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KOHLIENLIT CYYACHUX CUCTEM
YMNPABIIHHA AKICTIO MPOAYKUII TA MOCNyYr

0.0. KOCTIOK, acnipaHT*

BucsimneHi 3micm ma npuHUyuUnu cy4acHux cucmem yrpaesiiHHSA SKICmHo
npodyKuii ma rnocrnye SK eax/nueoz2o 3acoby KOHKYPeHMOCPOMOXHOCMI
nionpuemcma.

SAkicmb, ynpaeniHHS sikicmio, cmaHOapmu I1SO, ,nemns skocmi’, TQM,
b6eHYMapKiHe, peiHXeHipuHe.

HwWHi B LEHTpPI cycnifibHOro po3BUTKY € NI0ANHA, AKICTb Ta 6eaneka 11 XUTTS,
a ue BMMarae Bif YYaCHUKIB PUHKOBUX BIOHOCUH YNPOBaMXXEHHS1 KapAWHanbHO
HOBMX nMigxoaiB 40 BUpiWEeHHs npobnem 3axucTy CroXuBaya B yMOBax
nornnbneHHs1 CBITOBUX TeHAEHUi Ao rnobanisadii, 3aroCTpeHHs KOHKYpEHLii Ta
PO3LUMPEHHS PUHKIB 30yTYy. Benukum BHECOK Y BUPILLEHHA NOCTaBIeHNX 3aBAaHb
3pobunun ykpaiHcbki Ta 3apybixkHi BueHi: KO.IM. Aanep, B.J1. Wnep, H.B. Ko3sak,
o.N. 3anyHHumin, O.[1. 3anyHHun, J1.B. WenH, 1.B. Monyaa, C.M. CasueHko, B.[.
HemuoBs, C.K. ®owmives, H.l. CkpsbiHa, A.A. CtapocTiHa, Y.E. emiHr, K. IcikaBa,
E. Konpgo Ta iH.

Mema — po3KpUTTA 3MIiCTy | OCHOBHMX MPUHUMMIB CY4aCHUX CUCTEM
ynpasSiHHA AKICTIO NPOAYKLIT Ta NOCAyr.

B ymoBax cbOrogeHHsi akicTb npoaykuil ¢doopMyeTbCa Mig BASIMBOM TaKUX
BaXXNMMBUX YMHHUKIB. aKTMBHE [MparHeHHa nignpuemcTs [0 onepaTuBHOro
BUKOPUCTAHHA [OCArHEHb HayKOBO-TEXHIYHOrO MNpOrpecy; peTeribHe BUBYEHHS
BMMOI BHYTPILIHBOrO i MiXKHApOOHOrO PUHKIB, a TakoX noTped pisHOMaHITHMX
KaTeropin CrnoXueadiB; IHTEHCMBHE BWKOPUCTAHHSA TBOPYOro noTeHuiany
nepcoHany 4epe3 HaBYaHHS, BUXOBaHHSA, CUCTEMATUYHE MigBULLLEHHS
kBanidpikauil, pi3HOMaHITHY MOTUBALiD MaTepianbHOrO Ta  MOpPAaribHOro
xapakTepy.

Y CBITOBIM MNpakTULi LUIMPOKO BUKOPUCTOBYHOTLCA CUCTEMU MEHEIKMEHTY
aKocTi 3a ctaHgapTammn ISO cepii 9000 (BUMOrm OO CUCTEMWU YNpPaBIiHHSA),
€KOJNOriYHOro MeHeKMeHTY 3a cTaHgapTamu ISO cepii 14000 (Bumorm o
ynpasfiHHA HaBKOJULWHIM cepefoBuLLEM), CTaTUCTUYHI MeToOAUN KepyBaHHS
AKICTIO, KOHUenuia 3aranbHOro ynpaeniHHA 4dkicTio — TOQM (Total Quality
Management), koHuenuisa “llicTe curm”, NpuHUMNM BeHYMapkiHry, MeToam
“kanseH”, “kKaHbaH” “noke-eka”, “XOCiH KaHpi”, peiHXEHipUHT.

HawnnowwupeHiworw € cuctema ynpasriHHA SKiCTIO 3a crtaHgaptom  I1SO
9000. 1SO (International Organization for Standartization) — MikHapogHa
opraHisauis 3i cTaHgapTumaadii, ska 6yna ctBopeHa generatamum 26 kpaiH y 1947
p. [lonoBHe 3aBgaHHsa [ISO — cnpusaTM po3pobui BCECBITHBO BU3HAHWUX
cTaHgapTiB, NpaBuil Ta IHWWX aHanoriyHMX OOKYMEHTIB 3 METOK MNosierweHHs
MibKHapogHoro obMiHy B ycCix ranyssax HapogHoro rocnogapctsa [6 ].

CtaHgapT ISO 9001:2001 BCTAHOBNKE BMMOMKM OO0 CUCTEMM YrNpaBiHHS
AKICTIO, SAKWO MigNPUEMCTBO Mae HeOoOXiAHICTb NPOAEMOHCTPYBATU  CBOIO
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CMPOMOXHICTb MOCTaBMATU NPOAYKLID, O BiANOBigAaE BUMOram crnoxupadiB Ta
rany3eBnM BMMOram; 30piEHTOBaHe Ha NiABULLEHHSA 3a[0BOJSIEHOCTI CrOXMBaYiB
3aBaSKM pe3ynbTaTUBHOMY 3aCTOCYBaHHK CUCTEMMW.
CraHgapT ISO 9001 pernameHTye Taki acnekTu LisnbHOCTI NignpuemcTaa:
BU3HAYEHHS NOMITUKK i Linen; po3pobka nnaHis;

aHani3 ix BUKOHaHHS i BUMIp e(peKTUBHOCTI;
NpoBeAEeHHS KOpUryBarbHUX i nonepempkyroyumx ain.

Kpim Toro, Bu3HaueHi Bumorn go 3abesneyeHHss CUCTEMU YNPaBIiHHA SKICTHO
pi3HMMWN  BuAaMM pecypciB  (NepcoHanoMm, YCTaTKyBaHHAM, BUPOOHMYUM
cepefoByLLEM TOLLO).

CraHgapT MICTUTb BUMOTM A0 eTaniB XXUTTEBOrO LMKy NPOAYKLUIl i nocnyr:
NpoBeAEeHHA MAapPKETUHIOBUX AOCNIAKEHD;
po3pobka HOBMX BMAIB NPOAYKLIT i MOCNYT;
3aKkynisns npoaykuii i nocnyr;
BMPOBHMLUTBO NpOoAYKLUiT i NOCNyr Ta KOHTPOSb iX SKOCTI;
npogax Ta nocTadaHHsA NPOAYKLUIT iNOCAyr crnoXusadam.
[MepepaxoBaHi eTanun npeacTasneHi y Burnagi "netni akocti” (puc.) [ 7 ]

MapKeTUHI pUHKY i
N Pospobka i
YTunisauis
NPOEKTYBaHHs
TexHiyHa MpuabaxHs
gonomora i cepsic MaTepianis
lMnaHyBaHHS,
MoHTax i Hanagka po3pobka
npouecis
36yT i ccepa BupoBHULTBO
o6cnyroByBaHHs
. KoHTponb,
MakyBaHHs i
. BUNpPoOyBaHHs,
36epiraHHs :
aHanis

Puc. ,MeTnsa skocTi” — eTanun, Ha SKMX 3abe3neYyeTbCA AKICTb

CtaHgapT ISO 14001 npornoHye nNpOCTUM TrapMOHIMHMA nigxigq [go
ynpasniHHA OXOPOHOI HaBKOJSIMLLHBLOIO cepenoBmLLa AS15 BCiX OpraHisauin.

Crangaptu 1SO cepii 9000 pekomeHOOBaHi ik OCHOBa ANs po3BUTKY Byab-
AKOro NianpuemMcTBa, NOro NPocyBaHHA OO0 OOCArHEHHS AinoBOI AOCKOHANOCTI 1
NiABULLIEHHSA KOHKYPEHTHO34aTHOCTI [6].

[Ons BupiweHHsa npobnem, WO CTOCYTbCA HAKOCTI NPOAYKUIl, LUMPOKO
3aCTOCOBYHOTbCA BIiCIM TpaOuUiMHUX CTaTUCTUYHMX METOAIB, a caMme:. cxema

“Haykogi nornosigi HAY” 2006-2(3) http://www.nbuv.gov.ua/e-Journals/nd/2006-2/06kodpas.pdf 2



npouecy, ricrorpamun, 4acosi psau, giarpamm [lapeTo, NPUYMHHO-HACKIQKOBI
AiarpamMmu, KOHTPOITbHI JIMCTKWU, KOHTPOSbHI KapTu, AiarpamMu po3citoBaHHS [7].
LLinsxom A0 AOCArHEHHA BUCOKOro PiBHA AOCKOHanocTi € cuctema TQM
(Total Quality Management) — 3aranbHe ynpasniHHSA AKICTO, po3pobneHa y 1980
—1990 pp. Oeminrom, Kpocbi, [)xypaHom, Icikasoto [2 ].
dyHOameHTanbHi KoHUenuiT Liel cuctemn MoXxHa nogaTu Tak:
opieHTauis Ha pesynbTar;

KOHUEHTpaUis yBarm Ha cnoxmsadax;

nigepcTBO Ta BiANOBIQHICTb LiNAM;

ynpasJiiHHA Ha OCHOBI NMpoueciB i PakKTiB;

PO3BUTOK NepcoHarsny Ta Moro 3anyyeHHst 40 BOOCKOHAaNEeHHs;
NOCTIHE HaBYaHHS, iIHHOBAL|il Ta BOOCKOHANEHHS;

PO3BUTOK NapTHEPCTBa;

BiANOBiAaNbHICTb Nepen CyCcnifibCTBOM.

HuHi TQM cTae iHTerpanbHOK KOHLENUIE 3aranbHOro MeHeKMeHTy. BoHa
ao3Bonsie o6 egHatM oOkpemi OyHKUil | HanpsaMM  ynpaeniHHSA 3 No3uuil
3abe3neyvYeHHs SKOCTI.

Ak cBiguMTL JOCBIO NepeaoBMX CBITOBUX MIAMNPUEMCTB, TiflbKM YCBIAOMUBLUN
Ui NpMHUMIM Ta 3pobmBLLKM IX OCHOBOK CBOEI AisiNbHOCTI, NiANPUEMCTBA MOXYTb
AOCArTU BUCOKOIO PiBHS PO3BUTKY [8 ].

dinocoieto gkocTi HOBOro HanpsaMy ctana koHuenuis “licte curm”. Konm
paHile Yy BITYM3HAHUX CTaH4apTax Hepiako 3ajaBanvcb napamMeTpu npunomy
npoaykuil, OOCTaTHbO nownpeHum ©OyB 5%-Bui piBeHb AedeKkTHoCTi. HuHi
nepenosi ipMu CBITY ONEpPyKTb 30BCIM iHWMMK KaTeropismu, TakMMu SK
nepMminb — Yncno gedekTHUX BMpoOBiB Ha MinbMOH [1].

OcHoBy uj€ei cuctemn ckrnagae ouiHKa BigXuneHb (akTUYHUX MOKa3HWUKIB
npouecy Big KpWBOI HOpPMarnbHOro po3noginy BiaxuneHb. OAWHULID BUMIpY
BiAXWNEHb Y CTAaTUCTULI Ha3nBalTb “cUrMoro”. [TOMITHUI ehbekT crnocTepiraeTbecA
npw BigxuneHHi He Ginbwe 4,5 curmu, B UbOMY pasi MOKa3HMK KiNbKOCTi AedeKTiB
Ha MINbWOH oauMHWUbL NpoAaykuii ctaHoBuTb 3,4. B igeani BMpoGHUUTBO, siKe
opraHizoBaHe 3 ypaxyBaHHAM MeTogonorii “lWicte curm”, mae BunyckaTtu
NPOoAYKUIi0, AKa NPaKTUYHO He Mae gedeKTiB. AKLEHT Ha BUSBIIEHHA OedeKTIB Ha
KOXXHOMY KpoLUi npouecy, BUMIPHOBAHHA 1X B OOMHUUAX OedeKTiB Ha MISTbMOH i
NocTaHOBKa AOBrOCTPOKOBUX Lifen NMoKpallaHHA i € BIAMIHHICTIO Wi€l KoHuenuil
BiZ yCiX nonepeHix nigxoadis Ao nosinweHHa aKocTi. [NepeBaramu BUKOPUCTAHHA
AaHOoT MeToAonNorii € NiABULWEHHS peHTabenbHOCTI, CKOPOYEHHSA NPsSIMUX 3aTpar,
NONINWEHHSA IHWKX iHaHCOBMX NOKa3HUKIB. KpiM LbOro, 3poctae 3a0BOSIEHHS
KNIEHTIB, 3HWXYETbCA KiNbKICTb AeEKTiB, CKOPOYYETbLCA BUPOOHUYMIN LINKIT,
3pocTaEe NPOoAYKTUBHICTbL npaui i Buxig rotosol npoaykuii. “LWicTe curm” He NpocTo
Moaudbikauiss CcTapux TEexXHONOoriYHMX MeTodiB 3abe3neyvyeHHa HAKOCTi - ue
NPUHUMNOBO HOBUW NiaXig OO0 KepiBHUUTBA MiANPUEMCTBOM.

B ymoBax rnobanbHOI KOHKypeHLii 0OHUM 3 €(PEKTUBHNX IHCTPYMEHTIB, LLO
[a€e MOXNMBICTb  MIAMNPUEMCTBY MNOCTIMHO  HapoLlyBaTW  NPOAYKTUBHICTD,
nokpaLlyBaTtn SKiCTb CBOEl poboTun, ByTn nonepeay KOHKYPEHTIB € BeHUYMapKIHT.
HasBa meToay noxoauTb Big aHrnincebknx cnis “bench” (piseHb, BucoTta) i “mark”

“Haykogi nornosigi HAY” 2006-2(3) http://www.nbuv.gov.ua/e-Journals/nd/2006-2/06kodpas.pdf 3



(BigmiTka). Lle crnoBocnony4YeHHs1 nepeBoanTbLCS MO-pisHOMY: “onopHa BigMiTKa”,
“BiMiTKa BUCOTW”, “eTanoHHe NopiBHAHHA" [4 ].

Cytb 6GeHYmapkiHra 3aKknto4aeTbCsl B MNOPIBHSAHHI  MOKA3HWKIB  CBOET
opraHisauii 3 NoKasHMKaMW KOHKYPEHTIB Ta KpalwlMx opraHizauin, y BUBYEHHI i
3aCTOCYBaHHi ycnilwWHOro Aocsigy iHwunx y cebe Ha nignpuemcTsi.

ETanoHHe nMOpPIBHAHHA B KiHUi MMWHYNOro CTOMITTS CTano OA4HUM 3
e(PEeKTUBHUX IHCTPYMEHTIB MEHEKMEHTY i Tenep BXOAUTb A0 4Yucna HambinbLu
NonNynsapHUX MeToAiB ynpasniHHA.

CyyacHa cuctema ynpaBniHHS SKICTIO BMKOPUCTOBYE TaKOX MPUHLMMNM
“KanseH” — (piniocoito ANOHCLKOro MeHeaXMeHTY [8] .

Looo npouecy ynpaeniHHA — uUe npouec 6Ge3nepepBHOro i MOCTIMHOIO
BOOCKOHAIEHHs, KM nepeabadae TakoXk OOCAMHEHHS TaKMX KOHKPETHUX Linen, sk
YCYHEHHs1 BTpaT (4acy, rpowuen, matepianis, 3ycurb), NigBULLEHHA AKOCTI (ToBapiB,
MoCnyr, B3aEMOBIAHOCWH, OCOBUCTOI NOBEAIHKM, PO3BUTKY CiBPOBITHMKIB), 3HUKEHHS
BUTpPaT Ha po3pobKy, BUPOOHMLTBO, 30epiraHHs 3anaciB i B KIHLEBOMY MiaCyMKy
NiOBULLIEHHS CTYMNEHS 3a10BOSIEHOCTI CNOXNBaYiB.

OcCHOBHMI 3MIiCT 4noHCbkoT cuctemn “KanbaH” nonsrae y pauioHanbHiN
opraHisauii BUpobHMUTBa B e(heKTMBHOMY KepyBaHHi nepcoHanom. BoHa oTpumana
CBOIO Ha3BY Big METaNEeBOro 3Haka TPUKyTHOI hopmu (“kaHbaH” y nepeknagi o3Ha4vae
“Tabnuuka’, “sHaK’), WO CynpOBOMKYE [AeTani B npoueci BUPOOHUUTBA |
nepemilieHHs. Ha uboMy 3HaKy pPO3MILLAETbLCA BCA AMcreTdyepcbka iHopmauis:
HOMep BMpPOBY, Micue 1I BUFOTOBIIEHHS, KiNbKICTb BMPODIB y napTii i Micue nogaui
aetani Ha 36opky. CyTb cuctemm nondrae B TOMy, LIO Ha BCiX hasax BUPOOHNYOro
npoLuecy BigMOBUMCS Big BUPOOHWULITBA NPOAYKLIT BEMMKUMW NapTiaMK i CTBOPUIN
Be3nepepBHO-NOTOKOBE BUPOBHULITBO [8 |.

Cuctema “KaHbaHn” 6e3nocepefHbO BMAMBAE Ha pPO3MIp CKMaACbKUX
3anacis, CKOpPo4Yy4m IX 40 onTUMasribHUX po3MipiB.

LLle ogHum 3 meToAiB yNpaBniHHA AKICTIO NpoAayKuil € meTon 6e3nedeKkTHoro
BUPOOHMLTBA, KM OTpMMaB Ha3By “noke-eka” [8].

Hedektn Ha BUPOOHUUTBI BMHWKAIOTL YHACMiAOK HEKOPEKTHO po3pobrieHmx
CTaHOapTiB  4M  [OOKYMEHTOBaHMX npouenyp, BUKOPUCTaAHHS  HegobposiKicHOT
CMPOBMHM YK 3acTapinoro obnagHaHHs, 3acTOCyBaHHS HEBIOMOBIAHMX MaTepianis,
3HOLLIEHOCTI IHCTPYMEHTIB, NOMUIIOK orepaTtopis. MeTta igeonoril “noke-eka’- 3HanTu
cnocobu 3axucty BiA HEHABMUCHUX MOMMIOK. [nsi ubOro Mpu BMKOHAHHI poGIT
BMKOPUCTOBYIOTb CEHCOPHI AaTyMku Ta iHWi 3acobu. JaHuin nigxia edpeKkTuBHUI SK
npw BXiQHOMY KOHTPOII, TaK i B X04j BCbOro npoLecy.

MeHeoxepn ©OaratbOX KOMMaHin CBITy y CBOIN [isAnbHOCTI WOoA0
3abe3neyeHHsa AKOCTi MPOoAYKLii BAKOPUCTOBYIOTb METOA “XOCIH KaHpi”, akn Beae
A0 PEeBONIOUINHMX NepeTBopeHb B obnacTi skocTi [5].

MpioputeTHi Aii, 49Ki Hanexatb A0 MiKGYHKUiOHanNbHUX obnacTten
ynpaBMiHHA, Takux K 3abe3neyeHHs SKOCTI Ta YynpaBhfiHHA nNpuOyTKOM,
BMU3HA4YalOTbCA 3rigHO 3i LLOPIYHOK NOMITUKOK OpraHi3auil i NepeTBoOpOTLCA B
XUTTS BIANOBIOHMMU Nigpo3ainamu. YnpaeBnsawdi BULLOT NaHKM opraHisauil 3a
AOMOMOrOK AiarHOCTMKM  OOCMIoXYHTb, SIK Ue Oyno 3pobneHo, OuiHITb
OTpPUMaHi pe3ynbTaTu i BUABMAKTbL MOB s3aHi 3 uuM npobnemun. Llen nigxig
Ha3BaHWW “XOCIH KaHpi” .

[MepwonpuynHO  3auikaBnNeHOCTI UMM MeToaoM 6yrno  MNOCUMEHHS
KOHKYPEeHTHOI 6GopoTbbu. [ligxig “xociH kaHpi” [oBiB CBOK €(EKTMBHICTD,
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CAPUSAOYN  PO3rOPTaHHIO Ha nignpueMcTBax MNaHiB YAOCKOHANEHHs SAKOCTI
npoaykKuii npyn 06 egHaHHI 3ycunb ycix cniBpobiTHMKIB.

Takun nigxig emeKkTMBHUA TakoX i Npn MoTuBauii nepcoHany. OgHuMM i3
drakTopiB, WO BU3HA4Yae ycCnix 3anyvYeHHs nepcoHany [0 KOHTPOSIO SKOCTi B
mMacwTtabax ycboro BMPOBHMLTBA, € nNigepCTBO BULLOrO KepiBHUUTBa. Came
OCTaHHE BIgNoOBigae 3a BCTAHOBIIEHHA MEBHOI MONITUKN, ika CTOCYETbCA SAKOCTI
npoaykKuil Ta nocnyr, Aki NiANPUMEMCTBO HaJae CBOIM CnoXuBadam, a TakoX 3a
dopMyrntoBaHHA MnaHiB ynpasniHHA SKICTIO AN OOCArHEHHS UMX pesyrbTarTis.
Kpim TOro, KepiBHMUTBO Ma€ MOCTIMHO CTEXWUTUM 3a sKicTio i npyu noTpebi
30iNCHIOBATU KOPUryroun Ail.

OcobnuBun iHTEPEC HUHI BUKINWKAE BMNPOBamMKEHHS peiHxeHipuHry, abo BIP
(BPR - Business Process Reengineering), k1 € CBOEPIAHOKO iHHOBAUJE y cdepi
MEHeMKMeHTy. B Haw 4ac uMM nuUTaHHAM 3anMMaeTbesl 6arato iHO3EMHUX Ta
BITYM3HSAHUX HayKoBUIB. 3rigHO 3 BM3HadYeHHAM M. Xammepa, ki € po3poBHMKOM
KOHUenuil  peilkeHipiHry Ta [k, Yamni, uUen TepMmiH BU3HAYaETLCA SK
"doyHOaMeHTanbHe MNepeoCMUCTIEHHA Ta pagukanbHe nepenpoekTyBaHHs GisHec-
npoueciB An1s AOCArHEHHA BaroMyX MOKpalaHb Yy TakuX KIYOBMX AMS Cy4acHOro
BisHecy nokasHuKax pesyrnbTaTUBHOCTI SIK BUTPaTW, AKICTb, piBEHb 0BCIyroByBaHHS
Ta onepaTtueHicTb"[10]. [Ana peiHeHipiHry BnacTMBa BiAMOBa Bif, 3acTapinux npasun
Ta nigxodis AOinoBoro npouecy, WO [JO03BOMNsE nogosnatym HeraTMBHUW - BrfvB
rocrnogapcbkvx [OorM, sKi cknanucss 3a Garato pokiB,  HEexXTyBaHHS Ailoynmu
cucteMammn, CTPYKTypamu i npouedypaMym KoOMMaHil Ta pagukanbHa 3MmiHa 3acobiB
rocnogapcbkol OiAnNbHOCTI, a TakKoX MpMBEOAEHHS OO0 3HAYHMX 3MIH MOKa3HUKIB
OIANBHOCTI.

CyyacHui eTan po3BUTKY HAYKOBO-TEXHIYHOIO Mpouecy BUCYBaE SAKICTb SK
OAVH 3 FONOBHMX YMHHUKIB BNAIMBY Ha PO3BUTOK €KOHOMIKK. B Baratbox KpaiHax
aKTUBHO LUYKaKTb LUMAXM BUPILLEHHA Npobnemu NigBULLEHHSA SKOCTI ToBapiB i
nocnyr, Aki 6yayTb KOHKYPEHTOCNPOMOXHUMU Ha CBITOBOMY PUHKY.
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KOHUENUUWN COBPEMEHHbLIX CUCTEM YNPABJIEHUA KAYECTBOM
NMPOAYKLUUN N YCNYT

0.[. KOCTIOK

OceeweHbl codepxxaHue U MpUHUUrbl COBPEMEHHbLIX CUCMEM yrpasrieHus
Kayecmeom rpodyKyuu U yCrly2 KaK 8axXHo20 cpedcmea KOHKYPEHMHO20
copesHosaHus npednpusmud.

Kauyecmeo, ynpaeneHue kadecmeom, cmaHoapmsi 1SO, ,,nemss kadecmea’,
TQM, 6eHYMapKuHe, peUuHXeHUPUHe.

MAIN PRINCIPLES OF MODERN QUALITY SYSTEM MANAGEMENT OF
PRODUCTION AND SERVICE

O.D.KOSTYUK

This article is focused on main principles of modern quality management
system as the most important means of competitiveness.

Quality, quality management, ISO standards, ,quality loop”, TQM,
benchmarking, reengineering.
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