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QUALITY MANAGEMENT 

 Diana María Montoya Quintero, Juan Miguel Cogollo Flórez, Model for 
Evaluating the Subjectivity of Findings in Audits of Quality Management 
Systems 

This work describes a model for creating a decision tree coded in a Knowledge Based 
System (KBS) that automatically generates strategies for validating findings in Quality 
Management System (QMS) audits, in compliance with standard ISO 9001:2015. The 
problem addressed in this paper is the discrepancy between auditors’ judgments or 
criteria for audit findings. The development and implementation of a KBS allowed to 
simulate the strategies and requirements of standard ISO 9001:2015, and it enabled to 
raise awareness on auditors' subjectivity in the validation. The technology transfer model 
resulted in a decision tree that generates inference rules for standardizing the process 
and achieving the audit objective. 
Keywords: quality management system, knowledge management, technology transfer, 
knowledge based system. 
 

 Lola Faritovna Popova, The Practical Application of the Methodology for 
the QMS Effectiveness Assessment 

The article presents the results of the practical implementation of the author’s 
methodology for effectiveness assessment of Quality Management System (QMS). This 
approach of QMS assessment has been tested at a number of Russian enterprises which 
produce industrial goods.  
The author highlights five points of QMS effectiveness: customers’ satisfaction; product 
quality improvement; operational performance; effectiveness of QMS processes; culture 
of continuous improvement. The assessment of Quality Management System 
effectiveness is based on the achievements of QMS objectives, their comparison with 
benchmark indicators and previous achievements of company’s QMS. 
Keywords: quality management system, QMS, effectiveness, performance, satisfaction 
index, quality management system efficiency. 
 

 Michal Jenčo, Milan Droppa, Ľudmila Lysá, Pavol Križo, Assessing the 
Quality of Employees in Terms of their Resistance 

This paper addresses the issue of human resources analysis and assessment. It focuses 
on the problem of analyzing and recognizing the resistance of employees against a 
negative phenomenon such as bossing at the workplace. Elimination of this phenomenon 
is of great importance for the fulfilment of the goals of the company or organization. 
Managers can use different methods and techniques to solve this problem. In our 
solution, we have effectively applied SWOT analysis, which is known as a structured 
method of determining the direction or strategy of an organization, a business, as well as 
a team or an individual. It serves to compare the strengths and weaknesses as well as 
the opportunities and threats involved in the problem or process solved. In the 
implementation part, the principles and procedure for creating a model for the effective 
application of the stated method in the field of human capital management were used. 
Keywords: human resources quality, analysis, management, negative phenomena, 
employees´ resistance. 
 

 Mihaela Laura Bratu, Lucian-Ionel Cioca, Modelling Human Behaviour 
through Game Theory in Order to increase the Quality of Work and the 
Quality of Life of Employees through Managerial Strategies Appropriate 
to Individual and Group Personality 

Organizational strategies for increasing employee productivity may diverge or converge 
with employees' expectations and actions on the quality of work they are doing. If the 
organization wants first to improve the quality of work and secondarily to improve 
employees lives, at employee’s level the situation may be different. This study helps the 
organization make the decision to invest or not in the well-being of employees through 
an analysis done with the aid of the Games Theory. Moreover, the mathematical and 



social approach to increasing the quality of work and the quality of life of employees has 
led to the shaping of human behaviour at the workplace. The proposed approach is an 
absolute novelty in the field, using the Game Theory in order to identify the managerial 
strategies appropriate to the working group towards increasing well-being and 
productivity. Following the analysis of the results, we offer concrete management 
solutions for the organization and coordination of the working team, in order to increase 
the individual performances, but especially the employees' group. 
Keywords: quality of work, quality of life, Game Theory, work team management. 
 

 M.J. Ershadi, D. Omidzadeh, Customer Validation using Hybrid Logistic 
Regression and Credit Scoring Model: A Case Study 

In this paper a regression model is applied for validating the customers of a company. 
Using a Delphi method beside the expert panel the main variables which construct the 
regression model are extracted. A credit scoring system for validation of the customers is 
developed based on applied regression model. Then a Newton-Raphson method is used 
for determining the coefficients of regression model. Furthermore the MacFadden 
statistical value is calculated for approving the regression model. A case study is 
presented for application of proposed model. Three factors of sponsor’s job, applicant’s 
jobs and income are extracted as the main factors which are affecting the customer 
validation in the case. The result of the proposed model based on the case study showed 
that using a regression model which is empowered by Delphi system can provide a robust 
model for validation of the customers for deciding on granting to the customers.  
Keywords: credit scoring, regression model, Delphi method, case study. 
 

 Endang Sulistiyani, Udin, Edy Rahardja, Examining the Effect of 
Transformational Leadership, Extrinsic Reward, and Knowledge Sharing 
on Creative Performance of Indonesian SMEs 

This study aims to examine the effect of transformational leadership, extrinsic reward, 
and knowledge sharing on creative performance of Indonesian SMEs. A survey of 270 
employees working in 13 Indonesian SMEs (such as export-oriented handicraft industry) 
in Central Java is conducted. Structural equation modeling with AMOS 22.0 is used to 
test the direct effects of the hypothesized relationships. The results show that 
transformational leadership is positively related to knowledge sharing and creative 
performance as well as extrinsic rewards and knowledge sharing on creative 
performance. However, contrary to the expectation, extrinsic reward is not related to 
knowledge sharing. The findings of this study conclude that the highest transformational 
leadership and the highest extrinsic reward together encourage the highest knowledge 
sharing, which in turn improve creative performance. 
Keywords: transformational leadership, extrinsic reward, knowledge sharing, creative 
performance. 
 

 Oleg Jakovlevich Kravets, Oleg Nikolaevich Choporov, Vitaly 
Evgenievitch Bolnokin, Mathematical Models and Algorithmization of 
Monitoring Control an Affiliated Network in Maintenance Service 
Distributed Organizations 

The paper considers some problems and peculiarities of modeling and efficient 
development in social and economic monitoring. As we know, accurate and enhanced 
monitoring of the market and customer data base is a necessary requirement for the 
organization's survival in intense competition. The research subject is a maintenance 
service distributed organization possessing a network of affiliates and representatives. 
Improving monitoring processes will ensure timely revealing potential situations of 
customers’ change of a service company, broadening the customer data base and 
eventual strengthening the company's position in competition. 
The authors have used the methodology of conceptual and mathematical modeling based 
on monitoring intensity. The paper presents the analysis and heuristic approach towards 
rationalized management of monitoring researches, proposes modeling and 
algorithmization of managing customers’ changing maintenance service distributed 
organization affiliates (representatives) and adaptive techniques of monitoring 



management under organizational and economic restrictions. 
Streamlining monitoring study enables to optimize the monitoring of clients, especially 
those expected to be ready to change the service organization. 
In our view, the obtained results are to be applied both in static and dynamic 
configuration of distributed companies. 
The article gives heuristic methods of planning monitoring researches in organizational 
and economic systems, featuring the accounting of restrictions to the total monitoring 
amount and providing short- and long-term monitoring planning in the course of data 
collection needed for management decisions to enhance the organization 
competitiveness. 
Keywords: customer monitoring, distributed company, heuristic optimization, 
monitoring management. 
 

 Susanto, Nuryakin, How do Service Quality and Satisfaction enhancing 
Customer Loyalty in Indonesia Hospital? 

The aims of this study is to investigate the service quality and customer satisfaction on 
customer loyalty. The sample of the research is patients users hospital in Indonesia. This 
research used a quantitative approach. The total sample in question as many as 200 
patients with the technique sample using simple random sampling. The results of the 
testing of hypotheses, first insignificant define the relationship between service quality on 
patients loyalty. The results of the testing of hypotheses both explain a positive 
relationship between services quality on patients satisfaction. The finally, hypothesis 
testing influence the service quality on patients loyalty shown a positive relationship 
between the service quality on patients loyalty. 
Keywords: service quality, customer satisfaction, customer loyalty. 
 

 Osama Qtaish, Yousef Fazea, Maher Abuhamdeh, Factors that affecting 
the Implementation of CRM in Commercial Banks 

Today, the banking sector in Jordan is witnessing fierce competition and they have to 
make efforts to remain in a competitive ambiguous market place. Banks have realised 
that managing customer relationships management (CRM) is a very important factor for 
their success. Implementations CRM to banking are still bellow these expectations as well 
as the number of unsuccessful projects are still relatively high. This paper attempts to 
extend the previous work on overcoming the CRM drawbacks by focusing on the factors 
which could positively affect the implementation of CRM. We investigate the most 
common factors that can leverage the implementation of CRM and what is more, based 
on the analysis of the main components of CRM (People, Processes and Technology). In 
this study the researchers designed a survey; the sample was collected from employees 
of Jordanian banks' as respondents for the research questionnaire in 2017. The aim of 
this study is to analyse the relationship between CRM component and CRM 
implementation failure for customer service workers in commercial Jordanian banks. 
Keywords: CRM, success factors, customer satisfaction, customer relationship 
management, CRM components. 
 

 Intan Ratnawati, Suharnomo, Christantius Dwiatmadja, Efforts to 
improve Employee Performance at Post-Acquisition Company in 
Indonesia 

As competition to control market among companies increase, acquisition has been 
considered a prospective strategy to be well planned. However, post-acquisition 
transformation has become a central issue as integrating two or more organizations 
needs a lot of efforts. The objective of this study was to analyze the effect of 
transformational leadership and readiness to change on employee performance in post-
acquisition companies in Indonesia through competence improvement to adaptability as 
previous research has not specifically explored these variables. The samples were two 
manufacturing companies and two service companies. Purposive sampling technique was 
used to analyze 234 processed questionnaires from 400 distributed samples using Likert 
scale technique.  The results revealed that (1) transformational leadership affects 
employee performance, (2) readiness to change does not affect employee performance, 



(3) transformational leadership and readiness to change all affect employee performance 
through improved adaptability. 
Keywords: transformational leadership, readiness for change, adaptability, employee 
performance. 
 

 Heru Sulistiyo, Darsono Darsono, Subchan Subchan, An Empirical 
Study on the Role of Auditor Independence in reducing Dysfunctional 
Audit Behavior of Public Accountants in Indonesia 

This research is about dysfunctional audit behavior with empirical study at public 
accounting firm in Indonesia. The purpose is to analyze the influence of the locus of 
control and professional commitment to dysfunctional audit behaviors mediated by 
auditor independence. The unit of analysis is the junior, senior and manager level 
auditors who work at the Indonesian public accounting firm, totaling 386 people. 
Samples were taken with accidental non-random sampling method, and data were 
collected through questionnaires sent via email, while the techniques of analysis using 
multiple regression models and Sobel test completed with SPSS. This study uses a value 
theory approach in solving existing problems. The results show partially locus of control 
and professional commitment are able to improve the auditor independence. Moreover, 
the locus of control, professional commitment and independence is more likely able to 
decrease the dysfunctional audit behavior. The mediating variable of independence is 
able to strengthen the influence of the locus of control and professional commitment in 
reducing dysfunctional audit behaviors. 
Keywords: theory of value, locus of control, professional commitment, independence, 
dysfunctional audit behavior. 
 

 Lalu Edy Herman, Ari Setiyaningrum, Augusty Tae Ferdinand, Techno-
Entrepreneurial Relationship Marketing to Ignite the SMEs Marketing 
Performance in Indonesia 

The main purpose of this study are to propose and examine a framework of Techno-
Entrepreneurial Relationship Marketing (TERM) to bridge the gap between 
entrepreneurial orientation and firm performance. Especially, this study exploring the role 
of techno-entrepreneurial relationship marketing, responsiveness capability, and 
interaction proactiveness on increasing marketing performance in the context of Small 
and Medium Enterprises (SMEs). This study was conducted by survey method through 
distributing the questionnaires to 100 owners and managers of SMEs in Indonesia. By 
using structural equations model analysis to examine the proposed model, this study 
indicated that both information technology adoption and entrepreneurial orientation did 
not influenced techno-entrepreneurial relationship marketing; techno-entrepreneurial 
relationship marketing influenced responsiveness capability, interaction proactiveness, 
and marketing performance significantly. 
Keywords: entrepreneurial marketing, relationship marketing, entrepreneurial 
orientation, marketing performance, SMEs. 
 
ENVIRONMENTAL MANAGEMENT 

 Hien Nguyen Hoang, Svetlana Ratner, Yuri Chepurko, A DEA- based 
Approach for Measuring Efficiency of Environmental Management 
Systems for Power Plants 

The issue of ecologic and economic efficiency of environmental management systems 
(EMSs) certified by ISO 14001 is still discussed in the literature. The percentage of 
certified EMS of Russian energy companies is far above those of other industries, due to 
the fact that electricity generation industry is one of most pollutant-intensive sectors. 
This study contributes to the literature by proposing dynamic environmental DEA model 
with radial efficiency measure and constant return to scale to analyze the efficiency of 
environmental management systems of gas-fired power plants in Russia. The suggested 
method for evaluating the efficiency of EMS allows one to research the following practical 
issues: (i) to compare the efficiency of EMS of different production divisions that use 
similar production technologies; (ii) to compare the maturity of EMS based on a trend of 
a company's ecologic efficiency; (iii) to compare ecologic efficiency of different 



production technologies. 
Keywords: environmental DEA, Environmental Management System, ISO 14001, 
ecology efficiency, electric generation industry. 
 

 Juozas Ruževičius, Mantas Dapkus, Methodologies for Calculating the 
Carbon Footprint of Small Organizations 

The aim of this paper is to analyze the changes in climate, the carbon footprint and 
existing assessment methodologies, and based on an author's research to develop a 
methodology for carbon footprint calculation of small organizations. The major problem 
of small organizations calculation tools are complexity, time consuming and requires 
significant resources to implement. The research revealed that the key factors for 
calculating the carbon footprint for small organizations are misunderstanding of general 
organization operation from the perspective of environmental, employee engagement, 
leadership of managers, and public sector key factors (such as education and advertising, 
lack of information, ecoculture education, green procurement, tax exemption). Based on 
the results of the research, the authors developed a methodology for calculating the 
carbon footprint and prepared an algorithm for its application, adapted to small 
organizations. It can be established that the successful carbon footprint implementation 
and operating outweighs formed issues in the long term. 
Keywords: carbon footprint, sustainable development, small organization, methodology, 
E. Deming's continuous improvement cycle. 
 

 Elena Cristina Rada, Gabriela Ionescu, Fabio Conti, Lucian Ionel Cioca, 
Vincenzo Torretta, Energy from Municipal Solid Waste: Some 
Considerations on Emissions and Health Impact 

This paper presents an overview of some criticalities of pollutants resulted from the 
solutions adopted for obtaining energy from residual municipal solid waste (RMSW) and 
from organic fraction of municipal solid waste (OFMSW). The first part of this paper deals 
with the evolution of the interest towards health impact and pollution resulted from the 
treatment for these two waste streams: RMSW and OFMSW. The second part concerns 
the relevance of the pollutants in terms of health impact in the strategies adopted to 
manage those streams of waste, taking into account the evolution of the sector, including 
the biomethane option for OFMSW and the Solid Recovered Fuel (SRF) option for RMSW. 
The PCDD/F issue seems to be under control. Heavy metals and NOx remain pollutants to 
manage carefully in design and operation of plants. 
Keywords: anaerobic digestion, OFMSW, energy, health, RMSW, thermal treatments. 
 
FOOD SAFETY MANAGEMENT 

 Filippo Sgroi, Angelo Marcello Mineo, Enrica Donia, Selenia Piampiano, 
Consumer Preferences for Food Products 

Though it started as a niche market, today organic products make up a substantial share 
of food consumption. In Italy, in terms of production, areas and businesses dedicated to 
organic farming are on the increase. On the demand side, there is a positive trend in the 
organic market, especially in the North. The numbers show it: the South produces and 
the North consumes. Once again, Italy is divided between North and South. Is it an 
eternal mix, a synthesis of cultural/educational differences that translate into different 
food styles, or are the other variables that affect it? The South’s underground economy 
and the absence of an adequate network of distribution channels play an important role 
in determining this divergence. The main aim of this paper is to understand the reasons 
for this lack of propensity to purchase and consume organic products by a normally 
distributed portion of the population of the Province of Palermo, considering factors such 
as age, education level, and income. The study shows that the consumption of organic 
products no longer tends to be correlated positively with income. Education, however, 
plays a crucial role as awareness of the benefits of consuming organic products increases 
with higher levels of education. 
Keywords: agro-food production quality, consumer approach, certification. 
 



 Rosa Maria Fanelli, The Interactions between the Structure of the Food 
Supply and the Impact of Livestock Production on the Environment. A 
Multivariate Analysis for Understanding the Differences and the 
Analogies across European Union Countries 

In many European Union countries, diets are characterized by high levels of meat, dairy 
products and eggs. This type of diet, as is well-known, is responsible for an intake of 
saturated fat and red meat in quantities that exceed dietary recommendations. In 
addition, the associated livestock production requires large areas of land and leads to 
high nitrogen and greenhouse gas emission levels. The aim of this paper is to identify the 
connections, the differences and the parallels between the 28 EU states with regard to 
the structure of their food supplies and the impact of farming practices on the 
environment. The paper analyzes data from FAOSTAT relating to the year 2013. The 
results of the application of Principal Component Analysis and Hierarchical Cluster 
Analysis reveal new and important details about the differences and the analogies 
between the 28 states. The findings show that, on the one hand, there are similarities in 
the structure of the food supply relating to the quantity of products of animal origin. On 
the other hand, there are many differences in the average use per area of cropland of 
nutrients and pesticides, in the density of livestock farming in the agricultural area, in the 
intensity of emissions from the production, in the rearing of livestock for meat and in the 
quantity of products of animal origin. The major conclusions are that, the environmental 
impact of agriculture varies, depending on the different structures of the food supply and 
on the diverse agricultural practices employed across the EU.  
Keywords: agricultural practices, emissions intensity, European countries, food quantity, 
hierarchical cluster analysis, livestock production, principal component analysis. 
 

 Flavio Boccia, Felice Peluso, Future Food and Economic Sustainability: 
the Nutraceutical Technology 

New food products with natural and medicinal benefits are increasing in the market and 
could improve consumer diet and wellbeing in the near future. The evolution of concepts 
of health and well-being and the slowdown of pharmaceutical sector led to the growing 
demand of products benefits human health first, and foremost nutraceuticals.The aim of 
this work is to focus attention on the role of nutraceutical products to make food regimes 
more sustainable in terms of well-being and health and the positive effect of their 
medicinal properties on economic sustainability in the national and global health systems. 
Keywords: behavior, consumer, drug-economic models, efficiency, health, marketing. 
 

 Massaglia S., Merlino V.M., Borra D., Verduna T., Renna M., Rambozzi 
L., Impact of Swine Ascariasis on Feeding Costs and Revenues in Farms 
associated with the Italian PDOs Dry-cured Hams Industry 

This study performed an evaluation of the impact ascariasis (or A. suum) has on feeding 
costs and revenues related to payment of carcasses and thighs used for the production of 
Italian PDO dry-cured hams. Differences in feeding costs and revenues were examined 
considering production phases (suckling piglets, weaners, fattening pigs and sows) in 
swine farms differing in terms of production cycle characteristics (farrow-to-finish or 
growing-to-finish cycles) and A. suum prevalence in the short-medium term (from 2011 
to 2014) evaluated by liver milk spot lesions found at slaughterhouses. A. suum 
indirectly impacts the quality of carcass meatiness and thighs at slaughterhouses. The 
parasite also drives the exclusion of thighs at PDO dry-cured hams circuits as well as the 
carcass degradation. The clear correlation A. suum has with increasing feeding costs and 
reduction of farm revenues (directly linked with fatteners carcass meatiness and thigh 
quality standards) was demonstrated using GLM. The results provided cues to improving 
the control of parasites by farm management. In particular, the production of raw ham is 
very important in Italy, with nearly all pig farms in the country contributing pig thighs to 
the production of San Daniele and Parma PDO dry-cured hams, so consortia could 
represent an added value for the Italian pork industry. 
Keywords: Ascariasis, A. suum, feeding costs, gross saleable production, heavy pig, 
PDO dry-cured ham. 
 



 Julia Vladimirovna Gnezdova, Vladimir Ivanovich Barilenko, Tat'yana 
Andreevna Kozenkova, Andrei Valentinovich Chernyshev, Nadezhda 
Vasil'evna Vasina, Food Safety Auditing in Russia in a Climate of 
Foreign Sanctions and a Policy of Import Substitution 

This paper examines some of the key issues in conducting audits of the quality of food 
products at a client’s request in the Russian Federation. Russia has always been a major 
net importer of agricultural produce, raw materials, and food. At present, due to the 
inability of the agrarian sector to ensure the nation’s food independence, the Russian 
Federation is forced to export some of the major food commodities that form the basis 
for the stable development of the domestic economy. Purpose: to assess the impact of 
foreign sanctions and the state’s current policy of import substitution on the quality of 
imported and domestically produced food products based on the nation’s quality audit 
system. Russia’s food ban on imports from countries supportive of anti-Russian sanctions 
has helped boost Russia’s food security and create the preconditions for consistent 
growth within the domestic agro-industrial complex. However, this advisable initiative 
has also had a number of “side effects”, like declines in product quality and spikes in the 
volume of counterfeit products. Methods: empirical methods of comparison, 
measurement, description, and interpretation; theoretical methods of formal and 
dialectical logic. Conclusions: food is becoming today a major tool for political pressure 
on the part of more economically developed countries on Russia, which has the greatest 
agrarian potential globally but is unable for now to entirely provide its population with 
domestically produced food. Therefore, control of the quality and safety of alimentary 
raw materials and food products is currently among the most relevant and significant 
issues for the Russian government to address. 
Keywords: quality auditing, standardization, certification, food provision, foreign 
sanctions, import substitution, organizational/economic mechanism 
 

 Floarea Şerbancea, Aurelia Stănescu, Valentin Lazăr, Ethics in 
Knowledge Management to monitor the Quality of Food Products 

The paper addresses an issue of great interest and more current than ever: ethics in 
monitoring the quality of food products. When the regulations in a given area are not 
unitary at EU level, the lack of ethics can be a risk factor in assessing and monitoring 
compliance. The preferential application of quality standards, sampling procedures and 
testing, at preference of the system operator, can generate “double standards”. As in any 
complex field, knowledge must be properly managed. The ethical behavior in monitoring 
food quality should exclude: falsification of data obtained from food testing; 
counterfeiting of product quality evaluation reports; selection of biased criteria for 
product quality monitoring; deliberate distortion of results interpretation and deformation 
of the conclusions of the monitoring reports; concealing the conflict of interest; 
erroneous recording and/or storage of the results. It is a proven fact: ethical codes are 
more effective where and when used in conjunction with employee training programs, 
those aimed at strengthening the ethical values of the organization. Ethical training 
programs can provide a number of benefits: they enable the strengthening of the 
standards of ethical behavior within the organization, they facilitate the reunion of 
employees in the training sessions, which induces them the feeling that they are not 
alone in confronting with ethical dilemmas, especially in the cases when unpopular but 
ethically correct decisions are required. 
Keywords: professional ethics, knowledge management, food products quality. 
 
OCCUPATIONAL HEALTH AND SAFETY MANAGEMENT 

 Gabriel Bujor Babuţ, Roland Iosif Moraru, Managing the Activities of 
Authorization to Practice Trades and Professions in Terms of Safety and 
Health at Work 

The fulfillment by the employer of the legal obligation to authorize in terms of safety and 
health at work the practice of trades and professions under specific legislation is currently 
encumbered by the lack of clear and coherent legal regulations setting the occupational 
categories to be approved, the authorization methodology and the competent regulatory 
authorities. This lack of regulation or even "legal vacuum" generated a lot of confusion in 



practice and led to conflicts between various stakeholders, with harmful effects in terms 
of ensuring safe and healthy workplaces. As a result, there is an urgent need to 
undertake a study establishing the constituent elements of the legislative and 
methodological framework to be adopted and implemented in Romania in order to 
achieve a modern and adequate management of the activities to authorize the practice of 
trades and professions in terms of safety and health at work. From this perspective, this 
paper analyzes the evolution of national law in the field of authorization of trades and 
professions in terms of safety and health at work, are identified the professional 
categories whose authorization is governed by specific legislation and is presented for 
each personnel category the authorization methodology applied by the appropriate 
regulatory authority. Studies and research have enabled the identification of other 
professional categories engaged in hazardous activities with high risk of injury and 
occupational disease, for which the opportunity of an internal or external authorization is 
required to be analyzed. 
Keywords: management, authorization, trade, profession, safety and health at work. 
 


