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The paper discusses the current problems of the transition to interna
tional standards of quality based incentive programs, which aim to ensure 
sustainable development of the competitiveness of Kazakh enterprises 
both domestically and abroad. The international standardization is one of 
the most important elements of modern mechanism of quality control. The 
motivation system in the Republic of Kazakhstan companies should be 
harmonized with international, regional and national systems and incen
tives to ensure the interests of the staff in terms of quality and range of 
products, services and processes, their safety for human life and health, 
and so on.
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Са па лы жұ мыс үшін  
қыз мет кер лер ді ын та лан ды ру 

ар қы лы кә сі по рын дар да  
cапа ме не дж мен ті 

Ма қа ла ше тел де жә не отан дық кә сі по рын дар дың бә се ке ге қа
бі лет ті лі гін тұр лау лы қам та ма сыз ету ге ба ғыт тал ған ын та лан ды ру 
бағ дар ла ма лар дың не гі зін де ха лы қа ра лық са па стан дарт та ры на кө
шу ағым да ғы проб ле ма лар ды тал қы лай ды. Ха лы қа ра лық стан дарт
тау са па сын ба қы лаудың қа зір гі за ман ғы те ті гінің ең ма ңыз ды эле
ме нт те рі нің бі рі бо лып та бы ла ды. Қа зақ стан дық ком па ниялар дың 
Рес пуб ли ка лық ын та лан ды ру жүйе сін, сон дық тан адам ның өмі рі 
мен ден сау лы ғы үшін, олар дың қа уіп сіз ді гін, өнім дер, қыз мет тер 
мен про цес тер дің са па сы мен ауқы мы тұр ғы сы нан қыз мет кер ле рі нің 
мүд де ле рін қам та ма сыз ету үшін ха лы қа ра лық, өңір лік жә не ұлт тық 
жүйеле рі мен ын та лан ды рудың үй лес ті рі луі.

Тү йін  сөз дер: са па ме не дж мен ті жүйесі, ха лы қа ра лық стан дарт
тау, Қа зақ стан Рес пуб ли ка сы ның стан дарт тау жүйесі, мо ти ва ция, ын
та лан ды ру, пер со нал.

Джу лаева А.М., Джам бул А.

Уп рав ле ние ка че ст вом  
про дук ции предп риятия  
пос редст вом мо ти ва ции  

сот руд ни ков к ка че ст вен но му 
тру ду

В ра бо те расс мот ре ны ак ту альные проб ле мы пе ре хо да на меж ду
на род ные стан дар ты ка че ст ва про дук ции на ос но ве мо ти ва цион ных 
прог рамм, целью ко то рых яв ляет ся обес пе че ние ус той чи во го раз
ви тия кон ку рен тос по соб нос ти ка за хс танс ких предп рия тий как внут
ри ст ра ны, так и за ее пре де ла ми. Меж ду на род ная стан дар ти за ция 
яв ляет ся од ним из важ ней ших эле мен тов сов ре мен но го ме ха низ ма 
уп рав ле ния ка че ст вом про дук ции. Сис те ма мо ти ва ции в ком па ниях 
Рес пуб ли ки Ка за хс тан долж на быть гар мо ни зи ро ва на с меж ду на род
ны ми, ре гиональ ны ми и на циональ ны ми сис те ма ми и обес пе чи вать 
сти му ли ро ва ние ин те ре сов пер со на ла в воп ро сах ка че ст ва и но ме нк
ла ту ры про дук ции, ус луг и про цес сов, их бе зо пас ность для жиз ни и 
здо ровья лю дей и так да лее.

Клю че вые сло ва: сис те ма ме не дж мен та ка че ст ва, меж ду на род
ная стан дар ти за ция, сис те ма стан дар ти за ции Рес пуб ли ки Ка за хс тан, 
мо ти ва ция, сти му ли ро ва ние, пер со нал.
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In today’s world, the motivation is the leader, and comes to the 
fore in the work of any company to achieve its goals.

Human activity is sent to a variety of reasons, the totality and 
the internal process of interaction which is called motivation. 
Motivation is closely associated with a variety of human needs, it 
manifests itself as the need arises, the lack of anything.

Motivation – is the urge toward totality of activities of various 
reasons, the creation of a specific status of the person that determines 
how active and how oriented person acts in a certain situation.

Motivation is closely linked to the quality system. A quality 
management processes directly aimed at the implementation of the 
function of staff motivation to carry out qualitatively their work in 
stimulating activity of the individual worker, team and organization 
as a whole.

The processes of motivation can have a different focus – to 
achieve or avoid a goal, exercise activity or to refrain from it, which 
is accompanied by feelings, positive or negative emotions. The 
system distinguishes between two forms of motivation – external 
and internal.

Extrinsic motivation – a means to an end, for example, earn 
money, get recognition, to take a higher position. At the same time 
it can be used in two ways: as an incentive while waiting for benefits 
– the principle of hope; as a means of pressure in anticipation of the 
shortcomings – the principle of fear.

Extrinsic motivation directly influences behavior, but the 
effectiveness of its action is limited as long as it is perceived as an 
incentive or pressure.

Intrinsic motivation is understanding of the meaning, belief. 
It occurs if the idea, goals and objectives, the activity is perceived 
as decent and reasonable. This creates a particular condition, 
determines the direction of action, and the behavior will be the result 
of a corresponding internal installation. Many organizations are 
beginning to create a system of quality due to external motivation: 
hopes for a competitive edge and strengthening the market position, 
the fear of future non-compliance product quality standards and the 
loss of market formed its basis.

Other businesses hesitant to implement quality philosophy based 
on the belief that the prevention of the phenomenon of defective 
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items must be their principal position in the world 
production. Such a position is true for many areas 
of life. In this case, we are talking about internal 
motivation.

Intrinsic motivation in today’s world production 
is becoming more and more important. It is 
important because of the long-term impact on the 
results of work and attitude to work. Her influence is 
stronger, higher and more diverse requirements for 
the content of the work, the more it corresponds to 
the inner state of a person.

Extrinsic motivation is to perform at the initial 
stage as a support for the creation of effective 
work. It can also be seen as an additional incentive 
to support a period of consolidation. However, 
long-term motivation and effective changes in 
the behavior of employees achieved only if the 
creation of internal motivation. The introduction 
of quality systems in the enterprise is often focused 
solely on the certificate, which is an incentive for 
employees. After this task is reduced interest in 
and commitment to the maintenance of the quality 
system in the enterprise. A similar situation arises 
in the reduction of the expected benefits, such as 
a short-term increase in costs or decrease in the 
number of orders. There is a weakening of the effort 
and behavior, focused on improving the quality of 
products or services, changes.

Extrinsic motivation can therefore act only 
briefly and intermittently as encouraging or aid. The 
real benefit to the quality system may bring only 
the creation of internal motivation in the company. 
Creation of internal motivation is largely due to the 
process of understanding and empathy.

There are some general principles for the 
creation and content of intrinsic motivation:

– constant motivation generated by the work, 
which should be attractive to have a creative nature, 
require the executor of responsibility;

– should be clearly defined formulation and 
evaluation purposes, as well as the results of the 
work;

– reinforce the motivation of recognition and 
gratitude for the results achieved;

– good motivators are the promotion, future 
plans and professional growth;

– a significant motivator is the use in the manu-
facture of personal development of staff.

Motivation in management is primarily con-
cerned with a skillful combination of management 
techniques, the formation of the most effective lead-
ership style. It is realized in the process and forms of 
employment, terms of the contract, payment system 

and incentives, professional development, and is the 
foundation of any organization is largely determined 
by its competitiveness.

The purpose of cost-effective operating organi-
zation – to make a small miracle: to help ordinary 
people to surpass themselves, to perform extraordi-
nary. Effective management specifies that should be 
encouraged to use human resources best.

Douglas McGregor analyzed activity artist at 
work and found that the manager can control the 
following parameters that define the actions of the 
performer: the job that gets slave; the quality of the 
job; while getting the job; expected time of task; 
funds available to complete the task; team, which 
employs a subordinate; Instructions received by 
subordinates; belief in the subordinate feasible task; 
subordinate belief in reward for good performance; 
remuneration for the work carried out; The level of 
involvement in the slave range of issues related to 
the work.

A variety of personal goals and aspirations of 
the workers, their level of education and culture de-
fine the different needs and require different meth-
ods of motivation, including motivation and qualita-
tive performance of the work. Given the above, it is 
necessary to build a model to ensure the quality of 
products, taking into account the possible risks and 
the motivation of employees, which includes the 
value of the planned enterprise performance, turn-
around time, the full cost of the project, bonuses to 
employees, the degree of involvement of each em-
ployee to the project.

The system of quality management should be 
organized in such a way as to take into account the 
influence of factors on the quality of individual proj-
ects. All this will allow the company’s management 
to pay attention not only on quantitative indicators 
(duration of the project), but also on the quality of 
the work done by employees (costs, profit)

In modern conditions, quality-built incentive 
system is an important component of ensuring the 
effective operation of the QMS (Quality Manage-
ment System) enterprise, especially for fast-grow-
ing and dynamic businesses. The motivation system 
within the QMS is a set of tangible and intangible 
incentives and motivational effects used by enter-
prises to ensure quality and performance, as well 
as employee loyalty, get them to high labor within 
the company implemented a quality management 
system. All the incentive system, the existing enter-
prises that have implemented QMS can be divided 
into three types, the main contents of each of which 
is disclosed in Table 1.
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Table 1

The system of direct financial 
motivation

The system of indirect financial 
motivation The system of non-motivation

Essence of 
motivation
system

It consists of a base salary and 
bonus. The system of direct
Material motivation actually is 
none other than the remuneration 
system

It is a compensation package 
(social package) provided to the 
employee, depending on the level 
of his office, professionalism, pres-
tige and so on

It is a set of external incentives 
for non-monetary nature, which 
are used in the company for the 
promotion of effective employee

Technology of con-
struction of the moti-
vation system in the 
company

Achieved by making
the following steps:
1. Analysis of the job.
2. Monitoring research organiza-
tions with similar characteristics 
and indicators.
3. Development of the principles 
of ranking positions.
4. Create a tariff-qualifying grid.
5. Drawing up / optimization of 
staffing companies.
6.Sostavlenie / Optimization
the premium position of the com-
pany.
7. The immediate implementation 
of the remuneration system

It consists in determining the non-
cash compensation to employees, 
which can be divided into two 
blocks:
1) binding of benefits: payment 
of sick leave; Payment of annual 
leave; compulsory health insur-
ance; contributions for compulsory 
pension insurance;
2) Voluntary of benefits: health 
insurance; health care workers, 
retired; retirement savings ar-
rangements; payment time disease; 
life insurance of employees and 
/ or their families; payment of 
additional days off; payment of 
additional leave days; tuition, ad-
ditional education of employees; 
the acquisition of shares by share-
holders of the company; payment 
of cellular communication services 
and so forth.

It consists in determining the fol-
lowing incentives:
1) traditional methods of non-
financial incentives: ensuring ca-
reer development; flexible work-
ing hours; priority when planning 
a holiday company staff; regular 
«horizontal» staff rotation; refer-
ences to the name of the employ-
ee in the realized their project 
/ service / product; providing a 
place to park the car, etc .;
2) non-traditional ways of non-
financial incentives: giving em-
ployees extra days of rest; gifts 
for employees on various holi-
days, based on their interests and 
hobbies, and so on.

Terms of application 
and examples of use

With the growth of the company 
and pass it different cycles of the 
role of the wage system as part of 
the management of the company 
increases. To form an effective 
system of payment is necessary 
in the early stages of business 
development

Kazakhstan’s practice of this sys-
tem is small and widely used only 
in a vertically integrated company 
with foreign management. In small 
companies, the system of benefits 
limited to the types of mandatory 
payments regulated by labor leg-
islation

This incentive system is under-
estimated: not used fully, or not 
used at all. However, due to staff 
shortages, many companies will 
be forced to use it to provide 
highly skilled workers and reduce 
staff turnover

Thus, enterprises of Kazakhstan, introduced in 
his work QMS in accordance with ISO 9001: 2008, 
there are three main systems of motivation:

1. The system of direct financial motivation, 
which is to motivate employees through base salary 
and bonus.

2. The system of indirect material motivation in 
addition to the salary includes the so-called social 
package, t. E. Non-monetary incentives for workers 
depending on the experience, professionalism and 
so forth.

3. The system of non-material incentives – 
in addition to providing earnings extra days of 
rest, convenient for the employee vacation time, 
providing opportunities for advancement through 
the ranks.

Table 2 shows the SWOT-analysis of each of 
these systems.

Analysis revealed that each of the systems, 
and deficient motivation used under strictly 
defined conditions. It was found that the use of 
these systems in combination for performing tasks 
employees enhances the quality of work processes 
and, consequently, the quality of products and 
enterprise. In most of the major enterprises of the 
industry continues to play a leading role is a material 
component of motivation. Currently, however, young 
professionals and working hard to encourage quality 
performance of tasks only the material component, 
which is why more and more development of the 
system will have an indirect material motivation and 
non-motivation.
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Table 2 

The system of direct financial motivation

Strengths Weaknesses

The clarity and ease of understanding of ordinary employees.
Routine conduct of training, retraining and certification of 
personnel.
The close relationship between the quality of output and wages 
of workers of enterprises

Strong differentiation of wages of employees of various profes-
sions, as well as employees who are at different levels of the 
hierarchy.
Lack of innovation and continuous improvement of management 
practices.
Outdated labor standards, staffing, lack of flexibility in person-
nel management.
Low staff loyalty

Opportunities Threats
Inefficient incentives competitors.
The growing influence of the enterprise on the markets, the 
growth of the company’s image and, as a consequence, the 
growth of salaries and interest premiums.
High unemployment

Active (aggressive) actions by competitors poaching staff.
The increase in the average age (aging) of managers and profes-
sionals, insufficient inflow of young people.
The tightening of the labor legislation

The system of indirect financial motivation

Strengths Weaknesses
Extensive experience of experts in the major force
high staff turnover.
A high level of motivation and, as a consequence, a large com-
mitment of staff.
The high level of productivity and product quality

The existing remuneration system is no different, «transparen-
cy» for employees.
Social benefits are allocated on the principle of «egalitarianism», 
weakly dependent on the personal performance of workers.
Low staff loyalty

Opportunities Threats
Providing enterprises greater independence in matters of wage 
and its valuation by the state.
State support of employees.
The lack of jobs in other sectors of the economy

Luring professionals from competitors.
Small influx of young workers and specialists.
The tightening of the labor legislation

The system of non-motivation

Strengths Weaknesses
The high level of loyalty and employee satisfaction.
The consistent policy development and training.
The high level of education, job skills, abilities and qualifica-
tions of personnel.
Readiness to introduce new equipment and technology to 
achieve a competitive advantage.
The high level of productivity and product quality

The existing remuneration system is no different, «transparen-
cy» for employees.
A large number of employees.
Luring professionals from competitors

Opportunities Threats
A strong corporate brand (reputation and stability of the com-
pany) and attractive compensation package.
A strong social policy.
Support for the state technical colleges, whose graduates are em-
ployed in enterprises

The unfavorable demographic changes.
Active (aggressive) actions by competitors poaching staff.
The tightening of the labor legislation

In our view, the structure of the incentive system 
formed under the QMS need to lay an information 
component, which will be not only in communicating 
to staff information about the mission and goals of 
the enterprise, but also to inform the workers on new 

job descriptions, rules of delivery of products and 
transmission control procedure.

The technology of building a system of 
motivation within the QMS, achieved by performing 
the following steps:
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1. Builds a clear understanding of the desires, 
needs and demands of staff, on the one hand, and 
requirements management to product quality, im-
plementation of the instructions in the production of 
quality products – on the other.

2. Constructed incentive system, ie. E. Pre-Constructed incentive system, ie. E. Pre-
scribed salary and developed the position on bo-
nuses in accordance with the requirements of labor 
legislation and taking into account the requirements 
of the standards of the enterprise, to the quality of 
work and products.

3. Determine a set of non-cash compensation to 
employees, which are also linked with the result of 
the staff (with the level of quality produced) with the 
help of integrated performance indicators.

4. Determines the method of non-financial in-
centives that will be used in the enterprise.

5. Develop a list of information required for 
high-quality employees perform tasks and opportu-
nities for disclosure.

6. Define the persons responsible for the ac-
curacy, timeliness, relevance and accessibility of 

the information that will come the staff of the en-
terprise, as well as management of the information 
base during the production process.

7. Prescribe a set of specific incentives, meth-
ods, techniques of motivation of employees to qual-
ity work.

8. To monitor staff satisfaction the existing 
system of motivation, as well as track the changes 
(improvement, worsening) the quality of the final 
products of the enterprise. Produced corrective 
action.

As a result, the material component of the 
incentive system makes it possible to ensure stable 
earnings of employees subject to work at a high 
level of quality. Indirect tangible and intangible 
components of the motivation system help to reduce 
turnover and attract qualified professionals interested 
in quality work. Information component creates 
staff loyalty to the company and also helps keep 
track of the newly emerging needs of employees and 
changes in the level of quality of the final products 
of the enterprise.
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