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1.Introduction

SMEs play a dominant role in world’s economy and they have been considered as the
the basic structure for most developed countries and especially for developing countries. They
play an important role in creating and distributing the national wealth on the current global
market, both in developed countries and in developing ones. (Herbane, 2010).

The SME sector represents the basis for all economies all over the world, mainly in
emerging economies, which are confronted with major challenges in ensuring the balance of
the workforce. SMEs contribute to the welfare of the society; innovation; environmental
protection and sustainable development; increasing added value and jobs, representing a solid
basis for the selection of future large enterprises. (OECD, 2016).

SMEs represent “the spine” of the economy and are considered important “engines”
for innovation, employment and economic growth, both in developed and in developing
countries, because:

e they achieve the greatest weight of the private economic activity, contributing with
over 50% to GDP and over 60% to workforce occupation

e they contribute significantly to increasing employment opportunities, social inclusion
and poverty reduction (G20/0OCDE 2014) .
The SMEs strategic importance, at the level of world economy, can be emphasized

through the following:

they contribute to creating jobs to a larger extent than big companies;

e they represent the foundation of a market economy, and in the case of long-term
transition economies they can ensure most new workplaces;

e the strenghtening of the SME sector will facilitate the restructuring process of big
enterprises;

e they eliminate the monopoly of large companies and take over the staff fluctuations in
the economy;

e the cooperation with different companies ensure the increase of SMEs competency
level, generating important benefits;

e they produce mostly for the local market, using national resources and valuing local
resources;

e they play an important part in generating economic growth, especially towards the

increase of life standards etc.



If we refer to the difficulties/barriers SMEs were confronted with in 2018, in the view
of managers/investors, we can notice that these have been, according to the entrepreneurs’
perception: bureacracy 47,41%; employing, training and retaining staff 45,97%; excessive
fiscality 40,97%; disloyal competition 40,97%; inflation 40,25%; the decrease of internal
demand 38,64%; the increase of salary expenses 32,92%; the low quality of infrastructure
29,70%; delays in paying bills to private enterprises 27,73%; high cots of credits 23,43%;
difficult access to crediting 17,17%; obtaining necessary consultancy and training 16,82% etc.
(SMEs White Chart, 2018).

2. The research context

In the last decade the SMEs have been preoccupied by improving quality, which they
approach holistically, together with environmental issues, health, occupational security and
social responsibility issues, having as main objectives:

e continuous improvement of product and service quality according to customers’
changing demands;

e implementing and developing QMS, based ISO 9001 international standards, by
identifying and implementing good practices regarding quality improvement;

e improving organizational performance;

e supporting SMEs by implementing ISO international standards;

e eliminating non-quality costs;

e developing training programs for managers and employees, in order to increase
awareness about the importance of improving quality and using quality instruments
adequately;

e innovating both in SMEs production processes and in their development etc

An important part in improving quality is played by the Quality Management System,

which must provide information for all interested parties and promote suitable approaches

to ensure competitiveness through quality.

Our study intends to identify good practices in quality management and facilitate the
good functioning and efficiency of the Quality Management System based on ISO 9001:2015,

in SMEs from Romania, in order to improve performance.



3. The research methodology

Approaching research in the field of quality management is both theoretical, through
the study of literature by creating a suitable framework for the empirical study, and by
exploring the theoretical aspects, and practical, based on observation and measurement. The
study is an exploratory one, because it identifies and analyses facts and develops hypotheses
to be examined, referring to SMEs implementation and explanatory, considering that it studies
the relations between variables to explain and predict SMEs behaviour, to improve quality
and efficiency, respectively.

The study intends, on one side, to analyse SMEs preoccupations for implementing and
developing a functional and effective QMS, and, on the other side, to emphasize the specific
SME aspects and problems in order to implement and develop SMEs as a premise of
organizational performance.

The purpose of the study is to analyse and evaluate QMS, according to the
requirements of 1SO 9001:2015 international standard, as a voluntary instrument, in order to
identify and implement good management practices in industrial SMEs from Romania.
Although ISO 9001 standard is voluntary, there are many situations when it may become
obligatory, considering that this demand can be imposed by clients or other interested parties.
At the same time we wish to test empirically and explain the effect of the variables which
define QMS, respectively; the organizational system, leadership, planning, support/assistance;
operrations, performance assessment; improving the efficiency of SMEs management
practices which are the object of the study and the effect on organizational performance
expressed with the help of non-financial indicators. The obtained results facilitate emphasis
on factors which affect significantly QMS efficiency and the efficiency of management
practices as good predictors for performance improvement.

We proposed as general objective of the study to develop an analysis and evaluation
model for the effectiveness of implementing and making SMEs operational, according to the
requirements of 1SO 9001:2015, based on a suitable scientific managerial foundation, in order
to identify and implement good management practices, which will ensure the increase of
organizational performance by promoting a competitive and sustainable business model, in
SMEs from the industrial sector in Romania.

Based on a survey results, having as research instrument the questionnaire and

interviews in 93 SMEs from the industrial sector, the study intends to present the current



situation of implementing and certifying QMS, on the basis on of ISO 9001 in SMEs, with the
purpose of developing an analysis model to determine the impact of implementing and
making QMS operational effectively according to ISO 9001:2015 requirements, upon SMEs
performance.

The study is based on the premises that SMESs encounter many problems in
implementing the principles of total quality management, in their business models, QMS
respectively, which can affect their performance and profitability. Consequently, the research
question is: To what extent are SMEs implementing and making a QMS operational
effectively in their business? To this purpose we conducted an empirical study, using a
quatitative method based on questionnaires and a qualitative one based on intervies, to collect
data from SMEs in the industrial production sector from Romania. The main objectives refer
to the role of management practices from SMEs in ensuring the effectiveness of QMS and of
organizational performance, measured with non-financial indicators. The study recommends
that SMEs should concentrate not only on improving quality and reducing costs, but also on
good management and leadership practices.

The research sample is made of SMEs from the industrial production sector from
Romania as analysis unit. To ensure the quality and credibility of information, we required
that the respondents should be managers in charge of quality (quality managers). It is based
on obtaining a representative and comparable sample, for which reason it includes both SMEs
with a certified QMS and those which have an implemented QMS, but it was not certified at
the date of the study according to ISO 9001:2015 international standards.

4. Personal contributions

The paper stands out through the practical contributions regarding ways of solving
complex problems in order to improve QMS efficiency in SMEs from the industrial
production area. The obtained results allowed us to formulate consclusions and
recommendations for ensuring the efficiency of QMS in SMEs (micro-enterprises were not
the object of the study), for improving quality, respectively, in a holistic manner.

The main contributions in approaching and solving the research topic refer to:

e emphasizing the relative implementation stage of the total quality management and
also how to implement and make QMS operational in SMEs from the industrial
production area;

e identifying the main motivations for implementing QMS in SMEs from the industrial

production area, as well as the main difficulties/barriers in ensuring its effectiveness;;



identifying the main factors and management practices which ensure the efficiency of
making QMS operational;

identifying important directions for improving the efficiency of the quality
management, QMS respectively, in SMEs, which are imposed by the current context
of the business activities in Romania;

analysing the efficiency of the management practices and of the quality culture, as
important support in the strategic decision-making process;

developing a suitable model based on statistical analysis regarding the evaluation and
analysis of QMS efficiency and of its impact on the efficiency of management
practices within SMEs

regression analysis regarding the impact of the management practices efficiency and
QMS effectiveness, with all its components upon non-financial indicators of
organizational performance (organizational efficiency, customer satisfaction,
employees satisfaction)

identifying, with the help of non-financial indicators, the key success factors in

implementing QMS and making it operational etc.
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