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Abstract

It may be said that quality management is a management philosophy that
embraces activities through which customers’, employees’, and society’s
needs and expectations, as well as organizational objectives, are

accomplished in the most efficient and effective way.

Nowdays, Total quality management implementation through self
assessment application is gaining importance as a means of continuously
improving the management of organizations, particularly since the

introduction of quality awards.

Svaedisskrifstofa malefna fatladra in Reykjanesi (SMFR) was awarded
the Icelandic Quality Awards in 2001. This study will analyse the
improvements that SMFR have accomplished since their last self
assessment in 2001. It will show that SMFR has improved the criteria
without loosing their performance. SMFR should be able to ably for the
EFQM Excellence Awards in three years time if it continue down the road
of excellence with the same deteremination it has had since 1991 when it

first took up Total Quality Management.
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Islenskur Gtdrattur

Lykilatridi geedastjornunar er ad greina parfir vidskiptavina og samskipti
milli peirra og starfsmanna, gera hlutina rétt, fylgjast med arangri og bera
saman vid markmid. P4 purfa ad vera stédugar umbetur og framfarir, auk
bess sem stjornendur purfa ad vera traustir leidtogar sem visa veginn, setja

skyra stefnu og sja til pess ad starfsmenn viti ad hverju er stefnt.

Pad er mun erfidara ad mela gaedi pjonustu heldur en gaedi framleiddra
vara. Einn af pattunum sem gerir slikt erfitt er sa ad vidskiptavinirnir geta
verid 6anagoir po peir kvarti ekki. Hja Svedisskrifstofu sem sinnir
malefnum fatladra er mun erfidara ad meala geaedi peirra pjénustu sem hun
veitir og meta anagju vidskiptavina par sem ad helstu vidskiptavinirnir eru
fatladir einstaklingar og hluti af peim & erfitt med ad tja skodanir sinar. bvi
burfa stjornendur svadisskrifstofunnar ad starfa i anda geedastjornunar,
beita hugmyndafraedi hennar og hafa vilja til umbota.

Eftir rannsékn a stddu mala hja Sveedisskrifstofu maélefna fatladra &
Reykjanesi kom i 1jos ad skrifstofan hefur ndd ad vinna & veikleikum
sinum &n pess ad miss nidur mikid af styrk sinum. Mesta framfor
framkveemdapattanna voru samstarfsadilar og innri peettir sem og ferli. En
peir voru slakastir af framkvemdapattunum i matinu 2001. Mesta framfor
arangurspattanna voru anagja vidskiptavina og starfsmanna. En peir voru
einnig med veikari pattunum i matinu 2001. Pad ma pvi med sanni segja

ad Sveaoisskrifstofan hefur baett frammistddu sina til muna.
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