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Abstract. 

Any enterprise, irrespective of its scale and form of ownership, in the conditions of market economy has to constantly search for the ways 
of increasing its competitive advantages and improving its efficiency. Such situation is connected with the necessity of quality management 
system implementation and thereby improvement of all internal processes. Experts note that the quality management system in the 
conditions of the XX century is one of the most popular systems of internal corporate management. Undoubtedly, the modern development 
of quality management system involves the active use of information and communication and digital technologies, networking of 
stakeholders, their direct participation in the activities of the enterprise in building its value and image in the market. Digitalization of the 
economy forces to improve the principles, conditions and methods of management of the economic entity in order to create and promote 
high-quality products and thereby increase the profitability of the enterprise. [2,7,12] In recent years, foreign and Russian scientists and 
practitioners have published many interesting scientific and practical papers on the problems of improving quality management in the 
conditions of digitalization of the economy. However, a number of theoretical and methodological issues of determining the peculiarities 
of the quality management system and the impact of digitalization on the performance of enterprises require further research. 

Key words: market economy, competition, quality management, digitalization of the economy, quality management system development factors. 

 

1 Introduction 

The analysis of special scientific literature on the problems 
of development of the quality management system allows us 
to talk about the ongoing multidimensional research. It 
concerns, in particular, the study of intrafirm characteristics 
concerning its scale, personnel potential, technology 
development level, etc.; external environment parameters, 
etc. [1,5,10] For example, the Mc Kinsey Institute 
conducted a large-scale empirical study of the impact of 
digital technologies on the development of economic 
entities in the Russian Federation. The initial information 
base for this study was the materials of the Federal State 
Statistics Service of the Russian Federation and scientific 
papers on the problems of digitalization of the economy. 
Among the results obtained, it can be noted such an 
economic phenomenon - it was found that at the present 
stage of development in the banking and 
telecommunications spheres, digital technologies have not 
only changed their operating model, but have already 
increased cost efficiency by 40-60% and identified new 
opportunities in the relevant markets. [2] In our opinion, this 
is a natural process, because the practice of implementation 
of information technologies and innovations in Western 
countries convincingly demonstrates the effectiveness of 
these innovations. It is noteworthy that the process of 
introduction of technologies related to quality management 
is intensified due to the pressure of consumers rather than 
competitors. Specialists of the Higher School of Economics 
also studied the impact of digital technologies on the 

production and financial activities of more than one hundred 
large enterprises. It was found that the achieved effect from 
the involvement of innovative projects on the use of digital 
technologies, in general, corresponded to the plans of the 
companies and even exceeded them. Among such effects, 
the respondents noted simplification and acceleration of 
processes, and improvement of work quality. Among the 
costs of implementing the product in question, the lack of 
relevant experience, errors in determining the deadlines for 
project completion, and inconsistency among departments 
were mentioned. We can also add that the Russian system 
of higher education is still not engaged in the search and 
preparation of talents for the knowledge economy, and the 
Russian society itself is more characterized by a preference 
for stable growth of particular interest are the results of an 
international study conducted by the Institute of "Daylot" 
with the participation of recognized world-class experts. 
Among the priority areas of digitalization of large 
companies, they identified: 

 Strengthening of human resources regarding 
robotization, artificial intelligence automatization; 

 cognitive employee selection;  
 building digital leadership; 
 continuous innovative personnel training. [4,9,11] 
The point is that the use of digital technology to improve 

the quality management system will not only improve the 
quality and availability of products (services), but will be 
accompanied by the expected growth of profits and 
competitiveness, increasing the overall innovation potential 
of the enterprise. At the same time, it should be noted that 
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the digitalization of enterprises, like any new business, is 
fraught with the possibility of risks of this activity. They 
(risks) are of the following types: 

 organizational risks;  
 personnel risks; 
 technological risks. 
(Another problem of digitalization is the rapid growth of 

fraud in this area). Regarding the subject of our study - it 
should be noted that the digitalization of business entities 
the quality management system itself forms the flow of 
transformation processes. In particular, it concerns the 
relationship with stakeholders, principles of the quality 
management system, processes of analysis and target 
indicators of its performance, etc. It is also appropriate to 
note that digitalization of the quality management system 
implies active use of a number of principles - flexibility, 
innovativeness, technological effectiveness, etc. 
Remarkably, digitalization changes the principles of 
diagnosing the effectiveness of the quality management 
system towards regular analysis, constant monitoring of all 
elements of the system in question, etc., which makes their 
results more valid and accessible, including in the Internet 
space. These conditions actualize the importance of 
reputational resources (relationship resources), which 
contributes to the establishment of a business climate, the 
conclusion of long-term and effective contracts, etc. [3,6,11] 
It is clear that all this is associated with the presence of 
digital competence, formed on the continuous achievement 
of competencies. The analysis and systematization of 
various approaches allowed us to highlight their main 
manifestations: 

 development of the quality management system as 
part of overall organizational excellence 
(comprehensive approach); 

 development of the system under study as a source 
of enterprise potential (managerial sub-move); 

 development of the quality management system as 
the basis for improving the quality of goods and 
services consumer living (marketing approach). 
[3,8,13] 

Undoubtedly, talking about improving quality in the 
context of the formation of consumer appeal, it is impossible 
not to mention the need to properly ensure economic 
security, and above all, personnel security. The enterprise, 
in order to have a pronounced competitive advantage, 
should build its own quality management system, based on 
the improvement of the organizational and personal 
characteristics, working on the creation of a unique 
advantage. 

Digitalization, the process of implementation of 
information and communication technologies in enterprises 
is faster than in society. According to the Besot coefficient 
[5], the sustainable development of any enterprise is 
possible only when the speed of response of the enterprise 
protection system (we are talking about basic benchmarks) 
will be greater than the speed of development of an external 
threat (in this case - the speed of digitalization). There is 
another side of the coin - the development of quality 
management system on the basis of digitalization is 
associated with high costs for the purchase and installation 
of software, for training employees on this topic, for 
improving the economic security of the enterprise. It is 

noteworthy that according to the Innopolis University 
specialists, the heads of VTB, Rostelecom, Rosneft, Russian 
Railways, Lukoil and other major Russian companies see 
the key threat to their security in former employees (27%), 
42% see it in hacker groups, etc. All these companies are 
determined to raise the level of development of IT 
competences. It is appropriate to remember the old party 
slogan - "the personnel decide everything"... A distinctive 
feature of the largest companies in the Russian Federation, 
such as Sberbank, Lukoil, etc., is the creation of their own 
corporate universities, which use non-standard programs for 
accelerated training of employees. Digitalization has 
outlined the framework for the development of the quality 
management system, focusing it on the creation of 
innovations that can significantly improve the quality of 
goods (services) produced, increasing the efficiency of 
enterprise management. Under these conditions, companies 
began to actively use crowdsourcing to actively create value 
for their business. For example, its use in Sberbank's system 
made it possible to create a set of virtual platforms for 
fruitful interaction with their personnel, partners and the 
scientific community. All this is possible if there is a 
strategy for the development of the quality management 
system in the digital economy. The structure of such a 
strategy, in general, may consist of a given goal and the tasks 
arising from it; a plan of the main activities of the strategy; 
the expected end results of the strategy implementation. 

The implementation of the strategy should ensure: 
1. Coordination of the interests of the subjects of the 

construction and implementation of the quality 
management system. This means that the 
coordination of the interests of the above-mentioned 
subjects forms the core of the enterprise and helps to 
increase the effectiveness of the system in question. 

2. Increasing the level of technological sophistication 
of the quality management system. This, in turn, acts 
as a driver of the growth of the effectiveness of this 
system and ensures the quality growth of products 
(services). All this speaks of the need to automate the 
processes of quality management, implementation of 
electronic systems and everything that will have a 
positive effect. We are talking about CRM-systems, 
ERP-systems, SCM-systems, which allow to form a 
type of lean production. 

3. Development of digital competences of company 
employees. Undoubtedly, the growth of the 
qualifications of company specialists is a key factor 
and the key to ensuring digital leadership. 

4. Cognitive selection of specialists in the quality 
department. This approach allows companies to 
significantly reduce transaction costs. 

5. Organization of constant monitoring of the level of 
development and performance of the quality 
management system. The company's desire to ensure 
sustainable development requires regular diagnostics 
of the effectiveness of the system under study. In the 
course of its performance the level of customer 
satisfaction is assessed; the level of resource 
provision; the level of digitization of the quality 
management system, etc.  
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2 Conclusion 

In conclusion, it can be noted that if properly implemented, 

all of the above recommendations will have a positive 
economic effect. 
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