INFORMATION AND CONTROL SYSTEMS:
SYSTEMS AND CONTROL PROCESSES

I55N 2664-9969

UDC 006.9:005:658.11
DOI: 10.15587/2706-5448.2022.267575
Article type «Reports on Research Projects»

JUSTIFICATION OF APPROACHES

TO DEVELOPMENT OF THE STANDARD
CIVIL SOCIETY ORGANIZATION BASED
ON INTERNATIONAL EXPERIENCE

The object of the research is the principles of the quality management system and the interaction of diffe-
rent approaches to the quality assessment of civil society organizations (CSOs). In many countries, regulatory
documents have not been developed regarding the quality management of the CSO activities. Let’s consider this
problem using the example of Ukraine, since there has been an increase in the number of public associations by
more than 85,000 during the last decade. Along with it, the principles of implementing DSTU 1SO 9001:2015
Jfor non-commercial, in particular civil organizations, are not sufficiently clear, given the various socio-cultural
and economic prerequisites.

Based on theoretical and analytical methods, it is proposed to conduct an in-depth analysis of the problem
and further justification of the implementation of the practice of compliance with Quality Standards and good
governance in civil society organizations. That is primarily due to the desire of CSOs themselves to self-organize,
reinforced by the need to establish partnership relations with state authorities and commercial organizations, which
is accompanied by the fulfillment of requirements for transparency, accountability, and effectiveness of CSOs
activities. Adherence to Quality Standards forms a commitment on the part of CSOs to generally accepted ethical
principles and standards of behavior, which further contributes to the achievement of social legitimacy.

Based on the analyzed regulatory and technical documentation, the need to develop a Quality Standard of
Ukraine for CSOs based on the complementarity of different approaches to evaluating the quality of organizations
according to the «Quality Standard of CSOs» and DSTU ISO 9001:2015 is substantiated.

The results of the analysis of registered public associations by organizational and legal forms in Ukraine con-
Jfirm the tendency to increase their number, which is a prerequisite for the implementation of the international
experience of using the CSO Quality Standard. Taking into account the results of a comparative assessment of
the principles of the CSO Quality Standard and DSTU ISO 9001:2015, wit is possible to state that there are no
differences in the main approaches to managing the quality system of organizations. The governance aspects of
the Modified Organizational Capacity Assessment Tool are similar to those of the «Quality Standard of CSOs»,
based on the subcategories: authorities; values, vision, and mission of the organization; management style and
leadership; strategic planning.
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1. Introduction

First of all, public society can be characterized as a cer-
tain association of citizens within which various types of
connections are established for the realization of common
interests or the achievement of common goals. Therefore,
civil society organizations (CSOs) are a set of organiza-
tions, or institutional associations, which together with the
state and business form the basis of an open society [1].

Six CSO characteristics were identified for comparison
with each other and with other countries. First, CSOs are

organized, that is, institutionalized to some extent [2]. In-
stitutionalization is the process of defining and enshrining
social norms, rules, statutes and roles of subjects of civil
society and then putting them in a system to meet some
public need [3]. Second, CSOs are a private law institution
and therefore it exists separately from the government. Third,
CSOs are also autonomous organizations that have their own
governance, and therefore can control their own actions.

The term «governance» is a commonly accepted equiva-
lent of the English «governance» and mostly means a way
of understanding, transferring and implementing authority
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in society or an organization [2, 4]. In addition, CSOs
are non-profit organizations and do not distribute income
among their founders and/or members [2, 4, 5].

It is important to note that CSOs are to some extent
volunteer organizations, as their activities are characteri-
zed by a significant degree of voluntary participation [2].
The last but identical feature is that CSOs work for their
members and/or for the public interest. Given that the
global goal of achieving the public good is the same for
all CSOs, the core values are common to all such orga-
nizations, regardless of their geography or focus [2, 4, 6].

Good governance guidelines and Quality Standards
in CSOs are primarily developed for officially registered
public and charitable organizations (i. e. institutionali-
zed forms of civil society). However, they do not differ
fundamentally from voluntary movements, unregistered
associations and other forms of interaction of citizens for
the common good [5]. Given this, the core principles of
good governance and Quality Standards are universal and
can be applied to all forms of civil society [4].

The emergence of a well-established practice on the ob-
servance of Quality Standards and proper governance of
CSOs is primarily due to the desire of CSOs themselves to
self-organization [6]. This desire is also reinforced by the need
to establish partnerships with the state authorities, which
are accompanied by the fulfillment of the requirements for
transparency, accountability and the effective functioning of
the CSO. In addition, compliance with Quality Standards
forms a commitment on the part of the CSO to generally
accepted ethical principles and behaviour standards, which
further contributes to the achievement of social legitimacy [4].

The minimum set of Quality Standards for CSOs prima-
rily concerns three aspects, namely the ethical code, good
governance, communication and information systems [4, 6].

Most countries have not developed a normative regula-
tion for standardization of quality management of CSO
activities [7, 8]. At the same time, the CSO actively par-
ticipates in politics, distribution of state grants [9] and is
included in the governing councils as representatives of
communities [8, 10]. New part-
nerships among governments and

we are not known CSO in Ukraine, which would use own
SOI (Standard of Organization of Ukraine) or STE (Stan-
dard of Enterprise).

Based on this, it is important to study international
experience on the quality standards of civil society or-
ganizations for their further implementation in Ukraine.

The object of research is the principles of quality mana-
gement system and the nature of interaction of different
approaches to quality assessment of civil society organizations.

The aim of research is to provide a basis for develop-
ing the SOI for civil society organizations on the basis of
comparison of the «Quality Standard of the CSO» and
DSTU ISO 9001:2015.

2. Research methods

The work was carried out on the basis of the depart-
ment of Standardization and Certification of Agricultural
Products of the National University of Life and Environ-
mental Sciences of Ukraine (NUBIP), Ukraine.

For the theoretical research of the issue the scientific
and normative-technical information was analyzed, which
allowed a systematic and generalized approach to logical
processing of received data with the purpose of obtaining
their new interpretation. The materials for the study were
«Quality Standard of the CSO», DSTU ISO 9001:2015,
«Modified organizational capacity assessment tools.

Theoretical, analytical and statistical methods of re-
search were used in the work.

3. Research results and discussion

Analysis of official data of the State Statistics Service
of Ukraine [13] allowed to establish that the largest per-
centage of registered CSOs traditionally occupy public
organizations (Fig. 1).

From Fig. 1 it is evident that the number of SCOs has
increased in Ukrainian society since 2016, which confirms the
need to develop and implement a quality management system.
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functioning [12]. The justification ~ Trade unions 28852 28026 28486
of approaches to the development ol sy '/29724\27‘371\’/27‘070/27391’4-"‘
of the CSO standard in view of the ~ 250¢/210nS 26321
international experience let’s con-
sider on the example of Ukraine. ~ Charitable l6s37 17726 18433
Given the fact that the number of ~ °rganizations L4055 14999 14757 le
registered associations of citizens —0 —-
varies considerably from diffe-
rent sources, it is difficult to ob-  Association of 26080 27999 29916

. : . CO-OwWners
in e mormdon bt Sy s

. o : buildings *~—

of the dynamics of civil society
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However, according to the State
Statistics Service of Ukraine, over
85 thousand public associations
have been growing in Ukraine dur-
ing the last decade [13]. However,

organization of
the population
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Fig. 1. Growth dynamics of the number of registered public associations by organizational and legal forms

in Ukraine by year (modified from (2, 13, 14])
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Good governance for CSOs is a long-established practice
in European countries and is an effective tool for promot-
ing institutional development of CSOs. This process began
with the self-awareness of the CSO regarding transparency,
accountability and effectiveness of the CSO. Given this, the
CSO faced the need to define quality criteria for itself [6].

In general, the establishment of quality criteria for CSOs
increases the level of trust in civil society by establishing
parity between public expectations and the level of CSOs’
work. In this respect, existing quality control systems and
their correct implementation can promote the commitment
of CSOs to common ethical principles and standards of
behaviour for responsible practices and activities [4].

Many CSOs are seeking to introduce quality control
systems through their own interest in improving the qua-
lity of services they provide, or their aim is to implement
quality control systems within the organization [4, 6, 15].
Meanwhile, for some other organizations, the push to in-
troduce a quality control system is a desire to obtain
access to grants when the quality certificate is evaluated
as a positive factor and/or it is a mandatory requirement
when applying for such a grant [6].

Despite this, the achievement of sufficient maturity
of the CSO [4] is considered to be the ideal starting
point for the introduction of the quality control system.
This happens when the organization understands that the
quality system helps to achieve improvement goals, opens
new horizons for establishing effective cooperation with
potential stakeholders.

Good governance and compliance with established Qua-
lity Standards for CSOs is already a long-term practice
in European countries. Thus, the Spanish Institute for
the Quality of Non-governmental organizations (Institut
para la calidad de las ONG) developed a document es-
tablishing technical requirements to the quality manage-
ment system of the CSO, integrated into the management
system [6]. This is a baseline standard, as it is designed
to establish the requirements and principles applicable
to any CSO. This standard can also be compatible with
other additional standards that the organization considers
appropriate to implement to improve the effectiveness of
its mission [4, 15, 16].

The fifth version of the «Quality Standard of the
CSO» (hereinafter referred to as the Standard) is dated
2014 and includes three sections: The introductory part,
principles and system of quality management, as well as
appendices with the list of normative documents used in
the standard and terminology [16].

The goal of the introductory part of the Standard is
to acquaint users with the changes made to the fifth ver-
sion concerning the structure, sphere of application, prin-
ciples, requirements and appendices of the Standard [16].
In addition, this section also includes a description of the
current sphere of application of the standard, according
to which the Standard sets technical requirements to the
quality management system in the CSO, integrated into
the general management system. All requirements set out
in the Standard are intended for implementation into an
integrated management system of the CSO, although their
implementation may depend on the specifics of the or-
ganization or its projects, services and products [6, 16].

The Principles section reveals the idea that CSOs should
have a quality management standard as the basis for their
activities. The idea is to offer them a standard, develo-

ped with the participation of the CSO itself, which will
significantly contribute to the constant increase of their
efficiency and effectiveness and, as a result, the movement
to perfection during the development of their projects
and achievement of their goals.

The Standard is based on the belief that each CSO
with a desire to act in a quality manner should be guided
by certain values and principles, except those that it sets
for itself. These principles, together with the methodologi-
cal guidelines of the Standard, are the main guide in the
preparation of different quality requirements [16]. This
section contains a list and description of organization-,
society-, and people-oriented principles [6, 15, 16].

The third section of the Standard specifies the re-
quirements to the quality management system, which are
agreed with the principles from the second section. The
requirements to the quality management system, together
with their principles, are set out in seven sections of the
Standard, which are unevenly distributed in the following
four blocks: general requirements to the system, institutional
commitments, processes, measurement and improvement.

The general requirements for the quality management
system are primarily based on the principles oriented to
the person and the organization (Table 1) [16].

According to this Standard, the organization must take
into account the needs of beneficiaries and stakeholders
who directly or indirectly participate in the benefits of
the organization. Given this, the organization’s quality
management system should contain documented proce-
dures to address these needs. In addition, the organiza-
tion should focus on the identified needs and perceive
them as requirements to its activities through projects,
services or products. The organization must have docu-
mented systems to identify, update, and provide employees
with legal requirements that affect their activities. The
document management system should include the neces-
sary mechanisms to ensure that the measures to comply
with the legal requirements applicable to the organization
through its facilities, services and products are clearly
defined and implemented [16].

The Standard also regulates the institutional obliga-
tions of the organization, the prerequisite for which is the
principles of people and organizational orientation. Process
planning and management is based on principles oriented
toward the people, organization and society. According to
the Standard, processes are defined as sequence of actions
of the organization [16].

The ISO 9001:2015 Standard and the corresponding
DSTU ISO 9001:2015 position themselves as standards for
quality management systems, and therefore should organi-
cally fit into the general management system of the organiza-
tion and not contradict its principles [17, 18]. The principles
of ISO 9001:2015, as laid out in DSTU ISO 9001:2015,
are somewhat correlated with the requirements regulated
by the fifth version of the «Quality Standard of the CSO».
A comparative analysis of these standards for the points
is given in Table 2.

In general, the concept of quality management covers
aspects of the overall management function in the area of
quality policy, goals, responsibility, planning, provision and
improvement. The implementation of standards harmonized
with international standards requires the fulfillment of
the mandatory requirements for the quality of products
and services. This promotes their identification on the
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external market and provides the base for the construction
of effective quality management systems, regardless of the
type of enterprise or organization. Thus, implementation
of quality management systems allows covering not only
processes of production or service provision, but also all
spheres of activity of the enterprise or organization [20].

According to ISO 9001:2015, quality management sys-
tems should fit organically into the overall management
system of the organization and not contradict its principles.
The ISO 9001:2015 standard is based on the principles

of quality management described in ISO 9000:2015 and
includes the following seven basic principles: customer orien-
tation, leadership, personnel engagement, process approach,
improvement, making decisions based on actual data, and
relationship management [17]. The key principle of forming
a quality management system, according to ISO 9001:2015
requirements, remains the process approach. Thus, the new
version of the international standard ISO 9001:2015 is
based on the Deming cycle, which consistently includes
four stages: «plan», «do», «check», «act» (Fig. 2) [17, 20].

Tahle 1
Correlation of the general requirements of the quality management system to the principles of CS0 activity
Requirements for the quality management system of C50s | People-oriented Organization-oriented Society-oriented

1 2 3 4 5|6 (7|89 |1011|12|13| 1415|1617

Needs of beneficiaries and stakeholders - + + |+ =] === =|=1=1]1=1=1=1=1-=
wm

. = Legal requirements + + - - | - [ I T - | = - - - - —
E

‘E 2 | Documentation requirements - - - - - - - + + + - - - - - -
!

@ | Control of documentation - - - - | - N I T D I - - - — _
Record control - + - - | - -l =+ |+ -1 - - — _ _ _
Obligations and leadership + + + - | - e e - - - - -

=& Policy and goals - - - + | - -l =+ |+ |+ - - - - - _
Q=
E 2 | Resources for quality assurance - - - - - + - + + + - - — — — _
=]
E % Quality control of the system - - - - | - - | = -+ | + | - - - - - _

i}

- Acceptance of obligations and approval of projects | — - + |- =-]|-=-|=-1+|-|+|-=-]1-1=-1-1-1-
Management representative — — - + — - - + — + — - — - — -
Continuous improvement cycle - - - - - - - + + - — — — _ _ _

[=:]
g Change planning - - — o= ===l =1=1=|=1=1=1=1-=
EE
[}
& £ | Process definition and planning - - -l == =-1=1+]|=-1+|=-|=-/=1=1-=1-=
o &
E E Setting quality goals + + + - | - - -+ |+ ]|+ - - - - - -
% T Definition of roles and responsibilities - - -l -] ==+ +]|-=-1=-1=-|-=-/=-1-=-1-1-=
O
IE Involvement of volunteers, personnel, beneficiaries | — + - -+ |+ =-=-=-1=-1=-1=-1=-1-1-1-
Relations with stakeholders - - -+ |- -=-|=-1-|=-|-=-]|+|-=-1-=-1-1+1H+%
o | Quality features of projects, services and products | - + + + | - - -]+ | - - | - - - - - -
B8 ; . .
o B Implementation of projects, services and products - 1 + |+ |- -|-]1+|-|-|-1-1-1-1-1-
=

Z| Rights and obligations of beneficiaries - +- + |+ =] === =|=1=1]1=1=1=1=1-=
Personnel management - + + + + + + - — - — - — — _ _

wm

E % Procurement management - - - - - - - 4P - 4P - - - - - -
= O
e E Economic management - - - -l =-1-/-/+t| -1+ -1-[+t|+t]|-]|-
Internal and external communication - - - + |- =-]|-=-]|-|-=-/-|-|+]|+]|+|-1-
o Productivity of the process - - - + | - =] =1+ =/=1=1=1=1+1=1-=
wm
—E g Satisfaction of beneficiaries - - - + | - - | - -+ | - - - - — _ —
d =
= 8 | Internal audits - - - - |- ==+ +|+|-=-]1=-1=-1-1-1-
g g
E E Data analysis - - - -l -] - -+ +|+|-=-1=-1-=-1-1-1-
==
g ® | Inconsistency o ===l =l =1+l +]=]=|=|=1=1=1-=
=
The system of complaints, proposals and dunnings | — - - + | -] -] =1+ +|-=-1-1-=-1=-1-=-1-1-=-
é .. | Corrective and preventive actions - - - - - - - + + - — — — _ _ _
¥
B Improvement groups - - -l - -1+ ==+ |=-|=-|=-|=-1-=-1-1-=
Note: «+» — the principles of the CSO activity coincide with the general requirements of the gquality management system; «—» — does not

coincide with them
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Comparison of the Quality Standard of CS0s and DSTU IS0 9001:2015 (modified according to (6, 17-13))

Tahle 2

CS0 Quality Standard

DSTU 150 8001:2015

Principles

People-oriented - none
Organization-oriented - none
Society-oriented - none

Needs of beneficiaries and stakeholders 212 Customer-oriented
420 Understanding the needs and expectations of the stakeholders
2 Legal requirements 8.2.0 Input design and development data
(1]
E E Documentation requirements 751 Terms
r_% 5 q 7.5.2 Creation and actualization
o
=1}
= | Control of documentation 7.5.3 Control of documented information
Record control 751 Terms
7.5.2 Creation and actualization
Obligations and leadership 5.1.0 Leadership and obligations
. 5.2.1 Formulation of quality policy
= Policy and goals 6.2.0 Quality goals and action planning to achieve them
o =
E .5
g '@ | Resources for quality assurance 7.1.0 Besources
d o
[=]
é:" § Quality control of the system 9.3.0 Analysis of management system
~
Acceptance of obligations and approval of projects 8.2.0 BRequirements for products and services
Management representative 5.3.0 Functions, obligations and powers within the organization
Continuous improvement cycle 10.3.0 Continuous improvement
o Change planning 6.3.0 Change planning
[=]
R 440 Quality management system and its processes
== ST . y g Y P
= E Process definition and planning 8.3.0 Design and development of products and services
o D
E E Setting quality goals 6.2.0 Quality goals and action planning to achieve them
% T Definition of roles and responsibilities 5.3.0 Functions, obligations and powers within the organization
o a
E Involvement of volunteers, personnel, beneficiaries 511 Terms
Relations with stakeholders 8.2.1 Information E.Ell'l.tﬂl:.t with customers
9.1.2 Customer satisfaction
Quality features of projects, services and products 8.0.0 Production
wm
=1}
= § Implementation of projects, services and products 8.0.0 Production
X 3
B 8.2.1 Information contact with customers
Hights and obligations of beneficiaries 8.9.3 Property of customers or external suppliers
Personnel management 712 Human resources
g 7.2.0 Competence
m
& ﬁ Procurement management 8.4.0 Control of processes, products and services issued from outside
= 8
e E Economic management 410 Understanding the organization and its environment
Internal and external communication 222 Infnrmat}un about quality policy
7.4.0 Information
Productivity of the process 9.1.0 Monitoring, measurement, analysis and evaluation
= Satisfaction of beneficiaries 9.1.2 Customer satisfaction
=
E g Internal audits 920 Internal audit
2]
w3
E @ | Data analysis 9.3.0 Analysis of management system
[+1]
E B . 10.2.0 Inconsistency and corrective actions
@ @ | Inconsistency . ;
@ 8.7.0 Control of inappropriate way outs
=
The system of complaints, proposals and dunnin, 821 Information contact with customers
Y P » Prop g 10.2.0 Inconsistency and corrective actions
@ . . . 10.1.0 Terms
& + | Corrective and preventive actions . : .
B g 10.2.0 Inconsistency and corrective actions
(=9
B Improvement groups 10.1.0 Improvement
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PLAN
4 Environment of the organization
4.1 Understanding the organization and its
environment
4.2 Understanding the needs and expectations
of the stakeholders
4.3 Determination of the sphere of application
of quality management system
4.4 Quality Management System and its
processes

5 Leadership

5.1 Leadership and obligations

5.2 Policy

5.3 Functions, obligations and powers within
the organization

6 Planning

6.1 Actions regarding risks and opportunities
6.2 Quality goals and action planning to
achieve them

6.3 Change planning

7 Support of the management system
7.1 Resources

7.2 Competence

7.3 Knowledge

7.4 Information

7.5 Documented information

=

" ™
8 Production

8.1 Operational planning and control

8.2 Requirements for products and services

8.3 Design and development of products and
services

8.4 Control of externally provided processes,
products and services

8.5 Production and service provision

8.6 Production of products and services

\8.7 Control of inappropriate outputs

( CHECK

9 Evaluation of effectiveness
9.1 Monitoring, measurement, analysis and

J

evaluation
9.2 Internal audit
9.3 Analysis of the management system

|

ACT

J

10 Improvement

10.1 Terms

10.2 Inconsistency and corrective actions
10.3 Continuous improvement

Fig. 2. Structure of DSTU standard IS0 9001:2015 is presented in the form of Deming cycle (modified according to [20])

Summarizing, the quality management system in the
standard ISO 9001:2015 first of all guarantees the orga-
nizations the use of structured approach to their activity
in order to achieve the goals. Therefore, the «Quality
Standard of the CSO» is characterized by such appoint-
ment and successfully complements the requirements
of ISO 9001:2015 in the aspect of quality management
in the CSO.

The Modified Organizational Capacity Assessment
Tool (MOCAT) contains a list of indicators intended for
external evaluation of the CSO activity (Fig. 3). In gen-
eral, most of the requirements specified in the Quality
Standard of the CSO are similar or equivalent to those
specified in the MOCAT, which makes it possible to use
them for quality management in the CSO [21].

The institutional capacity of the organization is de-
scribed by three interrelated categories — governance,
management practices and use of human resources [21, 22].

According to the MOCAT, governance of the organiza-
tion means ways of transferring and exercising authority
in the organization. At the same time, if the organiza-
tion is divided into decision-making functions so that the
authorities and resources do not accumulate in the hands
of one person or group of people, it is possible to speak
about proper governance of the organization. This system
allows restraining and limiting the power of one person
or group of people, provides effective management of re-
sources of the organization and orient the organization to

the fulfillment of the mission. According to the MOCAT,
governance can be divided into several equally important
sub-categories: authorities; values, vision and mission of
the organization; governance style and leadership; and
strategic planning [21]. All these aspects of governance
are similar to the standard of quality of CSOs.

Management practices include organizational struc-
ture, program planning, and operational management in
the organization [21], which correlates with the require-
ments of the CSO Quality Standard for planning and
management. In addition, each CSO forms staff at its
own discretion, depending on its goals and resources. It is
not enough simply to have employees dedicated to their
business; it is also necessary to properly manage their
activity, maintain motivation and promote their develop-
ment in order to achieve the goals and objectives of the
organization. This component includes aspects of personnel
policy formulation, personnel development and diversity
of representation [21], which are also summarized in the
CSO Quality Standard.

The program capacity of the organization is described
by three categories — orientation to beneficiaries, quality
of services and external resources, which are written in
more detailed form in the Quality Standard of CSO. The
financial capacity of the organization is described by three
categories — financial management, stability of revenues
and minimization of expenses [21, 22], which are very
briefly described in the CSO Quality Standard.
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Fig. 3. Hierarchical structure of MOCAT indicators (modified according to [11, 12, 21, 22]

The restriction of this study is the absence of similar
regulations to the CSO Quality Standard for the possibility
of comparing practical implementation of the quality manage-
ment system in public organizations against the background
of different socio-cultural and economic prerequisites.

Development of standards of quality of civil society
organizations in Ukraine should be considered a promising
direction of development of this research. This is due to
the rapidly growing number of NGOs and their growing
role in political, state, international and grants initiatives.

4. Conclusions

On the basis of the analyzed regulatory and techni-
cal documentation, the need to develop an SOI for civil
society organizations based on the complementarity of
different approaches to evaluating the quality of organiza-
tions according to the «Quality Standard of CSOs» and
DSTU ISO 9001:2015 is substantiated.

The results of the analysis of registered public associa-
tions by organizational and legal forms in Ukraine confirm
the tendency to increase their number, which is a pre-
requisite for the introduction of international experience
in the use of the «Quality Standard of CSO».

Considering the results of a comparative assessment
of the principles of the «Quality Standard of CSO» and
DSTU ISO 9001:2015, it is possible to state that there
are no differences in the main approaches to managing
the quality system of organizations.

The governance aspects of the Modified Organizational
Capacity Assessment Tool are similar to those of the «Quality
Standard of CSO», which is based on the subcategories:
authorities; values, vision and mission of the organization;
management style and leadership; strategic planning.
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