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ONE WAY STREET FOR THE HAJDU-BIHAR COUNTY
POLICE DEPARTMENT: TQM

The Mupdn Bihar County Police Bepartment wking internationa) — especially
Lhateh — police experiences into comsideration Bas delermmed 1o apply Total
Cualily Management {TOM),

The management of | Lajadi-Bihar County Palice Lrepartment wishes to inlroduce
FOM philosoply  in collaboration  with  the Ruollerdam  Rijmond  Police
Department, the Dutch Tnsutute of Qualily Improvement and the Uriversity of
Debrecen. (Al the University of Debrecen, it is the Institate of CGeneral and
Manager Traming Studies ol the Facully of Techniey] Enginecring that deals
with the education and installation ol quality assurance systems and TOM )
Quality has several meanmgs and covers a number of arcas melwling the quality
al'the manulbeturing nl products, of the private, public and civil services, and of
the organizalions as complex participants on the market, MNevertheless, whatever
shape it takes, quality always remains a tool ta reach a desired poal and it iy
never wdentified with the gaal itself ensuring the continuous compeliliveness of
the organizution,

The prinury abjective af the Furopean Cuality Improvement Poliey is 1 focys
the attention on quality conscioaness as well as to gve unambiguous principles
and 1o encourage the ugage ol ool concerned with quality o senerate actvilies
imed al it in Burope, With this St i mind, the leadership of the Haydi-Bihar
County Talice Department has decided Lo carry vut the conlinuous improvenien|
ol the quality of police work.

Quality has been defined in many ways from traditiong] conceps 1o stralegie
s,

Tenner-MuTore puts forward 1he following concepl regarded a5 one thal meets
the vanous requircments:

"Quality 1s a bavic business strategry in the vourse of which the newly developed
prisducts and services completely [Ulfill the requirements of buoth internal and
external customers by meetin wthewr stated and unstated dermands.” 11.]

The quality of service in » Ziven orgamization depends on objective aml
subjective factors, Among the companents there are measurable and controllalile
parameters, The quality oi"a given service could be planned hased | plarmed
qualily J on a survey an demands ( vapected quality) and could be achieved in the
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best possible way of highest standard. '1he outearne that s the service itsell is
perceived quality in the eyes of customers, on the sther hand it is a2 megsurable
accomplished quality in the eyes of servicing companies, [2,)

The most recent internativnal and home experiences have proved that qualily i
largely supported by introducing and applying quality  insurance. ptliny
management systems as well ws Tolal Quality Management. There should he o
responsible decision as to which system could be applied 1n polwe work il
how to take further steps corcerninge quality,

Current problems and the ever-prowing competition have led to the developmenl
of quality systems that could be described by the following stapes:

At first there were different types of quality contral [ollowed by quality
regulalions and guality assurance,

Ouality assurance has a much wider ranse than qualily control, it comprises all
activities within the framewark ol the quality systens that 13 supposed o wspire
confidence that a given product or service fully complies with quality
requirements.

The mstallation ol gualily assurance requirements 15 basically supponed by the
ISCY 9000 series of standards. (1994, 1996.) The 1SO 9001: 2000 standard
meludes the requirements of the mstallation of qualily management systens.
CQuality management 15 an activily that comprises not only quabiny assurance and
the meluded quality repulations but alse concerns quabity planming and qualily
Hprovemeitl.

The leurth stage of the development of quality systems was the appearance of
the: philosophy of lotal Cuality Management (TOM) TOM is a management
process enrched with vaneus diseiplines thal aims at gamng  complete
customers’ satisfaction through continuous improvement ol all activities within
the organization and having the workers’ full commitments to qualiny during the
use of g given product or service,

The TOM maodel butlds on three essential elements ol total quality — focusing on
inlermal and external customers alike, voncentrating on the improvement ol
working process to have reliable anl acceplable end products (products and
services) full attentten on the ulilization of workers’ skills  as well as six
complementary units.

These complemueniary clements are; leading role, education and  Irining.
supparting - slructures,  communication, mcentives  amd  recognition  and
MCASUTII,

The primary objective of Hajdu-Ritar County Police Departiment 18 to contribute
to the strengthening elTorls of positive social and economic processes aml Lo 1he
ereation ol a more seeure quality Tife without any sense of fear within their own
range ol action based on the deep analvses of the criminal and public security
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situation [3]. Lo achieve these goals it 1s necessary 1o continuously improve the
quality of police work, to establish full commitment and to completely fullm
SUSLOMErS  requirements,
The introductnion and the accomplishment of TOM iz a fairly long process, Al
the start, the polive needs a | framework™ in which it makes clear lor (he
management and all employees what basic sieps should be taken 1o reach the
desired goal. (The poals and the ways o reach these goals) A possible
sframewark™ for the police 15 the following: [7]
Working onl a quality pohcy
Delinition of goals, program start, and declaration
Situation survey based on the FFOM model, determinastion of weaknesses
ard strengths
- Falablishment of an erganizalional structure: assignment of a member of the
top management, tap management team, fact-linding team, problem solvin i
leam
- Warking out an improvement strategy, evaluation of processes, leadback
Frainings ( cducation of the participants, J methodology
- Slatimg out with exact fogies, continuous evaluation, feedhack
- Generalization, standardization and mvolvement of the results 1n police
work
- Recognitinm and publishment of the resully
- raming auditors, methodology
- Punodic evaluation of the program
- Further improvement, further exlension

Nevdless to sav, that this is anly a proposed framework That could be specitied in
the course of callabwsation and the introduction af TOM.

Social expectations of proper police work show an increasing tendency (hese
days. These expectations will be permanent and taken for granted aller joining
the Turopean Union, They cannol be fulfilled applying the previously-known,
Iruditional police methods und consequently there is cver-present demand for o
modem guality-orienied allitude in our national police work,

The apphcation of TOM malees 1t possible that there could be an mpravement in
peaple’s sulisfaetion, police processes could function on a mueh higher level and
the sirengihening of the cormmilments of police staff coreerning their waork
could muy longer be o problem.

Duoring the 3oyewr- long  prsject the Tlapdd-Bikar Counly Tolice Department
together with the Rotterdurn Rijmond Police Department, the Dutch Institute of
Cuality Imprevement snd the University of Debrecen are able o proviee all (he
neeessary conditions within the framework of which there will he mhodern
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SYSlem serving as a model, nationwide, In 1he last muonth the Flagdi-Dihar
County Police Depariment crealed the self=cvaluation process based on LTOM
model. and started i1

While the certification of qualily management system hased on 150 must he
carrigd out by a eertificating oreanization independent of the police itsell
(ncluding two danperous elements: the certificator krnws nothing about the
essence of police work and how he describes | confidentia o Processes 1, TOM 18
based an self-evaluation that has an impact on the continunusg mprsecment of
warking culture within the organization, The first step toward the introduction of
TOM could be o sell evaluation hased on the EFOM model. This is the rmin
teason why the TOM Center of the Debrecen 1 niversity aml the Fapdn-Bihar
County Police Department together cslablished a leam that was supposcd o
transform the EFOM mode] in the field of pelice work, The next pant of ths
article 15 going 1o describe the ransformed el [,

THE METHOD OF SELF-EVALUATION

Lhe busis of seliievaluation is the EFQM model with certain reservatioms, While
kewping the oriprinal structure snd propariion we have adjusted the purpose and
local points ol the selfrevaluation to pobice work.

EFQM MODEL

People ' Feople Satigfaction
L)
I".'Ian?gerrr:ni | | Procossss h L Rosults
Management i 1% 15%
10, |
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Strategy aml Customne

Folicy Satisfacting
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Human Resaurces | Impact en Saciely
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Fig. 1 EFOM miende]
The first slep toward the introduction of Tatal Quality Management (TOM) is
self-evaluation on the basis of which we can find the strang points of the police
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possitialilies of further improvement,

Based un lhe process of sell-ovaluation the Department is able to evaluale irs
e management processes and levels of performanee without any exlernal
i Tuenee

or pressure | to understar] the general guestions of its own activaly and
pertormance and to take steps Lo solve the ansing problems bemg aware of the
fact that il 15 in the posion v closely exanune its improvement by repeating the
process of self-evaluation on a repular basiz,

CONSIDERATIONS

Management:

It evaluates muanugement groups and each person bemg in commanding position
withoul names. The questionnaire cxamines how people bring in commanding
posiions support, encourage and assist prominency @y A way of reaching the
roals of police service.

Steategy and poliey:

How the Department transforms the hasic principles from above into practical
plans and activities and how 11 mlends to carry oul ity hasic actrvities, How (he
Police Department composcs its own vision, How it apphies and supervizes its
vision on the various levels of the Department and how it transforms its vision
inla precise plans, measures, orders,

Feople Munagemen:
The evaluation of people managemenl examines haw the Department makes
good use of the skills and abilitics of the personnel.

Drocesses,
These guestions cvaluate the handling and identification of the processes with
special regardy Lo the impacts on resulis

Customer Satisfaciion:

The questionnaire examines 1he performance of The Department m the Neld of
customer satisfaction. Fach customer 15 ditferent with different demanis, rights,
anid expectations thal has to be taken into consideration during the process of
evaluation,
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Feople Satisfaction:
T'he evaluation ol the Peparimenl by the personnel. It exanunes the pertormance
of the Departiment i the Tield of people satisfaction.

fisraeet o Svieiedy

Hew' the society cvaluales the performance of the Department beyond its role
regulated by the law, I tries to find the answer as to what aclievermnent the
Department has reached within the commumity living on it (eld of activily
coneerning the reguirements of the these peaple,

fewnlin:

Whal achievements the Department reached as compired 1o the planned goals.
As o the planned goals during the st cvaluation the starting position 15 the
annual plan of the Department. In further csses the slarling position 15 the
correcting measures and desirable goals based on the resulls of the evaluation
carried oul tn the previous vear,

Predictable resulls ol measures after the evaluation are the following:

@ well-established approach to continuous improvement

. evaluation based on facts and not individoal remarks

. comprehensive dingnoslic eealuation on police work 1or both the Head

Dhepariment and the Mational Police Department

= HPCHE NIECeSSAry 10 fmprove

. helps to work out a full commitment to gualily, chanpe atitodes
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TOM BEVEZETESE A HAJDU-BIHAR MEGYEI
RENDOR-FOKAPITANYSAGON AVAGY ,EGYIRANYU

UTCABAN A TQM FELE"

A HapdO-Brhar Megyei Renddn-idkapitinysdy célja, hooy milkadési teriiletén a
bimligyl. kizhdonsam helyeel clemeésére alapozva, a renddén szervek sajatos
esskiieeikkel jaruljanak hozzd a pozitiv tirsadalom és gazdasig fobvamatok
crdsitéséhez, egy biztonsdgosabb, o bindzéstdl vald felelemmentes éetidr,
tletve Eletmméség kialakitisahoz, Feen eélok elérésches a rondérsdpg munka
szinvonalinak folvamatos javitasa, a teljes clkiilelesciiséy mepteremiése, az
devielek wpéonyeinek maxnmihs kiclépilése seiksépes. Az eddigl nemzetkézi &5
hazal tapassatalok aet favoliak, hogy a mindséget a mindségbiztositis, a
mindscpiranyilisi rendszerek. a Teljes kirll Mindsépmenedzsment  (TOM)
Bt lise segil

Felverodall o kérdes, hogy a rendfrségi munkéban melvik rendszert célsseni
elinyben részesitent, hogyvan érdemes tovabh [épni a mindsée 01jin.,

Bar az [S0) 9H0-c3 szabvanysarozal kicpitése, alkalmazisa és elterjedisége
leorantser e ol et o santet, amelvel josolnak, a vilagon a placvezetd cégek
maris felimmertck, hopy sz 150 szerinli mikedés nem végeél, hanem csak
cirkdse d leljes korl mindségmenedzsmentnek. A mndségligyr rendszerek
leflidésenek jelenleg ismert wtolsd, legfejlettebh srakasza a Teljes kiri
Mindsépmenedzsment a UM,

Aokl v orendar-MBkapianysag EFOM alapokon nyugvd Snértekelését mutatia
b amelvel s Debreceni Fgyetem MTK TOM  Centerénelk  munkatarsai
segilsépével hajront végre, Az elvégzett munka szakmai elismeréseként a Hajdi-
Dihar Megyver Renddr-[okapitinysag 2002-hen HASA-SHIBA Dijat, a munkst
vegzd team [ASA-SHIBA killin elismerést kapon.
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