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TOTAL MANAGEMENT IN THE SPHERE OF TOURIST SERVICES

Abstract. Total management of tourist services, as a rule, is based on the participation of all members of the
tourism organization, as it aims to achieve long-term success, bringing benefits to all stakeholders in accordance with
international standards. Ensuring the quality of tourist services involves a regular check of the progress in achieving
the goals in accordance with certain requirements for quality. The quality of tourist services is assured based on a
previously approved quality plan, process maps, checklists and other quality documentation, as well as data on the
quality of tourist services obtained as a result of monitoring and testing. In each case, it is necessary to find the
optimal combination between the types of control, which depends on the nature of production and the contingent of
tourist industry workers. The authors cited the wording of the ISO-9000 family of standards and the provisions of the
TQM concept, which have differences.
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Introduction

Quality is a complete set of characteristics of an object, related to its ability to satisfy established or
perceived needs [1; 473].

Needs are usually formulated using characteristics based on established criteria. Requirements may
include, for example, performance, functional suitability, reliability (availability, dependability,
maintainability), safety, environmental impact, economic, aesthetic and cultural-historical requirements.

The concept of "quality" should be distinguished from the concept of "gradation" (grade, class)."
Under the latter category or category assigned to objects having the same functional application, but
different quality requirements.

In project management, it is customary to distinguish four key aspects of quality [2; 608, 609]:

1. quality due to compliance with market needs and expectations. Achieved through the definition
and updating of the needs and expectations of the consumer in order to meet them, as well as through an
accurate analysis of market opportunities;

2. quality of project development and planning. Achieved through careful development of the project
and its products;

3. quality of work on the project in accordance with the planning documentation. It is provided by
maintaining the compliance of the project implementation with its plan and ensuring the developed
characteristics of the project’s products and the project itself;

4. the quality of the logistics of the project. It is achieved by means of material and technical support
of the project throughout its entire life cycle.

These four aspects of the quality of tourist services are sufficient to manage the traditional ones, i.c.
terminal projects.

MAIN PART
As noted in [1; 474], the modern concept of quality management is based on the following
fundamental principles:
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e - quality is an integral element of the project as a whole (and not some independent management
function);

e - quality assessment is how the consumer assesses, not the manufacturer;

e - responsibility for quality should be targeted;

e - for real quality improvement, new technologies are needed;

e - quality can be improved only by the efforts of all employees of the enterprise;

e -to control the process is always more effective than the result (product);

e - The quality policy should be part of the overall policy of the enterprise.

These principles underlie the most popular and methodologically strong direction in quality
management - Total Quality Management (hereinafter referred to as TQM)], whose constituent parts are
called “total quality” (CWQC). - “company-wide quality management™), TQC (total quality control), etc.
In the process of developing quality management systems, the focus of management was consistently on
quality control, then the product under development, the process of its creation and, finally, with TQM,
the entire system.

According to the definition given in ISO 9000: 2000, total quality management (management) is
quality management covering the entire organization. That is, total quality management should be based
on the participation of all members of the organization and is aimed at achieving long-term success,
bringing benefits to all stakeholders.

The name “Total Quality Management” (TQM) was given to the system of practical implementation
in industry and services 14 of the postulates of Edward W. Deming (1900-1993), the patriarch of TQM.
The basic principle of TQM is that relations within the company are built based on cooperation: “My
company is my family”, as a result of which the company’s management system changes completely,
becoming a system of comprehensive quality management. In such an environment, taking care of the
quality of products and the prestige of their company becomes the business of each employee.

The TQM philosophy is revealed in its most important elements [4; 14]:

e - to focus all the company's activities on the needs and wishes of both external and internal
consumers;

e - provide opportunitics for the real participation of each employee in the process of achieving the
main goal - customer satisfaction;

e - focus on the processes, considering them as the optimal system for achieving the main goal -
maximizing product value for the consumer and minimizing its cost for both the consumer of tourist
services and the producer of tourist services;

e - continuously and continuously improve the quality of the product;

e -base all company decisions on facts.

The idea of TQM was proposed by Deming to transform post-war Japan with its exhausted economy.
The main merit in the practical development of the TQM methodology belongs to Japan, who
implemented this idea in the early 1960s. and came to the forefront in the world in a number of industries.
Currently, the TQM methodology is used in all the leading countries of the world, both at the level of
individual enterprises and their associations (holdings, etc.), and at the level of regions, industries,
transnational companies, countries. The TQM methodology is important and applicable both in times of
crisis, as it was in Japan, and at the stage of economic recovery, as it is now in many countries around the
world.

In world practice, the TQM methodology has been introduced through the wide dissemination of
international standards for the management systems of the new generation of tourist services. First of all,
these include international standards of the quality management system ISO 9000 (MS ISO 9000: 2000). It
is considered that these standards (especially their latest version, which appeared in 2000) most closely
reflect the philosophy of TQM.

However, there are a number of differences between the formulations of the ISO-9000 family of
standards and the provisions of the TQM concept, some of which are given in Figure 1.
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Types Standard Details

ISO 9000 | Quality Management and Quality Assurance
Guidelines Standards - Guidelines for Selection & Use

ISO 9004 | Quality Management and Quality System Elements
- Guidelines

ISO 9001 | Quality Systems - Model for Quality Assurance in
Design/Development, Production. Installation and

Servicing
Quality
Assurance ISO 9002 | Quality Systems - Model for Quality Assurance in
Model Production and Installation

ISO 9003 | Quality Systems - Model for Quality Assurance in
Final Inspection and Test

Figure 1 - The wording of the ISO-9000 family of standards and the provisions of the TQM concept

The main difference between the ISO-9000 standards and the TQM concept is that the standards are
primarily aimed at reducing the likelihood of doing something wrong, while TQM is the pinnacle of
modern quality management methods and is aimed at further improving the quality of products of tourist
services, when a certain level of quality has been reached.

1. Planning the quality of tourist services - identifying requirements for the quality of the project and
the project’s products, as well as identifying ways to satisfy them.

To start the planning process, it is necessary to have information about the project's policy in terms of
the quality, content (subject area) of the project, product description (preferably in the form of specific
specifications received from the consumer), standards and requirements for the quality of products,
services, information and implementation of technological processes, quality system documentation.

2. Ensuring the quality of tourist services involves a regular check of the progress of the project in
order to establish compliance with previously defined quality requirements.

The quality of tourist services is assured based on a previously approved quality plan, process maps,
checklists and other quality documentation, as well as quality data obtained as a result of monitoring and
testing.

Quality assurance is carried out by scheduled and unscheduled inspections, inspections and other
control and test activities with subsequent quality assessment and identification of the status of control and
testing. The status of control and testing is the basis for improving the quality of the project or its
products..

3. Quality control of tourist services - tracking specific results of project activities in order to
determine their compliance with quality standards and requirements and identify ways to eliminate the
causes of real and potential nonconformities.

For the analysis of the results of quality control, methods of statistical quality control (SQC) are
widely used. The most famous among them were the “seven quality control tools”, which were first
widely used in quality circles in Japan, and then in other countries, due to their efficiency and accessibility
for some employees of enterprises. The structure of these “seven instruments™ includes: the method of
stratification, graphics, scatter diagram, Parcto diagram, cause-and-effect diagram, control charts,
histograms [6; 104].

The main problems in the implementation of the concept of "Total Quality Management" usually arise
in the field of personnel management. Any organization that has decided to pursue quality improvement
faces at least four obstacles.[3; 48]:
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1) staff resilience to innovations;

2) limited understanding by managers of different levels of the relationship between product quality
and organizational performance;

3) approach to the improvement of quality as a one-time event or another new-fashioned campaign;

4) giving the improvement of the quality of the status is not a managerial, but a statistical measure.

The introduction of quality improvement procedures often requires a fundamental change in the
corporate culture. Particular attention should be paid to middle managers, their qualifications and
adherence to the TQM concept. It is from this managerial level that it depends whether or not the ordinary
employees of the organization can be involved in the process of comprehensive production improvement
and quality control, to introduce into the minds of ordinary workers an understanding of the inverse
relationship between quality level and cost level.

CONCLUSION

In general, to ensure the effectiveness of control over the provision of tourist services, besides the use
of specific methods, it is also not necessary to keep in mind two general rules.

First, it is necessary that control cover all stages of work - from research and design to testing of
finished products and supervision of their operation.

Secondly, it is important that the bulk of the control is carried out in the form of self-control, when the
performers are interested in controlling themselves and themselves can eliminate the defects found. At the
same time, independent control should also be maintained - for inspection, testing and acceptance of
finished products.

In each case, you need to try to find the optimal combination between these two types of control,
which will depend mainly on the nature of production and the number of employees. It is necessary to act
here carefully, having first convinced of the effectiveness of self-control, so that the reduction of expenses
on the maintenance of OTC controllers does not lead to an increase in losses from marriage and claims.
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!*KasaxcKuil yHHBEPCHTET SKOHOMHUKH, (PMHAHCOB H MKy HAPOJHOMH TOPrOBIIH;
>Tapasckuii HHHOBAMOHHO-TY MAHHTAPHBIH yHUBepcHTeT, (T. Tapas, Kasaxcran);
*CronuuHoO¥ accoUHALHH TypH3MA I ACTaHA

TOTAJIbHBIA MEHEJI)KMEHT B COEPE TYPUCTCKHX YCJIYT

AnnoTtanust. TOTaXbHBIH MEHEHKMECHT TYPHCTCKHX VCIYI, KaKk IPABHJIO OCHOBBIBACTCS HA YYACTHH BCEX
YWICHOB TYPUCTCKOM OPTaHM3ALMHK, TAK KAK HAIEICH HA JOCTIDKCHHUE JOITOCPOYHOTO YCIEXa, IPHHOCAIIECTO BHITO/bI
JUII BCEX 3aMHTEPECOBAHHBIX CTOPOH B COOTBETCTBHH C ME)KIyHAPOAHBIMH CTaHAapraMm. OOecmeueHHE KadecTBa
TYPHCTCKHX YCIyI IPEANOIaracT peryIApHYI0 IPOBEPKY XOoAa JOCTHIJKCHHA I€ACH B COOTBSICTBUH C
OTIPEACICHHBIMEI TPEOOBAHMAMH K KauecTBy. OOECIEeUeHHE KA4YeCTBa TYPUCTCKUX YCIYT HMPOUCXOJUT HCXOAS W3
paHee YTBEP/KACHHOTO IUIAHA KAYECTBA, TEXHOJOTHHECKUX KapT, MPOBEPOYHBIX JIICTOB M WHOM JOKYMCHTALMH IO
Ka4eCTBY, 4 TAKKE TAHHBIX O KAYECTBE TYPHCTCKUX YCIYT, MOMYUCHHBIX B PE3yIbTAaTe KOHTPOJI U HCIbITAaHUH. [Ipn
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3TOM B K&KAOM KOHKPETHOM CIIy4ae, HCOOXOAMMO HM3BICKATh ONTHMAIBHOEC COUCTAHUE MEXKIY BHAAMH KOHTPOJL,
KOTOPOE 3aBHCHT OT XapakTepa IPOM3BOJCTBA M KOHTHHICHTA PAOOTHHKOB TypOW3HECa. ABTOpBHI IIPHBEIH
(opMyHpOBKH cTaHAApTOB ceMercTra ISO-9000 u nooskerns koHuenmu TQM, KOTOPBIC HMEIOT PA3IHYHL

KimoueBpie CJ10Ba: TOTANBHBIM MCHEIKMCHT, TYPHUCTCKHEC VCIVIHM, WHAYCTPHSA, TYpPareHT, COBEp-
MICHCTBOBAHUE, KAUYECTBO
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'*Kasak IKOHOMHKA, KAPIKBI JKOHE XATBIKAPANBIK CAYIA YHHBEPCHTETI;
>TapasMHHOBAIMSIBIKTY MAHHTAPIIBIK Y HHBEPCHTET,
 ACTAHAHBIH MHTPOTIOJTHT Ty PHCTIKKAYBIMIACTBIFI

TYPUCTIK KbI3METTEP CATACBIHJAATFBI MYJTIKCI3 MEHE/UKMEHTI

Anjgarna. TYpHCTIK KbI3METTEPI MYITIKCI3 MCHEIKMEHTI, 9CTTE, TYPUCTIK YHBIMHBIH OApIIBIK MYIICICPiHIH
KATBICYBIMCH HCTi3/ICITCH, OMTKCHI OJ1 XaJBIKAPAJBIK CTAHAAPTTAPFA COHKEC OApNbIK MYAICTI Tapamrapra manga
oKeneni, y3aK Mep3iMal TaOBICKA JKeTyre OarbITTamraH. TYPHCTIK KBI3METTIH CaIachlH KAMTAMACHI3 €Ty camara
KOHbLIAaThIH Ocarim Oip Tajgamrapra COMKEC MAKCATTApPFa KOJDKSTKIZYICTiI MPOTPECTi JKYHETl TEKCepyai KAMTHIBL
TypHCTIKKBI3METTCPAIHCATACHIOYPRHOCKITIITCH Cama »KOCTAPBL, MPOUCCTCPAIH KapTaaapsl, OaKbUIay Ti3iMACpl JKOHS
facka cama KyKaTrTapbl, COHZAH-aK MOHHTOPHHT >KOHE TCCTIICY HOTIDKCCIHAE ANBIHFAH TYPHUCTIK KBI3METTCPIIH
camacsl Typajsl ACPEKTEP HETI3IHAE KaMTaMachl3 eTiei. Opskaraaiiia, eHIIPICTIH CHUIATHl MEH TYPHUCTIK OmM3HEC-
KbI3METKEPJICP/iH KOHTHHICHTIHE OAMIaHBICTBI OacKapy TYpJepl apachIHAAFbI OHTANHMIBI YIICCIMALTIKTI Taby KEpek.
Asropmap HMCO-9000 cranmapTTapbiHbIH OTOACHIHBIH TYKBIPhIMJAMAChHA k0HE TQM TYKBIPBIMIAMACHIHBIH
CPeIKEIICPIMEH CPCKIICICHIL.
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