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 !"#$%& '!$%(: )*+*,-)*+., '/'.*)( )*+*,-)*+.0 12$'.&,
 12&'.3 $'%&./, 045(%!&++1.

7+=*>?+@A> ,B+C('DE.  !"#$%&' ()!*+$,--. -*+/*$0-'& 1*2$*3"& "4+,5' 
4+,3/*50 )!" -%+,3)"+,3-,450 &,6 +'&"7*&' 3" .2"45, !%1($05*5,+ ()!*+$,--. 5* !%-
*$0-'& 8"7" 45*-"&. 9-)"&,6 -': +'3,$.;504. -*<,"-*$0-'8 5* !%*25'+-'8 :*-
!*25%!' ()!*+$,--., +,34(5-,450 )!%+%-5'+-"7" !%*7(+*--., -%3"45*5-,8 !"1+'5"2 
1+"!"5-': 1+’.12,+ 5* 4'45%&-"45, ()!*+$,--., -%3"45*5-. *3*)5'+-,450, 7-(/2,450 
5* -*(2"&,452,450, -'102'8 !,+%-0 5+"!/"-)"=(2"+"> 3,.$0-"45, 5* ()!*+$,--. ,--
-"+*<,8-'&' )!"<%4*&' 5"?". 9-*--., (4+,3"&$%--. <': )!"#$%& .+$.;50 4"#"; 
)"5%-<,*$ 3$. (3"42"-*$%--. ()!*+$,--., /"&( 4)!'.@ +'2"!'45*--. 13"#(52,+ 
5%"!,> 5* )!*25'2' 4+,5"+"7" &%-%36&%-5(, *3*)5*<,. >: 3" ()!*+$,--. !%A"!&*-
<,8-'&' )!"<%4*&' + "4+,5,. B%-%36&%-5 .2"45, +'?"> "4+,5' &' !"17$.3*@&" .2 
"3'- ,1 3,@+': ,-45!(&%-5,+, &%:*-,1&,+ 1*#%1)%/%--. .2"45, +'?"> "4+,5', .2"45, 
),37"5"+2' +')(42-'2,+ +'?"7" -*+/*$0-"7" 1*2$*3(. C2,450 #(30-.2"> 3,.$0-"45, 
5* >> !%1($05*5,+ – -*8+*6$'+,=* +'&"7* 4(/*4-"7" 4+,5(, 4)!.&"+*-* -* 1*3"+"$%--
-. )"5!%# "4"#'45"45,, 4(4),$045+*, $;345+*. D*!3'-*$0-, 1&,-', ?" +,3#(+*;504. 
+ 4+,5,, E+!"), , -*=,8 2!*>-,, +'4(+*;50 -"+, +'&"7' 3" +3"42"-*$%--. !,1-"&*-,5-
-': *4)%25,+ ( +4,: 4A%!*: 6'55. $;3'-', 4%!%3 .2': "4+,5* )"4,3*@ "3-% 1 )!"+,3-
-': &,4<0. F5(!#"+*-,450 )'5*--.& 3"4.7-%--. +'4"2"7" !,+-. "4+,5' +')(42-'2*-
&' "4+,5-,: 1*2$*3,+ – :*!*25%!-* "1-*2* 40"7"3%--., * 1*#%1)%/%--. .2"45, "4+,5' 
@ "4-"+"; +4%#,/-"7" !"1+'52( 4'45%&' +'?"> "4+,5'. F(55@+"7" 1-*/%--. + <0"-
&( )$*-, -*#(+*;50 +'&"7' , !%2"&%-3*<,> G"$"-402"7" )!"<%4( [1], + 3"2(&%-5*: 
.2"7" ),32!%4$;@504., ?" +,3)"+,3-" 3" )!'-<'),+ *+5"-"&,> -*+/*$0-': 1*2$*3,+ 
+,3)"+,3*$0-,450 1* .2,450 +'?"> "4+,5' $%6'50 -* 2"6-"&( "2!%&"&( -*+/*$0-"-
&( 1*2$*3,, 8 ( 5*2'8 4)"4,# 1*#%1)%/(@504. &"6$'+,450 )%!%+,!2' .2"45, 4'45%&' 
-*+/*--. + -*<,"-*$0-': !*&2*:.

H'1-*/*$0-'&' 2!'5%!,.&' "4+,5' + !*&2*: G"$"-402"7" )!"<%4( @ .2,450 ),3-
7"5"+2' A*:,+<,+; 1&,<-%--. 3"+,!' &,6 4(#’@25*&' "4+,5'; +,3)"+,3-,450 @+!")%8-
402"&( !'-2( )!*<,; &"#,$0-,450; 4(&,4-,450 2+*$,A,2*<,> -* +(1,+402"&( 5* ),4$.-
+(1,+402"&( %5*)*: ),37"5"+2'; )"4'$%--. 2"-2(!%-5"4)!"&"6-"45, @+!")%8402"> 
4'45%&' "4+,5'. I <0"&( 2"-5%245, !%*$,1*<,. D"-<%)<,> !"1+'52( "4+,5' I2!*>-' ( 
XXI 45"$,55, +'4(+*@ -"+, +'&"7' ?"3" ),3+'?%--. .2"45, "4+,5' 3" @+!")%8402': 
45*-3*!5,+. F0"7"3-, "4+,5* @ +'1-*/*$0-'& /'--'2"& !"1+'52( -*="> 3%!6*+', 
3%&"2!*5,>, -"+,5-,: -*(2"+"-,-A"!&*<,8-': 5%:-"$"7,8, +':"+*--. 7!"&*3.-'-
-*-)*5!,"5* I2!*>-'. 9*#%1)%/%--. +'4"2"> .2"45, "4+,5' -* 1*4*3*: 1#%!%6%--. >> 
A(-3*&%-5*$0-"45, 5* +,3)"+,3-"45, *25(*$0-'& , )%!4)%25'+-'& )"5!%#*& "4"-
#'45"45,, 4(4),$045+* 5* 3%!6*+' @ "3-'& 1 7"$"+-': 1*+3*-0 "4+,5-0"> )"$,5'2' 
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I2!*>-'. I4),=-* !%*$,1*<,. "4+,5-,&' 1*2$*3*&' <,@> 1*3*/, 1*$%6*5'&% +,3 -'12' 
/'--'2,+, -*8+*6$'+,='& 4%!%3 .2': @ %A%25'+-'8 &%-%36&%-5.

&?>()J K+=()KL'?- ) ,MC()A>N)O. C2 4+,3/'50 3"4+,3 #*7*50": 1*2"!3"--': , 
+,5/'1-.-': ),3)!'@&45+ !,1-': 4A%! , 7*$(1%8 3,.$0-"45,, +)!"+*36%--. )!'-<'-
),+ &%-%36&%-5( .2"45, .2 "3-,@> 1, 42$*3"+': 1*7*$0-"7" &%-%36&%-5( "!7*-,1*<,> 
@ -*8#,$0= %A%25'+-'& 1*4"#"& +3"42"-*$%--. 4'45%&' ()!*+$,--. + 4(/*4-': 
(&"+*:.  !"#$%&' &%-%36&%-5( .2"45, + 7*$(1, -*3*--. "4+,5-,: , -*(2"+"-3"4$,3-
-': )"4$(7 1* "45*--, !"2' -*#($' 1*7*$0-"+'1-*-"> *25(*$0-"45,. H%$'2'8 +-%-
4"2 ( !"1+'5"2 )!"#$%& &%-%36&%-5( .2"45, "4+,5' 1!"#$%-" J.F.B*2*!%-2"&, 
K. .J-"4"+'&, B.H.L$02,-'&, F.J.F5%)*-"+'&, H.H.J1*!0@+";, M.H. (1*-2"+'&, 
H.J.N!*-"+402'&, L.B.D"!"52"+'&, H.H.D!'62" 5* ,-.

9+BDM(P@>??Q N)('O =*>**): !"12!'5' "2!%&, 5%"!%5'/-, , )!*25'/-, *4)%2-
5' &%-%36&%-5( .2"45, +'?"> "4+,5', "4-"+-, )!"#$%&' ?"3" )!"%25(+*--., !"1-
!"#2' , +)!"+*36%--. +-(5!,=-0"+(1,+402"> 4'45%&' ()!*+$,--. .2,45; "4+,5'.

4EA(>K +=?+@?+R+ D>*'B)>(M. O3-,@; 1 (&"+ !'-2"+"> 2"-2(!%-5"4)!"&"6-
-"45, !%1($05*5,+ 3,.$0-"45, +'?"7" -*+/*$0-"7" 1*2$*3( @ -*.+-,450 4'45%&' .2"4-
5,, .2* +,3)"+,3*@ 1*7*$0-"+'1-*-'& +'&"7*&.  !"<%4 45+"!%--. 5*2': 4'45%& ( 
+'?': -*+/*$0-': 1*2$*3*: I2!*>-' +6% 1*)"/*52"+*-" -* 5$, =+'32"7" !"1+'52( 
!'-2( )!*<, 8 "4+,5-,: )"4$(7. I)!"+*36%--. -"+': %$%&%-5,+ + "4+,5-,8 )!"45,! 
@ 42$*3-'&, 5!(3"&,452'& , 5!'+*$'& )!"<%4"&. F+"@!,3-"; !%*2<,@; -* 4(55@+, 
1&,-' 1"+-,=-0"7" 4%!%3"+'?* 5* +-(5!,=-,: (&"+ 45*+ )"=(2 =$.:,+ *3*)5*<,> 3" 
-"+': (&"+, ( 5"&( /'4$, -* ),345*+, +3"42"-*$%--. 4'45%&' ()!*+$,--. .2,45;. P% 
),3$.7*@ 4(&-,+(, ?" 3,.$0-,450 +'?"7" -*+/*$0-"7" 1*2$*3( + 4(/*4-': (&"+*: )"-
+-"; &,!"; 1*$%6*5'&% +,3 %A%25'+-"7" A(-2<,"-(+*--. 4'45%&' &%-%36&%-5( 
.2"45,. Q> 42$*3"+"; /*45'-"; @ 4'45%&* &%-%36&%-5( .2"45, +'?"> "4+,5', 2"-<%)-
<,. 45+"!%--. .2"> &,45'50 -*45()-, )"$"6%--.: 1) 4'45%&* &%-%36&%-5( .2"45, (+ 
)"3*$0="&( – FBC) 45+"!;@504. -* #*1, &,6-*!"3-': 45*-3*!5,+ ISO 9000 ( +%!4,> 
2000 !"2( 1 )!,"!'5%5-'& (!*:(+*--.& 4)%<'A,2' "4+,5-0"> 3,.$0-"45, ("4+,5-0"> 
)"4$(7') ,, .2 -*4$,3"2, 4)%<'A,2' +'?"7" -*+/*$0-"7" 1*2$*3(; 2) FBC !"17$.-
3*@504. -% .2 1*&,-* 4'45%&' 6'55@3,.$0-"45, HP9, * .2 /*45'-* 1*7*$0-"> 4'45%-
&' &%-%36&%-5( "4+,5-0"7" 1*2$*3(, .2* +'1-*/*@ 4'45%&( +1*@&"+,3-"4'- 4),+-
!"#,5-'2,+ , ),3!"13,$,+, 4)!.&"+*-': -* 13,84-%--. )!"7"$"=%-': )!'-<'),+ , 
3"4.7-%--. +45*-"+$%-': <,$%8, * 5*2"6 &%:*-,1&' !%*$,1*<,> <': +1*@&"+,3-"4'-; 
3) FBC 4)!.&"+*-* -* 5%, ?"# (4(-(5' /'--'2' 1-'6%--. .2"45,; 4) &%:*-,1&' 
FBC !%*$,1(;50 1*7*$0-, &%5"3'/-, ,-45!(&%-5' 4(/*4-"> &%5"3"$"7,> .2"45,. P*-
4*&)%!%3, <% <'2$ M%&,-7* PDCA (Plan – Do – Check – Act) – «)$*-(8 – +'2"-(8 – 
)%!%+,!.8 – 3,8», * 5*2"6 2"-5(! M6(!*-*, .2'8 )!%1%-5(@ "4-"+-, %5*)' 45+"!%--
-. )!"3(2<,> (1"2!%&*, )"4$(7') ( +'7$.3, $*-2' 4),!*$0-"7" $*-<;7*, 2"5!* <'-
2$,/-" )"+5"!;@504., 1*#%1)%/(;/' #%1)%!%!+-% )"$,)=%--. )!"3(2<,>; 5) FBC @ 
A(-2<,@; *#" )!"<%4"&, .2'8 -% &*@ 1*13*$%7,30 1*3*-"> 5!'+*$"45,, -* )!"5'+*7( 
1*3*/,, ?" &"7$* #' #(5' +'!,=%-* "45*5"/-" + )%!4)%25'+,, 3"45()-,8 3$. "7$.3(. 
I <0"&( !"1(&,--, "!,@-5*<,. -* 45+"!%--. FBC @ +'#"!"& 4)"4"#( ,4-(+*--. , 
=$.:,+ !"1+'52( +'?"7" -*+/*$0-"7" 1*2$*3( [2].

 ,4$. "1-*8"&$%--. 1 2"-<%)<,@; 45+"!%--. FBC 3"<,$0-" !"17$.-(5' "2!%-
&, +(1$"+, &"&%-5', .2, !"12!'+*;50 1*7*$0-% !"1(&,--. )!"#$%& 4+,5"+"> 5* @+!"-
)%8402"> )!*25'2' )"#(3(+*--. 4'45%& &%-%36&%-5( .2"45, "4+,5-,: 1*2$*3,+. R" 
5*2% «F'45%&* &%-%36&%-5( .2"45,» (FBC)?  ,3 FBC +'?"7" -*+/*$0-"7" 1*2$*-
3( 4$,3 !"1(&,5' 4'45%&( &%-%36&%-5( 3$. 2%!,+-'<5+* , ()!*+$,--. "!7*-,1*<,-
@; 45"4"+-" .2"45,, 5"#5" 4(2()-,450 "!7*-,1*<,8-"> 45!(25(!' HP9, 3"2(&%-5*<,> 
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(+-(5!,=-,: )"$"6%-0, )"!.32,+ 3"2(&%-5"+*-': )!"<%3(!, &%5"3'/-': +2*1,+"2, 
!"#"/': ,-45!(2<,8), )!"<%4,+ , !%4(!4,+, -%"#:,3-': 3$. 13,84-%--. 1*7*$0-"7" 2%-
!,+-'<5+* .2,45; [3]. 

M$. /"7" )!'1-*/%-* FBC + <,$"&(? H"-* &*@ #(5' )!'1-*/%-* 3$. ),3+'-
?%--. 2"-2(!%-5"4)!"&"6-"45, "2!%&"7" +'?"7" -*+/*$0-"7" 1*2$*3( + -*(2"-
+"-"4+,5-0"&( )!"45"!, I2!*>-', 1*#%1)%/%--. #%1)%!%!+-"45, "4+,5' +')(42-'2,+ 
)!"5.7"& (40"7" 6'55., ")5'&,1*<,> ()!*+$,--. "4+,5-,& )!"<%4"&, ,-5%7!*<,> 4'4-
5%&' "4+,5' HP9 + 1*7*$0-"@+!")%8402'8 , 4+,5"+'8 "4+,5-,8 )!"45,!. M$. /"7" )"-
5!,#-" 45+"!;+*5' FBC + 2"-2!%5-"&( +'?"&( -*+/*$0-"&( 1*2$*3,? H,3)"+,30 
"/%+'3-* – 3$. 3"4.7-%--. +-(5!,=-,: , 1"+-,=-,: <,$%8, 7"$"+-'&' 4%!%3 .2': 
@: 4)!'.--. 3"4.7-%--; 5* #%1)%!%!+-"&( ),3+'?%--; .2"45, ),37"5"+2' A*:,+-
<,+ (4,: !,+-,+; (3"42"-*$%--. 4'45%&' ()!*+$,--. "4+,5-,& )!"<%4"& , 4'45%&' 
()!*+$,--. 1*7*$"&: 1-'6%--. -%+'!"#-'/': +'5!*5 , 1#'52,+, +'2$'2*-': -%3"-
42"-*$"; "!7*-,1*<,@; -*+/*$0-"-+':"+-"7" )!"<%4(; !"1='!%--. &"6$'+"45%8 
4)"6'+*/,+ "4+,5-,: )"4$(7 ?"3" -*#(55. )!"A%4,8-': 1-*-0 , -*+'/"2; 4)!'.--. 
)!"A%4,8-"&( 1!"45*--; )!"A%4"!402"-+'2$*3*<02"7" 42$*3(; ),3+'?%--. )!%-
45'6( HP9 + !%7,"-, 5* 1* 8"7" &%6*&'. I <,$"&( 45+"!%--. FBC !"17$.3*@504. 
.2 "3'- 1 -*8+*6$'+,=': ,-45!(&%-5,+, .2'8 3"1+"$.@ 1&,-'5' !"$0 , 1&,<-'5' 
)"$"6%--. HP9 -* !'-2( "4+,5-,: )"4$(7 !%7,"-( 5* 2!*>-'. C2"7" !%1($05*5( 4$,3 
"/,2(+*5' *#" ?" &*@ #(5' -* +':"3,? S%, )%!= 1* +4%: 3"4.7-%--. .2,4-"7" !,+-. 
+')(42-'2,+ 2"-2!%5-"7" HP9, .2'8 )%!%+'?(+*5'&% !,+%-0 +')(42-'2,+ ,-=': 
*-*$"7,/-': +(1,+; 1-'6%--. !,+-. «3%A%25-"45,» 45(3%-5,+ (5*2':, .2, &*;50 /'4-
$%--, 1*#"!7"+*-"45,, .2, ),3$.7*;50 +,3!*:(+*--; 5"?"); +'2"!'45*--. +4,&* +'-
2$*3*/*&' -"+': "4+,5-,: , ,-A"!&*<,8-': 5%:-"$"7,8, ")5'&,1*<,. "4+,5-0"7" )!"-
<%4( 1 5"/2' 1"!( &,-,&,1*<,> +'2"!'45*--. !%4(!4,+ #%1 =2"3' 3$. .2"45, "4+,5'; 
),3+'?%--. )!"A%4,8-"7" !,+-. +'2$*3*/,+ 5* 4),+!"#,5-'2,+ "4+,5-0"7" 1*2$*3(; 
+,32!'55. -"+': 4)%<,*$0-"45%8 , 4)%<,*$,1*<,8; !"1='!%--. , 1*+";+*--. -"+': 
!'-2,+ )"=(2( *#,5(!,@-5,+ 5* «1#(5(» +')(42-'2,+; ),3+'?%--. )!%45'6( HP9, 
!%"!7*-,1*<,. 8"7" 4'45%&' ()!*+$,--.; )"$,)=%--. %2"-"&,/-"7" 45*-( (-,+%!-
4'5%5(; "!,@-5*<,. -* 1*3"+"$%--. +'&"7 !"#"5"3*+<,+, )%+-': 7*$(1%8 *#" )%+-': 
!%7,"-,+; -*&*7*--. 45*5' "3-'& 1 "4+,5-,: 1*2$*3,+, .2'8 &*@ A(-2<,"-(;/( , + 
)%!4)%25'+, 4%!5'A,2"+*-( 4'45%&( 1*#%1)%/%--. .2"45, "4+,5'; !"1+'5"2 ,-A!*-
45!(25(!', .2* 1*#%1)%/(+*5'&% 4)!'.5$'+, (&"+' 3$. -*+/*--..

9* (&"+' 3,.$0-"45, +40"7" )%!4"-*$( HP9 + 7*$(1, .2"45, &"6-* !"1!*:"+(-
+*5' -*: )"$,)=%--. +4,: %$%&%-5,+ 4'45%&' ),37"5"+2' A*:,+<,+ ( HP9; 4+"@/*4-% 
, 4'45%&*5'/-% +'.+$%--. -%3"$,2,+ ( 7*$(1, 1*#%1)%/%--. .2"45, "4+,5', +6'+*--. 
")%!*5'+-': 1*:"3,+ ?"3" >: )"3"$*--.; #,$0=( 45*#,$0-,450 , )%!%3#*/(+*-,450 
!"#"5' HP9 .2 ( 7*$(1, *3&,-,45!*5'+-"7" ()!*+$,--., 5*2 , + 7*$(1, -*+/*--. 45(-
3%-5,+ 5* ),37"5"+2' -*(2"+': 2*3!,+; (-,A,2*<,; &%5"3'2 -*+/*--., >: ,-A"!&*-
<,8-"-:!"-"$"7,/-( (17"36%-,450 , -%4()%!%/$'+,450 ( &%6*: (40"7" 2(!4( -*+/*--
-., &"6$'+,450 7-(/2" 1&,-;+*5' -*+/*$0-, )$*-' 5* )!"7!*&'; ),3+'?%--. 45(-
)%-. +1*@&"3,> &,6 "2!%&'&' ),3!"13,$*&' "4+,5-0"7" 1*2$*3(; /,52'8 !"1)"3,$ 
"#"+’.12,+ , +,3)"+,3*$0-"45,; ),3+'?%--. ,&,36( "4+,5-0"7" 1*2$*3( ,, .2 -*4$,3"2, 
– ),3+'?%--. 45()%-. 3"+,!' 1 #"2( 1*&"+-'2,+, 1*<,2*+$%-': ( +')(42-'2*: HP9, 
– !,1-"&*-,5-': ),3)!'@&45+, "!7*-,1*<,8 , 4(4),$045+* 1*7*$"&.

H!*:"+(;/' <, +(1$"+, &"&%-5' , (1*7*$0-;;/' )!*25'2( +3"42"-*$%--. 4'4-
5%& ()!*+$,--. ( HP9, * 5*2"6 4+,5"+( , @+!")%8402( )!*25'2( 45+"!%--. FBC "4+,-
5', -* )"/*52( !"1!"#2' <,@> 4'45%&' -%"#:,3-", -*4*&)%!%3, +'1-*/'5'4. 1 &"3%$-
$;, +,3)"+,3-" 3" .2"> +"-* #(3% )"#(3"+*-*, , )!'-<')*&' "<,-2' >> 3"42"-*$"45,. 
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 ,3 &"3%$$; FBC 4$,3 !"1(&,5' )%+-( 4(2()-,450 2!'5%!,>+ 5* >: 42$*3"+':, .2, 
:*!*25%!'1(;50 "4-"+-, 2"&)"-%-5' 3,.$0-"45, HP9 1 )"1'<,8 &%-%36&%-5( .2"4-
5,, * 5*2"6 ")'4 !,+-,+ 3"42"-*$"45, +4,: 42$*3"+':, .2, + 4(2()-"45, +'1-*/*;50 
(4, )!"<%4' 3,.$0-"45, "!7*-,1*<,>, 4)!.&"+*-, -* 3"4.7-%--. #*6*-': !%1($05*5,+ 
1 .2"45,. T*2* &"3%$0 , &%5"3'2* >> 4*&""<,-2' ("<,-2') &*$* #', 1 "3-"7" #"2(, 
+'2"!'45"+(+*5'4. HP9 1 &%5"; )"45,8-"7" +3"42"-*$%--. +-(5!,=-,: )!"<%4,+ 
()!*+$,--. , ),3+'?%--. .2"45, "4+,5-0"7" )!"<%4(, * 1 ,-="7" – #($* #' ),345*-
+"; 3$. )!"+%3%--. 1"+-,=-0"> %24)%!5'1' -*.+-"45, 5* %A%25'+-"45, 4'45%&' 
&%-%36&%-5( .2"45, HP9 ),3 /*4 *5%45*<,8-"> %24)%!5'1' , 3%!6*+-"> *2!%3'5*<,> 
"4+,5-0"7" 1*2$*3(, .2 <%, 1*1+'/*8, !"#'504. + #*7*50": HP9 @+!")%8402': 2!*>-.

P* 5%)%!,=-,8 /*4 -*8#,$0= ='!"2" +'2"!'45"+(;504. 5!' "4-"+-, &"3%$, 
()!*+$,--. .2,45; ),37"5"+2' A*:,+<,+, .2, U!(-5(;504. -* -*45()-': &%5"3*: , 
),3:"3*:: "<,-"/-'8 &%5"3 ()!*+$,--. .2,45; 3,.$0-"45, HP9 (SWOT– *-*$,1); 2"--
<%)<,., 1*4-"+*-* -* )!'-<')*: 1*7*$0-"7" ()!*+$,--. .2,45; (TQM); ),3:,3, 1*-
4-"+*-'8 -* +'&"7*: &,6-*!"3-': 45*-3*!5,+ .2"45, ISO 9000-2000. D"6-* 1 <': 
&"3%$%8 )""3'-<, "#&%6%-" )!'3*5-* 3$. !%*$,1*<,> + (-,+%!4'5%5,, :"/* + (4,: &"-
3%$.: @ 5"5"6-, %$%&%-5' &%-%36&%-5( .2"45,. F*&% +"-' &"6(50 42$*45' "4-"+( 
()!*+$,--. .2,45; "4+,5' [4]. O#’@25'+-" "<,-;;/' )"5%-<,*$ (-,+%!4'5%5(, ,-=': 
)!"+,3-': -*+/*$0-': 1*2$*3,+, &"6-* 1!"#'5' +'4-"+"2, ?" -*8*25(*$0-,='&' 
1 <': )'5*-0 40"7"3-, +'45()*;50 5*2,: .2, +'2"!'45"+(;/' +'4"2"2+*$,A,2"+*-'8 
2*3!"+'8 42$*3 5* ,4-(;/, (&"+' &*5%!,*$0-"-5%:-,/-"7" 1*#%1)%/%--., +'85' -* 
.2,4-" -"+'8 !,+%-0 "!7*-,1*<,> -*+/*$0-"7" )!"<%4( ,, "4"#$'+", 4*&"45,8-"> !"-
#"5' 45(3%-5,+? .2 13,84-;+*5' )"45,8-'8 , 45'&($;;/'8 2"-5!"$0 1* -*+/*--.&?

C2?" $'=% )%!%!*:(+*5' +'3' 2"-5!"$;: ),34(&2"+'8 (3%!6*+-* *5%45*<,.), 
?"4%&%45!"+'8 (1*$,2', ,4)'5', 1*:'45 45(3%-5*&' 2(!4"+': !"#,5 5* 1+,5,+ )!" 
)!*25'2(), &"3($0-'8 5* )"5"/-'8 (4'45%&*5'/-% ")'5(+*--. 45(3%-5,+ )!"5.7"& 
4%&%45!( ),3 /*4 4%&,-*!402': )!*25'/-': 1*-.50, 2"-5!"$0 1* .2,45; +'2"-*--. 
$*#"!*5"!-': !"#,5, 5%45(+*--., )%!,"3'/-% )!"+%3%--. 2"-5!"$0-': !"#,5, 2"-
$"2+,(&,+ 5"?"), 2"-5!"$0-, 1*&,!' 1*$'=2"+': 1-*-0, «!%25"!402,» 2"-5!"$0-,, 
– 5" )!':"3'&" 3" +'4-"+2(, ?" +4, A"!&' 2"-5!"$; +6% 1*!*1 1*3,.-, )"+-,4-
5;. O56%, ?"# ),3+'?'5' %A%25'+-,450, 45'&($;;/( A(-2<,; 2"-5!"$; , 8"7" 
"#’@25'+-,450, "4"#$'+" + (&"+*: 1-*/-"7" )"4'$%--. !"$, 4*&"45,8-"> !"#"5' 45(-
3%-5,+, !%1%!+' 4$,3 =(2*5' + &%5"3*: "!7*-,1*<,> 2"-5!"$;, + 8"7" -*(2"+"-&%5"-
3'/-"&( , 5%:-,/-"&( 1*#%1)%/%--,.

F$,3, 1"2!%&*, *25'+,1(+*5' !"#"5( 1 ),37"5"+2' 2"&)$%24-': 2"-5!"$0-': 1*-
+3*-0, )!'1-*/%-': 3$. )"+-">, "#’@25'+-"> "<,-2' !,+-. ),37"5"+2' 2"6-"7" 45(-
3%-5* 1* "#!*-"; -'& 4)%<,*$0-,45;. S% 45"4(@504. , 5%45(+*--., "42,$02' 5%45' 
.2 «4'45%&* A"!&*$,1"+*-': 1*+3*-0, )!'1-*/%-': 3$. +45*-"+$%--. +,3)"+,3-"45, 
"4+,5-0"7" /' 2+*$,A,2*<,8-"7" !,+-. "4"#' 3" +'&"7 "4+,5-,: 5* 2+*$,A,2*<,8-': 
:*!*25%!'45'2» +'1-*-, 42$*3"+"; 3%!6*+-"7" 45*-3*!5( "4+,5' I2!*>-' [4], * 5*-
2"6 2"&)$%24-"7" 5%45(+*--. 45(3%-5,+, ( 5"&( /'4$, 2"&)’;5%!-"7", 1 "2!%&': 
3'4<')$,-. T%45(+*--.& -% 1*+63' &"6-* )"+-,45; 1*&,-'5' ,-=, 5!*3'<,8-, &%-
5"3' )!"+%3%--. 1*$,2,+ 5* ,4)'5,+. J$% $'=% 5%45(+*--. )"2' ?" &"6% 3*5' "4-"-
+( 3$. "#’@25'+-': +'4-"+2,+ )!" 5%-3%-<,> !,+-. (4),=-"45, 45(3%-5,+ "3-,@> 4)%-
<,*$0-"45, 5* )!" +,3-"4-'8 !,+%-0 (4),=-"45, 45(3%-5,+ !,1-': 4)%<,*$0-"45%8 *#" 
!,1-': -*+/*$0-': 1*2$*3,+ (1!"1(&,$", 1* (&"+ -*$%6-"> 5* 5!'+*$"> *)!"#*<,> +,3-
)"+,3-': 5%45,+).  "2' ?" 1 (+%3%--.& )"3,#-"> )!*25'2' &' 3%?" 1*),1-;@&"40.

P%"#:,3-" )"4'$;+*5' 2"-5!"$0 1* )"5"/-"; (4),=-,45;, 4*&"45,8-"; 
!"#"5"; 45(3%-5,+. F0"7"3-, !*3'2*$0-'& &%5"3"& 1*<,2*+$%--. &*8#(5-,: 
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A*:,+<,+ ( -%"#:,3-"45, )"45,8-"> , -*)!(6%-"> !"#"5' @ 5*2'8, 2"$' ),34(&2' 
)"5"/-"7" 2"-5!"$; #%1)"4%!%3-0" +!*:"+(+*5'&(504. + %21*&%-*<,8-,8 "<,--
<,. S% 3"1+"$.@ 1!"#'5' &"3($0-"-!%85'-7"+* 4'45%&* -*+/*--. 5* "<,-;+*--. 
1-*-0 45(3%-5,+. I B%$,5")"$0402"&( )%3*7"7,/-"&( (-,+%!4'5%5, 5*2( 5%:-"$"-
7,; -*+/*--. !%2"&%-3"+*-" 1*)!"+*3'5' )!' +'2$*3*--, +4,: 3'4<')$,- ( +4,: 
-*+/*$0-': ),3!"13,$*:. C2 )"2*1(@ -*= 3"4+,3, +*7"&"; 42$*3"+"; &"3($0-
-"-!%85'-7"+"> 4'45%&' @ )!"+%3%--. ,4)'5,+ ( )'40&"+,8 A"!&,, 1*+3.2' /"&( 
),3+'?(@504. +'&"7$'+,450 3" 45(3%-5,+ 5* 1!"45*@ "#’@25'+-,450 2"-5!"$; 8 
"<,-;+*--. 1-*-0. S% )"5!%#(@ +3"42"-*$%--. "!7*-,1*<,8-"7" 5* &%5"3'/-"7" 
1*#%1)%/%--.. F2*6,&", )'5*--. + #,$%5*: &*;50 -"4'5' )!"#$%&-'8 :*!*25%!, 
-% #(5' 5"5"6-'&' )'5*--.&, .2, +'-"4'$'40 -* $%2<,>, 4%&,-*!402,, )!*25'/-, 
*#" $*#"!*5"!-, 1*-.55.. P%"#:,3-" (-'2*5' )'5*-0, +,3)"+,3, -* .2, 1+"3.504. 
3" )!"45"7" )%!%2*1( 5%"!%5'/-"7" &*5%!,*$( *#" "2!%&"7" $,5%!*5(!-"7" 36%-
!%$*.  '5*--. &*;50 #(5' 4A"!&($0"+*-, 5*2'& /'-"&, ?"# 45(3%-5 &*+ 1&"7( 
+'2"!'45"+(+*5' -*+/*$0-'8 &*5%!,*$ 3$. +'!,=%--. 2"-2!%5-': 1*+3*-0 *#" 
4'5(*<,8, 5+"!/" ),3:"3'5' 3" +'4+,5$%--. 5%&'.

F$,3 +'1-*/'5', ?" &"3($0-"-!%85'-7"+* 4'45%&* -*+/*--. 5* "<,-;+*--. 
1-*-0 , +&,-0 45(3%-5,+ -% $'=% 4)!'.@ ),3+'?%--; .2"45, -*+/*$0-"7" )!"<%4(, 
( 1+’.12( 1 /'& 1-*:"3'50 ),35!'&2( ( +4% ='!="7" 2"$* +'2$*3*/,+. H"-* )"1'-
5'+-" 4)!'8&*@504. 45(3%-5*&', 3")"&*7*@ >& 2!*?% +'2"-*5' )!"7!*&( -*+/*--
-.. O3-"/*4-" )"2!*?(@504. &%5"3'/-% 1*#%1)%/%--. -*+/*$0-"7" )!"<%4(. M"-
4+,3 +'?': -*+/*$0-': 1*2$*3,+, .2 4+,3/*50 &*5%!,*$' !.3( -*(2"+"-&%5"3'/-': 
2"-A%!%-<,8, ?" +,3#($'40 1* "45*--,8 )%!,"3 + I2!*>-,, )%!%2"-$'+" 3"+"3'50 
%A%25'+-,450 5* )%!4)%25'+-,450 +'2"!'45*--. <,@> -*+/*$0-"> 5%:-"$"7,>. J-*$,1 
4+,5"+"7" , @+!")%8402"7" 3"4+,3( !"1!"#2' , +)!"+*36%--. +-(5!,=-0"+(1,+402"> 
4'45%&' ()!*+$,--. .2,45; "4+,5' 3"1+"$.@ !"17$.3*5' )!"5"5') #*1"+"> &"3%$, 
FBC "4+,5' F*-25- %5%!#(!7402"7" 3%!6*+-"7" %$%25!"5%:-,/-"7" (-,+%!4'5%5( 
«V%-,-7!*3402'8 %$%25!"5%:-,/-'8 ,-45'5(5» .2 +*!,*-5, -*8#,$0= )!'3*5-'8 ( 
5%)%!,=-,: (&"+*:. M" !%/,, +"-* )"4,3*@ "3-% 1 )!"+,3-': &,4<0 ( +'3*--, «V(/-
='% )!*25'2' 4"13*-'. 4'45%& 2*/%45+* + "#!*1"+*5%$0-W: (/!%63%-'.: XY» [5].

F5+"!%--. , +)!"+*36%--. FBC +'?"> "4+,5' + 2"-2!%5-"&( HP9 4$,3 !"1-
7$.3*5' .2 /,52'8 , 2"-2!%5-'8 !%1($05*5 3,.$0-"45, +4,: 1*<,2*+$%-': "4,#: HP9 
&*@ 6'55@13*5-( , )!*25'/-( &"3%$0 4'45%&' ()!*+$,--. .2,45;, .2*, )!'-*8&-,, 
+,3)"+,3*@ 3+"& +'&"7*&: )"-)%!=%, 3"2$*3-" , 5"/-" ")'4(@ "!7*-,1*<,8-'8, &%-
5"3"$"7,/-'8, 5%:-"$"7,/-'8 , 5%:-,/-'8 1&,45 )!"<%4( 45+"!%--., +'7"5"+$%--., 
+'2"!'45*--. 5* +3"42"-*$%--. )!"3(2<,>, * )"-3!(7%, @ &*24'&*$0-" )!"45";, 
1!"1(&,$";, $%72" 4)!'8&*@504. 5* +)!"+*36(@504.. B%5"3"$"7,. 45+"!%--. FBC 
)"#(3"+*-* -* +'.+$%--,, A,24*<,> , )"+-"&( ")'4, )!"<%4,+, .2, 42$*3*;50 ( 4(2()-
-"45, 3,.$0-,450 +'?"7" -*+/*$0-"7" 1*2$*3(. S%8 ")'4 .+$.@ 4"#"; 5%:-"$"7,/-
-'8 )!')'4, 5"#5" 4(2()-( +,3)"+,30 -* 1*)'5*--. )!" 5%, .2 &*;50 13,84-;+*5'4. 
3,>, :5" 1* -': +,3)"+,3*@, -'&' ()!*+$.@ 5* >: +'2"-(@, 1 2'& +1*@&"3,;50 +2*1*-, 
4(#’@25', ?" -%"#:,3-" 3$. !%*$,1*<,> 3,8 5* >: &"-,5"!'-7( , 2"-5!"$;.  !')'4 
-%"#:,3-'8 3$. 5"7", ?"# 3"4.7-(5' #*6*-"7" !%1($05*5(, 1&%-='5', )" &"6$'-
+"45,, -%#*6*-, -*4$,32' 3,8 ,, 7"$"+-%, )")%!%3'5' )!" -%-*$%6-, 3,>, 5"#5" 1*#%1-
)%/'5' .2,450 !"#"5' ,, .2 -*4$,3"2, .2,450 >: !%1($05*5,+. F$,3 1*1-*/'5' ?% "3'- 
+*6$'+'8 *4)%25. K1 (.+$%--. )!" 45+"!%--. , +)!"+*36%--. FBC +'?"> "4+,5' .2 
#%1)%!%!+-"7" !(:( 1* +'1-*/%-'& =$.:"& +')$'+*@, ?", )"!.3 ,1 5%:-"$"7,/-'-
&' )!"<%4*&' 3,.$0-"45,, 5!%#* 1*)(45'5' , +%45' #%1)%!%!+-" ,--"+*<,8-'8 )!"-
<%4, !%1($05*5' .2"7" ),36'+$;+*$' #' +4, 5%:-"$"7,/-, )!"<%4'.
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4E=?+@AE *> ,'B=,'A*E@E ,+K>(-SET B+J@)K+A. O56%, 1*#%1)%/%--. .2"45, 
+'?"> "4+,5' .+$.@ 4"#"; 4'45%&-( )!"#$%&(, .2* )"5!%#(@ +4%#,/-"7" !"17$.3( 
5* 2"&)$%24-"7" ),3:"3( 3" >> !"1+’.1*--.. B*7,45!*$0-'& =$.:"& >> !"1+’.1*--., 
%A%25'+-'& 1*4"#"& )!"<%4( !%A"!&(+*--. 1&,45( +'?"> "4+,5' 4$,3 (+*6*5' 
45+"!%--. , A(-2<,"-(+*--. FBC +'?"> "4+,5', .2* @ 42$*3"+"; ()!*+$,--. !%-
A"!&*<,8-'&' )!"<%4*&' + "4+,5,. H3"42"-*$%--. "4+,5-,: )!"7!*&, !%"!7*-,1*-
<,. -*+/*$0-"7" )!"<%4( + -*)!.&2( 1-*/-"7" )"4'$%--. 4*&"45,8-"> !"#"5' 45(-
3%-5,+, +)!"+*36%--. -"+': -*+/*$0-': 5%:-"$"7,8 5* &%5"3,+ 2"-5!"$; 1* !,+-%& 
1-*-0 , +&,-0 45(3%-5,+ +'45()*;50 40"7"3-, +*7"&'& A*25"!"& !%A"!&(+*--. 4'4-
5%&' +'?"> "4+,5'. F5*- +'?"> "4+,5' I2!*>-' &*@ +,3)"+,3*5' 4+,5"+"&( !,+-; 5* 
1*#%1)%/'5' ,-5%7!*<,; ( &,6-*!"3-'8 "4+,5-,8 )!"45,!.
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8 '.(.3* 5('259%(".'1 $.,*!3+9* .*$5*./#*'2/* / 45(2./#*'2/* ('4*2.9 )*+*,-)*+.( 
2(#*'.%( %9':*;$ $<5(=$%(+/1, $<$=+(#(".'1 $'+$%+9* 45$<!*)9 45$*2./5$%(+/1, 5(=5(<$.2/ / 
%+*,5*+/1 %+0.5/%0=$%'2$> '/'.*)9 045(%!*+/1 2(#*'.%$) $<5(=$%(+/1.

 !"#*%9* '!$%(: )*+*,-)*+., 2(#*'.%$ $<5(=$%(+/1, 045(%!*+/*

M.M. Oksa 

EDUCATION QUALITY MANAGEMENT AS D COMPONENT OF DIRECTING THE 
REFORMATION PROCESSES IN EDUCATION

The given paper considers certain theoretical and practical aspects of education quality management 
system at higher education institution. Also the main problems of ecting, working out and implementing of 
the «inside» education quality management system at higher education institution are outlined.

Key words: management, quality management system, education quality, directing. 


