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Pentru multe organizatii vremurile actuale reprezinta o perioada de cautare a solutiilor pentru supravietuire
intr-un mediu caracterizat de schimbari frecvente, incertitudine si criza.

Orientarea organizatiilor spre calitate, In special a organizatiilor prestatoare de servicii in domeniul
tehnologiei informatiei, antrenarea tuturor angajatilor in procesele de imbunatatire a calitatii, sunt posibile prin
implementarea unui model de sistem de management adecvat.

De aceea, unul dintre obiectivele tezei de doctorat a vizat identificarea conexiunilor dintre procesele
managementului strategic si cele ale sistemului de management al calitétii — dezvoltat in conformitate cu standardul
ISO 9001:2008 — precum si a unor metode adecvate dezvoltarii etapelor acestor procese.

In acelasi timp, imbunitatirea continud, in tripla ei ipostazi, trebuie si dea posibilitatea organizatiei, pe de-
o parte sd-si stabileascad, iar pe de alta parte sd-si realizeze obiectivele stabilite. De aceea, un alt obiectiv al tezei il
constituie stabilirea obiectivelor calitatii de la nivelul organizational pand la nivelul produsului. Aceasta este si o
cerintd a standardului ISO 9001:2008, foarte dificil de realizat practic.

Desi imbunatatirea continud a rezultatelor organizatiei trebuie sa fie un obiectiv permanent al organizatiei
economice, acest lucru nu asigura faptul ca se obtin rezultate bune intotdeauna. Pentru ca o organizatie sa poatd avea
succes durabil, trebuie si isi imbunatiteasca continuu atit procesele cat si rezultatele. In acest sens, in teza au fost
formulate recomandari pentru organizatiile economice contemporane pentru a obtine succesul durabil.

In lucrare, plecand de la o cercetare bibliografici ampla, au fost prezentate o multitudine de concepte
teoretice din domeniul managementului calitatii, din care se evidentiaza instrumentele cu caracter aplicativ.

Eforturile proprii au vizat cunoasterea amanuntitd a notiunilor legate de managementul calitatii si s-a
incercat sd se avanseze o serie de contributii proprii care au fost validate prin aplicarea lor in cadrul unei organizatii
prestatoare de servicii din domeniul tehnologiei informatiilor, o organizatie reprezentativa in acest domeniu.

Lucrarea este structuratd pe 5 capitole si concluzii si prezintd, in final, contributiile autorului, bibliografia
utilizata si diseminarea rezultatelor cercetarii.

For many organizations, these days represent a period of time for searching solutions to survive in an

environment characterized by frequent changes, uncertainty and crisis. The orientation to quality of the
organizations, especially organizations providing information technology services, and involving of all employees in
quality improvement processes are possible by implementing an appropriate management system model.
Therefore, one of the thesis objectives aimed to identify the connections between strategic management processes
and those of quality management system - developed according to ISO 9001:2008 standard— as well as appropriate
methods for developing the stages of these processes. At the same time, continuous improvement in its triple aspect
should enable the organization on the one hand to establish and on the other hand to achieve the established
objectives. Therefore, another objective of the thesis is to establish quality objectives at the organizational level up
to product level. This is a requirement of ISO 9001:2008, very difficult to achieve in practice. Although the
continuous improvement of organization’s results must be a permanent objective of an economic organization, this
does not ensure that it always get good results. For an organization to obtain sustained success, it must continuously
improve their processes and results. In this sense, in this thesis, recommendations were formulated for the
contemporary economic organizations to achieve sustained success. In this paper, based on an extensive
bibliographic research, were presented a variety of theoretical concepts of quality management, from which are
highlighted tools that can be used in practice. The author’s efforts have focused the thorough knowledge of concepts
related to quality management and also tried to advance a number of contributions that have been validated by
applying them in an information technology (IT) organization, a representative organization in this domain.

The thesis is structured into five chapters and conclusions and presents, finally, the author’s contributions,
the references and also the dissemination of the research results.



