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Аɧɨɬɚɰіɹ. ɍ ɧɚɲ ɱɚɫ ɿɫɧɭє ɛɟɡɥɿɱ ɬɨɱɨɤ ɡɨɪɭ ɧɚ ɫɭɬɧɿɫɬɶ ɩɨɧɹɬɬɹ «ȼɫɟɡɚɝɚɥɶɧɢɣ 

ɦɟɧɟɞɠɦɟɧɬ ɹɤɨɫɬɿ», ɹɤɿ ɦɚɸɬɶ ɫɭɬɬєɜɿ ɜɿɞɦɿɧɧɨɫɬɿ ɨɞɧɚ ɜɿɞ ɨɞɧɨʀ. ɐɟ ɜɢɤɥɢɤɚє ɩɟɜɧɿ 
ɬɪɭɞɧɨɳɿ ɩɿɞ ɱɚɫ ɜɩɪɨɜɚɞɠɟɧɧɹ «ȼɫɟɡɚɝɚɥɶɧɨɝɨ ɦɟɧɟɞɠɦɟɧɬɭ ɹɤɨɫɬɿ ɧɚ ɜɿɬɱɢɡɧɹɧɢɯ 
ɩɿɞɩɪɢєɦɫɬɜɚɯ. 

ɍ ɪɟɡɭɥɶɬɚɬɿ ɩɪɨɜɟɞɟɧɨɝɨ ɞɨɫɥɿɞɠɟɧɧɹ ɛɭɥɨ ɜɢɡɧɚɱɟɧɨ ɩɨɧɹɬɬɹ «ȼɫɟɡɚɝɚɥɶɧɢɣ 

ɦɟɧɟɞɠɦɟɧɬ ɹɤɨɫɬɿ» ɹɤ ɤɨɧɰɟɩɰɿɸ, ɳɨ ɩɟɪɟɞɛɚɱɚє ɩɨɫɬɭɩɨɜɟ ɿ ɛɟɡɩɟɪɟɪɜɧɟ ɩɨɥɿɩɲɟɧɧɹ 
ɨɪɝɚɧɿɡɚɰɿʀ, ɫɩɪɹɦɨɜɚɧɟ ɧɚ ɡɚɛɟɡɩɟɱɟɧɧɹ ɹɤɨɫɬɿ ɭ ɜɫɿɯ ɫɮɟɪɚɯ ɞɿɹɥɶɧɨɫɬɿ ɨɪɝɚɧɿɡɚɰɿʀ, ɞɥɹ 
ɞɨɫɹɝɧɟɧɧɹ ɞɨɜɝɨɫɬɪɨɤɨɜɨɝɨ ɭɫɩɿɯɭ ɲɥɹɯɨɦ ɡɚɞɨɜɨɥɟɧɧɹ ɜɢɦɨɝ ɫɩɨɠɢɜɚɱɿɜ, ɱɥɟɧɿɜ 
ɨɪɝɚɧɿɡɚɰɿʀ ɬɚ ɫɭɫɩɿɥɶɫɬɜɚ ɜ ɰɿɥɨɦɭ. Ɍɚɤɨɠ ɩɪɨɩɨɧɭєɬɶɫɹ ɩɟɪɟɥɿɤ ɫɤɥɚɞɨɜɢɯ ɜɫɟɡɚɝɚɥɶɧɨɝɨ 
ɦɟɧɟɞɠɦɟɧɬɭ ɹɤɨɫɬɿ, ɞɨɬɪɢɦɚɧɧɹ ɹɤɢɯ ɞɨɡɜɨɥɹє ɡɚɛɟɡɩɟɱɢɬɢ ɜɫɟɡɚɝɚɥɶɧɭ ɹɤɿɫɬɶ. 
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Аɧɧɨɬɚɰɢɹ. ȼ ɧɚɲɟ ɜɪɟɦɹ ɫɭɳɟɫɬɜɭɟɬ ɦɧɨɠɟɫɬɜɨ ɬɨɱɟɤ ɡɪɟɧɢɹ ɧɚ ɫɭɳɧɨɫɬɶ 

ɩɨɧɹɬɢɹ «ȼɫɟɨɛɳɢɣ ɦɟɧɟɞɠɦɟɧɬ ɤɚɱɟɫɬɜɚ», ɤɨɬɨɪɵɟ ɢɦɟɸɬ ɫɭɳɟɫɬɜɟɧɧɵɟ ɨɬɥɢɱɢɹ 
ɞɪɭɝ ɨɬ ɞɪɭɝɚ. ɗɬɨ ɜɵɡɵɜɚɟɬ ɨɩɪɟɞɟɥɟɧɧɵɟ ɬɪɭɞɧɨɫɬɢ ɩɪɢ ɜɧɟɞɪɟɧɢɢ «ȼɫɟɨɛɳɟɝɨ 
ɦɟɧɟɞɠɦɟɧɬɚ ɤɚɱɟɫɬɜɚ ɧɚ ɨɬɟɱɟɫɬɜɟɧɧɵɯ ɩɪɟɞɩɪɢɹɬɢɹɯ.  

ȼ ɪɟɡɭɥɶɬɚɬɟ ɩɪɨɜɟɞɟɧɧɨɝɨ ɢɫɫɥɟɞɨɜɚɧɢɹ ɛɵɥɨ ɨɩɪɟɞɟɥɟɧɨ ɩɨɧɹɬɢɟ «ȼɫɟɨɛɳɢɣ 
ɦɟɧɟɞɠɦɟɧɬ ɤɚɱɟɫɬɜɚ» ɤɚɤ ɤɨɧɰɟɩɰɢɸ, ɩɪɟɞɭɫɦɚɬɪɢɜɚɸɳɭɸ ɩɨɫɬɟɩɟɧɧɨɟ ɢ ɧɟɩɪɟɪɵɜɧɨɟ 
ɭɥɭɱɲɟɧɢɟ ɨɪɝɚɧɢɡɚɰɢɢ, ɧɚɩɪɚɜɥɟɧɧɨɟ ɧɚ ɨɛɟɫɩɟɱɟɧɢɟ ɤɚɱɟɫɬɜɚ ɜɨ ɜɫɟɯ ɫɮɟɪɚɯ 
ɞɟɹɬɟɥɶɧɨɫɬɢ ɨɪɝɚɧɢɡɚɰɢɢ, ɞɥɹ ɞɨɫɬɢɠɟɧɢɹ ɞɨɥɝɨɫɪɨɱɧɨɝɨ ɭɫɩɟɯɚ ɩɭɬɟɦ ɭɞɨɜɥɟɬɜɨɪɟɧɢɹ 
ɬɪɟɛɨɜɚɧɢɣ ɩɨɬɪɟɛɢɬɟɥɟɣ, ɱɥɟɧɨɜ ɨɪɝɚɧɢɡɚɰɢɢ ɢ ɨɛɳɟɫɬɜɚ ɜ ɰɟɥɨɦ. Ɍɚɤɠɟ ɩɪɟɞɥɚɝɚɟɬɫɹ 
ɩɟɪɟɱɟɧɶ ɫɨɫɬɚɜɥɹɸɳɢɯ ɜɫɟɨɛɳɟɝɨ ɦɟɧɟɞɠɦɟɧɬɚ ɤɚɱɟɫɬɜɚ, ɫɨɛɥɸɞɟɧɢɟ ɤɨɬɨɪɵɯ 
ɩɨɡɜɨɥɹɟɬ ɨɛɟɫɩɟɱɢɬɶ ɜɫɟɨɛɳɟɟ ɤɚɱɟɫɬɜɨ. 

 

Ʉɥɸɱɟɜɵɟ ɫɥɨɜɚ: ɦɟɧɟɞɠɦɟɧɬ, ɤɚɱɟɫɬɜɨ, ɩɪɟɞɩɪɢɹɬɢɟ. 
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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 

management» concept that have significant differences. This causes certain difficulties in the 

implementation of «Total quality management» at the local enterprises.  

The study has defined the notion of «Total quality management» 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. 

 

 . ȱɡ ɜɜɟɞɟɧɧɹɦ ɦɿɠɧɚɪɨɞɧɢɯ ɫɬɚɧɞɚɪɬɿɜ 
ȱSɈ, ɚɞɟɤɜɚɬɧɢɯ ʀɦ ɭɤɪɚʀɧɫɶɤɢɯ ɫɬɚɧɞɚɪɬɿɜ, ɜɢɤɨɪɢɫɬɚɧɧɹɦ ɡɚɤɨɪ-
ɞɨɧɧɨɝɨ ɞɨɫɜɿɞɭ ɧɚ ɩɿɞɩɪɢєɦɫɬɜɚɯ ɍɤɪɚʀɧɢ ɜɫɟ ɛɿɥɶɲɨɝɨ ɩɨɲɢɪɟɧɧɹ 
ɧɚɛɭɜɚє ɜɫɟɡɚɝɚɥɶɧɢɣ ɦɟɧɟɞɠɦɟɧɬ ɹɤɨɫɬɿ (TQM). ɇɟɡɜɚɠɚɸɱɢ ɧɚ 
єɞɧɿɫɬɶ ɿɞɟʀ ɳɨɞɨ ɣɨɝɨ ɧɚɰɿɥɟɧɨɫɬɿ ɧɚ ɜɫɟɡɚɝɚɥɶɧɭ ɹɤɿɫɬɶ, ɫɭɬɧɿɫɬɶ, 
ɡɦɿɫɬ ɬɚ ɩɪɢɧɰɢɩɢ TQM ɩɨ-ɪɿɡɧɨɦɭ ɬɪɚɤɬɭɸɬɶɫɹ ɩɪɨɜɿɞɧɢɦɢ ɜɿɬɱɢ-

ɡɧɹɧɢɦɢ ɬɚ ɡɚɪɭɛɿɠɧɢɦɢ ɜɱɟɧɢɦɢ, ɳɨ ɜɢɤɥɢɤɚє ɩɟɜɧɿ ɬɪɭɞɧɨɳɿ ɩɪɢ 

ɣɨɝɨ ɜɩɪɨɜɚɞɠɟɧɧɿ ɧɚ ɩɿɞɩɪɢєɦɫɬɜɚɯ. 
    . ɍ ɫɭɱɚɫɧɿɣ ɥɿɬɟɪɚ-

ɬɭɪɿ ɬɚ ɩɪɚɤɬɢɰɿ ɿɫɧɭɸɬɶ ɪɿɡɧɿ ɬɨɱɤɢ ɡɨɪɭ ɧɚ ɫɭɬɧɿɫɬɶ TQM. ɉɿɞ 

TQM ɪɨɡɭɦɿɸɬɶ ɮɿɥɨɫɨɮɿɸ [1], ɿɞɟɨɥɨɝɿɸ ɨɪɝɚɧɿɡɚɰɿʀ [2], ɧɚɩɪɹɦɨɤ 
[3], ɫɢɫɬɟɦɭ ɞɿɣ[4, 5], ɦɟɬɨɞ [6, 7], ɩɿɞɯɿɞ [8, 9], ɤɨɧɰɟɩɰɿɸ [10, 11].  

ɇɚɣɛɿɥɶɲ ɭɡɚɝɚɥɶɧɟɧɢɦɢ є ɜɢɡɧɚɱɟɧɧɹ, ɳɨ ɧɚɞɚɧɿ ɡ ɪɨɡɭɦɿɧ-

ɧɹɦ TQM ɹɤ ɮɿɥɨɫɨɮɿʀ ɬɚ ɿɞɟɨɥɨɝɿʀ. 
Ɍɚɤ, ɭ ɪɨɛɨɬɿ [1, ɫ. 36] «ɌQM – ɰɟ ɮɿɥɨɫɨɮɿɹ ɨɪɝɚɧɿɡɚɰɿʀ, ɳɨ ɡɚ-

ɫɧɨɜɚɧɚ ɧɚ ɩɪɚɝɧɟɧɧɿ ɞɨ ɹɤɨɫɬɿ ɬɚ ɩɪɚɤɬɢɰɿ ɭɩɪɚɜɥɿɧɧɹ, ɳɨ ɩɪɢɡɜɨ-
ɞɢɬɶ ɞɨ ɜɫɟɡɚɝɚɥɶɧɨʀ ɹɤɨɫɬɿ»; ɜ ɪɨɛɨɬɿ [2, ɫ. 21] «ɌQM – ɰɟ ɿɞɟɨɥɨɝɿɹ, 
ɳɨ ɞɨɡɜɨɥɹє ɤɨɦɩɚɧɿʀ ɩɨɫɬɿɣɧɨ ɩɨɥɿɩɲɭɜɚɬɢ ɹɤɿɫɬɶ ɪɨɛɨɬɢ ɬɚ ɞɨɦɚ-
ɝɚɬɢɫɹ ɞɨɞɚɬɤɨɜɨʀ ɤɨɧɤɭɪɟɧɬɧɨʀ ɩɟɪɟɜɚɝɢ».  

ɐɿ ɜɢɡɧɚɱɟɧɧɹ ɧɟ ɞɚɸɬɶ ɱɿɬɤɨɝɨ ɭɹɜɥɟɧɧɹ ɩɪɨ ɫɭɬɶ, ɡɦɿɫɬ ɌQM.  

ȼ ɨɞɧɿɣ ɿɡ ɮɭɧɞɚɦɟɧɬɚɥɶɧɢɯ ɪɨɛɿɬ [3] ɌQM ɪɨɡɝɥɹɞɚєɬɶɫɹ ɹɤ 
«ɧɚɩɪɹɦɨɤ, ɨɪɿєɧɬɨɜɚɧɢɣ ɧɚ ɡɚɫɬɨɫɭɜɚɧɧɹ ɩɿɞɯɨɞɿɜ ɹɤɨɫɬɿ ɧɚ ɜɫɿɯ ɪɿ-
ɜɧɹɯ ɤɨɦɩɚɧɿʀ ɿ ɞɨ ɜɫɿɯ ʀʀ ɮɭɧɤɰɿɣ». ɍ ɰɶɨɦɭ ɜɢɡɧɚɱɟɧɧɿ ɧɟ ɩɨɡɧɚɱɟɧɿ 
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ɜɢɞɢ ɪɟɫɭɪɫɿɜ, ɳɨ ɦɚɸɬɶ ɛɭɬɢ ɦɨɛɿɥɿɡɨɜɚɧɿ, ɬɚ ɧɚ ɤɨɝɨ ɦɚє ɛɭɬɢ ɩɨ-
ɤɥɚɞɟɧɚ ɜɿɞɩɨɜɿɞɚɥɶɧɿɫɬɶ ɡɚ ɞɨɫɹɝɧɟɧɧɹ ɦɟɬɢ ɌQM. Ⱥɥɟ, ɧɚ ɜɿɞɦɿɧɭ 
ɜɿɞ ɜɢɡɧɚɱɟɧɶ ɩɨɞɚɧɢɯ ɜɢɳɟ, ɜɨɧɨ ɜɤɚɡɭє ɧɚ ɧɟɨɛɯɿɞɧɿɫɬɶ ɜɩɪɨɜɚ-
ɞɠɟɧɧɹ ɡɚɫɚɞ ɌQM ɧɚ ɜɫɿɯ ɪɿɜɧɹɯ ɨɪɝɚɧɿɡɚɰɿɣɧɨʀ ɫɬɪɭɤɬɭɪɢ ɩɿɞɩɪɢ-

єɦɫɬɜɚ. 
ȱɧɲɿ ɚɜɬɨɪɢ [5] ɜɢɡɧɚɱɚɸɬɶ ɌQɆ ɹɤ «ɫɢɫɬɟɦɭ ɞɿɣ, ɳɨ ɫɩɪɹɦɨ-

ɜɚɧɿ ɧɚ ɞɨɫɹɝɧɟɧɧɹ ɡɚɞɨɜɨɥɟɧɧɹ ɿ ɡɚɥɭɱɟɧɧɹ ɫɩɨɠɢɜɚɱɿɜ (ɤɥɿєɧɬɿɜ), 
ɡɪɨɫɬɚɧɧɹ ɦɨɠɥɢɜɨɫɬɟɣ ɩɪɚɰɿɜɧɢɤɿɜ, ɛɿɥɶɲ ɜɢɫɨɤɿ, ɞɨɜɝɨɫɬɪɨɤɨɜɿ 
ɞɨɯɨɞɢ ɬɚ ɦɟɧɲɿ ɜɢɬɪɚɬɢ». ɐɟ ɜɢɡɧɚɱɟɧɧɹ ɯɚɪɚɤɬɟɪɢɡɭє ɌQɆ ɹɤ ɫɢ-

ɫɬɟɦɭ, ɨɫɧɨɜɧɨɸ ɦɟɬɨɸ ɹɤɨʀ є ɦɚɤɫɢɦɿɡɚɰɿɹ ɞɨɯɨɞɿɜ ɬɚ ɦɿɧɿɦɿɡɚɰɿɹ 
ɜɢɬɪɚɬ. əɤɿɫɬɶ ɜ ɞɚɧɨɦɭ ɜɢɡɧɚɱɟɧɧɿ ɜɢɫɬɭɩɚє ɹɤ ɡɚɫɿɛ ɞɥɹ ɨɬɪɢɦɚɧɧɹ 
ɦɚɤɫɢɦɚɥɶɧɨɝɨ ɩɪɢɛɭɬɤɭ, ɚ ɧɟ ɝɨɥɨɜɧɚ ɦɟɬɚ ɮɭɧɤɰɿɨɧɭɜɚɧɧɹ ɨɪɝɚɧɿ-
ɡɚɰɿʀ. Ɍɚɤɟ ɜɢɡɧɚɱɟɧɧɹ ɧɟ ɜɿɞɨɛɪɚɠɚє ɫɩɪɚɜɠɧɶɨʀ ɫɭɬɿ ɌQM. 

ɇɚɩɪɹɦɤɢ, ɧɚ ɹɤɿ ɦɚє ɛɭɬɢ ɫɩɪɹɦɨɜɚɧɚ ɭɜɚɝɚ ɩɿɞ ɱɚɫ ɪɟɚɥɿɡɚɰɿʀ 
ɤɨɧɰɟɩɰɿʀ ɜɫɟɡɚɝɚɥɶɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ, ɩɨɜɧɨɸ ɦɿɪɨɸ ɜɢɡɧɚɱɢɜ 
ɭ ɫɜɨʀɣ ɪɨɛɨɬɿ [4, ɫ. 32] Ɇɨɡɨɥɸɤ ȼ.Ɉ. ȼɿɧ ɜɢɡɧɚɱɚє ɌQM ɹɤ «ɫɢɫɬɟ-
ɦɭ, ɳɨ ɛɭɞɭєɬɶɫɹ ɧɚ ɬɚɤɢɯ ɨɫɧɨɜɧɢɯ ɤɨɧɰɟɩɰɿɹɯ: ɨɪɿєɧɬɚɰɿɹ ɧɚ ɪɟ-
ɡɭɥɶɬɚɬ; ɤɨɧɰɟɧɬɪɚɰɿɹ ɭɜɚɝɢ ɧɚ ɫɩɨɠɢɜɚɱɚɯ; ɥɿɞɟɪɫɬɜɨ ɬɚ ɜɿɞɩɨɜɿɞ-

ɧɿɫɬɶ ɰɿɥɹɦ; ɭɩɪɚɜɥɿɧɧɹ, ɳɨ ʉɪɭɧɬɭєɬɶɫɹ ɧɚ ɩɪɨɰɟɫɚɯ ɿ ɮɚɤɬɚɯ; 
ɪɨɡɜɢɬɨɤ ɩɟɪɫɨɧɚɥɭ, ɣɨɝɨ ɜɞɨɫɤɨɧɚɥɟɧɧɹ; ɩɨɫɬɿɣɧɿ ɧɚɜɱɚɧɧɹ, ɿɧɧɨ-
ɜɚɰɿʀ, ɪɨɡɜɢɬɨɤ ɩɚɪɬɧɟɪɫɬɜɚ; ɜɿɞɩɨɜɿɞɚɥɶɧɿɫɬɶ ɩɟɪɟɞ ɫɭɫɩɿɥɶɫɬɜɨɦ». 

Ⱥɥɟ ɧɟɬɨɱɧɿɫɬɸ ɰɶɨɝɨ ɜɢɡɧɚɱɟɧɧɹ є ɬɟ, ɳɨ ɜɨɧɨ ɦɚє ɧɚ ɭɜɚɡɿ ɨɪɿєɧ-

ɬɚɰɿɸ ɧɚ ɪɟɡɭɥɶɬɚɬ, ɚ ɹɤɿɫɬɶ ɭ ɌQM є ɫɚɦɨɸ ɫɭɬɧɿɫɬɸ ɨɪɝɚɧɿɡɚɰɿʀ. 
Ɉɪɿєɧɬɚɰɿɹ ɧɚ ɹɤɿɫɬɶ ɦɚє ɛɭɬɢ ɩɪɢɫɭɬɧɹ ɭ ɜɫɿɯ ɧɚɩɪɹɦɤɚɯ ɞɿɹɥɶɧɨɫɬɿ 
ɩɿɞɩɪɢєɦɫɬɜɚ ɬɚ ɩɪɢ ɡɞɿɣɫɧɟɧɧɿ ɜɫɿɯ ɮɭɧɤɰɿɣ ɬɚ ɩɪɨɰɟɫɿɜ. 

ɐɿ ɧɟɬɨɱɧɨɫɬɿ ɭɫɭɜɚɸɬɶɫɹ ɜ ɜɢɡɧɚɱɟɧɧɿ, ɳɨ ɧɚɜɟɞɟɧɟ ɜ ɫɬɚɧɞɚ-
ɪɬɚɯ ɫɟɪɿʀ ȱɋɈ [8, 9]. 

«ɌQɆ – ɰɟ ɩɪɢɧɰɢɩɨɜɨ ɧɨɜɢɣ ɩɿɞɯɿɞ ɞɨ ɭɩɪɚɜɥɿɧɧɹ ɛɭɞɶ-ɹɤɨɸ 

ɨɪɝɚɧɿɡɚɰɿєɸ, ɧɚɰɿɥɟɧɨɸ ɧɚ ɹɤɿɫɬɶ, ɨɫɧɨɜɚɧɢɣ ɧɚ ɭɱɚɫɬɿ ɭɫɿɯ ʀʀ ɱɥɟɧɿɜ 
(ɩɟɪɫɨɧɚɥɭ ɭ ɜɫɿɯ ɩɿɞɪɨɡɞɿɥɚɯ ɿ ɧɚ ɭɫɿɯ ɪɿɜɧɹɯ ɨɪɝɚɧɿɡɚɰɿɣɧɨʀ ɫɬɪɭɤ-
ɬɭɪɢ) ɿ ɫɩɪɹɦɨɜɚɧɢɣ ɧɚ ɞɨɫɹɝɧɟɧɧɹ ɞɨɜɝɨɫɬɪɨɤɨɜɨɝɨ ɭɫɩɿɯɭ ɱɟɪɟɡ 
ɡɚɞɨɜɨɥɟɧɧɹ ɜɢɦɨɝ ɫɩɨɠɢɜɚɱɚ ɿ ɜɢɝɨɞɢ ɹɤ ɞɥɹ ɱɥɟɧɿɜ ɨɪɝɚɧɿɡɚɰɿʀ, ɬɚɤ 
ɿ ɫɭɫɩɿɥɶɫɬɜɚ (ɬɨɛɬɨ ɜɪɚɯɭɜɚɧɧɹ ɜɢɦɨɝ ɫɭɫɩɿɥɶɫɬɜɚ)».  

ɍ ɪɨɛɨɬɿ Ɇ.Ƚ. Ʉɪɭɝɥɨɜɚ ɬɚ Ƚ.Ɇ. ɒɢɲɤɨɜɚ [6, ɫ. 79] ɩɿɞ ɜɫɟɡɚɝɚ-
ɥɶɧɢɦ ɭɩɪɚɜɥɿɧɧɹɦ ɹɤɿɫɬɸ ɩɪɨɩɨɧɭєɬɶɫɹ ɪɨɡɭɦɿɬɢ «ɦɟɬɨɞ ɭɩɪɚɜɥɿɧ-

ɧɹ ɨɪɝɚɧɿɡɚɰɿєɸ, ɳɨ ɡɚɫɧɨɜɚɧɢɣ ɧɚ ɫɩɿɜɩɪɚɰɿ ɜɫɿɯ ʀʀ ɫɩɿɜɪɨɛɿɬɧɢɤɿɜ, 
ɨɪɿєɧɬɨɜɚɧɢɣ ɧɚ ɹɤɿɫɬɶ ɬɚ ɹɤɢɣ ɡɚɛɟɡɩɟɱɭєɬɶɫɹ ɱɟɪɟɡ ɡɚɞɨɜɨɥɟɧɧɹ 



 67   , . 27, 2016

ɡɚɩɢɬɿɜ ɫɩɨɠɢɜɚɱɿɜ, ɞɨɫɹɝɧɟɧɧɹ ɰɿɥɟɣ ɞɨɜɝɨɬɟɪɦɿɧɨɜɨɝɨ ɩɿɞɩɪɢєɦ-

ɧɢɰɶɤɨɝɨ ɭɫɩɿɯɭ ɬɚ ɜɢɝɨɞɢ ɞɥɹ ɜɫɿɯ ɩɪɚɰɿɜɧɢɤɿɜ ɨɪɝɚɧɿɡɚɰɿʀ ɬɚ ɝɨɫ-
ɩɨɞɚɪɫɬɜɚ ɜ ɰɿɥɨɦɭ».  

ɇɟɞɨɥɿɤɢ ɩɨɧɹɬɬɹ, ɳɨ ɧɚɜɟɞɟɧɟ ɜ ɦɿɠɧɚɪɨɞɧɢɯ ɫɬɚɧɞɚɪɬɚɯ ɫɟ-
ɪɿʀ ȱɋɈ ɬɚ ɜ ɪɨɛɨɬɿ Ɇ.Ƚ. Ʉɪɭɝɥɨɜɚ ɿ Ƚ.Ɇ. ɒɢɲɤɨɜɚ, ɭɫɭɜɚє ɜ ɫɜɨʀɣ 
ɪɨɛɨɬɿ ȼ.ȼ. Ɉɤɪɟɩɢɥɨɜ [14, ɫ. 189]. ȼɿɧ ɜɢɡɧɚɱɚє «ɡɚɝɚɥɶɧɟ ɭɩɪɚɜ-
ɥɿɧɧɹ ɹɤɿɫɬɸ ɹɤ ɤɨɧɰɟɩɰɿɸ, ɳɨ ɩɟɪɟɞɛɚɱɚє ɜɫɟɛɿɱɧɟ, ɰɿɥɟɫɩɪɹɦɨɜɚɧɟ 
ɿ ɞɨɛɪɟ ɫɤɨɨɪɞɢɧɨɜɚɧɟ ɡɚɫɬɨɫɭɜɚɧɧɹ ɫɢɫɬɟɦ ɿ ɦɟɬɨɞɿɜ ɭɩɪɚɜɥɿɧɧɹ 
ɹɤɿɫɬɸ ɜ ɭɫɿɯ ɫɮɟɪɚɯ ɞɿɹɥɶɧɨɫɬɿ ɜɿɞ ɞɨɫɥɿɞɠɟɧɶ ɿ ɪɨɡɪɨɛɨɤ ɞɨ ɩɿɫɥɹ-
ɩɪɨɞɚɠɧɨɝɨ ɨɛɫɥɭɝɨɜɭɜɚɧɧɹ ɡɚ ɭɱɚɫɬɸ ɤɟɪɿɜɧɢɰɬɜɚ ɬɚ ɫɥɭɠɛɨɜɰɿɜ 
ɭɫɿɯ ɪɿɜɧɿɜ ɿ ɩɿɞ ɱɚɫ ɪɚɰɿɨɧɚɥɶɧɨɝɨ ɜɢɤɨɪɢɫɬɚɧɧɹ ɬɟɯɧɿɱɧɢɯ ɦɨɠɥɢ-
ɜɨɫɬɟɣ». ɇɟɩɨɜɧɨɬɚ ɰɶɨɝɨ ɜɢɡɧɚɱɟɧɧɹ ɩɨɥɹɝɚє ɜ ɬɨɦɭ, ɳɨ ɜɨɧɨ ɪɨɡ-
ɝɥɹɞɚє ɪɚɰɿɨɧɚɥɶɧɟ ɜɢɤɨɪɢɫɬɚɧɧɹ ɬɿɥɶɤɢ ɬɟɯɧɿɱɧɢɯ ɦɨɠɥɢɜɨɫɬɟɣ ɿ 
ɧɟɯɬɭє ɿɧɲɢɦɢ ɿɧɬɟɧɫɢɜɧɢɦɢ ɮɚɤɬɨɪɚɦɢ ɩɿɞɜɢɳɟɧɧɹ ɟɮɟɤɬɢɜɧɨɫɬɿ 
ɞɿɹɥɶɧɨɫɬɿ. Ɍɚɤɨɠ ɪɨɛɢɬɶɫɹ ɚɤɰɟɧɬ ɧɚ ɤɟɪɿɜɧɢɤɿɜ ɬɚ ɫɥɭɠɛɨɜɰɿɜ, ɚ 
ɡɚɛɟɡɩɟɱɟɧɧɹ ɹɤɨɫɬɿ ɛɿɥɶɲɨɸ ɦɿɪɨɸ ɞɨɫɹɝɚєɬɶɫɹ ɡɭɫɢɥɥɹɦɢ ɛɟɡɩɨ-
ɫɟɪɟɞɧɿɯ ɜɢɤɨɧɚɜɰɿɜ. 

ɉɨ-ɪɿɡɧɨɦɭ ɜɢɡɧɚɱɚɸɬɶ ɚɜɬɨɪɢ ɿ ɪɟɡɭɥɶɬɚɬɢ, ɳɨ ɦɨɠɭɬɶ ɛɭɬɢ 
ɨɬɪɢɦɚɧɿ ɩɿɞ ɱɚɫ ɡɚɫɬɨɫɭɜɚɧɧɹ TQM, ɛɿɥɶɲɿɫɬɶ ɚɜɬɨɪɿɜ ɹɤ ɪɟɡɭɥɶɬɚɬ 
ɜɢɡɧɚɱɚɸɬɶ ɡɚɞɨɜɨɥɟɧɧɹ ɜɢɦɨɝ ɫɩɨɠɢɜɚɱɿɜ ɿ ɨɬɪɢɦɚɧɧɹ ɜɢɝɨɞɢ ɞɥɹ 
ɫɭɫɩɿɥɶɫɬɜɚ ɜ ɰɿɥɨɦɭ [4, 6 – 10, 14], ɚɥɟ ɞɟɹɤɿ ɜɢɞɿɥɹɸɬɶ ɨɬɪɢɦɚɧɧɹ 
ɞɨɞɚɬɤɨɜɢɯ ɤɨɧɤɭɪɟɧɬɧɢɯ ɩɟɪɟɜɚɝ [2] ɱɢ ɡɛɿɥɶɲɟɧɧɹ ɞɨɯɨɞɿɜ ɬɚ ɦɿ-
ɧɿɦɿɡɚɰɿɸ ɜɢɬɪɚɬ [8]. 

  . Ɇɟɬɨɸ ɫɬɚɬɬɿ є ɜɞɨɫɤɨɧɚɥɟɧɧɹ 
ɩɨɧɹɬɬɹ «ȼɫɟɡɚɝɚɥɶɧɢɣ ɦɟɧɟɞɠɦɟɧɬ ɹɤɨɫɬɿ» ɹɤ ɩɟɜɧɨʀ ɤɨɧɰɟɩɰɿʀ ɧɚ 
ɨɫɧɨɜɿ ɬɟɨɪɟɬɢɱɧɢɯ ɭɡɚɝɚɥɶɧɟɧɶ, ɥɨɝɿɱɧɨɝɨ ɬɚ ɫɢɫɬɟɦɧɨɝɨ ɚɧɚɥɿɡɭ. 

   . ȼɢɡɧɚɱɟɧɧɹ ɩɨ-
ɧɹɬɬɹ ɩɟɪɟɞɛɚɱɚє ɩɪɨɜɟɞɟɧɧɹ ɥɨɝɿɱɧɨɝɨ ɚɧɚɥɿɡɭ, ɳɨ ɫɩɪɹɦɨɜɚɧɢɣ ɧɚ 
ɪɨɡɤɪɢɬɬɹ ɣɨɝɨ ɡɦɿɫɬɭ, ɜɢɡɧɚɱɟɧɧɹ ɨɫɧɨɜɧɨʀ ɬɨɱɤɢ ɡɨɪɭ ɧɚ ɩɪɟɞɦɟɬ, 
ɣɨɝɨ ɜɢɡɧɚɱɚɸɱɢɯ ɯɚɪɚɤɬɟɪɢɫɬɢɤ, ɪɟɡɭɥɶɬɚɬɢ ɹɤɨɝɨ ɧɚɜɟɞɟɧɿ ɜ ɬɚɛɥ. 1. 

Ɍɚɤɢɦ ɱɢɧɨɦ, ɧɚɣɛɿɥɶɲ ɫɭɬɬєɜɨɸ ɨɡɧɚɤɨɸ ɧɚɭɤɨɜɰɿ ɜɜɚɠɚɸɬɶ 
ɡɚɞɨɜɨɥɟɧɧɹ ɜɢɦɨɝ ɫɩɨɠɢɜɚɱɿɜ (ɪɚɧɝ 1); ɦɟɧɲ ɜɚɝɨɦɢɦɢ – ɡɚɫɬɨɫɭ-
ɜɚɧɧɹ ɩɿɞɯɨɞɿɜ ɹɤɨɫɬɿ, ɨɯɨɩɥɟɧɧɹ ɜɫɿɯ ɫɮɟɪ ɞɿɹɥɶɧɨɫɬɿ. 

ɇɚ ɩɿɞɫɬɚɜɿ ɜɢɳɟɜɢɤɥɚɞɟɧɨɝɨ ɫɮɨɪɦɭɥɸєɦɨ ɜɢɡɧɚɱɟɧɧɹ. Ɉɬɠɟ, 
ɜɫɟɡɚɝɚɥɶɧɢɣ ɦɟɧɟɞɠɦɟɧɬ ɹɤɨɫɬɿ – ɰɟ ɤɨɧɰɟɩɰɿɹ, ɳɨ ɩɟɪɟɞɛɚɱɚє ɩɨ-
ɫɬɭɩɨɜɟ ɿ ɛɟɡɩɟɪɟɪɜɧɟ ɩɨɥɿɩɲɟɧɧɹ ɨɪɝɚɧɿɡɚɰɿʀ, ɫɩɪɹɦɨɜɚɧɟ ɧɚ ɡɚɛɟɡ-
ɩɟɱɟɧɧɹ ɹɤɨɫɬɿ ɭ ɜɫɿɯ ɫɮɟɪɚɯ ɞɿɹɥɶɧɨɫɬɿ ɨɪɝɚɧɿɡɚɰɿʀ, ɞɥɹ ɞɨɫɹɝɧɟɧɧɹ 
ɞɨɜɝɨɫɬɪɨɤɨɜɨɝɨ ɭɫɩɿɯɭ ɲɥɹɯɨɦ ɡɚɞɨɜɨɥɟɧɧɹ ɜɢɦɨɝ ɫɩɨɠɢɜɚɱɿɜ, 
ɱɥɟɧɿɜ ɨɪɝɚɧɿɡɚɰɿʀ ɬɚ ɫɭɫɩɿɥɶɫɬɜɚ ɜ ɰɿɥɨɦɭ. 



 68  , . 27, 2016

Ɍɚɛɥɢɰɹ 1 

   «   » 
 

Ⱥɜɬɨɪɢ 

Ɉɡɧɚɤɢ ɩɨɧɹɬɬɹ 

Ɍɢ
ɩɚ
ɧɨ
ɜɚ

 Ɉ
. 

Y
u

ra
n

 Y
.M

. 

K
an

y
i 

G
o

p
al

 K
. 

Ɇ
ɨɡ
ɨɥ
ɸ
ɤ 
ȼ

.Ɉ
. 

ɋ
ɬɚ
ɧɞ
ɚɪ
ɬɢ

 ȱS
Ɉ

 

Ʉ
ɪɭ
ɝɥ
ɨɜ

 Ɇ
.Ƚ

.,
 

ɒ
ɢɲ
ɤɨ
ɜ 
Ƚ.
Ɇ

. 

Ɉ
ɤɪ
ɟɩ
ɢɥ
ɨɜ

 ȼ
.ȼ

. 

Ɋɚɧɝ 

ɉɪɚɝɧɟɧɧɹ ɞɨ ɹɤɨɫɬɿ +    + +  2–3 

Ɂɚɫɬɨɫɭɜɚɧɧɹ ɩɿɞɯɨɞɿɜ ɹɤɨɫɬɿ  +      5–6 

Ⱦɨɫɹɝɧɟɧɧɹ ɡɚɞɨɜɨɥɟɧɧɹ ɫɩɨ-
ɠɢɜɚɱɿɜ   + + + +  1 

Ɉɪɿєɧɬɚɰɿɹ ɧɚ ɪɟɡɭɥɶɬɚɬ    + +   4 

ɍɱɚɫɬɶ ɭɫɿɯ ɱɥɟɧɿɜ ɨɪɝɚɧɿɡɚɰɿʀ     + + + 2–3 

Ɉɯɨɩɥɟɧɧɹ ɜɫɿɯ ɫɮɟɪ ɞɿɹɥɶɧɨɫɬɿ       + 5–6 
 

Ɂɚɝɚɥɶɧɟ ɭɹɜɥɟɧɧɹ ɩɪɨ ɩɨɧɹɬɬɹ «ɜɫɟɡɚɝɚɥɶɧɢɣ ɦɟɧɟɞɠɦɟɧɬ 
ɹɤɨɫɬɿ» ɞɨɰɿɥɶɧɨ ɮɨɪɦɭɜɚɬɢ, ɜɢɯɨɞɹɱɢ ɡ ɨɫɧɨɜɧɢɯ ɣɨɝɨ ɫɤɥɚɞɨɜɢɯ.  

Ɍɚɤ, ɇ.Ʉ. Ɋɨɡɨɜɚ ɭ ɫɜɨʀɣ ɪɨɛɨɬɿ [12, ɫ. 37] ɜɢɡɧɚɱɚє ɬɚɤɿ ɫɤɥɚɞɨ-
ɜɿ ɤɨɧɰɟɩɰɿʀ ɌQɆ: ɫɩɨɠɢɜɚɱɿ, ɫɭɫɩɿɥɶɫɬɜɨ, ɱɥɟɧɢ ɨɪɝɚɧɿɡɚɰɿʀ, ɩɿɞ-

ɪɨɡɞɿɥɢ ɬɚ ɩɪɨɰɟɫɢ; ɹɤɿɫɬɶ ɤɟɪɿɜɧɢɰɬɜɚ, ɹɤɿɫɬɶ ɩɪɨɰɟɫɿɜ, ɹɤɿɫɬɶ ɩɪɨ-
ɞɭɤɰɿʀ, ɹɤɿɫɬɶ ɩɨɫɥɭɝ; ɫɬɪɚɬɟɝɿɹ ɬɚ ɩɨɥɿɬɢɤɚ ɹɤɨɫɬɿ, ɰɿɥɿ ɜ ɝɚɥɭɡɿ 
ɹɤɨɫɬɿ, ɤɨɦɩɥɟɤɫɧɟ ɪɿɲɟɧɧɹ ɡɚɞɚɱ, ɧɟɫɬɿɣɤɿɫɬɶ ɬɚ ɰɿɥɟɫɩɪɹɦɨɜɚɧɿɫɬɶ. 

ɉɪɨɬɟ ɧɟ ɜɢɞɿɥɟɧɿ ɨɤɪɟɦɨ ɩɚɪɬɧɟɪɢ, ɪɟɫɭɪɫɢ ɬɚ ɧɟ ɡɚɡɧɚɱɟɧɨ 
ɩɿɞɩɨɪɹɞɤɭɜɚɧɧɹ ɜɫɿɯ ɮɭɧɤɰɿɣ ɦɟɧɟɞɠɦɟɧɬɭ ɿɞɟɹɦ ɌQɆ. Ɍɚɤɨɠ ɞɨ-
ɰɿɥɶɧɨ ɜɢɡɧɚɱɚɬɢ ɫɚɦɟ ɩɪɨɰɟɫɢ ɜɡɚєɦɨɞɿʀ ɡɿ ɫɩɨɠɢɜɚɱɚɦɢ, ɱɥɟɧɚɦɢ 

ɨɪɝɚɧɿɡɚɰɿʀ, ɩɚɪɬɧɟɪɚɦɢ, ɤɨɧɬɚɤɬɧɢɦɢ ɚɭɞɢɬɨɪɿɹɦɢ ɬɚ ɫɭɫɩɿɥɶɫɬɜɨɦ. 

Ɉɫɤɿɥɶɤɢ ɫɚɦɟ ɫɥɨɜɨ «ɜɡɚєɦɨɞɿɹ» ɩɿɞɤɪɟɫɥɸє ɫɩɿɜɭɱɚɫɬɶ ɭɫɿɯ 
ɫɭɛ’єɤɬɿɜ ɭ ɡɚɝɚɥɶɧɿɣ ɞɿɹɥɶɧɨɫɬɿ. Ⱥ ɛɟɡ ɨɯɨɩɥɟɧɧɹ ɜɫɿɯ ɮɭɧɤɰɿɣ ɦɟ-
ɧɟɞɠɦɟɧɬɭ ɧɟɦɨɠɥɢɜɨ ɞɨɫɹɝɬɢ ɤɿɧɰɟɜɨɝɨ ɪɟɡɭɥɶɬɚɬɭ – ɹɤɨɫɬɿ ɨɪɝɚ-
ɧɿɡɚɰɿʀ ɜ ɰɿɥɨɦɭ. 

Ɋɨɡɜɢɜɚɸɱɢ ɿɞɟɸ ɇ.Ʉ. Ɋɨɡɨɜɨʀ , ɫɤɥɚɞɨɜɿ ɤɨɧɰɟɩɰɿʀ ɜɫɟɡɚɝɚɥɶ-
ɧɨɝɨ ɦɟɧɟɞɠɦɟɧɬɭ ɹɤɨɫɬɿ ɡɨɛɪɚɠɟɧɿ ɧɚ ɪɢɫ. 1. 
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. ȼɢɡɧɚɱɟɧɨ ɩɨɧɹɬɬɹ «ɜɫɟɡɚɝɚɥɶɧɢɣ ɦɟɧɟɞɠɦɟɧɬ ɹɤɨ-
ɫɬɿ» ɹɤ ɤɨɧɰɟɩɰɿɸ, ɳɨ ɩɟɪɟɞɛɚɱɚє ɩɨɫɬɭɩɨɜɟ ɿ ɛɟɡɩɟɪɟɪɜɧɟ ɩɨɥɿɩ-

ɲɟɧɧɹ ɨɪɝɚɧɿɡɚɰɿʀ, ɫɩɪɹɦɨɜɚɧɟ ɧɚ ɡɚɛɟɡɩɟɱɟɧɧɹ ɹɤɨɫɬɿ ɭ ɜɫɿɯ ɫɮɟɪɚɯ 
ɞɿɹɥɶɧɨɫɬɿ ɨɪɝɚɧɿɡɚɰɿʀ, ɞɥɹ ɞɨɫɹɝɧɟɧɧɹ ɞɨɜɝɨɫɬɪɨɤɨɜɨɝɨ ɭɫɩɿɯɭ, 
ɲɥɹɯɨɦ ɡɚɞɨɜɨɥɟɧɧɹ ɜɢɦɨɝ ɫɩɨɠɢɜɚɱɿɜ, ɱɥɟɧɿɜ ɨɪɝɚɧɿɡɚɰɿʀ ɬɚ ɫɭɫɩɿ-
ɥɶɫɬɜɚ ɜ ɰɿɥɨɦɭ.  
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