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1.1. %CB=VABь B0 B5>@5B8G=V >A=>28 >FV=N20==O 4VO;ь=>ABV 70:;04C 
>A2VB8 

«/:VABь >A2VB8 є >A=>2=8< ?@V>@8B5B>< 45@602=>W =0C:>2>->A2VBO=Aь:>W 

?>;VB8:8 V ?5@54C<>2>N =0FV>=0;ь=>W 157?5:8 45@6028, 4>45@60==O 

<V6=0@>4=8E =>@< V 28<>3 70:>=>402AB20 ':@0W=8 I>4> @50;V70FVW ?@020 

3@><04O= =0 >A2VBC. !0 70157?5G5==O O:>ABV >A2VB8 A?@O<>2CNBьAO <0B5@V0;ь=V, 

DV=0=A>2V, :04@>2V B0 =0C:>2V @5AC@A8 ACA?V;ьAB20 V 45@6028» [32].  

«/:VABь >A2VB8 є 1030B>3@0==>N :0B53>@VєN, O:0 70 A2>єN ACB=VABN 

2V4>1@060є @V7=V 0A?5:B8 >A2VB=ь>3> ?@>F5AC 3 DV;>A>DAь:V, A>FV0;ь=V, 

?5403>3VG=V, ?>;VB8G=V, 45<>3@0DVG=V, 5:>=><VG=V B0 V=HV. /:VABь >A2VB8 

B@0:BCєBьAO 2 B0:8E 28<V@0E O:: ACA?V;ь=89 V450; >A2VG5=>ABV ;N48=8; @57C;ьB0B 

WW =02G0;ь=>W 4VO;ь=>ABV; ?@>F5A >@30=V70FVW =02G0==O V 28E>20==O; :@8B5@V9 

DC=:FV>=C20==O >A2VB=ь>W A8AB5<8» [23]. 

%8AB5<=5 4>A;V465==O O:>ABV >A2VB8, ?5@5410G0є 282G5==O «:><?;5:AC 

?@>1;5<, I> >E>?;NNBь: 7'OAC20==O ACB=>ABV 107>28E ?>=OBь O:>ABV >A2VB8 (WW 

>7=0G5==O, AB@C:BC@=V :><?>=5=B8, 2;0AB82>ABV, :@8B5@VW V =>@<8 B>I>); 

287=0G5==O ?@>F54C@ V ?>:07=8:V2 >FV=N20==O O:>ABV >A2VB8 (O: >A2VB=ь>3> 

?@>F5AC, 9>3> @57C;ьB0BC V DC=:FV>=0;ь=>W A8AB5<8); ?@>2545==O <>=VB>@8=3C 

B0 ?@89=OBBO C?@02;V=Aь:8E @VH5=ь 7 <5B>N 70157?5G5==O 2AB0=>2;5=8E =>@< 

O:>ABV >A2VB8 =0 2AVE WW @V2=OE» [8]. 

�=0;V7 45DV=VFVW «O:VABь >A2VB8» 4>72>;Oє 284V;8B8 H8@>:5 V 2C7ь:5 

B;C<0G5==O Fь>3> ?>=OBBO. «' H8@>:><C A5=AV O:VABь >A2VB8 @>7C<VNBь O: 

710;0=A>20=C 2V4?>2V4=VABь ?@>F5AC, @57C;ьB0BC V A0<>W >A2VB=ь>W A8AB5<8 FV;O<, 

?>B@510< V A>FV0;ь=8< =>@<0< (AB0=40@B0<) >A2VB8. /:I> 70 >A=>2C >7=0G5==O 

27OB8 28<>38 <V6=0@>4=>3> AB0=40@BC O:>ABV, I> @53;0<5=BCє ?>=OBBO O:>ABV 

?@>4C:FVW V ?>A;C3, B> 9>3> <>6=0 V=B5@?@5BC20B8 O: AC:C?=VABь 2;0AB82>AB59 V 
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CG=V2 V ABC45=BV2, WE=VE 10Bь:V2, 28:;040GV2, @>1>B>402FV2, C?@02;V=FV2 B>I>, 

B>1B> 45@602C V ACA?V;ьAB2> 7030;><» [1]. 

«�@V< B>3>, @57C;ьB0B8 >A2VB8 <>6CBь 1CB8 >FV=5=V 4;O @V7=8E >1'є:BV2 

(4VB8, 2G8B5;V, H:>;0, �!�) 70 @V7=8<8 ?0@0<5B@0<8, C @V7=8E 28<V@0E V =0 

@V7=8E @V2=OE. � :>6=>3> @07C <>20 945 ?@> @V7=V @57C;ьB0B8. *5 287=0G0є 1V;ьH 

2C7ь:89 (01> A?5FV0;ь=89) 7<VAB O:>ABV >A2VB8» [17]. 

�=0;V7 =0C:>28E ?V4E>4V2 4> 287=0G5==O ?>=OBBO «O:VABь >A2VB8» 

70A2V4GCє, I> Aь>3>4=V =5 VA=Cє >4=>AB09=>ABV 2 9>3> B@0:BC20==V. �030B> 

02B>@V2 287=0G0NBь O:VABь >A2VB8 O: O:VABь DC=:FV>=C20==O A8AB5<8 >A2VB8. 

#@>B5 45O:V D0EV2FV B@0:BCNBь 9>3> O: «4>AO3=5==O CG=V2 7040=>3> 

(=>@<0B82=>3>) @V2=O =02G0==O (?V43>B>2;5=>ABV). /:VABь >A2VB8 є A:;04=0 

:0B53>@VO, O:0 <0є ?52=V 2;0AB82>ABV B0 E0@0:B5@87CєBьAO 1030B>28<V@=VABN, 

1030B>0A?5:B=VABN B0 1030B>?0@0<5B@8G=VABN» [21].  

 «/:VABь >A2VB8, <>65 1CB8 287=0G5=0, O: >1>2'O7:>20 E0@0:B5@8AB8:0 

=040==O >A2VB=VE ?>A;C3 =02G0;ь=8< 70:;04><. /:VABь >A2VB8 3 F5 AC:C?=VABь 

E0@0:B5@8AB8: >1'є:BC >A2VB=ь>W 4VO;ь=>ABV, O:V AB>ACNBьAO 9>3> 740B=>ABV 

704>2>;ь=8B8 2AB0=>2;5=V 9 ?5@5410G5=V ?>B@518 :>@8ABC20G0 01> 70<>2=8:0 C 

2V4?>2V4=>ABV 4> A8AB5<8 28<>3 2AB0=>2;5=8E AB0=40@BV2. �8<V@ O:>ABV >A2VB8 B0 

WW :V;ь:VA=0 DV:A0FVO (157 2@0EC20==O ?>40;ьH>W :>@5:FVW C @07V =5 2V4?>2V4=>ABV) 

є >AB0B>G=8< 5B0?>< ?@>F5AV2 =0410==O 7=0=ь» [29]. 

#>=OBBO «O:VABь >A2VB8 <VAB8Bь, ?>-?5@H5, O:VABь @57C;ьB0BV2 >A2VB=ь>3> 

?@>F5AC, @V25=ь =02G0;ь=8E 4>AO3=5=ь CG=V2; ?>-4@C35, @V25=ь ?V43>B>2:8 B0 

:><?5B5=B=>ABV ?5403>3VG=8E ?@0FV2=8:V2, @V25=ь >A2VB=ь>3> A5@54>28I0 B0 

>A2VB=VE, DV=0=A>28E V <0B5@V0;ь=8E C<>2 =02G0==O, @V25=ь >@30=V70FVW 

<5B>48G=>W A;C618, @V25=ь :><?5B5=B=>ABV C?@02;V==O B>I>» [42]. 

«/:VABь >A2VB8 287=0G0єBьAO =5 BV;ь:8 >1AO3>< 7=0=ь, 0;5 9 ?0@0<5B@0<8 

>A>18ABVA=>3>, A2VB>3;O4=>3>, 3@><04O=Aь:>3> @>728B:C, ?@8 Fь><C ?@>1;5<0 



 8 

O:>ABV >A2VB=ь>3> ?@>F5AC @>73;O40єBьAO 7 ?>78FV9 7030;ь=>;N4Aь:>W V 

A>FV0;ь=>W FV==>ABV >A2VB8» [32]. 

"A=>2=V ?0@0<5B@8 O:>ABV >A2VB8 «72>4OBьAO 4> =0ABC?=8E ?>;>65=ь: 

2V4?>2V4=VABь =02G0;ь=8E 4>AO3=5=ь CG=V2 45@602=8< >A2VB=V< AB0=40@B0<; 

O:VABь =02G0;ь=>-28E>2=>3> ?@>F5AC, I> 70157?5GCє @V25=ь >A>18ABVA=>3> 

@>728B:C; 48=0<V:0 V=482V4C0;ь=8E 4>AO3=5=ь C A0<>287=0G5==V, A0<>@>728B:C, 

A0<>@50;V70FVW; =02G0;ь=> <5B>48G=5 70157?5G5==O ?@>F5AC ?V43>B>2:8 

(=02G0;ь=V ?>AV1=8:8, <5B>48G=V @>7@>1:8); ?>78B82=0 <>B820FVO =02G0==O, 

3>B>2=VABь 4> ?V7=020;ь=>W 4VO;ь=>ABV; O:VABь C?@02;V==O >A2VB=V<8 ?@>3@0<0<8, 

I> <0NBь 1CB8 A?@O<>20=V =0 >A=>2=C <5BC A8AB5<8 >A2VB8 3 70157?5G8B8 

C<>28 4;O 2A51VG=>3> @>728B:C CG=V2, 28E>20==O 3@><04O=8=0 45<>:@0B8G=>3> 

ACA?V;ьAB2» [25]. 

&><C =091V;ьH B>G=8< C :>=F5?BC0;ь=><C A5=AV є B0:5 287=0G5==O O:>ABV 

>A2VB8, I> F5 AC:C?=VABь >A>1;82>AB59 >A2VB=ь>3> ?@>F5AC, I> 7C<>2;NNBь 

?>A;V4>2=5 B0 ?@0:B8G=> 5D5:B82=5 D>@<C20==O :><?5B5=B=>ABV >A>18AB>ABV. 

&CB <>6=0 284V;8B8 B@8 3@C?8 E0@0:B5@8AB8:: O:VABь ?>B5=FV0;C 4>AO3=5==O 

<5B8 >A2VB8, O:VABь >A2VB=ь>3> ?@>F5AC B0 O:VABь >A2VB=ь>3> @57C;ьB0BC. 

/:VABь ?>B5=FV0;C 28@060єBьAO 2 B0:8E E0@0:B5@8AB8:0E, O: O:VABь <5B8 

=02G0==O, O:VABь @V2=O >A2VB8, O:VABь >A2VB=ь>W ?@>3@0<8, O:VABь <0B5@V0;ь=>-

B5E=VG=>W 1078 =02G0;ь=>3> ?@>F5AC, O:VABь ?5403>3VG=>3> A:;04C, O:VABь CG=V2, 

O:VABь V=D>@<0FV9=>-<5B>48G=>W 1078. � O:VABь =02G0;ь=>3> ?@>F5AC 3 F5 O:VABь 

>A2VB=ь>W B5E=>;>3VW, <09AB5@=VABь =02G0;ь=>3> ?@>F5AC, O:VABь <>B820FVW 

?5403>3VG=>3> :>;5:B82C 4> B2>@G>ABV B0 @57C;ьB0B82=>ABV ?5403>3VG=>W @>1>B8, 

O:VABь AB02;5==O CG=V2 4> =02G0==O, V=B5=A82=VABь =02G0;ь=>3> ?@>F5AC, 

C?@02;V==O 28E>20==O<, <5B>48 ?@575=B0FVW 4>AO3=5=ь H:>;8.  

«/:VABь @57C;ьB0BC >A2VB8 3 F5 CA2V4><;5==O, @>7?V7=020==O B0 @50;V70FVO 

V=482V4C0;ь=8E 74V1=>AB59 B0 >A>1;82>AB59, ?@0F52;0HBC20==O, :0@'є@0 B0 

70@?;0B0, >2>;>4V==O <5B>4>;>3VєN A0<>>A2VB8, 7=0==O, ?@0:B8G=V =028G:8» 

[25]. 
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&0:8< G8=><, «O:VABь >A2VB8» <8 287=0G0є<> O: 710;0=A>20=C є4=VABь 

O:>ABV C<>2, O:>ABV >A2VB=ь>3> ?@>F5AC B0 O:>ABV @57C;ьB0BC, 2V4?>2V4=>ABV 

>A2VB=ь>W A8AB5<8 FV;O<, ?>B@510< V A>FV0;ь=8< =>@<0< (AB0=40@B0<) >A2VB8. 

>A2VB8. #@8 Fь><C <>6=0 284V;8B8 2=CB@VH=V B0 7>2=VH=V ?>:07=8:8 O:>ABV 

>A2VB8 2 7030;ь=>>A2VB=VE H:>;0E. �>:@5<0, 4> 2=CB@VH=VE E0@0:B5@8AB8: O:>ABV 

7030;ь=>W A5@54=ь>W >A2VB8 =0;560Bь: 

 O:VABь >A2VB=ь>3> A5@54>28I0 (2V4?>2V4=VABь >A2VB8 28<>30< G0AC, I> 

E0@0:B5@87CєBьAO ?5@5E>4>< 4> 28A>:>B5E=>;>3VG=>3> V=D>@<0FV9=>3> 

ACA?V;ьAB20, 5D5:B82=VABN =0C:>2>-<5B>48G=>W @>1>B8, 2V4?>2V4=VABN 

<0B5@V0;ь=>-B5E=VG=>3> 70157?5G5==O =02G0;ь=>3> ?@>F5AC, ?>B5=FV0;C 

?5@A>=0;C H:>;8 B>I>); 

 O:VABь @57C;ьB0BV2 =02G0;ь=>-28E>2=>3> ?@>F5AC (2V4?>2V4=VABь 

=02G0;ь=8E 4>AO3=5=ь CG=V2 45@602=8< AB0=40@B0< >A2VB8, @>728B>: WE 

<8A;5==O, ABC?V=ь A>FV0;ь=>W 040?B>20=>ABV, :C;ьBC@8 B0 28E>20=>ABV CG=V2, 

48=0<V:0 V=482V4C0;ь=8E 4>AO3=5=ь C A0<>287=0G5==V, A0<>@>728B:C) , 

A0<>@50;V70FVO B>I>). 

�>2=VH=V ?>:07=8:8 O:>ABV >A2VB8 E0@0:B5@87CNBь WW O: A>FV0;ь=89 

V=AB8BCB, I> 2V4>1@060є 5D5:B82=VABь DC=:FV>=C20==O A8AB5<8 >A2VB8, WW 2?;82 

=0 ;N48=C B0 ACA?V;ь=V ?@>F5A8, 704>2>;5==O ?>B@51 >A>18AB>ABV B0 45@6028 2 

FV;><C. 

'AV ?>:07=8:8 O:>ABV >A2VB8 <8 @>73;O40є<> O: =5@>7@82=C FV;VA=VABь, I> 

270є<>70;56=V B0 270є<>>1C<>2;5=V. � >B65, O:VABь >A2VB=ь>3> ?@>F5AC <8 

287=0G0є<> O: =52V4’є<=C A:;04>2C O:>ABV >A2VB8, O:0 70;568Bь 2V4 O:>ABV 

>A2VB=ь>3> A5@54>28I0, 2:;NG0є O:VA=V B0 :V;ь:VA=V E0@0:B5@8AB8:8 =02G0;ь=>-

28E>2=>3> ?@>F5AC, O:VABь ?@>D5AV9=>W :><?5B5=B=>ABV 2G8B5;O, O:VABь 

>A2VB=ь>3> ?@>F5AC, O:VABь >A2VB=ь>3> ?@>F5AC, O:VABь >A2VB=ь>3> ?@>F5AC, O:VABь 

>A2VB=ь>3> ?@>F5AC. O:VABь >@30=V70FV9=>-C?@02;V=Aь:>W :><?5B5=B=>ABV, I> 

70157?5GCє 5D5:B82=VABь DC=:FV>=C20==O A8AB5<8 >A2VB8 B0 287=0G0є @57C;ьB0B 

>A2VB=ь>W 4VO;ь=>ABV. 
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' 7030;ь=><C 283;O4V A8AB5<C C?@02;V==O O:VABN >A2VB=VE ?>A;C3 C 

7030;ь=>>A2VB=VE =02G0;ь=8E 70:;040E <>6=0 ?@54AB028B8 C 283;O4V AE5<8, 

7>1@065=>W =0 @8A. 1.1. 

#@8 281>@V A8AB5<8 C?@02;V==O O:VABN >A2VB=ь>3> ?@>F5AC =5>1EV4=> 

2@0E>2C20B8, O:V 2848 ?>A;C3 =040NBьAO >A2VB=V< 70:;04><. &><C >A2VB=V 

?>A;C38 <>6=0 «:;0A8DV:C20B8 70 B0:8<8 :@8B5@VO<8: 

3 70 AC1'є:B0<8 =040==O (D>@<0 2;0A=>ABV; @59B8=3; 465@5;> 

DV=0=AC20==O; ?V4?>@O4:C20==O; >A2VB=V, =0C:>2V @V2=V; =0720, AB0BCA; >@30=8 

0:@548B0FVW; D>@<0 =02G0==O; @V25=ь 70157?5G5=>ABV; <VAF5 =040==O ?>A;C38: 

V=B53@0FVO 7 =02G0;ь=8<8 70:;040<8; ABC?V=ь V=B53@0FVW 7 V=>75<=8<8 

=02G0;ь=8<8 70:;040<8; <VAF5 @>7B0HC20==O; 0:@548B0FV9=89 @V25=ь);  

3 70 AC1'є:B0<8 A?>6820==O (<5B0 V <>B828 >A2VB8; 284 AC1'є:B0; 

35>3@0DVG=>-45<>3@0DVG=V >7=0:8; E0@0:B5@8AB8:0 AV<’W; ?>254V=:0 =0 @8=:C)» 

[21].  
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#>ABV9=5 ?>;V?HC20==O A8AB5<8 C?@02;V==O
O:VABN >A2VB=VE ?>A;C3

�V4?>2V40;ь=VABь
04<V=VAB@0FVW �!�

�5@C20==O @5AC@A0<8 �8<V@N20==O, 0=0;V7C20==O 
V ?>;V?HC20==O

�0B53>@VW
A?>6820GV2
(70<>2=8:V2)

'G=V

�0Bь:8

�5@6020

%CA?V;ьAB2>

$>1>B>402FV

'G=V

�0Bь:8

$>1>B>402FV

�0B53>@VW
A?>6820GV2
(70<>2=8:V2)

�5@6020

%CA?V;ьAB2>

�)��
!01V@
CG=V2

"A2VB=V9 ?@>F5A �8?CA:
CG=V2

!0C:>2> 3 <5B>48G=0
4VO;ь=VABь

#@>5:BC20==O B0
@>7@>1;5==O 
=02G0;ь=8E

?;0=V2, ?@>3@0<

�8E>2=0
4VO;ь=VABь

!���!!/ "%��&!Ь"�
#"%�'��

��)��

"%��&!/
#"%�'��

@>1>B8 , I> AB2>@NNBь
4>40B:>2V FV==>ABV

V=D>@<0FV9=V ?>B>:8

�
�
�
"
�
"
�
�
!
�
%
&
Ь

�
�
 
"
�
�

 

$8A. 1.1. $>728B>: A8AB5<8 C?@02;V==O O:VABN >A2VB=VE ?>A;C3 C 7030;ь=>>A2VB=VE =02G0;ь=8E 70:;040E 

#@8<VB:0. !02545=> 70 [221



 12 

&0:8< G8=><, AB2>@5==O є48=>W A8AB5<8 >FV=N20==O O:>ABV >A2VB8 є 

0:BC0;ь=8< =0?@O<>< 4VO;ь=>ABV. #@>B5 287=0G5==O :@8B5@VW2 B0 ?>:07=8:V2 

O:>ABV >A2VB8 =0 Aь>3>4=V є 4>A8Bь A:;04=8<, >A:V;ь:8 =0 @V7=8E @V2=OE >A2VB8 

WW O:VABь A?@89<0єBьAO 01A>;NB=> ?>-@V7=><C. 

 

1.2.  5B>48G=V >A=>28 C?@02;V==O =040==O< >A2VB=VE ?>A;C3 =0 @V2=V 
B5@8B>@V0;ь=>W  3@><048 

'?@02;V==O O:VABN >A2VB=VE ?>A;C3 3 F5 FV;5A?@O<>20=0 B0 :><?;5:A=0 

4VO =0 ?@>F5A8 70157?5G5==O B0 @>728B:C O:>ABV I>4> 2AVE >1’є:BV2 V ?@>F5AV2 

>A2VB8 7 <5B>N 4>AO3=5==O =091V;ьH>W 2V4?>2V4=>ABV ?0@0<5B@V2 WW 

DC=:FV>=C20==O B0 WW @57C;ьB0BV2 28<>30< , =>@<8 V AB0=40@B8. '?@02;V==O 

O:VABN >A2VB=VE ?>A;C3 є 1030B>28<V@=8< V 1030B>0A?5:B=8< O28I5<, =0 O:5 

2?;820є 25;8:0 :V;ь:VABь @V7=><0=VB=8E D0:B>@V2, B><C 9>3> 0=0;V7 

=5<>6;8289 157 70;CG5==O H8@>:>3> :>;0 7=0=ь =5 ;8H5 ?5403>3V:8, 0 9 

DV;>A>DVW. B0 AC<V6=V 30;C7V 3 DV;>A>DVO >A2VB8, DV;>A>DVO <5=546<5=BC B0 

DV;>A>DVO O:>ABV. &><C A?5F8DV:0 C?@02;V==O O:VABN >A2VB=VE ?>A;C3 C 

7030;ь=>>A2VB=VE =02G0;ь=8E 70:;040E ?>B@51Cє 28:>@8AB0==O 

<V648AF8?;V=0@=>W B5>@5B8:>-<5B>4>;>3VG=>W 1078. 

 5B>48G=V ?V4E>48 4> @>7@>1:8 A8AB5<8 C?@02;V==O O:VABN >A2VB=VE 

?>A;C3 C 7030;ь=>>A2VB=VE =02G0;ь=8E 70:;040E <>6=0 ?>4V;8B8 =0 B@8 3@C?8: 

DV;>A>DAь:V; 7030;ь=89 =0C:>25Fь; >A2VB=O (:>=:@5B=> =0C:>20). 

�> ?5@H>W 3@C?8 =0;560Bь ?@8=F8?8 4V0;5:B8:8, >A=>2=V ?>;>65==O 

ACG0A=>W DV;>A>DVW >A2VB8. 

«#@8@>4=>, I> A8AB5<0 C?@02;V==O O:VABN =5 <>65 DC=:FV>=C20B8 

>:@5<>, 157 270є<>72’O7:C 7 V=H8<8 A8AB5<0<8 C?@02;V==O. &><C ?@8 

C?@02;V==V O:VABN <>6CBь 1CB8 28:>@8AB0=V >A=>2=V ?@8=F8?8 DV;>A>DVW 

C?@02;V==O: 4CE>2=>W >@Vє=B0FVW C?@02;V==O; ?>є4=0==O F5=B@0;V70FVW B0 

45F5=B@0;V70FVW; є48=>?>G0B:C; :>;53V0;ь=>ABV; ?;0=>2>ABV; <>B820FVW; 

=0C:>2>W >1ґ@C=B>20=>ABV» [17]. 
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�> 4@C3>W 3@C?8 =0;560Bь ?@8=F8?8 B0 <5B>48 A8AB5<=>3> ?V4E>4C, 

?@8=F8?8 B5>@VW B>B0;ь=>3> C?@02;V==O O:VABN (Total Quality Management), 

>A=>2=V ?@8=F8?8 B0 ?>;>65==O <V6=0@>4=8E AB0=40@BV2 A5@VW ISO 9000. 

�;O 70AB>AC20==O AB0=40@BV2 O:>ABV 2 7030;ь=>>A2VB=VE =02G0;ь=8E 

70:;040E =5>1EV4=V ?52=V 040?B0FVW. *V E0@0:B5@8AB8:8 =5>1EV4=> 2@0E>2C20B8 

=0 2AVE 5B0?0E ?@>5:BC20==O B0 2?@>20465==O 2=CB@VH=ь>H:V;ь=8E A8AB5< 

O:>ABV, 287=0G0B8 A:;04 WE 5;5<5=BV2 V E0@0:B5@ 72'O7:V2 <V6 =8<8. 

�;O >?8AC ?@>F54C@8 B0 <5E0=V7<C ?@>5:BC20==O B0 2?@>20465==O 

A8AB5< O:>ABV 2 =02G0;ь=8E 70:;040E ACBBє25 B;C<0G5==O B5@<V=0 «?@>3@0<=5 

70157?5G5==O (70AV1)». #5@5;V: ?@>3@0<=>3> 70157?5G5==O C AD5@V >A2VB=ь>W 

4VO;ь=>ABV 4>A8Bь H8@>:89. !0 A5@54=ь><C @V2=V 28:>@8AB>2CNBьAO B0:V 

D>@<8: =02G0;ь=V ?@>3@0<8; =02G0;ь=V ?@>3@0<8; ?@>3@0<8 @>728B:C 

28E>2=>W A8AB5<8 H:>;8; FV;ь>2V ?@>3@0<8; :><?'NB5@=V ?@>3@0<8 4;O 

4V03=>AB8:8 B0 72VB=>ABV; ?>=OBBO 48D5@5=FV9>20=>3>, ?@>DV;ь=>3>, 

V=B53@>20=>3> (01> V=H>3>) =02G0==O; <5B>48G=V @>7@>1:8 7 :>6=>3> 

?@54<5BC; <5B>48 :>@5:FVW, @>728B:C 7030;ь=8E V=B5;5:BC0;ь=8E V 

?5403>3VG=8E C<V=ь; <5B>48 =02G0==O B0 V=. 

�>;>2=8< @57C;ьB0B>< =02G0;ь=>-28E>2=>3> ?@>F5AC, 9>3> 

=09206;82VH>N >7=0:>N є 28E>20==O 28?CA:=8:V2 H:>;8. *5 <V@0 

4>AO3=5==O 28?CA:=8:>< @V2=O @>728B:C V=482V4C0;ь=8E O:>AB59 >A>18AB>ABV, 

O:89 =09:@0I8< G8=>< 2V4?>2V40є ?>B@510< 9>3> >A>18ABVA=>3> 

24>A:>=0;5==O B0 A0<>@50;V70FVW, 0 B0:>6 AD5@0< ?@>D5AV9=>W ?V43>B>2:8 G8 

28:>@8AB0==O. 

"B65, C?@02;V==O O:VABN >A2VB=ь>3> ?@>F5AC 3 F5 :><?;5:A=89, 

FV;5A?@O<>20=89 V A:>>@48=>20=89 ?@>F5A 2?;82C O: =0 =ь>3> 2 FV;><C, B0: V 

=0 9>3> >A=>2=V 5;5<5=B8 7 <5B>N 4>AO3=5==O <0:A8<0;ь=>W 2V4?>2V4=>ABV 

?0@0<5B@V2 9>3> DC=:FV>=C20==O B0 9>3> @57C;ьB0BV2 =5>1EV4=8< 28<>30<, 

=>@<8, AB0=40@B8 B0 >GV:C20==O. 

"A2V4G5=VABь 70 B5@<V=>;>3VєN AB0=40@BV2 ISO, 4 F5 ?@>4C:B, @57C;ьB0B 

=02G0;ь=>-28E>2=>3> ?@>F5AC H:>;8, ?5403>3VG=>W 4VO;ь=>ABV 2G8B5;V2 V 
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28E>20B5;V2, =02G0;ь=>W B0 A0<>?V43>B>2:8 CG=V2, 4VO;ь=>ABV 04<V=VAB@0FVW. , 

@>7@>1=8:8 =02G0;ь=8E ?;0=V2, ?@>3@0<, ?>AV1=8:V2, <5B>48:, ?@>5:BV2 B>I>. 

#5403>3VG=89 F8:; ?V43>B>2:8 ?>G8=0єBьAO 7 282G5==O ?V43>B>2:8 4VB59 

4> H:>;8 70 4>?><>3>N ?A8E>4V03=>AB8G=8E V ?5403>3VG=8E <5B>4V2. 

#@>4>26CєBьAO ?0@0;5;ь=> V7 70?;0=>20=8<8 B0 ?@>3=>7>20=8<8 @>1>B0<8, 

A?@O<>20=8<8 =0 AB2>@5==O >?B8<0;ь=8E C<>2 4;O @50;V70FVW ?>B5=FV0;C 

ABC45=BV2 C =02G0==V (287=0G5==O @V2=O A:;04=>ABV B0 A?@O<>20=>ABV >A2VB=VE 

?@>3@0<, 70?@>?>=>20=8E 4;O 74>1CBBO ABC?5=O <03VAB@0, ?V41V@ 28:;040GV2 

B>I>). 

�> B@5Bь>W 3@C?8 <5B>48G=8E ?V4E>4V2 I>4> @>728B:C A8AB5<8 

C?@02;V==O O:VABN >A2VB=VE ?>A;C3 C 7030;ь=>>A2VB=VE =02G0;ь=8E 70:;040E 

=0;560Bь 7030;ь=V ?@8=F8?8 C?@02;V==O =02G0;ь=8<8 70:;040<8; >A=>2=V 

?@8=F8?8 B0 ?>;>65==O 70E>4V2 O:>ABV >A2VB8, 2=CB@VH=ь>H:V;ь=5 

C?@02;V==O, >A2VB=V9 <5=546<5=B, 040?B82=5 C?@02;V==O H:>;>N, B5>@VW 

7<VABC >A2VB8; >:@5<V ?>;>65==O !0FV>=0;ь=>W 4>:B@8=8 @>728B:C >A2VB8 ))� 

AB. 

"B65, ?V4AC<>2CNG8, A;V4 707=0G8B8, I> >A=>2>N AB2>@5==O B0 

2?@>20465==O A8AB5<8 C?@02;V==O O:VABN >A2VB=VE ?>A;C3 C 7030;ь=>>A2VB=VE 

=02G0;ь=8E 70:;040E є B@8@V2=520 <5B>4>;>3VO, O:0 A:;040єBьAO 7: 

1) ?@8=F8?8 4V0;5:B8:8, 3C<0=V7<C B0 45<>:@0B870FVW, >A=>2=V 

?>;>65==O ACG0A=>W DV;>A>DVW >A2VB8, DV;>A>DVW C?@02;V==O B0 O:>ABV; 

2) ?@8=F8?8 B0 <5B>48 A8AB5<=>3> ?V4E>4C, B5>@VW 7030;ь=>3> 

C?@02;V==O O:VABN (Total Quality Management), >A=>2=V ?>;>65==O 

<V6=0@>4=8E AB0=40@BV2 A5@VW ISO 9000; 

3) 7030;ь=V ?@8=F8?8 C?@02;V==O >A2VB=V<8 70:;040<8, >A=>2=V 

?@8=F8?8 B0 ?>;>65==O <5B@8:8 ?5403>3VG=>W O:>ABV, 2=CB@VH=ь>H:V;ь=>3> 

<5=546<5=BC, ?5403>3VG=>3> <5=546<5=BC, 040?B82=>3> C?@02;V==O H:>;>N, 

B5>@VW 7<VABC >A2VB8 B0 >:@5<8E ?>;>65=ь !0FV>=0;ь=>W 4>:B@8=8 @>728B:C 

>A2VB8 XXI AB. 
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"?8A0=V 28I5 ?>;>65==O, V45W B0 70:>=8 є 2V4?@02=>N B>G:>N 4;O 

AB2>@5==O B0 2?@>20465==O A8AB5<8 C?@02;V==O O:VABN >A2VB=VE ?>A;C3 C 

7030;ь=>>A2VB=VE =02G0;ь=8E 70:;040E. 

!0 Aь>3>4=V 2 1V;ьH>ABV 7030;ь=>>A2VB=VE =02G0;ь=8E 70:;04V2 ':@0W=8 

28:>@8AB>2CNBьAO B@8 >A=>2=V <>45;V C?@02;V==O O:VABN >A2VB=ь>3> ?@>F5AC, 

O:V 107CNBьAO =0 B0:8E <5B>40E V ?V4E>40E: 

1) <5B>48:0 >FV=N20==O C?@02;V==O O:VABN 7030;ь=>>A2VB=ь>3> 

=02G0;ь=>3> 70:;04C (SWOT-0=0;V7); 

2) :>=F5?FVO, 70A=>20=0 =0 ?@8=F8?0E B>B0;ь=>3> C?@02;V==O O:VABN 

(TQM); 

3) ?V4EV4, 70A=>20=89 =0 28<>30E <V6=0@>4=8E AB0=40@BV2 O:>ABV A5@VW 

ISO 9000 [10]. 

 >45;ь C?@02;V==O, 70A=>20=0 =0 <5B>4V >FV=N20==O, ?5@5410G0є 

A8AB5<0B8G=5 A0<>>FV=N20==O 4;O 28O2;5==O A8;ь=8E V A;01:8E AB>@V= 

7030;ь=>>A2VB=ь>3> =02G0;ь=>3> 70:;04C, 0 B0:>6 ?>78B82=8E V =530B82=8E 

D0:B>@V2 9>3> @>728B:C. !0 FV9 >A=>2V @>7@>1;ONBьAO B0 ?@>?>=CNBьAO 

70E>48 I>4> 28@VH5==O ?@>1;5<=8E A8BC0FV9 B0 24>A:>=0;5==O 4VO;ь=>ABV 

7030;ь=>>A2VB=ь>3> =02G0;ь=>3> 70:;04C. #@>BO3>< :V;ь:>E @>:V2 FO <>45;ь 

C?@02;V==O 28:>@8AB>2CєBьAO 2 :V;ь:>E C:@0W=Aь:8E C=V25@A8B5B0E. 

 >45;ь C?@02;V==O, 70A=>20=0 =0 ?@8=F8?0E TQM (Total Quality 

Management), B0:>6 28:>@8AB>2Cє <5B>4 >FV=:8, 0;5 107CєBьAO =0 1V;ьH 

3;81>:><C 0=0;V7V 4VO;ь=>ABV 7030;ь=>>A2VB=ь>3> =02G0;ь=>3> 70:;04C, 7 

B>G:8 7>@C @8=:>2>W 5:>=><V:8. �>=F5?FVO TQM ?5@5410G0є, I> 

7030;ь=>>A2VB=V9 =02G0;ь=89 70:;04 <0є GVB:> B0 GVB:> AD>@<C;ь>20=C <VAVN, 

AB@0B53VG=V 70240==O, O:V @>7@>1;ONBьAO 2 @57C;ьB0BV ?>3;81;5=8E 4>A;V465=ь 

?>B@51 7>2=VH=ь>3> A5@54>28I0 2 >A=>2=8E ?@>4C:B0E @>1>B8. �030;ь=5 
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4>:C<5=B>20=0 A8AB5<0 C?@02;V==O, >@Vє=B>20=0 =0 O:VABь» [10]. 

'206=> AB02;OG8Aь 4> 68BBє2>3> F8:;C >A2VB=ь>W ?>A;C38, 206;82> 
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 18 
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40=8E 40B8 >FV=:C O:>ABV =04020=8E ?>A;C3 V, C @07V =52V4?>2V4=>ABV 
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"A=>2=>N D>@<>N 2=CB@VH=ь> H:V;ь=>3> :>=B@>;N 70 AB0=>< 
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' 48=0<VFV A8BC0FVO 283;O40є =0ABC?=8< G8=>< (B01;. 2.2). 

Т45лиця 2.2 

$57C;ьB0B8 >FV=N20==O 7=0=ь CG=V2 2017-2021 @@. 
 

$V: 
�8A>:89 

@V25=ь 
�>AB0B=V9 
@V25=ь 

%5@54=V9 
@V25=ь 

#>G0B:>289 
@V25=ь #/! 

2017-2018 

91 CG5=ь 8 8,8% 24 
26,4

% 
50 

54,9

% 
9 

9,9

% 
47,1% 

2018-2019 

92 CG=V 7 7,6% 30 
32,6

% 
45 

47,8

% 
10 

10,8

% 
47,8% 

2019-2020 

88 CG=V2 9 10,2% 39 
44,4

% 
36 

40,9

% 
4 

4,5

% 
54,1% 

2020-2021 

83 CG=V 5 6% 26 
31,3

% 
47 

56,7

% 
5 6% 48,4% 

 

/: 284=> 7 B01;8FV, O:VABь =02G0;ь=8E 4>AO3=5=ь CG=V2 ?>@V2=> 7 2019-

20 20 @@. 7<5=H8;0Aь =0 5,7%, 0 7  ?>?5@54=V<8 @>:0<8 70;8H8;0Aь <0965 =0 

B><C A0<><C @V2=V.  

#>@V2=O;ь=0 E0@0:B5@8AB8:0 CA?VH=>ABV 2 :;0A0E 7 2016 ?> 2021 @V: ?> 

@0:0E =02545=0 2 B01;. 2.3. 

Т45лиця 2.3. 

#>@V2=O;ь=0 E0@0:B5@8AB8:0 CA?VH=>ABV 2 �CF=V2Aь:V9 �", �-��� 
ABC?5=V2 �5;8:>15@57>28Fь:>W A5;8I=>W @048 &5@=>?V;ьAь:>W >1;0ABV 70 

2015-2021 @@. 
�;0A #/! 

2015-2016 2016-2017 2017-2018 2018-2019  2019-2020 2020-2021 

2 64,3 - - - -  

3 55 64,2 39,7 70 69,5  

4 58,8 62,3 64,3 43,7 62,7 66 

5 53,8 44 44 54,5 55,4 40,9 

6 45 50,8 41,2 41,5 54,5 43,1 

7  45,1 50,8 41,7 42,4 43,1 

8   39,1 44,4 48 42,4 

9    38 40,4 43,7 

10     51,2 44 

11      60   

#@8<VB:0. %D>@<>20=> 70 [30] 
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