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Foreword

vie belleve that Total Quality Management (TOM) 5 not only a set of tools to
mprove the effectiveness of an orgamsation and the qualty of products and
services it provides, but also s a philasophy that has the potential to influence every
aspact of human inferactions

This understanding takes TOM as an umbrélla concept that promotes customer
focused value chains, which continually improve their performance through
transparency and full participation of all those involved for balanced satisfaction of
all stakeholders

The wiability of TOM & supported by the technological developments of our age
Unlike classical production factars such as labour, capital and land, now there is a
new production factor, knowledge, which grows when shared. Phenomenal
develapments in information and communication technologies enable knowledge
shanng, tranparency and partiipation in decision making at unprecedented levels
Hence, TOQM 15 the leading thought of management of the current era

Since 1991, KalDer the So0ety of Quality, Turkey, a non-governmental organisation
has successfully promoted TOM in Turkey. This success is ewvidenced by the fact that
Turkey has become the country with one of the largest number of EFQM award
winners, and has been the home of the largest national quality congress in Europe

However, we are not content with the success of a limited number of COmpanes
and Wish 10 promote TOM on a much wader scale, This cocumant mmtroduces & néw
initiative by KalDer, called the National Quality Movement (NQM), which aims to
spread the utilisation of European Model for Business Excellence throughout the
country. Our target is to promate utilizsation of TQM by having 1000 sxample
organisations by the year 2000. As the key word is "example”, we wish to reach
not only this quantitative target, but also a dispersion geographically as well as in
organisation types; prvate and public sectors as well as non-governmenta
arganisations of different magnitudes and industries

As such, NQM is a unique effort to deploy TOM on a national basis. Therefore it
deserves the attention and support of the theoreticians, practitioners, and
believers of TOM

Dr. YWilmaz Arglder

Lairman




About KalDer

KalDer was formed in Istanbul in 1991 as a nangovernmental organisation for the
development and promotion of Total Quality. It sees TOM as "3 Major prerequisite
for national institutions and orporations 1o strengthen their international com-
petitive posiion in a rhang ng and transform ng weerld

In its mission "to develop the quality practices necessary to contribute to the tar-
geted economic growth of the country,” KalDer primarily focuses an traini ng pro-

grammes. 1o date, it has delivered more than 2.500 open and incomp any training
programmes attended by more than 20.000 people

Since 1992, KalDer has organised the "National Quality Awards,” usi ing the frame
work of the European Model for Business Excellence. Farmer award winners are
Brisa, Tusas, Metas, Kordsa and Arcelik, In 1997 there was also a prize winner for
the first time, Ipek Kafit

The Awards are presented at the annual National Quality Congress, which was
started in the same year to disseminate quality awareness to a broad range of
social groups and sectors. Total Quality Practicas in all areas inc uding law and edu-
cation are discussed by leading experts in what has become one of the country’s
mast prominent economic platforms

KalDer publishes three 3 regular periodicals plus books coverir g new and original
national topics plus translations of international quality theory and practice. A TQM
Essay Competition was initiated in 1996 which has brought significant contribu-
tions 1o the accumulation of theorstical knowledge on guality

An ongoing programme of "Quality Days" in various Anatolian cities is designed to
spread awareness to businesses of al types and size across the country. KalDer also
organises several exhibitions of products and services such as the ' ‘Quality Fair® and
holds meetings all over the country for sharing experience and best practice. It hac
branch offices in Ankara, lzmir and Bursa -'!I-. new office in Eskisehir will shortly
open

The National Quality Movement (NOM) is a train ing and transformation project of
vital and capital importance. 1000 cor r-:-'atlc-r"' plan 10 undertake a program of
self-assessment. The aim is to ensure that Turkey improves its competitive position
in a changing and transforming world ' Leading industry and government figures,
expert consultants and employees of participating corporations will participate
arectly or indirectly

KalDer believes that the next century will witness a new era of international eco-
nomic restructuring and reconstruction, the beginnings of which we are alreacly
seeing. Only the most powerful countries will thrive in this new environment. To
prepare for intensified international competition, it is essential to stimulate the best
national quality principles and practices through all segments of scciety.

Paradoxically, at the same time the rapid developments in mass media and
telecommunications technologies are acting to make the world an integrated sin-
gle market. These changes have created a new class of person, who is no longer
content with what is at hand, but demands a better life. Developing consumer con
sciousness is one of the most striking examples of this phenomenon. KalDer thus



promotes increased understanding and empathy with common nternational con-
sumer trends and opnions.

The underlying NQM goal is to bring enhanced "quality of life”, implying continu
ous enrichment and improvement of the individual, to all citizens. The main factor
af this is "the contributions of publicspirited citizens to society”. NQM will facilitate
the co-operation of all types of institutions and corporations from avery region and
segment within a common framework of national responsibility

KalDer sees training as the most important and necessary way to achieve its objec-
tives. Corporate and general training needs are to be investigated, training process
standards will be formulated, training locations and a trainers evaluation system
will be established

Based uwpon on its experience obtaned from open and internal traiming pro-
grammes plus knowledge accumulated elsewhere, KalDer has developed a tevin
phase NQM traiming programme

The first phase is consultant traiming. They will supply participating corporations
with direct evaluation and consulting support

The second phase is a programme for ongoing group corporate training. The
extent of this will be determined after initial consultation s2ssions.

The Target of National Quality Movement for the year 2000
« To increase quality awareness nationwide.

. To seek out and promote role model corporations in Business Excellence any
wihera and in any sector.

. To create a snowball effect in Turkey with regard to Business Excellence practs
£s.

. To secure the commitment of 1000 corporations to undertake “self-assessment’
practises by the end of the year 2000,

To attain these ends, NQM will establish:

« Local guality centres such as publc and private corporations

« SME's (Small and Medium Size Enterprises) will be determined.
. Participating organisations will sign a goodwill agreement

- Through the signature of the consultants in NQM determining the details of
yctivities and responsibilities, corporations wall select consultants by region and
naustry sector.

- Reporting and review systems will be established
« Consultants and corporations will be supplied with relevant training

+ The conduct, review and as necessary révsion of Ihe process wi be axpculeq




How Will NQM Be Organised?

In practice, a circle of facilitators together
with a corresponding circle of consultants
will be gathered around the Executive
Committee to constitute the cperationa
body of the organisation. 1000 corpora
i tions will eo-operate with their assigned
consultants to achieve the target of 1000
'self-assessments”.

KalDer Board and Advisory Council
responsibilites and duties

Commitment to the Mission and Vision of
KalDer

Continuous onentation, observaton and support;

Participation and ownership of the NQM;

Encouragement of the corporate participation in the Benchmarking Club

Meeting the finanoal neeqs,

eliminating bureaucratic difficulties,

Executive Committee responsibilities and duties:

Continuous promotion, control and improvement of the process;
Giving support and methodological aid to facilitaters and consultants;
Securing co-ordination with cther KalDer actvities,;

!::';_l_]'l"l:_i ntegration o 'r:a,:'ﬂjl':rr'.arl.ln; database

Facilitators responsibilities and duties:

Updating and supplying consultants with relevant information

Observing corporations through consultants and 155uing reports

Controlling the comnvenence of quick assessment mechanism;

Commun :_'.-j[:ru__‘; with the Executive Committee and issuing reports,

Hodding meetings compnsing the relevant consultants, the Executive Commilies
and Fa-.: itators Commuttes:

Contributing the improvement of the process itself

Consultants/Partners responsibilities and duties:

Supplying evaluation and consultancy support for partidpating corporations;
Supporting participants in determining and meeting their training needs;

Holding review meetings with corporations, facilitators and other relevant bodies,
Participating in the corporate sell-assessment process,

Participating in the Faalitators’ Committee evaluation process

supporting Corporations responsibilities and duties
Prowiding expert help as consultants and faalitators;

Crienting their supplers and fellow industnes towards the NQM,
Providing logistic support when needec

The Mational Quality Moverment aims to provide mdispensable tools for our nation
to reach its vision for the coming millennium. In the rapidly globalizing and highly
competitive international arena, everyone should welcome this imitiative, it we wish

to be amongst the successful and prosperous nations of the future



The National Quality Movement Declaration

On behalf of our company and our country, in order to improve our inter
national competitive position, we accept the National Quality Movement as
an action plan.

As a Participating Organisation we declare our commitment to the Mational
[ Quality Movement and we will do our best to carry out all the necessary
! steps required by the National Quality Movement

We accept that the utilisation and deployment of Quality concepts on ind'-
vidual, institutional and national levels will benefit everyone in our country

We declare that achieving Total Quality to the highest international stan-
dards will provide a national/economic consensus for all stakeholders.

We accept that ‘institutional Quality implementations’ are the basis for
deployment of 'Quality concepts and philosophy’ and we will provide the
resources to adapt these to our company.

We agree to share our knowledge for the deployment of Quality with
athers, subject only to necessary legal constraints.

We accept the Business Excellence Model as valid for our country and wall
make the necessary preparations and implement self-assessment to realise
its deployment

We declare that we share the basic concepts of Total Quality Management
and our main goal is Business Excellence,

We agree to initiate and continue the implementation of Total Quality
Management in our organisation.

In the context of Mational Quality Movement we declare that we will
strengthen our relations with KalDer and with organisations signing the
'National Quality Movement Goodwill Statement' in order to reach our mutu-

? al goals.




The National Quality Movement
Goodwill Agreement

The Naticnal Quality Movement Goodwill Agreement s the main document for
participating organizations and companies. It includes the basic rules and is signed
by KalDer and Participating Organizations. Each party accepts and agrees to take
the necessary actions ralating to conditions outlined in this document.

General Information
& [he Mational Quality Movement (NQM) consist of two main phases:

Phase 1 : TOM - Introduction to Business Excellence - Presentation and Self
Asspssment - Implementation

Phase 2: TOM Implementation Process

o The Goodwill Agreement will be signed by the CEQ of the Participating
Organization and KalDer

= To carry out all the actions required by this agreement, the organization
appaints a project manager and establishes a project group

* The organization can use the NOM logo provided that the prescribed rules and
conditions are fulfilled.

w |n this document, the persons and institutions that provide TOM and Business
Excellence consultancy services will be referred to as 'consultant.’ those provid-
ng training services will be referred to as 'instructors

Confidentiality

All parties taking part in NQM (KalDer, Participating Organizations, Consultants,
Instructors, Facilitators) agree to obey the rules of confidentiality.

1. Actions related to Participating Organizations
Responsibilities of Participating Organizations
+ The Participating Organization develops an NQM Training Programme

« The CED and senior management undergo TOM and Business Excellence Model
training.

- The Participating Organization implement self-assessment

* Improvements are reviewed in periodical meetings. After these, NQM activities
are reported 1o KalDer.

« A report is prepared by the NOM project manager and consultant
Self-assessment outcomes are periadically shared with KalDer.

«  Seli-assessment is carried out periodically, at least once a year.

Conditions relating to Participating Organizations.

The Participating Organization must be a member of KalDes



2.

The Participating Organization will choose a consultant that will provice NOM
consultancy service in Phase 2 and sign a contract with him/her

The Partidpating Organization will provide a venue and equipment if necessary
for NQM review meetings in their region

Responsibilitias of KalDer

KalDer aims o realize its NOM coordination role l“F'E“C'ni-"E|:|. In this context, the
responsibilitics of KalDer to the Participating Organization and the organization of
the NOM process are as follows:

3.

KalDer will provide each Participating Organization with a detailed list of con-
sultants with a defined level of knowledge on TOM and Business Excellence.
These will be assigned an 'NQM Proficiency Symbol' as a form of accreditation
KalDer will ensure that necessary TQM and self-assessment training is supplied
KalDer will support the provision of necessary training to all NQM parties, either
within KalDer or to other parties and institutions

KalDer will keep a list of Participating Organizations and promote the
Participating Organization by quoting this list in the course of its activities
KalDer will promote Participating Organizations in local quality events.

KalDer will provide a Benchmarking Good Practice Database' for a penod of one
year after it is generally available

KalDer will prepare and send an appraisal report about the level of Business
Excellence achieved by the Participating Organization every year,
Participant Organizations are offered 25% discount on <alDer traimnings and
publcations.

Responsibilities of NQM Instructors

KalDer appoints instructors to give training in Phase 1. Basic responsibiities are as
follows:

To train the Participating Organization in TOM and Self-assessment
To utilise KalDer's traimng documents package
To recernve the training that is defined as necessary.

o prepare and send NOM training reports 10 concerned parties

4. Responsibilities of NOM Consultants

Consultants will provide the basic service to NQM participant companies. The
responsibilities of consultants whose proficency in TOM and Business Excellence
are defined by the NQM Proficency Symbol are as follows:




« To provide consultancy service to Participating Organizations in line with the
Impravement plan. To organize pericdical meetings with Farticipating
Organizations to assess improvement.

= To make an action plan after each meeting with the management of the
Farticipating Organization which includes areas for improvement

To send the action plan 1o the NOM representative at KalDer

- To participate in meetings organized by KalDer to declare the mprovements of
the related organizations, and inform the arganization in line with suggestions
raised

To attend KalDer training for NQM consultants

To help the development of participating organizalions' training programme.

I'o assess the Participating Organization with quick assessment tools EVETy year
and compile a summary report for KalDer and the Farticipating Organization

4. Responsibilities of NQM Facilitators

A key point of the NQM training and consultancy system is the continuation and
improvement of the NOM process. Thus the relationship between Consultants,
KalDer and participant organizations is vital and Facilitators take part to ensure
that development cf the Participant Organizations through the NOM is followed
and progress is guaranteed. Monitoring the process provides necessary and time-
y intervention. Responsibilities of NQM fadlitators are as follows:

- To prepare an action plan together using the self-assessment report prepared
by the participating organization.
10 organize meetings 1o review important milestones and work done with
participating organizations; also with consultants it necessary
lo review implementation of the process with KalDer; take actions anc give
agvige

' ensure the inclusion of Best Practices that arize in NOM databases




NQM Supporting
Organizations -
as of 15.10.1998
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KalDer

Bagdat Caddesi 449/4 Suadiye 81070 istanbul
Tel: #90.216.411 00 31 (pbx)

Falks: +90.216.411 00 38

E-mad: kalder@kalter.arg
httplf wwrw kalder.org




