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Kasianenko D. Building an integration model of Quality management system and the
Balanced Scorecard

The article contents research of TQM-BSC influence on each other and their common space of
interaction while their implementation in different types of organizations, including public
authorities. Another subject for analyses is contribution of BSC to realization of eight key principles
of TQM represented in ISO9001 standard’s requirements to organization in building and functioning
of quality management systems. Joint usage of TQM-BSC contributes to organization sustainability
in relationship with its customers. Internal QMS-processes assure the way of organization from
simple customers’ satisfaction to customers’ commitment to products/services of the organization.
That effect is reached mainly through arranging effective feedback from customers and
furthermore reacting on their wishes and requirements. The following assumption finds its
confirmation that in case of using BSC to implement TQM-strategy, BSC is transformed from the
system of indicators for evaluation of level of strategy realization to the system of strategic
management of organization.

The common space of TQM-BSC interaction is identified in measures of BSC-perspectives and
the Shewhart’s PDCA-cycle. The set of BSC instruments contributes to QMS on each stage of
Shewhart’s PDCA-cycle, not only at “Check” stage. BSC helps organization to form its strategy, to
transform it into operational plans and understandable system of performance evaluation
indicators, to implement strategic plans, to evaluate the level of their realization and finally to
correct the strategy if needed. Thereby BSC makes organization’s management system more
flexible and resistant for challenges, which considerably increases viability of organization under
tough competition while implemented together with customer oriented strategy.

The author of the article comes to the conclusion that integrated usage of TQM-BSC causes
synergetic effect on each other, which has enough confirmations on theoretical level.
Understandable, universal methodology of synergetic interaction of TQM-BSC can serve as solid
background for using both systems in different types of organizations in practice.

Key words: Total Quality Management (TQM), Balanced Scorecard (BSC), Performance
Management, Quality management system, ISO 9001 standard, W. Shewhart’s Plan-Do-Check-Act
cycle (PDCA-cycle).


