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XapxiecoKkuil HAYiOHALHUL ABMOMOOIIbHO-00POJNCHIL YHIBepCUmem

CYTHICTD I BMICT HOHATTA
«BCE3AT'AJIbHUW MEHEJXKMEHT SIKOCTI»

Anomauia. Y naw uac icnye b6e3niu mouoxk 30py Ha cymuicms nowamms «Bcezazanvnuil
MEHeOAHCMEHmM AKOCMI», SKI MaAromb CYMmeSi 8i0MIHHOCMI 00HA 8i0 00HOI. lle euxiukae neswi
mpyoHowi ni0 uac enposaoddicenHs «Bcezacanvnozo meneoxrcmenmy akocmi HA GIMYUSHAHUX
nIONPUEMCMBAX.

V' pesynomami nposedenozo odocniodicenns 6yno euznaueno nonammsa «Bcezacanvhuil
MeHeONCMeHm AKOCMi» AK KOHYenyilo, wo nepeobayac nocmynose i besnepepene noinuieHHs
opeanizayii, cnpsamoeare Ha 3abe3neyeHHs AKOCMI y 8CIX cqhepax OisibHOCMI opeaHizayii, 0
00CsACHEHHs 00820CMPOKOBO20 YCRHIXY WIIAXOM 3A0080JIEHHS GUMO2 CHONCUBAYIB, UIEeHI8
opeanizayii ma cycnitbemaa 6 yinomy. Taxosc nponoHyemuvcs nepenix ckiadoo8ux 6ce3a2aibH020
MeHeOHCMeHmy AKOCMI, OOMPUMAHHS AKUX 00360.14€ 3a0e3nedumu 6ce3a2aibHy AKicmb.

Knrouoei cnosa: menedscmenm, aKicms, NiONPUEMCIEO.

I''TAIIKOBA A.E., acCCUCTEHT,
XapvKo8CKUll HAYUOHAIbHBLU ABMOMOOUNbHO-00PONCHBIU YHUBEPCUMEM

CYIMHOCTDb H COAEP’KAHHUE ITOHATHS
«BCEOBIIMU MEHE/KMEHT KAYECTBA»

Aunomauyuna. B nawe epems cywecmeyem MHOMCECMBO MOYEK 3PEHUs HA CYUWHOCHb
nousmus «Bceobwuii menedxcmenm Kavecmeay, KOMopble UMEIOm CYWeCmEeHHble OMIAUYUs]
opye om Opyea. Omo ewizvieaem onpeoeieHnvle mMpyOHOCmuU npu 6HeopeHuu «Bceobwezo
MeHeOHCMeHmMa Kayecmeaa Ha 0meyecmeeHHbIX NPeonpUsmusx.

B pesynomame npogedenHo2o ucciedoanus Ovulio onpedeneno nowamue «Bceobwuii
MEHeONCMEHM Kayecmeay KaK KOHYenyuio, npedycmampuarouiyio NOCmeneHHoe U HenpepulHoe
VAyuueHue opeaHu3ayuu, HanpasieHHoe Ha obecneyeHue Kavecmeda 60 6cex cgepax
oesmenbHOCMU Op2aHU3ayUU, 015 O0OCMUNCEHUsL 00I20CPOUHO20 YChexa nymem YO081emeopeHtisl
mpebosanuti nompebumernet, 4ieH08 op2anuzayuu u oowecmea 6 yenom. Taxoce npeonrazaemcs
nepeuensb COCMABNAIOWUX BCE00Uec0 MEeHeONCMeHma Kavecmed, coonooenue Komopulx
no3eosiaem obecneyums ceodujee Kauecmaso.

Knrwoueswie cnosa: menedxrcmenm, kauecmso, npeonpusimue.
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NATURE AND CONTENT OF "TOTAL QUALITY
MANAGEMENT"CONCEPT

Abstract. Nowadays there are many points of view on the nature of «Total quality
managementy concept that have significant differences. This causes certain difficulties in the
implementation of «Total quality managementy at the local enterprises.

The study has defined the notion of «Total quality managementy» as a concept that involves
gradual and continuous improvement of an organization, is aimed at ensuring the quality in all areas of
the organization’s work and achieving a long-term success through meeting the demands of consumers,
members of organizations and the society in general. Also a list of components of total quality
management is suggested, whose implementation ensures total quality.

Key words: management, quality, enterprise.

ITocTanoBka npodJemMu. I3 BBEeACHHSIM MIXKHAPOIHUX CTaHJIApPTIB
ISO, anmekBaTHUX M yKpaiHCHKUX CTaHAPTIB, BUKOPUCTAHHSIM 3aKOp-
JOHHOTO JIOCBIYy Ha MIANPUEMCTBAX YKpaiHU BCE OUIBIIOTO MOMIUPESHHS
HaOyBae BcezarayibHU MeHeKMEHT sikocTi (TQM). HesBaxkaroun Ha
€THICTD 1711 1010 MOTO HAIIICHOCTI Ha BCe3arajbHY SIKICTh, CyTHICTb,
3MicT Ta npuHIMn TQM mo-pi3HOMY TPakTyIOThCS MPOBIAHUMHU BITUH-
3HSIHUMU Ta 3apyOi>KHUMM BUEHUMH, 110 BUKIIMKAE TIEBHI TPYIHOIII IPU
Horo BIPOBAKCHHI HA MiAMPUEMCTBAX.

AHaJIi3 OCTaHHIX AOCTiIKeHb | myOaikanii. Y cydacHii jitepa-
Typl Ta MPAKTHUIll ICHYIOTh Pi3HI TOYKH 30py Ha cyTHicTh TQM. Ilixg
TQM posymitoTe ¢inocodiro [1], 1meonoriro opranizaiii [2], HaIPsSAMOK
[3], cuctemy miii[4, 5], meton [6, 7], miaxixa [8, 9], konuemnitito [10, 11].

Haii0inpIn y3aralbHEHUMHM € BHU3HAUYCHHs, 110 HaJaHl 3 PO3yMiH-
HaM TQM sk dinocodii Ta iaeoortii.

Tak, y po0orti [1, ¢. 36] «TQM — 1ie ¢inocodist opranizaiiii, 1o 3a-
CHOBaHa Ha MparHeHHI 10 SKOCTI Ta MPAKTHUIll yIpPaBIiHHA, [0 MPU3BO-
JUTH JI0 BCE3arajibHO1 SKOCTI»; B po00TI [2, ¢. 21] «TQM — 11€e 11€070T1s,
10 JI03BOJIsIE KOMMAaHIi MOCTIMHO MOJIMIIITYBAaTU AKICTh pOOOTH Ta JOMa-
raTucs J0JAaTKOBOI KOHKYPEHTHOI IIEpEBarny.

[{i BU3HAYEHHS HE JAIOTh YITKOTO YSBJICHHS PO CYTh, 3MicT TQM.

B onniil 13 pyngamentanbHux poOIT [3] TQM posrisaaerbes sK
«HAMPSIMOK, OPIEHTOBAHUM HA 3aCTOCYBAHHS MiIXO/IIB SKOCT1 Ha BCIX Pi-
BHSIX KOMMaHIi 1 10 BCiX 1i PyHKII#». Y 1IbOMY BU3HAYCHHI HE TTO3HAYCHI1
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BHUJIM PECYpPCIB, 110 MalOTh OyTH MOOLI130BaHi, Ta Ha KOT0 Ma€e OyTH TIO-
KJIaZicHa BIJTOBIIANBHICTE 3a JAocsATHeHHs Metu TQM. Ane, Ha BIAMIHY
Bi/I BM3HA4YEHb MOJAHUX BHUIIE, BOHO BKa3y€ Ha HEOOXIIHICTh BIPOBa-
mkeHHs 3acaa TQM Ha BCiX pIBHSX OpraHi3alliiHOI CTPYKTYpPH MiANPHU-
€MCTBA.

[amm aBTOpH [5] Bu3HAvaroTh TQM sK «cuUCTeMy [IiH, IO CIPSMO-
BaH1 Ha JOCSTHEHHS 3aJ0BOJICHHS 1 3aJIy4YC€HHS CIOKUBaudiB (KJIIEHTIB),
3pOCTaHHSI MOKJIMBOCTEW MpAaI[iBHUKIB, OUIbIII BHUCOKI, JIOBITOCTPOKOBI
I0X0Au Ta MeHII BUTpatu». Lle Bu3HaueHHs xapakrepuszye TQM sk cu-
CTEMY, OCHOBHOIO METOIO SIKOI € MaKCHUMIi3allisl JOXOIIB Ta MIHIMI3aIlis
BUTpAT. SIKICTh B TAHOMY BU3HAUYE€HHI1 BUCTYIIAE SIK 3aCi0 JJIs1 OTpPUMAaHHS
MaKCUMAaJbHOTO MPUOYTKY, a HE TOJIOBHA MeTa (PYHKI[IOHYBaHHS OpTraHi-
3amii. Take BU3HaUCHHS HE BII0Opakae CrpaBkHboi cyTi TQM.

Hanpsimku, Ha siki Mae OyTH cpsiMOBaHa yBara IiJl 4ac peaiizarii
KOHIIEIIIII1 BCe3arajJbHOr0 yIPaBIiHHS SIKICTIO, TOBHOIO MIPOIO BU3HAYNWB
y cBOiil po6oTi [4, c. 32] Mo3zomok B.O. Bin Buznauae TQM sk «cucre-
My, 110 OyJy€EThCA HAa TaKMX OCHOBHMX KOHIICMIISIX: OPIEHTAIlisl HAa pe-
3yJIbTaT; KOHIICHTpAIlis yBard Ha CIOXHBadax; JIAePCTBO Ta BIJAMOBII-
HICTh LUISIM; YOpPaBJIiHHA, IO IPYHTYEThCA Ha mpouecax 1 (akrax;
PO3BUTOK II€pCOHANTY, MOTO BAOCKOHAJICHHS; MOCTIMHI HAaBYaHHS, 1HHO-
BaIlli, pO3BUTOK MapTHEPCTBA; BIAMOBIAAIBHICTH MEPE]l CYyCHITIbCTBOMY.
AJie HETOUHICTIO IIbOTO BU3HAYEHHS € T€, 1[0 BOHO MAa€ Ha yBa3l OpI€H-
Tallll0 Ha pe3yJibTaT, a KicTh Y TQM € camoro CyTHICTIO Oprasizailii.
OpieHTalig Ha SKICTh Ma€ OYTH MPUCYTHS Y BCIX HAMPSIMKaX AisUIbHOCTI
NIAMPUEMCTBA Ta MPU 3A1MCHEHHI BCiX (YHKIIIHM Ta IpOLECIB.

[{i HETOYHOCTI YCYyBalOThCSl B BUZHAUYEHHI, IIJ0 HABEJICHE B CTaH/Ia-
prax cepii ICO [8, 9].

«TQM — 11e TpUHUMIIOBO HOBUH MiAX1J 10 YIIPABIIHHS OYyIb-SIKOIO
oprasizalfi€ro, HaIiJICHOIO Ha SIKICTh, OCHOBAaHUU Ha y4acTl yCiX i1 4JieHIB
(mepcoHany y BCiX MiApo3/iiax 1 Ha yCiX pIBHSIX OpraHi3aiiiHoi CTPYK-
TypHu) 1 CHOPSMOBAaHUM Ha JOCSTHEHHSI JIOBIOCTPOKOBOTO YCIIIXY 4Yepe3
3a/I0BOJICHHSI BUMOT CITOKMBAaYa 1 BUTOIM SK JJIs WICHIB OpraHi3ailii, Tak
1 cycniyibcTBa (TOOTO BpaxyBaHHs BUMOT CYCITUIHCTBA)Y.

VY po6oti M.I'. Kpyriosa ta I'.'M. [llumxkosa [6, ¢. 79] nix Bce3ara-
JBHUAM YTPABIIHHSAM SIKICTIO TPOTIOHYETHCS PO3YMITH «METOJ YIIPaBIIiH-
Hs OpraHi3alli€ro, 10 3aCHOBAaHUM Ha CIIBIpaIll BCIX ii CHiBpOOITHHKIB,
OpPIEHTOBAHUI HA SIKICTh Ta SKUU 3a0€3MeuyeThbCs 4Yepe3 3aJ0BOJICHHS
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3aMUTIB CIIOXKMBAYiB, JIOCATHEHHS IIJIEH JOBTOTEPMIHOBOTO MiAMPHEM-
HUIIBKOTO YCIIXy Ta BUTOJM JJIsl BCIX IpaIIBHUKIB OpraHi3ailii Ta roc-
MOJapPCTBA B IILJIOMY».

Henoniky MOHATTS, 1110 HaBeJCHE B MIXKHAPOJHUX CTaHJapTax ce-
pii ICO Ta B podoti M.I'. Kpyrnosa i1 ['.M. IllumkoBa, ycyBae B CBOil
po6oti B.B. Oxpenunos [14, c. 189]. Bin BU3Hauae «3arajibHe yIpaB-
JIHHS SIKICTIO SIK KOHIIEIIIIO, 110 Nepeadayae BcebiuHe, HiIeCIpsIMOBaHe
1 100pe CKOOpPJMHOBAHE 3aCTOCYBAHHS CHCTEM 1 METOJIIB YMPaBIiHHS
AKICTIO B yCIX cdepax AISIBHOCTI BiJ JOCIIIKEHB 1 pO3pO0OK JI0 MICTs-
MPOJAAKHOTO OOCITYTOBYBaHHS 3a y4acTIO KEPIBHMIITBA Ta CJIy>KOOBIIIB
yCIX PIBHIB 1 MiJ Yac paiioHaIbHOTO BUKOPUCTAHHS TEXHIYHUX MOKIIU-
BocTel». HemoBHOTA II,OTO BU3HAYEHHS TOJISATAE B TOMY, IO BOHO PO3-
IIsiAa€ palioHaJIbHE BUKOPHUCTAHHS TUTBKM TEXHIYHMX MOXKJIMBOCTEH 1
HEXTY€ IHIIMMH IHTEHCUBHUMM (PaKTOpaMu MiJBUILECHHS €(PEKTUBHOCTI
mismbHOCTI. TakoX poOMTHCS aKIIEHT HAa KEPIBHHUKIB Ta CIY>KOOBIIIB, a
3a0€3MeYEeHHsI SIKOCTI OUIBIIOI MIPOIO JOCSTAETHCS 3YCHIUISIMUA 0O€3MO0-
CepeaHIX BUKOHABIIIB.

[lo-pi3HOMY BU3HAYAIOTh aBTOPH 1 PE3YJIbTATH, 11O MOXYTb OyTH
OTpHMaHI Mija yac 3actocyBaHHs TQM, OUIBIIICTh aBTOPIB SIK Pe3yJIbTaT
BU3HAYAIOTh 33JI0BOJICHHSI BUMOT CIIOKHMBA4iB 1 OTPUMAaHHS BUTOIU JIJIS
CycHiabCcTBa B 1uyioMy [4, 6 — 10, 14], ane aeski BUAUIIIOTh OTPUMAaHHS
TOAATKOBUX KOHKYPEHTHHUX IepeBar [2] uM 30UIbIIEHHS JOXOIIB Ta Mi-
HIMI3aIlito BUTpar [8].

®opmyJOBaHHA Hijeil crarTi. METOI0 CTaTTI € BIOCKOHAICHHS
NnoHATTA «Bce3aranbHuil MEHEKMEHT SIKOCT1» K MEBHOI KOHIEMIIIT Ha
OCHOB1 TEOPETUYHUX y3arajbHEHb, JOTTYHOTO Ta CHCTEMHOTO aHai3y.

BuxJjiag oCHOBHOro martepiajay AOCJiIKeHHHA. Bu3HaueHHs 1O0-
HATTS nepeadavyae MPOBEACHHS JIOTTYHOTO aHaIi3y, 10 CIPSMOBAHHUM Ha
PO3KPHUTTS HOTO 3MICTy, BU3HAYCHHS OCHOBHOI TOUKH 30pYy Ha MpEIMET,
HOro BU3HAYAIOUHUX XapPaKTEPUCTHK, PE3YJIbTaTH SIKOTO HaBeleH] B Ta0. 1.

Takum 4rHOM, HaOUTBII CYTTEBOIO O3HAKOIO HAYKOBIII BBa)KalOTh
3aJI0BOJICHHS BUMOT CHOKHMBaYiB (paHr 1); MEHII BarOMUMHU — 3aCTOCY-
BaHHS I1JIXO/1B SIKOCTI, OXOILJICHHS BCIX cep AISIbHOCTI.

Ha mincraBi BuIeBuKIaaeHoro copmynoeMo Bu3zHadeHHs. OTxke,
BCe3arajbHUIl MEHEIKMEHT SIKOCTI — II€ KOHIICIIIIis, 110 nepeadadae 1mo-
CTyInoBe 1 Oe3nepepBHE MOMIMIIESHHS OpraHi3ailii, cupsMoBaHe Ha 3a0e3-
MEUYECHHS SIKOCT1 y BCiX cdepax MisTIbHOCTI OpraHizailii, Jjs JOCSITHEHHS
JOBrOCTPOKOBOTO YCHIXY IUIAXOM 3aJ0BOJICHHS BHMOT CIOKHUBayiB,
YJICHIB OpraHi3allii Ta CyCH1JIbCTBA B LIIOMY.
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Tabnuys 1
I'os10BHI 03HaKu MoHATTH «Bce3arajabHuil MeHeKMEHT AKOCTI»
ABTOpH
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[IparaeHHs 10 SKOCTI + + + 2-3
3acTocyBaHHS MiAXOIB SIKOCTI + 5-6
OCSITHEHHSI 3aJ0BOJICHHS CIIO-
A ) A + |+ | + + 1
’KUBaylB
OpieHTallis Ha pe3yabTaT + | + 4
VYyacTb yCix WieHIB Oprasizanii + + + 2-3
OxormieHHs BCiX cep AisIbHOCTI + 5-6

3aranbHe YSBIEHHS MPO TOHATTA «BCE3arajlbHUM MEHEIKMEHT
SKOCT1» JOIIIJILHO (POpMYBaATH, BUXOJISTUYHA 3 OCHOBHUX MOTO CKJIaJ0OBHUX.

Tak, H.K. Po3oBa y cBoiit po0oTi [12, ¢. 37] BU3Hauae Taki CKJIaJ10-
B1 koHmeniii TQM: cmoxuBadi, CyCHUJIbCTBO, WICHH OpraHizarii, miji-
PO3IUIM Ta MPOLECH; SIKICTh KEPIBHUIITBA, SIKICTh MPOILIECIB, SKICTh MPO-
IYKIIii, SKICTh TOCIYT; CTPATerisi Ta MOJITUKA SKOCTI, LUl B Tally3l
SIKOCT1, KOMITJIEKCHE PIIIIEHHS 3a/1a4, HECTIMKICTh Ta IiJECIPSIMOBAHICTb.

[IpoTe He BUIIIEHI OKPEMO MapTHEPU, PECYpPCH Ta HE 3a3HAUYEHO
MINOPSAJIKYBaHHS BCiX PyHKIIN MeHemkMeHTy iaesm TQM. Takox no-
IIIJTbHO BU3HAYATH CaMe MPOIECH B3a€EMOJII 31 CIOKMBAavYaMH, 4jJeHAMHU
oprasizaiii, napTHepamMu, KOHTAKTHUMHU ayAUTOPISIMU Ta CYCIIbCTBOM.
OCKUIbKM caMe€ CJIOBO «B3a€EMOJIIS» MIJKPECTIOE CIIBYYacTh YyCiX
Ccy0’€KTIB y 3arajbHiil AiSUTBHOCTI. A 0€3 OXOIUICHHS BCIX (yHKIN Me-
HEHDKMEHTY HEMOJKJIMBO JIOCSTTH KIHIIEBOTO PE3yJIbTaTy — SIKOCTI Opra-
Hi3allii B IIIJIOMY.

Pos3BuBaroun 1er0o H.K. Po30Boi , cki1amoBi KOHIIEMIIIT Bce3arajb-
HOT'0 MEHEJKMEHTY SIKOCT1 300paskeH1 Ha puc. 1.
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BucHoBku. BuznaueHo moHsaTTa «Bce3arajJbHUN MEHEHKMEHT SIKO-
CT1» SIK KOHIICMIIII0, [0 mepeadadyae MoCTynoBe 1 Oe3nepepBHE MOJIN-
IIEHHS OpraHizallii, CnpsiMOBaHe Ha 3a0e3MedeHHs SKOCTI y BCiX chepax
JISTIBHOCTI  OpraHizailii, ajisg JOCSITHEHHS JIOBTOCTPOKOBOTO YCIIXY,
IUISIXOM 33JI0BOJICHHSI BUMOT CIOKMBauiB, WICHIB OpraHizalii Ta Cycri-
JBCTBA B IJIOMY.
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