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We reflect on the activities of Department of Quality 

Management, Faculty of Economics and Management, 
Kaunas University of Technology in this article. The rea-
sons which lead to the establishment of the Department of 
Quality Management are briefly presented. Since 1997 the 
members of the department research various problems of 
quality management, co-ordinate programme for Master’s 
degree (Quality Management specialization) and commu-
nicate its research to business and public organizations. 
These three activities of the Department research, teaching 
and communication of the results of research are reviewed 
in this article. First, the topics of the research conducted 
from the establishment of the Department could be gener-
alized under these themes: Total quality management 
(TQM) as conceptual core, quality culture, quality and 
performance measurement, stakeholders’ interests har-
monization, processual approach, quality of life, wage 
administration under TQM. Research under these topics is 
reviewed. A theoretical contribution and results are dis-
cussed. Second, the courses underlying Quality Manage-
ment specialization are also analyzed. It is argued that 
during the decade more than a hundred of students became 
quality managers. The content of the courses is discussed. 
Third, the ways of communication of quality management 
methods to business and public organizations is high-
lighted. The main means of communication of TQM are: 
the Lithuanian Association for Quality Management and 
the Center for Total Quality Management. The article pre-
sents the discussion on possible and relevant research top-
ics. Five possible directions was identified: to proceed on 
research, that has been already conducted, look for new 
approaches to explain how quality is achieved, incorporate 
knowledge from other disciplines, reinterpret the main 
concepts of quality in the context of present changes, ana-
lyze the effects of quality management practices.  

Keywords: total quality management, quality culture, qual-
ity and performance measurement, stakeholders’ 
interests harmonization, processual approach, 
quality of life, wage administration under TQM. 

Introduction 
The TQM which was founded in Japan and developed 

in the USA and in other countries is being adapted in many 
different cultures and economies (Rigby, 2001). In Kaunas 
University of Technology a research and communication 
on TQM began soon after it world’s peak – in 1994 (see 
Vanagas, 1994; 1995a; 1995b). At that time the Centre for 
Total Quality Management was established. It became in-
tellectual base for the Department of Quality Management. 

The members of the Centre and Department have always 
believed that TQM could provide competitive advantage for 
organizations locally and internationally. Following this 
believe the employees research, teach and communicate on 
the quality management methods in order to help Lithuanian 
organizations integrate into world business systems.  

More than a decade of practice of researching, teach-
ing and communication on TQM in Kaunas University of 
Technology provides perfect means to reflect on perform-
ance and establish some guidelines for future. The period 
is just enough to make generalizations, if the Department 
achieves its objectives in research, teaching and collabora-
tion with business organizations. Consequently, the objec-
tive of the article is to review the development of TQM in 
Faculty of Economics and Management, Kaunas Univer-
sity of Technology: research, teaching and communication 
of results perspectives.   

The article begins with a short historical overview of 
the establishment of the Department. The main part of the 
article is devoted to a review of research topics and re-
sults achieved by the members of the Department. The 
other part skips through teaching and collaboration with 
business and public organizations in order to convey the 
achievements of quality management for practice. The 
article is ended with the discussion on possible opportuni-
ties for research on quality management.  

Establishment of the Department of Quality Man-
agement  

The beginning of quality management in Faculty of 
Economics and Management of Kaunas University of 
Technology (KTU) is indicated by the establishment of 
The Centre for Total Quality Management. The Centre 
was established in 1995, according to the international 
project "Sustainable Development and Environment" 
(Tempus, Phare, 1994-1997), which was realized together 
with the universities of Angers (France), Greenwich 
(UK), Limerick (Ireland) and French company “Erles”. 
According to this project students and lecturers from 
KTU visited the universities participating in the project. 
The experts on TQM delivered lectures in KTU. The 
main result of this project was the establishment of the 
Centre. The Centre activities include the following fields: 
research, consultations, training and public education of 
TQM. The essential goal of the Centre was twofold: sci-
entific - to study specific conditions required for the im-
plementation of TQM, EFQM Excellence model and 
quality management systems based on ISO 9000 family of 
standards in Lithuanian organizations, and prepare rec-
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ommendations how those conditions could be created, 
and applied - to initiate and support the implementation 
of TQM, Excellence Model and ISO family standards.  

In the conceptual and material basis of the Centre the 
Department of Quality was established in November of 
1997. Prof. dr. Povilas Vanagas was the head of it till 
2007. The Centre became part of the Department and 
continues its activities until these days.  

The Department defined its mission:  
− To expand the world-class teaching and research 

activity.  
− To use the results of our research for teaching en-

gineers, master and doctoral students of Quality 
Management specialization 

− To provide Quality Management information to 
society in general and senior staff of companies in 
particular.  

In the next section we review the research of the de-
partment.  

Topics of Research on Quality Management 
TQM as a conceptual core. The source of research 

of the Department lies at a conceptual core of quality 
management: TQM. The conceptual framework for re-
search of TQM in Lithuania was put by P.Vanagas in 
1994-1995. This was a dynamic period for field of quality 
management. Managers issued desperate call for research 
on TQM in order better understand antecedents and ef-
fects of TQM (Robinson et al., 1991). Research on TQM 
entered academic journals: Academy of Management 
Review published the issue on TQM, Hackman and 
Wageman (1995) concluded that TQM exhibits conver-
gent (there is an agreement about the principles and prac-
tices of TQM among founders of TQM) and divergent 
validity (as articulated by founders TQM could be distin-
guished from other organizational improvement pro-
grams), Powel (1995) found empirical evidence that some 
of elements of TQM could provide competitive advan-
tage. Following the international frontier Vanagas (1994; 
1995a; 1995b) defined TQM as customer oriented ap-
proach to management. It could be explained by mutually 
reinforcing principles: customer orientation, continuous 
improvement and employee participation (teamwork).  

Stancikas and Paulavičienė analyzed the relationship 
of TQM with operations management and work perform-
ance theory. Stancikas conducted research on the theory 
of work market and problems of work quality (Stancikas, 
1997). Paulavičienė analyzed questions on work normali-
zation, change of work concept, evaluation of work, 
compensation for work, the relationship of productivity 
and organizational strategy (Paulavičienė, 2002) under 
TQM. Vanagas (1997) argued for the necessity of inte-
gration of economics and management subjects with 
technology courses in universities of technology.  

Paulauskaitė (1995, 1998a) plunged herself deep in 
management theory jungle in order to find a relationship 
of TQM with other theories and schools of organization 
theory. She defined TQM through principles, practices 
and tried to locate the roots of these principles and prac-
tices in organization theory. Finally she concluded (1998, 
p.48) that TQM could be treated as “new stage of devel-

opment of management” based on tested and justified 
ideas of most of management schools, especially organ-
izational culture theory:  

- search for the highest efficiency, and efficiency as a 
value, scientific organization of work, importance of 
identification of competences, good relationships with 
employees, management by facts from Classical school; 

- the need of stakeholder interests’ harmonization in 
order to achieve efficiency; a dependence of organiza-
tional development from employees development, atten-
tion to human side of organization from Human resource 
school;    

- systems approach, a primacy of processes to ob-
jects, importance of flexibility, organic approach to or-
ganization, attention to context from Modern school (as 
she called it);  

Paulauskaitė also finds no relationship of TQM with 
population ecology, agency and resource dependency theo-
ries. In general such conclusions contrast findings of Dean 
and Bowen (1994) and look similar to Grant et al. (1994) 
which also argue that TQM challenges management theory 
proposing new approach to managing organizations. Ac-
cording to Paulauskaitė, the closest antecedent of TQM is 
theory of organizational culture, which contrasts findings 
of Spencer (1994), who found that TQM based on mecha-
nistic and organismic models of organization, therefore 
Paulauskaitė in her later works tries to prove her position.  

By refinement of TQM by P. Vanagas and its roots by 
N. Paulauskaitė the conceptual background for research, 
especially research initiated by postgraduates, was created. 
Meanwhile doctoral students moved to specific topics in 
the field of quality management. There were some timely 
and stimulating research initiated by Vainikevičiūtė and 
Vanagas (2004) and Abramavičius (2004) on situation of 
TQM in Lithuania.  

The main purpose of the research by Vainikevičiūtė 
and Vanagas (2004) has been to find out the level of 
knowledge of the TQM conception. The authors deployed 
a methodology used by Bhanugopan (2002) in order to 
compare results across one region of Lithuania and Papua 
New Guinea. The results of the research showed that the 
concept of TQM is not so well known by the managers of 
companies in the region comparing to the managers in 
Papua New Guinea, for example. The results of the re-
search cannot be generalizable on Lithuania, thus such 
findings produced positive reverberations among Lithua-
nian business society.  

Abramavičius (2004) questioned if TQM is rudimental 
or vital phenomena in Lithuania. He concluded that despite 
all necessary theoretical premises for TQM existence, it is 
far away from being vital in Lithuania, it is not properly 
valued by business society and it is not vastly applied in 
business sector. The scholar identified these main reasons 
of such situation: orientation to most fashionable manage-
ment tools and sometimes low practical level of manage-
ment by Lithuanian business organizations, unpopularity of 
quality professionals and lack of quality enthusiasm. 
Abramavičius argued that these causes could be eliminated 
by the members of university and proposed these self-
reflective counter measures: to solve problems adequate to 
practical level of management of Lithuanian enterprises, 
interpret works of classic quality writers in the contempo-
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rary Lithuanian business context, involve professionals 
form other disciplines in research and discussion on quality 
management topics.  

Aleknevičiėnė and Vanagas (2004), Vanagas (2005), 
Aleknevičienė et al (2007) responded to call of agricultural 
organizations to transform themselves and initiated some 
research on TQM implementation in agricultural compa-
nies. Žekevičienė (2003) analyzed the implementation of 
TQM in universities, Seniūnaitė (now Kašubienė) (2004a) 
in internet based companies. Paulavičienė devoted herself 
for more diverse themes as: what is the role of the leader in 
the context of TQM (Paulavičienė, 2007); what is the ef-
fect of TQM on financial performance of organizations 
(Paulavičienė and Arlauskaitė, 2007), the influence of or-
ganizational competences on the implementation of TQM. 

If senior researchers were engaged in grounding of 
conceptual core of quality management department, doc-
toral students under supervision of P. Vanagas and E. R. 
Stancikas, but guided by their own interests, were search-
ing for scientific problems and answers. Thus, some spe-
cific lines of research emerged. 

Quality culture. Paulauskaitė (1996, 1997) and 
Abramavičius and Vanagas (2000), Abramavičius (2001) 
analyzed the concept of quality culture. They saw it as the 
main aspect of implementation of TQM. Paulauskaitė 
(1998a, 1998b) initiated her doctoral thesis seeking to find 
out which means could help to change culture of organiza-
tion in order to facilitate the implementation of TQM. She 
created instrument to diagnose a quality culture of organi-
zation, which could be treated as the main theoretical con-
tribution of her research. The core of the instrument was 
based on operationalization of the principles of TQM: (ori-
entation to customer, total participation, continuous im-
provement) into 17 empirically measurable indicators. This 
research was the basis of the doctor degree (Paulauskaitė, 
1998a).  

Abramavičius and Vanagas (2000), Abramavičius 
(2001) extended the research of N. Palaulauskaitė. He no-
ticed that a paradigm emerged: ISO 9000 should be intro-
duced before TQM, thus enabling TQM to be built on a 
systems base. But the empirical data argue about the sug-
gestions that ISO 9000 may impede the pursuit of TQM. 
Based on this practical controversy the author argued that 
there is a scientific problem of integrity of the standardized 
quality systems and TQM. Thus, Abramavičius initiated 
research in order to find the relationship between the way 
organizations prepare themselves for ISO 9000 implemen-
tation, the way they implement quality system and the 
abilities to implement TQM on the basis of standardized 
quality system after the implementation of ISO 9000.  

The research contributes to organization theory in 
some ways. First, conceptual model to solve standardized 
quality systems and TQM integration problem in the aspect 
of organizational culture has been proposed. Second, the 
most effective principal way to minimize organizational 
culture gap by deploying ISO 9000 family of quality man-
agement system standard during its implementation stage 
in relationship with pre and post-standard stages has also 
been proposed. Third, direction and strength of correlation 
between the way ISO quality management system is im-
plemented and the possibilities of the organization gained 
in a post – standard phase discovered. Forth, direction and 

strength of correlation between the readiness of the organi-
zation in a pre – standard phase and the way ISO 9000 
family of quality management system standard is imple-
mented in the organization has been discovered. Fifth, 
methodological presumptions of the standardized quality 
systems and TQM integration in the aspect of organiza-
tional culture problem solving substantiated. 

With reference to the theoretical and empirical re-
search performed by Abramavičius, it is possible to con-
clude that there exists the most effective way in terms of 
minimal organizational culture gap. It can be realized 
through the way the organization is prepared in a pre-
standard period and the way it implements quality man-
agement system complying the requirements of ISO 9000 
family standards: more extensive and intensive exploita-
tion of social dimension of organization. Abramavičius 
(2002a) was granted Doctor Degree for solving the scien-
tific problem of integrity of the standardized quality sys-
tems and TQM through the concept of quality culture.  

After the doctoral thesis the scholar published a num-
ber of articles in which he tried to warn business organiza-
tions that the implementation of ISO 9000 family of stan-
dards rarely inspires a implementation of TQM, whose 
effects on organizational performance are more superior. 
Abramavičius also criticized the standards from the phi-
losophical point of view: standardization can never be a 
vehicle for continuous improvement because the very es-
sence of it is different. He also appointed the disability of 
the ISO 9000 family of standards from human resource 
aspect.  

Quality and performance measurement. Slatke-
vičienė (1998, 2002), Slatkevičienė and Vanagas (2000, 
2001a) were active scholars in the field of performance 
measurement. Slatkevičienė believed that one of the meas-
ures for the implementation and survival of continuous 
improvement is performance measurement system that 
enables an enterprise to measure and assess its approach to 
business excellence, its performance, and continuous im-
provement performance on continuous basis. Therefore she 
critiqued existing performance measurement systems be-
cause of two important drawbacks: the lack of methodol-
ogy for measuring business excellence, performance, and 
continuous improvement performance (BEPCIP) on con-
tinuous basis and there is no clear flowchart to measure 
BEPCIP in consequent order. Therefore, the author initi-
ated research in order to develop BEPCIP measurement 
system that has no above mentioned drawbacks.  

We believe Slatkevicienė has made theoretical contri-
bution as follows. First, the existing performance meas-
urement systems has been analyzed, classified and com-
pared, revealing main advantages and drawbacks. She 
evaluated 15 most popular performance measurement sys-
tems according to 10 criteria.  The scholar concluded that 
none of them met the requirements for advanced perform-
ance measurement systems, although EFQM excellence 
model met the requirements for advanced performance 
measurement systems in the best way.  

Second, BEPCIP measurement system that enables en-
terprises to measure their performance consequently and 
on continuous basis has been developed. The model com-
prised stages of evaluation, business excellence, perform-
ance, and continuous improvement performance measure-
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ment systems, and provided suitable solution to scientific 
identified scientific problem. The results of the research 
presented by Slatkevicienė (2001b) have been successfully 
accepted and the scholar has a Doctor of Social Sciences.  

Slatkevičienė also diagnosed the situation of integrate 
performance measurement in Lithuanian business organi-
zations. She analyzed four cases and compared them by 
four criteria: company’s experience in performance plan-
ning and evaluation, company’s experience in assessing 
business excellence, company’s experience in planning and 
evaluating business improvement performance and com-
pany’s experience in changing the measurement system.  
The study enabled to find out that performance measure-
ment systems of studied companies only partially meet the 
requirements of integrated performance measurement. And 
the hypothesis was confirmed that the bigger the com-
pany’s experience in quality management, the more its 
performance measurement system meets the requirements 
of integrated performance measurement. 

If Slatkevicienė was interested in integrated perform-
ance measurement, Seniūnaitė formed a promising field of 
research: evaluation of quality related issues of e-services. 
The author started from very conceptual and multidisci-
pline research on Internet information quality (Seniūnaite, 
2002) and refined such quality of internet information 
evaluation criteria system: accuracy, authority, coverage, 
currentness, density, interactivity, objectivity, promptness. 
Seniūnaitė (2004b) proceeded on more specific research 
questions as measurement of e-services and concluded 
with a modification of Servqual model to measure quality 
(customer satisfaction) of e-services. Recent research com-
prises interest on e-government quality issues (Kašubienė 
and Vanagas, 2007). The authors emphasize that the main 
justice of e-government services quality is the citizen 
(which is different from customer because of the duties) 
and services quality evaluation process should start from 
revealing citizen’s needs. During inquiry assumptions of e-
government services quality evaluation were formulated: 
evaluation of e-government services quality depends on 
stages of e-government maturity: provision of information, 
two–way communication, transaction services, transform-
ing process.  

Daunorienė et al (2007) analyzed different aspects of 
performance evaluation: customers’ satisfaction measure-
ment methods; the usage of balanced scorecard; and lately 
a methodology of quality cost for evaluation of national 
quality costs (Bagdonienė et al, 2008; Daunorienė, 2007).  

Stakeholders’ interests harmonization. Susnienė and 
Vanagas (2005, 2006), Susnienė and Jurkauskas (2006) 
tried to solve a problem of harmonization of stakeholder 
interests. The scholar moves forward from orientation to 
customers approach to more socially accountable view-
point of organizational performance. The scientific prob-
lem of research could be formulated as follows: what 
premises could capacitate satisfaction of stakeholder needs 
in organizational management? In order to solve the prob-
lem Susnienė conducted inquiry trying to reason the prem-
ises for satisfaction of stakeholder needs in organizational 
management (with reference to the principles of TQM).  

The theoretical contribution of the scholar is threefold. 
First, after a analysis and generalization of different ap-
proaches on stakeholder concept and satisfaction of their 

needs, the stakeholder concept is revised (stakeholders 
should be considered as natural or legal persons or their 
groups that are closely related to organization’s setting, its 
business processes and/or contribute to its wealth creating 
capacity, therefore are its potential beneficiaries and/or risk 
bearers). The issue of stakeholder satisfaction has been 
theoretically grounded from the aspect of TQM, different 
criteria has been identified relevant to organization’s proc-
esses preconditioning the satisfaction of stakeholder needs.  

Second, a concept of balanced quality of stakeholders 
satisfaction has been devised allowing to harmonize and 
satisfy all stakeholder needs and interests; harmonization 
of stakeholder needs is disintegrated into accommodation 
of interests, alignment of interests and balance of interests. 

Third, according to theoretical analysis criteria (48 of 
them) have been identified and adapted to organizational 
processes in order to generate the premises of satisfaction 
of stakeholder needs as well as to assess how these criteria 
manifest in organization and with the help of them to iden-
tify areas that need improvement in the context of stake-
holder satisfaction. Susniene (2007) was not only awarded 
Doctoral degree because of the research, but also was very 
active in presenting the results of her research in theoreti-
cal and practical conferences.  

Žirgutienė joined Susnienė in the analysis of the dif-
fusion of ideas of sustainable development in the corpo-
rate level. She argues that banks play critical role in the 
diffusion of sustainable development. Banks are central 
in social networks and they have certain levers of power 
to diffuse this approach. Scholar provides theoretical 
model and empirical results for this thesis (Žirgutienė and 
Žirgutis, 2004).    

Processual approach. A concept of process approach 
gained adequate attention from the members of the Depart-
ment. The quest of understanding how organizations change 
could be accomplished by understanding how processes of 
organization change. In order to understand how processes 
change Vilkas and Stancikas (2005; 2006) and Vilkas 
(2007a, 2007b, 2008a; 2008b) initiated research on different 
problems: typology of organizational processes, the relation-
ship of process and routines concepts, the micro-processes 
of change in organizational work processes, the evaluation 
of process change effectiveness in the context of planned 
change, the influence of process members networking on 
change effectiveness of processes.  

Vilkas and Stancikas (2005) analyzed the types of 
processes constituting an organization. They concluded 
that the typology suggested by Garvin (1998) and the main 
types of work, behavioral, management and change proc-
esses, usefully integrates process models of different man-
agement schools and so far provides the best conceptuali-
zation of prevalent understanding of organizational process 
types although it must be the subject to further refine-
ments. Later they modeled planned, purposive change of 
the organizational work process in terms of Feldman’s and 
Pentland’s (2003) theory of internal structure of work 
processes (Vilkas and Stancikas, 2006). According their 
proposed model change of work process occurs through 
communication (conceptualization, communication and 
interpretation of new ostensive aspect of process) and ad-
aptation of change (discovery and integration of process 
new performative aspect of process).  
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Vilkas (2007a) analyzed the relationship between two 
concepts: process and routine. He concluded that the rela-
tionship which bound these concepts is the relationship of 
subordination: all routines are processes, however, not all 
processes are routines. He suggested a substituting term 
routine for term process, which could have a low or high 
measure of repetitiveness. 

Vilkas (2008a) suggested that the approach to such a 
socially constructed concept as change effectiveness de-
pends on the purpose of evaluation, perspective to change 
and features of processes. Scholar concluded that change 
effectiveness of processes has to be approached as use of 
planned changes during routine implementation of process. 
The methodology for evaluation of process change effec-
tiveness for empirical purposes has been also proposed. It 
comprises the comparison of specific features of processes 
(which could be classified into these groups: boundaries of 
process, networks of process, implementation of process, or-
ganization of process, physical technologies of process) in 
different (as before, as planned, as resulted) moments of time. 

Vilkas (2008b) was granted Doctor Degree for theo-
retical grounding and empirical testing of the thesis: inten-
sive networking of organization work processes’ members 
in order to interpret, discover and integrate planned change 
contribute to change effectiveness of work processes. The 
research contributed to the organization theory integrating 
social network analysis perspective with process approach, 
systemization of the reasons of process’ members network-
ing during planned change of processes, and grounding 
that networking intensity characteristic is associated with 
change effectiveness of work processes.  

Baronienė and Neverauskas (2005), Baronienė (2008) 
continue to analyze how organizations change. The schol-
ars inquire which factors underlie risk that implementation 
of managerial innovations could fail. By our opinion au-
thors contributed by identifying and grouping the factors 
which contribute to the risk of implementation of innova-
tion failure. The authors identified 30 factors and grouped 
them into these groups: factors depending on a selected 
managerial innovation, environment and organization. 

The application of processual approach, when imple-
menting TQM, principles of horizontal organization or 
quality management system based on requirement of ISO 
9000 family of standards also poses challenges, some of 
which have been dealt in the Department. Adomėnas 
(2002) analyzed the usage of process approach in quality 
management system. Adomėnas and Vaičikonis (2001) 
participated in the research in order to determine the role 
of organizational processes in quality management system. 
Vilkas (2007b) proposed the concept of process network 
and means of analysis of process networks for practical 
purposes. The scholar also analyzed a relationship of pre-
sent management system and creation of new quality man-
agement system, critiqued limited approach to types of 
processes of organization which are by default embedded 
in the logic of IS0 9001 standard, judged very “technical” 
approach for such a social concept as organizational proc-
ess and provided guidelines for the identification of proc-
esses of organization.  

Quality of Life. Stancikas (2000, 2001) initiated the di-
rection of research in order to acquire some guidelines whose 
indicators can express the quality of population. Such a multi-

discipline research may provide important guidelines during 
transition period of Lithuania. This research was continued 
by Bagdonienė and Stancikas (2002, 2003). Bagdonienė 
concentrated on scientific problems: what are indicators of 
population quality, how the improvement of population qual-
ity could be managed. The scholars concluded that features 
and structures expressed by potentials of the habitants 
which show the current level of development of country 
habitants and the future level as well. Furthermore popula-
tion quality is defined by the following components: basic 
(health, the level of general and professional education, the 
level of overall culture, etc.), specific (national features) and 
secure (living conditions) characteristics; demographic, eco-
nomic, social and other structures.  

Authors approached formation of population quality as 
an interaction and integration of managerial systems and 
modified quality function deployment and Hoshin Kanri 
models in order to make the model of population quality 
improvement. The use of Hoshin Kanri method solving the 
problems of population quality management allows deter-
mining strategic goals and activity policy of population 
quality improvement. Adaptation of these widely known 
managerial methods for management of integrated popula-
tion quality system clearly defines the activity strategy, 
allows to precisely determine priority tasks of decisions 
and especially to improve coordination of activities and 
accessibility of information.  

Wage Administration under TQM. Vanagas (1996a, 
2007) has performed the research in wage administration 
find in order to examine the wage administration system 
that could be able to motivate the employees to pursue 
quality. The research was based on the worldwide research 
results for wage and salary administration systems and 
their adaptation to the TQM methodology, also on the ex-
periences of the implementation of wage and salary ad-
ministration systems as a personnel motivating method to 
achieve quality in Lithuanian companies. The results of the 
research proved the necessity of special wage administra-
tion systems under TQM. The expedience of joint method 
for assessing all carried work in an organization as well as 
the expedience of unified wage administration system in 
TQM were reasoned. The unified wage administration sys-
tem that motivates employees to pursue quality was pre-
pared. This study contributes to theory examining of wage 
administration system from the perspective of motivation 
of employees to pursue quality. The findings of this study 
are useful in providing managerial implications for com-
pany administrators to male wage administration system as 
a method of motivation. 

Teaching of Quality Management in KTU 

The Department co-ordinates programme for Master’s 
degree for Quality Management specialization. It provides 
8 courses specialized in quality management. Bachelors 
acquire knowledge on a conception of TQM in terms of 
principles and means for implementation of the principles, 
ISO 9000 family of standards and quality costs. This 
course provides basic understanding of quality manage-
ment. Master level students learn TQM more deeply. Stu-
dents become familiar with EFQM excellence model, so-
cial responsibility issues and its relationship with TQM. 
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Other courses provided are intended for quality manage-
ment specialization and comprise courses on quality func-
tion deployment, quality certification, implementation of 
quality management systems. The course for advances on 
quality management and its relationship with organization 
theory is given for doctoral students. During these 11 years 
more than 100 students became quality managers and a lot 
of students acquired basic knowledge on TQM. The stu-
dents specialized in Quality Management defended their 
master thesis making the scholarship of the Department 
richer and more diverse.  

The research on TQM in Kaunas University of Tech-
nology provided background for textbook “Total Quality 
Management” (Vanagas, 2004). The author was given an 
award of the Ministry of Educations and Science in social 
sciences field in 2007 for this textbook. This book is sup-
plemented by exercise/cases textbook (Žekevičienė, 2007). 
Vanagas (2008) and Bagdonienė (2008) accordingly pro-
vided a textbook and an exercise/cases book for quality 
function deployment course.  

Communication of TQM to Organizations 
The Department obliges itself to provide quality man-

agement information for society in general and senior staff 
of companies in particular. 

The members of The Centre and the Department of 
Quality Management were at the centre of events of quality 
movement in Lithuania: they took part in development of 
National Quality Program, initiated teaching on TQM, 
participated in founding of Lithuanian Association for 
Quality Management (LAQM), and organized conferences 
with LAQM on quality issues on annual basis.  

In September, 1996 the Government of Lithuania ap-
proved the National Quality Program, in which preparation 
the members of the Centre took central role. The program 
was meant to provide the framework for solving problems 
in quality management, creating new quality improvement 
methods, preparing engineers of quality and quality man-
agement specialists, spreading the knowledge in public.  

The Centre was active in teaching on TQM. About 600 
industry, market enterprises and healthcare institutions 
executives and specialists have received certificates in 
Quality Management at the Centre. In 2000, 86 business-
men and women on the basis of Phare project "The Support 
program for business beginners at Alytus district" were 
trained. In 2002 the Centre commenced two new analogous 
Phare projects with title "The training program of the busi-
ness basics prepared according to European Quality Man-
agement Foundation Excellence model". The purpose of 
these projects was to give the basics of business in the form 
of series of special program's practical lectures in Utena and 
Anykščiai to unemployed, young, disabled, elderly people 
and ex-prisoners as well. Over 500 people were trained. 

LAQM was founded in December, 2001 in order to 
support Lithuanian economic entities in improving com-
petitiveness because of advanced quality management the-
ory and practice. The Association visioned itself as the 
main source of information and motivation to the Lithua-
nian economic entities in pursuit of the quality manage-
ment professionalism and perfection of activities. 

Now the Association unites 36 members. For some 
years it arranged the delivery of National Quality Prize 
which is given on the basis of evaluation against criteria of 
EFQM excellence model. Now the Association initiated a 
competition of Best Quality Manager. Thus, the biggest 
impact is produced on business (and not only) community 
in promoting quality management methods during annual 
conferences, which usually unite very different organiza-
tions interested in contemporary development of quality 
management. The Association organized seven confer-
ences: contemporary changes in quality management 
(2007), challenges of quality management: value for con-
sumer or benefit for a business (2006), globalization proc-
esses and role of quality in the economy of Lithuania 
(2005), Lithuanian membership in the EU and the effects 
of quality management upon national economy (2004), 
approximation on quality promotion and legal regulation in 
Lithuania and the EU (2003), quality management in the 
process of integrating Lithuania into the EU (2002), quality 
management – the foundation of competitive business 
(2001). Part of the research presented in the section above 
was initiated and published in the conference proceedings 
which are well known as “table book” of Lithuanian qual-
ity managers.  

Discussion on future research topics 
This chapter is intended to initiate some discussion on 

possible future development of quality management in 
Kaunas University of Technology in research area.  

First, it is necessary to build on the strengths, i.e. on 
research that has been already conducted in the Depart-
ment of Quality Management. The concept of quality cul-
ture could be called one of the missed opportunities in the 
field of quality management. The issues of stakeholder 
interests harmonization and social responsibility are ex-
tremely important in recent days. Processual approach is a 
powerful and promising approach in explaining organiza-
tions and its merge with social network analysis perspec-
tive could provide sound results. The questions of quality 
of digital, informational products and services and com-
plex performance measurement are timely and relevant.  

Second, a principles-practices approach which has 
been dominating in quality management may have outlived 
its usefulness. Too many scholars tried this approach, and 
most of them finished with different outcomes. This does 
not lead to advancing of understanding of TQM (see Siland 
Ebrahimpour, 2002) for meta-analysis on principles and 
practices of TQM). It is possible to use more formal way 
of theorizing or borrow perspectives from other fields of 
social sciences in order to explain what quality is and how 
it is achieved in organizations. The best examples of the 
first type of approach could be found in Anderson and 
Rungtusanatham (1994) and Anderson et al. (1995). The 
authors attempted to extract theory from Deming’s pre-
scriptions and test the relationships among identified con-
structs. Weick (2000) analyzed TQM from sensemaking, 
Winter (2000) from evolutionary economics perspective 
and these could be named as the best examples of second 
type of approach. It is also tempting to put aside what we 
know about quality for a while and try to build grounded 
theory of TQM. 
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Third, TQM is inherently cross-functional (Dean and 
Bowen, 1994). It embodies issues of leadership, marketing, 
operations management, human resource management. It is 
a bless and the curse of TQM. The analysis of these topics 
in the context of TQM, should address the findings in spe-
cific a discipline. For example the issues on customer satis-
faction, its effects are well covered in marketing discipline, 
the issues of change management - in organizational de-
velopment, change management and strategic manage-
ment. This will lead to the integration of knowledge and 
many conceptual and cognitive resources could be saved.  

Fourth, the reinterpretation of the concept of quality, 
and means and tools of achieving it in the context of pre-
sent developments of society and world economy could 
provide inspiring results. Most of the quality methods are 
the reflection of the way of thinking and acting in the pre-
vious century. Therefore a lot of changes on the way peo-
ple think, see and act are under way.  

Fifth, the research on effects of TQM and other quality 
management practices as ISO 9000 family of standards, 
EFQM excellence model, six, seven sigma, require sophis-
ticated research designs, but the importance of such re-
search is obvious.  

Conclusions 
1. After the analysis of the beginning and the develop-

ment of TQM in Faculty of Economics and Management, 
Kaunas University of Technology, it is possible to conclude 
that the research that has been conducted on TQM could be 
summarized under these topics: TQM, quality culture, qual-
ity and performance measurement, stakeholder interests 
harmonization, processual approach, quality of life, wage 
administration under TQM.  

2. The analysis of teaching and communication of re-
search results for business organizations revealed that during 
decade more than 100 quality managers were educated. It is 
argued that the main means of achieving communication of 
results for business organizations is Lithuanian Association 
for Quality Management and The Centre for Total Quality 
Management. 

3. The article initiates the discussion on possible future 
directions for research in TQM. Five possible themes was 
identified: to proceed on research, that has been already con-
ducted, look for new approaches to explain how quality is 
achieved, incorporate knowledge from other disciplines, rein-
terpret the main concepts of quality in the context of present 
changes, analyze the effects of quality management practices.  
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Visuotinės kokybės vadybos plėtojimasis Kauno technologijos univer-
sitete 
 
Santrauka 

 
Straipsnyje apžvelgiamos kokybės vadybos mokslo ištakos ir raida, 

Kauno technologijos universitete, Ekonomikos ir vadybos fakultete. 
Straipsnį sudaro keturios dalys. Pirmojoje dalyje aptariama, kaip Kauno 
technologijos universitete susiformavo kokybės vadybos tyrimų, mokymų 
centras. Antrojoje dalyje, kuri sudaro šio straipsnio pagrindą, apžvelgiami su 
kokybės vadyba susiję tyrimai ir jų rezultatai. Trečioji ir ketvirtoji dalys 
skirtos pedagoginei bei šviečiamajai veiklai aptarti. Paskutinioji dalis skirta 
visuotinės kokybės vadybos mokslinių tyrimų gairėms įvardyti.  

Pirmojoje straipsnio dalyje konstatuojama, kad kokybės vadybos 
pradžia Kauno technologijos universitete galima laikyti 1994 m. pradėtą 
vykdyti TEMPUS (PHARE) projektą „Harmoningoji plėtra ir aplinka“. 
Projekto partneriai: pagrindinis projekto koordinatorius ir iniciatorius 
Angers universitetas (Prancūzija), ERLES kompanija (Prancūzija), 
Greenwich universitetas (Didžioji Britanija), Limerick universitetas (Airi-
ja). Pagrindinis šio projekto rezultatas – Visuotinės kokybės vadybos 
centro įkūrimas. 1997 m. lapkričio mėnesį Kauno technologijos universi-
tete, Ekonomikos ir vadybos fakultete šio centro idėjinėje bazėje buvo 
įkurta Kokybės vadybos katedra. Katedra suformulavo savo misiją: plėtoti 
pasaulinio lygmens kokybės vadybos mokymo ir mokslinio tyrimo dar-
bus, būtinus kvalifikuotiems  kokybės vadybos specializacijos diplomuo-
tiems specialistams, magistrams, daktarams rengti, visuomenei šviesti ir 
specialistų bei vadovų kompetencijai gerinti. 
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Antrojoje straipsnio dalyje teigiama, kad per 14 metų atliktus ir 
šiuos metu atliekamus mokslinius su kokybės vadyba susijusius tyrimus 
galima apibendrinti šiomis temomis: visuotinės kokybės vadyba (VKV), 
kokybės kultūra, kokybės ir pasiekimų vertinimas, suinteresuotųjų šalių 
poreikių derinimas, procesinis požiūris, gyventojų kokybė bei darbo ap-
mokėjimas VKV kontekste.  

VKV tema vienija įvairių Kokybės vadybos katedros tyrėjų darbus. 
VKV pagrindą nagrinėjo ir šiuo metu nagrinėja P. Vanagas. Jo tyrimų 
pagrindu susiformavo konceptualus mokslinis pagrindas visuotinės koky-
bės vadybos atžvilgiu, kuris vėliau kreipė katedroje vykdomus mokslinius 
tyrimus. Beveik tuo pat metu N. Paulauskaitė aktyviai tyrinėjo VKV 
darančias įtaką vadybos mokyklas ir teorijas. Ji tai pat bandė atrasti VKV 
sąryšio taškų su tuo metu dominavusiomis vadybos teorijomis. E. R. 
Stancikas ir E. Paulavičienė nagrinėjo VKV santykį su operacijų valdymu 
bei pagrindė ne vieno operacijų valdymo kontekste nagrinėjamo reiškinio 
kaitą, kurią lėmė VKV susiformavimas. Tarp pagrindinių ir inspiruojan-
čių šią kryptį sudarančių darbų galima paminėti Š. Abramavičiaus reflek-
tyvų straipsnį, kuriame siekiama atsakyti, ar VKV yra rudimentinis ar 
vitalinis reiškinys Lietuvos organizacijų visuomenėje, Vainikevičiūtės ir 
Vanago straipsnį, nagrinėjusį Alytaus regiono verslo organizacijų vadovų 
žinias apie kokybės vadybą.  

Kokybės kultūros tema atlikti N. Paulauskaitės ir  Š. Abramavičiaus 
tyrimai. N. Paulauskaitė,  pabrėždama kokybės kultūros sąvokos svarbą ir 
tokių organizacijų įgyjamą konkurencinį pranašumą, nagrinėjo komplek-
sinę mokslinę problemą, kurią galima apibrėžti šiais klausimais: Kokios 
charakteristikos nusako organizacijos kultūrą? Kokiais išskirtiniais bruo-
žais išsiskiria kokybės kultūra? Kokiais metodais galima keisti organiza-
cijos kultūrą? Š. Abramavičiui rūpėjo, ar yra kokybės vadybos sistemų, 
atitinkančių ISO 9000 serijos standartų reikalavimus, diegimo būdo ryšys 
su organizacijos įgyjamomis galimybėmis visuotinės kokybės vadybai 
įgyvendinti, pasinaudojant įdiegtaja standartizuota kokybės sistema. Ty-
rimo metu buvo nustatyta  sukurtas modelis, demonstruojantis standarti-
zuotų kokybės valdymo ir užtikrinimo sistemų diegimo variantus ir jų 
sąsajas su organizacijos pasirengimu diegti tą sistemą bei po jos įdiegimo  
pasiekiamomis organizacijos galimybėmis įgyvendinti visuotinės kokybės 
vadybą, pasiūlytas konceptualus problemos sprendimo būdas, įgalinantis 
pasiekti minimalų organizacinės kultūros atotrūkį, kurį organizacijoms 
reikia įveikti įdiegus standartizuotas kokybės valdymo ir užtikrinimo 
sistemas, kai jos siekia įgyvendinti visuotinės kokybės vadybą, t.y., atras-
tas efektyviausias konceptualus visuotinės kokybės vadybos įgyvendini-
mo būdas, realizuojamas per diegiamus kokybės valdymo ir užtikrinimo 
sistemos variantus organizacinės kultūros aspektu. Tai pat nustatytas 
standartizuotų kokybės valdymo ir užtikrinimo sistemų diegimo būdo ir 
organizacijos įgytų galimybių įgyvendinti visuotinės kokybės vadybą po 
to, kai sistemos įdiegtos ryšys, jo tipas, stiprumas ir kryptis. 

Kokybės ir veiklos pasiekimų vertinimas – sritis, kurioje tyrimus at-
lieka G. Slatkevičienė ir L. Kašubienė. G. Slatkevičienė, įvertinusi pen-
kiolika pagrindinių pasiekimų vertinimo sistemų, pastebėjo, jog visos 
minėtos sistemos neapima metodikos, galinčios  kompleksiškai įvertinti 
bet kurio hierarchinio organizacijos lygio veiklos kokybę, veiklos pasie-
kimus ir tobulinimo pasiekimus.  Siekdama panaikinti susidariusį žinoji-
mo trūkumą, G. Slatkevičienė pasiūlė organizacijos veiklos kokybės, 
pasiekimų ir jos tobulinimo pasiekimų kompleksinio vertinimo algoritmą 
bei parengė organizacijos veiklos kompleksinio vertinimo konkrečių 
kriterijų ir rodiklių formavimo metodiką. L. Kašubienė daugiausiai dėme-
sio skyrė informacinėmis technologijomis grįstų paslaugų kokybei įver-
tinti. Tyrėja nagrinėjo e.komercijos paslaugų kokybės klausimus, o pasta-
ruoju metu daugiausiai dėmesio skiria e.valdžios kokybės kriterijams 
pagrįsti.  

Suinteresuotųjų šalių poreikių derinimo tema apjungia D. Susnienės 
ir S. Žirgutienės tyrimus. D. Susnienė tyrimais siekė atsakyti, kokios prielaidos 

 
 
 
 
 
 
 
 
 
 

organizacijų vadyboje sudarytų sąlygas suinteresuotųjų šalių poreikiams 
tenkinti? Sprendžiant šią problemą buvo suformuluota subalansuotos 
kokybės samprata. Interesų derinimo sąvoką pasiūlyta sukonkretinti ir 
išskaidyti į tris siauresnes: interesų pri(si)taikymą, interesų vienijimą, 
interesų subalansavimą.  

Nustatyti ir adaptuoti organizacijos procesams kriterijai, kurie suda-
ro prielaidas organizacijai būti pasirengusiai tenkinti suinteresuotųjų šalių 
poreikius. S. Žirgutienė savo moksliniame darbe nagrinėja darnaus vys-
tymosi raišką korporaciniu lygmeniu, gilinasi į darnaus vystymosi įgy-
vendinimo galimybes, valdymo metodus ir priemones. Tyrimų metu 
nustatytas specifinis komercinių bankų vaidmuo valdant darnų vystymąsi 
korporaciniame lygmenyje. Šis vaidmuo atskleidžiamas per socialinės 
sąveikos, kuri yra būtina siekiant darnaus vystymosi įgyvendinimo, tinklą. 
Sukurtas modelis sudaro prielaidas valdyti darnaus vystymosi įgyvendi-
nimą Lietuvoje, pritaikant komercinio banko vaidmens šiuolaikinėje 
ekonomikoje specifiką.  

Procesinio požiūrio tema atlikti V. Adomėno, M. Vilko bei L. Baro-
nienės tyrimai. M. Vilkas, nagrinėdamas kompleksinę mokslinę proble-
mą, kuri gali būti nusakoma klausimu, kaip kinta organizacijos procesai, 
nagrinėjo, kokie procesai sudaro organizacijas, atskleidė pokyčių konteks-
te organizacijos darbo procesuose pasireiškiančius mikro procesus, nusta-
tė proceso ir rutinos sąvokų santykį, pasiūlė procesų pokyčių rezultaty-
vumo vertinimo metodą. Taip pat pradėjo tyrimą, siekdamas nustatyti 
procesų dalyvių tinklaveikos ir organizacijos darbo procesų planuotų 
pokyčių rezultatyvumo sąsajas. Šiuo tyrimu buvo pagrįsta, kad  intensyvi 
organizacijos darbo proceso dalyvių tinklaveika (siekiant pokyčių interp-
retavimo, atradimo ir integravimo) prisideda prie  rezultatyvių proceso 
pokyčių. L. Baronienė siekė atsakyti, kokie veiksniai lemia vadybinių 
inovacijų įgyvendinimo riziką, t. y. galimybę, kad inovacija bus įgyven-
dinta nesėkmingai. Tyrimo metu ji nustatė per 30 veiksnių ir apibendrino 
juos į tris grupes: 1) nuo vadybinės inovacijos pasirinkimo priklausantys 
rizikos veiksniai; 2) aplinkos sąlygų sukeliami rizikos veiksniai; 3) vidi-
nių organizacijos veiksnių nulemiami rizikos veiksniai. 

Gyventojų kokybės tema tyrimus atliko E. R. Stancikas ir D. Bagdo-
nienė. D.Bagdonienė nagrinėjo, kokie veiksniai sudaro gyventojų koky-
bės sąvoką, bei parengė metodą, kaip šiuos veiksnius galima valdyti. 
Darbo apmokėjimo visuotinės kokybės vadybos kontekste problemą 
nagrinėjo P. Vanagas. Jis pagrindė darbo apmokėjimo koncepcijos kaitą 
dėl požiūrio į organizaciją kaitos bei pasiūlė darbo apmokėjimo VKV 
kontekste modelį.  

Trečiojoje dalyje apžvelgiami pedagoginės veiklos rezultatai. Koky-
bės katedra kuruoja Vadybos magistrantūros studijų programos speciali-
zaciją (kokybės vadyba).  Dėstomi aštuoni su kokybės vadyba susiję 
moduliai. Studentai atlieka mokslinius tyrimus kokybės vadybos srityje.  

Ketvirtojoje dalyje apžvelgiamos kokybės vadybos populiarinimo ir 
mokslinių tyrimų rezultatų komunikavimo visuomenei, ypač organizaci-
joms, veiklos. Šioje srityje rezultatai pasiekiami per Lietuvos kokybės 
vadybos asociaciją (LKVA) ir Visuotinės kokybės vadybos centrą 
(VKVC). LKVA jungia per 36 narius, organizuoja geriausio kokybės 
vadybininko konkursą ir rengia kasmetines konferencijas, kuriose prista-
tomi paskutiniai kokybės vadybos teorijos ir praktikos pasiekimai. VKVC 
rengia mokymus Lietuvos organizacijoms VKV tema.   

Straipsnis baigiamas diskusija, refleksija pasiektų rezultatų ir moks-
linių tyrimu krypčių atžvilgiu. Siūlomos šios tolimesnių tyrimų kryptys: 
1) vystyti jau pradėtas, temas; 2) ieškoti perspektyvų, teorijų galinčių 
padėti paaiškinti, kaip organizacijos pasiekia aukštą kokybę ir ką ji joms 
reiškia; 3) įtraukti kitų disciplinų žinias į atliekamus tyrimus; 4) perinterp-
retuoti pagrindines kokybės vadybos sąvokas ir metodus šiuolaikinių 
organizacijų visuomenės pokyčių kontekste; 5) ieškoti su kokybe susiju-
sių praktikų įgyvendinimo pasekmių. 
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