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HOBATOPCBLKWI MIIXIJ Y NIABUIEHHI SIKOCTI HAJIAHHS
IHTETPOBAHMX MOCJIVT CHOKABAYAM

Anomauia. Y Ooauiti cmammi 00CRi0HCEHO HOBAMOPCHLKUL NIOXi0 w000 NIOBUWEHHS AKOCMI HAOAHHSA
NOCAy2 CHOXNCUBAYAM, SIKI IDYHMYIOMbCA HA €6PONEUCHKUX cmanHoapmax ma npuuyunax. Pospobneno
MemoOuyHUU NIOXIO 00 OYIHKU AKOCMI HAOAHHS THMESPOBAHUX NOCIYE CHONCUBAUAM OP2AHAMU MICUEB020
camogpsoysanus. lloxkazana yinecnpamMosanicms po3poOKU CUCmeMU MeHeONCMeHmy SKOCMI HAOAHHS
iHmezpogaHux nociye cnoxcusawam 6 Ykpaiwi, ska Oazyemvcs na cmandapmax cepii 1SO 9001: 2001.
Jlosedeno, wo cyyacha cucmema YHpAGLiHHA AKICMIO NOMPeOYE CUCMEMHUX 3MiH, AKI NOGUHHI Oymu
MAKCUMANIbHO ~ NpO30pUMU ~ MaA  IPYHMYBAMUCA — HA  €8poneucbkux  yinnocmax.  Peanizayia
KNIEHMOOPIEHMOBAHO20 NIOX00Y 8 CUCMEeMI pe2yNo8aHHs CMBOPUMb YMOBU 05l OMPUMAHHA HACENIeHHAM
KPAiHu AKICHUX, CBOEYACHUX | A0EKBAMHUX PedisiM IHMe2POBAHUX NOCTYe.
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INNOVATIVE APPROACH TO IMPROVING THE QUALITY OF
DELIVERING INTEGRATED SERVICES TO CONSUMERS

Abstract. This article explores the innovative approach to improving the quality of services delivery to
consumers based on European standards and principles. The methodical approach to assessing the quality of
delivering integrated services to consumers by local self-government bodies is developed. The purposefulness
of the development of a quality management system for delivering of integrated services to consumers in
Ukraine based on the standards of the 1SO 9001: 2001 series is shown. It is proved that the modern quality
management system requires systemic changes, which should be as transparent as possible and based on
European values. The implementation of a client-oriented approach in the regulatory system will create
conditions for receiving by the population of the country qualitative, opportune and adequate to the realities
integrated services.
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IMocranoBka npodaemu. I[Ipornecu rinobamzariii Ta
iHTeTparlii CBITOBOi EKOHOMIKHM BHCYBAalOTh BHUMOTH
OO0  BIAMOBIAHOCTI  TEXHIYHHX, €KOHOMIYHHX,
COWiabHUX Ta IHHOBAliWHUX 3aralbHONPUHHATHX
CTaHJApTiB, B IEHTPI yBarm 3HAXOOUTHCSA YIOCKOHA-
JICHHS] CHCTEMH MEHEDKMEHTY SIKOCTI HaJaHHS MOCIyT
HACEJIEHHIO OpraHaMH MICLIEBOTO CaMOBpSIyBaHHS B
VYxpaiHi, sika 0a3zyeTbest Ha cTanaaprax cepii ISO 9001:
2001. YnpaBniHHA SKICTIO € OJJHIEIO 3 KIFOYOBUX (QYHK-
il MEHEKMEHTY, OCHOBHHM 3acO00M JIOCSITHEHHS Ta
MATPUMKH KOHKYPEHTOCIIPOMOYKHOCTI Oy 1b-5IKOTO TiJI-
npueMcTBa. CydacHi yMOBHM TOCIOJApIOBAaHHS BHMa-
rafoTh pO3pOOKH METOAMYHUX IMIOXOMIB IO OIlIHKH
SIKOCTI HaJaHHS IOCIYT CIOXXHMBadaM, IO JO3BOJHTH
chopMyBaTH HAyKOBO OOTPYHTOBaHY CHCTEMY OIIHKH
e(eKTUBHOCTI HalaHHS TOCIYT HACeJeHHIO B YKpaiHi
aZMIHICTPaTHBHOTO XapakTepy, fKa IPYHTYETbCS Ha
eBporieiicbkux ImiHHOCTSX. Came TOoMy mpobiema
YIPaBIiHHS SIKOCTI HAJAHHS IOCIYT HACEJICHHIO SK
CHOXKMBayaM IMX MOCIYT € aKTyaJlbHOI0, 0COOJIMBO B
yMOBax peajizanii aaMiHICTPaTUBHO-TEPUTOPIAILHOT
pedopmu B Ykpaini Ta eBpoinTerparii [7].

AHaJi3 ocTtaHHix Aochaigkensb i myOuaikamiii. YV
IpOLEC] HAITMCAHHS CTATTi aBTOpamMu OyJ0 BUBUEHO Ta
IIPOaHai30BaHO 0araTo HOPMAaTHBHO-TIPABOBUX AaKTIiB.
Barommii BHECOK y MAOCHI[UKEHHS Ta IIOIIYK iHHO-
BallifHUX MiOXOMIB MIOAO HAIaHHS SKICHHX IOCITYT
HACEJIEHHIO SK CIIOKMBAa4daM IMX MOCIYT 3pOOHIN
MPOBiAHI  BITYM3HAHI Ta  3apyODKHI  BYCHI:
B. I. 3axapuenko [2], H. B. Ky3sma [3], T. A. Makapens
[4], M. O. [Tanuenxo [6] Ta iH. AJle y BKa3aHHX poOoTax
BIICYTHIM JeTanbHHUI aHaMi3 ICHYIOYHX CHCTEM
MEHE/DKMEHTY SIKOCTI MOCIYT CTOCOBHO Cy4acHOI BiT-
YU3HSAHOI IPAKTUKHU.

IocTtaHoBka 3aBaaHHs. JlocmiauTd O3HAYCHI
HOBAaTOPCBHKI pIlIEHHS IIOAO MiABHIICHHS SKOCTI
HaJIaHHS MOCITYT HaCEJIEHHIO, sIKi IPYHTYIOThCS Ha €BPO-
MEeWChKUX CTaHIApTaxX Ta MpuHIUNax. Po3pobutn Meto-
IUYHAR MHAXIX A0 OIIHKH SKOCTI HaJaHHS IHTEr-
POBaHMX TIOCIYI HACEJEHHIO OpraHaMH MiCLEBOTO
camoBpsimyBaHHA. OOIPYHTYBAaTH IUIECIIPSIMOBAHICTh
PO3POOKKH CHUCTEeMHU MEHEKMEHTY SIKOCTI HaJaHHS
IHTErPOBAaHUX TIOCIHYr HACeNIeHHI0 B YKpaiHi, ska
0a3yeTbcs Ha ctangaprax cepii ISO 9001: 2001.

Bukiag OCHOBHOIO Martepiajy TOCTiTKeHHS.
BxomkenHs YKpaiHu B €TMHUNA €BPONEHCHKUN TIPOCTIp
BUMarae HOBAaTOPCHKOTO BHUpIIIEHHS Ipo0iIeM MiiBuU-
IIEHHS SIKOCTI HAJaHHSA IOCIYr HaceJeHHIo. 3arpo-
Ba/DKCHHS B OpraHaXx BHKOHABUOi BIaJd CHUCTEMH
ynpaBiiHHs siKicTio Ha 3acagax JCTY ISO 9001-2001 e
JIEBUM 1HCTPYMEHTOM CHPHSIHHS IiJBHUIIEHHIO edek-
TUBHOCTI IisUIPHOCTI OpraHiB BHUKOHABYOi BIAgH Ta
(opMyBaHHS TO3WTHUBHOTO IMi/Ky BIaau Cepex rpo-
MansH YKpainu, Oi3HECOBUX KUI Ta MDKHApOIHOI
CITIJIBHOTH.

ISO (ckopouenns Bif International Organization for
Standardization — MixxHapomHa opraizailist o cTaH-
naptuzariii) — cBitoBa denepallis HAIlIOHATLHUX Opra-
HIB TI0 cTaHAapTH3alii, o 00’ eauye Maibke 100 kpain-
yudacHukiB. 3 2004 poky YkpaiHa TakoX BXOIUTBH IO
ISO. OcnoBuuM 3aBaanHsM ISO € miaTpuMKa po3poOKu
MDKHapOJHUX CTaHAAPTIB, TECTYBaHHS Ta cepTHdiKalii,
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CIPSIMOBaHHUX Ha PO3BUTOK MIKHApPOIHOI TOPTiBIi
SKICHUMH [TPOJYKTAMHK Ta Hociyramu [6].

Mixnapomauii mocBix 3acrocyBanas CYS (cuc-
TeMa YIPaBIiHHA SKICTIO) Y JEp)KaBHHUX OpraHax it
JOCSITHEHHSI PIBHA HAJIS)KHOTO YIPABIIHHS JOBEICHUH
npuknagamu. 3okpema, CYSl BiamoBimHO M0 MiXHA-
poasoro crauaapty ISO 9001 edexruBHO (yHKIIOHYE
B OpraHax Jep)>KaBHOTO YNPaBIIHHS OUIBIIOCTI KpaiH
€C. B Sfnonii CY$ 3anpoBamxena maibke y 90%
MYHIIMITAIBHUX OPTaHiB.

lonoBHUMY LIsIMEM BUKOpUCTaHHS cTanaapty 1SO
9001 €:

- HaJaHHs] CIIOKMBAayaM BIIEBHEHOCTI y TOMY, IO
opraHizamisi 3maTHa CTaOUTPHO 3aJOBOJBHATH  iX
BUMOTH;

- HaJJaHHSA KepPiBHUIITBY OpTaHi3aIlii BIEBHEHOCTI Y
TOMy, IO BOHA 3JaTHa CTaOUIBHO 3aJ0BOJBHATH
BHUMOTH CIIOXKHMBAYiB;

- HaJIaHHJ MpaLiBHUKAaM OpraHizallii BIIEeBHEHOCTI y
TOMYy, 10 BOHU YITKO, SKICHO Ta B MOBHOMY 00Cs3i
BHUKOHYIOTh CBOI OOOB’SI3KM Ta MMOCTaBJICHI 3aBJIaHHS
[8].

T'onosna Bumora crangapty [SO 9001:

Juis ycix BHIIB NiSTIBHOCTI, SIKi BIDIMBAIOTH Ha
SIKICTB TIOCITYT 1 3aI0BOJICHICTh CIOXXHBAYiB, TOBUHHO
OyTH BU3HAYCHO:

- XTO BUKOHYE;

- K BUKOHYE (3 TOTPiOHUM piBHEM AeTai3aiii);

- AIK Y3TO/KEHE 3 IHIIAMU BHIAMH JiSUTBHOCTI;

- SIK QHAJI3YEThCS Pe3yJbTaTHBHICTh Ta BIUIUB Ha
JOCSATHEHHS LiJICH opraHizariii;

- SIK MIJTBEPKYETHCSI BUKOHAHHS (32 MOTPEOu).

Pesynbratn BuKOpucTaHHA craHzapry ISO 9001:
Ol eeKTUBHUN KOHTPOJIb Ta YIPABIIHHS; 3MEH-
[IEHHS KIJBKOCTI MOMMJIOK; IMiABHINEHHS 3a70BOJIE-
HOCTI CIOXKMBaUiB; 3MCHIICHHA Hee()EeKTUBHUX BHUTpPAT
(Y T. 4. BUTpAT Yacy); HOKpaIIaHHs iMiJDKy OpTaHi3allii;
T ABUINCHHS 3aJJ0BOJICHOCTI repcoHaiy [9].

3arnpoBaKeHHS ITyOIIYHHUX MOCIYT Y AEPKABHOMY
CEKTOpi BHMAara€ BiJl JEp:KaBHUX CIIy>KOOBI[IB BMIiHHS
3MIHCHIOBATH aHAN3 IIOJNITHKH, CTpaTeriyHe IUIaHy-
BaHHs1, PO3POOJICHHS IIPOTrpaM, iX yIpaBJiHHS Ta OLiHIO-
BaHHs. [loTpiOHO mMOOyayBaTu cucTeMy YIpaBIliHHS
SKICTIO, $iKa cTabinpHO 3a0e3nevyBaTHMeE SIKICHUIA
pe3ysbTaT He3ale)KHO BiJi HOPMATHBHHUX, KaJPOBHX
3MiH, 3MiH Ha pUHKY Tomo. Lle o3Havae, mo BOHA Mae
OyTH YyTJIMBOIO J0 3MiH 1 BYaCHO aJanTyBaTHCS 3aUIs
3a0e3nedeHHst SIKOCTi cBOro mpoaykry. Came ToMmy,
BUBYHMBIIHN €BPONEHCHKUH TOCBIJI, 3 METOIO ITiJBUIIIEHHS
SIKOCTI HaJlaHHSA MOCIYT HOBaTOPCHKMM DILICHHSIM €
BUKOPHCTAaHHS 1HTETPOBAHMX MOCIYT HACENCHHIO, SIKi
IPYHTYIOTbCS Ha €BPOINEHCHKMX TNPHHIMIAX Ta MiX-
HApOJHUX CTaHAapTax skocti [1].

[HTerpoBani mocayrm — Ie CyKyNHICTh HaJaHHS
COLlIabHUX TOCIYT, aIMIHICTpPaTHBHUX MOCIyT Ta
TIOCITYT 3BepHEHb, 3aIUTIB Ta TUCTyBaHHA. Ha choromHi
B OaraTpox MicTax YKpaiHu 3a miaTpuMku €C BiAKpHUTI
LleHTpu IHTErpOBaHMX MOCIYr 3 HAIaHHSI MOCIYT
HACEJICHHIO €BPOMNCHCHKOI SKOCTi. ['0OJIOBHUN TPUHIIMIT
— 90% mocnyr mig “omHuMm maxom”. [lpuHIun case
management, SIKMH 3alpoBaJKEHO y LEHTpi, - Le
CyNpoBiJ KiieHTa (axiBueM 3 MOMEHTY BHUSBIICHHS
npobiemu 10 ii moBHOro pimteHHs. Y poOoTi LEHTpY



TaKOX BPaxyBaJl BUMOTH MICHKOI BJIaJI! IIOJI0 BIAKPH-
TOCTI poOOTH: MPUMINICHHsS 00JaJHAHO BiJEOCIIOCTE-
peXeHHIM, 00 MiHIMI3yBaTH KOPYHIIIHHUN pU3HK Ta
YHHUKaTH KOH(IIKTHUX CUTYAIlild, HAJIar0JHKEHO CUCTEMY
HaJIaHHS IIOCTYT 0co0aM 3 iHBaiJHICTIO Ta HA IOMY.

Buxonsamn 3 0O3HAa4YEHOTO, SKICTh IHTETPOBAHUX
MOCITYT — [Ie CYKYTHICTh BJIaCTHBOCTEH, 1110 BU3HAYAIOTh
1l IPUAATHICTh 33J0BOJILHATH IHIUBIAYaIbHI MOTPEOU
KOHKPETHOTO croxwuBada. [Ippyomy B nux BiacTu-
BOCTSIX BiZIOOpa)kaeThcsl IHTErpauis SKICHOIO BHKO-
HAHHS MOCIYTH Ta OCOOMCTOr0 OOCITyrOBYBaHHS CIIO-
KHBaya.

Opranizarmis, sKa HaJla€ iHTETPOBaHI MOCIYTH, Ma€e
MIPOBAAUTH MIPAKTHUKY TIOCTIIHOTO OIIHIOBAHHS 1 BU3HA-
YeHHS CTYICHSA 3a/J0BOJICHOCTI TOTped CHOXKMBaya.
Heo0xigHO MpakTHKyBaTH MOCTIHHE OLIHIOBAHHS QYHK-
IIOHYBaHHSA TIPOIIECIB BHKOHAHHA IIOCIYT, IO Ja€
3MOTY BHSIBIIATH PE3€PBU MONIMIICHHS SIKOCTI TOCIYT 1
aKTHBHO X peayizoByBaTu. J{Jsi NMpOBEAEHHS TaKOTO
OLIIHIOBaHHS KEPIBHUITBY CIiJ CTBOPUTH 1 MHIiATpPHU-
MyBaTH B poOouoMy craHi iH(opmauiiHy cucremy 3i
30upaHHs 1 MOIIMPEHHS MaHWX 3 YCIX BiJNOBITHHX
moxepen. s 1boro HeoOXiMHO chOPMYBATH BUMOTH 710
SIKOCTI JTOKyMEHTallii, BIAOBITaTHHOCTI KEpPiBHUIITBA,
3000B’s13aHh KCPIBHUIITBA, MOJITHKH B Tally3i SKOCTI,
MEHEIDKMEHTY PecypciB, 3MiH, aHaJIi3y Ta IOJIIIIICHHS.

BripoBa/ukeHHS CHCTEMH MEHEIDKMEHTY SKOCT1 JO3BO-
JIUTh CUCTEMHO MiMIHTH 10 NpOOIEeMH ITiJBUIICHHS
SIKOCTI HAJaHUX IIOCTYT, BPAaXOBYIOUM pPETiOHANBHI
COLIATbHO-eKOHOMIYHI 0COOJIMBOCTI, MPUHIIUIINA PEry-
JIOBaHHSA Ta HAJAHHSA IHTETPOBAHHX IIOCIYT CIIO-
KHBayaM.
Mozenb CUCTEMH MEHEKMEHTY SIKOCTI MiANpH-
€MCTB, SIKI Ha/Ial0Th TIOCIYTH, TISUTbHICTb SIKUX PEryJIto-
€TBCSl Ha pErioHaILHOMY pIBHI 1 Opi€HTOBaHa Ha
3aJI0BOJICHICTh KIIIEHTIB, MPOLEC MOCTIHHOTO MOJIIl-
LIEHHS. CHCTEMH MEHE/KMEHTY SIKOCTI, NPOIEC MKHT-
TEBOTO IMKJIY MOCIIYTH, SIKa 3aJIy4ae B CHCTEMY SIKOCTI
KepiBHHUILITBO, YIPABIIHHA PECypcaMd i BUKOPHCTOBYE
Tpamumiai (QyHKIOII MEHEIKMEHTY, MOXXHa Tpea-
CTaBHUTH HacTymHUM grHOM (prc. 1) [10]
II0 [O3BOJSIE BPaxOBYBaTH
MTOKA3HUKHM SIKOCTI IHTETPOBAHHUX IIOCHYT, sIKi Hajaa-

OT1xe, METOIMKa,
I0ThCS  MICHEBUMHU
MOBMHHA 0a3yBaTHCA

opraHamu
Ha MDKHapOIHIH

CaMOBpsAAyBaHHA,

CHCTEMI

MeHeKMEHTY sikocti cepii ISO 9001:2001, sika gomo-
Marae BpaxoBYBaTH, IIEPIII 32 BCE, HOTPEOU KITI€HTIB, SIKi

JO03BOJIAKOTH

peaizoByBaTH

KJIIEHTOOPi€HTOBAHHIA

MiAXIT y CHCTEMi pEry/liOBaHHS, aJKe CTPHIKHEM
3YCHJIb TIOBUHHI OYTH MOTpeOu KirieHTa (puc. 2).

MocTiMHe noninweHHA AKOCTI

CycninbctBo - -

BianosiganbHicTb KepiBHWULTBA

MeHeaXmeHT
pecypcis

Bumip, aHanis,
noAinweHHA

CnoxKuBaui
(ICO9001) Ta
iHLWI
3aliKaBeHi

CTOpPOHMU

(1CO 9004)

Bumorun -

=

Mpoueck KnTTEBOrO

LMKy, NOCAYrn

=

Buxin

Mocnyrn

3agoBone-
HIiCTb

Puc. 1. Mopesb cucTeMH MeHeIKMEHTY SIKOCTi HaIaHHS IHTerpOBaHMUX MOCJIYI HACETCHHIO
(ckJIaieHO Ha OCHOBI [2; 5])
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Tpadauin
KJIAC, COPT, KaTeropis
ado po3pa, NPHCBOEHI
PI3HHM BHMOTaM 10
AKOCTI MPOJIYKILIT,
npouecip abo CHCTEM 3
OHAKOBUMH

Bumoza
norpeda ado
OUIKYBAHHS,

SIKE BCTAHOBIICHO, |~ -
3a3BpHUAil
nepeadavacTLes

ab0 € 000B'A3KOBHM 3ACTOCYBAHHAMH
A i
Y Y
HAricms Moxcausocmi
CTVIITD, 3 AKHM _ 3JATHICTH
CYKVTIHICTE oprasizauii,cHcteMu abo
BIACHUX 1IPOLIECY BHPOOIATH

XApPaKTEPHCTHR
BHKOHYE€ BUMOI'H

. MPOAYKIIKO, AKa
BLAMOBIIATHME BUMOTAM
J10 ET MPOIYKILI

~

3aoosonenicms cnoxcugayie — CPUITHATTS 3AaMOBHIKOM
CTYNEHA BHKOHAHHA ii0ro BUMOr

Puc. 2. OcHOBHI BUMOIH B rajiy3i MeHeI»KMeHTY
SIKOCTI (CKJIa/IeHO HA OCHOBI [3])

ISO 9001:2001 no3Boisie BUOUIMTA ¥ ajanTyBaTd
BHUMOTM JI0 SIKOCTI BH3HAUEHUX TOCIYT, aJDKE YiTKO
BCTAHOBIIFOE, TIEPLLI 32 BCE, OCHOBHI TEPMiHH Ta BU3HAYCHHS B
ramy3i MeHe[DKMeHTy sikocTi  (puc. 3). EdextuBHe
YIIPaBITiHHSA SKICTFO TIOCITYT MOYXe OyTH 3a0e3IeueHe MUTTXOM
CTBOPCHHS CUCTEMH MCHEDKMEHTY SIKOCTI Ha TTiIIPUEMCTBI
(puc. 3).

Kpim Toro, croromai YkpaiHa moTpeOye OCBOEHHS
TEXHOJIOTTYHOTO MEHE/PKMEHTY Ta OCBITHIX IIpOIpam B raiy3i
CHCTEM YIIPABJIHHS SIKICTIO, SIKi, 33 OIIHKAMH HE3aJICHKHIX
EKCIIePTIB, MPHHOCATH IpuoIm3Ho 2,64 noi. CLLA mpubyTky
Ha KO>KHHH BKIIaJieHui gomap [7].

BigmoBimHo 710 BUMOr  MDKHApOJHOI — CHCTEMH
MEHEIDKMEHTY SIKOCTI CIIOJKMBAUiB OIIHKA SIKOCTI 3 OOKY
33JI0BOJICHOCTI CIIOXKMBAYiB IOBHHHA BPaxOBYBATH, TIEpIII 32
BCE, SIKICTh IOCIIYTH, MICISIIPOAAXKHOTO OOCITyTrOBYBaHHSI,
aIIMiHICTDATUBHUX  BITHOCHH, SIKICTD 0COOUCTOrO
00CITyroBYBaHHS 1 JIETKOCTI IOCTyITy 10 iH(opMaltii (prc. 4).

JlaHa oOIliHKa JI03BOJISIE BPaxOBYBaTH TOYKH 30Dy
MOCTAYAIIbHUKA 1 CIIOKMBAYA Ha I[HHICTH TOCTYTH (pHC. 5)
[6].

Taxum YrHOM, TSt OIIHKH €EKTUBHOCTI YMOB HaJTAHHS
IHTETPOBAHMX  MOCIHYr  JIOLUIBHO  BHUKOPHUCTOBYBATH
TOKa3HUKA SIKOCTI 1 PO3paxoBaHMKA Ha 1X OCHOBI
IHTErpaybHU TIOKAa3HUK, SKUH BKIFOYAETBECS B CHCTEMY
MEHEIDKMEHTY sikocTi miampuemcta SO 9001: 2001 sk
IHAMKaTop e(EeKTHBHOCTI YNPABIiHHA CHUCTEMOIO HaJlaHHs

nociyr [5].
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[liHHICTH MOCTYTH B OYaX CTOXHBa4a (HACETICHHS)
3pOCTa€ 3a PaxyHOK I[IHHOCTI CIIPUHHSATTS CIIOKHMBAda,
TOMY OIliHKa aJMiHICTPaTUBHHX BIIHOCHH — BiIHO-

LIEHHS MK
mocayr  (LIIIT)

CIIO’KMBadYaMH

MiANPUEMCTBAMHU-TIOCTAYATbHUKAMH
Ta OpraHamu
COLIANBHOTO 3aXUCTY HACEIEHHs, OLliHKAa KOMEPIIIHHNX
BITHOCHH — ()IHAHCOBO-CKOHOMIYHHMX BIJHOCHH MIiXK

Ta

nocradyaJlbHUKaMH

KJIIFOYOBOIO B O4ax CIIOKHBaya.

BJIAJIN,

oCIyr

Cucmena —

B3ACMOTIOUHY SACMCITIB

CYKNHHICTH B3AEMONOB'3AHKX |

Meueonesenm
CKOOPAMHOBAHA AAILHICTb 1O
KCPIBHHAITBY Td NTIPABIIHIIO
OpraHI3aIiEen

Kepisuumao
rpyna poGiThukin, siki
S AIACHIOTE NONTHRY
ASALHOCTL Td VIPABIISA
OpraHiamen
il BHILOMY PiBHI

l

Cremenma Menedxenmy.

Ta wifeli Ta JOCATHEHHA LHX
uiaci

CHCTeMa 1714 PO3POOKIL NOTITHEIL

|

Cucmesa sened wenmy
aKocmi
CHCTEMA MCHC DKMEHTY 1711
KepIBHHLTEA TA YTIPABTHAA
OprAMiZACIO CTOCOBIO
aKoeT

et

Meuconcsienn sicocni
CKOOPAMHOBANA AISILHICTE
TIO KEPIBHHUTBY Ta
VIIPaBIIHHIO OPTaHIHLIER
CTOCOBIIO SIKQCTI

Vnpaexiuna axicmio —
YACTHHA MCHC,UKMCHTY AKOCTI,

HAUPAB.ICHA HA BHKOHAHH
BHMOr A0 5KOCTE

!

Toximuxa 6 2aavsi akocmi:
JralbHi HAMIPH Ta HATIPAMKH
AiBHOCT Oprauisauil B raaysi
sxocTi, oqiuiiHo
cthopmy TeoBaH] BHIINT
KCPIBHULIBOM

i

Mema ¢ eaqysi srocmi
Te. Horo A0GuBarThCA abo 10
HOTO MPATHYTh B TATYH AKOCTI

Hociniiine noinuenns —
TIOBTOPIOBAHA JiATEHICTE 10
3OLIBIIEHHIO 33ATHOCTE
BUKOHYBATH BHMOIH

I

Fpexm eupoduagnea —
KiHUEBHIT MIICYMOK. OCTaHHi
PesyALTAT BHPOGHAHOT
AiATBHOCT

Sabesnewenua aKocmi —
MACTHHA MCHELAMCHTY SKOCTI,
HANPARICHA HA CTROPCHIH
BIEBHEHOCTI. O BAMOTH 10
HKOCTI BV AVTh BIUKOHAHI

Hosirauensis Rkocni
HACTHHA MCHCIKMCHTY SKOCTI,
HATPABTCHA HA 2DibLICHHT
2IQTHOCTI BUKOHATH BIDOTH
70 sReeTi

2

,’/

Pesyavmamueiicms
CTYTiHB peatizauil

|

7aTIAHOBAHOI TiATBHOCTI Ta
JOCATHEHHA aTUIAHOBAHIIX

Fhexmuenicmy
3BM30K MK HOCHIHCHHAM
PC3YIIBTATIE 18 BUKOPHE FAHHMH
peeypeavn

OpraHamu

PC3YILTATIB

Puc. 3. OCHOBHi OHSATTS BiTHOCHO MeHEKMEHTY
SIKOCTi HaJaHHA IHTerpOBAHUX NMOCAYT (CKJIAEHO
Ha OCHOBI [4])

BucnoBxku i nepcneKTUBU NoAAJbLIINX
JocailkeHb Yy naHomy Hampsimi. CydacHa cuctema
VIPaBIiHHS SIKICTIO TOTpe0ye CHCTEMHHX 3MiH, SKi
MOBUHHI ~ OyTH  MakCHMaJbHO  TPO3OPHMH  Ta
IPYHTYBaTHCSi ~ Ha  €BPONEWCHKMX  I[IHHOCTSX.
IpencraBneHuii METOUYHUI MIAXIT 10 OLIHKA SIKOCTI
HaJJaHHS IHTErPOBaHUX MOCIYT CHOXKHBauaM OpraHamMu
MICIIEBOTO CaMOBDSIIyBaHHsI J03BOJISIE BPaxXOBYBAaTH
MOKa3HUKH SIKOCTI [TOCJIYT HACEJICHHIO, 110 0a3y€eThCs HA
MDKHaApOJHIN cHCTeMi MEHEDKMEHTY sIKocTi cepii ISO
9001:2001, sixa nomomarae BpaxOBYBaTH, IEpII 3a BCE,
norpedu KiieHTiB. TakuM YHHOM, HOBaTOPCHKUM
PIIICHHSM € peaizalist KIIEHTOOPIEHTOBAHOTO IiIXOIY
B CHCTEMI PpEryJIIOBaHHS, SKa CTBOPIOE YMOBH IS
OTPUMaHHS HaCEJICHHSIM KpaiHM SKiCHUX, CBOEYACHHUX 1
aJIeKBaTHUX PeajisiM Ta €EBPOCTaHIApTaM iHTETPOBAHUX
TIOCITYT.



Sxicte mocayr — 12

— SxicTh mEpEANPOAAKHOI MATPUMKH — 15

T . } — - BaxnusicTs,
[inmicts — SIkicTh mCIANPOAAKHOrO O0CTyroByBaHHI — 35 (BaroMicTs,
B HAZlaHH1 . .

TIOCJIYT JJIs I.IlHHlCTb) 3
i — SIKiCTh aAMIHICTPATUBHUX BIAHOCHH — 8 TOYKH 30py
crioxkuBaua,%

- SlxicTe ocobuctoro obciayropysanHs — 20

e Jlerkicte moctymy mo indopmargi — 10

Puc. 4. I'padiyHe ysiBJiIeHHSI METOAUKH OLIHKHU SIKOCTi MOCJYTH 3i CTOPOHU

cnoxuBauis 3rigdo 3 1SO 9000:2000

A
Touku 30py nocTavyanbHMKa (LIIM) Ta cnoxkmBaya (HaceneHHs)

/\

Mpouec noctayanbHUKaA Mpouec cnoXuneaya

LiHHicTb A

[nsA ueHTpy iHTerpoBaHUX nocnyr [na HaceneHHn

v

Yac

A. 3 Touku 30py nocradasbHuka (LIIIT):
Vi — BTpaTH LiHHOCTI Yepe3 HeePeKTUBHICTE IIPOIIECY;
Vs — LiHHICTH ITOCAYTH.
B. 3 Touku 30py croxkuBaya (Kai€HTA):
V. — LiHHICTB ¥ CIPpUUHATTI crloXKHUBa4a;
AV — pi3HUIIA MiXK IIHHICTIO IIOCAYTH i IIIHHICTIO B CIPUMHATTI CIIOXKHBa4a;
V. — LIiHHICTH, 9Ky CHOXXHBa4 4Y€KaB, aAr€ HE OTPHUMaB BiJ ITOCTa4YaAbHHUKA.
B. CymapHi BUTpaTu npoliecy JOpPiBHIOIOTEL Vs + Vi.
I'. Cymapsi BUTpaTH, gKi He 30iABUIYIOTE IIHHICTD IPOAYKIIil, JOPiBHIOIOTE Vi + AM:
Ve — BUTpaTH CIOXHBada Ha IIPOLIEC CTBOPEHHS JOAATKOBUX I[iHHOCTEH.
Puc. 5. Moaeab piBHSI 32/10B0JI€HOCTI HaceJIeHHS (CMOKUBAYA) MOCTYTaMH MOCTAYAJLHUKA (LEHTPY
IHTerpoBaHNX MOCJIYT)
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