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MHNOHATTA CUCTEMHU YIIPABJIIHHA AKICTIO TA METOHOJIOI'TA
OLIIHIOBAHHS SIKOCTI B OPTAHAX IYBJIIYHOI BJIAIU

I'puropiii /31062
eporcasnu ynisepcumem «Kumomupcoxa nonimexuixar, Kumomup, Ykpaina

Pe3ztome. [lpucesueno awnanizy eusnavenus cucmemu ynpaeninmua axicmio (CYA) 3eiono 3 pisnumu
Ooicepenamu, exmoyaiouu HayionarvHuil cmanoapm sikocmi JCTY ISO 9001:2015, noensaou eimuusnanux ma
3apybixcnux eyenux. Ilioxoou oo eusnauenns CYA poszensdaiomuvcsa y konmekcmi ii poni sIK cmpameziuiozo
piluienns opeanizayii 01 NOKpaujents 3a2aabHoi 0ieocmi 1 CManoeo po3eumKy. Aemopu cmammi 8paxosyromy
susnayennsi Tyomi B., sikutl bauumos CYA six cucmemy ynpasninus npoyecamu 3 ooKyCcom Ha 3a0080eHHT KIEHMIG
npu MiniMizayii eapmocmi 051 Opeanizayii, a maxoc eucioeoms mouku 3opy Onewxa A. A. ma Momoma I. O.
YV pesynomami 06 ’eonanna memooonociunozo nioxody Tyomi B. ma ¢popmanvroco nioxody oo eusnavernns CVA,
cmamms nponownye nosy de@iniyito: CVA - ye cyxynnicme npoyedyp, memoouk, IHCMpYKyiil ma opeanizayiiuHol
CMPYKMypu, HeOOXIOHUX Osl YAPAGIIHHA NPOYecamu 3 Memoi OOCACHEeHHS MAKCUMAIbHO20 pe3yibmamy npu
MIHIMATbHUX 8umpamax opeauizayii. Bpaxosyrouu piznomanimuicme nioxodie 0o posyminna CYA — ya nosa
Oeqhiniyis Mmodwce cmamu KOPUCHUM IHCHIPYMEHMOM Ol NPAKMUYHO20 3ACMOCYBAHHA Md NOOAIbUIOZ0
00CiONCeH A cucmeM YRpasninHa AKicmio 8 pisHux cgepax oisnvrocmi. OKpim Yybo2o, 8 Cmammi 00CAIOHCEHO
PO36UMOK  noussmms axkocmi 1 cucmemu ynpaeninus saxicmio (CVA) y midcnapoonux 6iznec-npoyecax.
Ilpoananizosano nepexionuil nepioo 3 80-x 0o 90-x pokie mumynoeo cmoaimms, KOAU NOHAMMS «AKICINbY
PO3WUPUTIO  CBOE  3ACMOCY8AHHA 3 BUPOOHUMUX npoyecié Ha cgepy nocaye. Takode 0ocriodxcyecmovces
enposaddicennss CYA 6 nyoniuny cghepy CIIA ma npoyec capmonizayii HayioOHATbHUX CMAHOAPMIE AKOCMI 8
€eponi na ocnosi cmanoapmie ISO 9000. Jlemanvno onucano poav Mixcuapoonoi Opeanizayii  3i
Cmanoapmuzayii (ISO) y po3pobaenHi MINCHAPOOHUX CMAHOAPMIE [ CHPUAHHI MIJCHAPOOHIN MOP2IGIi.
Hazonoweno na ocnosnux gyuxyisax I1SO, a maxoc xpononociunuii pozeumox cmanoapmis 1SO 9000, 3oxpema
sepcis ISO 9001:2015. 3asnaueno O00CnHiONCeHHs BIMYUSHAHUX MA 3APYOIICHUX BYEHUX, AKI 6UUANU
BNPOBAOINCEHHS MINCHAPOOHUX CMAHOAPMIE AKOCMI 8 NPAKMUYI HA PI3HUX DIGHSAX, BKIIOUANOYU MICYeBl OpeaHu
enaou. 3asHauveno donomidxchi nocunannsa Ha npayi Ilaxomosoi T. ma Jlaxuoci M. I, Tyomi B., axi 3aiimanucs
aHanizom i 00CiONCeHHAM cucmem Ynpasninus axicmro. Posenanymo misicnapoonui cmanoapm ISO 9001, skuii
BU3HAUACE BUMO2U 00 cuCmeMU Ynpasninus axicmio. Cmanoapm nepedbayac 30amuicms 0peanizayii Ha nNOCMitHil
OCHOBI 340080IbHAMU NOMPEOU CROHCUBAUIB ULTAXOM eQeKMUBHO20 3ACTNOCYBAHHI CUCIEMU YAPABIIHHA AKICIIO.
Bin 3aeanvnuii i 3acmoco8yemuvcs 8 yCix opeanizayisix, He3anedcHo 6i0 ix muny, po3mipy ma eudy npooykyii abo
nocnye.Cmanoapm 1SO 9001 6azyemvcs na PDCA-yukni (naanyeanns, Ois, nepesipka, eminenns). Bin naoae
iHcmpyKyii wWo0o NiIaHyeauHs, peanizayii, OYiHIO8AHHS AKOCMI i NOCMIUHO20 B00CKOHANEHHS NPOOYKmMY abo
nocnyeu. Ilpoyec ynposaodicenHs cmaHoapmy 6KIOYAE BUSHAYUEHHS pecypCis, KOMYHIKAYilo 3 KIiEHmamu,
BHYMPIWHIL ayoum sAKOCmi, MOHIMOPUHZ Npoyecie ma KopueysaivHi 3axo0u. Aemop RiOKpecare, wo
imnaemenmayiss PDCA-yuxny 6 disinbricme opeawie nyoniuHoi 61adu 00nomodice niodguuumu aKicms HaOAHHA
nYONYHUX NOCTYe 2POMAOsIHAM. Buxonanmus 3a60anb 3a makum MexanizmMom 003601Umb ChOpMysamu AKICHUU
npeyedenm, HA KU MOJICHA 0yOde cnupamucs npu peanizayii HACMYNHUX npoekmis. 3anposadlceHHs.
CManoapmis AKOCmi maKoic 3abe3neyums 3pyuHy 0CHO8Y OJisi NYONIUHUX MeHeOICepi8 Y GUPIULeHHT ONePamUEHUX
3a60aHb ma 3abe3neueHni KOHCMPYKMUSHOL KOMYHIKAYIl 3 2pomMadsHamu. 3a3Haueno, wo i2HOpY8aHHs NODANCAHD
KAIEHMIB MOJICE He2aMUBHO BNAUHYIMU HA NPUOYMKOBICMb opeanizayii. J{oCaiodiceno MONCIUBICINb 3ACMOCY8AHHS
MemoO0on02ti OYiHI0BAHNSA AKOCI HAOAHHS NYOITYHUX NOCTY2 HA OCHOBI (Pi0OeK)y epoMmadsaH O NYONIYHUX OP2aHie
6 Yxpaini. BuodineHo 06i OCHOBHI NpUYUHU 3ACNOCYBAHHA Yici Memo0on02ii NyONUHUMU MeHeOICePaAMU:
OYIHIOBAHHSL (DAKMUYHO2O CMAHY HAOAHHA NYONMHUX NOCAYye ma Npiopumusayis npoyecié nioeUUjeHHs
eghexmugnocmi 6 Kpusoeux cgepax obOciayeosysanus epomadsn. Haeedeno npukiaou enposaodicenHs yiei
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MemoO0on02ii 8 IHuUX Kpainax i pe3yiomamu 00CAIONCEHHS, WO NOKA3YIOMb 3HAYY WU GNIUE CIMAHOAPNIE AKOCMI
1SO 9001 na sikicmv HadauHs nYONMHUX NOCIY2. 3A3HAYEHO, WO Ysi MEMOO0N02IsE MOJICe OONOMOSMU NYONIYHUM
MeHeOHcepam po3yMimu pieeHb eQeKmueHOCmi 63aEMO0IT MIdIC NYOIYHUMU OP2aAHAMU 81LAOU MA 2POMAOIHAMU U
CHpUSIMU 6NPOBAOICEHHIO CIAHAAPMI8 AKOCMI Y chepu, 5Ki ybo2o nompedyIoms, 0CoOIUBO 8 YMOBAX GIlIHU.

Knrwuosi cnosa: cucmema ynpaeninus sikicmio, 1SO 9001, nybniuna enaoda, nybniuna nocuayea,
Midicnapoonuti cmanoapm axocmi, PDCA.
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THE DEFINITION OF THE QUALITY MANAGEMENT SYSTEM AND
METHODOLOGY OF QUALITY EVALUATION IN PUBLIC
GOVERNMENT BODIES

Hryhorii Dziuba

Zhytomyr Polytechnic State University, Zhytomyr, Ukraine

Summary. The article is devoted to the analysis of the definition of the quality management system (QMS)
according to various sources, including the national quality standard DSTU 1SO 9001:2015, the views of domestic
and foreign scientists. Approaches to the definition of QMS are considered in the context of its role as a strategic
decision of the organization to improve overall effectiveness and sustainable development. The authors of the
article take into account the definition of Tuomi V., who sees QMS as a process management system with a focus
on customer satisfaction while minimizing the cost to the organization, and also express the points of view of
A. Oleshka. and Momota 1.0O. As a result of combining the methodological approach of Tuomi V. and the formal
approach to the definition of QMS, the article proposes a new definition: QMS is a set of procedures, methods,
instructions and organizational structure necessary for managing processes in order to achieve the maximum
result at the minimum costs of the organization. Given the variety of approaches to understanding QMS, this new
definition can become a useful tool for practical application and further research of quality management systems
in various fields of activity. In addition, the article examines the development of the concept of quality and the
quality management system (QMS) in international business processes. The transition period from the 80s to the
90s of the last century, when the concept of «quality» expanded its application from production processes to the
sphere of services, was analyzed. The implementation of QMS in the US public sphere and the process of
harmonization of national quality standards in Europe based on ISO 9000 standards are also investigated. The
article also describes in detail the role of the International Organization for Standardization (ISO) in the
development of international standards and the promotion of international trade. The main functions of ISO are
emphasized, as well as the chronological development of 1ISO 9000 standards, in particular the 1ISO 9001:2015
version. The article also notes the research of domestic and foreign scientists who studied the implementation of
international quality standards in practice at various levels, including local authorities. Auxiliary references to
the works of Pakhomova T. and Lakhizha M.1., Tuomi V., who were engaged in the analysis and research of quality
management systems, are indicated. The international standard ISO 9001, which defines the requirements for the
quality management system, was considered. The standard provides for the ability of the organization to satisfy
the needs of consumers on an ongoing basis through the effective application of the quality management system.
It is general and is used in all organizations, regardless of their type, size and type of products or services. The
ISO 9001 standard is based on the PDCA cycle (planning, action, verification, implementation). It provides
guidance on planning, implementation, quality assessment, and continuous improvement of a product or service.
The standard implementation process includes resource allocation, customer communication, internal quality
audit, process monitoring and corrective actions. The author emphasizes that the implementation of the PDCA
cycle in the activities of public authorities will help to improve the quality of providing public services to citizens.
Completing tasks according to such a mechanism will create a high-quality precedent that can be relied upon for
the implementation of subsequent projects. The introduction of quality standards will also provide a convenient
basis for public managers in solving operational tasks and ensuring constructive communication with citizens. It
is noted that ignoring the wishes of customers can negatively affect the profitability of the organization. The
possibility of applying the methodology for assessing the quality of public services on the basis of citizens' feedback
for public bodies in Ukraine is being investigated. There are two main reasons for the use of this methodology by
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public managers: assessment of the actual state of public service provision and prioritization of efficiency
improvement processes in crisis areas of citizen service. Examples of the implementation of this methodology in
other countries and research results showing the significant impact of 1SO 9001 quality standards on the quality
of public services are presented. It is noted that this methodology can help public managers understand the level
of effectiveness of interaction between public authorities and citizens and contribute to the implementation of
quality standards in areas that need it, especially in wartime.

Key words: quality management system, 1ISO 9001, public authority, public service, international quality
standard, PDCA.
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IMocTaHoBKa nMpodieMu. YTIpaBIiHHS AKICTIO € KIIIOYOBUM aCIIEKTOM AisIIbHOCTI Oy Ab-
SKO1 OpraHizaiii, sika mparHe 3a0e3NeYuTH CTaOUIbHICTh, €(EKTHBHICTh Ta 3aJI0BOJICHHS
noTped CHOXKUBaUiB CBOIX MOCIYT. Y Cy4acHOMY CBITi, A€ IyOJiuHa Ba/ia Biirpae BaKJIUBY
poJib 'y pearizamii COIliaJbHO-€KOHOMIYHMX Ta TMOJITHYHUX WIpOrpaM, HEOOXiAHICTh
YIPOBA/KEHHSI CHCTEMH YIMPABIIHHA SKICTIO B IMyOJXIYHOMY CEKTOpi CTa€ Haa3BUYAIHO
aKTyajabHOIO. [IpoTe iCHYIOTh 3HAYHI BUKJIMKU Ta NpoOJeMH, MOB’S3aHl 3 YIPOBAIKEHHIM
CHCTEM YIIPaBIIiHHS SIKICTIO B OpraHax myOiiuyHOi Biaad, SIKi Ie HE 3HAWIUIM TTOBHOTO
BUpilieHHs. JloCHiKeHHs NMPHUCBSYEHE aHaji3y MOHATTS CHCTEMH YIIPABIiHHS SKICTIO B
opraHax IyOJIiYHOT BJIaJiK, ICTOPIl Ta METOAOJIOTIi BIPOBAKEHHSI Mi>)K HAPOJHHUX CTaHJIAPTIiB
SKOCTI B IyOJIIYHUI CEKTOp 3 METOI0 BU3HAYEHHS! OCHOBHHX MPOOIIEM Ta MPOMO3UIliT HANPSMIB
BUKOPHUCTAHHS OI[IHIOBAHHS SKOCTI B ITyOIIYHOMY CEKTOPI.

AHaJIi3 ocTaHHIX J0ciTKeHb i myduaikauiii. [Ipu niaroToii 10 HaMcaHHS HAYKOBOI
pPOOUTH JOCHIHKEHO POOOTH TaKWX 3apyOKHUX Ta BITYM3HSHHMX JOCIIIHUKIB, siK: Tyomi B.,
Onewko A. A., Momor L. O., Jlaxmxka M. 1., Jlyk’ssaa ®@itpi AnrrepHi, [ino Kakem, Cenan
®da3znoBuy.

MeTo10 1OCTIIZKEHHSl € aHalli3 MOHATTS CHCTEMM YIMPaBIIHHA SKICTIO B OpraHax
nmyOJIiYHOI BJIaii, OCHOBHUX MEXaHi3MiB Mi>KHapoIHUX cTannaptiB skocti ISO 9001, a Takox
METO0JIOT1i e()eKTUBHOIO BUKOPUCTAHHS YIIPABIIHHS SKICTIO IPU B3a€MO/IiT YITIOBHOBOXXEHUX
0ci0 Ta TPOMaISH.

ITocTanoBka 3aBaaHHs. [l JOCATHEHHS MOCTABIECHOI METH BU3HAUEHO TaKi HAyKOBI
3aBJaHHA: MpOaHaNI3yBaTU HasBHI Je(iHIlli CHCTEMHU YHOPaBIiHHA SKICTIO, JOCHIIUTH
ICTOPUYHMI TpoLeC PO3BUTKY YMpPaBIiHHA SKICTIO, MDKHapoAHi cranmaptu ISO, a Takox
3aMpONOHYBaTH METO/I0JIOTIIO OLIHIOBAHHS SIKOCT1 Ha OCHOBI (D110€Ky rpOMaJIsH.

Bukian ocHoBHoro marepiaay. Cucrema ynpasininas gkicTio (CYS) € koHuentieto,
10 BXKE€ CTaJIUi MepioJ] BUKOPUCTOBYETbCS B MpuUBAaTHOMY cektopi. CY S BU3HA4alOTh, SIK
CTPYKTYpOBaHUHM MiAXOA 0 KEpPYBaHHS OpraHizaiiclo (MiANPHEMCTBOM), CIPSIMOBAHUM Ha
JOCSATHEHHS MaKCHUMallbHOI e(eKTHBHOCTI Ta BIOCKOHAJICHHS SIKOCTI HaJaHHS TIOCIYT
KJIIEHTaM.

He3Bakarouu Ha Te, 10 YIPaBIIIHHS SIKICTIO SIK KOHLEMIS 3apOAUiIacs B IPUBAaTHOMY
CEeKTOpi, 3apyOiXkHI Ta BITYM3HSIHI HAYKOBIl BKa3ylOTh Ha HEOOXIIHICTb 3ampoBaJKEHHS
TaKOro MiAX0/y B IyOJIYHUN CEKTOp, aJKe MPUpoAa AISUIBHOCTI OpraHiB MyOIi4yHOl Bl €
Ha/laHHS MyOJIIYHUX TOCIYr TPOMAJsHaM, SIKI OUIKYIOTh HAa TaKMH e CTYIiHb 3pY4YHOCTI,
e(eKTUBHOCTI Ta Pe3yJIbTATUBHOCTI BiJl MPOLECY OTPUMAHHS MOCIYTH, K 1 BiJ MPUBATHOTO
CEeKTOpa.

OcHOoBHa TmpoOiiemMa TMoJsATaE B TOMY, IO EKOCHCTEMa IIPUBATHOTO CEKTOpa €
KOHKYPEHTHOIO 3 HasBHICTIO BEJTMKOT0 KoJia Cy0’€KTiB TOCHOAApIOBAaHHS, SIKI HAMAraroThCs
HAJaTH SKOMOTa SIKICHIII MOCIYTH AJisl OTpUMaHHs npuOyTKy. BogHouac opranu myOiaidHOl
BJIaJU € «MOHOMOJICTaMu» y cepi HamaHHsA myOmiuHuX nociayr. Kaaposuii ckiiag opraHiB
nyOJIIYHOI BaId HE OTPUMYE CTUMYJISIIT Yy BUIIIAII TPUOYTKIB, SIK IPUBATHUMA CEKTOP, TOMY 1
MOTHUBAIlisl HaJaTH MOCIYTY JJIS TPOMAJASHUHA B HaW3pYy4HIIIUH Ta epeKTHUBHIMUI crocid
BIJICYTHS.
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Bumie nepepaxoBani (hakTu4Hi 0OCTaBUHU HE € BTIIIHUMH, OCOOIMBO 3 OIJISAY HA TE,
o B YKpaiHi Hapa3i BimOyBalOThCS €BPOIHTETpaIliiHI MPOIECH, SIKI 3000B’SI3yI0Th 3arajibHe
MiBUIICHHS €()eKTHBHOCTI HaIaHHS MyOIIYHUX TTOCITYT.

1. IToHATTSI cCHCTEMH YNPABJIiHHSA SKICTIO.

Cuctema ynpaBIliHHS SIKICTIO HE MA€ CBOTO BU3HAUCHHS aHI B MKHAPOAHUX MPABOBUX
aKTax, aHl B HAI[IOHAJILHOMY 3aKOHOJABCTBI. YTIPaBIIHHS SKICTIO € EKOHOMIYHOIO KaTeropi€ro,
BU3HAUCHHS SIKI HANaeThCs, 30KpeMa, B HamioHambHOMY craHmapti skocti JCTY ISO
9001:2015: «Cucrtema ynpaBiIiHHS SKICTIO — CTpaTeriyHe PIIICHHS OpraHizarlii, ska MOXe
JIOTIOMOT'TH TIOJIMIIUTHU 1i 3arajbHy JI€BICTh Ta 3a0€3MEYUTH MIIHY OCHOBY JUIs iHIIIaTHB
II0/I0 CTAJIOro po3BUTKY» [1, C. 6].

Tyowmi B. BU3Hauae cucreMy ynpaBiliHHS SKICTIO, SIK «CUCTEMY YIPaBIiHHS IPOIleCaMu
3 METOK JOCSTHEHHS MaKCHMaJbHOI 3aJJOBOJICHOCTI KIII€HTa 32 HAWHWKYOK 3arajibHOI0
BapTICTIO JIJIsl OpraHi3aliii, 3 HOCTIHHMM BIOCKOHAJICHHSIM Iporecy» [2, C. 2].

Onemko A. A, i CUCTEMOIO YINPABIIHHS SIKICTIO PO3YyMi€ «CYKYITHICTh IPOIIECIB,
Oprasi3amiiHoi CTPYKTYpH, JOKyMEHTallii, pecypciB, HEOOX1THHX JJIsl yIpaBIiHHS sKicTIO» [3].
[ammit BiTun3HsAHUI BueHuit, Momor 1. O., nepepaxoBye 3Ha4HO OLIBIILY KiIBKICTh €IEMEHTIB,
IO CTAHOBJIATH 3MICT JIediHIIil CUCTEMHU YNPABIIHHSA SKICTIO — CYKYIHICTh OpraHi3amiiHoi
CTPYKTYpH, MPOLEAYpP, METOIUK 1 poOOYUX IHCTPYKIIiH, MOJOKEHb, MOCATOBUX 1HCTPYKIIiH,
IPOIIECiB 1 pecypciB, HEOOXITHUX ISl 3iHICHEHHS 3aralbHOTO YIPABIiHHSA SKicTIO [4, ¢. 387].

Omxe, KO MoeAHATH MeToonoriyauil miaxig Tyomi B. ta dopmansHuil miaxig 1o
BU3HAUYCHHS CUCTEMH YIPABIIiHHS SKICTIO, TO MOXHA copMmyitoBatu Taky aedinimito: CY S —
1€ CyKYIHICTh IPOLEAYP, METOAMK, IHCTPYKIIii Ta OpraHi3aiiiiHoi CTpyKTypH, HEOOX1JHOT AJist
YIOPaBIiHHS MPOIIECAMHU 3 METOIO JIOCSTHEHHS MAKCHMAIILHOTO PE3yJIbTaTy MPHU MIHIMAIBHUX
BHUTpaTax Opranizaiii.

2. IcTopisi BHHUKHEHHSI TAa 3aNMPOBA[KEHHSI CHCTEMH YNPABJIiHHA SIKICTIO B
nmyOJIiYHMI CeKTOp.

Icropuyno cuctemMa ympaBIiHHA SKICTIO HpoimnuIa 4oTupu (as3u PO3BHTKY, IO
BiJ10OpakeHi B Tabmmli 1.

Ta6auns 1. ®a3u po3BUTKY CHCTEMH YIIPABIIHHS SKICTO

Howmep dazu Ommc dazu
1. CnocrepexeHHs Jnst 3a0e3medeH s SKOCTI NPOAYKTY BHKOPHCTOBYBAIUCS IPOCTI Me-
TOJHM OIVISAY Ta CIIOCTEPEKCHHSI
2. KoHTpoJIb SIKOCTI BuKopucTaHHS CTATUCTUYHHX IHCTPYMEHTIB Ta METO/IB JUII KOHTPOJTIO

BUPOOHHYOTO TPOLIECY
DoKyc 3MICTUBCS 3 METOMIB OIJIAAY Ta CIIOCTEPE)KSHHS Ha 3HMIKCHHS
BapiaTMBHOCTI MPOLIECIB

3. 3a0e3neyeHHs AKOCTi [Mouanacst epa MIaHYBaHHS SKOCTi, TOOTO AKIEHT 3CYHYBCS Bill peakTH-
BHOT'O MiAXOAY JI0 IPOaKTUBHOIO YHUKHEHHS PO0JIeM

4. YrpaBiiHHSA SKICTIO AKTHBHO CHCTEMa yMPaBIIHHS SKICTIO IOYMHAE BUKOPUCTOBYBATHCS B
1990-ux

[TepBicHa cuctema ynpasJiHHS SKICTIO 0a3yE€ThCsI Ha MIIX0/1aX, CTBOPE-
HHX Ha IOMEpPEe/HIX eTanax pO3BUTKY, ajle 3aCTOCOBYE iX y LIMPLIOMY
Macitadi

Y MibKHapomHHX Oi3HEC-TIporiecax MOHSATTA SKOCTI MEPEBAXHO 3aCTOCOBYBAJIOCS Y
IpUB’s311 3 BUPOOHWYMMU TpoliecaMu Ha (padpukax, MPOMHUCIOBUX IEHTpax A0 80-ux pokiB
MUHYJIOTO cTOMTTA. Brponosx 80-ux pOKIB HMOHSTTS «SIKICTb», K CHCTEMHa KaTeropis,
MOYMHAE BIIPOBAKYBATUCS TaKOXK y chepy HamaHHS NOCIyT pizHuX iHAycTpiid. B 90-x CILIA
MOYMHAE BIIPOBA/KYBATH CUCTEMY YIIPABIIIHHSA SKICTIO B MyOJIIYHY cepy, a caMe y BITHOCUHU
MDK IUJIaTHUKaMU MOJATKiB Ta LIeHTpoM MoJaTKOBOTO yMpaBiiHHSA MiHICTEpCTBa (iHAHCIB
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CIIA. TIlapanensHo, B €Bpomi CTBOPIOETbCS €Bpomeiicbka KoOpIuHAaNiiHA pajaa 3
BUNPOOYBaHb Ta cepTudikaiii i EBponeichrKuil KOMITET 3 OIIHIOBAHHS 1 cepTUdiKallii cuCTeEM
SKOCT1 Ta MPOBOJUTHCS TAPMOHI3allisl HALlIOHAJIBHUX CTAHJIAPTIB CUCTEMH SIKOCTi, CTBOPEHHUX
Ha 0a3i cranmaptiB skocti ISO 9000 Bim MiKHapomHOI oprasizamii Mo cTaHaapTH3aLii
(International Organization for Standardization, ISO) [5, c. 3].

Mixnaponna Opranizamis 31 Crangaptmsanii Bimoma sk ISO  (International
Organization for Standardization), € He3aJIe)KHOIO MI>KHAPOTHOIO OPraHi3alli€lo, Mo Po3podIsie
Ta mMy0JIiKye MibKHApOIHI cTaHaapTi. Bona Oyia 3acHoBaHa 23 motoro 1947 poky 3 roJIoBHUM
odicom y XKenesi, [lIBeiinapist. ISO € onHi€e0 3 HAWBITOMIIINX OpTaHi3alliii, M0 3aMAIOTHCS
CTaHJAPTH3AIlIE€0 Y CBITI W BIAIrpae BaXJIMBY pPOJIb y CHPHSIHHI MDKHApOJHIM TOPTiBIIi,
CHIBIpall Ta CTaHJApTH3AIlI] y PI3HUX Tamy3sX.

Cepen ocHOBHMX (DYHKIIiH opraHizaiii MO>KHA BUIUIATH TaKi:

- po3poOIeHHs Ta MyOJiKallis MbKHAPOIHUX CTAaHIAPTIB;

- CHpUSHHS MDKHAPOJHIHM TOPTiBIIi HUIAXOM YCYHEHHS TEXHIUHUX Oap’epiB Ta rapmo-
Hi3allii mpaBuJI 1 BUMOT;

- HaJaHHS PaMKOBUX IPABHJI IS BIPOBAKECHHS CUCTEM YIIPABIIiHHS SKICTIO, 3aX0IiB
Oe3neKy Ta HAKpaluX MPaKTUK YIPaBIiHHS OpraHizalisMH;

- 0OMiH iH(OpMALi€IO Ta CIIBIPANs 3 MDKHAPOIHUM CEPEIOBHILEM EKCIIEPTIB Ta Ha-
YKOBIIIB [6].

Xponosoriuno crannaptu ISO BUMycKanucs B I’ ATH BEPCisiX:

1. ISO 9000:1987 poky;

2. 1SO 9000: 1994 poxy (yrounena Bepcist 1987 poky);

3. ISO 9000: 2000 poky (Mi>kHapOJHI CTaHIAPTU SKOCTI Oy pajUKAIbHO MEpers-
HYTI);

4. ISO 9000: 2005 poky. Takox 10 yeTBEpTOi Bepcii CTaHAAPTY BIAHOCSTH BHUITYCKU
2008 ta 2009 pokis — ISO 9001 ta ISO 9004.

5. ISO 9001:2015. YunnHa Bepcis MKHAPOIHUX CTaHIAPTIB, 3a SKHUMH MPOBOJIUTHCS
ceprudikariis CUCTEM YIIPaBIIIHHS SIKICTIO OpraHi3aIliii K MPUBAaTHOTO, TaK 1 MyOJIYHOTO CEK-
topa [7, c. 7].

BiTun3HsHI BYeHI OYally TOCI1KYBaTH IPAKTUKU BTUIEHHS MDKHAPOAHUX CTaHAAPTIB
SKOCTI JIMIIIe Ha MOYaTKy HYJbOBUX. 30KpeMa, BapTo 3a3HAuUTH AisibHICTh [TaxomoBoi T. y
cdepi ananizy immiaemenTanii CYS B MIKHapoJHIN MpaKTUIl, a TAaKOXX HA PIBHI MICIIEBHX
opraniB Biaju. [liznHime Jlaxuxa M. I cuctemaru3yBas yci BiZJoMi Ha TOM Yac BUCHOBKH I10JI0
CUCTEMM YTIpPaBJIIHHS SKICTIO y (yHIaMeHTalbHIA mpani «CucreMa ynpaBlliHHA SIKICTIO B
opraHax Biajau (BITYM3HSIHUI Ta 3apyOixkHUI 1ocBim)» B 2008 porii [8, c. 46].

3. Mixknapoaunuii cranaapt sikocti ISO 9001:2015.

ISO 9001 — me MDKHApOAHHWI CTaHAApT, SKU BU3HAYa€ BUMOTU JI0 CHUCTEMH
yopaBiiHHSA ~ fAKicTio. Jlnsi BUKOHAaHHS —CTaHAApTy OpraHizaiis/opraH TOBHHHA(EH)
MPOJIEMOHCTPYBAaTH CBOKO 37aTHICTh HA TMEPMaHEHHIN OCHOBI MPOMOHYBATH MPOIYKT, SIKUI
3a/I0BOJIbHSIE TOTPEOM CIOXKWBAYIB BIAMOBITHO JO HOPMAaTUBHUX BHUMOT, IUIAXOM
e(eKTUBHOTO 3aCTOCYBaHHS CHCTEMH YMPaBIiHHS SKICTIO. YClI BHUMOTH CTaHAApPTy €
3aralbHUMM W TNpU3HAYeHl JJI1 3aCTOCYBaHHS B YCIX OpraHizauisX, HE3aJle)kKHO B THILY,
PO3Mipy Ta BUy BUPOOJIECHOTO MPOILYKTY/HaAaHOT MOCTYTH.

B 3arampromy mmani, ¢opmyna ISO 9001 mae 4YOTHPHM OCHOBHHX €JIEMEHTH —
IUIaHyBaHHS, Jid, nepesipka, BTuteHHs (PDCA — plan, do, check, action) [9, c. 3].

[Tporec nmuanyBaHHS € TIEPIIUM €TAIIOM, SIKUM 3aiMarOThCs, B TIEPIITy Yepry, HaWBHUIII
nocanoBi ocobu kommadii/oprany (CEO, mapTHep, IupeKTOp), Ta JAENeryloTh NEeBHUN
KOMIUIEKC 3aBJaHb Ha HWX4Yl MeHekepchKi piBHI. I[lpodinbHi MeHemkepu, Ha eTami
TUTAHYBaHHs, TOBUHHI BUSHAYUTH PECYpC, AKUH € B iX PO3MOPSKEHH] JUIsi BAKOHAHHS TUIaHY
(Orosxet, iHpacTpyKTypa, JIIOJICEKHI pecypc, JOTICTHKA 1 T.1T.).
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Hactynuuii etamn — 1ig — peanizamis I1any, sika IPpOXOAUTh 3 BUKOHAHHSIM TaKUX YMOB:

- BU3HAYEHHS BCIX BUMOI LI0JI0 CTBOPEHHS MPOLYKTY/HalaHHS M1OCIYTH;

- TpOBeleHHs BCeOIYHOTro Orysiy, Bepudikailii, MOHITOPHHTY MPOIIECIB;

- TPOBEJIEHHS TMONEPEAHBOT0 TECTYBAaHHS BUTOTOBJICHOTO MPOIYKTY/HMOCIYTH, IO
Oyne HajaHa;

- KOMYHIKaIis 3 KJIiEHTaMH, U100 MUTaHb O()OPMIICHHS, TEXHIYHOTO 00CITyTOBYBaHHS
IPOAYKTY, 3pYy4YHOCTI Ta IIBUAKOCTI HaJJaHHS HOCIYT.

[lepexigHuii eTanm — mepeBipka — Mae Ha METI OIIHUTH SKICTh MPOAYKTY/TIOCTYT 3
HNOJAJIBIIMM [EPEX0OM /0 eTaly “BTUIEHHS HaIpalbOBAHOI MPAKTUKU 3 ii MONepeaHiM
YIOCKOHAJIIEHHSM (Ko moTpibno). Taka ¢aza HamacTb MOXIMBICTE CHOPMYBATH €JMHHUNA
CTaHJApT, BIAMOBIAHO A0 SKOTO TAaKWW MPOIYKT/TIOCAyra OyJe HaJaBaTUCA KIIEHTaM Yy
Maif0yTHEOMY .

ETan BTiJIeHHs BUMarae BiJl yIPaBIiHIIIB TaKMX 000’ I3KOBUX Jii:

- BU3HAYEHHS PIBHS 33J0BOJICHOCTI KJII€HTA BiJl OTPUMAHOTO TOBAPY/IOCIYTH;

- TPOBEJEHHs BHYTPILUIHBOTO ayAUTY SKOCTI;

- MOHITOPHHI Ta OIIHIOBAHHS BCIX IPOILECIB, SIKi MEpeayBalId MOSBI MPOIYKTY/HA-
JaHH1 MOCITYTH;

- aHaji3 CyKyImHOCTI OTPUMaHHX JaHUX;

- BXHTTS KOPUTYBAIBHUX Ta MPODITaKTHYHUX 3aXO0/IiB.

Brinenns BumiesasHaueHoro nporecy PDCA B misipHICTH OpraHiB myOniuHOi BiIaau
JIO3BOJIUTh 3HAUYHUM YMHOM IIJBHIIUTH SIKICTh HAJAHHS MYyOJIYHUX IOCIYT TPOMaJsHaM
(kimientam). @opmyna PDCA HagacTs 3MOr'y BTUIMTH 3BUYHI JJ1s1 IPUBATHOTO CEKTOPA MPAKTUKU
IUIAaHYBaHHS TIPOLIECIB, BU3HAUCHHS HEOOXIMHUX pECypCiB JJsl BHPILICHHS OINEPAaTUBHOTO
3aBJIaHHs, KOHCTPYKTUBHOI KOMYHIKallii 31 CHOKMBa4aMH MOCITYT — rpoMaasHMu. OKpiM IbOTO,
immiemenTaniss PDCA crane 3py4HOI0 OCHOBOIO Uil IyOJIYHUX MEHEIKEPIB, OCKUIBKU
BUKOHAHHS 3aBJIaHb 3a [IUM MEXaH13MOM Ma€ Ha MeTi c(popMyBaTH SIKICHUH HPELeJIeHT, 10 SKOTO
3BEPTATHUMYTHCS Iy OIiYHI MEHEKEPH [T peallizallii HaCTyITHUX IPOEKTIB.

4. MeTo10,10Tis1 OLiHIOBAHHS AKOCTi HAIAHHS MyOJIYHHUX NMOCTYT

BinBinyroun Oynb-sikuii BeO-caiT KOMIMaHIi, MapKeT-IUIeWC 4YM 3aKiaJl MPUBATHUX
MiAIPUEMITIB, MU, SIK KIIE€HTH, MO)XEMO MOCTABUTH OIIHKY TOBapam/MOCIyraMm, siki HaJaroTh
nignpuemil. Takox KIIIEHTH IPUBATHOTO CEKTOPA MOXKYTh 3aJIMIIUTH KOMEHTAp, 3a3Ha4al0un
IOPUYMHY CBOTO HE3aJ0BOJIEHHs, abo Mpomno3uiii, siki O J0MOMOINIM YJOCKOHAJIUTH MpOIec
e(eKTUBHOI0 Ha/IaHHS TOBAPI1B/TIOCIIYT.

Came Taka MOXXJIMBICTh KJTI€HTA 3aJUIIUTH (iA0€K 1 € OHIEI 3 OCHOBHUX PYLIIHHHUX
cuJ1 1715 O13Hecy po3BUBATHUCS, aJKE ITHOPYBaHHS MO0akKaHb KIIEHTAa MOXKE 3HAYHO MOTIPILINUTH
npuOYTKOBICTh HOTO OpraHizarii.

Sk Bxe OyJ0 JOBENCHO BUIIE, TAKMA MEXaHi3M MOXE JIEeMOHCTPYBAaTH CBOIO
e(pEeKTUBHICTb y KOHKYPEHTHOMY CEpEJIOBHIL, B SKOMY HE3a/J0BOJICHUHA KIIEHT MOXe
OTpUMATH 1IEHTHYHY [TOCITyTy/TOBap, aje 3 KpallluM CEPBICOM Ta SKICTIO, y MIIPUEMCTBA, IKE
3aliMa€eThCA 1IGHTUYHOIO JiSUTBHICTIO.

VY HasgBHMX peayisfix ICHYBaHHS oOpraHiB myOmiuyHOi Blagud B YKpaiHi, TUIbKU
YIOBHOBaXKEHI Cy0’ €KTH BUCTYMNAIOTh HajaBayaMM MyOiaiuHuX mociyr. ToOTo, y Kii€HTa He
Ma€ 1HIIOTO BUOOPY, OKPIM SIK CKOPUCTATUCS MTOCTYTrOI0 MOHOIOJICTA.

He3Baxaroum Ha Takuii cTaH pedel, METOAOJOTris OLIHIOBaHHS SKOCTI HaJaHHS
MyOJIIYHUX TTOCIIYT YIIOBHOBAKEHUMH 0cO0aMU Ha OCHOBI (if0oexy rpomaisH (KIIi€HTIB) Oyze
B HAroJii sl myOJi4HUX MEHEKEPIB sIK MIHIMYM 3 IBOX IPUYHH:

- OuiHuTy (pakTHUHUM CTaH pedeld, M0 BKIOYAE B ceOe: pO3yMiHHS KIJIbKOCTI ydac-
HUKIB HaJaHHSA/OTPUMAaHHs MMyOIiYHUX MOCITYT, BA3HAUYEHHS TaJJaHOBUTHX KaJpiB, SIKi JEMOH-
CTPYIOTh €(DeKTHBHUI pe3yNbTaT, Ta HABIAKH, JIIOJCH, sKi Hee(EeKTHBHO BHKOHYIOTH CBOI
000B’s3KH.
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- IlpiopuTH3yBaTH MPOLECH MMiIBUIIECHHS €()eKTUBHOCTI y BITHOCHO KPU30BHX chepax
my0JIIYHOTO 00CITyTOBYBAaHHS TPOMAJIsH.

Metoponoris OLiHIOBaHHS SKOCTI HaJaHHS MyONIYHMX IMOCIYr Ha OCHOBI (himbexy
rpoMajisiH OyJia 3acTocoBaHa, 30kpeMa, B bocHii Ta ['eprioroBuni. Meromonoris 6azyBanacs Ha
300pi Ta aHai31 Cy0’ EKTUBHUX TYMOK IPOMAJISH IIIOJI0 SIKOCTI HaJaHHs 16-TH BUIIB My OJIIYHUX
MIOCJIYT, TaKUX, SIK: BOJAOMOCTa4YaHHs, ONAJICHHSI, JOTJISA]] 32 BYJIHUISIMH Ta JIOPOTH, TPOMAJICHKE
OCBITJICHHS, 3€JICHI 30HU Ta MapKH, KJIJ0BUIIA, TPOMAICEKUI TPAHCIOPT, JOUIKiIbHA OCBITA,
MIOYaTKOBA OCBITA, CEepeAaHs OCBiTa, OIOIIOTEKH, JOCTYI 10 Mepexi IHTepHer, mepBUHHA
MeJMYHA MallliHA Ta 1HIIII.

KoskHa 3 HEX cdep oliHroBanacs yepe3 Habip KOHKPETHUX 3alUTaHb Yepe3 OMUTYBATLHHUK
3 moHaa 50 XapaKTepUCTUK KOXKHOI i3 3rajaHux Bume 16 myOmiyHuxX mociyr. I'pomajsiau, sk
CHOXMBayl MyOJIIYHUX TOCIYT, Majl MOXIIUBICTb OI[IHUTH CTaH CBOTO 3aJI0OBOJICHHS YU
HE3a/I0BOJICHHS ITUMH [TOCTYT'aMH 32 JJOMTOMOTOFO OITIHOK 3a K00 Bij 1 10 5, y skiii (1) o3Hagae
BIJINIOB1JIb «30BCIM HE 3aJIOBUIBHOM, a (5) «IIUJIKOM 33J10BUILHO». B pe3yibTari onutyBaHHS OyIii0
CKJIaZIeHO TaOJIUITIO 13 3a3HAYCHHSM «PEUTHUHTY» SIKOCT1 TIOCTAUYaHHS OKPEMHUX Ty OJITYHUX MTOCIIYT.
Cxematu4Ho ii MOXHa 300pa3UTH HACTYITHUM YUHOM (TabmuIls 2).

Tabauus 2. BinoOpakeHHS peUTHHTY SKOCTI HaJaHUX TOCITYT

No [Tocnyru 3 HaWBUIIMM PEUTUHIOM Tlocnyru 3 HAMHMKYUM PEUTUHTOM
3/ ITocyra OrniHka ITociyra Orminka
1 A 5 E 1
2 B 4 F 1
3 C 3 G 2
4 D 3 H 2

HactynHuM KpOKOM JOCHIHHKIB OyJIO HPOBEAEHHS AHAJIOTIYHOTO OINUTYBAaHHS B
MICIIEBOCTSIX, Jie OyB IMIUIEMEHTOBAaHUH MiXHapogHuiA cTanaapT skocTi ISO 9001. OueBuano,
JOCIIJKEHHS [10Ka3aJ10 3HAavyIly Pi3HULO 3 MONEPEeJHIMU ONUTYBAaHHIMM B MICLIEBOCTSX, /1€
ISO 9001 ne Oyo 3ampoBaKEHO.

Oco6nuBO BiAPI3HAMMCA TaKi XapaKTePUCTUKH, SK: 3arajibHa SKICTh, TEXHIUHE
00CIIyroByBaHH$, HasIBHICTb Ta IOCTYIHICTh MOCITYTH.

TakuMm 4YMHOM, MOXXHa 3pOOMTH BHCHOBOK, II0 METOOJOTIisl OLIHIOBAHHS SIKOCTI
HaJaHHS MyOJIIYHUX MTOCITYT HUIIXOM JIOCHIKEHHS (piA0eKy rpoMaisiH OKpEMHUX MICLIEBOCTEH
CTaHE MepIIMM HEOOXIJHMM KPOKOM JUIsl PO3YMiHHsS piBHS €(EKTHBHOCTI B3aeMOJIl MiX
nyOJIIYHUMHU OpraHaMu BJIa/id Ta rpoMajisiHaM-criokuBadaMu. [1y0miuHi MeHe1kepu MaTUMY Th
3MOTI'y TONEPEHbO OLIHUTH HasBHUM CTaH peyeil Ta BUHECTH Ha MOPSIOK JAECHHUI HeraiiHe
BTIJICHHS CTAHIApTIB SKOCTI B cpepH, sIKi IIbOT0 HaNHOUIbLIE MOTPEOYIOTh, OCOOIMBO Mij Yac
BIlHU.

BucnoBku. Cucrema yrnpaBiiHHS SKICTIHO MOXe OyTH BHM3HAu€Ha SIK CYKYITHICTb
npoleyp, METOJUK, IHCTPYKIIH Ta opraHizaiiiHoi CTpYKTypH, HEOOX1AHOT JUIsl yIpaBIiHHA
npoIiecaMy 3 METOI0 JOCATHEHHS MAaKCHMAaJIbHOTO Pe3yJbTaTy NMPH MiHIMAIIbHUX BUTpaTax
oprasxizarii.

3anpoBa/KEHHSI Takoi CHUCTEMH B opraHax myOiiuHOl Biagu YKpaiHM HaJacTh
MO>KJIUBICTh MyONIYHUM MEHeKepaM (ITOCaI0BISIM) BU3HAUYATH €(DEKTUBHI IUIIXH B3a€EMOJIIT
3 NpPUBaTHUM CEKTOPOM, Ta, SIK HACHiJOK, HaJaBaTH IyOJIYHI IMOCIYrH 3 HaHOUIBIION0
pe3yJIbTaTUBHICTIO, MOBHICTIO BIAMOBIAI0UM MOTpeOaM rpoMajsiH.

PDCA-nuki moBHHEH cTaTH (YHIAMEHTOM Yy CHCTEMi YIPaBIIHHS SIKICTIO, 3aBISIKA
AKOMY Taka cuctemMa He Oyne mnpocto (opManbHUM MeXaHi3MOM Ui 3BITYBaHHA, a
NIEPETBOPUTHCS HA 3BUYANHY MPAKTHKY 3aCTOCYBaHHS METOJIB TPUBATHOTO CEKTOpa B
nyOuiyHii cdepi.
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MeTo010Tis OLIIHIOBAHHS SKOCTI HAa OCHOBI (higOeKy TpoMajisiH, B CBOIO YEpry, € SIK
MEePIIOYEProBUM 3acO00M OIIHIOBAaHHSA (PAKTHUYHOTO CTaHy B3a€EMOJII IMyOJIYHMX OpraHiB
BIQJU Ta TPOMAJSH, TaK 1 PEryIIpHUM MEXaHi3MOM, 3a JOMOMOTOK SIKOTO MOYKHA
MOpiBHIOBAaTH €(EKTUBHICTh HAJaHHS NYOJIYHMX IOCIYr y pi3HHX cdepax myOaigHOrO
yIpaBITiHHS.

Conclusions. Thus, the quality management system can be defined as a set of
procedures, methods, instructions and organizational structure necessary for managing
processes in order to achieve the maximum result at the minimum costs of the organization.

The introduction of such a system in public authorities of Ukraine will enable public
managers (officials) to determine effective ways of interaction with the private sector, and, as
a result, provide public services with the greatest effectiveness, fully meeting the needs of
citizens.

The PDCA cycle should become a foundation in the quality management system, thanks
to which such a system will not be just a formal mechanism for reporting, but will turn into a
common practice of applying private sector methods in the public sphere.

The quality assessment methodology based on citizen feedback, in turn, is both a
primary means of assessing the actual state of interaction between public authorities and
citizens, as well as a regular mechanism that can be used to compare the effectiveness of public
service provision in various areas of public administration.
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