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ɍ ɳɟ ɛɿɥɶɲɨɦɭ ɫɬɭɩɟɧɿ ɛɿɯɟɜɿɨɪɢɫɬɢɱɧɢɣ ɚɫɩɟɤɬ ɛɭ-
ɯɝɚɥɬɟɪɫɶɤɨɝɨ ɨɛɥɿɤɭ ɩɪɨɹɜɥɹɽɬɶɫɹ ɩɪɢ ɪɨɡɝɥɹɞɿ ɩɪɨ-
ɰɟɫɭ ɩɿɞɝɨɬɨɜɤɢ ɿ ɜɢɤɨɪɢɫɬɚɧɧɹ ɞɚɧɢɯ ɡ ɩɨɡɢɰɿʀ ɫɩɨɠɢ-
ɜɚɱɚ ɿɧɮɨɪɦɚɰɿʀ. ɍ ɬɟɨɪɿʀ ɩɪɢɣɧɹɬɬɹ ɪɿɲɟɧɶ ɫɮɨɪɦɭ-
ɥɶɨɜɚɧɟ ɩɨɧɹɬɬɹ "ɩɿɡɧɚɜɚɥɶɧɨʀ ɫɤɥɚɞɧɨɫɬɿ" ɞɚɧɢɯ 
(ɫɨgɩitive ɫɨɬɪlexity). Ɇ. Ⱦɪɚɣɜɟɪ ɿ Ⱦɠ. Ɇɨɤɤ ɜɢɡɧɚɱɚ-
ɸɬɶ ɞɜɿ ɯɚɪɚɤɬɟɪɧɿ ɫɤɥɚɞɨɜɿ ɰɶɨɝɨ ɩɨɧɹɬɬɹ: ɨɛɫɹɝ ɞɚ-
ɧɢɯ, ɳɨ ɜɢɤɨɪɢɫɬɨɜɭɸɬɶɫɹ ɿ ɫɬɭɩɿɧɶ ɮɨɤɭɫɭɜɚɧɧɹ ɧɚ 
ɦɨɠɥɢɜɢɯ ɪɿɲɟɧɧɹɯ ɩɪɨɛɥɟɦɢ [2]. 

Ɉɞɧɚ ɫɤɥɚɞɨɜɚ ɜɢɡɧɚɱɚɽ ɨɛɫɹɝ ɞɚɧɢɯ, ɳɨ ɧɟɨɛɯɿɞɧɿ 
ɦɟɧɟɞɠɟɪɨɜɿ ɞɥɹ ɜɢɪɿɲɟɧɧɹ ɬɨʀ ɱɢ ɿɧɲɨʀ ɩɪɨɛɥɟɦɢ; ɨɞɢɧ 
ɜɢɦɚɝɚɽ ɦɚɤɫɢɦɚɥɶɧɨ ɦɨɠɥɢɜɢɯ ɞɚɧɢɯ, ɞɪɭɝɢɣ ɯɨɱɟ ɨɞɟ-
ɪɠɚɬɢ ɥɢɲɟ ɨɛɦɟɠɟɧɢɣ ɨɛɫɹɝ ɿɧɮɨɪɦɚɰɿʀ. ȱɧɲɚ ɫɤɥɚɞɨɜɚ 
ɪɨɡɪɿɡɧɹɽ ɤɨɪɢɫɬɭɜɚɱɿɜ, ɳɨ ɨɪɿɽɧɬɭɸɬɶɫɹ ɧɚ ɨɫɦɢɫɥɟɧɧɹ 
ɬɚ ɩɪɢɣɧɹɬɬɹ ɨɞɧɨɝɨ ɰɿɥɤɨɦ ɩɟɜɧɨɝɨ ɪɿɲɟɧɧɹ ɿ ɳɨ ɜɿɞɞɚ-
ɸɬɶ ɩɟɪɟɜɚɝɭ ɳɨɞɨ ɩɪɨɜɟɞɟɧɧɹ ɫɤɥɚɞɧɨɝɨ ɛɚɝɚɬɨɚɫɩɟɤɬ-

ɧɨɝɨ ɚɧɚɥɿɡɭ ɿɡ ɧɚɫɬɭɩɧɢɦ ɜɢɛɨɪɨɦ ɪɿɲɟɧɧɹ ɡ ɞɟɤɿɥɶɤɨɯ 
ɚɥɶɬɟɪɧɚɬɢɜɧɢɯ. Ɉɬɠɟ, ɦɨɠɧɚ ɜɢɞɿɥɢɬɢ ɱɨɬɢɪɢ ɬɢɩɢ ɫɬɢ-
ɥɸ ɩɨɜɟɞɿɧɤɢ ɜ ɭɩɪɚɜɥɿɧɫɶɤɨɦɭ ɩɪɨɰɟɫɿ (ɬɚɛɥ.1). 

Ɂ ɩɨɡɢɰɿʀ ɛɭɯɝɚɥɬɟɪɚ (ɚɭɞɢɬɨɪɚ, ɚɧɚɥɿɬɢɤɚ) ɜɚɠɥɢɜɨ 
ɡɧɚɬɢ, ɳɨ ɬɚɤɿ ɫɬɢɥɿ ɿɫɧɭɸɬɶ, ɿ ɧɚɦɚɝɚɬɢɫɹ ɜɢɡɧɚɱɢɬɢ, ɞɨ 
ɹɤɨɝɨ ɡ ɧɢɯ ɛɥɢɠɱɟ ɤɟɪɿɜɧɢɰɬɜɨ ɞɚɧɨʀ ɤɨɦɟɪɰɿɣɧɨʀ ɨɪɝɚ-
ɧɿɡɚɰɿʀ ɚɛɨ ɩɨɬɟɧɰɿɣɧɢɣ ɫɩɨɠɢɜɚɱ. ʈɪɭɧɬɭɸɱɢɫɶ ɧɚ ɰɶɨ-
ɦɭ, ɦɨɠɧɚ ɩɪɢɣɦɚɬɢ ɪɿɲɟɧɧɹ ɩɪɨ ɨɛɫɹɝ ɡɜɿɬɧɢɯ ɞɚɧɢɯ, 
ɫɬɭɩɟɧɹ ʀɯ ɫɬɪɭɤɬɭɪɭɜɚɧɧɹ, ɚɝɪɟɝɭɜɚɧɧɹ ɿ ɚɧɚɥɿɬɢɱɧɨɫɬɿ, 
ɧɚɹɜɧɨɫɬɿ ɚɥɶɬɟɪɧɚɬɢɜɧɢɯ ɜɚɪɿɚɧɬɿɜ, ɜɢɞɿɥɟɧɧɹ ɬɚ ɪɚɧ-
ɠɭɜɚɧɧɹ ɜɢɡɧɚɱɚɥɶɧɢɯ ɮɚɤɬɨɪɿɜ ɬɨɳɨ. Ɂɪɨɡɭɦɿɬɢ ɩɫɢ-
ɯɨɥɨɝɿɸ ɤɟɪɿɜɧɢɤɚ, ɡɧɚɣɬɢ ɨɩɬɢɦɚɥɶɧɭ, "ɡɨɥɨɬɭ" ɫɟɪɟɞɢ-
ɧɭ ɜ ɣɨɝɨ ɿɧɮɨɪɦɚɰɿɣɧɨɦɭ ɡɚɛɟɡɩɟɱɟɧɧɿ, ɜɢɤɨɧɚɬɢ ɪɨɥɶ 
ɦɨɬɢɜɚɬɨɪɚ ɣɨɝɨ ɚɧɚɥɿɬɢɱɧɨʀ ɞɿɹɥɶɧɨɫɬɿ ɿ ɫɬɚɧɨɜɢɬɶ ɨɞ-
ɧɭ ɡ ɧɟɫɩɨɞɿɜɚɧɢɯ, ɧɚ ɩɟɪɲɢɣ ɩɨɝɥɹɞ, ɚɥɟ ɞɿɣɫɧɨ ɧɟɨɛ-
ɯɿɞɧɢɯ ɡɚɜɞɚɧɶ ɹɤ ɛɭɯɝɚɥɬɟɪɚ, ɬɚɤ ɿ ɚɭɞɢɬɨɪɚ. 

 
Ɍɚɛɥɢɰɹ  1 .  ɋɬɢɥɶ ɩɨɜɟɞɿɧɤɢ ɜ ɭɩɪɚɜɥɿɧɫɶɤɨɦɭ ɩɪɨɰɟɫɿ 

 

Ɍɢɩ Ɉɛɫɹɝ  ɞɚɧɢɯ, ɳɨ ɜɢɤɨɪɢɫɬɨɜɭɸɬɶɫɹ ɋɬɭɩɿɧɶ ɮɨɤɭɫɭɜɚɧɧɹ 

Ɋɿɲɭɱɢɣ 
Ƚɧɭɱɤɢɣ 

ȱɽɪɚɪɯɿɱɧɢɣ 
ȱɧɬɟɝɪɨɜɚɧɢɣ 

Ɇɿɧɿɦɚɥɶɧɢɣ 
Ɇɿɧɿɦɚɥɶɧɢɣ 

Ɇɚɤɫɢɦɚɥɶɧɨ ɦɨɠɥɢɜɢɣ 
Ɇɚɤɫɢɦɚɥɶɧɨ ɦɨɠɥɢɜɢɣ 

Ɉɞɧɟ ɪɿɲɟɧɧɹ 
Ȼɚɝɚɬɨ ɚɥɶɬɟɪɧɚɬɢɜ 
Ɉɞɧɟ ɪɿɲɟɧɧɹ 

Ȼɚɝɚɬɨ ɚɥɶɬɟɪɧɚɬɢɜ 

 
ȼɿɞɡɧɚɱɢɦɨ, ɳɨ ɧɚ ɜɿɞɦɿɧɭ ɜɿɞ ɛɭɯɝɚɥɬɟɪɚ ɚɭɞɢɬɨɪ 

ɩɟɪɟɛɭɜɚɽ ɜ ɳɟ ɛɿɥɶɲ ɫɤɥɚɞɧɿɣ ɩɨɡɢɰɿʀ, ɨɫɤɿɥɶɤɢ ɣɨɦɭ ɡ 
ɧɟɨɛɯɿɞɧɿɫɬɸ ɞɨɜɨɞɢɬɶɫɹ ɜɪɚɯɨɜɭɜɚɬɢ ɩɫɢɯɨɥɨɝɿɱɧɿ ɨɫɨ-
ɛɥɢɜɨɫɬɿ ɹɤ ɛɭɯɝɚɥɬɟɪɿɜ, ɡ ɹɤɢɦɢ ɧɟɨɛɯɿɞɧɨ ɜɡɚɽɦɨɞɿɹɬɢ 
ɜ ɯɨɞɿ ɩɟɪɟɜɿɪɤɢ, ɬɚɤ ɿ ɡɚɦɨɜɧɢɤɿɜ ɚɭɞɢɬɭ. 

ɓɟ ɨɞɧɿɽɸ ɡɦɿɧɧɨɸ, ɳɨ ɯɚɪɚɤɬɟɪɢɡɭɽ ɩɫɢɯɨɥɨɝɿɱɧɢɣ 
ɚɫɩɟɤɬ ɩɪɨɰɟɫɭ ɝɟɧɟɪɭɜɚɧɧɹ ɿɧɮɨɪɦɚɰɿʀ, ɽ ɧɚɥɟɠɧɿɫɬɶ 
ɦɟɧɟɞɠɟɪɚ, ɛɭɯɝɚɥɬɟɪɚ, ɚɭɞɢɬɨɪɚ ɞɨ ɬɨɝɨ ɚɛɨ ɿɧɲɨɝɨ 
ɩɫɢɯɨɥɨɝɿɱɧɨɝɨ ɬɢɩɭ ɨɫɨɛɢɫɬɨɫɬɿ. ɐɹ ɿɞɟɹ ɪɨɡɜɢɜɚɽɬɶɫɹ 
ɜ ɪɨɛɨɬɚɯ ɬɚɤɢɯ ɭɱɟɧɢɯ, ɹɤ Ʉ.ɘɧɝ, ȱ.Ȼɪɢɝɫ-Ɇɚɣɽɪɫ, 
Ⱦɠ.Ʉɨɡɟɥɟɰɤɢ, Ƚ.Ʌɨɭɪɟɧɫ, Ⱥ.Ɇɚɫɥɨɜ ɿ ɿɧ. ȱɫɧɭɸɬɶ ɪɿɡɧɨ-
ɦɚɧɿɬɧɿ ɩɫɢɯɨɥɨɝɿɱɧɿ ɬɢɩɢ. Ɂ ɩɨɡɢɰɿʀ ɪɨɡɝɥɹɧɭɬɨʀ ɩɪɨɛɥɟ-
ɦɢ ɿɧɮɨɪɦɚɰɿɣɧɨ-ɚɧɚɥɿɬɢɱɧɨɝɨ ɡɚɛɟɡɩɟɱɟɧɧɹ ɩɪɨɰɟɫɭ 
ɭɩɪɚɜɥɿɧɧɹ ɿ ɩɪɨɜɟɞɟɧɧɹ ɚɭɞɢɬɨɪɫɶɤɨʀ ɩɟɪɟɜɿɪɤɢ ɧɚɣɛɿ-
ɥɶɲɢɣ ɿɧɬɟɪɟɫ ɩɪɟɞɫɬɚɜɥɹɸɬɶ ɧɚɫɬɭɩɧɿ ɚɥɶɬɟɪɧɚɬɢɜɧɿ 
ɜɚɪɿɚɧɬɢ ɿɧɞɢɜɿɞɭɚɥɶɧɢɯ ɜɥɚɫɬɢɜɨɫɬɟɣ ɩɫɢɯɿɱɧɨʀ ɫɢɫɬɟ-
ɦɢ: ɪɟɚɤɬɢɜɧɿɫɬɶ – ɩɪɨɚɤɬɢɜɧɿɫɬɶ, ɩɨɦɿɪɤɨɜɚɧɿɫɬɶ – ɿɧɬɭ-
ʀɬɢɜɧɿɫɬɶ, ɿɧɬɪɨɜɟɪɬɢɜɧɿɫɬɶ – ɟɤɫɬɪɚɜɟɪɬɢɜɧɿɫɬɶ, ɫɯɢɥɶ-
ɧɿɫɬɶ ɞɨ ɪɢɡɢɤɭ – ɧɟɫɯɢɥɶɧɿɫɬɶ ɞɨ ɪɢɡɢɤɭ, ɩɪɚɝɧɟɧɧɹ ɞɨ 
ɞɨɫɹɝɧɟɧɧɹ ɭɫɩɿɯɭ – ɩɪɚɝɧɟɧɧɹ ɭɧɢɤɧɭɬɢ ɧɟɜɞɚɱɿ. 

ɇɚɥɟɠɧɿɫɬɶ ɦɟɧɟɞɠɟɪɚ ɞɨ ɬɨɝɨ ɱɢ ɿɧɲɨɝɨ ɬɢɩɭ ɦɨɠɟ 
ɧɚɤɥɚɞɚɬɢ ɡɧɚɱɧɿ ɧɟɮɨɪɦɚɥɶɧɿ ɨɛɦɟɠɟɧɧɹ ɧɚ ɫɤɥɚɞ ɿ 
ɫɬɪɭɤɬɭɪɭ ɧɚɞɚɧɢɯ ɣɨɦɭ ɨɛɥɿɤɨɜɨ-ɚɧɚɥɿɬɢɱɧɢɯ ɞɚɧɢɯ, ɡ 
ɹɤɢɦɢ ɧɚɞɚɥɿ ɞɨɜɨɞɢɬɶɫɹ ɩɪɚɰɸɜɚɬɢ ɚɧɚɥɿɬɢɤɚɦ ɿ ɚɭɞɢ-
ɬɨɪɚɦ. Ɍɚɤ, ɤɟɪɿɜɧɢɤɢ, ɫɯɢɥɶɧɿ ɞɨ ɩɪɨɚɤɬɢɜɧɢɯ ɞɿɣ, ɳɨ 
ɞɨɫɢɬɶ ɜɿɥɶɧɨ ɨɪɿɽɧɬɭɸɬɶɫɹ ɜ ɫɤɥɚɞɧɢɯ ɫɢɬɭɚɰɿɹɯ, ɹɤ 
ɩɪɚɜɢɥɨ, ɜɿɞɪɿɡɧɹɸɬɶɫɹ ɝɚɪɧɨɸ ɥɨɝɿɤɨɸ, ɡɞɚɬɧɿɫɬɸ ɿ ɩɪɚ-
ɝɧɟɧɧɹɦ ɞɨ ɚɧɚɥɿɡɭ, ɬɨɦɭ ɦɚɸɬɶ ɩɨɬɪɟɛɭ ɜ ɨɛ'ɽɦɧɿɣ, 
ɞɨɛɪɟ ɫɬɪɭɤɬɭɪɨɜɚɧɿɣ ɿɧɮɨɪɦɚɰɿʀ. Ȳɯ ɧɟ ɥɹɤɚɸɬɶ ɚɥɶɬɟɪ-
ɧɚɬɢɜɧɿ ɜɚɪɿɚɧɬɢ ɞɿɣ, ɳɨ ɧɚɜɨɞɹɬɶɫɹ ɭ ɡɜɿɬɚɯ, ɡɚɫɬɨɫɭ-

ɜɚɧɧɹ ɜ ɚɧɚɥɿɬɢɱɧɢɯ ɪɨɡɪɚɯɭɧɤɚɯ ɞɨɫɢɬɶ ɫɤɥɚɞɧɢɯ ɚɥ-
ɝɨɪɢɬɦɿɜ ɿ ɦɟɬɨɞɿɜ. 

Ɍɚɤɢɦ ɱɢɧɨɦ, ɩɪɨɰɟɫ ɜɢɪɨɛɧɢɰɬɜɚ ɿ ɫɩɨɠɢɜɚɧɧɹ ɿɧ-
ɮɨɪɦɚɰɿʀ ɹɤ ɧɟɨɛɯɿɞɧɢɣ ɟɥɟɦɟɧɬ ɭɩɪɚɜɥɿɧɫɶɤɨɝɨ ɰɢɤɥɭ 
ɜɡɚɝɚɥɿ ɬɚ ɚɭɞɢɬɨɪɫɶɤɨʀ ɩɟɪɟɜɿɪɤɢ ɡɨɤɪɟɦɚ ɩɟɪɟɛɭɜɚɽ ɜ 
ɩɟɜɧɿɣ ɡɚɥɟɠɧɨɫɬɿ ɜɿɞ ɩɫɢɯɨɥɨɝɿɱɧɢɯ ɨɫɨɛɥɢɜɨɫɬɟɣ ɨɫɿɛ, 
ɳɨ ɛɟɪɭɬɶ ɭɱɚɫɬɶ ɜ ɭɩɪɚɜɥɿɧɧɿ ɤɨɦɟɪɰɿɣɧɨɸ ɨɪɝɚɧɿɡɚɰɿ-
ɽɸ, ɡɚɣɧɹɬɢɯ ɭ ɛɭɯɝɚɥɬɟɪɿʀ, ɳɨ ɛɟɪɭɬɶ ɭɱɚɫɬɶ ɭ ɩɪɨɜɟ-
ɞɟɧɧɿ ɚɭɞɢɬɭ. Ɉɬɠɟ, ɰɟɣ ɩɪɨɰɟɫ ɦɚɽ ɩɫɢɯɨɥɨɝɿɱɧɢɣ ɜɢ-
ɦɿɪ. Ƀɨɝɨ ɧɟ ɦɨɠɧɚ ɨɰɿɧɢɬɢ ɹɤɢɦɨɫɶ ɨɤɪɟɦɢɦ ɩɨɤɚɡɧɢ-
ɤɨɦ, ɨɫɤɿɥɶɤɢ ɚɛɫɨɥɸɬɧɚ ɩɟɪɟɞɛɚɱɭɜɚɧɿɫɬɶ ɥɸɞɫɶɤɨʀ 
ɩɨɜɟɞɿɧɤɢ ɧɟɞɨɫɹɠɧɚ ɜ ɩɪɢɧɰɢɩɿ. 

ɇɟɦɨɠɥɢɜɨ ɜɢɜɟɫɬɢ ɮɨɪɦɚɥɿɡɨɜɚɧɿ ɡɚɥɟɠɧɨɫɬɿ, ɳɨ 
ɯɚɪɚɤɬɟɪɢɡɭɸɬɶ ɩɫɢɯɨɥɨɝɿɱɧɢɣ ɤɨɦɩɨɧɟɧɬ ɿɧɮɨɪɦɚɰɿɣɧɨ-
ɝɨ ɡɚɛɟɡɩɟɱɟɧɧɹ. ȼɚɠɥɢɜɨ ɡɪɨɡɭɦɿɬɢ, ɳɨ ɪɿɡɧɿ ɥɸɞɢ ɝɨ-
ɬɭɸɬɶ ɿ ɫɩɨɠɢɜɚɸɬɶ ɿɧɮɨɪɦɚɰɿɣɧɿ ɞɚɧɿ ɪɿɡɧɢɦɢ ɫɩɨɫɨɛɚ-
ɦɢ. Ɋɨɡɜɢɬɨɤ ɬɟɨɪɿʀ ɿ ɩɪɚɤɬɢɤɢ ɛɭɯɝɚɥɬɟɪɫɶɤɨɝɨ ɨɛɥɿɤɭ, 
ɚɭɞɢɬɭ ɬɚ ɚɧɚɥɿɡɭ ɛɟɡ ɞɟɬɚɥɶɧɨɝɨ ɜɢɜɱɟɧɧɹ ɪɨɡɝɥɹɧɭɬɨʀ 
ɩɪɨɛɥɟɦɢ ɧɟɦɨɠɥɢɜɨ. Ɋɨɡɪɨɛɤɚ ɜ ɫɩɿɜɞɪɭɠɧɨɫɬɿ ɿɡ ɩɫɢ-
ɯɨɥɨɝɚɦɢ ɬɟɫɬɿɜ, ɳɨ ɞɨɡɜɨɥɹɸɬɶ ɨɬɪɢɦɚɬɢ ɩɫɢɯɨɥɨɝɿɱɧɿ 
ɩɨɪɬɪɟɬɢ ɜɫɿɯ ɨɫɿɛ, ɳɨ ɛɟɪɭɬɶ ɭɱɚɫɬɶ ɭ ɩɪɨɰɟɫɿ ɭɩɪɚɜɥɿɧ-
ɧɹ, ɳɨ ɝɨɬɭɸɬɶ ɿ ɜɢɤɨɪɢɫɬɨɜɭɸɬɶ ɞɥɹ ɰɶɨɝɨ ɨɛɥɿɤɨɜɿ ɞɚɧɿ, 
ɦɨɝɥɚ ɛ ɿɫɬɨɬɧɨ ɩɿɞɜɢɳɢɬɢ ɟɮɟɤɬɢɜɧɿɫɬɶ ɹɤ ɜɥɚɫɧɟ ɚɧɚɥɿ-
ɬɢɱɧɨʀ ɪɨɛɨɬɢ, ɬɚɤ ɿ ɚɭɞɢɬɨɪɫɶɤɨʀ ɞɿɹɥɶɧɨɫɬɿ. 
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ȼ ɫɬɚɬɬɿ ɩɪɟɞɫɬɚɜɥɟɧɨ ɪɟɡɭɥɶɬɚɬɢ ɜɩɪɨɜɚɞɠɟɧɧɹ ɫɢɫɬɟɦɢ ɹɤɨɫɬɿ ɧɚ ɛɚɡɿ ɤɨɧɰɟɩɰɿʀ TQM (Total Quality 

Management) Ⱦɨɫɥɿɞɠɭɽɬɶɫɹ ɜɢɤɨɪɢɫɬɚɧɧɹ ɦɨɞɟɥɿ ɞɿɥɨɜɨʀ ɞɨɫɤɨɧɚɥɨɫɬɿ ɩɿɞɩɪɢɽɦɫɬɜɚ ȯɜɪɨɩɟɣɫɶɤɨɝɨ ɮɨɧɞɭ ɦɟɧɟɞɠ-
ɦɟɧɬɭ ɹɤɨɫɬɿ. 

Theoretical and applied methods of the quality system on the base of the TQM (Total Quality Management) conception are 
analyzed. The use of the business enterprise perfection model of the European quality management fund (EFQM) is studied. This 
model is intended for estimating enterprise activity in the quality sphere. 

 
ɉɨɫɬɚɧɨɜɤɚ ɩɪɨɛɥɟɦɢ ɭ ɡɚɝɚɥɶɧɨɦɭ ɜɢɝɥɹɞɿ. ȼ 

ɫɭɱɚɫɧɨɦɭ ɛɿɡɧɟɫɿ ɤɨɧɤɭɪɟɧɬɨɫɩɪɨɦɨɠɧɿɫɬɶ ɤɨɦɩɚɧɿʀ 
ɛɚɝɚɬɨ ɜ ɱɨɦɭ ɡɚɥɟɠɢɬɶ ɜɿɞ ɹɤɨɫɬɿ ɦɟɧɟɞɠɦɟɧɬɭ ɨɪɝɚɧɿ-
ɡɚɰɿʀ. Ɋɨɡɜɢɬɨɤ ɦɿɠɧɚɪɨɞɧɨʀ ɬɨɪɝɿɜɥɿ ɿ ɫɩɨɪɿɞɧɟɧɢɯ ʀɣ 

ɜɢɞɿɜ ɞɿɹɥɶɧɨɫɬɿ, ɠɨɪɫɬɤɚ ɤɨɧɤɭɪɟɧɬɧɚ ɛɨɪɨɬɶɛɚ ɧɚ ɜɧɭ-
ɬɪɿɲɧɶɨɦɭ ɬɚ ɡɨɜɧɿɲɧɶɨɦɭ ɪɢɧɤɚɯ ɬɚ ɿɧɲɿ ɭɦɨɜɢ ɫɩɨɧɭ-
ɤɚɸɬɶ ɩɿɞɩɪɢɽɦɫɬɜɚ ɞɨ ɩɨɲɭɤɭ ɧɨɜɢɯ, ɛɿɥɶɲ ɟɮɟɤɬɢɜ-
ɧɢɯ ɩɿɞɯɨɞɿɜ ɞɨ ɭɩɪɚɜɥɿɧɧɹ ɨɪɝɚɧɿɡɚɰɿɽɸ. ɋɶɨɝɨɞɧɿ ɚɪɫɟ-
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ɧɚɥ ɿɧɫɬɪɭɦɟɧɬɿɜ ɜɞɨɫɤɨɧɚɥɟɧɧɹ ɛɿɡɧɟɫɭ ɞɨɫɢɬɶ ɜɟɥɢɤɢɣ 
ɿ ɩɪɨɞɨɜɠɭɽ ɩɨɩɨɜɧɸɜɚɬɢɫɹ ɧɨɜɢɦɢ ɩɿɞɯɨɞɚɦɢ: ɫɬɚɧɞɚ-
ɪɬɢ ISO ɫɟɪɿʀ 9000, ɡɛɚɥɚɧɫɨɜɚɧɚ ɫɢɫɬɟɦɚ ɩɨɤɚɡɧɢɤɿɜ 
(Balanced Scorecard), ɫɬɪɭɤɬɭɪɭɜɚɧɧɹ ɮɭɧɤɰɿɣ ɹɤɨɫɬɿ 
(Qualɿty Functɿon Deployment), ɚɧɚɥɿɡ ɯɚɪɚɤɬɟɪɭ ɿ ɧɚɫɥɿɞ-
ɤɿɜ ɜɿɞɦɨɜ (Faɿlure Mode and Effect Analysɿs), ɛɟɧɱɦɚɪɤɿɧɝ 
ɬɚ ɿɧ. ɉɟɪɟɜɚɠɧɚ ɛɿɥɶɲɿɫɬɶ ɩɪɨɩɨɧɨɜɚɧɢɯ ɩɿɞɯɨɞɿɜ ɡɚ-
ɫɧɨɜɚɧɿ ɧɚ ɩɪɢɧɰɢɩɚɯ ɡɚɝɚɥɶɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ. 

Ⱥɧɚɥɿɡ ɨɫɬɚɧɧɿɯ ɞɨɫɥɿɞɠɟɧɶ ɬɚ ɩɭɛɥɿɤɚɰɿɣ. ɍ ɜɿɬ-
ɱɢɡɧɹɧɿɣ ɬɚ ɡɚɪɭɛɿɠɧɿɣ ɟɤɨɧɨɦɿɱɧɿɣ ɥɿɬɟɪɚɬɭɪɿ ɩɪɨɛɥɟ-
ɦɢ ɳɨɞɨ ɜɞɨɫɤɨɧɚɥɟɧɧɹ ɞɿɹɥɶɧɨɫɬɿ ɩɿɞɩɪɢɽɦɫɬɜɚ ɧɚ 
ɛɚɡɿ ɤɨɧɰɟɩɰɿʀ ɡɚɝɚɥɶɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɜɠɟ ɞɨ-
ɫɬɚɬɧɶɨ ɜɢɫɜɿɬɥɟɧɿ. ɇɚɣɛɿɥɶɲ ɜɿɞɨɦɢɦɢ ɽ ɩɪɚɰɿ Ɋ. Ȼɢɱ-
ɤɿɜɫɶɤɨɝɨ, Ⱥ.Ƚɥɿɱɟɜɚ, ɉ.Ʉɚɥɢɬɢ, ȼ.Ɉɝɜɨɡɞɿɧɚ, ȼ. Ɉɤɪɽɩɿ-
ɥɨɜɚ, Ɇ. ɒɚɩɨɜɚɥɚ [2; 3; 4; 8; 9; 12]. Ɋɹɞ ɩɭɛɥɿɤɚɰɿɣ, 
ɫɟɪɟɞ ɹɤɢɯ ɪɨɛɨɬɢ Ɉ.Ƚɥɭɞɤɿɧɚ, ȱ.Ʉɚɛɥɚɲɨɜɨʀ, ȼ. Ʌɚɩɿ-
ɞɭɫɚ, Ʉ. Ɋɚɦɩɟɪɫɚɞɚ, Ɉ.ɒɭɛɟɧɤɨɜɨʀ [4; 6; 10; 13], ɩɪɢ-
ɫɜɹɱɟɧɿ ɩɢɬɚɧɧɸ ɡɚɝɚɥɶɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ. ɐɟ ɫɜɿ-
ɞɱɢɬɶ ɩɪɨ ɡɪɨɫɬɚɸɱɢɣ ɿɧɬɟɪɟɫ ɞɨ ɞɚɧɨʀ ɩɪɨɛɥɟɦɚɬɢɤɢ 
ɹɤ ɭ ɡɚɪɭɛɿɠɧɢɯ ɧɚɭɤɨɜɢɯ ɤɨɥɚɯ, ɬɚɤ ɿ ɭ ɜɿɬɱɢɡɧɹɧɿɣ ɧɚ-
ɭɰɿ, ɳɨ ɩɨɜ'ɹɡɚɧɨ ɡ ɩɪɚɤɬɢɱɧɨɸ ɰɿɧɧɿɫɬɸ ɬɚ ɩɟɪɫɩɟɤɬɢ-
ɜɧɿɫɬɸ ɞɚɧɨɝɨ ɩɿɞɯɨɞɭ ɞɨ ɭɩɪɚɜɥɿɧɧɹ. 

ɐɿɥɿ ɫɬɚɬɬɿ. Ɇɟɬɨɸ ɫɬɚɬɬɿ ɽ ɜɢɫɜɿɬɥɟɧɧɹ ɩɪɚɤɬɢɱɧɢɯ 
ɡɚɫɚɞ ɤɨɧɰɟɩɰɿʀ ɡɚɝɚɥɶɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɬɚ ɜɢɡɧɚ-
ɱɟɧɧɹ ɦɨɠɥɢɜɢɯ ɧɚɩɪɹɦɤɿɜ ɜɢɤɨɪɢɫɬɚɧɧɹ ɤɨɧɰɟɩɰɿʀ ɡɚ-
ɝɚɥɶɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɜɿɬɱɢɡɧɹɧɢɦɢ ɤɨɦɩɚɧɿɹɦɢ ɡ 
ɭɪɚɯɭɜɚɧɧɹɦ ɫɜɿɬɨɜɨɝɨ ɞɨɫɜɿɞɭ. 
Ɉɫɧɨɜɧɿ ɦɚɬɟɪɿɚɥɢ ɞɨɫɥɿɞɠɟɧɧɹ. Ȼɚɝɚɬɨɪɿɱɧɢɣ ɞɨ-

ɫɜɿɞ ɩɪɨɜɿɞɧɢɯ ɤɨɦɩɚɧɿɣ ɪɨɡɜɢɧɟɧɢɯ ɤɪɚʀɧ ɫɜɿɬɭ ɫɜɿɞ-
ɱɢɬɶ, ɳɨ ɡɞɨɛɭɬɢ ɭɫɩɿɯ ɧɚ ɪɢɧɤɭ ɦɨɠɧɚ ɲɥɹɯɨɦ ɜɞɨɫɤɨ-
ɧɚɥɟɧɧɹ ɫɢɫɬɟɦɢ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ. Ɍɨɦɭ ɫɶɨɝɨɞɧɿ, ɝɨ-
ɜɨɪɹɱɢ ɩɪɨ ɹɤɿɫɬɶ, ɦɚɸɬɶ ɧɚ ɭɜɚɡɿ ɧɟ ɫɬɿɥɶɤɢ ʉɚɬɭɧɨɤ 
ɫɚɦɨʀ ɩɪɨɞɭɤɰɿʀ, ɫɤɿɥɶɤɢ ɹɤɿɫɬɶ ɮɭɧɤɰɿɨɧɭɜɚɧɧɹ ɩɿɞɩɪɢ-
ɽɦɫɬɜ ɿ ɨɪɝɚɧɿɡɚɰɿɣ, ɞɨɫɤɨɧɚɥɿɫɬɶ ʀɯ ɫɢɫɬɟɦ ɭɩɪɚɜɥɿɧɧɹ 
ɹɤɿɫɬɸ, ɧɚɰɿɥɟɧɢɯ ɧɚ ɩɨɫɬɿɣɧɟ ɫɚɦɨɜɞɨɫɤɨɧɚɥɟɧɧɹ. Ȼɿ-
ɥɶɲɿɫɬɶ ɮɿɪɦ ɫɜɿɬɭ ɜɢɤɨɪɢɫɬɨɜɭɸɬɶ ɞɥɹ ɰɶɨɝɨ ɦɿɠɧɚɪɨ-
ɞɧɿ ɫɬɚɧɞɚɪɬɢ ISO ɫɟɪɿʀ 9000 ɬɚ ɩɨɯɿɞɧɿ ɜɿɞ ɧɢɯ QS 9000, 
ISO 14000 ɬɨɳɨ. Ⱥɥɟ ɧɚɣɤɪɚɳɢɯ ɪɟɡɭɥɶɬɚɬɿɜ ɞɨɫɹɝɚɸɬɶ 
ɬɿ, ɯɬɨ ɜɞɨɫɤɨɧɚɥɸɽ ɫɜɨʀ ɫɢɫɬɟɦɢ ɹɤɨɫɬɿ ɧɚ ɡɚɫɚɞɚɯ ɤɨɧ-
ɰɟɩɰɿɣ ɡɚɝɚɥɶɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ (Total Quality 
Management), ɹɤɢɦɢ ɩɟɪɟɞɛɚɱɟɧɨ ɛɟɡɩɟɪɟɪɜɧɟ ɜɞɨɫɤɨ-
ɧɚɥɟɧɧɹ ɨɪɝɚɧɿɡɚɰɿʀ, ɩɨɥɿɩɲɟɧɧɹ ɹɤɨɫɬɿ ɩɪɨɞɭɤɰɿʀ ɿ ɡɚɞɨ-
ɜɨɥɟɧɧɹ ɩɨɬɪɟɛ ɭɫɿɯ ɡɚɰɿɤɚɜɥɟɧɢɯ ɫɬɨɪɿɧ: ɫɩɨɠɢɜɚɱɿɜ, 
ɩɨɫɬɚɱɚɥɶɧɢɤɿɜ, ɩɟɪɫɨɧɚɥɭ, ɜɥɚɫɧɢɤɿɜ ɬɚ ɫɭɫɩɿɥɶɫɬɜɚ.  
Ⱦɥɹ ɝɥɨɛɚɥɶɧɨɝɨ ɪɢɧɤɭ ɩɪɢɧɰɢɩɨɜɟ ɡɧɚɱɟɧɧɹ ɦɚɽ 

ɧɚɫɢɱɟɧɿɫɬɶ ɬɨɜɚɪɚɦɢ, ɩɨɿɧɮɨɪɦɨɜɚɧɿɫɬɶ ɫɩɨɠɢɜɚɱɚ, 
ɦɿɧɥɢɜɿɫɬɶ ɪɢɧɤɭ. ɐɟ ɮɚɤɬɢɱɧɨ ɡɭɦɨɜɥɸɽ ɤɪɢɬɟɪɿʀ ɤɨɧ-
ɤɭɪɟɧɬɨɫɩɪɨɦɨɠɧɨɫɬɿ ɬɨɜɚɪɿɜ ɿ ɩɪɿɨɪɢɬɟɬɧɿɫɬɶ ɰɢɯ ɤɪɢ-
ɬɟɪɿʀɜ. Ⱦɨ ɤɪɢɬɟɪɿʀɜ, ɹɤɿ ɫɶɨɝɨɞɧɿ ɜɿɞɿɝɪɚɸɬɶ ɜɢɪɿɲɚɥɶɧɭ 

ɪɨɥɶ ɩɿɞ ɱɚɫ ɜɢɛɨɪɭ ɬɨɜɚɪɭ, ɦɨɠɧɚ ɜɿɞɧɟɫɬɢ: ɹɤɿɫɬɶ 
ɩɪɨɞɭɤɰɿʀ. əɤɿɫɬɶ ɜ ɫɭɱɚɫɧɨɦɭ ɪɨɡɭɦɿɧɧɿ – ɰɟ ɩɟɪɲ ɡɚ 
ɜɫɟ ɜɿɞɩɨɜɿɞɧɿɫɬɶ ɜɢɦɨɝɚɦ ɫɩɨɠɢɜɚɱɚ, ɨɫɤɿɥɶɤɢ ɧɚ ɝɥɨ-
ɛɚɥɶɧɨɦɭ ɪɢɧɤɭ ɫɩɨɠɢɜɚɱɭ ɽ ɡ ɱɨɝɨ ɜɢɛɢɪɚɬɢ; ɰɿɧɚ 
ɬɨɜɚɪɭ; ɬɟɪɦɿɧɢ ɩɨɫɬɚɱɚɧɧɹ; ɜɚɪɬɿɫɬɶ ɟɤɫɩɥɭɚɬɚɰɿʀ; 
ɡɪɭɱɧɿɫɬɶ ɫɟɪɜɿɫɭ; ɞɨɜɿɪɚ ɞɨ ɬɨɜɚɪɭ. Ɉɬɠɟ, ɜ ɭɦɨɜɚɯ 
ɝɥɨɛɚɥɶɧɨɝɨ ɪɢɧɤɭ, ɜ ɹɤɢɣ ɿɧɬɟɝɪɭɽɬɶɫɹ ɟɤɨɧɨɦɿɤɚ 
ɍɤɪɚʀɧɢ, ɞɥɹ ɩɿɞɩɪɢɽɦɫɬɜ, ɳɨ ɩɪɚɝɧɭɬɶ ɞɨ ɫɬɚɥɨɝɨ ɩɨ-
ɥɨɠɟɧɧɹ ɧɚ ɪɢɧɤɭ, ɧɟɨɛɯɿɞɧɢɣ ɦɟɧɟɞɠɦɟɧɬ, ɹɤɢɣ ɡɚ-
ɛɟɡɩɟɱɭɽ ɩɟɪɟɜɚɝɢ ɩɟɪɟɞ ɤɨɧɤɭɪɟɧɬɚɦɢ ɜ ɩɢɬɚɧɧɹɯ 
ɹɤɨɫɬɿ, ɰɿɧɢ, ɞɨɬɪɢɦɚɧɧɹ ɬɟɪɦɿɧɿɜ ɩɨɫɬɚɱɚɧɧɹ ɿ ɬ.ɿ. 

Ɂɚɝɚɥɶɧɟ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɽ ɩɪɨɝɪɟɫɢɜɧɢɦ ɩɿɞɯɨ-
ɞɨɦ ɞɨ ɭɩɪɚɜɥɿɧɧɹ ɨɪɝɚɧɿɡɚɰɿɽɸ, ɹɤɢɣ ɨɛ'ɽɞɧɭɽ ɨɫɧɨɜɧɿ 
ɿɫɧɭɸɱɿ ɦɟɬɨɞɢ ɭɩɪɚɜɥɿɧɧɹ ɬɚ ɬɟɯɧɿɱɧɿ ɡɚɫɨɛɢ ɜ ɧɚɭɤɨɜɨ 
ɨɛʉɪɭɧɬɨɜɚɧɭ ɫɢɫɬɟɦɭ, ɦɟɬɨɸ ɹɤɨʀ ɽ ɩɨɫɬɿɣɧɟ ɩɨɥɿɩɲɟɧ-
ɧɹ ɜɢɪɨɛɧɢɱɨʀ ɞɿɹɥɶɧɨɫɬɿ ɬɚ ɪɟɡɭɥɶɬɚɬɿɜ ɰɿɽʀ ɞɿɹɥɶɧɨɫɬɿ. 
Ʉɨɧɰɟɩɰɿɹ TQM ɨɯɨɩɥɸɽ ɜɫɿ ɫɬɪɭɤɬɭɪɢ ɩɿɞɩɪɢɽɦɫɬɜɚ, ɜɫɿ 
ɜɢɞɢ ɜɢɪɨɛɧɢɱɨʀ ɞɿɹɥɶɧɨɫɬɿ ɿ ɫɩɪɹɦɨɜɚɧɚ ɧɚ ɜɢɤɨɪɢɫ-
ɬɚɧɧɹ ɦɚɬɟɪɿɚɥɶɧɢɯ (ɬɟɯɧɿɱɧɢɯ) ɬɚ ɥɸɞɫɶɤɢɯ ɪɟɫɭɪɫɿɜ 
ɞɥɹ ɧɚɣɛɿɥɶɲ ɟɮɟɤɬɢɜɧɨɝɨ ɡɚɞɨɜɨɥɟɧɧɹ ɩɨɬɪɟɛ ɫɩɨɠɢ-
ɜɚɱɿɜ, ɫɭɫɩɿɥɶɫɬɜɚ ɬɚ ɫɩɿɜɪɨɛɿɬɧɢɤɿɜ ɩɿɞɩɪɢɽɦɫɬɜɚ. Ʉɨɧ-
ɰɟɩɰɿɹ TQM ɦɨɠɟ ɛɭɬɢ ɜɢɤɨɪɢɫɬɚɧɚ ɜ ɨɪɝɚɧɿɡɚɰɿʀ ɛɭɞɶ-
ɹɤɨɝɨ ɩɪɨɮɿɥɸ ɞɿɹɥɶɧɨɫɬɿ ɿ, ɹɤ ɩɨɤɚɡɭɽ ɦɿɠɧɚɪɨɞɧɢɣ ɞɨ-
ɫɜɿɞ, ɫɩɪɢɹɽ ɩɿɞɜɢɳɟɧɧɸ ɹɤɨɫɬɿ ɪɟɡɭɥɶɬɚɬɿɜ ɬɪɭɞɨɜɨʀ 
ɞɿɹɥɶɧɨɫɬɿ ɬɚ ɩɨɤɪɚɳɟɧɧɸ ɮɿɧɚɧɫɨɜɢɯ ɩɨɤɚɡɧɢɤɿɜ. 

ɍ ɡɚɝɚɥɶɧɨɦɭ ɪɨɡɭɦɿɧɧɿ, TQM – ɰɟ ɩɿɞɯɿɞ ɞɨ ɭɩɪɚɜ-
ɥɿɧɧɹ ɨɪɝɚɧɿɡɚɰɿɽɸ, ɧɚɰɿɥɟɧɢɣ ɧɚ ɹɤɿɫɬɶ, ɹɤɢɣ ɡɚɫɧɨɜɭ-
ɽɬɶɫɹ ɧɚ ɭɱɚɫɬɿ ɜɫɿɯ ʀʀ ɱɥɟɧɿɜ (ɩɟɪɫɨɧɚɥɭ ɭ ɜɫɿɯ ɩɿɞɪɨɡɞɿ-
ɥɚɯ ɬɚ ɧɚ ɜɫɿɯ ɪɿɜɧɹɯ ɨɪɝɚɧɿɡɚɰɿɣɧɨʀ ɫɬɪɭɤɬɭɪɢ) ɬɚ ɫɩɪɹ-
ɦɨɜɚɧɢɣ ɧɚ ɞɨɫɹɝɧɟɧɧɹ ɹɤ ɞɨɜɝɨɫɬɪɨɤɨɜɨɝɨ ɭɫɩɿɯɭ ɲɥɹ-
ɯɨɦ ɡɚɞɨɜɨɥɟɧɧɹ ɜɢɦɨɝ ɫɩɨɠɢɜɚɱɚ, ɬɚɤ ɿ ɜɢɝɨɞɢ ɞɥɹ 
ɱɥɟɧɿɜ ɨɪɝɚɧɿɡɚɰɿʀ ɬɚ ɫɭɫɩɿɥɶɫɬɜɚ ɲɥɹɯɨɦ ɡɚɝɚɥɶɧɨɝɨ 
ɰɿɥɟɫɩɪɹɦɨɜɚɧɨɝɨ ɬɚ ɞɨɛɪɟ ɫɤɨɨɪɞɢɧɨɜɚɧɨɝɨ ɡɚɫɬɨɫɭ-
ɜɚɧɧɹ ɫɢɫɬɟɦ ɬɚ ɦɟɬɨɞɿɜ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɜ ɭɫɿɯ ɫɮɟ-
ɪɚɯ ɞɿɹɥɶɧɨɫɬɿ – ɜɿɞ ɞɨɫɥɿɞɠɟɧɶ ɞɨ ɩɿɫɥɹɩɪɨɞɚɠɧɨɝɨ 
ɨɛɫɥɭɝɨɜɭɜɚɧɧɹ – ɡɚ ɪɚɰɿɨɧɚɥɶɧɨɝɨ ɜɢɤɨɪɢɫɬɚɧɧɹ ɬɟɯɧɿ-
ɱɧɢɯ ɦɨɠɥɢɜɨɫɬɟɣ [3; 6; 9; 10]. 

əɤ ɧɨɜɢɣ ɧɚɭɤɨɜɨ-ɩɪɚɤɬɢɱɧɢɣ ɩɿɞɯɿɞ ɞɨ ɡɚɛɟɡɩɟɱɟɧ-
ɧɹ ɹɤɨɫɬɿ ɫɭɱɚɫɧɚ ɤɨɧɰɟɩɰɿɹ TQM ɫɤɥɚɥɚɫɹ ɧɚ ɩɨɱɚɬɤɭ 
1980-ɯ ɪɨɤɿɜ ɩɿɞ ɜɩɥɢɜɨɦ ɿɞɟɣ ɍ.ɒɭɯɚɪɬɚ, ȿ.Ⱦɟɦɿɧɝɚ, 
Ʉ.ȱɫɿɤɚɜɢ. ɇɚɣɛɿɥɶɲɨɝɨ ɩɨɲɢɪɟɧɧɹ ɤɨɧɰɟɩɰɿɹ ɨɬɪɢɦɚɥɚ 
ɜ ɋɒȺ, ȼɟɥɢɤɿɣ Ȼɪɢɬɚɧɿʀ, ɒɜɟɰɿʀ, əɩɨɧɿʀ, ɉɿɜɞɟɧɧɿɣ Ʉɨ-
ɪɟʀ. Ɉɞɧɚɤ, ɭ ɤɨɠɧɿɣ ɤɪɚʀɧɿ ɜɨɧɚ ɬɪɚɤɬɭɜɚɥɚɫɹ ɩɨ-
ɫɜɨɽɦɭ, ɜɢɯɨɞɹɱɢ ɡ ɨɫɨɛɥɢɜɨɫɬɟɣ ɿɫɬɨɪɢɱɧɨɝɨ ɪɨɡɜɢɬɤɭ ɿ 
ɪɨɛɿɬ ɡ ɦɟɧɟɞɠɦɟɧɬɭ ɹɤɨɫɬɿ. Ɍɚɤ, ɧɚɩɪɢɤɥɚɞ, ɭ ɋɒȺ ɿ 
ȯɜɪɨɩɿ ɧɚɝɨɥɨɫ ɜ TQM ɪɨɛɢɜɫɹ ɧɚ ɤɭɥɶɬɭɪɿ ɜɢɪɨɛɧɢɰɬ-
ɜɚ, ɚ ɭ ɫɯɿɞɧɢɯ ɞɟɪɠɚɜɚɯ – ɧɚ ɫɬɚɬɢɫɬɢɱɧɢɯ ɦɟɬɨɞɚɯ ɿ 
ɝɪɭɩɨɜɿɣ ɞɿɹɥɶɧɨɫɬɿ ɭ ɫɮɟɪɿ ɹɤɨɫɬɿ. 

 
Ɂɚɫɧɭɜɚɧɧɹ ɩɪɟɦɿʀ 
Ⱦɟɦɿɧɝɚ ɭ ɫɮɟɪɿ 

ɹɤɨɫɬɿ. 
Ɏɨɪɦɭɜɚɧɧɹ 
ɩɪɢɧɰɢɩɿɜ TQM 

ȼɩɪɨɜɚɞɠɟɧɧɹ 
ɫɬɚɧɞɚɪɬɿɜ 
 ISO 9000 

Ɇɨɞɟɥɿ TQM 
ȱ ɩɨɤɨɥɿɧɧɹ 1950-

1970 ɪɨɤɢ 

Ɂɚɫɧɭɜɚɧɧɹ 
ɧɚɰɿɨɧɚɥɶɧɢɯ ɿ 
ɦɿɠɧɚɪɨɞɧɢɯ 
ɩɪɟɦɿɣ ɭ ɫɮɟɪɿ 
ɹɤɨɫɬɿ (ɜ ɋɒȺ ɬɚ 

ȯɜɪɨɩɿ) 

ɍɞɨɫɤɨɧɚɥɟɧɧɹ 
ɦɟɧɟɞɠɦɟɧɬɭ 

ɨɪɝɚɧɿɡɚɰɿʀ ɧɚ ɨɫɧɨɜɿ 
ɩɪɢɧɰɢɩɿɜ TQM 

Ɇɨɞɟɥɿ TQM 
ȱȱ ɩɨɤɨɥɿɧɧɹ 

1980-1990 ɪɨɤɢ 

Ɇɨɞɟɥɿ TQM 
ȱȱȱ ɩɨɤɨɥɿɧɧɹ 
2000 ɪɨɤɢ 

 
 

Ɋɢɫ. 1. ȿɬɚɩɢ ɪɨɡɜɢɬɤɭ ɤɨɧɰɟɩɰɿʀ TQM 

 
ɋɩɨɱɚɬɤɭ ɱɢɫɥɟɧɧɿ ɡɚɯɿɞɧɿ ɤɨɦɩɚɧɿʀ ɪɨɡɪɨɛɥɹɥɢ ɟɥɟ-

ɦɟɧɬɚɪɧɿ ɦɨɞɟɥɿ TQM ɜɢɯɨɞɹɱɢ ɡ ɜɥɚɫɧɨɝɨ ɞɨɫɜɿɞɭ ɬɚ 
ɞɨɫɜɿɞɭ ɿɧɲɢɯ ɤɨɦɩɚɧɿɣ. ȼɨɧɢ ɧɟ ɦɚɥɢ ɱɿɬɤɨʀ ɫɬɪɭɤɬɭɪɢ, 
ɩɟɪɟɜɚɠɧɨ ɫɤɥɚɞɚɥɢɫɹ ɡ ɧɚɛɨɪɭ ɮɚɤɬɨɪɿɜ ɿ ɯɚɪɚɤɬɟɪɢɫ-
ɬɢɤ, ɹɤɿ ɤɚɦɩɚɧɿɹ ɪɨɡɝɥɹɞɚɥɚ ɹɤ ɤɥɸɱɨɜɿ ɟɥɟɦɟɧɬɢ ɡɚɝɚ-
ɥɶɧɨɝɨ ɦɟɧɟɞɠɦɟɧɬɭ ɹɤɨɫɬɿ. ɐɿ ɟɥɟɦɟɧɬɢ ɚɤɰɟɧɬɭɜɚɥɢ 

ɭɜɚɝɭ ɧɚ ɜɡɚɽɦɨɜɿɞɧɨɫɢɧɚɯ ɡɿ ɫɩɨɠɢɜɚɱɟɦ ɬɚ ɡɚɥɭɱɟɧɧɹ 
ɜɫɶɨɝɨ ɩɟɪɫɨɧɚɥɭ ɞɨ ɪɨɛɨɬɢ ɳɨɞɨ ɡɚɛɟɡɩɟɱɟɧɧɹ ɹɤɨɫɬɿ. 
Ⱦɪɭɝɢɦ ɟɬɚɩɨɦ ɛɭɥɨ ɡɚɫɧɭɜɚɧɧɹ ɭ 1987 ɪɨɰɿ ɇɚɰɿɨɧɚɥɶ-
ɧɨʀ ɩɪɟɦɿʀ ɋɒȺ ɡɚ ɹɤɿɫɬɶ "ɉɪɟɦɿɹ ɿɦɟɧɿ Ɇɚɥɤɨɥɶɦɚ Ȼɨɥ-
ɞɛɪɿɞɠɚ". ɉɨɥɨɠɟɧɧɹ ɩɪɨ ɰɸ ɩɪɟɦɿɸ ɦɿɫɬɢɥɨ ɩɟɜɧɭ ɤɿ-
ɥɶɤɿɫɬɶ ɤɪɢɬɟɪɿʀɜ ɦɟɧɟɞɠɦɟɧɬɭ ɹɤɨɫɬɿ ɧɚ ɩɿɞɩɪɢɽɦɫɬɜɿ. ȼ 
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ɰɟɣ ɱɚɫ ɲɢɪɨɤɨ ɫɬɚɥɢ ɡɚɩɪɨɜɚɞɠɭɜɚɬɢ ɫɬɚɧɞɚɪɬɢ ISO 
ɫɟɪɿʀ 9000. ɉɪɨɜɟɞɟɧɢɣ ɚɧɚɥɿɡ ɫɜɿɞɱɢɬɶ ɩɪɨ ɬɟ, ɳɨ ɜ ɰɢɯ 
ɫɬɚɧɞɚɪɬɚɯ ɡɧɚɣɲɥɢ ɜɿɞɨɛɪɚɠɟɧɧɹ ɱɢɫɥɟɧɧɿ ɩɿɞɯɨɞɢ 
TQM, ɜɨɞɧɨɱɚɫ ɫɚɦɿ ɫɬɚɧɞɚɪɬɢ ISO ɜɩɥɢɧɭɥɢ ɧɚ ɧɚɫɬɭ-
ɩɧɢɣ ɪɨɡɜɢɬɨɤ ɤɨɧɰɟɩɰɿʀ TQM. Ʉɨɧɰɟɩɰɿɹ ɫɬɚɧɞɚɪɬɿɜ ISO 
ɜɿɞɩɨɜɿɞɚɽ ɧɚ ɩɢɬɚɧɧɹ, ɳɨ ɧɟɨɛɯɿɞɧɨ ɪɨɛɢɬɢ ɞɥɹ ɡɚɛɟɡ-
ɩɟɱɟɧɧɹ ɹɤɨɫɬɿ, ɚ ɤɨɧɰɟɩɰɿɹ TQM – ɹɤ ɰɟ ɪɨɛɢɬɢ. Ɂɚɫɧɭ-
ɜɚɧɧɹ ɩɪɟɦɿʀ Ȼɨɥɞɪɿɞɠɚ, ɜɩɪɨɜɚɞɠɟɧɧɹ ɭ 1991 ɪ. ȯɜɪɨ-
ɩɟɣɫɶɤɨʀ ɩɪɟɦɿʀ ɡɚ ɹɤɿɫɬɶ – ɛɭɥɨ ɩɨɲɬɨɜɯɨɦ ɞɥɹ ɫɬɜɨɪɟɧ-
ɧɹ ɜ ɛɚɝɚɬɶɨɯ ɤɪɚʀɧɚɯ ɫɜɿɬɭ ɪɿɡɧɢɯ ɦɨɞɟɥɟɣ TQM (ɹɤɿ ɱɚɫ-
ɬɨ ɧɚɡɢɜɚɸɬɶ "ɦɨɞɟɥɹɦɢ ɞɿɥɨɜɨʀ ɞɨɫɤɨɧɚɥɨɫɬɿ") ɿ ɜɢɤɨɪɢ-
ɫɬɚɧɧɹ ʀɯ ɞɥɹ ɫɚɦɨ ɨɰɿɧɸɜɚɧɧɹ ɩɿɞɩɪɢɽɦɫɬɜɚ. Ɍɚɤɢɣ ɩɿɞ-
ɯɿɞ ɨɛɭɦɨɜɢɜ ɬɪɟɬɿɣ ɟɬɚɩ ɪɨɡɜɢɬɤɭ ɤɨɧɰɟɩɰɿʀ TQM.  

Ɇɟɬɨɸ TQM ɽ ɞɨɫɹɝɧɟɧɧɹ ɞɨɜɝɨɫɬɪɨɤɨɜɨɝɨ ɭɫɩɿɯɭ 
ɲɥɹɯɨɦ ɦɚɤɫɢɦɚɥɶɧɨɝɨ ɡɚɞɨɜɨɥɟɧɧɹ ɡɚɩɢɬɿɜ ɭɫɿɯ ɝɪɭɩ, 
ɡɚɰɿɤɚɜɥɟɧɢɯ ɭ ɞɿɹɥɶɧɨɫɬɿ ɤɨɦɩɚɧɿʀ – ɫɩɨɠɢɜɚɱɿɜ, ɜɥɚɫ-
ɧɢɤɿɜ, ɩɪɚɰɿɜɧɢɤɿɜ, ɩɨɫɬɚɱɚɥɶɧɢɤɿɜ. Ⱥ ɜ ɫɭɱɚɫɧɢɯ ɭɦɨɜɚɯ 
ɞɨ "ɡɚɰɿɤɚɜɥɟɧɢɯ ɫɬɨɪɿɧ" ɜɿɞɧɨɫɹɬɶ ɿ ɤɨɧɤɭɪɟɧɬɿɜ. Ɂɚ-
ɜɞɚɧɧɹɦɢ TQM ɽ ɩɨɫɬɿɣɧɟ ɩɨɥɿɩɲɟɧɧɹ ɹɤɨɫɬɿ ɲɥɹɯɨɦ 
ɪɟɝɭɥɹɪɧɨɝɨ ɚɧɚɥɿɡɭ ɪɟɡɭɥɶɬɚɬɿɜ ɬɚ ɤɨɪɢɝɭɜɚɧɧɹ ɞɿɹɥɶ-
ɧɨɫɬɿ, ɩɨɜɧɚ ɜɿɞɫɭɬɧɿɫɬɶ ɞɟɮɟɤɬɿɜ ɬɚ ɧɟɜɢɪɨɛɧɢɱɢɯ ɜɢ-
ɬɪɚɬ, ɜɢɤɨɧɚɧɧɹ ɧɚɦɿɱɟɧɨɝɨ ɬɨɱɧɨ ɜ ɬɟɪɦɿɧ [11]. 

ɋɮɨɪɦɭɥɶɨɜɚɧɿ ɡɚɜɞɚɧɧɹ TQM ɽ ɧɚɩɪɹɦɤɚɦɢ ɪɨɡɜɢɬ-
ɤɭ, ɚ ɧɟ ɤɿɧɰɟɜɢɦ ɪɟɡɭɥɶɬɚɬɨɦ. ɐɟ ɩɨɜ'ɹɡɚɧɨ ɡ ɬɢɦ, ɳɨ, ɡ 
ɨɞɧɨɝɨ ɛɨɤɭ, ɩɨɬɪɟɛɢ ɫɩɨɠɢɜɚɱɿɜ, ɫɭɫɩɿɥɶɫɬɜɚ ɿ ɫɩɿɜɪɨɛɿɬ-
ɧɢɤɿɜ ɩɨɫɬɿɣɧɨ ɡɦɿɧɸɸɬɶɫɹ, ʀɯ ɧɟɨɛɯɿɞɧɨ ɪɟɝɭɥɹɪɧɨ ɜɿɞ-
ɫɥɿɞɤɨɜɭɜɚɬɢ, ɩɪɨɝɧɨɡɭɜɚɬɢ ɿ ɡɚɞɨɜɨɥɶɧɹɬɢ ɡ ɞɟɹɤɢɦ ɜɢ-
ɩɟɪɟɞɠɟɧɧɹɦ ɭ ɱɚɫɿ; ɡ ɿɧɲɨɝɨ ɛɨɤɭ, ɬɟɯɧɿɱɧɿ ɭɦɨɜɢ ɿ ɬɟɯ-
ɧɨɥɨɝɿʀ, ɳɨ ɡɦɿɧɸɸɬɶɫɹ, ɩɪɢɩɭɫɤɚɸɬɶ ɩɨɫɬɿɣɧɭ ɡɦɿɧɭ ɦɟ-
ɬɨɞɿɜ ɤɨɧɬɪɨɥɸ ɿ ɡɚɛɟɡɩɟɱɟɧɧɹ ɹɤɨɫɬɿ, ɨɪɝɚɧɿɡɚɰɿɣɧɢɯ ɦɟ-
ɯɚɧɿɡɦɿɜ ɿ ɭɩɪɚɜɥɿɧɫɶɤɢɯ ɦɟɬɨɞɢɤ. Ɍɚɤɢɣ ɩɿɞɯɿɞ ɧɚɡɢɜɚɽɬɶ-
ɫɹ ɫɩɟɰɿɚɥɶɧɢɦ ɬɟɪɦɿɧɨɦ "ɩɨɫɬɿɣɧɟ ɩɨɥɿɩɲɟɧɧɹ ɹɤɨɫɬɿ".  

ɇɟ ɞɢɜɥɹɱɢɫɶ ɧɚ ɬɟ, ɳɨ ɧɚ ɫɭɱɚɫɧɨɦɭ ɟɬɚɩɿ ɪɨɡɜɢɬ-
ɤɭ TQM ɽɞɢɧɟ ɬɥɭɦɚɱɟɧɧɹ ɤɨɧɰɟɩɰɿʀ ɜɿɞɫɭɬɧɽ, ɨɫɤɿɥɶɤɢ 
ɜɨɧɨ ɡɚɥɟɠɢɬɶ ɜɿɞ ɨɫɨɛɥɢɜɨɫɬɟɣ ɤɪɚʀɧ, ɳɨ ʀʀ ɜɢɤɨɪɢɫ-
ɬɨɜɭɸɬɶ, ɮɭɧɞɚɦɟɧɬɚɥɶɧɿ 12 ɩɪɢɧɰɢɩɿɜ, ɧɚ ɹɤɢɯ ɛɚɡɭ-
ɽɬɶɫɹ TQM, ɜɢɡɧɚɸɬɶɫɹ ɜɫɿɦɚ ɫɩɟɰɿɚɥɿɫɬɚɦɢ ɧɟɡɚɥɟɠ-
ɧɨ ɜɿɞ ɬɨɝɨ, ɞɟ ɤɨɧɰɟɩɰɿɹ ɜɢɤɨɪɢɫɬɨɜɭɽɬɶɫɹ. Ⱦɨ ɧɢɯ 
ɧɚɥɟɠɚɬɶ ɧɚɫɬɭɩɧɿ [12]: 

• Ɉɪɿɽɧɬɚɰɿɹ ɜɫɿɽʀ ɞɿɹɥɶɧɨɫɬɿ ɨɪɝɚɧɿɡɚɰɿʀ ɧɚ ɫɩɨɠɢɜɚ-
ɱɿɜ, ɜɿɞ ɡɚɞɨɜɨɥɟɧɧɹ ɜɢɦɨɝ ɹɤɢɯ ɡɚɥɟɠɢɬɶ ʀʀ ɭɫɩɿɯ ɭ ɪɢɧ-
ɤɨɜɿɣ ɟɤɨɧɨɦɿɰɿ. 

• ɉɨɝɥɹɞ ɧɚ ɜɢɪɨɛɧɢɱɿ ɜɿɞɧɨɫɢɧɢ ɦɿɠ ɩɪɚɰɿɜɧɢɤɚɦɢ 
ɹɤ ɧɚ ɜɿɞɧɨɫɢɧɢ ɫɩɨɠɢɜɚɱɚ ɡ ɩɨɫɬɚɱɚɥɶɧɢɤɨɦ. 

• Ȼɟɡɩɟɪɟɪɜɧɟ ɭɞɨɫɤɨɧɚɥɟɧɧɹ ɜɢɪɨɛɧɢɰɬɜɚ ɿ ɞɿɹɥɶ-
ɧɨɫɬɿ ɭ ɫɮɟɪɿ ɹɤɨɫɬɿ. 

• Ʉɨɦɩɥɟɤɫɧɟ ɿ ɫɢɫɬɟɦɧɟ ɜɢɪɿɲɟɧɧɹ ɡɚɜɞɚɧɶ ɡɚɛɟɡ-
ɩɟɱɟɧɧɹ ɹɤɨɫɬɿ ɧɚ ɜɫɿɯ ɫɬɚɞɿɹɯ ʀʀ ɠɢɬɬɽɜɨɝɨ ɰɢɤɥɭ. 

• ɉɟɪɟɧɟɫɟɧɧɹ ɝɨɥɨɜɧɢɯ ɡɭɫɢɥɶ ɭ ɫɮɟɪɿ ɹɤɨɫɬɿ ɜ ɛɿɤ 
ɥɸɞɫɶɤɢɯ ɪɟɫɭɪɫɿɜ (ɚɤɰɟɧɬ ɧɚ ɫɬɚɜɥɟɧɧɹ ɩɪɚɰɿɜɧɢɤɿɜ ɞɨ 
ɫɩɪɚɜɢ, ɧɚ ɤɭɥɶɬɭɪɭ ɜɢɪɨɛɧɢɰɬɜɚ, ɧɚ ɫɬɢɥɶ ɤɟɪɿɜɧɢɰɬɜɚ). 

• ɍɱɚɫɬɶ ɭɫɶɨɝɨ ɛɟɡ ɜɢɧɹɬɤɭ ɩɟɪɫɨɧɚɥɭ ɭ ɜɢɪɿɲɟɧɧɿ 
ɩɪɨɛɥɟɦ ɹɤɨɫɬɿ (ɹɤɿɫɬɶ – ɫɩɪɚɜɚ ɤɨɠɧɨɝɨ). 

• Ȼɟɡɩɟɪɟɪɜɧɟ ɩɿɞɜɢɳɟɧɧɹ ɤɨɦɩɟɬɟɧɬɧɨɫɬɿ ɩɪɚɰɿɜ-
ɧɢɤɿɜ ɨɪɝɚɧɿɡɚɰɿʀ. 

• Ʉɨɧɰɟɧɬɪɚɰɿɹ ɭɜɚɝɢ ɧɟ ɧɚ ɜɢɹɜɥɟɧɧɿ, ɚ ɧɚ ɩɨɩɟɪɟ-
ɞɠɟɧɧɿ ɧɟɜɿɞɩɨɜɿɞɧɨɫɬɟɣ. 

• ɋɬɚɜɥɟɧɧɹ ɞɨ ɡɚɛɟɡɩɟɱɟɧɧɹ ɹɤɨɫɬɿ ɹɤ ɞɨ ɛɟɡɩɟɪɟ-
ɪɜɧɨɝɨ ɩɪɨɰɟɫɭ, ɤɨɥɢ ɹɤɿɫɬɶ ɨɛ'ɽɤɬɚ ɧɚ ɤɿɧɰɟɜɨɦɭ ɟɬɚɩɿ ɽ 
ɧɚɫɥɿɞɤɨɦ ɞɨɫɹɝɧɟɧɧɹ ɹɤɨɫɬɿ ɧɚ ɜɫɿɯ ɩɨɩɟɪɟɞɧɿɯ ɟɬɚɩɚɯ. 

• Ɉɩɬɢɦɿɡɚɰɿɹ ɫɩɿɜɜɿɞɧɨɲɟɧɧɹ ɜ ɬɪɿɚɞɿ "ɹɤɿɫɬɶ – ɜɢ-
ɬɪɚɬɢ – ɱɚɫ". 

• Ɂɚɛɟɡɩɟɱɟɧɧɹ ɞɨɫɬɨɜɿɪɧɨɫɬɿ ɞɚɧɢɯ ɩɪɨ ɹɤɿɫɬɶ ɡɚ 
ɪɚɯɭɧɨɤ ɜɢɤɨɪɢɫɬɚɧɧɹ ɫɬɚɬɢɫɬɢɱɧɢɯ ɦɟɬɨɞɿɜ. 

• Ȼɟɡɩɟɪɟɪɜɧɟ ɩɨɥɿɩɲɟɧɧɹ ɹɤɨɫɬɿ. 
ɐɿ ɩɪɢɧɰɢɩɢ ɜɢɡɧɚɱɚɸɬɶ ɿɞɟɣɧɢɣ ɡɦɿɫɬ ɮɿɥɨɫɨɮɿʀ ɡɚ-

ɝɚɥɶɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ, ɹɤɚ ɜɢɫɬɚɜɥɹɽ ɹɤɿɫɬɶ ɹɤ ɨɫ-
ɧɨɜɧɢɣ ɤɪɢɬɟɪɿɣ ɨɰɿɧɸɜɚɧɧɹ ɪɨɛɨɬɢ ɨɪɝɚɧɿɡɚɰɿʀ, ɬɪɚɤɬɭɽ 

ɹɤɿɫɬɶ ɭ ʀʀ ɲɢɪɨɤɨɦɭ ɟɤɨɧɨɦɿɱɧɨɦɭ ɿ ɫɨɰɿɚɥɶɧɨ-
ɩɫɢɯɨɥɨɝɿɱɧɨɦɭ ɪɨɡɭɦɿɧɧɿ, ɪɭɣɧɭɽ ɬɟɡɭ ɩɪɨ ɧɟɦɢɧɭɱɿɫɬɶ 
ɩɪɨɬɢɪɿɱɱɹ ɦɿɠ ɜɢɪɨɛɧɢɤɨɦ ɿ ɫɩɨɠɢɜɚɱɟɦ. 

ɍ ɧɚɣɛɿɥɶɲ ɡɚɝɚɥɶɧɨɦɭ ɜɢɝɥɹɞɿ ɫɤɥɚɞɨɜɢɦɢ TQM 
ɜɢɫɬɭɩɚɸɬɶ [5, 8]: 

• ɤɨɧɬɪɨɥɶ ɭ ɩɪɨɰɟɫɿ ɪɨɡɪɨɛɤɢ ɧɨɜɨʀ ɩɪɨɞɭɤɰɿʀ; 
• ɨɰɿɧɤɚ ɹɤɨɫɬɿ ɞɨɫɥɿɞɧɨɝɨ ɡɪɚɡɤɚ, ɩɥɚɧɭɜɚɧɧɹ ɹɤɨɫɬɿ 

ɩɪɨɞɭɤɰɿʀ ɬɚ ɜɢɪɨɛɧɢɱɨɝɨ ɩɪɨɰɟɫɭ, ɤɨɧɬɪɨɥɶ, ɨɰɿɧɤɭ ɬɚ 
ɩɥɚɧɭɜɚɧɧɹ ɹɤɨɫɬɿ ɦɚɬɟɪɿɚɥɭ, ɳɨ ɩɨɫɬɚɱɚɽɬɶɫɹ; 

• ɜɯɿɞɧɢɣ ɤɨɧɬɪɨɥɶ ɦɚɬɟɪɿɚɥɿɜ ɬɚ ɤɨɧɬɪɨɥɶ ɝɨɬɨɜɨʀ 
ɩɪɨɞɭɤɰɿʀ; 

• ɨɰɿɧɤɚ ɹɤɨɫɬɿ ɩɪɨɞɭɤɰɿʀ, ɜɢɪɨɛɧɢɱɨɝɨ ɩɪɨɰɟɫɭ; 
• ɜɢɤɨɪɢɫɬɚɧɧɹ ɿɧɮɨɪɦɚɰɿʀ ɩɪɨ ɹɤɿɫɬɶ ɩɪɨɞɭɤɰɿʀ; 
• ɝɚɪɚɧɬɿɣɧɟ ɨɛɫɥɭɝɨɜɭɜɚɧɧɹ ɬɚ ɤɨɨɪɞɢɧɚɰɿɹ ɪɨɛɿɬ ɭ 

ɫɮɟɪɿ ɹɤɨɫɬɿ; 
• ɫɩɿɥɶɧɚ ɪɨɛɨɬɚ ɳɨɞɨ ɹɤɨɫɬɿ ɡ ɩɨɫɬɚɱɚɥɶɧɢɤɚɦɢ; 

• ɜɢɤɨɪɢɫɬɚɧɧɹ ɰɢɤɥɭ PDCA ("plan – do – check – 
action"); 

• ɭɩɪɚɜɥɿɧɧɹ ɥɸɞɫɶɤɢɦ ɮɚɤɬɨɪɨɦ ɲɥɹɯɨɦ ɫɬɜɨɪɟɧ-
ɧɹ ɚɬɦɨɫɮɟɪɢ ɡɚɞɨɜɨɥɟɧɨɫɬɿ, ɡɚɰɿɤɚɜɥɟɧɨʀ ɭɱɚɫɬɿ, ɞɨɛ-
ɪɨɛɭɬɭ ɬɚ ɩɪɨɰɜɿɬɚɧɧɹ ɧɚ ɮɿɪɦɿ, ɮɿɪɦɚɯ-ɩɨɫɬɚ-
ɱɚɥɶɧɢɤɚɯ, ɭ ɡɛɭɬɨɜɢɯ ɬɚ ɨɛɫɥɭɝɨɜɭɸɱɢɯ ɨɪɝɚɧɿɡɚɰɿɹɯ, ɭ 
ɚɤɰɿɨɧɟɪɿɜ ɬɚ ɫɩɨɠɢɜɚɱɿɜ; 

• ɪɨɛɨɬɚ ɭ ɫɮɟɪɿ ɹɤɨɫɬɿ ɡɚ ɦɟɬɨɞɨɦ ɦɿɠɮɭɧɤɰɿɨɧɚɥɶ-
ɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ (cross-function management); 

• ɜɢɪɨɛɥɟɧɧɹ ɩɨɥɿɬɢɤɢ ɭ ɫɮɟɪɿ ɹɤɨɫɬɿ (ɭɡɝɨɞɠɟɧɧɹ 
ɩɨɥɿɬɢɤɢ ɭ ɫɮɟɪɿ ɹɤɨɫɬɿ ɿɡ ɡɚɝɚɥɶɧɨɸ ɫɬɪɚɬɟɝɿɽɸ ɟɤɨɧɨ-
ɦɿɱɧɨʀ ɞɿɹɥɶɧɨɫɬɿ, ɩɪɢɜɧɟɫɟɧɧɹ ɰɿɥɟɣ ɹɤɨɫɬɿ ɭ ɜɫɿ ɚɫɩɟɤ-
ɬɢ ɚɞɦɿɧɿɫɬɪɚɬɢɜɧɨʀ, ɝɨɫɩɨɞɚɪɫɶɤɨʀ ɬɚ ɟɤɨɧɨɦɿɱɧɨʀ ɞɿɹ-
ɥɶɧɨɫɬɿ, ɜɠɢɜɚɧɧɹ ɡɚɯɨɞɿɜ, ɳɨ ɡɚɛɟɡɩɟɱɭɸɬɶ ɪɨɡɭɦɿɧɧɹ 
ɧɚ ɮɿɪɦɿ ɩɨɥɿɬɢɤɢ ɭ ɫɮɟɪɿ ɹɤɨɫɬɿ); 

• ɭɱɚɫɬɶ ɫɥɭɠɛɨɜɰɿɜ ɭ ɮɿɧɚɧɫɨɜɿɣ ɞɿɹɥɶɧɨɫɬɿ (ɭ ɩɪɢɛɭɬ-
ɤɭ, ɚɤɰɿɨɧɟɪɧɨɦɭ ɤɚɩɿɬɚɥɿ), ɜɢɯɨɜɭɜɚɧɧɹ ɫɜɿɞɨɦɨɝɨ ɫɬɚɜ-
ɥɟɧɧɹ ɞɨ ɹɤɨɫɬɿ, ɩɨɱɭɬɬɹ ɩɚɪɬɧɟɪɫɬɜɚ, ɜɞɨɫɤɨɧɚɥɟɧɧɹ ɫɨ-
ɰɿɚɥɶɧɨʀ ɚɬɦɨɫɮɟɪɢ ɬɚ ɿɧɮɨɪɦɨɜɚɧɿɫɬɶ ɫɥɭɠɛɨɜɰɿɜ; 

Ʉɨɧɰɟɩɰɿɹ TQM ɪɟɚɥɿɡɭɽɬɶɫɹ ɜ ɨɪɝɚɧɿɡɚɰɿʀ ɡɚɜɞɹɤɢ 
ɜɢɤɨɪɢɫɬɚɧɧɸ ɦɟɬɨɞɿɜ ɿ ɡɚɫɨɛɿɜ. Ɉɯɚɪɚɤɬɟɪɢɡɭɽɦɨ ɧɚɣ-
ɛɿɥɶɲ ɜɿɞɨɦɿ ɬɚ ɩɨɲɢɪɟɧɿ:  

• ɐɢɤɥ ȿ. Ⱦɟɦɿɧɝɚ – ɰɢɤɥɿɱɧɚ ɦɨɞɟɥɶ, ɹɤɚ ɪɨɡɩɨɞɿɥɹɽ 
ɭɩɪɚɜɥɿɧɧɹ ɧɚ ɱɨɬɢɪɢ ɨɫɧɨɜɧɿ ɫɬɚɞɿʀ: ɩɥɚɧɭɜɚɧɧɹ, ɪɟɚɥɿ-
ɡɚɰɿɹ, ɩɟɪɟɜɿɪɤɚ, ɤɨɪɢɝɭɸɱɢ ɞɿʀ. 

• Ʉɨɧɰɟɩɰɿɹ "ɬɨɱɧɨ ɜ ɫɬɪɨɤ" (just in Time). ɋɭɬɶ ɰɿɽʀ 
ɤɨɧɰɟɩɰɿʀ, ɪɨɡɪɨɛɥɟɧɨʀ ɜ ɹɩɨɧɫɶɤɿɣ ɫɭɞɧɨɛɭɞɿɜɧɿɣ ɩɪɨ-
ɦɢɫɥɨɜɨɫɬɿ ɜ 1960-ɯ ɪɨɤɚɯ, ɩɨɥɹɝɚɽ ɜ ɬɨɦɭ, ɳɨ ɜɢɪɨɛɥɹ-
ɬɢ ɿ ɩɨɫɬɚɱɚɬɢ ɝɨɬɨɜɿ ɜɢɪɨɛɢ ɞɨ ɦɨɦɟɧɬɭ ʀɯ ɪɟɚɥɿɡɚɰɿʀ, 
ɫɤɥɚɞɚɥɶɧɿ ɜɭɡɥɢ – ɞɨ ɦɨɦɟɧɬɭ ɫɤɥɚɞɚɧɧɹ ɝɨɬɨɜɨɝɨ ɜɢ-
ɪɨɛɭ, ɨɤɪɟɦɿ ɞɟɬɚɥɿ – ɞɨ ɦɨɦɟɧɬɭ ɫɤɥɚɞɚɧɧɹ ɜɭɡɥɿɜ ɿ ɬ.ɿ. 
Ɂɚɫɨɛɨɦ, ɹɤɢɣ ɡɚɛɟɡɩɟɱɭɽ ɭɩɪɚɜɥɿɧɧɹ ɜɢɪɨɛɧɢɰɬɜɨɦ ɽ 
ɫɭɩɪɨɜɿɞɧɚ ɤɚɪɬɤɚ. Ɍɚɤɚ ɨɪɝɚɧɿɡɚɰɿɹ ɜɢɪɨɛɧɢɰɬɜɚ ɫɩɪɢ-
ɹɽ ɨɩɟɪɚɬɢɜɧɨɦɭ ɜɢɹɜɥɟɧɧɸ ɛɪɚɤɨɜɚɧɢɯ ɞɟɬɚɥɟɣ. 

• Ɋɨɡɝɨɪɬɚɧɧɹ ɮɭɧɤɰɿʀ ɹɤɨɫɬɿ (QFD) – ɜɢɤɨɪɢɫɬɚɧɧɹ 
ɟɤɨɧɨɦɿɤɨ-ɦɚɬɟɦɚɬɢɱɧɢɯ ɦɟɬɨɞɿɜ, ɹɤɿ ɜ ɫɢɫɬɟɦɿ ɦɟɧɟ-
ɞɠɦɟɧɬɭ ɹɤɨɫɬɿ  ɡɚɛɟɡɩɟɱɭɸɬɶ ɚɧɚɥɿɡ ɩɨɛɚɠɚɧɶ ɫɩɨɠɢ-
ɜɚɱɿɜ ɫɬɨɫɨɜɧɨ ɹɤɨɫɬɿ ɬɚ ɰɿɧɢ ɩɪɨɞɭɤɰɿʀ, ɧɨɪɦɭɜɚɧɧɹ ɜɢ-
ɦɨɝ ɞɨ ɹɤɨɫɬɿ ɩɪɨɞɭɤɰɿʀ, ɨɩɬɢɦɿɡɚɰɿɹ ɡɧɚɱɟɧɶ ɩɨɤɚɡɧɢɤɿɜ 
ɹɤɨɫɬɿ ɩɪɨɞɭɤɰɿʀ, ɚɧɚɥɿɡ ɜɢɬɪɚɬ ɫɩɨɠɢɜɚɱɿɜ ɩɿɞ ɱɚɫ ɜɢɤɨ-
ɪɢɫɬɚɧɧɹ ɩɪɨɞɭɤɰɿʀ. 

• Ɇɟɬɨɞɢ ɬɟɯɧɿɱɧɨɝɨ ɩɪɨɟɤɬɭɜɚɧɧɹ ɹɤɨɫɬɿ Ƚ.Ɍɚɝɭɱɿ 
(Ƚ.Ɍɚɝɭɱɿ – ɜɿɞɨɦɢɣ ɹɩɨɧɫɶɤɢɣ ɫɬɚɬɢɫɬɢɤ, ɥɚɭɪɟɚɬ ɧɚɣ-
ɩɪɟɫɬɢɠɧɿɲɢɯ ɧɚɝɨɪɨɞ ɭ ɫɮɟɪɿ ɹɤɨɫɬɿ), ɹɤɢɣ ɫɤɥɚɞɚɽɬɶɫɹ 
ɡ ɫɢɫɬɟɦɧɨɝɨ ɩɪɨɟɤɬɭɜɚɧɧɹ, ɩɚɪɚɦɟɬɪɢɱɧɨɝɨ ɩɪɨɟɤɬɭ-
ɜɚɧɧɹ, ɞɨɩɭɫɤɨɜɨɝɨ ɩɪɨɟɤɬɭɜɚɧɧɹ.  

• ɉɪɨɝɪɚɦɚ "ɇɭɥɶ ɞɟɮɟɤɬɿɜ" (ZD) ɡɚɩɪɨɩɨɧɨɜɚɧɚ ɭ 
1964 ɪɨɰɿ Ɏ. Ʉɪɨɫɛɿ – ɲɢɪɨɤɨ ɜɿɞɨɦɨɝɨ ɚɦɟɪɢɤɚɧɫɶɤɨɝɨ 
ɮɚɯɿɜɰɹ ɭ ɫɮɟɪɿ ɹɤɨɫɬɿ. Ɉɫɧɨɜɧɿ ɤɨɧɰɟɩɬɭɚɥɶɧɿ ɩɿɞɯɨɞɢ 
ɩɪɨɝɪɚɦɢ: ɩɟɪɟɧɟɫɟɧɧɹ ɭɜɚɝɢ ɧɚ ɩɨɩɟɪɟɞɠɟɧɧɹ ɩɨɹɜɢ 
ɞɟɮɟɤɬɿɜ, ɚ ɧɟ ʀɯ ɜɢɹɜɥɟɧɧɹ ɿ ɜɢɩɪɚɜɥɟɧɧɹ; ɫɩɪɹɦɭɜɚɧ-
ɧɹ ɡɭɫɢɥɶ ɧɚ ɫɤɨɪɨɱɟɧɧɹ ɪɿɜɧɹ ɞɟɮɟɤɬɧɨɫɬɿ ɧɚ ɜɢɪɨɛɧɢ-
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ɰɬɜɿ; ɪɨɡɭɦɿɧɧɹ ɬɨɝɨ, ɳɨ ɹɤɿɫɬɶ ɪɨɛɨɬɢ ɜɢɡɧɚɱɚɽɬɶɫɹ ɧɟ 
ɬɿɥɶɤɢ ɹɤɿɫɬɸ ɜɢɪɨɛɧɢɱɢɯ ɩɪɨɰɟɫɿɜ, ɚ ɣ ɞɿɹɥɶɧɿɫɬɸ ɧɟɜɢ-
ɪɨɛɧɢɱɢɯ ɩɿɞɪɨɡɞɿɥɿɜ. 

• Ɏɨɪɦɭɜɚɧɧɹ ɤɨɪɩɨɪɚɬɢɜɧɨʀ ɤɭɥɶɬɭɪɢ. 

• Ɋɟɿɧɠɢɧɿɪɢɧɝ ɩɪɨɰɟɫɿɜ – ɪɚɞɢɤɚɥɶɧɚ ɩɟɪɟɛɭɞɨɜɚ 
ɨɫɧɨɜɧɢɯ ɩɪɨɰɟɫɿɜ ɭ ɜɿɞɩɨɜɿɞɶ ɧɚ ɩɨɬɪɟɛɢ ɫɩɨɠɢɜɚɱɿɜ. 

• ɉɿɞɬɪɢɦɤɚ ɠɢɬɬɽɜɨɝɨ ɰɢɤɥɭ ɩɪɨɞɭɤɰɿʀ (Continuous 
Actuations and Life-cycle Support -CALS). Ƚɨɥɨɜɧɚ ɦɟɬɚ 
ɰɿɽʀ ɤɨɧɰɟɩɰɿʀ ɡɧɢɠɟɧɧɹ ɫɨɛɿɜɚɪɬɨɫɬɿ, ɬɪɭɞɨɦɿɫɬɤɨɫɬɿ ɬɚ 
ɩɿɞɜɢɳɟɧɧɹ ɹɤɨɫɬɿ ɡɚ ɪɚɯɭɧɨɤ ɿɧɬɟɝɪɚɰɿʀ ɿɧɮɨɪɦɚɰɿʀ ɿ 
ɚɜɬɨɦɚɬɢɡɚɰɿʀ ɩɪɨɰɟɫɿɜ ʀʀ ɨɛɪɨɛɥɟɧɧɹ. 

• Ɇɨɞɟɥɿ ɞɿɥɨɜɨʀ ɞɨɫɤɨɧɚɥɨɫɬɿ – ɹɤ ɫɢɫɬɟɦɧɿ ɫɭɤɭɩɧɨɫɬɿ 
ɤɪɢɬɟɪɿʀɜ, ɡɚɫɧɨɜɚɧɢɯ ɧɚ ɩɪɢɧɰɢɩɚɯ TQM ɿ ɩɪɢɡɧɚɱɟɧɢɯ 
ɞɥɹ ɨɰɿɧɸɜɚɧɧɹ ɞɿɹɥɶɧɨɫɬɿ ɨɪɝɚɧɿɡɚɰɿʀ ɭ ɫɮɟɪɿ ɹɤɨɫɬɿ.  

Ȼɿɥɶɲ ɞɟɬɚɥɶɧɨ ɩɪɨɚɧɚɥɿɡɭɽɦɨ ɜɢɤɨɪɢɫɬɚɧɧɹ ɰɿɽʀ ɦɨ-
ɞɟɥɿ. ɍ 1990 ɪɨɰɿ ȯɜɪɨɩɟɣɫɶɤɢɦ ɮɨɧɞɨɦ ɦɟɧɟɞɠɦɟɧɬɭ 
ɹɤɨɫɬɿ (EFQM) ɛɭɥɚ ɡɚɫɧɨɜɚɧɚ ɦɨɞɟɥɶ ɞɨɫɤɨɧɚɥɨɫɬɿ., ɹɤɚ 
ɜɜɚɠɚɽɬɶɫɹ ɫɶɨɝɨɞɧɿ ɧɚɣɞɨɫɤɨɧɚɥɿɲɨɸ ɦɨɞɟɥɥɸ ɞɿɥɨɜɨʀ 
ɞɨɫɤɨɧɚɥɨɫɬɿ. ɐɹ ɦɨɞɟɥɶ ɝɧɭɱɤɚ, ɩɨɫɬɿɣɧɨ ɭɞɨɫɤɨɧɚɥɸ-
ɽɬɶɫɹ ɿ ɦɨɠɟ ɜɢɤɨɪɢɫɬɨɜɭɜɚɬɢɫɹ ɩɿɞɩɪɢɽɦɫɬɜɚɦɢ ɜ ɪɿɡɧɢɯ 
ɫɟɤɬɨɪɚɯ ɟɤɨɧɨɦɿɤɢ, ɜɟɥɢɤɢɦɢ ɬɚ ɦɚɥɢɦɢ ɨɪɝɚɧɿɡɚɰɿɹɦɢ. 
ȼ ɍɤɪɚʀɧɿ ɇɚɰɿɨɧɚɥɶɧɚ ɧɚɝɨɪɨɞɚ ɡ ɹɤɨɫɬɿ ɛɭɥɚ ɜɩɪɨɜɚ-
ɞɠɟɧɚ ɜ 1996 ɪɨɰɿ ɧɚ ɛɚɡɿ ɦɨɞɟɥɿ ɞɿɥɨɜɨʀ ɞɨɫɤɨɧɚɥɨɫɬɿ 
EFQM. Ɇɨɞɟɥɶ ɛɚɡɭɽɬɶɫɹ ɧɚ ɞɟɜ'ɹɬɢ ɤɪɢɬɟɪɿɹɯ, ɨɛ'ɽɞɧɚ-
ɧɢɯ ɭ ɞɜɿ ɝɪɭɩɢ: "Ɏɚɤɬɨɪɢ ɫɩɪɢɹɧɧɹ" – 50 %, (500 ɛɚɥɿɜ), 
ɹɤɿ ɨɩɢɫɭɸɬɶ ɹɤ ɨɪɝɚɧɿɡɚɰɿɹ ɞɨɫɹɝɚɽ ɪɟɡɭɥɶɬɚɬɿɜ ɬɚ "Ɋɟ-
ɡɭɥɶɬɚɬɢ" – 50 %, (500 ɛɚɥɿɜ), ɹɤɿ ɨɪɝɚɧɿɡɚɰɿɹ ɞɨɫɹɝɥɚ ɚɛɨ 
ɞɨɫɹɝɚɽ. Ɇɚɤɫɢɦɚɥɶɧɚ ɤɿɥɶɤɿɫɬɶ ɛɚɥɿɜ, ɳɨ ɩɪɢɫɜɨɽɧɚ ɤɨ-
ɠɧɨɦɭ ɤɪɢɬɟɪɿɸ, ɜɢɤɨɪɢɫɬɨɜɭɽɬɶɫɹ ɩɿɞ ɱɚɫ ɫɚɦɨ ɨɰɿɧɸ-
ɜɚɧɧɹ ɚɛɨ ɩɿɞɝɨɬɨɜɤɢ ɡɚɹɜɤɢ ɧɚ ɽɜɪɨɩɟɣɫɶɤɭ ɧɚɝɨɪɨɞɭ ɡ 
ɹɤɨɫɬɿ. ȼɿɞɩɨɜɿɞɧɟ ɜɿɞɫɨɬɤɨɜɟ ɫɩɿɜɜɿɞɧɨɲɟɧɧɹ ɜɤɚɡɭɽ ɧɚ 
ɜɿɞɧɨɫɧɭ ɜɚɠɥɢɜɿɫɬɶ ɰɶɨɝɨ ɤɪɢɬɟɪɿʀ ɜ ɰɿɥɨɦɭ.  

Ʉɪɢɬɟɪɿɣ 1. Ʌɿɞɟɪɫɬɜɨ – 100 ɛɚɥɿɜ (10%) ɨɰɿɧɸɜɚɧɧɹ 
ɬɨɝɨ, ɹɤ ɤɟɪɿɜɧɢɰɬɜɨ ɜɢɤɨɪɢɫɬɨɜɭɽ ɭ ɫɜɨʀɣ ɞɿɹɥɶɧɨɫɬɿ 
ɩɪɢɧɰɢɩɢ ɡɚɝɚɥɶɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ, ɹɤ ɜɩɪɨɜɚɞɠɭ-
ɸɬɶɫɹ ɭɞɨɫɤɨɧɚɥɟɧɧɹ ɜ ɨɪɝɚɧɿɡɚɰɿʀ, ɹɤɚ ɫɩɿɜɩɪɚɰɹ ɡɿ 
ɫɩɨɠɢɜɚɱɚɦɢ, ɩɨɫɬɚɱɚɥɶɧɢɤɚɦɢ, ɩɚɪɬɧɟɪɚɦɢ ɬɚ ɿɧɲɢɦɢ 
ɡɨɜɧɿɲɧɿɦɢ ɨɪɝɚɧɿɡɚɰɿɹɦɢ. Ʉɪɢɬɟɪɿɣ 2. ɋɬɪɚɬɟɝɿɹ ɿ ɩɥɚ-
ɧɭɜɚɧɧɹ – 80 ɛɚɥɿɜ (8%) – ɨɰɿɧɸɜɚɧɧɹ ɮɨɪɦɭɥɸɜɚɧɧɹ 
ɫɬɪɚɬɟɝɿʀ ɪɨɡɜɢɬɤɭ ɬɚ ɫɢɫɬɟɦɢ ɩɥɚɧɿɜ. Ʉɪɢɬɟɪɿɣ 3. 
ɍɩɪɚɜɥɿɧɧɹ ɤɨɥɟɤɬɢɜɨɦ – 90 ɛɚɥɿɜ (9%) – ɨɰɿɧɤɚ ɪɨɡɪɨɛ-
ɤɢ ɤɚɞɪɨɜɢɯ ɩɥɚɧɿɜ, ɚɤɬɢɜɧɨɫɬɿ ɫɩɿɜɪɨɛɿɬɧɢɤɿɜ ɬɚ ɩɪɢɣɧ-
ɹɬɬɹ ɧɢɦɢ ɪɿɲɟɧɶ. Ʉɪɢɬɟɪɿɣ 4. Ɋɟɫɭɪɫɢ – 90 ɛɚɥɿɜ (9%) – 
ɨɰɿɧɸɜɚɧɧɹ ɬɨɝɨ, ɹɤ ɨɪɝɚɧɿɡɚɰɿɹ ɭɩɪɚɜɥɹɽ ɮɿɧɚɧɫɨɜɢɦɢ 
ɪɟɫɭɪɫɚɦɢ, ɿɧɮɨɪɦɚɰɿɣɧɢɦɢ ɪɟɫɭɪɫɚɦɢ, ɦɚɬɟɪɿɚɥɚɦɢ ɿ 
ɿɧɲɢɦɢ ɪɟɫɭɪɫɚɦɢ. Ʉɪɢɬɟɪɿɣ 5. ɋɢɫɬɟɦɚ ɹɤɨɫɬɿ ɬɚ ɩɪɨ-
ɰɟɫɢ – 140 ɛɚɥɿɜ (14%) – ɨɰɿɧɸɽɬɶɫɹ ɧɚɫɤɿɥɶɤɢ ɭɫɩɿɲɧɨ 
ɨɪɝɚɧɿɡɚɰɿɹ ɮɨɤɭɫɭɽ ɭɜɚɝɭ ɧɚ ɫɩɨɠɢɜɚɱɚɯ, ɭɩɪɚɜɥɹɽ 
ɫɜɨɽɸ ɫɢɫɬɟɦɨɸ ɹɤɨɫɬɿ, ɜɢɪɨɛɧɢɱɢɦɢ ɩɪɨɰɟɫɚɦɢ ɬɚ 
ɩɪɨɰɟɫɨɦ ɩɨɫɬɿɣɧɨɝɨ ɭɞɨɫɤɨɧɚɥɟɧɧɹ. Ʉɪɢɬɟɪɿɣ 6. Ɂɚɞɨ-
ɜɨɥɟɧɧɹ ɩɨɬɪɟɛ ɫɩɨɠɢɜɚɱɚ – 200 ɛɚɥɿɜ (20%) – ɩɪɟɞ-
ɫɬɚɜɥɹɸɬɶɫɹ ɪɟɡɭɥɶɬɚɬɢ ɫɬɨɫɨɜɧɨ ɫɩɪɢɣɧɹɬɬɹ ɫɩɨɠɢɜɚ-
ɱɚɦɢ ɩɪɨɞɭɤɰɿʀ, ɩɨɫɥɭɝ ɬɚ ɫɬɚɜɥɟɧɧɹ ɨɪɝɚɧɿɡɚɰɿʀ ɞɨ ɫɩɨ-
ɠɢɜɚɱɚ. Ʉɪɢɬɟɪɿɣ 7. Ɂɚɞɨɜɨɥɟɧɧɹ ɩɨɬɪɟɛ ɤɨɥɟɤɬɢɜɭ – 90 
ɛɚɥɿɜ (9%) – ɰɟ ɫɩɪɢɣɧɹɬɬɹ ɫɩɿɜɪɨɛɿɬɧɢɤɚɦɢ ɫɜɨɽʀ ɨɪɝɚ-
ɧɿɡɚɰɿʀ. Ʉɪɢɬɟɪɿɣ 8. ȼɩɥɢɜ ɧɚ ɫɭɫɩɿɥɶɫɬɜɨ – 60 ɛɚɥɿɜ 
(15%). Ʉɪɢɬɟɪɿɣ 9. Ⱦɿɥɨɜɿ ɪɟɡɭɥɶɬɚɬɢ – 150 ɛɚɥɿɜ (15%) 
ɧɚɞɚɸɬɶɫɹ ɪɟɡɭɥɶɬɚɬɢ ɫɬɨɫɨɜɧɨ ɮɿɧɚɧɫɨɜɢɯ ɩɨɤɚɡɧɢɤɿɜ 
ɟɮɟɤɬɢɜɧɨɫɬɿ ɞɿɹɥɶɧɨɫɬɿ. Ʉɪɢɬɟɪɿʀ 1-5 ɰɟ "Ɏɚɤɬɨɪɢ ɫɩɪɢ-
ɹɧɧɹ", ɚ ɤɪɢɬɟɪɿʀ 6-9 – ɰɟ "Ɋɟɡɭɥɶɬɚɬɢ". 

Ⱦɥɹ ɛɿɥɶɲɨɫɬɿ ɜɢɞɿɜ ɞɿɥɨɜɨʀ ɞɨɫɤɨɧɚɥɨɫɬɿ ɧɚɣɛɿɥɶɲ 
ɜɚɠɥɢɜɢɦ ɚɫɩɟɤɬɨɦ ɽ "Ɋɟɡɭɥɶɬɚɬɢ". Ɏɚɤɬɢɱɧɨ ɰɹ ɦɨ-
ɞɟɥɶ ɜɤɚɡɭɽ ɧɚ ɬɟ, ɳɨ ɡɚɞɨɜɨɥɟɧɧɹ ɤɨɪɢɫɬɭɜɚɱɚ, ɡɚɞɨ-
ɜɨɥɟɧɧɹ ɩɟɪɫɨɧɚɥɭ ɬɚ ɜɩɥɢɜ ɧɚ ɫɭɫɩɿɥɶɫɬɜɨ , ɳɨ ɞɨɫɹ-
ɝɚɸɬɶɫɹ ɥɿɞɟɪɫɬɜɨɦ ɲɥɹɯɨɦ ɭɩɪɚɜɥɿɧɧɹ ɫɬɪɚɬɟɝɿɽɸ ɬɚ 
ɩɥɚɧɭɜɚɧɧɹɦ ɭɩɪɚɜɥɿɧɫɶɤɢɦɢ ɤɚɞɪɚɦɢ, ɭɩɪɚɜɥɿɧɧɹ ɪɟ-
ɫɭɪɫɚɦɢ, ɫɢɫɬɟɦɭ ɹɤɨɫɬɿ ɬɚ ɩɪɨɰɟɫɢ, ɩɪɢɜɨɞɹɬɶ ɜ ɪɟ-

ɡɭɥɶɬɚɬɿ ɞɨ ɩɨɡɢɬɢɜɧɢɯ ɮɿɧɚɧɫɨɜɢɯ ɿ ɧɟ ɮɿɧɚɧɫɨɜɢɯ ɞɿ-
ɥɨɜɢɯ ɪɟɡɭɥɶɬɚɬɿɜ. 
ȼɢɫɧɨɜɤɢ ɡ ɞɚɧɨɝɨ ɞɨɫɥɿɞɠɟɧɧɹ ɬɚ ɩɟɪɫɩɟɤɬɢɜɢ 

ɩɨɞɚɥɶɲɢɯ ɞɨɫɥɿɞɠɟɧɶ. Ɂɚɝɚɥɶɧɟ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɽ 
ɩɪɨɰɟɫɨɦ ɩɟɪɟɬɜɨɪɟɧɧɹ ɨɪɝɚɧɿɡɚɰɿʀ, ɧɚɰɿɥɟɧɢɦ ɧɚ ɹɤɿɫɬɶ 
ɿ ɡɚɫɧɨɜɚɧɢɦ ɧɚ ɿɞɟʀ ɛɟɡɩɟɪɟɪɜɧɨɝɨ ɩɨɥɿɩɲɟɧɧɹ ɭɫɶɨɝɨ, 
ɳɨ ɜɿɞɛɭɜɚɽɬɶɫɹ ɜ ɧɿɣ. Ʉɪɿɦ ɬɨɝɨ, ɰɟ ɫɭɤɭɩɧɿɫɬɶ ɨɫɧɨɜɧɢɯ 
ɩɪɢɧɰɢɩɿɜ ɡ ɩɨɫɬɿɣɧɨɝɨ ɭɞɨɫɤɨɧɚɥɟɧɧɹ ɨɪɝɚɧɿɡɚɰɿʀ. TQM 
ɦɨɛɿɥɿɡɭɽ ɜɫɿɯ ɫɩɿɜɪɨɛɿɬɧɢɤɿɜ ɤɨɦɩɚɧɿʀ ɧɚ ɡɚɞɨɜɨɥɟɧɧɹ 
ɡɚɩɢɬɿɜ ɫɩɨɠɢɜɚɱɿɜ, ɳɨ ɜɢɦɚɝɚɽ ɩɨɜɫɹɤɞɟɧɧɨʀ ɭɱɚɫɬɶ 
ɤɨɠɧɨɝɨ ɜ ɫɢɫɬɟɦɚɬɢɱɧɨɦɭ ɩɿɞɜɢɳɟɧɧɿ ɹɤɨɫɬɿ. ɐɹ ɩɪɨ-
ɝɪɚɦɚ ɬɨɪɤɚɽɬɶɫɹ ɛɭɞɶ-ɹɤɨʀ ɥɸɞɢɧɢ ɿ ɛɭɞɶ-ɹɤɨʀ ɝɪɭɩɢ 
ɥɸɞɟɣ ɜ ɨɪɝɚɧɿɡɚɰɿʀ. TQM ɨɡɧɚɱɚɽ ɩɨɫɬɿɣɧɟ ɩɿɞɜɢɳɟɧɧɹ 
ɟɮɟɤɬɢɜɧɨɫɬɿ ɧɚ ɜɫɿɯ ɪɿɜɧɹɯ ɿ ɭ ɜɫɿɯ ɫɮɟɪɚɯ ɞɿɹɥɶɧɨɫɬɿ 
ɲɥɹɯɨɦ ɫɬɜɨɪɟɧɧɹ ɭɦɨɜ ɞɥɹ ɛɟɡɩɟɪɟɪɜɧɨɝɨ ɩɨɥɿɩɲɟɧɧɹ 
ɧɚ ɨɫɧɨɜɿ ɤɨɦɚɧɞɧɨʀ ɪɨɛɨɬɢ, ɡɦɿɰɧɟɧɧɹ ɞɨɜɿɪɢ ɿ ɩɨɫɥɿɞɨ-
ɜɧɨɝɨ, ɫɢɫɬɟɦɚɬɢɱɧɨɝɨ ɜɢɜɱɟɧɧɹ ɪɨɛɨɱɨɝɨ ɩɪɨɰɟɫɭ, ɡɚ-
ɫɬɨɫɭɜɚɧɧɹ ɤɿɥɶɤɿɫɧɢɯ ɦɟɬɨɞɿɜ ɚɧɚɥɿɡɭ ɣ ɿɧɲɢɯ ɚɧɚɥɿɬɢɱ-
ɧɢɯ ɦɟɬɨɞɢɤ, ɚ ɬɚɤɨɠ ɧɚɝɪɨɦɚɞɠɟɧɧɹ ɡɧɚɧɶ ɿ ɞɨɫɜɿɞɭ ɜ 
ɫɮɟɪɿ ɭɞɨɫɤɨɧɚɥɟɧɧɹ ɩɪɨɰɟɫɿɜ.  

Ɍɚɤɢɦ ɱɢɧɨɦ, TQM – ɰɟ ɤɨɦɩɥɟɤɫɧɢɣ ɦɟɬɨɞ ɩɨɫɬɭ-
ɩɨɜɨɝɨ ɿ ɫɢɫɬɟɦɚɬɢɱɧɨɝɨ ɩɨɥɿɩɲɟɧɧɹ ɜɫɿɯ ɚɫɩɟɤɬɿɜ ɞɿɹ-
ɥɶɧɨɫɬɿ ɨɪɝɚɧɿɡɚɰɿʀ, ɳɨ ɜɢɦɚɝɚɽ ɧɚɩɪɭɠɟɧɨʀ ɪɨɛɨɬɢ, ɞɢ-
ɫɰɢɩɥɿɧɢ, ɿɧɬɟɧɫɢɜɧɨɝɨ ɧɚɜɱɚɧɧɹ ɿ ɩɨɫɥɿɞɨɜɧɨɝɨ ɜɢɤɨɪɢ-
ɫɬɚɧɧɹ ɜɢɡɧɚɱɟɧɢɯ ɿɧɫɬɪɭɦɟɧɬɿɜ ɿ ɪɟɫɭɪɫɿɜ. ɍ ɩɨɞɚɥɶɲɢɯ 
ɞɨɫɥɿɞɠɟɧɧɹɯ ɞɨɰɿɥɶɧɨ ɩɪɨɚɧɚɥɿɡɭɜɚɬɢ ɜɢɤɨɪɢɫɬɚɧɧɹ 
ɫɢɫɬɟɦɢ ɹɤɨɫɬɿ ɧɚ ɛɚɡɿ ɤɨɧɰɟɩɰɿʀ "ɲɿɫɬɶ ɫɢɝɦ", ɫɬɚɧɞɚɪɬɿɜ 
QS 9000, Ɇɿɠɧɚɪɨɞɧɨʀ ɫɢɫɬɟɦɢ ɪɟɣɬɢɧɝɭ ɹɤɨɫɬɿ. 

Ɍɨɣ ɮɚɤɬ, ɳɨ ɿɞɟʀ ɡɚɝɚɥɶɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɡɚ-
ɤɥɚɞɟɧɨ ɜ ɨɫɧɨɜɭ ɦɿɠɧɚɪɨɞɧɢɯ ɫɬɚɧɞɚɪɬɿɜ ISO 
9000:2000, ɞɥɹ ɡɚɛɟɡɩɟɱɟɧɧɹ ɮɭɧɤɰɿɨɧɭɜɚɧɧɹ ɟɮɟɤɬɢɜ-
ɧɢɯ ɫɢɫɬɟɦ ɦɟɧɟɞɠɦɟɧɬɭ ɹɤɨɫɬɿ ɧɚ ɛɭɞɶ-ɹɤɢɯ ɩɿɞɩɪɢɽɦ-
ɫɬɜɚɯ, ɩɿɞɬɜɟɪɞɠɭɽ ɫɚɦɟ ɠɢɬɬɽɡɞɚɬɧɿɫɬɶ ɰɿɽʀ ɤɨɧɰɟɩɰɿʀ, ʀʀ 
ɚɤɬɭɚɥɶɧɿɫɬɶ ɿ ɩɟɪɫɩɟɤɬɢɜɧɿɫɬɶ ɡɚ ɫɭɱɚɫɧɢɯ ɭɦɨɜ ɮɭɧɤ-
ɰɿɨɧɭɜɚɧɧɹ. Ⱦɨɫɜɿɞ ɭɫɩɿɲɧɨɝɨ ɜɩɪɨɜɚɞɠɟɧɧɹ ɿɞɟɣ TQM ɭ 
ɩɪɚɤɬɢɤɭ ɞɿɹɥɶɧɨɫɬɿ ɫɜɿɬɨɜɢɯ ɥɿɞɟɪɿɜ ɭ ɪɿɡɧɢɯ ɝɚɥɭɡɹɯ 
ɩɪɨɦɢɫɥɨɜɨɫɬɿ – ɿɳɟ ɨɞɧɟ ɩɿɞɬɜɟɪɞɠɟɧɧɹ ɬɨɝɨ, ɳɨ ɤɨɧ-
ɰɟɩɰɿɹ ɬɚ ɩɪɢɧɰɢɩɢ TQM ɪɨɡɜɢɜɚɸɬɶɫɹ ɹɤ ɪɟɚɤɰɿɹ ɧɚ 
ɧɨɜɿ ɪɟɚɥɿʀ ɪɢɧɤɨɜɨʀ ɟɤɨɧɨɦɿɤɢ. 

ɋɶɨɝɨɞɧɿ ɡɚɤɥɚɞɚɸɬɶɫɹ ɨɫɧɨɜɢ ɞɥɹ ɧɚɫɬɭɩɧɨɝɨ ɟɬɚɩɭ 
ɪɨɡɜɢɬɤɭ ɤɨɧɰɟɩɰɿʀ ɡɚɝɚɥɶɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɧɚ ɩɿɞ-
ɩɪɢɽɦɫɬɜɚɯ ɍɤɪɚʀɧɢ, ɹɤɢɣ ɛɭɞɟ ɯɚɪɚɤɬɟɪɢɡɭɜɚɬɢɫɹ ɩɟ-
ɪɟɯɨɞɨɦ ɜɿɞ ɫɚɦɨɨɰɿɧɸɜɚɧɧɹ ɩɿɞɩɪɢɽɦɫɬɜ ɧɚ ɜɿɞɩɨɜɿɞ-
ɧɿɫɬɶ ɡɨɜɧɿɲɧɿɦ ɦɨɞɟɥɹɦ TQM ɞɨ ɫɬɜɨɪɟɧɧɹ ɜɥɚɫɧɢɯ – 
ɜɧɭɬɪɿɲɧɿɯ ɦɨɞɟɥɟɣ ɡɚɝɚɥɶɧɨɝɨ ɦɟɧɟɞɠɦɟɧɬɭ ɨɪɝɚɧɿɡɚ-
ɰɿɣ, ɹɤɿ ɛɚɡɭɜɚɬɢɦɭɬɶɫɹ ɧɚ ɩɪɢɧɰɢɩɚɯ TQM. 
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