotinés kokybés
vadybos poZiiiriu

Siuolaikiné suinteresuotyjy Saliy sistemos diagrama parodo daugi-
alypius organizacijos ir jvairiy suinteresuotuju $aliy rysius. Si sistema
apima visas suinteresuotasias $alis ir atskleidzia abipusj organizacijos ir
suinteresuotyjy $aliy rysi.

Abipusiskai naudingus rySius sukurti su visomis suinteresuotosiomis
Salimis néra paprasta. Dar daznai organizacijos susitelkia { trumpalaikius
tikslus, ir joms sunku iSkelti i pirma vieta ilgalaikg¢ perspektyva.
Tradicinés saskaitybos sistemos grindziamos finansiniais rodikliais ir
susiduria su dideliais sunkumais vertinant nematerialiyjy rySiy ar
reputacijos svarba. Daugeliu atveju vadovams sunku pereiti nuo
vadovavimo prie bendradarbiavimo savokos, apimancios didelj
potenciala, ir sukuria konkurentinj pranasuma. Sioje situacijoje labai
padéty visuotinés kokybés vadybos idéjos, kad kiekvienas vidinis ar
iSorinis vartotojas, t.y. suinteresuotosios Salys, yra labai svarbios
kompanijai ir be ju ji negaléty ne tik konkuruoti, bet ir egzistuoti. Taigi
galima teigti, kad visuotinés kokybés vadybos orientacija | vartotoja,
kartu akcentuojant darbuotojuy, tiekéjy, akcininky ir kity suinteresuotyjy
Saliy svarba organizacijai, siekia uztikrinti abipusg¢ gerove, stiprindama
visy suinteresuotyjy Saliy prioriteta. Vadinasi, optimizuojant gaminio ar
paslaugos kokybg vartotojui, sudaromos prielaidos tenkinti ir kitas
suinteresuotasias $alis. Taiau S$iuo atveju turi buti surasta optimali
kokybé¢ (Foley, 2001), kurios siekis nepazeisty kity suinteresuotujy Saliy.



Konceptualios nuostatos dél strateginiy bendradarbiavimo rySiy
tarp organizacijos ir suinteresuotyjy Saliy

Suinteresuotyjy $aliy teorija niekur nepateikia konceptualiy nu-
ostaty, kaip surasti suinteresuotyjy Saliy interesy tarpusavio sutarima.
Kadangi néra aiskiy kriterijy, kompanijoms apie tai palickama pac¢ioms
spresti, o tas salygoja tam tikra savivalg. Norédami palaikyti ilgalaiki
sékminga bendradarbiavima, partneriai privalo surasti abipusiskai ten-
kinanc¢ius sprendimus konfliktams sprgsti. Integruoty sprendimy suk-
rimas siilo dominavimui ir kompromisui alternatyva. Dominavimas
néra sékmingas todél, kad kita Salis paprasciausiai laukia savo galimy-
bés pranokti ir pradéti dominuoti. Kompromiso atveju néra gerai tai,
kad né viena pusé negauna to, ko noré¢jo, taigi konfliktas kas kart kita
forma pasikartos.

Nors grupés iSvysto strategija ir procediiras konfliktams spregsti
pradinése formavimosi stadijose, taciau toliau vykstanti ilga ir sunki
kova ieskant bendro pagrindo yra labai svarbus ilgalaikés perspekty-
vos poziliriu. Bendra idéja ir bendri ketinimai gimsta kartu so-
cialiniame procese.

Suinteresuotyjy Saliy interesy harmonizavimas visuotinés
kokybés vadybos aspektu

Daugelis moksliniy straipsniy, besiremianciy tradicinés vadybos
principais,leidzia suprasti, kad akcininky vertés didinimas teigiamai
nulemia kity suinteresuotyjy Saliy interesus ilgalaikés perspektyvos
pozitriu ir paliekama paciai kompanijai sprgsti, ar ji norés bendradarbi-
auti, ar ne, o $i nuostata prieStarauja visuotines kokybés vadybos prin-
cipams, kuriuos geriausiai isreik$ty trys savokos, susijusias su poreikiy
tenkinimu:

1. Interesy pri(si)taikymas (accomodation), kai naudos pasiila
atitinka ar virSija jos poreikius. Interesy prisitaikymas jmano-
mas iSplétus naudq ilgalaikéje perspektyvoje. Kiekviena su-
interesuotoji Salis ka nors gauna dabartyje, o ateiCiai nauda
atitinkamai paskirstyta, ir tai neturéty sukelti interesy kon-
flikto. Paskirstyta turi biiti teisingai, jei ne, tai naudos iSpléti-
mas gali pagerinti situacija, bet nei§spres neteisybés.

2. Interesy vienijimas (alignment), kai jie juda ta pacia kryptimi.
Interesy vienijimas daugiau turi bendro su prisitaikymu nei su
koordinavimu. Goodstein (Goodstein ir kt., 1993) vaizduoja
organizacija, kuri turi strateging krypti ar plang bei jos narius,
t.y. suinteresuotasias Salis, suvienytas su pasirinkta kryptimi.
Tai galima pavaizduoti kaip tuséiavidurg rodyklg, reiSkiancia
krypti, o daug mazesniy paprasty rodykliy, nukreipty viena
kryptimi, yra jos viduje ir atstovauja  ivairioms
suinteresuotosioms Salims.

3. Interesy subalansavimas (balancing) iSsaugo konkurencijos
tarp interesy galimybg, o kompromisas randamas derinant
interesus prie turimy istekliy.

Organizacija, kurdama ir vystydama suinteresuotyjy Saliy rysius,
pereina jvairias brandos stadijas (bazés sukiirimas, organizacijos pa-
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ruosimas ir struktliry suderinimas, strategijos i§vystymas, pasitikéjimo
sukiirimas, jvertinimas ir pakartojimas), glaudziai sietinas su organi-
zacijos sistemos ir kokybés vadybos integracijos modeliu. D¢l rysiy
formavimo cikliskos ir evoliucinés prigimties kiekvienos stadijos
trukmé ir svarba priklausys nuo sprendziamy klausimy sudétingumo,
ry$iy pobiidzio ir ankstesnio egzistavusio supratimo tarp Saliy.

Tobulinant rysius, reikalinga nuolatiné suinteresuotyjy Saliy anal-
iz¢ bei konflikty valdymo sistema. Siame darbe siiloma konceptuali
sistema gali padéti spresti bendravimo jvairiose situacijose su suintere-
suotosiomis Salimis problemas ir yra pagrista placia jvairiy sri¢iy mok-
slinés literatiiros apzvalga: organizacijy vadyba, Ziniy sistema ir sis-
teminiu mastymu, suinteresuotyjy Saliy svarbumo, i§skirtinumo (sali-
ence) teorija, vystymosi sociologija, derybomis ir socialiniu konfliktu,
zmogiskyjy istekliy vadyba, darnia plétra, suaugusiyjy mokymu ir ben-
dravimu, interaktyvia politika bei organizaciniu mokymu.

ISvados

1. Kompanijoms pripazjstant, kad ju interesai gali buti pasiekti
per bendradarbiavima su kitais ir tada, kai savus interesus pra-
plecia, atsizvelgdamos { visy suinteresuotyjy Saliy interesus,
zymiai padidéja galimybés kurti bei vystyti abipusiskai naud-
ingus tarpusavio rysius.

2. Vidiniy organizacijos sistemy ir struktiiry derinimas, tenkinant
suinteresuotyjy $aliy poreikius, yra nuolatinis, nenutriikstamas
bei daugiamatis procesas. Auksciausias vadovy lygmuo turi
aiskiai ir nuolatos remti bendradarbiavima su suinteresuoto-
siomis Salimis, darbuotojai turi suprasti savo atsakomybg rySiy
palaikymo procese, komunikacijy sistemos turi biiti visiems
prieinamos, o pripazinimo ir paskaty sistema turi biiti susieta
su s¢kme bendraujant su suinteresuotosiomis Salimis, o ne su
trumpalaikiais finansiniais rodikliais.

3. Organizacijos suinteresuotosios Salys gali buti labai jvairios.
Jos daznai su savimi atsineSa skirtingus iSteklius bei likescius
partnerystés rySiams uzmegzti ir vystyti, o tai gali kelti jvairiy
bendradarbiavimo proceso problemy.

4. Norédami palaikyti ilgalaiki sékmingg bendradarbiavima, part-
neriai privalo surasti abu juos tenkinancius konflikty sprendimus.
Integruoty sprendimy sukiirimas, remiantis visuotinés kokybés
vadybos principais, sitilo daugumos dominavimui (kai lieka
nepatenkinta mazuma) ir kompromisui, kada abi Salys lieka
nepatenkintos, alternatyvius sprendimus, susijusius su poreikiy
tenkinimu: interesy pri(si)taikymu, interesy vienijimu, interesy
subalansavimu. Sékmingai besiklostanciuose rySiuose iSmok-
stama valdyti konfliktus, siekti bendro sutarimo, nes suinteresuo-
tosios Salys tampa i§ dalis priklausomos viena nuo kitos, sickda-
mos bendros naudos, nors ir i§laiko savo identiteta.

Raktazodziai: suinteresuotosios Salys, suinteresuotyjy Saliy poreikiy ir
interesy derinimas, visuotiné kokybés vadyba, bendradar-
biavimas, rysiai, pasitenkinimas.
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