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ABSTRACT

This paper is an attempt to investigate the Busirethics link to Quality Management.
Business Ethics as management practice is welletbddb many organizations but its
contribution to quality management implementatialogoams and practices is not well
documented. The ISO 9001:2015 and the Businesslléha® frameworks and Awards
provide a basis for the implementation of a TQMIgdaphy, a “unique” way of improving
organizational performance and attaining compeg#itadvantage.The main purpose of this
paper is to examine the various issues related tsiriss Ethics such as corporate
citizenship, human rights, environmental protectimonsumer protection, occupational
health and safety, dishonest business practicesugton, idleness, and weave problems)
and investigate the relationship to Total Qualitandgement in a MNC operating in Greece.
The data gathering was carried out through extemsiad in - depth interviews with several
multiple informants i.e. the plant manager, thedurction manager, the personnel manager,
using a semi-structured questionnaire with opendeel questions. The main purpose was to
collect data and produce basic information, enafpliqualitative observations concerning
organizations’ Quality and Business Ethics prograand initiatives.

Keywords. Total Quality Management; Business Ethics; Gre@ 9001; ISO 26001

1 INTRODUCTION

Quality has become the most used word in todaysadirse. It is used in company’s
advertisement, annual reports, banners and iniplseof all organization’s stakeholders, in
government initiatives and even in personal refeiops. Some argue that quality is mostly
rhetoric and good stories in order for organizaiém promote sales and create a “customer-
orientation” profile. In United States and in Eueopwards were established to promote
awareness and provide a basis and a model for T@iglementation. However, the
organizations both in US and in Europe were noesthusiastic about the awards and the
numbers are very small in all categories. On thermband the certification with the new ISO
90010:2000 series of standards is gaining grourdl especially in Asia the increase in
certified organizations is beyond expectations.

Business ethics dissert issues such as corporateenship, human rights,
environmental protection, consumer protection, pational health and safety, dishonest
business practices (corruption, idleness, and wpese@ems). There is an increasing demand
on focusing at the humanistic dimension and sa@aponsibility of business enterprises.
Organizations during the 90’s began to invest immfa Business Ethics programs (Weaver,
et.al, 1999) especially in the US, by establishtnges of ethics, using telephone lines for
reporting ethical concerns and employing ethicdicefs or creating Corporate Social
Responsibility departments. However, according em@dson & Dunfee (1994) “the field of
Business Ethics has been troubled by a lack ottiime ...” and Randal & Gibson (1990)
found that research on Business Ethics was metbgually incorrect. It seems that quality
can provide a new agenda and a new direction todésign and implementation of Business
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Ethics programs and initiatives and create a neqguage by using a set of frameworks such
as Business Excellence models (EFQM , MBNQA) orluManagement Systems such as
ISO 9001 or the ISO 26001 CSR.

2. LITERATURE REVIEW

2.1. Total Quality and I SO 9001

One of the most controversial concepts in the hysbb management theory is the concept of
Total Quality Management (TQM). It is consideredaa%ocial movement” (Hackman and
Wageman, 1995), a “comprehensive way to improval totganizational performance and
quality” (Hunt, 1993) or a “new paradigm in managaeti (Spencer, 1994; Grant et al.,
1994). Its origins can be traced in the work of tbe called- quality gurus, Deming, Juran,
Feigenbaum, Ishikawa and Crosby and on the risedamdnance of the Japanese automobile
industry in the world markets. TQM emphasizes selitrol, autonomy, and creativity among
employees and requires active co-operation ratmean mere compliance (Wilkinson,et.al.
1991). Hence it could be argued that it has a Sagmt impact on the culture of the entire
organization, calling for change, as it is a glophilosophy involving all organization’s
members.

ISO 9001 introduction fifteen years ago createerées of controversies and doubts
over the role and the significance of ISO 9001 esewn improving product and service
quality, achieving internal and external customatisaction, and improving performance
(Tsiotras&Gotzamani, 1996; Dick, 2000; Van der Wiek al., 2000; Magd & Curry, 2003;
Stevenson and Barnes, 2001; Kartha, 2002.) AccgridirDouglas, et.al (2003) “ISO 9001 is
a multi-million-pound industry with many individusabnd organizations reliant on it for their
livelihood, including quality consultants, lead #ods, internal auditors, supplier auditors,
guality representatives/managers and software wesfsellers as well as the numerous
training companies and certification bodies andr theployees”. However, other authors and
among them Kartha (2002) argues that the new stdsdmain purpose is to assist
organizations to “identify mistakes, streamlineitheperations, and be able to guarantee a
consistent level of quality”.

The new revised standard was launched at the eB808f and according to Beckford
(2002), is “an attempt to harmonize all the staddlaand remove the manufacturing bias.
Several authors stated that the new ISO9000: 28@fireécted towards performance rather
then conformance (Najmi&Kehoe, 2000). Coleman&Dasd|2003) argue that organizations
in order to achieve the new ISO 9001:2000 shouldatestrate that have quality processes
and procedures in place, but they are skepticalutalhat happens after ISO 9001
certification. Casadesus &Karapetrovic (2005) gtog the relationship between the “new”
and the “old” ISO found that “the evaluation of thew ISO 9001: 2000 standard is generally
positive”. Vouzas&Gotzamani (2005) argue that theyeno really negative impact but
mention that the perceived benefits are less tharptevious standard and that the level of
reported benefits of ISO 9001/2/3: 1994 decreas#s tme, evidenced by two empirical
studies conducted in 1998 and 2002.

Overall argue that there is “an erosion of the geed usefulness of ISO 9001: 2000
in the future, especially in terms of short-ternméfgs”. Martinez-Lorente & Martinez-Costa
(2004) further argue that organizations certifigdl®O 9001 “may have gone a part of the
way to TQM. However, the authors claim that it yothe “first part of the way, not its end,
because there is a large amount of TQM requiremtras ISO 9001 does not satisfy”.
Research on ISO 9001:2000 all over the world Isggting on and the perceived benefits and
its integration to other quality initiatives is eqted to clear the picture and provide a basis
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for further improvement of the standard (Laszo, @adcAdamé& Jackson, 2002; Najmi &
Kehoe2000,). According to Vouzas&Gotzamani (200%areful analysis of the 1SO
9001:1994 standards’ requirements compared to #msac bprinciples of TQM and the
requirements of the two most representative busiregellence awards, the European
Quality Award and the Malcolm Baldrige National Qtya Award, reveals several main
shortages of the ISO 9001:1994 standards.

The authors stated that lack of strategic qualiyping, absence of top management
commitment; lack of focus on customer satisfactiack of systematic training in quality.
Furthermore HR competitiveness, benchmarking, aradity cost measurement are absent, as
well as issues related to health, safety and the@mment in a study in Greek EQA awarded
organizations. However, many authors believe ttmatnew revised ISO 9001:2000 series of
standards is a significant improvement on the peviversion in terms of its conceptual
simplification, its process-based vision and itkrnamwledgement of the importance of
customer satisfaction as a key requirement forfyiag the effectiveness of the quality
system (Conti, 2002). The basic principles on whith new standards’ requirements are
based (as found in the 1ISO 9001:2000 documenthaid more TQM oriented.

2.2 Quality and Business Ethics

Douglas Montgomery in an editorial in Quality aneliRbility Engineering International
Journal (2003) states that organizations embratimey philosophy of Corporate Social
Responsibility can enhance their reputation, and geeater financial returns. Furthermore,
argues that quality has a role to play and thatliQuzas a very strong ethical foundation and
all quality gurus’ (Deming, Juran) incorporatediethissues in their writings.

A direct relationship between quality and ethicsl @ocial responsibility is that of
quality systems such as ISO 9001 and ISO 2600lorfloty to McWilliams, et.al (2006)
there is a growing interest on CSR and in ISO 26844 the main motivations are: coercive,
altruistic and strategic. As mentioned earlier 1SD1 is a Quality Management Systems
while ISO 26001 is guidance on social responsyhiliBoth standards have similarities and
difference in their scope, principles and conté&dgtka & Balzarova, 2008). ISO 26001 can
not be certified by a third party, and its scopatde issues such as social, environmental and
legal diversity in the world and look at them ®rms of globalization, climate change,
organizational governance and sustainable developrate. (ISO/TMB/WG/SR, 2006). The
ISO 2600 consists of four clauses, the SR contbet,SR principles, the SR issues and SR
guidance, and its main purpose is to build awareaad created an ethical philosophy within
the organization (Castka & Balzarova, 2007).

In the early days of quality movement, authors saglDeming (1986), Crosby (1979)
and Peters (1988) stated that quality has a higltattcontent. Vinten (1998) states that
“TQM is built on a foundation of ethics, integrignd trust. It fosters openness, fairness and
sincerity and allows involvement by everyone”. \ént(1998) also believes that “Crisis
ethical management comes expensive. The extenttlotaé audit depends upon the
organisation’s attitude to business ethics andespcias well as to its more immediate
stakeholders. Ethical considerations are the adity guaranteed way to ensure this is by the
adoption of total quality procedures. There is hamhy management philosophy that is as
much adopted by companies as quality management”.

According to Svensson & Wood (2005) the core vabfaguality management should
be build upon ethical fundamentals and quality scmhd techniques should consider these
fundamentals. Quality is about making things rigi@sponsibility for quality lies to all,
customer satisfaction is the main drive for succasd profound knowledge is the new name
for quality. The main argument is that doing good @oing well is the key to excellence.

3



24-ICIT: 2025/2/6-8 at GCC Paper #2-3K by Prof. Fotis Vouzas — UoM P-4

Organizations can not just invest and focus onlytechnical-oriented approaches and
techniques but rather gave to enhance and utilegr tpeople and contribute to the
community. According to Steiner & Steiner (1995nlity, productivity and ethics go hand in
hand. Issues such as corporate image, better envamrat, avoidance of stricter government
regulations and the preventions of social probléimas their cure are the main elements or
aspects of the above relationship. In a study ccteduin European organizations, Steiner &
Steiner (1995) found that very few organizationgh@d sample had an ethical culture, and
statement or codes of ethics and there was norelifte between service and industrial
organizations. According to their study resultsiadl dimensions should be incorporated to
quality management process. Fisscher & NijhoD&)Qried to investigate the implications
of Business Ethics for Quality management. The asthargue that quality cannot be
managed successfully without an explicit focus arahvalues and on the opposite ethical
behaviour in a business environment assumes fallityucontrol in order to answer moral
guestions.

Another aspect of the quality and ethics relatignsilas examined by Gonzales &
Guillen (2002), the ethical dimension of LeadershpQuality. One of the main quality
principles is that quality requires top managenwmmitment and that leadership is one of
the critical success factors in quality managenmaptementation. The authors state that “the
ethical dimension of leadership refers to the riggtisions and actions combined with good
intentions, and accompanied by moral correctnesdasfaviours”. They suggest that
organizations should start building moral trusttheir manager’'s behaviour, by providing
them training in ethical issues, give them the oppoty to write ethical statement and create
an ethical culture in their function. Svensson & Miq2005) however found that there are
different expectations and perception between mensagnd employees concerning corporate
ethical issues in TQM. Finally, in all the so-cdllBusiness Excellence models (EFQM model
and the Malcolm Baldridge Award) there is a focums eghical issues and specifically on
Corporate Social Responsibility. Impact on sociestjsfaction of clients and satisfaction of
employees are important elements of the widely @mdhEFQM model and the Malcolm
Baldridge Award. In this way, quality managemeirade automatically to moral deliberations
and responsibilities towards the different partresand around an organization (Steiner and
Steiner, 1995; Fisscher and Nijhof, 2005).

2.3.  Summary of Literature Review

From the analysis of the above literature, thetigiahip between TQM and Business Ethics
is an important area of study, as both fields emjzleathe significance of responsibility and
ethical practices in organizational managementetee some more contemporary abstracts
and citations that explore this relationship.

2.3.1. TheRoleof Business Ethicsin TQM

A study titled "The Mediating Role of Business Ethiin the Relationship between Total
Quality Management and Sustainable Performancemmes how business ethics can
mediate the relationship between TQM practices abtainable performance in

organizations. The findings suggest that ethicatfices enhance the effectiveness of TQM
initiatives, leading to improved sustainability ooines in various sectors, including

hospitality and manufacturing (Hashmi, 2020).
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2.3.2. Integrating Ethicsinto Quality Management

Another article discusses the integration of bussnethics into TQM frameworks. It
emphasizes that ethical considerations are crtaridhe successful implementation of TQM,
as they foster a culture of trust and accountgbaithin organizations. The study argues that
organizations that prioritize ethical behavior arere likely to achieve their quality
management goals (Muhammad, et.al, 2024).

2.3.3. Quality Management and Corporate Social Responsibility

A research paper titled "Total Quality Managememd &orporate Social Responsibility: A
Framework for Sustainable Development” exploresithersection of TQM and corporate
social responsibility (CSR). It highlights that batQM and CSR share common goals related
to ethical practices and stakeholder engagemeggesting that integrating these approaches
can lead to enhanced organizational performancetimchl standards (Samah et.al, 2023)

These studies collectively indicate that the ind#ign of business ethics into TQM practices
Is essential for fostering sustainable performamaachieving organizational excellence.

3. RESEARCH METHODOLOGY

In this paper, the author suggest that in orddratee a reliable and objective depiction of the
Business Ethics on quality improvement framewoekshorough examination and analysis
should include all the various approaches and péores recorded in literature -some of them
based on empirical data and some deriving fromorfeeand “good-stories” or “how things
ought to be” perspective. The paper examines ndastrial organization, a multinational
company in the drinks and beverages sector thattgsein Greece over 45 years and has a
long tradition of corporate social responsibilityThe company was among the first
organizations in Greece that received the ISO 90Ghe 90’s and implementing a series of
standards (ISO 9001, ISO 22000, ISO 18001 and I&@1) with a strong commitment to
quality.

The data gathering was carried out through exterend in - depth interviews asking
several multiple informants i.e. the plant managee, production manager, the personnel
manager, using a semi-structured questionnaire opn - ended questions in one of the
three plants operating in Greece. The main purpase to collect data and produce basic
information, enabling qualitative observations aming organizations’ Quality and Ethical
efforts. The questionnaire was developed basedtate-of-the art literature review and
consisted of three parts. The first part was gomestabout the profile of the organization
(legal status, number of employees, etc), the skparnt was about the organizations Business
Ethics efforts (policy, programs, initiatives, etr)d the third about the link between quality
improvement efforts and Business Ethics and CotpdBacial Responsibility. This paper is
based on a pilot study of larger scale researchingimt exploring both qualitative and
quantitative the link between Business Ethic an@li@u The data analysis provides some
ground for generalizations, even though subjecfidgments were also made from the
analysis of the case.
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4. FINDINGS

4.1. TheCompany Profile

Company is A is one of the largest organization&tiaece in the Drink and Beverage sector,
and the leader in the alcoholic beverages. Imp#s ten years the company invested almost
300 million Euros in infrastructure and its plantsidered the most modern in Europe. The
company is a major sponsor of athletic and sosiahts and promotes safe alcohol drinking
among young drinkers. The company’s advertisemaga is “enjoy responsibly” and in its
webpage there are pages dedicate to safe drinklhgompany’s plants have environmental
standards concerning energy consumption (elegtrigas), pollution (water, air, noise) and
money spent on introducing environmental friendigduction technologies. The company
awarded in 1987 with the best award for environ@ecdnsciousness and in 1998 with the
Corporate Social Responsibility Award. The plantvnich the study took place has 300 full
time employees and 100 seasonal personnel in appaitedy 20 specializations. The plant
gone through restructuring and infrastructure modiions in the past ten years. From 1996
to 2000 there was a multi-skilling program aimirigeahancing the skills and abilities of the
personnel with in majority were coming from the msarural community.

4.2. BusinessEthics

The organization’s Corporate Social Responsibi{iBSR) issues are in the hands of the
Communications Affairs department in the centrdicet in Athens. The department is new
and before that CSR and Business Ethics were héihgi¢he financial department. The main
philosophy of CSR in the organizations is that €&ths everybody’s job and all employees
from top to bottom are responsible. Furthermore tompany must prove that through
everyday practices and culture. Every year the @mymrganizes a CSR conference aiming
at building awareness and communicating best gexcto all stakeholders.

Employees and management are aware of the impertantvalue of Business Ethics
through the company newsletter and of events tagiage inside the organization. The main
programs and initiatives introduced and implementedated to the Business Ethics are :
promoting employee participation (many work grooperating at the plant both, functional
and cross functional) written commitment of all Wagroups within the plant on quality and
safety, full implementation of ISO 18000, continadwaining and coaching, strict numerical
goals regarding energy consumption, pollution, c&aoy, internal and external benchmarking
on quality and CSR issues, support of local comiguformation of voluntary groups for
environmental purposes (cleaning beaches, platr@®s on burned forests, etc), schools and
university students visits, etc.

However, there are no formal ethical codes that thle form of work practices and
responsibilities among employees and managerseirpldnt. The reason is that people are
within the organizations many years and there isx@ed for written statements and formal
ethical policies in the plant according to top ngeraent. There are no training programs
focused on CSR and Business Ethics on the planttlzar@ are no disciplinary actions in
cases of ethical malpractices. The training managamtioned that the climate is that of a
“public organization” meaning that employees enjaprk stability and security and
formalities and rules are being incorporated thiroundormal communication.

Over the years the organization and the plant irtiqugar had no incidents of
unethical behaviour from managers or employees.plér® manager in cooperation with the
management team and the union have day to day comation and the goal is to prevent
any actions causing problems (proactive philosoptsijle the plant or affecting customers or
the local community. In cases of customer compaabout the product — retailer or final
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customer- (not proper filling of the bottles, fagei particles inside the bottle, etc) the
organization policy is to provide information teetbustomers and give them the opportunity
to visit the plant and the facilities and to getnfltlar with the production and the quality
assurance system.

Today, the organization is trying to be as effextas possible, introducing new
technology, utilizing people and techniques andtirmgt costs. All these are done in
accordance with the organizations Corporate S&®aponsibility policy and with the change
of philosophy. Being effective and financially hisatlepends on ethics and ethics can push
organization forward.

4.3. Business Ethic and Quality

Quality was always a major concern of the orgammatsince its establishment. The
company’s products are worldwide known for its smpe quality. The plant is certified with
the ISO 9001 since 1994 and as mentioned earliegrtiia other certifications (ISO 14000
and ISO 18000). The main drive for quality improwsn in the plant is the quality
improvement teams. The teams were formed with dmsensus with the union. Their main
goal of the teams is to ensure that quality prosesiare understood and implemented without
problems. There are a series of financial and meantial incentives in order to promote
quality and productivity. Employees get a produttivbonus based on the annual
performance appraisal system and there are awardsd best team in the plant. Training is
considered an investment because give the opptytimi employees to learn more and
become less vulnerable to changes in technologyirasgstems implementation. The multi-
skilling program enhanced employees’ capabilitied arotects them from being obsolete.
This was considered as an ethical-based programm fitbe top management and the
employees.

There is a very strong connection between quahty ethics in the plant according to
all informants. The plant organization is focusedsatisfying customer needs and protecting
the public from excessive alcohol drinking. There annual customer satisfaction surveys
and on the spot audits (from the sales departnberile consumer points (supermarkets, café,
bars, clubs, etc). The goal is to have zero comidazero defects and zero accidents. The
company used various quality management technigumel tools such as benchmarking,
business process re-engineering, etc in order taitoroand control all quality issues related
to ethical problems. Best practices among the cowyipavorldwide plants are articulated and
top management people have the opportunity to ethieér plants around the world and learn
new methods and practices.

The organization is not in the process of applyimgthe European Quality Award
according to the plant manager. Top managementaseathat EQA is providing a model for
self-assessment and that in the model there isR (@2#t. The training manger at the plant
said that EQA is the next step and a major chadleiog the organizations and for the plant
itself. However, believes that many things needd¢odone before the organization give the
green light for the award process such as formattemr CSR policy in each plant,
appointment of a CSR officer and a long term tragnprogram on ethical issues for all
personnel.

Finally, ISO 26001 CSR is more than welcomed aedtlanagerial team of the plant believes
that is a matter of time to be introduced and imm@ated.
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5. CONCLUSIONS

Business Ethics is a necessity and a major chaléngall organizations around the world. It
provides a set of guidelines and a new culturg¢Herfuture. Quality Management is customer
consciousness -both the internal and the exteraalHts philosophy is a creating a culture in
which production is causing no pollution, excessige of energy and resources, and human
traumas. Quality is a mean to prevent ethical gmisl and change the way organizations
think about the product or service and their stalgdrs. In quality, financial profit is
replaced by value for the people inside and outsite organization. Providing a safe
workplace for the employees, keeping the productiader environmental standards and
creating an ethical new image for the product drel dervices are the main issues in the
ethics-quality relationship. The organization saatlis in the process of changing its practices
and re-evaluate its policy on ethics. Greece isunty with a long tradition on ethics, from
Socrates, Plato and the Greek philosophers, toghereality.

This paper is a first step of a major researchhenBusiness Ethic and Quality. The
research is under way and the authors make thd &harations in the quantitative
questionnaire aiming at Greek organizations inwblakeady with CSR and are members of
the Greek Network for Corporate Social Responsybili
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