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Abstract

The relevance of the study: The education system seeks to adapt to market requirements
and increase its competitiveness. In order to rise and prosper, educational organizations must
use the latest management concepts based on the world's best practices. The philosophy and
methods of progress and continuous improvement are presented in the theory of total quality
management [20]. Quality management systems in ISO normative documentsprovides
possible practical recommendations and requirements for the management of organizations.
Thus, the question arises as to how the most appropriate implementation of this standard in
educational organizations is whether the ISO quality management system is necessary and
applicable to higher education institutions in order to standardize the teaching process and
administration. The problem of the researchthe ISO 9000 quality management system was
first developed for the manufacturing industry, later developed in the service sector, and is
now used in education as well. ISO 9000 in a general sense is a set of principles of good
governance, but it is difficult to apply these principles in the process of educational services.
Is the quality management system ISO 9000 applicable in the educational organization?The
object of the research-operating quality management system ISO 9001: 2000.The aim of the
research to theoretically substantiate the possibilities of the quality management system ISO,
to learn the attitude of higher education administration and teachers to quality management, to
determine the advantages and disadvantages of the quality management system 1SO 9001.
Methods - Questionnaire survey. Quantitative data analysis.Results.The quality management
system ISO 9000 ensures the pursuit of quality policy, standardization of procedures,
elimination and avoidance of non-conformities, a system of corrective and preventive actions,
and supervision of the quality management system. Quality management system 1SO 9000
helps the educational organization to establish itself in the market, helps to meet the
customer's requirements. Systematic process management allows processes to be laid out in
such a way as to achieve the desired result in the best possible way, ensuring the trust of
stakeholders. The quality management standard has significant advantages, such as increased
competition in the labor market, better distribution of activities, satisfaction of consumer
needs and expectations, and operates effectively at the management level. One of the
shortcomings of the system is the cost of certification and maintenance of the system, as well
as the staffing approach. The novelty is that it has been tested higher education institutions
which have implemented a quality control system.As the result shows that respondents of
higher education institutions, assessing the importance of the field of quality management,
indicated that the most important area of influence is the external evaluation of the institution,
the organizational culture and the improvement of the teaching process. The second most
important area of the quality management system is the proper distribution of activities and
accreditation of study programs. The advantages of the implemented quality management
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system ISO 9001 for the activities of the organization were mostly indicated by the
respondents as the significantly improved improvement of the study process, as the
respondents significantly assessed the creation of the quality team. The most dominant factor
highlighting the shortcomings of the quality management system highlighted in this work is
the cost of working time. Assessing the shortcomings of the quality management system,
respondents expressed the opinion that there is insufficient information about the

implementation of ISO in the organization.

Key words: quality, higher institutions, 1SO.

Quality management systems in
higher education

A quality management system is a
mechanism that coordinates and
supports the activities required to
ensure that the characteristics of
products, processes or services meet
certain requirements. Quality
management is a part of quality
management focused on meeting
quality requirements[14]; [15]; [16].

’ISO-9000 is a method based on
documentation and quality assessment
based on consumer satisfaction’[17],
[18]. In other words, products and
services are developed according to
set standards that meet the needs and
requirements of consumers. It is
important to emphasize that total
guality management is not yet a
successful implementation of the 1ISO
9000 series quality  assurance
standard. Total quality management is
a concentrate of human experience in
improving the methods of organizing
scientific work[22].

According to Omer F. Ozbek[16]:
"The processes of higher education
institutions (HEIs) can be evaluated
under two major categories: academic
and administrative. The functions
such as education, training, research,
and  development are  mostly
conducted by academicians,
whereasfunctions such as student
services,  resource  management,
maintenance, and operations are

conducted by administrative staff. For
academic programs, there are regional
and global accreditation agencies that
set the standards and regulations to
ensure quality. Administrative
functions, on the other hand, are
generally evaluated as Dbusiness
functions of a HEI. While there is a
great accumulation of knowledge on
academic quality such as curriculum
development and research procedures,
administrative processes are often
overlooked. This chapter provides an
overview of quality management in
administrative processes of
universities and similar  higher
education institutions, and examines
them as service organizations. HEIs
have regular business processes such
as accounting, finance, and facility
management, as well as specific
processes such as student enroliment,
library, and housing services.’
Examination of the documents
governing management systems has
shown that all management systems
are based on the principle of
continuous improvement. The
implementation of a  quality
management  system allows the
organization to improve further, to
strive for continuous improvement, |.
implement total quality management
[1]; [3]; [4]. Educational quality
management is a change management
process formed on the basis of quality
management. In the initial-quality
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system development and
implementation-phase, change
management prevails. In the next-
stage of quality improvement-in the
operation of the quality system-total
quality management [23].

Quality has become an important
object in  global educational
organizations.  The international
quality management standard 1SO
9001: 2000 defines quality in general
as follows: ’Quality is the degree of
compliance of the set of available
characteristics with the
requirements’[14]; [15]; [16].

By definition, requirements are
requirements of all stakeholders (not
just the consumer), so this definition
can be applied to any type of

requirement:  technical or non-
technical, such as health, safety,
environmental protection, etc.,

including education. The definition
also applies to the results of any
process or activity - products,
solutions, information, etc.[12] Thus,
quality is a term that describes the
state of an organization's business
results. Everything an organization
does directly or indirectly affects the
state of business results, so it can be
said, and all business goals are related
to quality goals. The customer plays a
key role in setting requirements, so
quality is linked to meeting consumer
needs[21].

The direct and main beneficiaries
of an educational institution are
students. However, they are in many
roles at once: they are considered to
be a product of the institution after
graduation; they are clients of the
training process; they are co-

participants in the
learning process [19].

"The solution to the problem is
further complicated by the fact that
students are not the only customers of
the high school. Students' parents,
firms, prospective employers, teachers
and employees, public authorities and
politicians in the broadest sense are
interested in quality education for
society as a whole’[24].

’Educational  institutions  face
enormous tensions in exploiting and
adapting market-based quality
systems such as 1SO 9001. This is
driven by an  ever-changing
environment, globalization, dwindling
resources; it is increasingly important
for educational institutions to identify
the needs of industry, as this requires
a more competent workforce’[2].

‘Implementing the principles of
quality management in a higher
education setting is useful and even
necessary. The introduction of a
quality system would provide an
opportunity to  streamline the
processes taking place in higher
education institutions, identify low-
quality manifestations, correct and
prevent them and systematically
improve quality, perform internal
quality audits and apply various
statistical quality Improvement
methods. Implementing a quality
system in higher education would
improve the confidence of students,
their prospective employers, research,
sponsors, government and other
stakeholders  that their quality
requirements are met’[10].

According to Bevanz-Gonzales[6]:
’Educational organizations around the
world start implementing ISO most

teaching and
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often when faced with growing
external pressures for accountability
to funders. Although the
implementation of this system is
successful in the field of production
and services, its applicability in the
field of education is completely new
and therefore poses many problems’.

What determines the successful
implementation of I1SO 9000
standards? Successfully implemented
by those higher education institutions
whose managers look favorably on the
members  of the  educational
organization, they carry out the
implementation of the system
themselves and the members of the
institution understand the internal
processes taking place in the
organization[7]; [8]

ISO 9000 standards are not being
successfully implemented by those
institutions that refuse to implement
this system due to frequent system
audits due to costs and possible
changes in management.

A number of scholars (cit.
Kasperaviéiite-Cerniauskiené ,
Serafinas [11], e.g.
Csizmadia,Enders,&Westerheijden,20
08; Papadimitriou, 2011;
Papadimitriou &  Westerheijden,
2010; Santana, Moreira,Roberto, &
Azambuja, 2010) have examined the
factors of 1SO 9000 adoption in
HEIs.Csizmadia et al. (2008)
investigated  the  influence  of
organisational characteristics onthe
implementation of quality
management in Hungarian HEIs based
on resource dependency and neo-
institutional theories. Their empirical
investigation shows that
organisational characteristics (leaders’

commitment, external consultants,
institutionalreputation and
bureaucratic and political decision-
making processes) have a strongeffect
on quality management
implementation in Hungarian higher
education. Thestudy carried out by
Papadimitriou and  Westerheijden
(2010) seeks to explain isomorphic
pressures and the adoption of ISO
9000 standards in HEIs in Greece.
They suggest that neo-institutional
pressures are important to the
adoption of the ISO standard in
universities in Greece. Papadimitriou
(2011) discusses how leaders (rectors
and vice-rectors) in Greek universities

perceived external environmental
pressures to implement quality
management. Results indicate

thatquality management in HEIs in
Greece is perceived mainly in terms
of laws and regulations, and it seems

that the Ministry of Education
introduced  policies to  make
universities  develop  formalised

management practices.

Based on the 1SO 9001 standard,
guidelines have been developed for
the application of this standard in
educational institutions (1SO / IWA2).
The IWAZ2 standard is a criterion for
the certification of quality
management systems in educational
organizations. The requirements of the
IWA 2 standard require that an
educational organization must
anticipate and manage the processes
involved in the design, development,
delivery process, implementation, and
outcome measurement procedures of
education. The main parts of the
IWAZ2 standard, as well as the parts of
ISO 9001: 2000, are the requirements
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for the quality management system,
management responsibility, resource
management, product implementation,
measurement, evaluation analysis and
improvement[9].

Reseach of iso 9001 research on
the attitude of higher education
institutions to the quality
management system

This study also sought to find out
what  positive effects of the
implemented ISO 9001 quality

management  system and  what
shortcomings are observed by the
respondents. For the respondents,
each statement made about the
importance of quality management
seemed more or less important. The
majority of respondents mostly chose
the rating “important” (see table 1).
Such an approach to the importance of
quality management in  higher
education. Statements as not very
important for quality management in
ranking were also quite often noted.

Table 1. Choice of respondents’ answers

Organization For proper Institutions for Accreditation of

al culture distribution of activities | external evaluation study programs
77,36 75,47 83,02 73,58

The aspects of the impact of the management standard to be an

quality management system 1SO 9001
presented in the questionnaire had to
be ranked in the following order: 5 -
significantly improved, 4 -
significantly improved, 3 - partially
improved, 2 - did not improve, 1 - do
not know.The highest percentage of
respondents (83.02%) cited external
evaluation of the institution as an
important area of quality
management. It is clear that for the
external evaluator, when assessing the
quality assurance, the respondents
consider the implemented quality

important factor. Their attitude to the
importance of accreditation of study
programs can be assessed similarly
(73.58%). Thus, it can be concluded
that external evaluation is an
important  element  of  quality
management.

Summarizing the obtained results,
it became clear that the most
dominant positive aspect of the ISO
9001 system is the impact on the
improvement of the study process (see
figure 1).
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Figure 1. Impact on the improvement of the study process

His rating is 16.98%. As many as
41.51% of the subjects mentioned it as
a partially improved effect, as 24.53%
as a significant improvement. Only
7.55% of respondents marked it as

expressed their opinion, so | do not
know who answered the answers.
Thus, meeting consumer needs is the
foundation  that influences the
improvement of the learning process.

unimproved. All the respondents
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Figure 2. Impact on the efficiency of the quality team

Responding to the question about
the impact on the efficiency of the
quality team (see figure 2), the

respondents based their answers on
the fact that a larger part of the
respondents (39.62%) saw this aspect
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of the organization as a significant
improvement, but a large part
assessed it as a significant
improvement (11.32 %). Thus, the
performance of the quality team,
which consists of the audit and

internal team, has a significant impact
on the quality management system, as
its activities are based on the
implementation and control of the
quality management system according
to 1SO 9001.

Unimproved - [REIKSME]%

Significanimprovement - [REIKSME]%

0 10

20 30 40 50

Figure 3.Impact on the study process

The answers of the respondents to
the question about the study process
(see figure 3) were distributed as
follows: significantly improved -
7.55%, greatly improved - 32.08%,
partially improved - 43.40%, did not
improve - 7.55%. Analyzing the
answers of the respondents to this
question, it can be concluded that the
impact of the quality management
system on this activity of the
organization is not assessed as
positive, as a large part of the
respondents answered that it has only
partially improved. Consequently, the
study process is quite complex due to
its inertia and is not preferred by the
respondents.

Summarizing the aspects of the
positive impact of the implemented
quality management system ISO
9001, it can be stated that the

advantages of this system are assessed
by the respondents in most cases
positively. In Lithuania, the 1ISO 9001
quality management system has been
implemented in several higher
education institutions, so it is assumed
that the staff of these schools evaluate
the positive impact differently
depending on the time of operation,
but on average, the most pronounced
positive impact is more appropriate
distribution of activities and quality
team efficiency. assessing the positive
impact of the ISO 9001 quality
management system.

Summarizing the obtained results,
it became clear that the most
dominant factor determining the lack
of the quality management system
ISO 9001 is the cost of working time.
18.87% of the respondents mentioned
it as the most important factor, as
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much as 49.06% partially agreed with
it. 26.42% of respondents disagreed.
Thus, respondents rated the increased
"paper” time spent as one of the

biggest shortcomings of the 1SO
quality management system.
Analyzing the respondents

‘answers to the question of the
application of the quality management
system [ISO 9001 terminology to
education, the respondents' answers
were distributed as follows: 37.74%
answered that they do not agree,
28.30% - partially agree, 13.21% -
agree, but a large percentage of
respondents 16 , 98% - did not have
an opinion. Therefore, it can be said
that the complexity of the terms of the
quality management system 1SO 9001
is one of the most important
shortcomings in higher education
institutions. Respondents were very
positive about the possibilities of
adapting the quality management
system to the teaching process, where
as many as 60.38% of respondents
disagreed with the statement that this
system is not suitable for organizing
the teaching process, although 20.75%
partially agreed and 9.43% agreed.
7.55% of respondents did not express
an opinion. Thus, it can be stated that
the quality management system is
adaptable to the study process and
functions properly in it.

Lecturers and administrative staff
assessed the impact of the quality
management system differently. On
average, administrative staff see the
least impact on the improvement of
the teaching process (average 2.51)
and the study process (average 2.88),
while teachers assess the positive
Impact as distinguishing between the

improvement of the teaching process
and identified wuser needs and
expectations 2.59).

Thus, the results of an empirical
study showed that:

* The most important area of
influence for quality management was
the external evaluation of the
Institution, the appropriate distribution
of activities and the improvement of
the training process.

* The areca of the second most
important quality management system
Is the organizational culture and the
improvement of the training process
and the appropriate distribution of
activities.

* Other quality management areas
were identified by respondents as
most important or not very important,
such as standardization of educational
content.

* Respondents rarely chose the
quality management area for initiative
employee behavior.

Conclusions and recommendations

1) ISO systems have been
developed for industry so its
applicability to an educational

institution is a rather complicated and
relatively new phenomenon.

2) The quality management system
leads the organization to the
perspective of continuous
improvement, the purpose of the
quality management system is to
encourage the development of
standards around the world, thus
proving the efficiency and
productivity —of  processes. An
organization that has been certified
may indicate that their system is a
documented quality system that is
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accessible to all and consistently and
consistently implemented. One of the
disadvantages of the system is the cost
of certification and the maintenance of
this system.  Another important
drawback is the need for staff, which
Is the balance between official work
and additional work.

3) ISO standards can be
implemented in higher education
according to the following criteria:
user needs, competitive, market needs,
procedures ensure quality result,
results are measured and developed,
discrepancies are eliminated or
corrected, effective communication is
ensured, further implementation is
sought. evidence.

4) The ISO 9000 system is
intended for systems and procedures
rather than qualitative and academic
solutions. The introduction of the ISO
standard at the administrative level
would make management more
understandable, managers would use
documents more, and the academic
environment, as it is very uneven, as
the teaching and learning process
itself changes greatly and it is difficult
to set requirements and standards.

However, quality management
standards also have significant
advantages, such as increased

competition in the labor market, a
better distribution of activities,
meeting  consumer  needs  and
expectations, and effective impact at
the management level.

5 ISO / IWA2 is a quality
management standard that can be
directly applied to educational
organizations, and its application
needs to be considered. 1ISO / IWA2 is
not translated into Lithuanian, so this

suitable for
little

which is
organizations, is

standard,
educational
known.

6) The results of an empirical
study showed that: The most
important area of influence for quality
management was the external
evaluation of the institution, the
appropriate distribution of activities
and the improvement of the training
process. The area of the second most
Important quality management system
Is the organizational culture and the
improvement of the training process
and the appropriate distribution of
activities. Other quality management
areas were identified by respondents
as most important or not very
important, such as standardization of
educational content.  Respondents
rarely chose the quality management
area for initiative employee behavior.

7) The advantages of the
implemented quality management
system 1SO 9001 for the activities of
the  organization were  mainly
indicated by the respondents as the
significantly improved improvement
of the study process, as the
respondents significantly assessed the
creation of the quality team. He
pointed out the study process as
partially improved.

8) The most dominant factor
highlighting the shortcomings of the

quality management system
highlighted in this work is the cost of
working time.

9) The quality management system
Is important for the higher education
institution, but due to the
implementation of the system in terms
of time, it is difficult to accept the
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answers of the
complete.

Reccomendations

1. Higher education institutions
that have implemented the quality
management standard 1SO 9001
evaluate this system as positive, but
the guidelines for  educational
organizations may be 1SO / IWAZ2,

2. According to the results of the

respondents  as

the implementation of the system, it is
important to inform the employees
about the progress of the
implementation or functioning of the
standard. Because the course of
compliance  with the standards
depends on the staff. The less
information the high school staff has,
the more passive the staff will be
during the audit.

performed empirical research, after
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METO/JA YIIPOBA/I’KEHHS YIIPABJIITHHA AKICTIO OCBITUH:
MNPUKJIAL JINTBU

AKTYyalbHICTh JOCTIKEHHS: CUCTEMa OCBITH IparHe aJanTyBaTHCS 1O BUMOI PUHKY 1
MiABUIIUTH CBOIO KOHKYPEHTOCHpOMOXkHicThb. [1lo6 pocTH 1 mporBiTaTi, OCBITHI Oprasizaii
MOBUHHI BUKOPHCTOBYBAaTH HOBITHI KOHIEMII] yNpaBIiHHS, 3aCHOBaHI Ha KpaIIUX CBITOBHUX
npakTukax. dinocodis i METOIU MPOrpecy i MOCTIMHOIO MOJINIIEHHS MPeCTaBIeHl B Teopil
3araapHOTO yrhpaBiiHHS sAKicTIO [20]. CucTreMu MEHEIKMEHTY SIKOCTI y HOPMAaTHBHUX
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nokyMmeHTax ISO MICTATh MOXIJIHBI MPAKTUYHI PEKOMEHJAIlli Ta BUMOTH 10 MEHEKMEHTY
opraHizamiii. TakuM 4YMHOM, BWHUKAE€ MHUTAHHS, SKUM YHHOM HAWOUTBII TMiAXOAAIIA
peaitizailis I[bOro CTaHIAApTy B OCBITHIX OpPraHi3aIlisiX MOJsrae B TOMY, Y HEOOXiHA CHCTeMa
MeHeKMEHTY sikocTi ISO 1 Moxke OyTH 3acTOCOBaHa BOHA JI0 BUIIMX HAaBYAJIBHUX 3aKJIaIiB
JUISL  CTaHJApTU3alii Tporecy HaB4YaHHS 1 Ta aamiictpamii. [IpoGiema mociimKeHHS.
Cuctema wmeHemkMmeHTy skocti ISO 9000 Oyma cmodatky po3poOieHa it oOpoOHOI
MIPOMUCIIOBOCTI, Mmi3Hime Oyna po3pobieHa y cdepi MOCIyr, a Temep BHKOPHUCTOBYETHCS
takok B ocBiti. ISO 9000 y 3aragpHOMY pPO3yMiHHI sIBIsi€E COOOI HaOIp MPUHIIUITIB
HAJIC)KHOTO BPSAYBaHHS, aje i IPUHIUIIN CKJIaTHO 3aCTOCYBATH y IPOIIECi HAIaHHS OCBITHIX
nocityr. Yu 3acTocoByeThesl cucteMa MeHeKMEHTY sikocTi ISO 9000 B ocBiTHIM opraHizaiii?
Meta OCHIKEHHS: TEOPETUYHO OOTPYHTYBATH MOXKIUBOCTI CHCTEMH MEHEIKMEHTY SIKOCTI
ISO, BuBUMTH CTaBICHHS aAMIHICTpaIlii BUIIOI OCBITH 1 BUKJIAJA4iB O MEHEIHKMEHTY SIKOCTI,
BU3HAUUTHU TEPEBaru. 1 HEJONIKH CUCTEeMH MeHemKkMeHTy sikocti ISO 9001. Meromu -
AQHKETHE OIUTYBaHHs, KUIbKICHMM aHami3 panux. Otpumani pesynbratu. Cucrema
MeHeDKMEHTY sikocTi ISO 9000 3abe3neuye mOTpUMaHHS MOJITHKH SIKOCTI, CTAaHAAPTU3ALIIO
npoueayp, YCYHEHHs Ta 3amoOiraHHd HEBIANOBITHOCTEH, CHUCTEMY KOPUTYBAaIbHUX 1
3armoOKHUX il 1 HATJISA 32 CHCTEMOIO0 MEHEDKMEHTY AKOCTi. CrcTeMa MEHEIPKMEHTY SIKOCTI
ISO 9000 nomomarae oCBITHBOI OpraHizaiii yTBepIUTHCS HA PUHKY, JOIIOMArae BiAMOBiJaTH
BUMOTaM 3aMoBHHMKA. CHCTEMaTHYHE YIPaBIiHHA TPOIECAaMU JI03BOJISIE BHUOYIOBYBaTH
IPOLECH TaKuM YHHOM, MI00 JOocArTH OaXaHOro pe3ylbTaTy HaWKpaluuM YHHOM,
3a0e3Mmeuyroun JI0Bipy 3alikaBieHHX cTopiH. CTaHIZapT MEHEIHKMEHTY SKOCTI Ma€ 3Ha4yHi
nepeBard, Taki SK MOCWICHHS KOHKYPEHIlI Ha pUHKY Mpalli, Kpamuid po3mOAil BUIIB
JISUTBHOCTI, 33JJOBOJIGHHS NOTpe0 Ta OYiKyBaHb CIIOKMBaYiB, 1 €(PEKTHBHO i€ Ha piBHI
yrnpapninHsa. OZHUM 3 HEAONIKIB CHUCTEMH € BapTicTh cepTudikaiii 1 00CIyroByBaHHS
CUCTEMH, a TaKOX KaJpOBH Miaxil. BUCHOBOK. PecrioHeHTH BUIIMX HABYATHHUX 3aKIIAIIB,
OILIHIOIOYM BaXJIMBICTh Taly3i YHOpPaBIiHHS SKICTIO, BKa3aliH, ILI0 HAWOLIbII Ba)KIMBOIO
cheporo BIUIMBY € 3OBHINIHS OI[IHKA BY3y, OpraHizamidHa KyjibTypa 1 TIIONINIICHHS
HABYAJILHOTO Mpoliecy. Jpyra 3a BaXIMBICTIO 00JacTh CHCTEMU MEHEIXMEHTY SKOCTI - IIe
NpaBWIBHUN  PO3MOAUT  JISUIBHOCTI Ta akKpeauTalis oOcBiTHIX mporpam. IlepeBaru
BIIPOBA/DKEHOI CHCTeMHU MeHekMeHTy sikocTi ISO 9001 gna mismeHOCTI  oprasizarii
PECTIOHJICHTH HaWJacTille BKa3aJd SK 3HAYHO ITOKPAIIMBCS MOJIMIICHHS HABYAIHHOTO
MpOIeCy, TaK SK PECHOHJIEHTH ICTOTHO OI[IHWJIM CTBOPEHHS KOMaHAM SKOCTi. HalOinbin
JTOMIHYIOYMM (DaKTOPOM, IO MiAKPECITIOE HEOMIKH CUCTEMU MEHEPKMEHTY SIKOCT1, BUSBJICHI
y miif poboTi, € BapTicTh podoyoro yacy. OIIHIOWYM HEJOTIKA CHUCTEMH MEHEIKMEHTY
AKOCTI, PECIOHAEHTH BHCIOBWIM JIyMKy, IO 1HQopMmalii npo BrposajxeHHs I[SO B
oprasi3aiii HeIOCTaTHbO.
KitrouoBi ciioBa: sIKiCTb, BHIII HaBYadbHI 3akiaaau, ISO.
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METO/J BHEJAPEHUA YIIPABJIEHUA KAYECTBOM
OBPA30OBAHUSA: IPUMEP JINTBbBI

AKTYaJIbHOCTb HCCJIEIOBAHMS. CHCTEMa OOpa30BaHUsSI CTPEMHUTCS aJdalTHPOBATHCS K
TpeOOBaHUSIM pBIHKA W TOBBICUTH CBOI KOHKYPEHTOCHMOCOOHOCTh. UTOOBI pact u
MpOIBETaTh, 00pa3oBaTelbHBIE OPTraHU3aIuN JOJKHBI UCIIOJIB30BAaTh HOBEUITUE KOHIIETITUN
yIpaBleHUs, OCHOBAHHBIE Ha JIIYYIIMX MHUPOBBIX TNpakTHKax. dumocopus M MeTOHbI
mporpecca W MOCTOSHHOTO YJYYIICHHsI TPECTaBIEHbI B TEOPHUU BCEOOIIETO YIpaBICHUS
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kadectBOM [20].CuctemMbl MEHEIXMEHTa KauecTBa B HOPMATUBHBIX JOKyMeHTax [SO
coliep’KaT BO3MOJKHBIE MPAKTUYECKHE PEKOMEHJIAUU M TpeOOBaHUS K MEHEIKMEHTY
opranuzanuii. TakuM 00pa3oM, BO3HHKAET BOIIPOC, KaKUM 00pa3oM Haubojee MOoAXOsIIas
peaMzanusi 3TOro0 CTaHIAapTa B 0OOpa30BaTENbHBIX OpPraHU3alUSAX 3aKIIOYAETCS B TOM,
HeoOXo/MMa JIM cHCcTeMa MeHeKMeHTa kadectBa [SO m mpumeHHMMa M OHa K BBICHIIMM
y4eOHBIM 3aBEICHUSIM JUIS CTaHJApTU3alMM Tpolecca OOy4eHHS W U aJIMUHUCTPALHUA.
[Ipobnema wuccnenoBanusa. Cucrema MeHemkMeHTa kadectBa ISO 9000 Opia cHauana
paszpaboTtana Juisi oOpabaThIBaroIeld TPOMBIIINICHHOCTH, MO3Ke OblIa pa3paboTaHa B chepe
YCIIyT, a Temeph HCIONb3yeTcs Takxke B oOpazoBanuu. ISO 9000 B oOmem cmbicie
npenacrapiser co0oil HaOOp MPHUHLMIIOB HAAJEKAIIETO YIPaBJICHUS, HO STH TNPUHIUIIBI
CJIOKHO NPUMEHUTD B NIPOLIECCE MIPENOCTABICHNS 00pa30oBaTeNbHbIX yCiyr. IlpuMensercs mu
cucteMa MeHemKMeHTa kadecTtBa ISO 9000 B oOpazoBarenbHOM opranuzanuu? Llens
MCCIICIOBAHMS: TEOPETUYECKH O0OCHOBATH BO3MOXHOCTH CHUCTEMBI MEHEIKMEHTA KauecTBa
ISO, u3yuuth OTHOLIEHWE AAMHHHCTpAIMM BBICIIETO 00pa3oBaHUS U IpenojaaBareneil K
MEHEKMEHTY KauecTBa, OIPECIIUTh MPEUMYIIECTBA. U HEJJOCTATKU CUCTEMbI MEHEPKMEHTA
kayectBa ISO 9001. Metoasl - AnHkeTHBI omnpoc. KonumdecTBeHHBIM aHAIU3 JaHHBIX.
IMosryuennblie pe3yabtarbl. Cucrema MmeHemkMeHTa kadectBa ISO 9000 obGecneumBaer
cOONIOICHUE  TOJUTUKM  KAauyecTBa, CTaHIAPTH3AIMI0  MOPOLEAYyp, YCTpaHEHUuEe |
MPEJOTBPAIICHHEe HECOOTBETCTBUH, CHCTEMY KOPPEKTHUPYIOMIMX U MPEIyNperkTArONIIX
JEUCTBUI U HAA30p 32 CUCTEMOM MEHeIKMeHTa KauecTBa. CucrtemMa MEHE)KMEHTa KayecTBa
ISO 9000 momoraer o0pa3oBaTeNbHON OpPraHM3AlMU YTBEPAUTHCS HA PBIHKE, IOMOTAeT
COOTBETCTBOBAaTh TpeOOBaHMUAM 3aka3zuuka. CHcTeMaTHYecKoe YIpaBlieHHE IMpolieccaMu
MIO3BOJISIET BBICTPAaMBaTh IMPOLECCHl TAKUM 00pa3oM, YTOObI IOCTUYb KEJIAeMOro pe3yJsbTara
HaWIydymuM oOpa3oMm, o0ecrieunBas [IOBEpHUE 3aMHTEPECOBaHHBIX CTOpoH. CraHmapt
MEHE/DKMEHTa KadeCTBa HMEET 3HAYUTEIbHBIC IPEUMYIIECTBA, TAaKHE KaK YCHIJICHHUE
KOHKYPEHLIMM Ha pbIHKE TpyJda, JIydllee pachpelelieHue BHUJOB JIEATEIbHOCTH,
YIIOBJIETBOPEHHE MOTPEOHOCTEH M OXHMIAaHWK moTpeduTeneit, u 3h(eKTuBHO AEHCTBYET Ha
ypoBHe yrpaBieHus. OJHUM U3 HEIOCTATKOB CUCTEMBI SBIISETCS CTOUMOCTh CepTUHUKALINN U
OOCITy’)KUBaHHsI CHCTEMBI, a TAK)K€ KaJPOBBIM MOAXO0M. 3aKitoYeHrne. PeCIioHIeHTHI BBICIITNX
y4eOHBIX 3aBeJIEHUH, OLIEHWBas Ba)KHOCTh OOJACTH YIPABJICHUS KAY€CTBOM, yKa3ajiH, UTO
HanOosiee BaXHOW cdepoll BIUSHHS SIBIISCTCS BHEIIHSS OLEHKA By3a, OpraHH3aIllMOHHAS
KylnbTypa M YiydllleHHe ydeOHoro mporecca. BTopas mo BaKHOCTH OOJIACTh CHCTEMBI
MEHEP)KMEHTa KaueCcTBa - 3TO NPAaBUJIBLHOE paclpeiesieHue NeATEeIbHOCTH U aKKpeAUTalus
oOpa3zoBaTenbHBIX MporpaMM. [IpenmyiiecTBa BHEAPEHHON CHCTEMbI MEHEIXKMEHTa KadyecTBa
ISO 9001 nnst pmesTeNnbHOCTH OpraHW3aIlMU PECIOHICHTHI dYalle BCEro yKa3alh Kak
3HAYUTENBHO YAyYIIMBIIEECS YIydllIeHHe Yy4eOHOro Mpolecca, TaK KaK PEeCTOHACHTHI
CYLIECTBEHHO OLIEHUJIM CO3/laHne KOMaH bl kauecTBa. Hanbonee noMuHupyromum Gakropom,
MOIYEPKUBAIOIINM HEJIOCTAaTKU CHUCTEMbl MEHEPKMEHTa KauecTBa, BBISBICHHBIE B JTOMN
pabote, sBISETCS CTOMMOCTh pabodero BpemeHHU. OlleHHBas HEAOCTAaTKH CUCTEMBbI
MEHEPKMEHTa KauyeCTBa, PEeCHOHJICHTHI BHIPA3UINU MHEHHE, YTO WH(OpPMAlUd O BHEAPEHUU
ISO B opranuzanuu HeJOCTaTOYHO.
KiroueBble cjioBa: KauecTBO, BbICIINE YueOHbIE 3aBeieHus, [SO.
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