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704>2>;5=S A?>6820G0 <>65 1CB8 4>AS3=CB> ;8H5 2 @07V =0S2=>ABV 30@<>=VW 
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<V6 2V4?>2V40;P=VABR :5@V2=8FB20, AB@C:BC@>R A8AB5<8 S:>ABV, ?5@A>=0;>< 9 

<0B5@V0;P=8<8 @5AC@A0<8. 

 

$8A.1.1. �;RG>2V 0A?5:B8 A8AB5<8 C?@02;V==S S:VABR 

____________________ 

#@8<VB:0. !02545=> 70 [28]. 

 

' ACG0A=8E C<>20E =0 ?V4?@8є<AB20E, I> ?@0FRRBP =0 A2VB>2><C 
@8=:C, 2A5 1V;PH5 2?@>2046CєBPAS A8AB5<0 «Total Quality Management» 
(TQM), S:0 є @57C;PB0B>< A8<1V>7C 70EV4=8E V AEV4=8E :>=F5?FV9 C?@02;V==S 
S:VABR ?@>4C:FVW. *S A8AB5<0 B>B0;P=>3> (7030;P=>3>) <5=546<5=BC, 2 S:V9 
3>;>2=C @>;P C A8AB5<V C?@02;V==S ?V4?@8є<AB2>< 2V4V3@0RBP ?>;VB8:0 I>4> 
S:>ABV ?@>4C:FVW, C?@02;V==S S:VABR, ?V428I5==S S:>ABV B0 WW 70157?5GC20==S, 
?@>=87Cє 2AV AB@C:BC@8 C?@02;V==S, 0 :5@V2=8FB2> ?V4?@8є<AB20 2V4V3@0є 
?@>2V4=C @>;P C 9>3> C?@02;V==V. �><?>=5=B0<8 A8AB5<8 TQM є: ?;0=C20==S, 
0=0;V7, >FV=:0 B0 :>=B@>;P S:>ABV 28@>1V2.  

«�3V4=> 7 DV;>A>DVєR TQM 5D5:B82=VABP C?@02;V==S S:VABR 70;568BP 
2V4 B@P>E 3>;>2=8E C<>2:  
− 3;81>:>3> @>7C<V==S 28I>R ?>A04>2>R >A>1>R =0 ?V4?@8є<AB2V 
?>B@518 2 ?>ABV9=><C ?V428I5==V S:>ABV; 

− V=25ABC20==S =5 2 >1;04=0==S, 0 2 ;R459; 
− ?5@5B2>@5==S 01> A?5FV0;P=>3> AB2>@5==S >@30=V70FV9=8E AB@C:BC@ 4;S 
7030;P=>3> C?@02;V==S S:VABR» [30]. 
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#>1C4>20 B0 2?@>20465==S A8AB5<8 C?@02;V==S S:VABR 2 >@30=V70FVW 

?C1;VG=>W AD5@8 «є A:;04=>R ?@>F54C@>R, S:0 ?>B@51Cє 7=0G=8E 28B@0B G0AC 

B0 @5AC@AV2 V 7>@Vє=B>20=0 =0 ?>ABV9=V ?>:@0I0==S B0 C4>A:>=0;5==S 

4VS;P=>ABV» [20]. 

%0< 7<VAB ?>1C4>28 @57C;PB0B82=>W A8AB5<8 C?@02;V==S S:VABR 2 

>@30=V70FVW ?C1;VG=>W AD5@8 ?>;S30є C 287=0G5=V A0<5 B8E ?@>F5AV2, 2V4 S:8E 

=09A8;P=VH5 70;568BP S:VABP ?@>4C:FVW, S:0 28?CA:0єBPAS 01> 6 ?>A;C3, I> 

?@>4C:CRBPAS.  «�A=Cє 42V >A=>2=V <5B8 @>7@>1:8 A8AB5< C?@02;V==S S:VABR: 

- ?5@H0 3 >?B8<V70FVS @>1>B8 >@30=V70FVW B0 70157?5G5==S, 7>:@5<0, 

:>=:C@5=B>A?@><>6=>ABV ?@>4C:FVW B0 ?>A;C3, I> 28@>1;SRBPAS,  

?V428I5==S 5D5:B82=>ABV 28@>1=8FB20;  

- 4@C30 3 ?>;S30є 2 45<>=AB@0FVW CAV< ?>B5=FV9=8< A?>6820G0< 

<>6;82>ABV AB01V;P=> 28@>1;SB8 ?@>4C:FVR 7040=>3> @V2=S S:>ABV, S:0 

704>2>;P=Sє 2AV WE=V 28<>38 B0 ?>B@518» [29]. 

!5>1EV4=VABP ?>1C4>28 A8AB5<8 C?@02;V==S S:VABR C >@30=V70FVSE 

?C1;VG=>W AD5@8 48:BCєBPAS ?>B@51>R ?@>20465==S 4VS;P=>ABV =0 70A040E 

4>B@8<0==S S:>ABV ?>A;C3 B0 ?@>4C:FVW, I> 28@>1;SRBPAS G8 =040RBPAS, C 

?>є4=0==V V7 7=865==S< WE 20@B>ABV 7024S:8 >?B8<V70FVW ?@>F5AV2 WE 

>@30=V70FVW, =040==S B0 :>=B@>;R.  

%8AB5<0 C?@02;V==S S:VABR є 4>AB0B=P> 5D5:B82=>R <>45;;R 

C?@02;V==S. �> VAB>B=8E ?5@5203 WW 2?@>20465==S 2V4=>ASBPAS: 

- V<V4652V >A>1;82>ABV (?V428I5==S :>=:C@5=B>A?@><>6=>ABV 

>@30=V70FVW ?C1;VG=>W AD5@8; 7<VF=5==S V<V46C CAB0=>28 2 ACA?V;PAB2V B0 

?@>D5AV9=8E :>;0E; ?V428I5==S 4>2V@8 V7 1>:C AB@0E>28E :><?0=V9 4> 

28:>=0==S 2V4?>2V4=8E 4>3>2>@V2 AB@0EC20==S; >B@8<0==S :>=:C@5=B=8E 

?5@5203 ?@8 CG0ABV 2 B5=45@8, ?V428I5==S 4>2V@8 7 1>:C V=25AB8FV9=8E DV@<); 

- 2=CB@VH=V 24>A:>=0;5==S (?V428I5==S :5@>20=>ABV >@30=V70FVW 

?C1;VG=>W AD5@8 G5@57 GVB:89 @>7?>4V; ?>2=>2065=P V 2V4?>2V40;P=>ABV 
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?5@A>=0;C; 7@>AB0==S <>B820FVW ?5@A>=0;C; 70157?5G5==S ?@>7>@>ABV I>4> 

2=CB@VH=VE ?@>F5AV2; ?>ABV9=5 24>A:>=0;5==S :><?5B5=FV9 ?5@A>=0;C; 

>?B8<V70FVS 4>:C<5=B>>1V3C 2 >@30=V70FVW 3@><04AP:0 AD5@0, ?>ABV9=5 

24>A:>=0;5==S @>1>B8 70:;04C); 

- 7030;P=89 CA?VE >?5@0FVW (?V428I5==S S:>ABV ?>A;C3, I> =040RBPAS; 

?V428I5==S @57C;PB0B82=>ABV 4VS;P=>ABV B0 7=865==S A>1V20@B>ABV ?@>4C:FVW; 

?V428I5==S DV=0=A>2>W 9 28@>1=8G>W 48AF8?;V=8; <>6;82>ABV I>4> 

2AB0=>2;5==S 4>23>AB@>:>28E 2V4=>A8= V7 ?>AB0G0;P=8:0<8). 

 

1.2. "A=>2>?>;>6=V 70A048 ?>1C4>28 A8AB5<8 C?@02;V==O O:VABN 2 
>@30=V70FVW ?C1;VG=>W AD5@8 B0 70157?5G5==O WW 5D5:B82=>3> 
DC=:FV>=C20==O 
 

 

�3V4=> 45@602=>3> AB0=40@BC �%&' ISO 9001:2015, C?@>20465==S 
«A8AB5<8 C?@02;V==S S:VABR <0є 1CB8 AB@0B53VG=8< @VH5==S< >@30=V70FVW» 
[10]. !0 WW @>7@>1;5==S B0 70?@>20465==S 2 >@30=V70FVW ?C1;VG=>W AD5@8 
«2?;820RBP B0:V D0:B>@8: a) A5@54>28I5 >@30=V70FVW, 7<V=8 2 FP><C 
A5@54>28IV, 0 B0:>6 @878:8, ?>2’S70=V 7 F8< A5@54>28I5<;  1) 7<V=0 ?>B@51 
>@30=V70FVW;  2) :>=:@5B=V FV;V 4VS;P=>ABV >@30=V70FVW B0 WW <VAVS; 3) 4VRGV 
?@>F5A8 7 28@>1=8FB20 ?@>4C:FVW 01> =040==S ?>A;C3;  4) @>7<V@ V AB@C:BC@0 
>@30=V70FVW» [10].  

�8<>38 4> ?>1C4>28 A8AB5<8 C?@02;V==S S:VABR 2 >@30=V70FVW ?C1;VG=>W 
AD5@8 «70:;045=V 2 AB@C:BC@V <V6=0@>4=>3> AB0=40@BC  ISO 9001:2015 B0 
V45=B8DV:>20=>3> =0 9>3> >A=>2V 45@602=>3> AB0=40@BC �%&' ISO 9001:2016 
V AB>ACRBPAS 2AVE 3@C? ?@>F5AV2 A8AB5<8 C?@02;V==S S:VABR: 2V4 
4>:C<5=B>>1V3C, 4VS;P=>ABV 28I>3> :5@V2=8FB20, C?@02;V==S @5AC@A0<8, 
AB2>@5==S ?@>4C:FVW 4> ?@>F5AV2 28<V@R20==S, 0=0;V7C20==S 9 ?>;V?H5==S» 
[30]. 
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' E>4V AB2>@5==S A8AB5<8 C?@02;V==S S:VABR 2 >@30=V70FVW ?C1;VG=>W 

AD5@8 4>FV;P=8< є 2?@>20465==S WW >?>@=8E ?@8=F8?V2 9 <5B>4V2 C?@02;V==S.  

#@8=F8?8 C?@02;V==S S:VABR - F5 DC=40<5=B0;P=V ?@8=F8?8 B0 V45W, S:V 
;560BP 2 >A=>2V ?>1C4>28 B0 DC=:FV>=C20==S C?@02;V==S S:VABR. #@028;0 
287=0G0RBP <5E0=V7< ?>1C4>28 A8AB5<8 C?@02;V==S S:VABR, 2>=8 <0RBP 
4>?><>3B8 7@>7C<VB8 �%&' ISO 9001-2016, >FV=8B8 4VRGC A8AB5<C 
C?@02;V==S. #>1C4>20 A8AB5< :5@C20==S S:VABR 2V4?>2V4=> 4> AB0=40@BC 
107CєBPAS =0 B0:8E >A=>2=8E ?@8=F8?0E: 

1) >@Vє=B0FVS 2 ?5@HC G5@3C =0 70<>2=8:0 G8 A?>6820G0; 
2) 70;CG5=VABP ?@0FV2=8:V2; 
3) ;V45@AB2>; 
4) ?@>F5A=89 ?V4EV4; 
5) ?>ABV9=5 ?>:@0IC20==S B0 24>A:>=0;5==S; 
6) A8AB5<=89 ?V4EV4 4> C?@02;V==S; 
7) ?@89=SBBS @VH5=P =0 >A=>2V 4>A;V465=8E D0:BV2; 
8) 270є<>283V4=V 2V4=>A8=8 V7 ?>AB0G0;P=8:0<8 (?>40=> =0 @8A. 1.2). 
�0C206B5, I> A;V4 70AB>A>2C20B8 ?@8=F8?8 C?@02;V==S S:VABR ?>ABV9=> 

2 ?@>F5AV 28@>1=8FB20 ?@>4C:FVW 7 C@0EC20==S< WE >@Vє=B0FVW =0 
24>A:>=0;5==S 4VS;P=>ABV :><?0=VW B0 ?V428I5==S S:>ABV. 

"A=>2>?>;>6=8<8 70;8H0RBPAS ?@8=F8?8 V=B53@>20=>3> C?@02;V==S 
>A>1;82>ABV, S:>3> 2:;RG0RBP: 

- S:VABP ?@>4C:FVW - F5 =5 BV;P:8 :>=:@5B=0 >:@5<0 DC=:FVS B5E=VG=8E V 
A?5FV0;P=8E 2V44V;V2, 0;5 :><?;5:A=89 ?@>F5A, S:89 >E>?;Rє CAV A:;04>2V 
:><?0=VW, 0 B0:>6 :;Vє=BV2 B0 ?>AB0G0;P=8:V2; 
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$8A. 1.2. "A=>2=V ACG0A=V ?@8=F8?8 C?@02;V==S S:VABR 2 >@30=V70FVSE 
_________________________________________ 

#@8<VB:0. !02545=> 70 [39; 42; 47]. 

- ?V428IC20==S S:>ABV <0є 70157?5GC20B8AP =0 5B0?0E <0@:5B8=30, 

?@>5:B=>-:>=AB@C:B>@AP:8E @>1VB, 283>B>2;5==S 9 B5E=VG=>3> 

>1A;C3>2C20==S 28@>1V2; 
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- ACFV;P=5 ?>;V?H5==S S:>ABV ?>B@51Cє 70AB>AC20=S =>28E B5E=>;>3V9; 

- 4>1@>W S:>ABV <>6=0 4><>3B8AS BV;P:8 ;8H B>4V, :>;8 AB2>@5=> GVB:> 

7>@Vє=B>20=C =0 A?>6820G0 A8AB5<C C?@02;V==S S:VABR. 

� B5>@VSE 6 C?@02;V==S S:VABR 284V;SRBPAS 06 G>B8@8 B8?8 <5B>4V2 

C?@02;V==S S:VABR (?>40=> 2 B01;.1.2). 

 

«' ?@0:B8FV C?@02;V==S S:VABR 28:>@8AB>2CRBPAS, 2 >A=>2=><C, 

>@30=V70FV9=>-@>7?>@S4GV (04<V=VAB@0B82=V), V=65=5@=>-B5E=>;>3VG=V, 

5:>=><VG=V B0 A>FV0;P=>-?A8E>;>3VG=V <5B>48. 

#@>F5A C?@02;V==S S:VABR =0 ?V4?@8є<AB2V 74V9A=RєBPAS C :V;P:0 5B0?V2 
V 70;568BP 2V4 >1@0=>W :>=F5?FVW @>1>B8 ?V4?@8є<AB20 V AB@0B53VW S:>ABV. 
"@30=V70FVS C?@02;V==S S:VABR ?5@5410G0є, I> 28I5 :5@V2=8FB2> 
?V4?@8є<AB20 2AB0=>2;Rє 2V4?>2V4=V ?@>F54C@8 C?@02;V==S V :>=B@>;R 
70;56=> 2V4 >1@0=>W AB@0B53VW» [10].  &0:, C @50;V70FVW @>7@>1;5=>W :>=F5?FVW 
?@89<0є CG0ABP 25AP :>;5:B82 ?V4?@8є<AB20, 2:;RG0RG8 V @>1>G8E, S:8< 
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?>28==V 1CB8 7@>7C<V;V FV;V B0 70240==S C?@02;V==S V ?V428I5==S S:>ABV 
?@>4C:FVW. �030;P=0 ?@>F54C@0 C?@02;V==S S:VABR 7>1@065=0 =0 @8A. 1.3. 

 

%B@0B53VS C?@02;V==S S:VABR <0є 0:F5=BC20B8AS «=0 B0:8E >A=>2=8E 

<><5=B0E: @>7C<V==S 28<>3 A?>6820GV2;  157?5@5@2=5 ?>;V?H5==S S:>ABV; 

28<V@ 4>AS3=CB>3> @V2=S S:>ABV V 157?5@5@2=89 <>=VB>@8=3; V=VFV0B828 2 

=02G0==V V ?5@5?V43>B>2FV :04@V2;  206;82VABP >@30=V70FV9=8E ?5@5B2>@5=P» 

[43].  

%;V4CRG8< :@>:>< є 2?@>20465==S 4>FV;P=>W AB@0B53VW S:>ABV. 

%:;04=VABP 40=>3> C?@>20465==S ?>;S30є 2 @>7<0WBBV 0A?5:BV2 S:>ABV, 

?>2'S70=8E 7 7=0G=>R :V;P:VABR @>1VB, 74V9A=R20=8E ?5@A>=0;>< S: 

?V4?@8є<AB20-28@>1=8:0 3>B>2>W ?@>4C:FVW, B0: V AC<V6=8:V2 G8 ?>A5@54=8:V2. 
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«�0240==S C?@02;V==S S:VABR ?>;S30є C 28@>1;5==V є48=>W V45>;>3VW V 

@>7C<V==S ?>78FVW ?V4?@8є<AB20 2 ?@89=SBV9 AB@0B53VW S:>ABV 2AV<0 

:0B53>@VS<8 ?5@A>=0;C: <5=546<5=B><, 28@>1=8G8<8, A:;04AP:8<8 9 V=H8<8 

:0B53>@VS<8 ?@0FV2=8:V2, 2>4VS<8, @>1VB=8:0<8, 709=SB8<8 

20=B06>?5@5@>1:>R 9 C?0:C20==S<, :>=:@5B=8<8 D0EV2FS<8 7 :>=B@>;R 

S:>ABV C 28@>1=8FB2V V A5@2VAV» [46].  

%8AB5<0 C?@02;V==S S:VABR 281C4C2CєBPAS =0 :><?;5:AV ?52=8E 

?@>?>=>20=8E AB0=40@BV2 3 @53;0<5=B>20=8E =>@<0B82=>-?@02>28<8 0:B0<8 

28<>3 AB>A>2=> >1AS3C, C<>2 9 S:>ABV =040==S ?>A;C38. %B0=40@B8 ?>40RBP 

?5@5;V: ?>A;C3, @53;0<5=B0FVR ?@>F5AV2 =040==S ?>A;C38 B0 V=H5. 

�0@07 2 C?@02;V==V S:VABR 203><5 7=0G5==S <0є A5@B8DV:0FVS A8AB5< 

<5=546<5=BC S:>ABV, S:V S2;SRBPAS 30@0=BVєR AB01V;P=>ABV 9 ABV9:>ABV 

?>B@V1=>W S:>ABV ?@>4C:BC. «%5@B8DV:0B =0 A8AB5<C S:>ABV 4>72>;Sє DV@<V 

715@53B8 :>=:C@5=B=V ?5@52038 =0 @8=:C.  V6=0@>4=89 4>A2V4 A2V4G8BP ?@> 

B5, I> =5>1EV4=8< V=AB@C<5=B><, 30@0=BCRG8< 2V4?>2V4=VABP S:>ABV ?@>4C:FVW 

28<>30< =>@<0B82=>-B5E=VG=>W 4>:C<5=B0FVW (!&�), є A5@B8DV:0FVS. 

%5@B8DV:0B 2V4 ;0B. certVm - 2V@=>, facere 3 @>18B8. %5@B8DV:0FVS - F5 

4>:C<5=B0;P=5 ?V4B25@465==S 2V4?>2V4=>ABV ?@>4C:FVW 287=0G5=8< 28<>30<, 

:>=:@5B=8< AB0=40@B0< G8 B5E=VG=8< C<>20<»[24]. 

«%5@B8DV:0FVS =0 @07V AB0;0 >4=8< V7 206;828E <5E0=V7<V2 C?@02;V==S 

S:VABR, S:89 40є <>6;82VABP >1'є:B82=> >FV=8B8 ?@>4C:FVR, =040B8 

A?>6820GC ?V4B25@465==S WW 157?5:8, 70157?5G8B8 :>=B@>;P 70 2V4?>2V4=VABR 

?@>4C:FVW 28<>30< 5:>;>3VG=>W G8AB>B8, 0 B0:>6 ?V428I8B8 WW 

:>=:C@5=B>740B=VABP» [18]. 

�0@B> B0:>6 707=0G8B8, I> 28<>38 I>4> 70157?5G5==S 5D5:B82=>3>, 
4>1@5 =0;03>465=>3> DC=:FV>=C20==S A8AB5<8 C?@02;V==S S:VABR 2 
>@30=V70FVW ?C1;VG=>W AD5@8 @53;0<5=B>20=> AB0=40@B0<8. �0=V 28<>38 ?>40=V 
=0<8 =0 @8A. 1.4. 
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"A=>2=8< V=AB@C<5=B>< I>4> 287=0G5==S 5D5:B82=>ABV 70157?5G5==S     

A8AB5<8 C?@02;V==S S:VABR 2 >@30=V70FVW є :>=B@>;P S: FV;VA=0 A8AB5<C 

<5=546<5=BC >@30=V70FVW (@8A. 1.5).  

 

 

 

"B>6, =0 AB04VW :>=F5?BC0;V70FVW 287=0G0єBPAS ?>;VB8:0 V AB@0B53VS 4;S 

70157?5G5==S S:>ABV ?@>4C:BC, S:0 704>2>;P=Sє >GV:C20=V 28<>38 A?>6820G0. 

!09G0ABVH5 AB@C:BC@=> 2>=0 2:;RG0є: ?>;VB8:C V AB@0B53VR S:>ABV; 7030;P=> 

?@89=SBV 28<>38 B0 ?@8=F8?8 70157?5G5==S S:>ABV; =>@<8, AB0=40@B8 9 
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?@028;0; 287=0G5=V 28<>38 4> A8AB5<8 C?@02;V==S S:VABR; V=B53@0FVR CAVE 

DC=:FV9 70157?5G5==S S:>ABV.  

«!0 AB04VW ?;0=C20==S S:>ABV 287=0G0RBPAS AB0=40@B8, S:V A;V4 

28:>@8AB>2C20B8, I>1 4>AS3B8 FV;59 ?>;VB8:8 S:>ABV. #;0=C20==S S:>ABV 

2:;RG0є S: V45=B8DV:0FVR F8E AB0=40@BV2, B0: V ?>HC: H;SEV2 WE @50;V70FVW. 

"A=>2=8<8 70240==S<8 ?;0=C20==S S:>ABV є: 287=0G5==S ?>:07=8:V2 >FV=:8 

S:>ABV; 287=0G5==S B5E=VG=8E A?5F8DV:0FV9; >?8A ?@>F54C@ C?@02;V==S 

S:VABR; A:;040==S A?8A:C >1'є:BV2 :>=B@>;R; 281V@ <5B>4V2 V 70A>1V2 >FV=:8 

S:>ABV; >?8A 72'S7:V2 7 V=H8<8 ?@>F5A0<8; @>7@>1:0 ?;0=C C?@02;V==S S:VABR» 

[39]. 

%B04VS >@30=V70FVW :>=B@>;R S:>ABV ?5@5410G0є AB2>@5==S =5>1EV4=8E V 

4>AB0B=VE >@30=V70FV9=8E, B5E=VG=8E, DV=0=A>28E B0 V=H8E C<>2 4;S 
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