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In the public sector we have too often experienced low quality services, which 

have generated and perpetuated low expectations. The result has been the great 

dissatisfaction and frustration with public service delivery. In order to survive, 

contemporary organisations have to satisfy the needs and expectations of their 

stakeholders that may include government, employees, clients and consumers, 

business partners (contractors and suppliers), related institutions, communities, or 

other actors with a strong influence on the organization. Due to the demands of 

their stakeholders, organizations are often encouraged to work with a large variety 

of issues ranging from the economy, to quality and the environment, and to safety 

and social responsibility.  

Corporate Social Responsibility (CSR) could be a natural progression for 

public organizations that have already started a process of quality, specifically by 

incorporating sustainability into a quality system by using a model that shows the 

relation between investment in quality and the variables fame and reputation. “To 

be socially responsible means not only fully satisfying the legal obligations but 

going further and investing more in human capital, in the environment, and in 

relations with the other interested parties” (Green Book of the European 

Commission, July 2001). 

CSR includes three areas of interface between the organization and its 

stakeholders: 

a. the social area, with the aim of improving the influence of the public 

enterprise and sustaining social development in the community it operates in or in 

other regions; 

b. the environmental area, with the objective of effectively managing the 

material and energy resources, reducing to the minimum possible level the 

environmental impact of the organization's activities; 

c. the economic area, which can be included under the concept of corporate 

governance, understood as the respect by the organization's top management for 

the basic rules of behaviour in order to guarantee a transparent and effective 

strategic governance aimed at the creation and distribution of value. 

The governance of public organizations in its relation to the outside 

environment and the connected problem of managing available resources, presents 

a greater complexity than for private enterprises. Service quality represents an 

important aspect of performance in any organization in the public sector, and the 

public administration of national states must obtain performance by adopting 

quality management strategies. 

The aim of the presented research is to understand how Total Quality 

Management (TQM) can act as a foundation for developing Corporate Social 



Responsibility (CSR) within Public Organizations, especially those wishing to 

make an approach towards excellence in order to optimize decision-making, to 

improve human resource management, public finance and quality of public 

services. TQM can be used as a determinant of the development of a corporate 

culture ethically sensitive.  

The interest in the nature of the relationship between TQM and CSR is long-

standing. In the continuous process of building an efficient, transparent public 

administration, oriented towards the citizen, public organizations are promoting 

and introducing the elements of quality management. The aim of the total quality 

movement is to enable organizations to deliver high quality services in the shortest 

possible time to market, at minimum cost, and in a manner that emphasises human 

dignity, work satisfaction, and mutual and long-term loyalty between the 

organization and its stakeholders.  

Based on the analysis of the connection between TQM and CSR, we consider 

that TQM has a strong ethical dimension, advocating the importance of 

considering the interests of stakeholders. TQM, both historically and currently, is 

consistent with both the legitimate ethical and instrumental sides of CSR. This 

congruity suggests the possibility of incorporating CSR into organizations more 

effectively and with shorter timescales by using existing TQM organizational 

change conduits and processes.   
 


