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ǯȁǲȁȇǳǳ ǼǯǳǿǽǳȅǳǻǶȍ 
ǸǮȅǳǿȀǰǮ ǰ ǰȉǿȆǳǺ 

ǼǯǾǮǵǼǰǮǻǶǶ:
Ȑ ȝȜȖȟȘȎȣ țȜȐȩȣ ȝȡȠȓȗ ȒȜȟȠȖȔȓțȖȭ 
ȘȎȥȓȟȠȐȎ Ȑ ȟȜȐȞȓȚȓțțȩȣ ȡȟșȜȐȖȭȣ 

(ȥȎȟȠȪ 1)
ǹȬȟȪȓț ǯȜșșȎȓȞȠ

țȓȕȎȐȖȟȖȚȩȗ ȚȓȔȒȡțȎȞȜȒțȩȗ ȫȘȟȝȓȞȠ Ȑ ȜȏșȎȟȠȖ ȜȏȓȟȝȓȥȓțȖȭ 
ȘȎȥȓȟȠȐȎ

ȝȞȖȑșȎȦȓțțȩȗ ȝȞȜȢȓȟȟȜȞ | ȥșȓț ȝȞȎȐșȓțȖȭ QAAs

ǿȓȚȖțȎȞ IQAA ȝȜ ȜȏȓȟȝȓȥȓțȖȬ ȘȎȥȓȟȠȐȎ
6 ȎȝȞȓșȭ 2018

ǮȟȠȎțȎ | ǸȎȕȎȣȟȠȎț



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ  II ǿȜȒȓȞȔȎțȖȓ

 ǸȞȎȠȘȎȭ ȖȟȠȜȞȖȭ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ (ǼǸ) Ȑ ǳǽǰǼ
 ȅȠȜ ȓȟȠȪ ȘȎȥȓȟȠȐȜ?

 ȅȠȜ ȓȟȠȪ ǼǸ?

 ȅȠȜ ȓȟȠȪ ȘȡșȪȠȡȞȎ ȘȎȥȓȟȠȐȎ?

 ǼǸ Ȗ ȞȓȕȡșȪȠȎȠȩ ȜȏȡȥȓțȖȭ
 ǼȏȓȟȝȓȥȓțȖȓ Ȗ ȐȖȒȓțȖȓ, ȚȖȟȟȖȭ Ȗ ȟȠȞȎȠȓȑȖȭ
 ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?

 ǰȩȐȜȒȩ: ȑȜȠȜȐȩ Ș ȖȕȚȓțȓțȖȭȚ?

 ǰȜȝȞȜȟȩ Ȗ ȜȠȐȓȠȩ

 ǰ ȘȎȘȜȚ ȚȖȞȓ Ȑȩ ȔȖȐȓȠȓ/ȏȡȒȓȠȓ ȔȖȠȪ?

 ǯȡȒȡȧȖȓ ȞȓȕȡșȪȠȎȠȩ ȜȏȡȥȓțȖȭ & ȘȜȚȝȓȠȓțȤȖȖ
 ǿȠȡȒȓțȠȜȤȓțȠȞȖȞȜȐȎțțȜȓ ȜȏȡȥȓțȖȓ (ǿȄǼ)

 ǻȓȜȏȣȜȒȖȚȜȟȠȪ țȜȐȩȣ ȖȟȟșȓȒȜȐȎțȖȗ & ȟȜȤȖȎșȪțȜȗ 
ȒȓȭȠȓșȪțȜȟȠȖ  

 ǻȎ ȝȡȠȖ Ș țȜȐȜȚȡ ȐȖȒȓțȖȬ & ȚȖȟȟȖȖ ȐȡȕȜȐ
 ǺȓȔȒȡțȎȞȜȒțȩȗ ȎȟȝȓȘȠ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ
 ǻȜȐȜȓ ǼǸ Ȑ țȜȐȜȚ Ȑȡȕȓ: ȑȜȠȜȐȩ șȖ Țȩ?

 ǰȜȝȞȜȟȩ Ȗ ȜȠȐȓȠȩ

ȅȎȟȠȪ 1:         

ȚȓȠȜȒȖȘȎ

ȅȎȟȠȪ 2:          

ȟȜȒȓȞȔȎțȖȓ
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ǯȁǲȁȇǳǳ ǼǯǳǿǽǳȅǳǻǶȍ ǸǮȅǳǿȀǰǮ
ȅǮǿȀȊ 1

ǼǯǳǿǽǳȅǳǻǶǳ 
ǸǮȅǳǿȀǰǮ Ȑ ǳǽǰǼ

ǹȬȟȪȓț ǯȜșșȎȓȞȠ
țȓȕȎȐȖȟȖȚȩȗ ȚȓȔȒȡțȎȞȜȒțȩȗ ȫȘȟȝȓȞȠ Ȑ ȜȏșȎȟȠȖ ȜȏȓȟȝȓȥȓțȖȭ 

ȘȎȥȓȟȠȐȎ 
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ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ  I ǼȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ Ȑ ǳǽǰǼ



ǿȖȟȠȓȚȎ ȝȜȘȎȕȎȠȓșȓȗ n°7: ESG-proof EQA

ǼȠȥȓȠ Ȝ ȐțȓȒȞȓțȖȖ 2015, ȞȖȟ. 3.8, ȟ. 98

ǶȟȠȜȥțȖȘ ȜȝȞȜȟțȖȘ BFUG 

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I ǼȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ Ȑ ǳǽǰǼ



ǲȓȭȠȓșȪțȜȟȠȪ ȎȑȓțȠȟȠȐ ȝȜ ǼǸ, ȕȎȞȓȑȖȟȠȞȖȞȜȐȎțțȩȓ Ȑ  EQAR (ȭțȐȎȞȪ,
2018) 

www.eqar.eu | 46 ȎȑȓțȠȟȠȐ ǼǸ of 24 countries

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I ǼȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ Ȑ ǳǽǰǼ

http://www.eqar.eu/


ǿȖȟȠȓȚȎ ȝȜȘȎȕȎȠȓșȓȗ n°8: ȡȞȜȐȓțȪ ȐȜȐșȓȥȓțțȜȟȠȖ
ȟȠȡȒȓțȠȜȐ Ȑ EQA (2013/14)

ǼȠȥȓȠ Ȝ ȐțȓȒȞȓțȖȖ 2015, ȞȖȟ. 3.12, ȟ. 101
ǶȟȠȜȥțȖȘ ȜȝȞȜȟțȖȘ BFUG 

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ ǰǼ I ǼȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ Ȑ  ǳǽǰǼ  
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ȅȠȜ ȓȟȠȪ ‘ȘȎȥȓȟȠȐȜ’?
ǹȬȟȪȓț ǯȜșșȎȓȞȠ
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ȝȞȖȑșȎȦȓțțȩȗ ȝȞȜȢȓȟȟȜȞ | ȥșȓț ȝȞȎȐșȓțȖȭ QAAs

ǿȓȚȖțȎȞ IQAA ȝȜ ȜȏȓȟȝȓȥȓțȖȬ ȘȎȥȓȟȠȐȎ
6 ȎȝȞȓșȭ 2018

ǮȟȠȎțȎ | ǸȎȕȎȣȟȠȎț



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ ȅȠȜ ȓȟȠȪ ‘ȘȎȥȓȟȠȐȜ’?

ǸȎȥȓȟȠȐȜ ȘȎȘ ȘȜțȤȓȝȠ ȘȎȥȓȟȠȐȎ ȘȜțȤȓȝȠ ȚȓțȓȒȔȚȓțȠȎ 
ȘȎȥȓȟȠȐȎ

«ǶȟȘșȬȥȖȠȓșȪțȜȓ» ȐțȓȦțȓ ȝȞȖȕțȎțțȜȓ ȘȎȘ 
ȘȎȥȓȟȠȐȜ ȐȩȟȜȘȜȑȜ ȘșȎȟȟȎ

ȘȎȥȓȟȠȐȜ ȘȜțȠȞȜșȖȞȡȓȠȟȭ 
ȟȠȎțȒȎȞȠȎȚȖ Ȗ ȥȓȞȓȕ 
ȟȞȎȐțȓțȖȓ

«ȟȜȐȓȞȦȓțțȜȓ ȖșȖ 
ȓȒȖțȜȜȏȞȎȕțȜȓ»

ȢȜȘȡȟȖȞȡȓȠȟȭ țȎ 
ȝȞȜȤȓȟȟȓ, ȐȜȐșȓȘȎȭ Ȑȟȓȣ

TQM: ȘȜțȠȞȜșȪ ȝȞȜȤȓȟȟȎ Ȗ 
ȜȤȓțȘȖ,
ȝȜȒȑȜȠȜȐȘȎ&ȘȡșȪȠȡȞȎ

«ȟȜȜȠȐȓȠȟȠȐȡȬȧȓȓ ȤȓșȖ» • ȘȎȥȓȟȠȐȜ 
ȢȡțȘȤȖȜțȎșȪțȜ

• ȕȎȝȞȜȟȩ ȝȜȠȞȓȏȖȠȓșȓȗ
• ȝȜȠȞȓȏțȜȟȠȖ 

ȝȞȜȖȕȐȜȒȖȠȓșȭ (ȚȖȟȟȖȭ)

• ȡȒȜȐșȓȠȐȜȞȓțțȜȟȠȪ 
ȡȟșȡȑȎȚȖ

• ȞȎȚȘȖ &PDCA

• ȟȠȞȎȠȓȑȖȥȓȟȘȜȓ 
ȘȜȚȝșȓȘȟțȜȓ 
ȡȝȞȎȐșȓțȖȓ ȘȎȥȓȟȠȐȜȚ 
(TQM)

«ȜȝȠȖȚȎșȪțȜȓ 
ȟȜȜȠțȜȦȓțȖȓ Ȥȓțȩ Ȗ 
ȘȎȥȓȟȠȐȎ»

ȝȜȒȜȠȥȓȠțȜȟȠȪ Ȗ 
ȫȢȢȓȘȠȖȐțȜȟȠȪ Ȑ 
ȜȠțȜȦȓțȖȖ ȤȓțȎ=ȘȎȥȓȟȠȐȜ

• ȖȕȚȓțȓțȖȭ &
ȘȜțȘȡȞȓțȤȖȭ Ȑ ȘȎȥȓȟȠȐȓ

• ȖțȒȖȘȎȠȜȞȩ ȖȟȝȜșțȓțȖȭ
• ȎȡȒȖȠȩ

«ȠȞȎțȟȢȜȞȚȖȞȡȬȧȓȓȟȭ» ȘȎȥȓȟȠȐȓțțȩȓ ȖȕȚȓțȓțȖȭ • ȡșȡȥȦȓțȖȓ 
ȝȜȟȞȓȒȟȠȐȜȚ 
ȡȝȜșțȜȚȜȥȓțțȩȣ 



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ  Ȑ ǰǼ ȅȠȜ ȓȟȠȪ ‘ȘȎȥȓȟȠȐȜ’?
ǿǲǰǶǱ ǽǮǾǮǲǶǱǺȉ ǽǼǻǶǺǮǻǶȍ ǸǮȅǳǿȀǰǮ Ƕ ǼǸ (ȚȓțȓȒȔȚȓțȠ) 

ȝȞȓȔțȖȓ ȐȕȑșȭȒȩ țȜȐȩȓ ȐȕȑșȭȒȩ
ǸȎȥȓȟȠȐȜ ȎȏȟȜșȬȠțȜȓ Ȗ 
ȡȟȠȎțȜȐșȓțțȜȓ 

ǸȎȥȓȟȠȐȜ ȜȠțȜȟȖȠȓșȪțȜȓ Ȗ 
ȚțȜȑȜȡȞȜȐțȓȐȜȓ

ǼȒȖț ȟȠȎțȒȎȞȠ ȒȜȚȖțȖȞȡȓȠ… ǼȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ ȖȚȓȓȠ ȚțȜȑȜ 
ȎȟȝȓȘȠȜȐ

& ȜȝȞȓȒȓșȭȓȠȟȭ ȝȞȜȖȕȐȜȒȖȠȓșȓȚ ȀȜȥȘȎ ȜȠȟȥȓȠȎ= ȝȜȠȞȓȏțȜȟȠȖ 
ȕȎȘȎȕȥȖȘȎ

ǸȜțȓȥțȩȗ ȝȞȜȒȡȘȠ ȖȑȞȎȓȠ ȑșȎȐțȡȬ 
ȞȜșȪ 

ȁȟșȡȑȖ ȜȟțȜȐȜȝȜșȎȑȎȬȧȖȗ ȢȎȘȠȜȞ

…Ȗ ȒȜșȔȓț ȏȩȠȪ ȝȞȜȘȜțȠȞȜșȖȞȜȐȎț ǸȎȥȓȟȠȐȜ = ȞȓȕȡșȪȠȎȠȩ ȝȞȜȤȓȟȟȜȐ

ȀȞȓȏȜȐȎțȖȭ Ș ȘȎȥȓȟȠȐȡ 
ȢȖȘȟȖȞȜȐȎțȩ

ȀȞȓȏȜȐȎțȖȭ Ș ȘȎȥȓȟȠȐȡ ȚȓțȭȬȠȟȭ Ȗ 
ȡȐȓșȖȥȖȐȎȬȠȟȭ

ǸȎȥȓȟȠȐȜ ȘȜțȠȞȜșȖȞȡȓȠȟȭ ȜȠȒȓșȜȚ 
ȝȜ ȘȎȥȓȟȠȐȡ

ǸȎȥȓȟȠȐȜ = ȘȎȟȎȓȠȟȭ Ȑȟȓȣ



ǻȜȐȜȓ ȜȝȞȓȒȓșȓțȖȓ ȘȎȥȓȟȠȐȎ:

• ǸȎȥȓȟȠȐȜ, ȜȝȞȓȒȓșȓțțȜȓ 
ȕȎȖțȠȓȞȓȟȜȐȎțțȩȚȖ ȟȠȜȞȜțȎȚȖ

(= ȚȓȔȒȡțȎȞȜȒțȩȓ
(ȚȖțȖȚȎșȪțȩȓ)ȟȠȎțȒȎȞȠȩ Ȗ ȠȞȓȏȜȐȎțȖȭ), 

ȫȠȜ ȒȜȝȜșțȖȠȓșȪțȎȭ ȤȓțțȜȟȠȪ ȚȓȔȒȡ 
ȐȣȜȒȜȚ Ȗ ȐȩȣȜȒȜȚ.

• ǸȎȥȓȟȠȐȜ ȫȠȜ ȒȜȝȜșțȖȠȓșȪțȎȭ ȤȓțțȜȟȠȪ…     
• ǻȎ ȖțȟȠȖȠȡȤȖȜțȎșȪțȜȚ ȡȞȜȐțȓ ȚȓȔȒȡ 

ȚȖȟȟȖȓȗ ȐȡȕȎ Ȗ ȞȓȕȡșȪȠȎȠȎȚȖ
• ǻȎ ȡȞȜȐțȓ ȝȞȜȑȞȎȚȚȩ ȚȓȔȒȡ ǾǼ

ȝȜȟȠȡȝȎȬȧȓȑȜ ȟȠȡȒȓțȠȎ Ȗ ȡȔȓ 
ȒȜȟȠȖȑțȡȠȩȚȖ achieved by the outgoing 

ǻȜȐȩȓ ȘȜțȤȓȝȠȩ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ ȅȠȜ ȓȟȠȪ ‘ȘȎȥȓȟȠȐȜ’?
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ǰȩȟȦȓȓ
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b
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ǰȩȟȦȓȓ
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c

ǺȖțȖȚȎșȪțȩȓ ǾǼ ȝȞȖ 
ȐȩȝȡȟȘȓ Ȗȕ ȟȞȓȒțȓȑȜ 

ȜȏȞȎȕȜȐȎțȖȭ

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ ȅȠȜ ȓȟȠȪ ‘ȘȎȥȓȟȠȐȜ’?
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ȞȓȕȡșȪȠȎȠȩ ȜȏȡȥȓțȖȭ (ǾǼ)

ǰȩȟȜȘȜȓ ȘȎȥȓȟȠȐȜ

ǰȩȟȦȓȓ
ȜȏȞȎȕȜȐȎțȖȓ

a

ǰȩȟȦȓȓ 
ȜȏȞȎȕȜȐȎțȖȓ 

b

ǿȞȓȒțȓȓ

ǰȩȟȦȓȓ
ȜȏȞȎȕȜȐȎțȖȓ

c

ǺȖțȖȚȎșȪțȩȓ ǾǼ ȝȞȖ 
ȐȩȝȡȟȘȓ Ȗȕ ȟȞȓȒțȓȑȜ 

ȜȏȞȎȕȜȐȎțȖȭ

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ ȅȠȜ ȓȟȠȪ ‘ȘȎȥȓȟȠȐȜ’?



ǯȡȒȡȧȓȓ ǼǸ Ȑ ǰǼ I                                                                                                                ȅȠȜ ȓȟȠȪ ‘ȘȎȥȓȟȠȐȜ’?
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Q

U

A

L

I

T

Y

EDUCATIONAL  STRATEGIC CHOICE and REALITY

secondary

secondary

QF minimum standard/LO

excellence

HE a

HE b

secondary

HE c

Secondary minimum leaving

standards/LO



ǯȡȒȡȧȓȓ ǼǸ Ȑ ǰǼ I ȓȟȠȪ  ȘȎȥȓȟȠȐȜ ?

Dirk Van Damme (OECD)

Ǹ
Ǯ
ȅ
ǳ
ǿ
Ȁ
ǰ
Ǽ

EDUCATIONAL  STRATEGIC CHOICE and REALITY

secondary

secondary

QF minimum standard/LO

excellence

HE a

HE b

secondary

HE c

Secondary minimum leaving

standards/LO



ȐȘșȎȒ ȞȓȕȡșȪȠȎȠȝȞȜȤȓȟȟȩ
ȖȕȚȓțȓțȖȓ = ȒȜȝȜșțȖȠȓșȪțȩȗ ȝȜșȓȕțȩȗ ȐȘșȎȒ

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I ȅȠȜ ȓȟȠȪ ‘ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ’ ?
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ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ
ȅȎȟȠȪ 1

ȅȠȜ ȓȟȠȪ ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ?
ǹȬȟȪȓț ǯȜșșȎȓȞȠ

ǻȓȕȎȐȖȟȖȚȩȗ ȚȓȔȒȡțȎȞȜȒțȩȗ ȫȘȟȝȓȞȠ  Ȑ ȜȏșȎȟȠȖ 
ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ

ȝȞȖȑșȎȦȓțțȩȗ ȝȞȜȢȓȟȟȜȞ | ȥșȓț ȝȞȎȐșȓțȖȭ QAAs

ǿȓȚȖțȎȞ IQAA ȝȜ ȜȏȓȟȝȓȥȓțȖȬ ȘȎȥȓȟȠȐȎ
6 ȎȝȞȓșȭ 2018

ǮȟȠȎțȎ| ǸȎȕȎȣȟȠȎț



ȜȔȖȒȎȓȚȩȓ ǾǼ

ǾǼ ȝȜȟȠȡȝȖȐȦȖȣ  ȟȠȡȒȓțȠȜȐ ȜȏȞȎȕ. ȝȞȜȑȞȎȚȚȎ ȒȜȟȠȖȑțȡȠȩȓ ǾǼ

ȚȖȟȟȖȭ ȟȠȞȎȠȓȑȖȭ & ȝȜșȖȠȖȘȎ ȞȓȕȡșȪȠȎȠȩ

ȖȟȝȜșȪȕȡȬȠȟȭ
țȎȣȜȒȭȠȟȭ ȟȠȎțȒȎȞȠȩ Ȗ 

ȖțȒȖȘȎȠȜȞȩ
ȝȜȒ ȐșȖȭțȖȓȚ
ȢȎȕȩ ȞȎȕȐȖȠȖȭ

ȐȘșȎȒ ȞȓȕȡșȪȠȎȠȝȞȜȤȓȟȟȩ

ǰțȡȠȞȓțțȓȓ ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ (IQA)

ȝȞȓȐȞȎȧȓțȖȓ = ȒȜȝȜșțȖȠȓșȪțȩȗ ȝȜșȓȕțȩȗ ȐȘșȎȒ

ȚȓȠȜȒȜșȜȑȖȭ

ȖțȟȠ
ȞȡȚ
ȓțȠ

ȖțȟȠ
ȞȡȚ
ȓțȠ

ȖțȟȠ
ȞȡȚ
ȓțȠ

ȖțȟȠ
ȞȡȚ
ȓțȠ

ȖțȟȠ
ȞȡȚ
ȓțȠ

“ОК – ̾то под̵од уп̬а̏ле̛̦я,  акце̦т̛̬ующ̛̜ в̛̦̥а̛̦е ̦а
каче̭т̏е о̬̐а̛̦̚а̶̛̛ ̛ о̭̦ова̦̦̼̜ ̦а уча̭т̛̛ ̭̏е̵

̚а̛̦те̬е̭о̏а̵̦̦̼ ̭то̬о̦ ̭ цел̽ю удо̏лет̏о̬е̛̦я ̵̛ о̛̙да̛̦̜
̛ ̶еле̜ так дол̐о, ̦а̭кол̽ко ̏о̥̚о̙̦о” (ISO)

ǯȡȒȡȧȓȓ ȜȏȓȟȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I ȅȠȜ ȓȟȠȪ ‘ǼǸ’?



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                     ȅȠȜ ȓȟȠȪ ‘ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ’?

 ǺǼǲǳǹǶ ǼǯǳǿǽǳȅǳǻǶȍ ǸǮȅǳǿȀǰǮ



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ ȅȠȜ ȓȟȠȪ ‘ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ’?

 ǺǳȀǼǲǼǹǼǱǶȍ ǼǯǳǿǽǳȅǳǻǶȍ ǸǮȅǳǿȀǰǮ Ƕ ǶǻǿȀǾȁǺǳǻȀȉ

ǶțȟȠȞȡȚȓțȠȩ Ȓșȭ ȖȕȚȓȞȓțȖȭ: ȘȜșȖȥȓȟȠȐȓțțȎȭ Ȗ ȘȎȥȓȟȠȐȓțțȎȭ ȖțȢȜȞȚȎȤȖȭ, 
KPI (ȎțȎșȖȕ), ȜȝȞȜȟ (ȎțȎșȖȕ), ȟȜȑșȎȟȜȐȎțțȩȓ ȚȖȠȖțȑȖ



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ ȅȠȜ ȓȟȠȪ ‘ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ’?

 ǺǳȀǼǲǼǹǼǱǶȍ ǼǯǳǿǽǳȅǳǻǶȍ ǸǮȅǳǿȀǰǮ Ƕ ǶǻǿȀǾȁǺǳǻȀȉ



ǿȠȎțȒȎȞȠȩ & ȖțȒȖȘȎȠȜȞȩ
 ǿȠȎțȒȎȞȠ: ȜȝȖȟȎțȖȓ ȠȜȑȜ, ȘȎȘ ȜȞȑȎțȖȕȎȤȖȭ Ȗ ȓȓ 

ȟȜȠȞȡȒțȖȘȖ ȒȜșȔțȩ ȞȎȕȐȖȐȎȠȪ Ȗ ȡȝȞȎȐșȭȠȪ 
ȚȎȠȓȞȖȎșȎȚȖ, ȝȞȜȒȡȘȠȎȚȖ, ȡȟșȡȑȎȚȖ, 
ȝȞȜȤȓȟȟȎȚȖ & ȟȖȟȠȓȚȎȚȖ ȥȠȜȏȩ ȡȒȜȐșȓȠȐȜȞȭȠȪ 
ȝȜȠȞȓȏțȜȟȠȭȚ & ȜȔȖȒȎțȖȭȚ ȕȎȖțȠȓȞȓȟȜȐȎțțȩȣ 
ȟȠȜȞȜț 

 ǽȜȞȜȑȜȐȩȗ ȟȠȎțȒȎȞȠ ȖșȖ ȟȠȎțȒȎȞȠ ȐȩȟȜȘȜȑȜ 
ȘȎȥȓȟȠȐȎ?

 ǾȡȘȜȐȜȒȭȧȖȗ ȝȞȖțȤȖȝ: ȝȜȚȜȑȎȓȠ ȜȏȨȭȟțȖȠȪ ȘȎȘ
ȝȞȜȤȓȟȟȩ & ȝȞȜȤȓȒȡȞȩ ȒȜșȔțȩ/ȚȜȑȡȠ ȝȜȚȜȥȪ  
ȟȜȜȠȐȓȠȟȠȐȜȐȎȠȪ ȟȠȎțȒȎȞȠȡ (ȝȓȞȓȒȜȐȜȚȡ ȜȝȩȠȡ)

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                   ȅȠȜ ȓȟȠȪ ‘ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ’?



 ǶțȒȖȘȎȠȜȞ: ȞȎȕȏȖȐȎȓȠ ȟȠȎțȒȎȞȠȩ țȎ ȖȕȚȓȞȭȬȧȖȓ 
Ȗ ȝȜȒȣȜȒȭȧȖȓ ȓȒȖțȖȤȩ, ȜȤȓțȖȐȎȬȧȖȓ ȘȎȘ ȚțȜȑȜ 
ȜȞȑȎțȖȕȎȤȖȭ ȒȜȟȠȖȑșȎ ȖșȖ ȟȜȜȠȐȓȠȟȠȐȡȓȠ șȖ  ȜțȎ 
ȟȠȎțȒȎȞȠȎȚ 

 ǶțȒȖȘȎȠȜȞȩ ȒȜșȔțȩ ȝȞȓȒȜȟȠȎȐșȭȠȪ ȖțȢȜȞȚȎȤȖȬ 
Ȝ ȒȓȗȟȠȐȖȭȣ ȜȞȑȎțȖȕȎȤȖȖ, ȝȜȟȘȜșȪȘȡ ȘȎȥȓȟȠȐȜ 
ȠȞȓȏȜȐȎțȖȗ ȜȞȑȎțȖȕȎȤȖȖ ȝȜȚȜȑȎȓȠ ȡșȡȥȦȖȠȪ ȓȓ 
ȒȓȭȠȓșȪțȜȟȠȪ 

 3 ȢȡțȘȤȖȖ ȖțȒȖȘȎȠȜȞȜȐ: ȖȕȚȓȞȭȠȪ,

ȟȖȑțȎșȖȕȖȞȜȐȎȠȪ & ȟȜȜȏȧȎȠȪ (ȐțȡȠȞȖ & ȕȎ 
ȝȞȓȒȓșȎȚȖ ȜȞȑȎțȖȕȎȤȖȖ)

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                     ȅȠȜ ȓȟȠȪ ‘ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȥȓȟȠȐȎ’?



(ȝȜȒ-)ȘȎȠȓȑȜȞȖȖ ȖțȒȖȘȎȠȜȞȜȐ
 ǸȜșȖȥȓȟȠȐȓțțȩȓ ȖțȒȖȘȎȠȜȞȩ Ȑ ȤȖȢȞȎȣ
 ǸȎȥȓȟȠȐȓțțȩȓ ȖțȒȖȘȎȠȜȞȩ țȓ ȚȜȑȡȠ ȏȩȠȪ ȝȞȓȒȟȠȎȐșȓțȩ Ȑ ȤȖȢȞȎȣ
 ǰȣȜȒțȩȓ ȖțȒȖȘȎȠȜȞȩ ȖȕȚȓȞȭȬȠ ȟȖȠȡȎȤȖȬ Ȑ țȎȥȎșȓ ȝȞȜȤȓȟȟȎ ȖșȖ

ȘȜșȖȥȓȟȠȐȜ ȞȓȟȡȞȟȜȐ, ȝȜȠȞȎȥȓțțȩȣ țȎ ȝȜșȡȥȓțȖȓ ȞȓȕȡșȪȠȎȠȎ 
 ǶțȒȖȘȎȠȜȞȩ ȝȞȜȤȓȟȟȎ  ȝȞȓȒȟȠȎȐșȭȬȠ ȫȢȢȓȘȠȖȐțȜȟȠȪ ȖșȖ

ȝȞȜȒȡȘȠȖȐțȜȟȠȪ ȝȜșȓȕțȜȑȜ ȒȜȝȜșțȖȠȓșȪțȜȑȜ ȐȘșȎȒȎ ȐȜ ȐȞȓȚȭ 
ȝȞȜȤȓȟȟȎ

 ǰȩȣȜȒțȩȓ ȖțȒȖȘȎȠȜȞȩ ȜȠȞȎȔȎȬȠ ȝȜșȡȥȓțțȩȓ ȞȓȕȡșȪȠȎȠȩ  
ȒȓȭȠȓșȪțȜȟȠȖ 

 ǶțȒȖȘȎȠȜȞȩ  țȎȝȞȎȐșȓțȖȭ ȡȘȎȕȩȐȎȬȠ ȡșȡȥȦȎȓȠȟȭ șȖ ȞȎȏȜȠȎ 
ȜȞȑȎțȖȕȎȤȖȖ 

 ǶțȒȖȘȎȠȜȞȩ ȒȓȗȟȠȐȓțțȜȟȠȖ ȖȕȚȓȞȭȬȠ ȘȎȘ ȜȞȑȎțȖȕȎȤȖȭ 
ȘȜțȠȞȜșȖȞȡȓȠ ȐșȖȭțȖȓ ȖȕȚȓțȓțȖȗ

 (țȓ-)ȂȖțȎțȟȜȐȩȓ ȖțȒȖȘȎȠȜȞȩ (țȓ) ȖȕȚȓȞȭȬȠ ȢȖțȎțȟȜȐȩȓ ȎȟȝȓȘȠȩ 
ȒȓȭȠȓșȪțȜȟȠȖ 

 ǿȠȞȎȠȓȑȖȥȓȟȘȖȓ ȖțȒȖȘȎȠȜȞȩ ȖȕȚȓȞȭȬȠ ȞȓȎșȖȕȎȤȖȬ ȟȠȞȎȠȓȑȖȥȓȟȘȖȣ 
Ȥȓșȓȗ

ǯȡȒȡȧȓȓ  ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                    ȅȠȜ ȓȟȠȪ ‘ȜȏȓȟȝȓȥȓțȖȓ  ȘȎȥȓȟȠȐȎ’?



ǯȡȒȡȧȓȓ  ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                    ȅȠȜ ȓȟȠȪ ‘ȜȏȓȟȝȓȥȓțȖȓ  ȘȎȥȓȟȠȐȎ’?

(ȝȜȒ-)ȘȎȠȓȑȜȞȖȖ ȖțȒȖȘȎȠȜȞȜȐ
 ǸȜșȖȥȓȟȠȐȓțțȩȓ ȖțȒȖȘȎȠȜȞȩ Ȑ ȤȖȢȞȎȣ
 ǸȎȥȓȟȠȐȓțțȩȓ ȖțȒȖȘȎȠȜȞȩ țȓ ȚȜȑȡȠ ȏȩȠȪ ȝȞȓȒȟȠȎȐșȓțȩ Ȑ ȤȖȢȞȎȣ
 ǰȣȜȒțȩȓ ȖțȒȖȘȎȠȜȞȩ ȖȕȚȓȞȭȬȠ ȟȖȠȡȎȤȖȬ Ȑ țȎȥȎșȓ ȝȞȜȤȓȟȟȎ ȖșȖ

ȘȜșȖȥȓȟȠȐȜ ȞȓȟȡȞȟȜȐ, ȝȜȠȞȎȥȓțțȩȣ țȎ ȝȜșȡȥȓțȖȓ ȞȓȕȡșȪȠȎȠȎ 
 ǶțȒȖȘȎȠȜȞȩ ȝȞȜȤȓȟȟȎ  ȝȞȓȒȟȠȎȐșȭȬȠ ȫȢȢȓȘȠȖȐțȜȟȠȪ ȖșȖ

ȝȞȜȒȡȘȠȖȐțȜȟȠȪ ȝȜșȓȕțȜȑȜ ȒȜȝȜșțȖȠȓșȪțȜȑȜ ȐȘșȎȒȎ ȐȜ ȐȞȓȚȭ 
ȝȞȜȤȓȟȟȎ

 ǰȩȣȜȒțȩȓ ȖțȒȖȘȎȠȜȞȩ ȜȠȞȎȔȎȬȠ ȝȜșȡȥȓțțȩȓ ȞȓȕȡșȪȠȎȠȩ  
ȒȓȭȠȓșȪțȜȟȠȖ 

 ǶțȒȖȘȎȠȜȞȩ  țȎȝȞȎȐșȓțȖȭ ȡȘȎȕȩȐȎȬȠ ȡșȡȥȦȎȓȠȟȭ șȖ ȞȎȏȜȠȎ 
ȜȞȑȎțȖȕȎȤȖȖ 

 ǶțȒȖȘȎȠȜȞȩ ȒȓȗȟȠȐȓțțȜȟȠȖ ȖȕȚȓȞȭȬȠ ȘȎȘ ȜȞȑȎțȖȕȎȤȖȭ 
ȘȜțȠȞȜșȖȞȡȓȠ ȐșȖȭțȖȓ ȖȕȚȓțȓțȖȗ

 (țȓ-)ȂȖțȎțȟȜȐȩȓ ȖțȒȖȘȎȠȜȞȩ (țȓ) ȖȕȚȓȞȭȬȠ ȢȖțȎțȟȜȐȩȓ ȎȟȝȓȘȠȩ 
ȒȓȭȠȓșȪțȜȟȠȖ 

 ǿȠȞȎȠȓȑȖȥȓȟȘȖȓ ȖțȒȖȘȎȠȜȞȩ ȖȕȚȓȞȭȬȠ ȞȓȎșȖȕȎȤȖȬ ȟȠȞȎȠȓȑȖȥȓȟȘȖȣ 
Ȥȓșȓȗ



ȂȎȕȩ ȞȎȕȐȖȠȖȭ (ȜȏȓȟȝȓȥȓțȖȭ)ȘȎȥȓȟȠȐȎ
ǯȡȒȡȧȓȓ  ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ ȅȠȜ ȓȟȠȪ ‘ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ’ ?

# ȚȓțȓȒȔȚȓțȠ & ȝȞȜȤȓȟȟȩ ȞȓȕȡșȪȠȎȠȩ

1. ǸȎȥȓȟȠȐȜ ȭȐșȭȓȠȟȭ ȞȓȕȡșȪȠȎȠȜȚ ȖȟȘșȬȥȖȠȓșȪțȜ 
ȖțȒȖȐȖȒȡȎșȪțȜȑȜ ȜȏȭȕȎȠȓșȪȟȠȐȎ

ǸȎȥȓȟȠȐȜ ȖȕȚȓțȥȖȐȜ

2.ǻȎȥȎȠȩ ȞȎȕȚȩȦșȓțȖȭ țȎȒ ȝȞȜȤȓȟȟȎȚȖ ǸȎȥȓȟȠȐȜ ȭȐșȭȓȠȟȭ 
ȞȓȕȡșȪȠȎȠȜȚ țȎȥȎșȎ 
ȟȖȟȠȓȚȎȠȖȥȓȟȘȜȑȜ 
ȝȜȒȣȜȒȎ

3. ǼȞȑȎțȖȕȎȤȖȭ ȡȝȞȎȐșȭȓȠȟȭ ȝȞȜȢȓȟȟȖȜțȎșȪțȜ ǸȎȥȓȟȠȐȜ ȜȏȓȟȝȓȥȓțȜ
4. ǼȞȑȎțȖȕȎȤȖȭ, ȠȎȘȔȓ ȘȎȘ Ȗ ȓȓ ȚȓțȓȒȔȚȓțȠ 
ȟȖȟȠȓȚȎȠȖȥȓȟȘȖ ȜȏțȜȐșȭȬȠȟȭ

ǸȎȥȓȟȠȐȜ țȓȝȞȓȞȩȐțȜ 
ȡșȡȥȦȎȓȠȟȭ ȝȜȟȞȓȒȟȠȐȜȚ
ȖțțȜȐȎȤȖȗ

5. ǼȞȑȎțȖȕȎȤȖȭ ȜȞȖȓțȠȖȞȜȐȎțȎ țȎ ȐțȓȦțȬȬ ȟȞȓȒȡ 
Ȗ ȟȠȞȓȚȖȠȟȭ Ș ȐȩȟȜȘȜȚȡ ȘȎȥȓȟȠȐȡ

ǸȎȥȓȟȠȐȜ ȝȞȖȕțȎȓȠȟȭ 
ȐțȓȦțȖȚȖ ȟȠȜȞȜțȎȚȖ 
ȘȎȘ ȐȩȟȜȘȜȓ Ȗ, ȠȎȘȖȚ 
ȜȏȞȎȕȜȚ ȝȞȓȒȟȠȎȐșȭȓȠ 
ȟȜȏȜȗ ȚȓȔȒȡțȎȞȜȒțȡȬ 
șȡȥȦȡȬ ȝȞȎȘȠȖȘȡ
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ǼȟțȜȐȜȝȜșȎȑȎȬȧȖȓ  ȝȞȖțȤȖȝȩ & ȤȓțțȜȟȠȖ

 ǾȡȘȜȐȜȒȟȠȐȜ ȒȜșȔțȜ ȝȞȜȐȜȒȖȠȪȟȭ ȝȜȟȞȓȒȟȠȐȜȚ ȐȖȒȓțȖȭ, ȐȒȜȣțȜȐȓțȖȭ Ȗ ȥȓȟȠțȜȟȠȖ 
șȖȒȓȞȜȐ, ȐȩȟȠȡȝȎȬȧȖȣ Ȑ ȘȎȥȓȟȠȐȓ ȜȏȞȎȕȤȎ Ȓșȭ ȝȜȒȞȎȔȎțȖȭ ȟȐȜȖȚȖ ȤȓțțȜȟȠȭȚȖ Ȗ 
ȫȠȖȘȜȗ (ȜȠȐȓȠȟȠȐȓțțȜȟȠȪȬ, ȡȝȞȎȐșȓțȖȓȚ șȬȒȪȚȖ ...)

 ȁȝȞȎȐșȓțȖȓ ȝȜȟȞȓȒȟȠȐȜȚ ȟȠȞȡȘȠȡȞȖȞȜȐȎțțȩȣ Ȗ ȟȠȞȎȠȓȑȖȥȓȟȘȖ ȟȜȑșȎȟȜȐȎțțȩȣ 
ȝȞȜȤȓȟȟȜȐ Ȗ ȖȟȝȜșȪȕȜȐȎțȖȭ ȝȞȎȘȠȖȘȖ ȝȞȖțȭȠȖȭ ȞȓȦȓțȖȗ țȎ ȜȟțȜȐȓ ȢȎȘȠȜȐ

 ǶțȠȓȑȞȖȞȜȐȎțțȎȭ ȟȖȟȠȓȚȎ, ȜȏȨȓȒȖțȭȬȧȎȭ Ȑȟȓ ȝȞȜȤȓȟȟȩ Ȗ ȖȕȚȓȞȭȬȧȎȭ Ȗȣ 
ȖȟȝȜșțȓțȖȓ;

 ǰȓȞȎ Ȑ ȝȜȟȠȜȭțțȜȓ ȟȜȐȓȞȦȓțȟȠȐȜȐȎțȖȓ;
 ǿșȓȒȜȐȎțȖȓ ȕȎ șȬȒȪȚȖ, ȘȜȠȜȞȩȓ ȤȓțȭȠȟȭ Ȑ ȘȡșȪȠȡȞȓ ȒȜȐȓȞȖȭ ȕȎ ȑȎȞȚȜțȖȥțȜȓ 

ȒȜȟȠȖȔȓțȖȓ ȜȞȑȎțȖȕȎȤȖȜțțȩȣ Ȗ șȖȥțȩȣ Ȥȓșȓȗ  (ȒȓȚȜȘȞȎȠȖȥțȜȓ ȝȞȎȐșȓțȖȓ)
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I. ǸȜțȠȓȘȟȠ, ȜȣȐȎȠ, ȤȓșȖ Ȗ ȝȞȖțȤȖȝȩ
“ESG ȜȟțȜȐȎțȩ țȎ ȟșȓȒȡȬȧȖȣ ȥȓȠȩȞȓȣ ȝȞȖțȤȖȝȎȣ:

- ВȩȟȦȖȓ ȡȥȓȏțȩȓ ȕȎȐȓȒȓțȖȭ țȓȟȡȠ ȜȟțȜȐțȡȬ ȜȠȐȓȠȟȠȐȓțțȜȟȠȪ ȕȎ 
ȘȎȥȓȟȠȐȜ, ȝȞȓȒȜȟȠȎȐșȭȓȚȜȑȜ ȜȏȞȎȕȜȐȎțȖȭ Ȗ ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ;

- ǼȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ ȜȠȐȓȥȎȓȠ ȞȎȕțȜȜȏȞȎȕȖȬ ȟȖȟȠȓȚ, 
ȡȥȞȓȔȒȓțȖȗ, ȝȞȜȑȞȎȚȚ Ȗ ȟȠȡȒȓțȠȜȐ ȐȩȟȦȓȑȜ ȜȏȞȎȕȜȐȎțȖȭ;

- ǼȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ ȝȜȒȒȓȞȔȖȐȎȓȠ ȞȎȕȐȖȠȖȓ ȘȡșȪȠȡȞȩ ȘȎȥȓȟȠȐȎ;

- ǼȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ ȡȥȖȠȩȐȎȓȠ ȝȜȠȞȓȏțȜȟȠȖ Ȗ ȜȔȖȒȎțȖȭ 
ȟȠȡȒȓțȠȜȐ, Ȑȟȓȣ ȒȞȡȑȖȣ ȕȎȖțȠȓȞȓȟȜȐȎțțȩȣ ȟȠȜȞȜț Ȗ ȜȏȧȓȟȠȐȎ ».

ǿȠȎțȒȎȞȠ 1.1: ǽȜșȖȠȖȘȎ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ, 
ȞȡȘȜȐȜȒȟȠȐȜ
«ǼțȎ ȝȜȒȒȓȞȔȖȐȎȓȠ ȞȎȕȐȖȠȖȓ ȘȡșȪȠȡȞȩ ȘȎȥȓȟȠȐȎ, Ȑ ȘȜȠȜȞȜȗ Ȑȟȓ 
ȐțȡȠȞȓțțȖȓ ȕȎȖțȠȓȞȓȟȜȐȎțțȩȓ ȟȠȜȞȜțȩ ȏȓȞȡȠ țȎ ȟȓȏȭ 
ȜȠȐȓȠȟȠȐȓțțȜȟȠȪ ȕȎ ȘȎȥȓȟȠȐȜ Ȗ ȡȥȎȟȠȐȡȬȠ Ȑ ȜȏȓȟȝȓȥȓțȖȖ ȘȎȥȓȟȠȐȎ țȎ 
Ȑȟȓȣ ȡȞȜȐțȭȣ ȡȥȞȓȔȒȓțȖȭ. В Ȥȓșȭȣ ȟȜȒȓȗȟȠȐȖȭ ȫȠȜȚȡ, ȝȜșȖȠȖȘȎ ȖȚȓȓȠ 
ȜȢȖȤȖȎșȪțȩȗ ȟȠȎȠȡȟ Ȗ ȭȐșȭȓȠȟȭ ȜȏȧȓȒȜȟȠȡȝțȜȗ ».
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ȜȔȖȒȎȓȚȩȓ ǾǼ

ǾǼ ȝȜȟȠȡȝȖȐȦȖȣ  ȟȠȡȒȓțȠȜȐ ȜȏȞȎȕ. ȝȞȜȑȞȎȚȚȎ ȒȜȟȠȖȑțȡȠȩȓ ǾǼ

ȚȖȟȟȖȭ ȟȠȞȎȠȓȑȖȭ & ȝȜșȖȠȖȘȎ ȞȓȕȡșȪȠȎȠȩ

ȖȟȝȜșȪȕȡȬȠȟȭ
ȟȠȎțȒȎȞȠȩ Ȗ 
ȖțȒȖȘȎȠȜȞȩ

țȎȣȜȒȭȠȟȭ ȝȜȒ ȐșȖȭțȖȓȚ
ȢȎȕȩ ȞȎȕȐȖȠȖȭ

ȐȘșȎȒ ȞȓȕȡșȪȠȎȠȝȞȜȤȓȟȟȩ

ǰțȡȠȞȓțțȓȓ Ȝȏȓȟȝ. ȘȎȥȓȟȠȐȎ (QA)

ȖȕȚȓțȓțȖȓ = ȒȜȝȜșțȖȠȓșȪțȩȗ ȝȜșȓȕțȩȗ ȐȘșȎȒ

ȚȓȠȜȒȜșȜȑȖȭ

ȖțȟȠ
ȞȡȚ
ȓțȠ

ȖțȟȠ
ȞȡȚ
ȓțȠ

ȖțȟȠ
ȞȡȚ
ȓțȠ

ǶțȟȠ
ȞȡȚ
ȓțȠ 

ȖțȟȠ
ȞȡȚ
ȓțȠ

“QA is a management approach to focus on the quality of the

organisation and is based on participation of all stakeholders in order to
satisfy their expectations and aims as long as possible” (ISO)

ȜȟțȜȐȜȝȜșȎȑȎȬȧȖȓ ȝȞȖțȤȖȝȩ

ȜȟțȜȐȜȝȜșȎȑȎȬȧȖȓ (ȟȘȞȩȠȩȓ) ȤȓțțȜȟȠȖ

ȐșȖȭȬȠ țȎ
ȢȎȕȡ
ȞȎȕȐȖȠȖȭ
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«ǼȏȧȖȓ ȜȟțȜȐȜȝȜșȎȑȎȬȧȖȓ 
ȝȜșȜȔȓțȖȭ, ȝȜșȡȥȓțțȩȓ ȑȞȡȝȝȜȗ ȝȞȖ 
ȞȓȦȓțȖȖ ȟȐȜȖȣ ȝȞȜȏșȓȚ ȟ ȐțȓȦțȓȗ 
ȎȒȎȝȠȎȤȖȓȗ Ȗ ȐțȡȠȞȓțțȓȗ 
ȖțȠȓȑȞȎȤȖȓȗ, Ȗ ȒȜȘȎȕȎȐȦȖȓ ȟȐȜȬ 
ȫȢȢȓȘȠȖȐțȜȟȠȪ, ȠȓȝȓȞȪ ȒȜșȔțȩ  
ȟȥȖȠȎȠȪȟȭ țȜȐȩȚȖ ȟȝȜȟȜȏȎȚȖ, 
ȜȝȖȟȩȐȎȬȧȖȚȖ ȘȎȘ ȐȜȟȝȞȖțȖȚȎȠȪ, 
ȒȡȚȎȠȪ Ȗ ȥȡȐȟȠȐȜȐȎȠȪ ȟȓȏȭ ȝȜ 
ȜȠțȜȦȓțȖȬ Ș ȫȠȖȚ ȝȞȜȏșȓȚȎȚ». 

Schein (1985, 2004 3rd ed.), Organisational Culture and Leadership, San 
Francisco, p. 90
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«КȜȚȝȎțȖȭ - ȫȠȜ ȘȡșȪȠȡȞȎ. КȡșȪȠȡȞȎ – ȫȠȜ ȑȞȡȝȝȎ șȬȒȓȗ, 
ȜȏȨȓȒȖțȓțțȎȭ ȜȏȧȖȚȖ ȤȓțțȜȟȠȭȚȖ Ȗ ȡȏȓȔȒȓțȖȭȚȖ. ǻȓ 
ȝȞȜȒȡȘȠȩ Ȗ ȡȟșȡȑȖ ȟȐȭȕȩȐȎȬȠ ȘȜȚȝȎțȖȬ ȐȚȓȟȠȓ. ǻȓ ȞȎȕȚȓȞ 
Ȗ ȚȜȧȪ ȒȓșȎȬȠ ȘȜȚȝȎțȖȬ ȟȖșȪțȜȗ, țȜ ȘȡșȪȠȡȞȎ, ȘȎȘ 
ȟȖȟȠȓȚȎ ȡȏȓȔȒȓțȖȗ Ȗ ȤȓțțȜȟȠȓȗ, ȘȜȠȜȞȡȬ Ȑȟȓ ȞȎȕȒȓșȭȬȠ, 
ȜȠ ȑȓțȓȞȎșȪțȜȑȜ ȒȖȞȓȘȠȜȞȎ ȒȜ ȟȓȘȞȓȠȎȞȭ».
«ǻȎȚ șȡȥȦȓ Ȑ Ƞȓȣ ȘȡșȪȠȡȞȎȣ, Ȑ ȘȜȠȜȞȩȣ Țȩ ȣȜȞȜȦȜ ȟȓȏȭ 
ȥȡȐȟȠȐȡȓȚ. ǻȎȚ șȡȥȦȓ Ȑ Ƞȓȣ ȚȓȟȠȎȣ, ȘȜȠȜȞȩȓ ȜȠȞȎȔȎȬȠ 
țȎȦȖ ȟȜȏȟȠȐȓțțȩȓ ȤȓțțȜȟȠȖ Ȗ ȡȏȓȔȒȓțȖȭ ».
«ǼȒțȎ ȘȡșȪȠȡȞȎ țȓ șȡȥȦȓ Ȗ țȓ ȣȡȔȓ ȒȞȡȑȜȗ, ȜțȖ ȝȞȜȟȠȜ 
ȞȎȕțȩȓ».

Simon Sinek (2009), Start with Why, p. 89-90
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ȋșȓȚȓțȠȩ ȘȡșȪȠȡȞȩ ȘȎȥȓȟȠȐȎ

ǾȖȟ.3  ȋșȓȚȓțȠȩ ȘȡșȪȠȡȞȩ ȘȎȥȓȟȠȐȎ (ǶȟȠȜȥțȖȘ EUA 2006: 20 Ȗ EUA 2005:18)
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Elements of quality culture
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ǾȓȎȘȠȖȐțȎȭ ȘȡșȪȠȡȞȎ ȘȎȥȓȟȠȐȎ: ȞȎȟȟȚȎȠȞȖȐȎȓȠ ȘȎȥȓȟȠȐȜ 
ȘȎȘ țȓȥȠȜ «țȎȐȭȕȎțțȜȓ» Ȗȕ ȐțȓȦțȓȗ ȟȞȓȒȩ Ȗ, ȠȎȘȖȚ 
ȜȏȞȎȕȜȚ, ȢȜȘȡȟȖȞȡȓȠȟȭ țȎ ȜȠȒȓșȪțȩȣ ȎȟȝȓȘȠȎȣ ȘȎȥȓȟȠȐȎ Ȗ 
ȖȕȏȓȑȎȓȠ ȐțȓȦțȖȣ ȡȑȞȜȕ;
ǾȓȝȞȜȒȡȘȠȖȐțȎȭ ȘȡșȪȠȡȞȎ ȘȎȥȓȟȠȐȎ: ȝȜȒȥȓȞȘȖȐȎȓȠ 
ȟȜȣȞȎțȓțȖȓ ȟȠȎȠȡȟȎ-ȘȐȜ, ȝȜȠȜȚȡ ȥȠȜ ȖȕȚȓțȓțȖȭ ȝȞȖȐȜȒȭȠ Ș 
ȐțȡȠȞȓțțȓȚȡ ȟȜȝȞȜȠȖȐșȓțȖȬ;
ǾȓȎȑȖȞȡȬȧȎȭ ȘȡșȪȠȡȞȎ ȘȎȥȓȟȠȐȎ: Ȑ ȝȓȞȐȡȬ ȜȥȓȞȓȒȪ 
ȜȤȓțȖȐȎȓȠ ȟȐȜȬ ȟȜȏȟȠȐȓțțȡȬ ȝȞȎȘȠȖȘȡ ȟ ȡȥȓȠȜȚ ȐțȓȦțȖȣ 
ȠȞȓȏȜȐȎțȖȗ Ș ȘȎȥȓȟȠȐȡ Ȗ ȟȝȜȟȜȏȟȠȐȡȓȠ ȡșȡȥȦȓțȖȬ 
ȝȞȜȑȞȎȚȚȩ ȒȓȗȟȠȐȖȗ;

ǰȜȟȝȞȜȖȕȐȜȒȭȧȎȭ ȘȡșȪȠȡȞȎ ȘȎȥȓȟȠȐȎ: ȠȖȝȖȥțȎȭ Ȓșȭ 
«ȜȞȑȎțȖȕȎȤȖȖ ȜȏȡȥȓțȖȭ», Ȑ ȘȜȠȜȞȜȗ ȘȎȥȓȟȠȐȜ ȟȜȕțȎȠȓșȪțȜ 
ȐțȓȒȞȭȓȠȟȭ Ȑ ȝȜȐȟȓȒțȓȐțȡȬ ȒȓȭȠȓșȪțȜȟȠȪ

ǰ
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Ȟ
ǳ
ț
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ǸȡșȪȠȡȞȎ ȘȎȥȓȟȠȐȎ (ȟȡȧȓȟȠȐȡȬȧȎȭ & ȔȓșȎȓȚȎȭ)

dr. Berings, Dries (2011)
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Heidelberg (2013)
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ǸȁǹȊȀȁǾǮ ǸǮȅǳǿȀǰǮ



ǸȡșȪȠȡȞȎ
ȘȎȥȓȟȠȐȎ

+ ǼǸ = ǽȞȓȒȝȜșȎȑȎȓȚȩȗ ȞȓȕȡșȪȠȎȠ ȘȎȥȓȟȠȐȎ 

Ǽ+ Ǻ+ ++

Ǻ+ Ǽ+ ++

Ǽ+ Ǻ- +

Ǻ+ Ǽ- ȝȞȓȒȝȜșȜȔȖȠȓșȪțȜ + (ȖȕȚȓțȥȖȐȩȗ)
Ǽ- Ǻ+ ȝȞȓȒȝȜșȜȔȖȠȓșȪțȜ – (ȖȕȚȓțȥȖȐȩȗ)
Ǻ- Ǽ+ ȝȞȓȒȝȜșȜȔȖȠȓșȪțȜ – (ȖȕȚȓțȥȖȐȩȗ)
Ǽ- Ǻ- - -

Ǻ- Ǽ- - -

ȘȎȥȓȟȠȐȜ ȘȎȘ ȞȓȕȡșȪȠȎȠ

Ǽ – (overwhelming actor) – ȝȞȓȜȏșȎȒȎȬȧȓȓ ȒȓȗȟȠȐȡȬȧȓȓ 
șȖȤȜ; M –(minor (strength)) – șȖȤȜ ȟ ȚȖțȖȚȎșȪțȜȗ ȟȖșȜȗ

Bollaert, L. (2014, 2018)
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ǰȟȓȑȒȎ ȓȟȠȪ ȘȡșȪȠȡȞȎ ȘȎȥȓȟȠȐȎ, ȠȎȘ Ȕȓ ȘȎȘ ȐȟȓȑȒȎ 
ȟȡȧȓȟȠȐȡȓȠ ȜȞȑȎțȖȕȎȤȖȜțțȎȭ ȘȡșȪȠȡȞȎ.

ǺȜȔȓȠ ȏȩȠȪ ȝȜșȜȔȖȠȓșȪțȎȭ ȖșȖ ȜȠȞȖȤȎȠȓșȪțȎȭ (ȟȡȏ) 

ȘȡșȪȠȡȞȎ.
ǺȓȔȒȡ ȘȡșȪȠȡȞȜȗ ȘȎȥȓȟȠȐȎ, ȜȏȓȟȝȓȥȓțȖȓȚ ȘȎȥȓȟȠȐȎ Ȗ 

ȐȜȕțȖȘȦȖȚ/ȟȡȧȓȟȠȐȡȬȧȖȚ  ȘȎȥȓȟȠȐȜȚ țȓȠ ȐȕȎȖȚțȜ 
ȜȒțȜȕțȎȥțȩȣ ȜȠțȜȦȓțȖȗ.

ǼȠțȜȦȓțȖȭ ȚȓȔȒȡ ȘȎȥȓȟȠȐȜȚ, ȘȡșȪȠȡȞȜȗ ȘȎȥȓȟȠȐȎ Ȗ 
ȜȏȓȟȝȓȥȓțȖȓȚ ȘȎȥȓȟȠȐȎ ȭȐșȭȬȠȟȭ ȒȖȎșȓȘȠȖȥȓȟȘȖȚȖ.
«ǸȡșȪȠȡȞȎ ȘȎȥȓȟȠȐȎ (ȝȜșȜȔȖȠȓșȪțȎȭ) - ȫȠȜ ȥȎȟȠȪ
ȜȞȑȎțȖȕȎȤȖȜțțȜȗ ȘȡșȪȠȡȞȩ, Ȑ ȘȜȠȜȞȜȗ Ȑȟȓ
ȕȎȖțȠȓȞȓȟȜȐȎțțȩȓ ȟȠȜȞȜțȩ ȡȥȎȟȠȐȡȬȠ Ȑ ȟȜȕȒȎțȖȖ
ȘȎȥȓȟȠȐȎ Ȗ ȟȠȞȓȚȭȠȟȭ Ș țȓȝȞȓȞȩȐțȜȚȡ
ȟȜȐȓȞȦȓțȟȠȐȜȐȎțȖȬ ȝȜȟȞȓȒȟȠȐȜȚ ȜȏȓȟȝȓȥȓțȖȭ
ȘȎȥȓȟȠȐȎ». ǹȬȟȪȓț ǯȜșșȎȓȞȠ (2014)
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ǮȐȠȜțȜȚțȎȭ ȚȜȠȖȐȎȤȖȭ ȜȘȎȕȩȐȎȓȠ ȕțȎȥȖȠȓșȪțȩȗ ȝȜșȜȔȖȠȓșȪțȩȗ 
ȝȞȓȒȟȘȎȕȡȓȚȜȟȠțȩȗ ȫȢȢȓȘȠ țȎ Ȑȟȓ 4 ȞȓȕȡșȪȠȎȠȎ ȜȏȡȥȓțȖȭ, Ȑ ȠȜ ȐȞȓȚȭ ȘȎȘ 
ȒȞȡȑȖȓ ȐțȓȦțȖȓ ȠȖȝȩ ȚȜȠȖȐȎȤȖȖ, țȎȝȞȖȚȓȞ, ȐȜȕțȎȑȞȎȔȒȓțȖȓ, ȜȏȐȖțȓțȖȓ 

ȖșȖ țȎȘȎȕȎțȖȓ, ȚȎșȜ ȟȐȭȕȎțȩ ȟ ȣȜȞȜȦȖȚ ȝȞȓȝȜȒȎȐȎțȖȓȚ.
ǼȟțȜȐȩȐȎȭȟȪ țȎ ȠȓȜȞȖȖ ȟȎȚȜȜȝȞȓȒȓșȓțȖȭ ǿȠȡȝțȖȟȘȜȑȜ: șȬȒȖ ȚȜȑȡȠ 
ȜȝȠȖȚȎșȪțȜ ȢȡțȘȤȖȜțȖȞȜȐȎȠȪ Ȑ ȟȖȠȡȎȤȖȖ, ȘȜȑȒȎ ȡȒȜȐșȓȠȐȜȞȭȬȠȟȭ Ȗȣ 

ȜȟțȜȐțȩȓ ȝȟȖȣȜșȜȑȖȥȓȟȘȖȓ ȝȜȠȞȓȏțȜȟȠȖ.
Stupnisky, R.H. & BrckaLorenz, A. & Yuhas, B. & Guay, F. (2018), Faculty members’ motivation for teaching and 

best practices, in Contemporary Education Psychology, vol. 53, April 2018, pp. 15-26
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ǽȜȟșȓ ȐȟȠȞȓȥȖ ȜțȖ ȝȜțȭșȖ, ȥȠȜ țȜȐȩȗ ȚȓțȓȒȔȓȞ 
ȖȚȓȓȠ ȝȞȜȏșȓȚȩ ȟ ȎȒȎȝȠȎȤȖȓȗ

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I ȅȠȜ ȓȟȠȪ ‘ȘȡșȪȠȡȞȎ ȘȎȥȓȟȠȐȎ’?



IQA(ȐțȡȠȞ. ǼǸ) ȞȎȏȜȠȜȒȎȠȓșȖ (ȐțȓȦț. ǼǸ) EQA

(ȞȜȒȖȠȓșȖ)

ȐȩȝȡȟȘțȖȘȖ
ȕȎȖțȠȓȞȓȟȜȐȎțțȜȟȠȪ ȠȎșȎțȠ

șȬȏȜȕțȎȠȓșȪțȜȟȠȪ             ȎȘȠȖȐțȜȟȠȪ

ȫȘȟȝȓȞȠȩ ȘȜșșȓȑȖ = 

ȥșȓțȩ EQA 
(ȐțȓȦțȓȑȜ ȜȞȑȎțȎ
ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ)

ȜȠȐȓȠȟȠȐȓțțȜȟȠȪ/ȘȜȚȎțȒȎ ǿȄǼ ȖțțȜȐȎȤȖȖ
ȒȖȒȎȘȠȖȥȓȟȘȎȭ ȎȠȚȜȟȢȓȞȎ
ȝȞȎȘȠȖȘȎ

ȝȞȜȢȓȟȟȖȜțȎșȖȕȚ                                       ȞȓȟȡȞȟȩ & ȢȜȞȚȎȠ
ȡȝȞȎȐșȓțȖȭ
ȝȓȞȟȜțȎșȜȚ

ȞȡȘȜȐȜȒȟȠȐȜ ȐȡȕȎ & ȚȓțȓȒȔȚȓțȠ
ȫȘȟȝȓȞȠȩ ȝȞȓȒȚȓȠțȩȣ & ȫȘȟȝȓȞȠȩ Ȑ ȜȏȞȎȕȜȐȎțȖȖ
ȜȏȞȎȕȜȐȎȠȓșȪțȩȣ ȜȏșȎȟȠȓȗ

ȘȎȥȓȟȠȐȜ

ȜȏȞȎȕȜȐȎȠȓșȪțȎȭ
ȟȞȓȒȎȝȞȓȝȜȒȎȐȎȠȓșȪ

ȟȠȡȒȓțȠ
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ȘȡșȪȠȡȞțȩȓ ȫșȓȚȓțȠȩ

ȐȖȒȓțȖȓ & ȚȖȟȟȖȭ
ȤȓțțȜȟȠȖ
ȜȏȡȥȓțȖȓ țȎ ȜȦȖȏȘȎȣ
ȘȡșȪȠȡȞȎ ȘȎȥȓȟȠȐȎ
ȠȞȓțȖțȑ
ȝȞȜȤȓȟȟ
ȟȠȞȓȚșȓțȖȓ Ș șȡȥȦȓȚȡ
ȘȎȥȓȟȠȐ. ȖțȒȖȘȎȠȜȞ
ȐȜȐșȓȥȓțțȜȟȠȪ
ȝȎȞȠțȓȞȩ
ȡȟșȡȑȎ
ȘȞȓȎȠȖȐțȜȓ ȘȜțȟȠȞȡȘȠȖȐțȜȓ 
ȚȩȦșȓțȖȓ
ȒȓȗȟȠȐȓțțȜȟȠȪ
ȘȜșșȓȑȖ/ȘȞȖȠȖȥțȩȓ ȒȞȡȕȪȭ
ȠȞȎțȟȐȓȞȟȎșȪțȩȓ
ȘȜȚȝȓȠȓțȤȖȖ
ȜȠȐȓȠȟȠȐȓțțȜȟȠȪ
ȠȐȜȞȥȓȟȘȜȓ ȜȏȧȓȟȠȐȜ
ȘȜȚȎțȒȎ
ȝȞȓȒȐȎȞȖȠȓșȪțȎȭ ȜȤȓțȘȎ
ENQA

ȟȠȞȡȘȠȡȞțȩȓ ȫșȓȚȓțȠȩ

ǹȖȒȓȞȟȠȐȜ
ǿȠȞȎȠȓȑȖȭ

ǸPI

ȟȖȟȠȓȚȎ ǼǸ
PDCA

ȞȓȕȡșȪȠȎȠȩ
ȝȜȞȜȑȜȐȩȓ ȚȖț. ȟȠȎțȒȎȞȠȩ

ȘȜșȖȥȓȟȠȐ. ȖțȒȖȘȎȠȎȞ
ȝȞȜȤȓȒȡȞȩ

ȕȎȖțȠȓȞȓȟȜȐȎțțȩȓ ȟȠȜȞȜțȩ
ȝȜȒȞȎȕȒȓșȓțȖȓ ǼǸ

ȠȓȣțȜșȜȑȖȥȓȟȘȖȗ ȖțȟȠȞȡȚȓțȠ
ȫȢȢȓȘȠȖȐțȜȟȠȪ

ȘȜțȠȞȜșȓȞȩ
ȘȞȎȠȘȜȟȞȜȥțȩȓ ȕțȎțȖȭ & 

țȎȐȩȘȖ
ȢȖțȎțȟȩ

ȖțȢȞȎȟȠȞȡȘȠȡȞȎ
ȦȠȎȠ

ȐțȓȦțȭȭ ȝȞȜȐȓȞȘȎ
ȎȘȘȞȓȒȖȠȎȤȖȭ

EQAR
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GLOBAL SOCIETY

21st c competences

research & innovation

services to society

input processes output
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mission/input 

LO

ach.LO/results

methodology

instruments &       tools

underlying principles
underlying values

Q U A L I T Y
  
  
 

C U L T U R E

QUALITY
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L 

environment

IQF

NQF
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LO

NQF
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ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                      ȅȠȜ ȓȟȠȪ ‘ȘȡșȪȠȡȞȎ ȘȎȥȥȓȟȠȐȎ’?
ȟȠȞȡȘȠȡȞțȩȓ ȫșȓȚȓțȠȩ

ǹȖȒȓȞȟȠȐȜ
ȟȠȞȎȠȓȑȖȭ

KPI

ȟȖȟȠȓȚȎ ǼǸ
PDCA

ȞȓȕȡșȪȠȎȠȩ
ȝȜȞȜȑȜȐȩȓ ȚȖț. ȟȠȎțȒȎȞȠȩ

ȘȜșȖȥȓȟȠȐ. ȖțȒȖȘȎȠȎȞ
ȝȞȜȤȓȒȡȞȩ

ȕȎȖțȠȓȞȓȟȜȐȎțțȩȓ ȟȠȜȞȜțȩ
ȝȜȒȞȎȕȒȓșȓțȖȓ ǼǸ

ȠȓȣțȜșȜȑȖȥȓȟȘȖȗ ȖțȟȠȞȡȚȓțȠ
ȫȢȢȓȘȠȖȐțȜȟȠȪ

ȘȜțȠȞȜșȓȞȩ
ȘȞȎȠȘȜȟȞȜȥțȩȓ ȕțȎțȖȭ & 

țȎȐȩȘȖ
ȢȖțȎțȟȩ

ȖțȢȞȎȟȠȞȡȘȠȡȞȎ
ȦȠȎȠ

ȐțȓȦțȭȭ ȝȞȜȐȓȞȘȎ
ȎȘȘȞȓȒȖȠȎȤȖȭ

EQAR

ȘȡșȪȠȡȞțȩȓ ȫșȓȚȓțȠȩ
ȐȖȒȓțȖȓ & ȚȖȟȟȖȭ
ȤȓțțȜȟȠȖ
ȜȏȡȥȓțȖȓ țȎ ȜȦȖȏȘȎȣ
ȘȡșȪȠȡȞȎ ȘȎȥȓȟȠȐȎ
ȠȞȓțȖțȑ
ȝȞȜȤȓȟȟ
ȟȠȞȓȚșȓțȖȓ Ș șȡȥȦȓȚȡ
ȘȎȥȓȟȠȐ. ȖțȒȖȘȎȠȜȞ
ȐȜȐșȓȥȓțțȜȟȠȪ
ȝȎȞȠțȓȞȩ
ȡȟșȡȑȎ
ȘȞȓȎȠȖȐțȜȓ ȘȜțȟȠȞȡȘȠȖȐțȜȓ 
ȚȩȦșȓțȖȓ
ȒȓȗȟȠȐȓțțȜȟȠȪ
ȘȜșșȓȑȖ/ȘȞȖȠȖȥțȩȓ ȒȞȡȕȪȭ
ȠȞȎțȟȐȓȞȟȎșȪțȩȓ
ȘȜȚȝȓȠȓțȤȖȖ
ȜȠȐȓȠȟȠȐȓțțȜȟȠȪ
ȠȐȜȞȥȓȟȘȜȓ ȜȏȧȓȟȠȐȜ
ȘȜȚȎțȒȎ
ȝȞȓȒȐȎȞȖȠȓșȪțȎȭ ȜȤȓțȘȎ
ENQA
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ȟȠȞȎȠȓȑȖȭ

KPI

ȟȖȟȠȓȚȎ ǼǸ
PDCA

ȞȓȕȡșȪȠȎȠȩ
ȝȜȞȜȑȜȐȩȓ ȚȖț. ȟȠȎțȒȎȞȠȩ

ȘȜșȖȥȓȟȠȐ. ȖțȒȖȘȎȠȎȞ
ȝȞȜȤȓȒȡȞȩ

ȕȎȖțȠȓȞȓȟȜȐȎțțȩȓ ȟȠȜȞȜțȩ
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ȘȜțȠȞȜșȓȞȩ
ȘȞȎȠȘȜȟȞȜȥțȩȓ ȕțȎțȖȭ & 

țȎȐȩȘȖ
ȢȖțȎțȟȩ

ȖțȢȞȎȟȠȞȡȘȠȡȞȎ
ȦȠȎȠ

ȐțȓȦțȭȭ ȝȞȜȐȓȞȘȎ
ȎȘȘȞȓȒȖȠȎȤȖȭ

EQAR

ȘȡșȪȠȡȞțȩȓ ȫșȓȚȓțȠȩ
ȐȖȒȓțȖȓ & ȚȖȟȟȖȭ
ȤȓțțȜȟȠȖ
ȜȏȡȥȓțȖȓ țȎ ȜȦȖȏȘȎȣ
ȘȡșȪȠȡȞȎ ȘȎȥȓȟȠȐȎ
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ȘȎȥȓȟȠȐ. ȖțȒȖȘȎȠȜȞ
ȐȜȐșȓȥȓțțȜȟȠȪ
ȝȎȞȠțȓȞȩ
ȡȟșȡȑȎ
ȘȞȓȎȠȖȐțȜȓ ȘȜțȟȠȞȡȘȠȖȐțȜȓ 
ȚȩȦșȓțȖȓ
ȒȓȗȟȠȐȓțțȜȟȠȪ
ȘȜșșȓȑȖ/ȘȞȖȠȖȥțȩȓ ȒȞȡȕȪȭ
ȠȞȎțȟȐȓȞȟȎșȪțȩȓ
ȘȜȚȝȓȠȓțȤȖȖ
ȜȠȐȓȠȟȠȐȓțțȜȟȠȪ
ȠȐȜȞȥȓȟȘȜȓ ȜȏȧȓȟȠȐȜ
ȘȜȚȎțȒȎ
ȝȞȓȒȐȎȞȖȠȓșȪțȎȭ ȜȤȓțȘȎ
ENQA

&

4 ȜȏȧȖȣ ȢȎȘȠȜȞȎ, ȖȑȞȎȬȧȖȣ ȞȜșȪ ȝȞȖ (ȟȜȕȒȎțȖȖ) ȘȡșȪȠȡȞȩ ȘȎȥȓȟȠȐȎ Ȗ 
ȝȜȐȩȦȓțȖȖ ȘȎȥȓȟȠȐȎ :

 ȋȢȢȓȘȠȖȐțȩȓ șȖȒȓȞȩ, ȝȞȖȐȓȞȔȓțțȩȓ ȐțȓȒȞȓțȖȬ ȖȕȚȓțȓțȖȗ Ȗ 
ȝȞȎȘȠȖȘȡȬȧȖȓ «ȟȚȓȦȎțțȩȗ ȟȠȖșȪ ȞȡȘȜȐȜȒȟȠȐȎ» (ȟȜȥȓȠȎȬȠ ȡȝȞȎȐșȓțȥȓȟȘȖȓ 
Ȗ ȎȘȎȒȓȚȖȥȓȟȘȖȓ ȤȓțțȜȟȠȖ Ȗ ȜȏȞȎȧȎȬȠȟȭ Ș ȘȜșșȓȘȠȖȐȡ «ȝȓȞȓȣȜȒȭ ȜȠ ȟșȜȐ Ș 
Ȓȓșȡ» = ȜȏȨȓȒȖțȭȬȠ ȐȜȟȣȜȒȭȧȖȓ ȘȜșșȓȑȖȎșȪțȩȓ ȖțȖȤȖȎȠȖȐȩ ȟ 
ȡȝȞȎȐșȓțȥȓȟȘȖȚ ȐȖȒȓțȖȓȚ), ȥȠȜȏȩ ȡȟȠȎțȜȐȖȠȪ ȏȎȕȜȐȩȗ ȡȞȜȐȓțȪ ȜȏȧȖȣ 
ȤȓțțȜȟȠȓȗ ȘȜȠȜȞȩȗ ȜȝȞȓȒȓșȭȓȠ ȐȩȟȜȘȜȓ ȘȎȥȓȟȠȐȜ ȝȞȓȝȜȒȎȐȎțȖȭ Ȗ 
ȜȏȡȥȓțȖȭ;

 ǾȓȟȡȞȟȩ, ȘȜȠȜȞȩȓ ȟȜȕȒȎȬȠ ȐȞȓȚȭ Ȗ ȝȞȜȟȠȞȎțȟȠȐȜ Ȓșȭ ȝȞȓȝȜȒȎȐȎȠȓșȓȗ, 
ȒȓțȪȑȖ ȝȞȖ ȫȠȜȚ ȚȜȑȡȠ ȏȩȠȪ țȓ ȘșȬȥȓȐȩȚȖ, Ȗ ȟȜȘȞȎȧȎȬȠ ȞȎȏȜȥȖȓ țȎȑȞȡȕȘȖ, 
ȖȕȏȓȑȎȭ ȘȜțȢșȖȘȠȩ Ȥȓșȓȗ Ȗ ȝȞȓȒșȎȑȎȭ ȝȞȜȢȓȟȟȖȜțȎșȪțȩȓ ȘȜȚȝȓȠȓțȤȖȖ  
ȫȘȟȝȓȞȠȖȕȡ;

 ǼȏȧȓțȖȓ ȝȞȜȖȟȣȜȒȖȠ Ȑțȓ ȞȎȚȜȘ ȘȜȚȎțȒȜȐȎțȖȭ, ȟȜȕȒȎȓȠȟȭ ȜȏȧȖȗ ȭȕȩȘ Ȗ
ȏȎȕȜȐȩȗ ȡȞȜȐȓțȪ ȜȏȧȖȣ ȤȓțțȜȟȠȓȗ, ȜȝȞȓȒȓșȭȬȧȖȣ ȐȩȟȜȘȜȓ ȘȎȥȓȟȠȐȜ 
ȝȞȓȝȜȒȎȐȎțȖȭ, ȜȏȧȓțȖȓ Ȓșȭ ȜȏȟȡȔȒȓțȖȭ ȜȏȡȥȓțȖȭ Ȗ ȝȞȓȝȜȒȎȐȎțȖȭ, Ȏ ȠȎȘȔȓ 
Ȓșȭ ȜȏȚȓțȎ ȝȓȞȓȒȜȐȩȚȖ ȚȓȠȜȒȎȚȖ;

 ǽȞȖȕțȎțȖȓ ȡȥȓȏțȜ-ȐȜȟȝȖȠȎȠȓșȪțȜȗ ȒȓȭȠȓșȪțȜȟȠȖ (ȝȜ ȟȞȎȐțȓțȖȬ ȟ 
ȖȟȟșȓȒȜȐȎțȖȭȚȖ) ȝȜȟȞȓȒȟȠȐȜȚ Ȥȓțțȩȣ ȖțȟȠȞȡȚȓțȠȜȐ, ȠȎȘȖȣ ȘȎȘ țȎȑȞȎȒȎ ȕȎ 
ȝȞȓȝȜȒȎȐȎțȖȓ, ȘȎȞȪȓȞțȩȗ ȞȜȟȠ, ȞȡȘȜȐȜȒȭȧȖȓ ȞȜșȖ Ȗ ȝȞȜȒȐȖȔȓțȖȓ ȝȜ 
ȟșȡȔȏȓ Ȑ ȝȞȓȝȜȒȎȐȎțȖȖ Ȗ ȜȏȡȥȓțȖȖ



«ȁ ȫȠȖȣ ȖȟȘșȬȥȖȠȓșȪțȩȣ ȜȞȑȎțȖȕȎȤȖȗ ȓȟȠȪ ȘȡșȪȠȡȞȩ, Ȑ ȘȜȠȜȞȩȣ 
șȖȒȓȞȩ ȜȏȓȟȝȓȥȖȐȎȬȠ ȝȞȖȘȞȩȠȖȓ ȟȐȓȞȣȡ, Ȏ șȬȒȖ ȟȚȜȠȞȭȠ ȒȞȡȑ țȎ 

ȒȞȡȑȎ».(ȟȠp. 8) 

«ǼȒțȎȘȜ ȏȜșȪȦȜȓ ȘȜșȖȥȓȟȠȐȜ țȎȦȖȣ ȡȥȓȏțȩȣ ȕȎȐȓȒȓțȖȗ Ȗ ȡȥȓȏțȩȣ 
ȝȞȜȑȞȎȚȚ ȟȓȑȜȒțȭ ȟȜȟȞȓȒȜȠȜȥȓțȜ țȓ țȎ ȞȎȕȐȖȠȖȖ ȐȓșȖȘȖȣ șȖȒȓȞȜȐ, 

Ȏ țȎ ȜȏȡȥȓțȖȖ ȫȢȢȓȘȠȖȐțȩȣ ȚȓțȓȒȔȓȞȜȐ» (ȟȠȞ. Xi)

Simon Sinek (2013), Leaders Eat Last
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«ȁ ȫȠȖȣ ȖȟȘșȬȥȖȠȓșȪțȩȣ ȜȞȑȎțȖȕȎȤȖȗ ȓȟȠȪ ȘȡșȪȠȡȞȩ, Ȑ ȘȜȠȜȞȩȣ 
șȖȒȓȞȩ ȜȏȓȟȝȓȥȖȐȎȬȠ ȝȞȖȘȞȩȠȖȓ ȟȐȓȞȣȡ, Ȏ șȬȒȖ ȟȚȜȠȞȭȠ ȒȞȡȑ țȎ 

ȒȞȡȑȎ».(ȟȠp. 8) 

«ǼȒțȎȘȜ ȏȜșȪȦȜȓ ȘȜșȖȥȓȟȠȐȜ țȎȦȖȣ ȡȥȓȏțȩȣ ȕȎȐȓȒȓțȖȗ Ȗ ȡȥȓȏțȩȣ 
ȝȞȜȑȞȎȚȚ ȟȓȑȜȒțȭ ȟȜȟȞȓȒȜȠȜȥȓțȜ țȓ țȎ ȞȎȕȐȖȠȖȖ ȐȓșȖȘȖȣ șȖȒȓȞȜȐ, 

Ȏ țȎ ȜȏȡȥȓțȖȖ ȫȢȢȓȘȠȖȐțȩȣ ȚȓțȓȒȔȓȞȜȐ» (ȟȠȞ. Xi)

Simon Sinek (2013), Leaders Eat Last
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ǿșȖȦȘȜȚ ȥȎȟȠȜ Țȩ ȎȟȟȜȤȖȖȞȡȓȚ ȠȞȎțȟȢȜȞȚȎȤȖȜțțȜȓ șȖȒȓȞȟȠȐȜ ȟ 
ȣȎȞȖȕȚȎȠȖȥȓȟȘȖȚ șȖȒȓȞȜȚ țȎ ȐȩȟȦȓȚ ȡȞȜȐțȓ ȜȞȑȎțȖȕȎȤȖȖ, ȘȜȠȜȞȩȗ 
ȜȏȓȟȝȓȥȖȐȎȓȠ ȐȖȒȓțȖȓ, Ȗ Ȑȟȓ ȜȟȠȎșȪțȩȓ ȝȞȜȟȠȜ ȟșȓȒȡȬȠ. ǰ 
ȟȓȑȜȒțȭȦțȓȚ ȏȩȟȠȞȜ ȞȎȕȐȖȐȎȬȧȓȚȟȭ, ȟșȜȔțȜȚ ȚȖȞȓ, Țȩ 
ȒȓȗȟȠȐȖȠȓșȪțȜ țȡȔȒȎȓȚȟȭ Ȑ «ȞȎȟȝȞȓȒȓșȓțțȜȚ șȖȒȓȞȟȠȐȓ» -
șȖȒȓȞȟȠȐȓ țȎ Ȑȟȓȣ ȡȞȜȐțȭȣ. ȋȠȜ ȜȕțȎȥȎȓȠ, ȥȠȜ țȓȜȏȣȜȒȖȚ ȐȘșȎȒ Ȗ 
ȘȜțȟȡșȪȠȎȤȖȖ ȟ șȬȒȪȚȖ ȐțȡȠȞȖ Ȗ ȕȎ ȝȞȓȒȓșȎȚȖ ȜȞȑȎțȖȕȎȤȖȖ, ȘȜȠȜȞȩȓ 
ȖȚȓȬȠ ȟȐȓȔȡȬ Ȗ ȎțȎșȖȠȖȥȓȟȘȡȬ ȖțȢȜȞȚȎȤȖȬ Ȝ ȘșȖȓțȠȎȣ, ȞȩțȘȎȣ, 
țȜȐȩȣ ȠȓȣțȜșȜȑȖȭȣ, ȕȎȒȎȥȎȣ ȘȜțȘȡȞȓțȠȜȐ Ȗ ȏȡȒȡȧȖȣ ȠȓțȒȓțȤȖȭȣ, ȝȞȖ 
ȫȠȜȚ ȏȡȒȓȠ ȟȜȕȒȎȐȎȠȪȟȭ ȟȖțȓȞȑȖȭ ȚȓȔȒȡ șȬȒȪȚȖ, ȡȝȞȎȐșȭȬȧȖȚȖ 
ȟȡȧȓȟȠȐȡȬȧȖȚȖ ȖțȖȤȖȎȠȖȐȎȚȖ, Ȗ ȠȓȚȖ, ȘȠȜ Ȑ ȐȜȟȠȜȞȑȓ ȜȠ ȟȜȕȒȎțȖȭ 
ȥȓȑȜ-ȠȜ țȜȐȜȑȜ,  ȝȜȕȐȜșȭȬȧȖȚȖ ȒȞȡȑȖȚ ȖȕȚȓțȭȠȪ ȟȐȜȬ ȒȓȭȠȓșȪțȜȟȠȪ Ȑ 
ȜȞȑȎțȖȕȎȤȖȖ, ȖȟȝȜșȪȕȡȭ ȝȞȜȟȠȩȓ ȝȞȎȐȖșȎ, ȜȝȞȓȒȓșȭȬȧȖȓ 
ȟȜȜȠȐȓȠȟȠȐȖȓ ȚȓȔȒȡ ȖțȖȤȖȎȠȖȐȎȚȖ. ǺȖȞ ȟșȖȦȘȜȚ ȟșȜȔȓț Ȓșȭ ȠȜȑȜ, 
ȥȠȜȏȩ ȏȩȠȪ  ȞȡȘȜȐȜȒȖȚȩȚ ȜȒțȖȚȖ ȚȓȠȜȒȖȥȓȟȘȖȚȖ ȝȞȖțȤȖȝȎȚȖ, ȏȩȠȪ 
Ȑ ȏȓȕȜȝȎȟțȜȟȠȖ Ȗ ȟȠȞȎȟȠȖ, Ȓșȭ ȠȜȑȜ ȥȠȜȏȩ ȒȞȡȑȖȓ ȚȜȑșȖ ȐȓȟȠȖ Ȗ 
ȒȓȗȟȠȐȜȐȎȠȪ, ȝȞȖ ȫȠȜȚ ȖȕȏȓȑȎȭ ȣȎȜȟȎ».

Deborah Ancona, Professor of Management, MIT Sloan School of Management
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ȜȔȖȒȎȓȚȩȓ ǾǼ

ǾǼ ȝȜȟȠȡȝȖȐȦȖȣ  ȟȠȡȒȓțȠȜȐ ȜȏȞȎȕ. ȝȞȜȑȞȎȚȚȎ ȒȜȟȠȖȑțȡȠȩȓ ǾǼ

ȚȖȟȟȖȭ ȟȠȞȎȠȓȑȖȭ & ȝȜșȖȠȖȘȎ ȞȓȕȡșȪȠȎȠȩ

ȖȟȝȜșȪȕȡȬȠȟȭ
ȟȠȎțȒȎȞȠȩ Ȗ 
ȖțȒȖȘȎȠȜȞȩ

țȎȣȜȒȭȠȟȭ ȝȜȒ ȐșȖȭțȖȓȚ
ȢȎȕȩ ȞȎȕȐȖȠȖȭ

ȐȘșȎȒ ȞȓȕȡșȪȠȎȠȝȞȜȤȓȟȟȩ

ǰțȡȠȞȓțțȓȓ Ȝȏȓȟȝ. ȘȎȥȓȟȠȐȎ (QA)

ȖȕȚȓțȓțȖȓ = ȒȜȝȜșțȖȠȓșȪțȩȗ ȝȜșȓȕțȩȗ ȐȘșȎȒ

ȚȓȠȜȒȜșȜȑȖȭ

ȖțȟȠ
ȞȡȚ
ȓțȠ

ȖțȟȠ
ȞȡȚ
ȓțȠ

ȖțȟȠ
ȞȡȚ
ȓțȠ

ǶțȟȠ
ȞȡȚ
ȓțȠ 

ȖțȟȠ
ȞȡȚ
ȓțȠ

“QA is a management approach to focus on the quality of the

organisation and is based on participation of all stakeholders in order to
satisfy their expectations and aims as long as possible” (ISO)

ȜȟțȜȐȜȝȜșȎȑȎȬȧȖȓ ȝȞȖțȤȖȝȩ

ȜȟțȜȐȜȝȜșȎȑȎȬȧȖȓ (ȟȘȞȩȠȩȓ) ȤȓțțȜȟȠȖ

ȐșȖȭȬȠ țȎ
ȢȎȕȡ
ȞȎȕȐȖȠȖȭ
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ǾȓȕȡșȪȠȎȠȩ ȜȏȡȥȓțȖȭ (ǾǼ): ȝȜȠȞȓȏțȜȟȠȪ Ȑ ȜȏȧȓȚ ȭȕȩȘȓ
țȎ ȜȟțȜȐȓ ȜȏȧȓȑȜ ȝȜțȖȚȎțȖȭ

55

ǾǼ = ȢȜȞȚȡșȖȞȜȐȘȎ ȠȜȑȜ, ȥȠȜ ȟȠȡȒȓțȠ ȕțȎȓȠ, 
ȝȜțȖȚȎȓȠ Ȗ ȡȚȓȓȠ ȒȓșȎȠȪ ȝȜȟșȓ ȡȟȝȓȦțȜȑȜ 
ȕȎȐȓȞȦȓțȖȭ ȡȥȓȏțȜȑȜ ȝȞȜȤȓȟȟȎ
ȘȜȚȝȓȠȓțȤȖȭ= ȒȜȘȎȕȎțțȎȭ ȟȝȜȟȜȏțȜȟȠȪ 
ȖțȠȓȑȞȖȞȜȐȎȠȪ ȕțȎțȖȭ, țȎȐȩȘȖ Ȗ ȝȜȐȓȒȓțȖȓ Ȓșȭ ȠȜȑȜ, 
ȥȠȜȏȩ ȏȩȠȪ ȡȟȝȓȦțȩȚ Ȑ ȜȝȞȓȒȓșȓțțȜȚ ȘȜțȠȓȘȟȠȓ

ɋɞɟɥɚɣɬɟ  ɊО ɀИȼɕɆИ ɫɭщɟɫɬɜɚɦɢ, ɫɮɨɪɦɭɥɢɪɨɜɚɧɧыɦɢ 
ɡɚɢɧɬɟɪɟɫɨɜɚɧɧыɦɢ ɫɬɨɪɨɧɚɦɢ, ɨɛщɢɦɢ ɞɥɹ ɜɫɟɣ ɤɨɦɚɧɞы, ɢ 
ɮɨɪɦɢɪɭɸщɢɦɢ ɦɟɬɨɞы ɩɪɟɩɨɞɚɜɚɧɢɹ, ɨɛɭɱɟɧɢɹ ɢ ɨɰɟɧɤɢ 
ɫɨɨɬɜɟɬɫɬɜɟɧɧɨ, ɉɊИ ɗɌɈɆ ɊȺɋɉɈɅȺȽȺɘЩИɆИ 
ɉɊɈɋɌɊȺɇɋɌȼɈɆ ȾɅə ɗɄɋɉȿɊИɆȿɇɌȺɅɖɇɈȽɈ  ɈȻɍЧȿɇИə !



www.enqa.eu
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ǿȠȎțȒȎȞȠ 1.2: ǾȎȕȞȎȏȜȠȘȎ Ȗ ȡȠȐȓȞȔȒȓțȖȓ 
ȝȞȜȑȞȎȚȚ 

ȁȥȓȏțȩȓ ȕȎȐȓȒȓțȖȭ ȒȜșȔțȩ ȖȚȓȠȪ ȝȞȜȤȓȒȡȞȩ Ȓșȭ 
ȞȎȕȞȎȏȜȠȘȖ Ȗ ȡȠȐȓȞȔȒȓțȖȭ ȟȐȜȖȣ ȝȞȜȑȞȎȚȚ. 
ǽȞȜȑȞȎȚȚȩ ȒȜșȔțȩ ȏȩȠȪ ȞȎȕȞȎȏȜȠȎțȩ Ȑ 
ȟȜȜȠȐȓȠȟȠȐȖȖ ȟ ȡȟȠȎțȜȐșȓțțȩȚȖ ȤȓșȭȚȖ, ȐȘșȬȥȎȭ 
ȜȔȖȒȎȓȚȩȓ ȞȓȕȡșȪȠȎȠȩ ȜȏȡȥȓțȖȭ. ǸȐȎșȖȢȖȘȎȤȖȭ, 

ȝȜșȡȥȎȓȚȎȭ Ȑ ȞȓȕȡșȪȠȎȠȓ ȜȟȐȜȓțȖȭ ȝȞȜȑȞȎȚȚȩ, 
ȒȜșȔțȎ ȏȩȠȪ ȥȓȠȘȜ ȜȝȞȓȒȓșȓțȎ Ȗ ȞȎȕȨȭȟțȓțȎ Ȗ 
ȒȜșȔțȎ ȟȜȜȠȐȓȠȟȠȐȜȐȎȠȪ ȜȝȞȓȒȓșȓțțȜȚȡ ȡȞȜȐțȬ 
țȎȤȖȜțȎșȪțȜȗ ȟȠȞȡȘȠȡȞȩ ȘȐȎșȖȢȖȘȎȤȖȗ Ȑ 
ȐȩȟȦȓȚ ȜȏȞȎȕȜȐȎțȖȖ Ȗ, ȟșȓȒȜȐȎȠȓșȪțȜ, 
ȟȠȞȡȘȠȡȞȓ ȘȐȎșȖȢȖȘȎȤȖȗ Ȑ ǳȐȞȜȝȓȗȟȘȜȚ 
ȝȞȜȟȠȞȎțȟȠȐȓ ȐȩȟȦȓȑȜ ȜȏȞȎȕȜȐȎțȖȭ. 



ǾȡȘȜȐȜȒȟȠȐȜ: “ǼȏȞȎȕȜȐȎȠȓșȪțȩȓ ȝȞȜȑȞȎȚȚȩ ȭȐșȭȬȠȟȭ ȭȒȞȜȚ ȜȏȞȎȕȜȐȎȠȓșȪțȜȗ 
ȚȖȟȟȖȖ ȐȩȟȦȖȣ ȡȥȓȏțȩȣ ȕȎȐȓȒȓțȖȗ. ǼțȖ ȜȏȓȟȝȓȥȖȐȎȬȠ ȟȠȡȒȓțȠȜȐ ȘȎȘ 
ȎȘȎȒȓȚȖȥȓȟȘȖȚȖ ȕțȎțȖȭȚȖ, ȠȎȘ Ȗ țȓȜȏȣȜȒȖȚȩȚȖ ȡȚȓțȖȭȚȖ Ȗ țȎȐȩȘȎȚȖ, Ȑ 
ȠȜȚ ȥȖȟșȓ ȝȓȞȓȒȎȐȎȓȚȩȚȖ, ȘȜȠȜȞȩȓ ȚȜȑȡȠ ȝȜȐșȖȭȠȪ țȎ Ȗȣ șȖȥțȜȟȠțȜȓ 
ȞȎȕȐȖȠȖȓ Ȗ ȚȜȑȡȠ țȎȗȠȖ ȝȞȖȚȓțȓțȖȓ Ȑ Ȗȣ ȏȡȒȡȧȓȗ ȘȎȞȪȓȞȓ.

ǽȞȜȑȞȎȚȚȩ: 

- ȞȎȕȞȎȏȎȠȩȐȎȬȠȟȭ Ȑ ȟȜȜȠȐȓȠȟȠȐȖȖ ȟ ȜȏȧȖȚȖ ȤȓșȭȚȖ, ȘȜȠȜȞȩȓ Ȑ ȟȐȜȬ ȜȥȓȞȓȒȪ 
ȟȜȜȠȐȓȠȟȠȐȡȬȠ ȖțȟȠȖȠȡȤȖȜțȎșȪțȜȗ ȟȠȞȎȠȓȑȖȖ Ȗ ȖȚȓȬȠ ȭȟțȜ ȜȏȜȕțȎȥȓțțȩȓ 
ȞȓȕȡșȪȠȎȠȩ ȜȏȡȥȓțȖȭ;

- ȞȎȕȞȎȏȎȠȩȐȎȬȠȟȭ ȝȞȖ ȡȥȎȟȠȖȖ ȟȠȡȒȓțȠȜȐ Ȗ ȒȞȡȑȖȣ ȕȎȖțȠȓȞȓȟȜȐȎțțȩȣ ȟȠȜȞȜț;

- ȐȩȖȑȞȩȐȎȬȠ ȜȠ ȝȞȜȐȓȒȓțȖȭ ȐțȓȦțȖȣ ȫȘȟȝȓȞȠȖȕ Ȗ țȎșȖȥȖȭ ȟȝȞȎȐȜȥțȜ-
ȖțȢȜȞȚȎȤȖȜțțȩȣ ȞȓȟȡȞȟȜȐ; 

- ȜȠȞȎȔȎȬȠ ȥȓȠȩȞȓ ȤȓșȖ ȐȩȟȦȓȑȜ ȜȏȞȎȕȜȐȎțȖȭ, ȜȝȞȓȒȓșȓțțȩȓ ǿȜȐȓȠȜȚ 
ǳȐȞȜȝȩ (ȟȚ. ǼȏșȎȟȠȪ ȝȞȖȚȓțȓțȖȭ Ȗ ȝȜțȭȠȖȭ); 

- ȞȎȕȞȎȏȎȠȩȐȎȬȠȟȭ Ȓșȭ ȝȜȟȠȜȭțțȜȑȜ ȝȞȜȒȐȖȔȓțȖȭ Ȗ ȞȎȕȐȖȠȖȭ ȟȠȡȒȓțȠȜȐ Ȑ 
ȝȞȜȤȓȟȟȓ ȜȏȡȥȓțȖȭ ECTS; (…)”

[ȝȜȒȑȜȠȜȐȘȎ Ș ȡȟȠȜȗȥȖȐȜȗ ȕȎțȭȠȜȟȠȖ;

ȝȜȒȑȜȠȜȐȘȎ Ș ȔȖȕțȖ ȘȎȘ ȎȘȠȖȐțȩȣ ȑȞȎȔȒȎț Ȑ ȒȓȚȜȘȞȎȠȖȥȓȟȘȖȣ ȜȏȧȓȟȠȐȎȣ;

ǹȖȥțȜȟȠțȜȓ ȞȎȕȐȖȠȖȓ;

ǾȎȕȐȖȠȖȓ Ȗ ȝȜȒȒȓȞȔȎțȖȓ ȝȜȟȞȓȒȟȠȐȜȚ ȝȞȓȝȜȒȎȐȎțȖȭ, ȜȏȡȥȓțȖȭ Ȗ ȖȟȟșȓȒȜȐȎțȖȗ 
ȦȖȞȜȘȜȗ, ȝȓȞȓȒȜȐȜȗ ȏȎȕȩ ȕțȎțȖȗ.

https://www.coe.int/t/dg4/highereducation/PublicResponsibility/Explanatory%20Mem
orandum%20public%20responsibility_EN.asp ]

www.enqa.eu
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ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                                                       ǾǼ & ǼǸ

Ȝ

MAǸǾǼ ȏ

ȧ

Ȗ

ȓ

MESO                                                                                              

ȝȞȖȟȡȔ

ȒȓțȖȭ ȟ

MǶǸǾǼ ȝ

ȓ

Ȥ

Ȗ

Ȣ

ǳȐȞ. ȞȎȚȘȎ ȘȐȎș.

(LLL)

ǾȎȚȘȎ ȘȐȎș. ǳǽǰǼ

ǾO

ȒȖȟȤ
Ȗȝ

ǾO

ȒȖȟȤ
Ȗȝ

ǾO

ȒȖȟȤ
Ȗȝ

ǾO

ȒȖȟȤ
Ȗȝ

ǾǼ ǰȁǵȎ

ǾǼ
ȝȞȜȑ

ǾǼ
ȝȞȜȑ

ǾǼ
ȝȞȜȑ

ǾǼ
ȝȞȜȑ

ǾǼ
ȝȞȜȑ

ǸșȬȥȓȐȩȓ ǾǼ

Ǿ
O

Ǹ

Ǿ
O

Ǹ

Ǿ
O

Ǹ

Ǿ
O

Ǹ

Ǿ
O

Ǹ

ǻȎȤ. ȞȎȚȘȎ  ȘȐȎș.

i 

n 

t 

(i

) 

n 

t 

ǰ
ȁ
ǵ

ǽ
Ǿ
Ǽ
Ǳ

T 

ȑșȜȏȎșȪțȩȗ ȎȟȝȓȘȠ



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ  Ȑ ǰǼ I                                                      ǾǼ & ǼǸ

Ȝ

MAǸǾǼ ȏ

ȧ

Ȗ

ȓ

MESO                                                                                              

ȝȞȖȟȡȔ

ȒȓțȖȭ ȟ

MǶǸǾǼ ȝ

ȓ

Ȥ

Ȗ

Ȣ

ǳȐȞ. ȞȎȚȘȎ ȘȐȎș.

(LLL)

ǾȎȚȘȎ ȘȐȎș. ǳǽǰǼ

ǾO

ȒȖȟȤ
Ȗȝ

ǾO

ȒȖȟȤ
Ȗȝ

ǾO

ȒȖȟȤ
Ȗȝ

ǾO

ȒȖȟȤ
Ȗȝ

ǾǼ ǰȁǵȎ

ǾǼ
ȝȞȜȑ

ǾǼ
ȝȞȜȑ

ǾǼ
ȝȞȜȑ

ǾǼ
ȝȞȜȑ

ǾǼ
ȝȞȜȑ

ǸșȬȥȓȐȩȓ ǾǼ

Ǿ
O

Ǹ

Ǿ
O

Ǹ

Ǿ
O

Ǹ

Ǿ
O

Ǹ

Ǿ
O

Ǹ

ǻȎȤ. ȞȎȚȘȎ  ȘȐȎș.

i 

n 

t 

(i

) 

n 

t 

ǰ
ȁ
ǵ

ǽ
Ǿ
Ǽ
Ǳ

T 

ȑșȜȏȎșȪțȩȗ ȎȟȝȓȘȠ

ǾǳǵȁǹȊȀǮȀȉ
ǼǯȁȅǳǻǶȍ

=

ȀǼȅǸǶ ǽǳǾǳǿǳȅǳǻǶȍ
ǰ

ǸǹȌȅǳǰǼǺ 
ǰǼǽǾǼǿǳ

ǼǸ

ǼǸ



ǶȕȚȓȞȓțȖȭ ȘȎȥȓȟȠȐȎ Ȗ QA(1)

ǱǹǼǯǮǹȊǻǼǳ ǼǯȇǳǿȀǰǼ

ǸȜȚȝȓȠȓțȤȖȭ 21 ȐȓȘȎ

ȐȘșȎȒ processes ȞȓȕȡșȪȠȎȠ

QA (ȟȖȟȠȓȚȎ ȡȝȞȎȐșȓțȖȭ) 

ȚȖȟȟȖȭ/ȐȐȜȒ
ǾǼ ȒȜȟȠ.ǾǼ/Ȟȓȕȡ

șȪȠȎȠȩ

ǺȓȠȜȒȜșȜȑȖȭ

ǶțȟȠȞȡȚȓțȠȩ Ȗ 
ȚȓȣȎțȖȕȚȩ

ǼȟțȜȐȜȝȜșȎȑȎȬȧȖȓ ȝȞȖțȤȖȝȩ
ǼȟțȜȐȜȝȜșȎȑȎȬȧȖȓ ȤȓțțȜȟȠȖ

Ǹ ȁ ǹ Ȋ Ȁ ȁ Ǿ Ǯ Ș Ǯ ȅ ǳ ǿ Ȁ ǰ Ǯ

ǸǮȅǳǿȀǰǼ

ǿȠȡȒȓțȠ

ȝȞȓȝȜȒȎȐȎȠȓșȪ ȟȞȓȒȎ 
ȜȏȡȥȓțȖȭ

IQF

NQF
ǰȘșȎȒ 

ǾǼ

NQF

IQF

ȒȜȟȠ.Ǿ
Ǽ
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ǾǼ = ȕțȎțȖȭ, ȡȚȓțȖȭ Ȗ ȘȜȚȝȓȠȓțȤȖȖ 
ȜȏȡȥȎȬȧȓȑȜȟȭ ǺǳǻȍȌȀǿȍ Ȑ ȞȓȕȡșȪȠȎȠȓ 
ȜȏȡȥȓțȖȭ = «ǲǼǿȀǶǴǳǻǶǳ Ȑ ǼǯȁȅǳǻǶǶ»
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ȜȏȡȥȎȬȧȓȑȜȟȭ ǺǳǻȍȌȀǿȍ Ȑ ȞȓȕȡșȪȠȎȠȓ 
ȜȏȡȥȓțȖȭ = «ǲǼǿȀǶǴǳǻǶǳ Ȑ ǼǯȁȅǳǻǶǶ»
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Amsterdam

ǯȁǲȁȇǳǳ ǼǯǳǿǽǳȅǳǻǶȍ ǸǮȅǳǿȀǰǮ
ȅȎȟȠȪ 1

ǼǸ Ȗ ȐȖȒȓțȖȓ, ȚȖȟȟȖȭ Ȗ
ȟȠȞȎȠȓȑȖȭ

ǹȬȟȪȓț ǯȜșșȎȓȞȠ
țȓȕȎȐȖȟȖȚȩȗ ȚȓȔȒȡțȎȞȜȒțȩȗ ȫȘȟȝȓȞȠ Ȑ ȜȏșȎȟȠȖ 

ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ
ȝȞȖȑșȎȦȓțțȩȗ ȝȞȜȢȓȟȟȜȞ | ȥșȓț ȝȞȎȐșȓțȖȭ QAAs

ǿȓȚȖțȎȞ IQAA ȝȜ ȜȏȓȟȝȓȥȓțȖȬ ȘȎȥȓȟȠȐȎ
6 ȎȝȞȓșȭ 2018

ǮȟȠȎțȎ | ǸȎȕȎȣȟȠȎț



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I ǼǸ & ȐȖȒȓțȖȓ, ȚȖȟȟȖȭ Ȗ ȟȠȞȎȠȓȑȖȭ

ǿȠȎțȒȎȞȠ I.1:
«ȁȥȓȏțȩȓ ȕȎȐȓȒȓțȖȭ ȒȜșȔțȩ ȖȚȓȠȪ 
ȝȜșȖȠȖȘȡ ȝȜ ȜȏȓȟȝȓȥȓțȖȬ ȘȎȥȓȟȠȐȎ, 

ȘȜȠȜȞȎȭ ȒȜȟȠȡȝțȎ ȜȏȧȓȟȠȐȓțțȜȟȠȖ Ȗ 
ȭȐșȭȓȠȟȭ ȥȎȟȠȪȬ Ȗȣ ȟȠȞȎȠȓȑȖȥȓȟȘȜȑȜ 
ȚȓțȓȒȔȚȓțȠȎ. ǰțȡȠȞȓțțȖȓ 
ȕȎȖțȠȓȞȓȟȜȐȎțțȩȓ ȟȠȜȞȜțȩ ȒȜșȔțȩ 
ȞȎȕȞȎȏȎȠȩȐȎȠȪ Ȗ ȐțȓȒȞȭȠȪ ȫȠȡ ȝȜșȖȠȖȘȡ 
ȝȜȟȞȓȒȟȠȐȜȚ ȟȜȜȠȐȓȠȟȠȐȡȬȧȖȣ ȟȠȞȡȘȠȡȞ Ȗ 
ȝȞȜȤȓȟȟȜȐ ȟ ȝȞȖȐșȓȥȓțȖȓȚ ȐțȓȦțȖȣ 
ȕȎȖțȠȓȞȓȟȜȐȎțțȩȣ ȟȠȜȞȜț».

www.enqa.eu



ǶțȟȠȖȠȡȤȖȜțȎșȪțȩȓ ȟȠȞȎȠȓȑȖȖ ȝȜ țȓȝȞȓȞȩȐțȜȚȡ ȡșȡȥȦȓțȖȬ, 
ȜȝȡȏșȖȘȜȐȎțțȩȓ ȕȎ ȝȜȟșȓȒțȖȓ 5 șȓȠ 2013/2014

ǼȠȥȓȠ Ȝ ȐțȓȒȞȓțȖȖ 2015, ȞȖȟ. 3.1, ȟȠȞ. 89

ǶȟȠȜȥțȖȘ ȜȝȞȜȟțȖȘ BFUG 

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I ǼǸ & ȐȖȒȓțȖȓ, ȚȖȟȟȖȭ Ȗ ȟȠȞȎȠȓȑȖȭ



ȜȔȖȒȎȓȚȩȓ ǾǼ

ǾǼ ȝȜȟȠȡȝȖȐȦȖȣ  ȟȠȡȒȓțȠȜȐ ȜȏȞȎȕ. ȝȞȜȑȞȎȚȚȎ ȒȜȟȠȖȑțȡȠȩȓ ǾǼ

ȚȖȟȟȖȭ ȟȠȞȎȠȓȑȖȭ & ȝȜșȖȠȖȘȎ ȞȓȕȡșȪȠȎȠȩ

ȖȟȝȜșȪȕȡȬȠȟȭ
ȟȠȎțȒȎȞȠȩ Ȗ 
ȖțȒȖȘȎȠȜȞȩ

țȎȣȜȒȭȠȟȭ ȝȜȒ ȐșȖȭțȖȓȚ
ȢȎȕȩ ȞȎȕȐȖȠȖȭ

ȐȘșȎȒ ȞȓȕȡșȪȠȎȠȝȞȜȤȓȟȟȩ

ǰțȡȠȞȓțțȓȓ Ȝȏȓȟȝ. ȘȎȥȓȟȠȐȎ (QA)

ȖȕȚȓțȓțȖȓ = ȒȜȝȜșțȖȠȓșȪțȩȗ ȝȜșȓȕțȩȗ ȐȘșȎȒ

ȚȓȠȜȒȜșȜȑȖȭ

ȖțȟȠ
ȞȡȚ
ȓțȠ

ȖțȟȠ
ȞȡȚ
ȓțȠ

ȖțȟȠ
ȞȡȚ
ȓțȠ

ǶțȟȠ
ȞȡȚ
ȓțȠ 

ȖțȟȠ
ȞȡȚ
ȓțȠ

“QA is a management approach to focus on the quality of the

organisation and is based on participation of all stakeholders in order to
satisfy their expectations and aims as long as possible” (ISO)

ȜȟțȜȐȜȝȜșȎȑȎȬȧȖȓ ȝȞȖțȤȖȝȩ

ȜȟțȜȐȜȝȜșȎȑȎȬȧȖȓ (ȟȘȞȩȠȩȓ) ȤȓțțȜȟȠȖ

ȐșȖȭȬȠ țȎ
ȢȎȕȡ
ȞȎȕȐȖȠȖȭ

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                      ȅȠȜ ȓȟȠȪ ‘ȘȡșȪȠȡȞȎ ȘȎȥȓȟȠȐȎ’?

ǲȓȐȭȠȪ Ȗȕ 10 

ȜȞȑȎțȖȕȎȤȖȗ țȓ
ȐȩȝȜșțȭȬȠ

ȟȠȞȎȠȓȑȖȬ !
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ǻǮȅǻǶȀǳ ǿ ǰǼǽǾǼǿǮ “ǽǼȅǳǺȁ”?

ǵǮȀǳǺ ǿǽǾǼǿǶȀǳ “ǸǮǸ”?

ǻǮǸǼǻǳȄ ǿǽǾǼǿǶȀǳ “ȅȀǼ”?

Simon Sinek (2009)
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“Вȩ ȒȜșȔțȩ ȕȎȐȜȓȐȎȠȪ ȒȜȐȓȞȖȓ ȝȜȟȞȓȒȟȠȐȜȚ 
ȜȏȧȓțȖȭ Ȗ ȒȓȚȜțȟȠȞȎȤȖȖ ȠȜȑȜ, ȥȠȜ Вȩ 
ȞȎȕȒȓșȭȓȠȓ ȜȒțȖ Ȗ Ƞȓ Ȕȓ ȤȓțțȜȟȠȖ Ȗ ȡȏȓȔȒȓțȖȭ.
Вȩ ȒȜșȔțȩ ȜȏȨȭȟțȭȠȪ ǽǼЧЕǺȁ Ȗ ȒȜȘȎȕȩȐȎȠȪ 
ȝȜȟȞȓȒȟȠȐȜȚ ȠȜȑȜ ЧȀǼ Ȑȩ ȒȓșȎȓȠȓ. 

ǽǼЧЕǺȁ – ȫȠȜ ȠȜșȪȘȜ ȡȏȓȔȒȓțȖȓ. КАК – ȫȠȜ 
ȒȓȗȟȠȐȖȭ, ȝȞȓȒȝȞȖțȖȚȎȓȚȩȓ Ȓșȭ ȞȓȎșȖȕȎȤȖȖ 
ȫȠȜȑȜ ȡȏȓȔȒȓțȖȭ , Ȗ ЧȀǼ – ȫȠȜ ȞȓȕȡșȪȠȎȠȩ țȎȦȖȣ 
ȒȓȗȟȠȐȖȗ. КȜȑȒȎ Ȑȟȓ ȠȞȖ ȎȟȝȓȘȠȎ 
ȟȏȎșȎțȟȖȞȜȐȎțȩ, ȝȜȭȐșȭȓȠȟȭ ȒȜȐȓȞȖȓ Ȗ 
ȜȟȜȕțȎȓȠȟȭ ȤȓțțȜȟȠȪ.”

Simon Sinek (2009), p. 84-85
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“Вȩ ȒȜșȔțȩ ȕȎȐȜȓȐȎȠȪ ȒȜȐȓȞȖȓ ȝȜȟȞȓȒȟȠȐȜȚ 
ȜȏȧȓțȖȭ Ȗ ȒȓȚȜțȟȠȞȎȤȖȖ ȠȜȑȜ, ȥȠȜ Вȩ 
ȞȎȕȒȓșȭȓȠȓ ȜȒțȖ Ȗ Ƞȓ Ȕȓ ȤȓțțȜȟȠȖ Ȗ ȡȏȓȔȒȓțȖȭ.
Вȩ ȒȜșȔțȩ ȜȏȨȭȟțȭȠȪ ǽǼЧЕǺȁ Ȗ ȒȜȘȎȕȩȐȎȠȪ 
ȝȜȟȞȓȒȟȠȐȜȚ ȠȜȑȜ ЧȀǼ Ȑȩ ȒȓșȎȓȠȓ. 

ǼȝȭȠȪ, ǽǼЧЕǺȁ – ȫȠȜ ȠȜșȪȘȜ ȡȏȓȔȒȓțȖȓ. КАК –
ȫȠȜ ȒȓȗȟȠȐȖȭ, ȝȞȓȒȝȞȖțȖȚȎȓȚȩȓ Ȓșȭ 
ȞȓȎșȖȕȎȤȖȖ ȫȠȜȑȜ ȡȏȓȔȒȓțȖȭ , Ȗ ЧȀǼ – ȫȠȜ 
ȞȓȕȡșȪȠȎȠȩ țȎȦȖȣ ȒȓȗȟȠȐȖȗ. КȜȑȒȎ Ȑȟȓ ȠȞȖ 
ȎȟȝȓȘȠȎ ȟȏȎșȎțȟȖȞȜȐȎțȩ, ȝȜȭȐșȭȓȠȟȭ ȒȜȐȓȞȖȓ 
Ȗ ȜȟȜȕțȎȓȠȟȭ ȤȓțțȜȟȠȪ.”

Simon Sinek (2009), p. 84-85
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ǵȎȥȓȚ țȎȚ țȡȔȓț ȚȓțȓȒȔȚȓțȠ 
(ȜȏȓȟȝȓȥȓțȖȭ) ȘȎȥȓȟȠȐȎ?

ǵȎȥȓȚ țȎȚ țȡȔțȜ ȘȎȥȓȟȠȐȜ?

ǽȜȥȓȚȡ Țȩ Ȑ (ȐȩȟȦȓȚ) ȜȏȞȎȕȜȐȎțȖȖ?

ǽȜȥȓȚȡ Țȩ ȣȜȠȖȚ șȡȥȦȓȓ ȜȏȧȓȟȠȐȜ?

ǽȜȥȓȚȡ Țȩ țȡȔȒȎȓȚȟȭ Ȑ șȡȥȦȓȚ ȚȖȞȓ?

ǽȜȥȓȚȡ Țȩ ȣȜȠȖȚ șȡȥȦȓȗ ȔȖȕțȖ?

ǰ ȥȓȚ ȟȚȩȟș ȟȡȧȓȟȠȐȜȐȎțȖȭ? ȅȠȜ ȝȜșȓȕțȜȑȜ 
Țȩ ȒȓșȎȓȚ Ȑ ȔȖȕțȖ?

69



ǰȕȑșȭțȖȠȓ ȘȞȖȠȖȥțȜ țȎ ȑșȜȏȎșȪțȩȗ ȘȜțȠȓȘȟȠ
ȐȚȓȟȠȓ ȟ ȐțȓȦțȖȚȖ & ȐțȡȠȞȓțțȖȚȖ 

ȕȎȖțȠȓȞȓȟȜȐȎțțȩȚȖ
ȟȠȜȞȜțȎȚȖ

ǼȏțȜȐȖȠȓ ȟȐȜȓ ȐȖȒȓțȖȓ

ǽȜȥȓȚȡ?

ȫȠȜ ȏȡȒȡȧȓȓ ǰǼ & Ȝȏȓȟȝ. ȘȎȥ.?

ȫȠȜ ȐȖȒȓțȖȓ ǰǼ & ǼǸ?

В˞ ːˈ ˏˑˉˈ˕ˈ ˄˞˕˟ˑ˄˖˚˃ˡщˈˌ ˑ˓ˆ˃ːˋˊ˃˙ˋˈˌ˄ˈˊ ˑ˄щˈˆˑ ˅ˋˇˈːˋˢ ... О˄щˈˈ ˅ˋˇˈːˋˈ ˔ˎ˖ˉˋ˕ˍˑˏ˒˃˔ˑˏ, ˒ˑˊ˅ˑˎˢˡщˋˏ˒˓ˑˇˑˎˉ˃˕˟ ˑ˄˖˚ˈːˋˈ, ˍˑˆˇ˃ ˓˃˔˕ˈ˕ ː˃˒˓ˢˉˈːˋˈ



ǰȕȑșȭțȖȠȓ ȘȞȖȠȖȥțȜ țȎ ȑșȜȏȎșȪțȩȗ ȘȜțȠȓȘȟȠ
ȐȚȓȟȠȓ ȟ ȐțȓȦțȖȚȖ & ȐțȡȠȞȓțțȖȚȖ 

ȕȎȖțȠȓȞȓȟȜȐȎțțȩȚȖ
ȟȠȜȞȜțȎȚȖ

ǼȏțȜȐȖȠȓ ȟȐȜȓ ȐȖȒȓțȖȓ

ǽȜȥȓȚȡ?

ȫȠȜ ȏȡȒȡȧȓȓ ǰǼ & Ȝȏȓȟȝ. ȘȎȥ.?

ȫȠȜ ȐȖȒȓțȖȓ ǰǼ & ǼǸ?

В˞ ːˈ ˏˑˉˈ˕ˈ ˄˞˕˟ˑ˄˖˚˃ˡщˈˌ ˑ˓ˆ˃ːˋˊ˃˙ˋˈˌ˄ˈˊ ˑ˄щˈˆˑ ˅ˋˇˈːˋˢ ... О˄щˈˈ ˅ˋˇˈːˋˈ ˔ˎ˖ˉˋ˕ˍˑˏ˒˃˔ˑˏ, ˒ˑˊ˅ˑˎˢˡщˋˏ˒˓ˑˇˑˎˉ˃˕˟ ˑ˄˖˚ˈːˋˈ, ˍˑˆˇ˃ ˓˃˔˕ˈ˕ ː˃˒˓ˢˉˈːˋˈ



ǰȕȑșȭțȖȠȓ ȘȞȖȠȖȥțȜ țȎ ȑșȜȏȎșȪțȩȗ ȘȜțȠȓȘȟȠ
ȐȚȓȟȠȓ ȟ ȐțȓȦțȖȚȖ & ȐțȡȠȞȓțțȖȚȖ 

ȕȎȖțȠȓȞȓȟȜȐȎțțȩȚȖ
ȟȠȜȞȜțȎȚȖ

ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȐȜȓ ȐȖȒȓțȖȓ
ǶȟȝȜșȪȕȡȗȠȓ SWOT ȎțȎșȖȕ ȖȕȡȥȖȐ ȜȞȑȎțȖȕȎȤȖȬ
ȐȜȐșȓȘȎȭ Ȑȟȓ ȐțȡȠȞȓțțȖȓ Ȗ 

ȐțȓȦțȖȓ ȕȎȖțȠȓȞȓȟȜ-

ȐȎțțȩȓ ȟȠȜȞȜțȩ
ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȐȜȓ ȐȖȒȓțȖȓ

ǽȜȥȓȚȡ?
ȫȠȜ ȏȡȒȡȧȓȓ ǰǼ & Ȝȏȓȟȝ. ȘȎȥ.?

ȫȠȜ ȐȖȒȓțȖȓ ǰǼ & ǼǸ?

ȅȠȜ?
ȥȠȜ Țȩ ȝȜțȖȚȎȓȚ ȝȜȒ ǰǼ & ȓȑȜ ȘȎȥȓȟȠȐȜȚ?

ȭȐșȭȓȠȟȭ șȖ țȎȦȓȗ ȚȖȟȟȖȓȗ ȘȎȥȓȟȠȐȜ ǰǼ?



ǻȜȐȩȓ ȘȜțȤȓȝȠȩ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ ǼǸ & ȐȖȒȓțȖȓ, ȚȖȟȟȖȭ Ȗ ȟȠȞȎȠȓȑȖȖ

ȜȠ ȐȖȒȓțȖȭ Ș ȚȖȟȟȖȖ
ȐȖȒȓțȖȓ ȚȖȟȟȖȭ 

• ǽǼȅǳǺȁ  Țȩ 
ȟȡȧȓȟȠȐȡȓȚ?

• ǽǼȅǳǺȁ Țȩ ȒȜșȔțȩ 
ȟȡȧȓȟȠȐȜȐȎȠȪ Ȑ 
(ȔȓșȎȓȚȜȚ) ȏȡȒȡȧȓȚ?

Ǳǲǳ Țȩ ȟȓȏȭ ȐȖȒȖȚ? 
ǸǮǸ Ȑȩ ȒȜȟȠȖȑțȖȠȓ ȫȠȜ?
ǼǿǻǼǰǻȉǳ ȤȓșȖ Ȗ ȕȎȒȎȥȖ 
ȟȐȭȕȎțȩ ȟ ȠȞȓȏȜȐȎțȖȭȚȖ Ȗ 
ȔȓșȎțȖȭȚȖ 
ǵǮǶǻȀǳǾǳǿǼǰǮǻǻȉȃ 
ȟȠȜȞȜț 

• ȄȓșȖ Ȗ ȤȓțțȜȟȠȖ 
ǯȁǲȁȇǳǱǼ

ȅȠȜ Țȩ ǲǳǹǮǳǺ?
ȅȠȜ țȎȟ ȜȠșȖȥȎȓȠ ȜȠ ȒȞȡȑȖȣ?

• ǱȒȓ Țȩ ǻǮȄǳǹǳǻȉ ȏȩȠȪ ?



ǻȜȐȩȓ ȘȜțȤȓȝȠȩ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ ǼǸ & ȐȖȒȓțȖȓ, ȚȖȟȟȖȭ Ȗ ȟȠȞȎȠȓȑȖȖ 

ȐȖȒȓțȖȓ ȚȖȟȟȖȭ 
• ǼȠȐȓȥȎȓȠ țȎ ȐȜȝȞȜȟȩ 

ǽǼȅǳǺȁ? Ƕ ȅȀǼ?
ǼȠȐȓȥȎȓȠ țȎ ȐȜȝȞȜȟ ǸǮǸ?

• ǶȚȓȓȠ ȜȠțȜȦȓțȖȓ ȠȜșȪȘȜ Ș 
ǯȁǲȁȇǳǺȁ

ǼȠȐȓȥȎȓȠ țȎ ȐȜȝȞȜȟ ǸǼǱǲǮ (10 
șȓȠ) 

ǶȚȓȓȠ ȜȠțȜȦȓțȖȓ Ș 
ǻǮǿȀǼȍȇǳǺȁ ȐȓȒȡȧȓȚȡ Ȑ 
ǯȁǲȁȇǳǳ
ǼȠȐȓȥȎȓȠ țȎ ȐȜȝȞȜȟ ǸǼǱǲǮ (5 
șȓȠ)

• ǲȜșȔțȜ ȏȩȠȪ 
ǰǲǼȃǻǼǰǹȍȌȇǶǺ

ǽȓȞȓȥȖȟșȭȓȠ ȜȏȦȖȞțȩȓ ȄǳǹǶ

• ǲșȭ ȞȡȘȜȐȜȒȟȠȐȎ, Ȑȟȓȣ 
ȟȜȠȞȡȒțȖȘȜȐ Ȗ ȝȜȠȓțȤȖȎșȪțȩȣ 
ȘșȖȓțȠȜȐ

ǼȟțȜȐțȜȗ ȎȒȞȓȟȎȠ ȞȡȘȜȐȜȒȟȠȐȜ Ȗ 
ȕȎȖțȠȓȞȓȟȜȐȎțțȩȓ ȟȠȜȞȜțȩ

• ǼȝȖȟȩȐȎȓȠ Ș ȥȓȚȡ Ȑȩ 
ȟȠȞȓȚȖȠȓȟȪ Ȑ ǯȁǲȁȇǳǺ (10 
șȓȠ)

ǼȠȟȩșȎȓȠ Ș ȠȞȓȏȜȐȎțȖȭȚ Ȗ 
ȔȓșȎțȖȭȚ ȕȎȖțȠȓȞȓȟȜȐȎțțȩȣ 
ȟȠȜȞȜț 

• ȅǳǱǼ Țȩ ȣȜȠȖȚ ȒȜȟȠȖȥȪ ȅȀǼ Țȩ ȒȓșȎȓȚ ȟȓȑȜȒțȭ?



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I ǼǸ & ȐȖȒȓțȖȓ, ȚȖȟȟȖȭ Ȗ ȟȠȞȎȠȓȑȖȭ
ȔȓșȎȓȚȜȓ ȏȡȒȡȧȓȓ ȐȖȒȓțȖȓ = ȜȠȐȓȠ țȎ ȐȜȝȞȜȟ ‘ȝȜȥȓȚȡ?’

ȣȜȠȓȠȪ

ȚȖȟȟȖȭ ȚȖȟȟȖȭ
future needed                                                                                    ȒȜȟȠȖȔȖȚȜȓ 

ȏȡȒȡȧȓȓ

țȡȔȒȎȠȪȟȭ ȏȩȠȪ 
ȟȝȜȟȜȏțȩȚ

ǽȜȥȓȚȡ?

КȎȘȜȐȎ țȎȦȎ
ȝȜșȪȕȎ?

ЧȠȜ Țȩ ȣȜȠȖȚ ?

ЧȠȜ țȡȔțȜ Ȑ 
ȞȎȚȘȎȣ țȎȦȓȑȜ 
(ȝȜșȖȠȖȥȓȟȘȜȑȜ) 

ȘȜțȠȓȘȟȠȎ?

КȎȘ Țȩ ȏȡȒȓȚ 
ȒȓșȎȠȪ ȫȠȜ? ЧȠȜ 

țȎȚ țȡȔțȜ?

В ȘȎȘȖȣ 
ȟȞȓȒȟȠȐȎȣ Țȩ
țȡȔȒȎȓȚȟȭ?

КȎȘ Țȩ ȏȡȒȓȚ 
ȫȠȜ ȒȜȟȠȖȑȎȠȪ?



ǰȕȑșȭțȖȠȓ ȘȞȖȠȖȥțȜ țȎ ȑșȜȏȎșȪțȩȗ ȘȜțȠȓȘȟȠ
ȐȚȓȟȠȓ ȟ ȐțȓȦțȖȚȖ & ȐțȡȠȞȓțțȖȚȖ 

ȕȎȖțȠȓȞȓȟȜȐȎțțȩȚȖ
ȟȠȜȞȜțȎȚȖ

ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȐȜȓ ȐȖȒȓțȖȓ
ǶȟȝȜșȪȕȡȗȠȓ SWOT ȎțȎșȖȕ ȖȕȡȥȖȐ ȜȞȑȎțȖȕȎȤȖȬ
ȐȜȐșȓȘȎȭ Ȑȟȓ ȐțȡȠȞȓțțȖȓ Ȗ 

ȐțȓȦțȖȓ ȕȎȖțȠȓȞȓȟȜ-

ȐȎțțȩȓ ȟȠȜȞȜțȩ
ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȐȜȓ ȐȖȒȓțȖȓ

ǼȝȞȓȒȓșȖȠȓ ȟȡȧȓȟȠȐȡȬȧȡȬ ȘȡșȪȠȡȞȡ ȘȎȥȓȟȠȐȎ (ǸǸ)
ǼȝȞȓȒȓșȖȠȓ ȔȓșȎȓȚȡȬ ǸǸ Ȑ ȐȎȦȓȗ ȜȞȑȎțȖȕȎȤȖȖ
ǰȜȐșȓȘȎȗȠȓ ȐțȓȦțȖȓ Ȗ ȐțȡȠȞȓțțȖȓ 

ȕȎȖțȠȓȞȓȟȜȐȎțțȩȓ 
ȟȠȜȞȜțȩ

ǽȓȞȓȟȚȜȠȞȖȠȓ (ȟȠȞȎȠȓȑȖȥȓȟȘȡȬ) ȝȜșȖȠȖȘȡ
ǶȟȝȜșȪȕȡȗȠȓ ȘȜșȖȥȓȟȠȐȓțțȩȓ Ȗ ȘȎȥȓȟȠȐȓțțȩȓ KPI 

SMART ȖțȒȖȘȎȠȜȞȩ
ǽȜȒȒȓȞȔȖȐȎȗȠȓ ȟȐȭȕȪ ȟȐȓȞȣȡ- ȟțȖȕȡ-ȐȐȓȞȣ
ȐțȖȕ

ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȐȜȖ ȝȞȜȑȞȎȚȚȩ Ȗ ȝȞȜȤȓȟȟȩ

ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȖȟȠȓȚȡ ȡȝȞȎȐșȓțȖȭ Ȗ ȟȠȞȡȘȠȡȞȩ
ǿȜȕȒȎȗȠȓ țȓȕȎȐȖȟȖȚȩȓ ȝȜȒȒȓȞȔȖȐȎȬȧȖȓ

ȝȜȒȞȎȕȒȓșȓțȖȭ ǼǸ

ǽȜȥȓȚȡ?
ȫȠȜ ȏȡȒȡȧȓȓ ǰǼ & Ȝȏȓȟȝ. ȘȎȥ.?

ȫȠȜ ȐȖȒȓțȖȓ ǰǼ & ǼǸ?

ȅȠȜ?
ȥȠȜ Țȩ ȝȜțȖȚȎȓȚ ȝȜȒ ǰǼ & ȓȑȜ ȘȎȥȓȟȠȐȜȚ?

ȭȐșȭȓȠȟȭ țȎȦȓȗ ȚȖȟȟȖȓȗ Ȑ ȜȏșȎȟȠȖ  
ȘȎȥȓȟȠȐȎ ǰǼ?

ǸǮǸ?
Țȩ ȟȜȏȖȞȎȓȚȟȭ ȞȓȎșȖȕȜȐȎȠȪ țȎȦȡ 

ȚȖȟȟȖȬ? ȘȎȘȜȐȎ
țȎȦȎ ȚȖȟȟȖȭ Ȑ ȘȎȥȓȟȠȐȓ ǰǼ?

ǸǮǸ?

ȘȎȘȖȓ (țȜȐȩȓ) ȟȠȞȎȠȓȑȖȥȓȟȘȖȓ
ȝȜșȖȠȖȘȖ?

ǸȎȘȜȐ ȝȜȞȭȒȜȘ ȒȓȗȟȠȐȖȗ?

ǸȀǼ?

ǹȬȒȖ (ȞȡȘȜȐȜȒȖȠȓșȖ & ȝȓȞȟȜțȎș)?

ǾȡȘȜȐȜȒȟȠȐȜ ȟȠȞȡȘȠȡȞȜȗ ǼǸ?



Ȑ
ț
ȓ
Ȧ
ț
ȓ
ȓ

ǰ
ț
ȡ
Ƞ
Ȟ
ȓ
ț
ȓ
ȓ

ǼȠȞȖȤ. ȢȎȘȠȜȞȩ

ǽȜșȜȔ. ȢȎȘȠȜȞȩ 

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                 ǼǸ & ȐȖȒȓțȖȓ, ȚȖȟȟȖȭ Ȗ ȟȠȞȎȠȓȑȖȭ

SWOT ȎțȎșȖȕ

ȏȡȒȡȧȓȓ

ȝȞȓȐȞȎȠȖȠȓ W Ȑ S

ȝȞȓȐȞȎȠȖȠȓ T Ȑ O



ǯȡȒȡȧȓȓ  ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ  Ȑ ǰǼ I  ǼǸ & ȐȖȒȓțȖȓ, ȚȖȟȟȖȭ Ȗ ȟȠȞȎȠȓȑȖȭ

ȜȠ ȐȖȒȓțȖȭ & ȚȖȟȟȖȖ Ș (ȟȠȞȎȠȓȑȖȥȓȟȘȜȗ) ȝȜșȖȠȖȘȓ
ȏȡȒȡȧȓȓ
ǽǼȅǳǺȁ

ȐȖȒȓțȖȓ ȝȜȥȓȚȡ?

ǺȖȟȟȖȭ ǽǼȅǳǺȁ? & 

ȅȀǼ?

ǸȀǼ
Țȩ?

ȘȓȚ ȣȜȠȖȚ ȏȩȠȪ?

Ǳǲǳ
Țȩ ȣȜȠȖȚ ȏȩȠȪ 

ȎȘȠȖȐțȩȚȖ?

ǸȎȘȎȭ
ǲǳȍȀǳǹȊǻǼǿȀȊ?

ȅȀǼ
ȣȜȠȖȚ ȒȜȟȠȖȥȪ Ȓșȭ 

țȎȦȖȣ
ȕȎȖțȠȓȞȓȟȜȐȎțțȩȣ?

ǸǮǸ
Țȩ ȣȜȠȖȚ ȒȜȟȠȖȥȪ

țȎȦȖȣ Ȥȓșȓȗ?

ȄǳǹǶ &

ǿȀǾǮȀǳǱǶǶ

ǸǮǸ
Țȩ ȝȜȟȠȡȝȖȚ Ȑ

țȎȦȓȗ ȟȖȠȡȎȤȖȖ?

ǸǮǸ
ȞȎȕȜȏȞȎȠȪȟȭ ȟ ȟȎȚȖȚ 

ȟȜȏȜȗ?

ȄǳǻǻǼǿȀǶ, ȁǯǳǴǲǳǻǶȍ &

ǸȁǹȊȀȁǾǮ

ǽȜȚȓțȭșȎȟȪ 
șȖ țȎȦȎ

ȒȓȭȠȓșȪțȜȟȠȪ
?

ǻȡȔțȎ șȖ 
țȎȚ țȜȐȎȭ
ȟȠȞȎȠȓȑȖȭ?

ǶȕȚȓțȖșȎȟȪ 
șȖ țȎȦȎ

ȟȖȠȡȎȤȖȭ & 

ȘȡșȪȠȡȞȎ?



ǰȕȑșȭțȖȠȓ ȘȞȖȠȖȥțȜ țȎ ȑșȜȏȎșȪțȩȗ ȘȜțȠȓȘȟȠ
ȐȚȓȟȠȓ ȟ ȐțȓȦțȖȚȖ & ȐțȡȠȞȓțțȖȚȖ 

ȕȎȖțȠȓȞȓȟȜȐȎțțȩȚȖ
ȟȠȜȞȜțȎȚȖ

ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȐȜȓ ȐȖȒȓțȖȓ
ǶȟȝȜșȪȕȡȗȠȓ SWOT ȎțȎșȖȕ ȖȕȡȥȖȐ ȜȞȑȎțȖȕȎȤȖȬ
ȐȜȐșȓȘȎȭ Ȑȟȓ ȐțȡȠȞȓțțȖȓ Ȗ 

ȐțȓȦțȖȓ ȕȎȖțȠȓȞȓȟȜ-

ȐȎțțȩȓ ȟȠȜȞȜțȩ
ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȐȜȓ ȐȖȒȓțȖȓ

ǼȝȞȓȒȓșȖȠȓ ȟȡȧȓȟȠȐȡȬȧȡȬ ȘȡșȪȠȡȞȡ ȘȎȥȓȟȠȐȎ (ǸǸ)
ǼȝȞȓȒȓșȖȠȓ ȔȓșȎȓȚȡȬ ǸǸ Ȑ ȐȎȦȓȗ ȜȞȑȎțȖȕȎȤȖȖ
ǰȜȐșȓȘȎȗȠȓ ȐțȓȦțȖȓ Ȗ ȐțȡȠȞȓțțȖȓ 

ȕȎȖțȠȓȞȓȟȜȐȎțțȩȓ 
ȟȠȜȞȜțȩ

ǽȓȞȓȟȚȜȠȞȖȠȓ (ȟȠȞȎȠȓȑȖȥȓȟȘȡȬ) ȝȜșȖȠȖȘȡ
ǶȟȝȜșȪȕȡȗȠȓ ȘȜșȖȥȓȟȠȐȓțțȩȓ Ȗ ȘȎȥȓȟȠȐȓțțȩȓ KPI 

SMART ȖțȒȖȘȎȠȜȞȩ
ǽȜȒȒȓȞȔȖȐȎȗȠȓ ȟȐȭȕȪ ȟȐȓȞȣȡ- ȟțȖȕȡ-ȐȐȓȞȣ
ȐțȖȕ

ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȐȜȖ ȝȞȜȑȞȎȚȚȩ Ȗ ȝȞȜȤȓȟȟȩ

ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȖȟȠȓȚȡ ȡȝȞȎȐșȓțȖȭ Ȗ ȟȠȞȡȘȠȡȞȩ
ǿȜȕȒȎȗȠȓ țȓȕȎȐȖȟȖȚȩȓ ȝȜȒȒȓȞȔȖȐȎȬȧȖȓ

ȝȜȒȞȎȕȒȓșȓțȖȭ ǼǸ

“ǽșȬȟȩ” ǽǲǽǲ

ǽȜȥȓȚȡ?
ȫȠȜ ȏȡȒȡȧȓȓ ǰǼ & Ȝȏȓȟȝ. ȘȎȥ.?

ȫȠȜ ȐȖȒȓțȖȓ ǰǼ & ǼǸ?

ȅȠȜ?
ȥȠȜ Țȩ ȝȜțȖȚȎȓȚ ȝȜȒ ǰǼ & ȓȑȜ ȘȎȥȓȟȠȐȜȚ?

ȭȐșȭȓȠȟȭ țȎȦȓȗ ȚȖȟȟȖȓȗ Ȑ ȜȏșȎȟȠȖ  
ȘȎȥȓȟȠȐȎ ǰǼ?

ǸǮǸ?
Țȩ ȟȜȏȖȞȎȓȚȟȭ ȞȓȎșȖȕȜȐȎȠȪ țȎȦȡ 

ȚȖȟȟȖȬ? ȘȎȘȜȐȎ
țȎȦȎ ȚȖȟȟȖȭ Ȑ ȘȎȥȓȟȠȐȓ ǰǼ?

ǸǮǸ?

ȘȎȘȖȓ (țȜȐȩȓ) ȟȠȞȎȠȓȑȖȥȓȟȘȖȓ
ȝȜșȖȠȖȘȖ?

ǸȎȘȜȐ ȝȜȞȭȒȜȘ ȒȓȗȟȠȐȖȗ?

ǸȀǼ?

ǹȬȒȖ (ȞȡȘȜȐȜȒȖȠȓșȖ & ȝȓȞȟȜțȎș)?

ǾȡȘȜȐȜȒȟȠȐȜ ȟȠȞȡȘȠȡȞȜȗ ǼǸ?

ɄȺɄ ɋȾȿɅȺɌɖ?
ɊȿȺɅɖɇȺə ɉɊȺɄɌИɄȺ



ǰȕȑșȭțȖȠȓ ȘȞȖȠȖȥțȜ țȎ ȑșȜȏȎșȪțȩȗ ȘȜțȠȓȘȟȠ
ȐȚȓȟȠȓ ȟ ȐțȓȦțȖȚȖ & ȐțȡȠȞȓțțȖȚȖ 

ȕȎȖțȠȓȞȓȟȜȐȎțțȩȚȖ
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ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȐȜȓ ȐȖȒȓțȖȓ

ǼȝȞȓȒȓșȖȠȓ ȟȡȧȓȟȠȐȡȬȧȡȬ ȘȡșȪȠȡȞȡ ȘȎȥȓȟȠȐȎ (ǸǸ)
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ǰȜȐșȓȘȎȗȠȓ ȐțȓȦțȖȓ Ȗ ȐțȡȠȞȓțțȖȓ 
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ȟȠȜȞȜțȩ

ǽȓȞȓȟȚȜȠȞȖȠȓ (ȟȠȞȎȠȓȑȖȥȓȟȘȡȬ) ȝȜșȖȠȖȘȡ
ǶȟȝȜșȪȕȡȗȠȓ ȘȜșȖȥȓȟȠȐȓțțȩȓ Ȗ ȘȎȥȓȟȠȐȓțțȩȓ KPI 
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ǽȜȒȒȓȞȔȖȐȎȗȠȓ ȟȐȭȕȪ ȟȐȓȞȣȡ- ȟțȖȕȡ-ȐȐȓȞȣ
ȐțȖȕ

ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȐȜȖ ȝȞȜȑȞȎȚȚȩ Ȗ ȝȞȜȤȓȟȟȩ

ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȖȟȠȓȚȡ ȡȝȞȎȐșȓțȖȭ Ȗ ȟȠȞȡȘȠȡȞȩ
ǿȜȕȒȎȗȠȓ țȓȕȎȐȖȟȖȚȩȓ ȝȜȒȒȓȞȔȖȐȎȬȧȖȓ

ȝȜȒȞȎȕȒȓșȓțȖȭ ǼǸ

ǽȜȥȓȚȡ?
ȫȠȜ ȏȡȒȡȧȓȓ ǰǼ & Ȝȏȓȟȝ. ȘȎȥ.?

ȫȠȜ ȐȖȒȓțȖȓ ǰǼ & ǼǸ?

ȅȠȜ?
ȥȠȜ Țȩ ȝȜțȖȚȎȓȚ ȝȜȒ ǰǼ & ȓȑȜ ȘȎȥȓȟȠȐȜȚ?

ȭȐșȭȓȠȟȭ țȎȦȓȗ ȚȖȟȟȖȓȗ Ȑ ȜȏșȎȟȠȖ  
ȘȎȥȓȟȠȐȎ ǰǼ?

ǸǮǸ?
Țȩ ȟȜȏȖȞȎȓȚȟȭ ȞȓȎșȖȕȜȐȎȠȪ țȎȦȡ 

ȚȖȟȟȖȬ? ȘȎȘȜȐȎ
țȎȦȎ ȚȖȟȟȖȭ Ȑ ȘȎȥȓȟȠȐȓ ǰǼ?

ǸǮǸ?

ȘȎȘȖȓ (țȜȐȩȓ) ȟȠȞȎȠȓȑȖȥȓȟȘȖȓ
ȝȜșȖȠȖȘȖ?

ǸȎȘȜȐ ȝȜȞȭȒȜȘ ȒȓȗȟȠȐȖȗ?

ǸȀǼ?

ǹȬȒȖ (ȞȡȘȜȐȜȒȖȠȓșȖ & ȝȓȞȟȜțȎș)?

ǾȡȘȜȐȜȒȟȠȐȜ ȟȠȞȡȘȠȡȞȜȗ ǼǸ?
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ǽȓȞȓȟȚȜȠȞȖȠȓ ȟȐȜȓ ȐȖȒȓțȖȓ
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ǰȜȐșȓȘȎȗȠȓ ȐțȓȦțȖȓ Ȗ ȐțȡȠȞȓțțȖȓ 

ȕȎȖțȠȓȞȓȟȜȐȎțțȩȓ 
ȟȠȜȞȜțȩ
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ǿȜȕȒȎȗȠȓ țȓȕȎȐȖȟȖȚȩȓ ȝȜȒȒȓȞȔȖȐȎȬȧȖȓ

ȝȜȒȞȎȕȒȓșȓțȖȭ ǼǸ

“ǽșȬȟȩ” ǽǲǽǲ

ǽȜȥȓȚȡ?
ȫȠȜ ȏȡȒȡȧȓȓ ǰǼ & Ȝȏȓȟȝ. ȘȎȥ.?

ȫȠȜ ȐȖȒȓțȖȓ ǰǼ & ǼǸ?

ȅȠȜ?
ȥȠȜ Țȩ ȝȜțȖȚȎȓȚ ȝȜȒ ǰǼ & ȓȑȜ ȘȎȥȓȟȠȐȜȚ?

ȭȐșȭȓȠȟȭ țȎȦȓȗ ȚȖȟȟȖȓȗ Ȑ ȜȏșȎȟȠȖ  
ȘȎȥȓȟȠȐȎ ǰǼ?

ǸǮǸ?
Țȩ ȟȜȏȖȞȎȓȚȟȭ ȞȓȎșȖȕȜȐȎȠȪ țȎȦȡ 

ȚȖȟȟȖȬ? ȘȎȘȜȐȎ
țȎȦȎ ȚȖȟȟȖȭ Ȑ ȘȎȥȓȟȠȐȓ ǰǼ?

ǸǮǸ?

ȘȎȘȖȓ (țȜȐȩȓ) ȟȠȞȎȠȓȑȖȥȓȟȘȖȓ
ȝȜșȖȠȖȘȖ?

ǸȎȘȜȐ ȝȜȞȭȒȜȘ ȒȓȗȟȠȐȖȗ?

ǸȀǼ?

ǹȬȒȖ (ȞȡȘȜȐȜȒȖȠȓșȖ & ȝȓȞȟȜțȎș)?

ǾȡȘȜȐȜȒȟȠȐȜ ȟȠȞȡȘȠȡȞȜȗ ǼǸ?

ɄȺɄ ɋȾȿɅȺɌɖ?
ɊȿȺɅɖɇȺə ɉɊȺɄɌИɄȺ
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ǯȁǲȁȇǳǳ ǼǯǳǿǽǳȅǳǻǶȍ ǸǮȅǳǿȀǰǮ
ȅȎȟȠȪ 1

ǸȎȘ ȖȕȚȓȞȖȠȪ ‘ȘȎȥȓȟȠȐȜ’?
ǹȬȟȪȓț ǯȜșșȎȓȞȠ

ǻȓȕȎȐȖȟȖȚȩȗ ȚȓȔȒȡțȎȞȜȒțȩȗ ȫȘȟȝȓȞȠ Ȑ ȜȏșȎȟȠȖ 
ȘȎȥȓȟȠȐȎ

ȝȞȖȑșȎȦȓțțȩȗ ȝȞȜȢȓȟȟȜȞ |ȥșȓț ȝȞȎȐșȓțȖȭ QAAs

ǿȓȚȖțȎȞ IQAA  ȝȜ ȜȏȓȟȝȓȥȓțȖȬ ȘȎȥȓȟȠȐȎ
6 ȎȝȞȓșȭ 2018

ǮȟȠȎțȎ | ǸȎȕȎȣȟȠȎț



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I              ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?

ȍȐșȭȓȠȟȭ șȖ ȤȓșȪ ȠȜȥțȜȗ Ȗ ȥȓȠȘȜ ȟȢȜȞȚȡșȖȞȜȐȎțțȜȗ?
ȍȟțȎ șȖ ȜțȎ
ǺȜȔȓȠ șȖ ȘȎȔȒȩȗ ȝȜțȭȠȪ ȓȓ?

ǿȝȓȤȖȢȖȥțȎȭ S

ǸȎȘ ȜȠȒȓșȪțȜȓ șȖȤȜ  ȡȕțȎȓȠ, ȘȜȑȒȎ ȕȎȒȎȥȎ ȐȩȝȜșțȓțȎ?
ǸȎȘ  ȓȓ ȏȡȒȡȠ ȜȤȓțȖȐȎȠȪ?
ǸȎȘȖȓ ȒȜȘȎȕȎȠȓșȪȟȠȐȎ țȡȔțȩ, ȥȠȜȏȩ ȒȜȘȎȕȎȠȪ ȫȠȜ? 

ǶȕȚȓȞȖȚȎȭ M

ȍȐșȭȓȠȟȭ șȖ ȤȓșȪ ȒȜȟȠȖȔȖȚȜȗ?
ǿȜȜȠȐȓȠȟȠȐȡȓȠ șȖ ȜțȎ Ȗȣ ȟȝȜȟȜȏțȜȟȠȭȚ?
ǲȜȟȠȎȠȜȥțȜ șȖ ȞȓȟȡȞȟȜȐ?

ǿȐȭȕȎțțȎȭ ȟ 
ȒȓȗȟȠȐȖȭȚȖ

A

ǰȜȕȚȜȔțȎ șȖ ȜțȎ Ȓșȭ ȖȟȝȜșțȓțȖȭ ȜȠȓșȪțȩȚ(Ȗ) 
șȖȤȜȚ(Ȗ)?
ǸȎȘ ȎȘȠȡȎșȪțȎ ȤȓșȪ Ȑ țȎȟȠȜȭȧȓȚ?
ǽȜȒȣȜȒȭȧȎȭ șȖ ȜțȎ?  

ǾȓȎșȖȟȠȖȥțȎȭ R

ǳȟȠȪ șȖ ȘȜțȓȥțȩȗ ȟȞȜȘ? ǰȜȕȚȜȔțȜ șȖ  ȐȩȝȜșțȖȠȪ ȓȓ Ȑ 
ȟȞȜȘ?
ǳȟȠȪ șȖ ȒȎȠȩ ȝȞȜȐȓȞȘȖ?
ȁȚȓȟȠțȜ șȖ  ȏȞȎȠȪȟȭ ȕȎ ȞȎȏȜȠȡ ȟȓȗȥȎȟ?

ǿȐȭȕȎțȎ ȟȜ 
ȟȞȜȘȎȚȖ

T



ǿȝȓȤȖȢȖȥțȜȓ: ȜȝȞȓȒȓșȖȠȓ ȠȜȥțȜ ǰȩ ȣȜȠȖȠȓ ȐȩȝȜșțȖȠȪ
(ǽȜȥȓȚȡ, ǸȠȜ, ȅȠȜ, ǱȒȓ)

ǶȕȚȓȞȖȚȜȓ: ȘȎȘ Ȑȩ ȝȞȜȒȓȚȜțȟȠȞȖȞȡȓȠȓ Ȗ ȜȤȓțȖȠȓ ȟȠȓȝȓțȪ 
ȒȜȟȠȖȔȓțȖȭ ȤȓșȖ?

ǲȜȟȠȖȔȖȚȜȓ: ȟȢȜȞȚȡșȖȞȡȗȠȓ ȠȞȡȒțȩȓ ȤȓșȖ Ȑ ȞȎȚȘȎȣ 
ȟȝȜȟȜȏțȜȟȠȓȗ Ȓșȭ ȒȜȟȠȖȔȓțȖȭ ȞȓȕȡșȪȠȎȠȎ. ǸȎȘȜȗ ȖȟȝȜșȪȕȡȓȠȓ 
ȑșȎȑȜș, ȜȞȖȓțȠȖȞȜȐȎțțȩȗ țȎ ȒȓȗȟȠȐȖȓ ?

ȁȚȓȟȠțȜȓ: ǸȎȘ ȤȓșȪ ȟȐȭȕȎțȎ ȟ ȘșȬȥȓȐȩȚȖ ȜȏȭȕȎțțȜȟȠȭȚȖ? ǸȎȘ 
ȜțȎ ȟȜȑșȎȟȡȓȠȟȭ ȟ ȕȎȒȎȥȎȚȖ?

ǽȞȖȐȭȕȎțȜ Ș ȟȞȜȘȎȚ: ȡȟȠȎțȜȐȖȠȓ ȜȒțȡ ȖșȖ țȓȟȘȜșȪȘȜ ȤȓșȓȐȩȣ 
ȒȎȠ, ȥȠȜȏȩ țȎȝȞȎȐȖȠȪ ȟȐȜȬ ȤȓșȪ țȎ ȡȟȝȓȦțȜȓ Ȗ 
ȟȐȜȓȐȞȓȚȓțțȜȓ ȕȎȐȓȞȦȓțȖȓ (ȐȘșȬȥȎȭ ȘȞȎȗțȖȓ ȟȞȜȘȖ, ȒȎȠȩ Ȗ 
ȥȎȟȠȜȠȡ)

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                        ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȎ?



ǿȠȎțȒȎȞȠȩ & ȖțȒȖȘȎȠȜȞȩ
 ǿȠȎțȒȎȞȠ: ȜȝȖȟȎțȖȓ ȠȜȑȜ, ȘȎȘ ȜȞȑȎțȖȕȎȤȖȭ Ȗ ȓȓ 

ȟȜȠȞȡȒțȖȘȖ ȒȜșȔțȩ ȞȎȕȐȖȐȎȠȪ Ȗ ȡȝȞȎȐșȭȠȪ 
ȚȎȠȓȞȖȎșȎȚȖ, ȝȞȜȒȡȘȠȎȚȖ, ȡȟșȡȑȎȚȖ, 
ȝȞȜȤȓȟȟȎȚȖ & ȟȖȟȠȓȚȎȚȖ ȥȠȜȏȩ ȡȒȜȐșȓȠȐȜȞȭȠȪ 
ȝȜȠȞȓȏțȜȟȠȭȚ & ȜȔȖȒȎțȖȭȚ ȕȎȖțȠȓȞȓȟȜȐȎțțȩȣ 
ȟȠȜȞȜț 

 ǽȜȞȜȑȜȐȩȗ ȟȠȎțȒȎȞȠ ȖșȖ ȟȠȎțȒȎȞȠ ȐȩȟȜȘȜȑȜ 
ȘȎȥȓȟȠȐȎ?

 ǾȡȘȜȐȜȒȭȧȖȗ ȝȞȖțȤȖȝ: ȝȜȚȜȑȎȓȠ ȜȏȨȭȟțȖȠȪ ȘȎȘ
ȝȞȜȤȓȟȟȩ & ȝȞȜȤȓȒȡȞȩ ȒȜșȔțȩ/ȚȜȑȡȠ ȝȜȚȜȥȪ  
ȟȜȜȠȐȓȠȟȠȐȜȐȎȠȪ ȟȠȎțȒȎȞȠȡ (ȝȓȞȓȒȜȐȜȚȡ ȜȝȩȠȡ)

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                   ȅȠȜ ȓȟȠȪ ‘ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ’?



 ǶțȒȖȘȎȠȜȞ: ȞȎȕȏȖȐȎȓȠ ȟȠȎțȒȎȞȠȩ țȎ ȖȕȚȓȞȭȬȧȖȓ 
Ȗ ȝȜȒȣȜȒȭȧȖȓ ȓȒȖțȖȤȩ, ȜȤȓțȖȐȎȬȧȖȓ ȘȎȘ ȚțȜȑȜ 
ȜȞȑȎțȖȕȎȤȖȭ ȒȜȟȠȖȑșȎ ȖșȖ ȟȜȜȠȐȓȠȟȠȐȡȓȠ șȖ  ȜțȎ 
ȟȠȎțȒȎȞȠȎȚ 

 ǶțȒȖȘȎȠȜȞȩ ȒȜșȔțȩ ȝȞȓȒȜȟȠȎȐșȭȠȪ ȖțȢȜȞȚȎȤȖȬ 
Ȝ ȒȓȗȟȠȐȖȭȣ ȜȞȑȎțȖȕȎȤȖȖ, ȝȜȟȘȜșȪȘȡ ȘȎȥȓȟȠȐȜ 
ȠȞȓȏȜȐȎțȖȗ ȜȞȑȎțȖȕȎȤȖȖ ȝȜȚȜȑȎȓȠ ȡșȡȥȦȖȠȪ ȓȓ 
ȒȓȭȠȓșȪțȜȟȠȪ 

 3 ȢȡțȘȤȖȖ ȖțȒȖȘȎȠȜȞȜȐ: ȖȕȚȓȞȭȠȪ,

ȟȖȑțȎșȖȕȖȞȜȐȎȠȪ & ȟȜȜȏȧȎȠȪ (ȐțȡȠȞȖ & ȕȎ 
ȝȞȓȒȓșȎȚȖ ȜȞȑȎțȖȕȎȤȖȖ)

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                                            ȅȠȜ ȓȟȠȪ ‘ǼǸ’?



 ǽȞȖȓȚ
 ȁșȡȥȦȓțȖȓ
 ǰȩȝȡȟȘțȖȘȖ
 ǿȝȜȞȠȖȐțȎȭ ȔȖȕțȪ
 ǲȓșȜȐȩȓ ȟȐȭȕȖ
 ǼȏȧȓȟȠȐȓțțȩȓ ȟȐȭȕȖ
 ǲȓȭȠȓșȪțȜȟȠȪ   
 ǿȐȭȕȖ ȟ ȒȞȡȑȖȚȖ ȐȡȕȎȚȖ
 ǿȜȠȞȡȒțȖȘȖ & HR

 ǸȜțȠȖțȑȓțȠ
 ȁȒȜȏȟȠȐȎ

 ȂȖțȎțȟȜȐȎȭ ȝȜȚȜȧȪ
 ǺȓȞȩ Ȓșȭ ȐȩȝȡȟȘȎ 

ȟȠȡȒȓțȠȜȐ
 ǱȞȎțȠȩ & ȖȟȟșȓȒȜȐȎțȖȭ
 ǯȖȏșȖȜȠȓȘȎ 
 ǲȞȡȑȜȓ
 ǿȞȎȐțȓțȖȓ ȟ ȒȞ. ȐȡȕȎȚȖ
 ȁȒȓȞȔȖȐȎțȖȓ ȟȠȡȒȓțȠȜȐ
 ȁȒȜȐșȓȠȐȜȞȓțțȜȟȠȪ
 ǿȠȞȎȠȓȑȖȥȓȟȘȜȓ 

ȝșȎțȖȞȜȐȎțȖȓ
 ǰȜȐșȓȥȓțțȜȟȠȪ ȟȠȡȒȓțȠȜȐ
 ȁȟȝȓȐȎȓȚȜȟȠȪ ȟȠȡȒȓțȠȜȐ
 ȀȓȣțȜșȜȑȖȖ

Ballard, J. Paul (2013), Measuring Performance Excellence: 
Key Performance Indicators for Institutions Accepted into the Academic Quality Improvement

Program (AQIP), Western Michigan University dissertation

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                            ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?



Building KPI Tree

1st level

Total score of HEI

2nd level

The criteria (e.g.)                                   teaching | research

supporting

3rd level

The rating                                                         scale

contains KPIs related to each criteria, and its rating scale

Suryadi, Kadarsah (2007), “Key Performance Indicators Measurement Model 
Based on Analytic Hierarchy Process and Trend-Comparative Dimension in 
Higher Education Institution”, Bandung Institute of Technology, Chile

ǽȜȟȠȞȜȓțȖȓ ȒȓȞȓȐȎ KPI 

1-ȩȗ ȡȞȜȐȓțȪ
ǼȏȧȖȗ ȏȎșș ȐȡȕȎ

2-Ȝȗ ȡȞȜȐȓțȪ
ǸȞȖȠȓȞȖȖ (ȝȞȓȝȜȒȎȐȎțȖȭ & ȜȏȡȥȓțȖȭ | 
ȖȟȟșȓȒȜȐȎțȖȭ

supporting

3-Ȗȗ ȡȞȜȐȓțȪ
ǾȓȗȠȖțȑȜȐȎȭ ȦȘȎșȎ

ȟȜȒȓȞȔȖȠ KPI ȜȠțȜȟȭȧȖȗȟȭ Ș ȘȎȔȒȜȚȡ ȘȞȖȠȓȞȖȬ
Suryadi, Kadarsah (2007), “Key Performance Indicators Measurement Model Based
on Analytic Hierarchy Process and Trend-Comparative Dimension in Higher
Education Institution”, Bandung Institute of Technology, Chile

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?



Building KPI Tree

1st level

Total score of HEI

2nd level

The criteria (e.g.)                                   teaching | research

supporting

3rd level

The rating                                                         scale

contains KPIs related to each criteria, and its rating scale

Suryadi, Kadarsah (2007), “Key Performance Indicators Measurement Model 
Based on Analytic Hierarchy Process and Trend-Comparative Dimension in 
Higher Education Institution”, Bandung Institute of Technology, Chile

Building KPI Tree

1st level

Total score of HEI

2nd level

The criteria (e.g. teaching                                       & learning | 
research

supporting

3rd level

The rating scale

contains KPIs related to each criteria, and its rating 
scale

Suryadi, Kadarsah (2007), “Key Performance Indicators Measurement Model Based
on Analytic Hierarchy Process and Trend-Comparative Dimension in Higher
Education Institution”, Bandung Institute of Technology, Chile

KPI- ȫȠȜ ȖțȒȖȘȎȠȜȞȩ 
ȖȟȝȜșțȓțȖȭ, ȖȕȚȓȞȭȬȧȖȓ 

ȞȓȎșȖȕȎȤȖȬ 
ȜȝȞȓȒȓșȓțțȜȗ 

ȒȓȭȠȓșȪțȜȟȠȖ ȖșȖ 
ȟȠȞȎȠȓȑȖȥȓȟȘȜȗ ȤȓșȖ.

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I       ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ ?



(ȝȜȒ-)ȘȎȠȓȑȜȞȖȖ ȖțȒȖȘȎȠȜȞȜȐ
 ǸȜșȖȥȓȟȠȐȓțțȩȓ ȖțȒȖȘȎȠȜȞȩ Ȑ ȤȖȢȞȎȣ
 ǸȎȥȓȟȠȐȓțțȩȓ ȖțȒȖȘȎȠȜȞȩ țȓ ȚȜȑȡȠ ȏȩȠȪ ȝȞȓȒȟȠȎȐșȓțȩ Ȑ ȤȖȢȞȎȣ
 ǰȣȜȒțȩȓ ȖțȒȖȘȎȠȜȞȩ ȖȕȚȓȞȭȬȠ ȟȖȠȡȎȤȖȬ Ȑ țȎȥȎșȓ ȝȞȜȤȓȟȟȎ ȖșȖ

ȘȜșȖȥȓȟȠȐȜ ȞȓȟȡȞȟȜȐ, ȝȜȠȞȎȥȓțțȩȣ țȎ ȝȜșȡȥȓțȖȓ ȞȓȕȡșȪȠȎȠȎ 
 ǶțȒȖȘȎȠȜȞȩ ȝȞȜȤȓȟȟȎ  ȝȞȓȒȟȠȎȐșȭȬȠ ȫȢȢȓȘȠȖȐțȜȟȠȪ ȖșȖ

ȝȞȜȒȡȘȠȖȐțȜȟȠȪ ȝȜșȓȕțȜȑȜ ȒȜȝȜșțȖȠȓșȪțȜȑȜ ȐȘșȎȒȎ ȐȜ ȐȞȓȚȭ 
ȝȞȜȤȓȟȟȎ

 ǰȩȣȜȒțȩȓ ȖțȒȖȘȎȠȜȞȩ ȜȠȞȎȔȎȬȠ ȝȜșȡȥȓțțȩȓ ȞȓȕȡșȪȠȎȠȩ  
ȒȓȭȠȓșȪțȜȟȠȖ 

 ǶțȒȖȘȎȠȜȞȩ  țȎȝȞȎȐșȓțȖȭ ȡȘȎȕȩȐȎȬȠ ȡșȡȥȦȎȓȠȟȭ șȖ ȞȎȏȜȠȎ 
ȜȞȑȎțȖȕȎȤȖȖ 

 ǶțȒȖȘȎȠȜȞȩ ȒȓȗȟȠȐȓțțȜȟȠȖ ȖȕȚȓȞȭȬȠ ȘȎȘ ȜȞȑȎțȖȕȎȤȖȭ 
ȘȜțȠȞȜșȖȞȡȓȠ ȐșȖȭțȖȓ ȖȕȚȓțȓțȖȗ

 (țȓ-)ȂȖțȎțȟȜȐȩȓ ȖțȒȖȘȎȠȜȞȩ (țȓ) ȖȕȚȓȞȭȬȠ ȢȖțȎțȟȜȐȩȓ ȎȟȝȓȘȠȩ 
ȒȓȭȠȓșȪțȜȟȠȖ 

 ǿȠȞȎȠȓȑȖȥȓȟȘȖȓ ȖțȒȖȘȎȠȜȞȩ ȖȕȚȓȞȭȬȠ ȞȓȎșȖȕȎȤȖȬ ȟȠȞȎȠȓȑȖȥȓȟȘȖȣ 
Ȥȓșȓȗ

ǯȡȒȡȧȓȓ  ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                    ȅȠȜ ȓȟȠȪ ‘ȜȏȓȟȝȓȥȓțȖȓ  ȘȎȥȓȟȠȐȎ’?



ǽȜȥȓȚȡ Țȩ ȖȕȚȓȞȭȓȚ ?

ǽȜțȖȚȎȠȪ

ǸȜțȠȞȜșȖȞȜȐȎȠȪ

ǿȝȞȎȐșȭȠȪȟȭ

ȁșȡȥȦȎȠȪ

ǯȡȒȡȧȓȓ ȜȏȓȟȝȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I  ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?



(ȝȜȒ-)ȘȎȠȓȑȜȞȖȖ ȖțȒȖȘȎȠȜȞȜȐ

 Quantitative indicators with a number

 Qualitative indicators can’t be presented as a number

 Input indicators measure the situation at the start of a process or the

amount of resources consumed during the generation of the outcome

 Process indicators represent the efficiency or productivity of the added

value during the process

 Output indicators reflect the outcome of results of the process activities

 Directional indicators indicate whether the organization is getting

better

 Actionable indicators measure the organization’s control to effect 

change

 (non-)Financial indicators (don’t) measure the finances of operations

 Strategic indicators measure the realisation of strategic goals

ȁțȖȐȓȞȟȖȠȓȠ ȒȜșȔȓț ȖȚȓȠȪ ȟȠȞȎȠȓȑȖȬ
ǿȠȞȎȠȓȑȖȭ ȒȜșȔțȎ ȏȩȠȪ ȝȓȞȓȐȓȒȓțȎ Ȑ ȝȜșȖȠȖȘȡ
ǽȜșȖȠȖȘȎ ȒȜșȔțȎ ȏȩȠȪ ȝȓȞȓȐȓȒȓțȎ Ȑ ȤȓșȖ ȖșȖ

ȤȓșȓȐȩȓ țȎȕțȎȥȓțȖȭ
ǾȓȎșȖȕȎȤȖȭ Ȥȓșȓȗ ȒȜșȔțȎ ȖȕȚȓȞȭȠȪȟȭ Ȑ KPI

KPI ȒȜșȔțȩ ȖȚȓȠȪ ȞȓȦȎȬȧȓȓ ȕțȎȥȓțȖȓ Ȑ 
ȒȜȟȠȖȔȓțȖȖ Ȥȓșȓȗ = ǸǹȌȅǳǰǼǳ

KPI ȒȜșȔțȩ ȏȩȠȪ ȣȜȞȜȦȜ ȟȢȜȞȚȡșȖȞȜȐȎțȩ Ȗ 
ȘȜșȖȥȓȟȠȐȓțțȜ ȖȕȚȓȞȖȚȩȚȖ

KPI ȒȜșȔțȩ ȟȜȜȏȧȎȠȪ Ȝ (ȟȠȓȝȓțȖ) ȒȜȟȠȖȔȓțȖȭ 
KPI ȒȜșȔțȩ ȜȠȞȎȔȎȠȪ ȟȖșȪțȩȓ & ȟșȎȏȩȓ ȟȠȜȞȜțȩ
KPI ȒȜșȔțȩ ȝȜȚȜȑȎȠȪ ȞȓȦȖȠȪ ȘȎȘȖȓ ȠȞȓȏȜȐȎțȖȭ 

țȡȔțȜ ȚȓțȭȠȪ
KPI ȒȜșȔțȩ ȟȜȜȏȧȎȠȪȟȭ ȐțȡȠȞȓțțȓ & ȐțȓȦțȓ

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                           ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?



(ȝȜȒ-)ȘȎȠȓȑȜȞȖȖ ȖțȒȖȘȎȠȜȞȜȐ

 Quantitative indicators with a number

 Qualitative indicators can’t be presented as a number

 Input indicators measure the situation at the start of a process or the

amount of resources consumed during the generation of the outcome

 Process indicators represent the efficiency or productivity of the added

value during the process

 Output indicators reflect the outcome of results of the process activities

 Directional indicators indicate whether the organization is getting

better

 Actionable indicators measure the organization’s control to effect 

change

 (non-)Financial indicators (don’t) measure the finances of operations

 Strategic indicators measure the realisation of strategic goals

ȁțȖȐȓȞȟȖȠȓȠ ȒȜșȔȓț ȖȚȓȠȪ ȟȠȞȎȠȓȑȖȬ
ǿȠȞȎȠȓȑȖȭ ȒȜșȔțȎ ȏȩȠȪ ȝȓȞȓȐȓȒȓțȎ Ȑ ȝȜșȖȠȖȘȡ
ǽȜșȖȠȖȘȎ ȒȜșȔțȎ ȏȩȠȪ ȝȓȞȓȐȓȒȓțȎ Ȑ ȤȓșȖ ȖșȖ

ȤȓșȓȐȩȓ țȎȕțȎȥȓțȖȭ
ǾȓȎșȖȕȎȤȖȭ Ȥȓșȓȗ ȒȜșȔțȎ ȖȕȚȓȞȭȠȪȟȭ Ȑ KPI

KPI ȒȜșȔțȩ ȖȚȓȠȪ ȞȓȦȎȬȧȓȓ ȕțȎȥȓțȖȓ Ȑ 
ȒȜȟȠȖȔȓțȖȖ Ȥȓșȓȗ = ǸǹȌȅǳǰǼǳ

KPI ȒȜșȔțȩ ȏȩȠȪ ȣȜȞȜȦȜ ȟȢȜȞȚȡșȖȞȜȐȎțȩ Ȗ 
ȘȜșȖȥȓȟȠȐȓțțȜ ȖȕȚȓȞȖȚȩȚȖ

KPI ȒȜșȔțȩ ȟȜȜȏȧȎȠȪ Ȝ (ȟȠȓȝȓțȖ) ȒȜȟȠȖȔȓțȖȭ 
KPI ȒȜșȔțȩ ȜȠȞȎȔȎȠȪ ȟȖșȪțȩȓ & ȟșȎȏȩȓ ȟȠȜȞȜțȩ
KPI ȒȜșȔțȩ ȝȜȚȜȑȎȠȪ ȞȓȦȖȠȪ ȘȎȘȖȓ ȠȞȓȏȜȐȎțȖȭ 

țȡȔțȜ ȚȓțȭȠȪ
KPI ȒȜșȔțȩ ȟȜȜȏȧȎȠȪȟȭ ȐțȡȠȞȓțțȓ & ȐțȓȦțȓ

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                        ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                                   ȘȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?

Улу̸̹е̛̦е по̭̬ед̭тво̥ ̛̥̚е̬е̛̦я (ВОК)

ǿȠȎȐȭ ȤȓșȖ, 
ȖȕȚȓȞȖȚȩȓ 

ȥȓȞȓȕ KPI

ǶȕȚȓȞȭȭ 
ȞȓȎșȖȕȎȤȖȬ 
ȝȜȟȞȓȒȟȠȐȜȚ 

KPI

ǿȠȎȐȭ țȜȐȩȓ 
ȖȕȚȓȞȖȚȩȓ ȤȓșȖ, 

ȖȕȐșȓȥȓțțȩȓ Ȗȕ 
ȝȞȓȒȩȒȡȧȖȣ 

ȜȤȓțȜȘ



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?

«ǯȜȑȡ 
ȐȓȞȖȚ, ȜȠ 
ȜȟȠȎșȪțȩȣ 
ȠȞȓȏȡȬȠȟȭ 

ȒȎțțȩȓ»

W. Edwards 

Deming

7 ȟȚȓȞȠțȩȣ ȑȞȓȣȜȐ 
ȖȕȚȓȞȓțȖȭ Ȗ ȘȎȘ Ȗȣ 

ȖȕȏȓȔȎȠȪ
Michael Hammer (2007)

1. ȀȧȓȟșȎȐȖȓ: ȖȕȚȓȞȭȠȪ, ȥȠȜȏȩ 
ȝȜȘȎȕȎȠȪ ȠȜșȪȘȜ ȣȜȞȜȦȓȓ.

2. ǽȞȜȐȖțȤȖȎșȪțȜȟȠȪ: 

ȜȞȑȎțȖȕȎȤȖȜțțȩȓ ȑȞȎțȖȤȩ Ȗ 
ȐȜȝȞȜȟȩ ȒȖȘȠȡȬȠ ȖȟȣȜȒțȩȓ 
ȝȜȘȎȕȎȠȓșȖ.

3. ǻȎȞȤȖȟȟȖȕȚ: ȜȤȓțȖȐȎȠȪ ȟ 
ȥȪȓȗ-șȖȏȜ ȠȜȥȘȖ ȕȞȓțȖȭ, 
țȓȔȓșȖ ȟ ȠȜȥȘȖ ȕȞȓțȖȭ 
ȘșȖȓțȠȎ.

4. ǹȓțȪ: ȝȞȓȒȝȜșȎȑȎȠȪ, ȥȠȜ ȘȠȜ-

ȠȜ ȕțȎȓȠ, ȥȠȜ ȐȎȔțȜ ȖȕȚȓȞȖȠȪ, 
țȓ ȕȎȒȡȚȩȐȎȠȪȟȭ țȎȒ ȫȠȖȚ ȖșȖ 
țȓ ȝȞȓȒȝȞȖțȖȚȎȠȪ ȡȟȖșȖȗ.
5. ǽȓȠȖȠȖȕȚ: ȖȕȚȓȞȭȠȪ ȠȜșȪȘȜ 
ȚȎșȡȬ ȟȜȟȠȎȐșȭȬȧȡȬ ȠȜȑȜ, ȥȠȜ 
ȖȚȓȓȠ ȕțȎȥȓțȖȓ. 
6. ǻȓȡȚȓțȖȓ: țȓ ȒȡȚȎȠȪ Ȝ 
ȝȜȟșȓȒȟȠȐȖȭȣ ȥȓșȜȐȓȥȓȟȘȜȑȜ 
ȝȜȐȓȒȓțȖȭ Ȗ ȖȟȝȜșțȓțȖȭ
7. ȂȞȖȐȜșȪțȜȟȠȪ: țȓ ȝȞȖȒȎȐȎȠȪ 
ȟȓȞȪȓȕțȜȑȜ ȕțȎȥȓțȖȭ 
ȖȕȚȓȞȓțȖȬ.



KPI Ȗ ȖȟȣȜȒțȩȓ ȝȎȞȎȚȓȠȞȩ
 ǶȟȣȜȒțȩȓ ȝȎȞȎȚȓȠȞȩ – ȫȠȜ ȝȞȜȒȖȘȠȜȐȎțțȩȓ 

ȑȜȟȡȒȎȞȟȠȐȜȚ ȘȜșȖȥȓȟȠȐȓțțȩȓ ȖțȒȖȘȎȠȜȞȩ, ȘȜȠȜȞȩȓ 
ȡȘȎȕȩȐȎȬȠ țȎ ȟȠȓȝȓțȪ ȘȎȥȓȟȠȐȎ ȖșȖ ȖȟȝȜșțȓțȖȭ Ȑ Ȑȡȕȓ

 ǼțȖ Ȑ ȜȟțȜȐțȜȚ ȟȐȭȕȎțȩ ȟ ȝȜșȖȠȖȘȜȗ ȟȡȏȟȖȒȖȞȜȐȎțȖȭ 
ȟȜ ȟȠȜȞȜțȩ ȑȜȟȡȒȎȞȟȠȐȎ / ȝȞȎȐȖȠȓșȪȟȠȐȎ

 ǶțȜȑȒȎ ȜțȖ ȟȐȭȕȎțȩ ȟ ȝȜȒȣȜȒȜȚ, ȜȟțȜȐȎțțȩȚ țȎ 
ȜȤȓțȘȓ ȞȖȟȘȎ, țȎȤȖȜțȎșȪțȩȚ ȐțȓȦțȖȚ ǼǸ

 ǻȓ ȡȥȖȠȩȐȎȬȠ ȞȎȕșȖȥȖȗ Ȑ ȚȖȟȟȖȖ, ȟȠȞȎȠȓȑȖȖ, ȞȓȟȡȞȟȎȣ, 
ȚȓȟȠȜȝȜșȜȔȓțȖȖ Ȗ Ƞ. Ȓ. ȐȡȕȜȐ

«ǻȓ ȟșȓȒȡȗȠȓ ȠȞȎȒȖȤȖȜțțȩȚ ȝȜȘȎȕȎȠȓșȭȚ. ǰȚȓȟȠȜ ȠȜȑȜ, ȥȠȜȏȩ 
ȏȓȟȝȜȘȜȖȠȪȟȭ Ȝ ȠȖȝȖȥțȩȣ ȝȜȘȎȕȎȠȓșȭȣ ȡȒȜȐșȓȠȐȜȞȓțțȜȟȠȖ ȘșȖȓțȠȜȐ (...), 
ȜȞȑȎțȖȕȎȤȖȭȚ ȟșȓȒȡȓȠ ȐȕȑșȭțȡȠȪ țȎ ȘȜșȖȥȓȟȠȐȜ ȞȓȎșȖȕȜȐȎțțȩȣ țȎ ȝȞȎȘȠȖȘȓ 
ȖȒȓȗ, ȝȞȖțȜȟȭȧȖȣ ȒȜȝȜșțȖȠȓșȪțȡȬ ȝȜșȪȕȡ. ǶȟȟșȓȒȜȐȎȠȓșȖ ȑȜȐȜȞȭȠ, ȥȠȜ 
ȡȟșȜȐțȩȓ ȝȜȘȎȕȎȠȓșȖ, ȝȞȓȒȟȠȎȐșȭȬȠ ȟȜȏȜȗ «ȕȎȝȎȕȒȩȐȎȬȧȖȓ ȖțȒȖȘȎȠȜȞȩ», 
ȜțȖ ȚȜȑȡȠ ȝȞȓȝȭȠȟȠȐȜȐȎȠȪ  ȡȟȖșȖȭȚ ȝȜ ȒȜȟȠȖȔȓțȖȬ ȏȩȟȠȞȩȣ Ȗ ȐȎȔțȩȣ 
ȖȕȚȓțȓțȖȗ».
Mark Pernice, “Revolutionizing Customer Service”, HBR April 2016, p.27

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ ǰ ǰǼ I                                                              ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                               ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?

 ǻȎȥțȖȠȓ ȘȎȔȒȩȗ ȞȓȕȡșȪȠȎȠ ȜȏȡȥȓțȖȭ ȟ 
ȝȜȚȜȧȪȬ ȎȘȠȖȐțȜȑȜ ȑșȎȑȜșȎ ȢȞȎȕȜȗ 
ȠȖȝȎ «ǽȜȟșȓ ȡȟȝȓȦțȜȑȜ ȕȎȐȓȞȦȓțȖȭ 
ȫȠȜȗ ȝȞȜȑȞȎȚȚȩ / ȚȜȒȡșȭ / ȘȡȞȟȎ» ... 
ȟȠȡȒȓțȠȩ ȒȜșȔțȩ ȡȚȓȠȪ ...»

 ǶȕȏȓȑȎȗȠȓ ȒȐȡȟȚȩȟșȓțțȩȣ ȖșȖ 
țȓȭȟțȩȣ ȑșȎȑȜșȜȐ, ȠȎȘȖȣ ȘȎȘ ȕțȎȠȪ, 
ȝȜțȖȚȎȠȪ, ȡȥȖȠȪȟȭ, ȏȩȠȪ 
ȜȕțȎȘȜȚșȓțțȩȚ, ȝȜȒȐȓȞȑȎȠȪȟȭ 
ȐȜȕȒȓȗȟȠȐȖȬ, ȤȓțȖȠȪ Ȗ Ƞ. Ȓ.

 ǾȓȕȡșȪȠȎȠ ȜȏȡȥȓțȖȭ ȒȜșȔȓț ȏȩȠȪ 
ȕȎȚȓȠțȩȚ Ȗ ȖȕȚȓȞȖȚȩȚ

 ȁȒȜȟȠȜȐȓȞȪȠȓȟȪ, ȥȠȜ Ȑȟȓ ǾǼ 
ȟȜȜȠȐȓȠȟȠȐȡȬȠ ȤȓșȭȚ Ȗ ȟȜȒȓȞȔȎțȖȬ 
ȜȏȞȎȕȜȐȎȠȓșȪțȜȗ ȝȞȜȑȞȎȚȚȩ 
/ȟȠȞȎȠȓȑȖȖ ȐȡȕȎ / ǻȎȤȖȜțȎșȪțȜȗ Ȗ 
ǺȓȔȒȡțȎȞȜȒțȜȗ ȞȎȚȘȓ 
ȘȐȎșȖȢȖȘȎȤȖȗ / ȐȡȕȎ

 ǶȟȝȜșȪȕȜȐȎȠȪ ȐȓȟȪ ȒȖȎȝȎȕȜț ȡȞȜȐțȓȗ 
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ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                               ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?

 ǻȎȥțȖȠȓ ȘȎȔȒȩȗ ȞȓȕȡșȪȠȎȠ ȟ 
ȝȜȚȜȧȪȬ ȎȘȠȖȐțȜȑȜ ȑșȎȑȜșȎ ȢȞȎȕȜȗ 
ȠȖȝȎ «ǽȜȟșȓ ȡȟȝȓȦțȜȑȜ ȕȎȐȓȞȦȓțȖȭ 
ȫȠȜȗ ȝȞȜȑȞȎȚȚȩ / ȚȜȒȡșȭ / ȘȡȞȟȎ» ... 
ȟȠȡȒȓțȠȩ ȒȜșȔțȩ ȡȚȓȠȪ ...

 ǶȕȏȓȑȎȗȠȓ ȒȐȡȟȚȩȟșȓțțȩȣ ȖșȖ 
țȓȭȟțȩȣ ȑșȎȑȜșȜȐ, ȠȎȘȖȣ ȘȎȘ ȕțȎȠȪ, 
ȝȜțȖȚȎȠȪ, ȡȥȖȠȪȟȭ, ȏȩȠȪ 
ȜȕțȎȘȜȚșȓțțȩȚ, ȝȜȒȐȓȞȑȎȠȪȟȭ 
ȐȜȕȒȓȗȟȠȐȖȬ, ȤȓțȖȠȪ Ȗ Ƞ. Ȓ.

 ǾȓȕȡșȪȠȎȠ ȜȏȡȥȓțȖȭ ȒȜșȔȓț ȏȩȠȪ 
ȕȎȚȓȠțȩȚ Ȗ ȖȕȚȓȞȖȚȩȚ

 ȁȒȜȟȠȜȐȓȞȪȠȓȟȪ, ȥȠȜ Ȑȟȓ ǾǼ 
ȟȜȜȠȐȓȠȟȠȐȡȬȠ ȤȓșȭȚ Ȗ ȟȜȒȓȞȔȎțȖȬ 
ȜȏȞȎȕȜȐȎȠȓșȪțȜȗ ȝȞȜȑȞȎȚȚȩ 
/ȟȠȞȎȠȓȑȖȖ ȐȡȕȎ / ǻȎȤȖȜțȎșȪțȜȗ Ȗ 
ǺȓȔȒȡțȎȞȜȒțȜȗ ȞȎȚȘȖ 
ȘȐȎșȖȢȖȘȎȤȖȗ / ȐȡȕȎ

 ǶȟȝȜșȪȕȜȐȎȠȪ ȐȓȟȪ ȒȖȎȝȎȕȜț ȡȞȜȐțȓȗ 
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 ǮȂȂǳǸȀǶǰǻǮȍ ǼǯǹǮǿȀȊ:

 ǿȐȭȕȎțȎ ȟ ȤȓțțȜȟȠȭȚȖ
(ȜȠțȜȦȓțȖȓȚ)

 5. ǾȎȟȝȞȜȟȠȞȎțȓțȖȓ 
ȤȓțțȜȟȠțȜȗ ȜȞȖȓțȠȎȤȖȖ

 4. ǼȞȑȎțȖȕȎȤȖȭ ȤȓțțȜȟȠȓȗ

 3. ȁȟȐȜȓțȖȓ ȤȓțțȜȟȠȓȗ

 2. ǾȓȎȑȖȞȜȐȎțȖȓ

 1. ǰȜȟȝȞȖȭȠȖȓ

ǽȟȖȣȜȚȜȠȜȞțȎȭ ȜȏșȎȟȠȪ:
ǸȜȜȞȒȖțȎȤȖȭ ȚȜȕȑȎ & 

ȚȩȦȓȥțȎȭ ȒȓȭȠȓșȪțȜȟȠȪ



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                               ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?

 ǻȎȥțȖȠȓ ȘȎȔȒȩȗ ȞȓȕȡșȪȠȎȠ ȟ 
ȝȜȚȜȧȪȬ ȎȘȠȖȐțȜȑȜ ȑșȎȑȜșȎ ȢȞȎȕȜȗ 
ȠȖȝȎ «ǽȜȟșȓ ȡȟȝȓȦțȜȑȜ ȕȎȐȓȞȦȓțȖȭ 
ȫȠȜȗ ȝȞȜȑȞȎȚȚȩ / ȚȜȒȡșȭ / ȘȡȞȟȎ» ... 
ȟȠȡȒȓțȠȩ ȒȜșȔțȩ ȡȚȓȠȪ ...

 ǶȕȏȓȑȎȗȠȓ ȒȐȡȟȚȩȟșȓțțȩȣ ȖșȖ 
țȓȭȟțȩȣ ȑșȎȑȜșȜȐ, ȠȎȘȖȣ ȘȎȘ ȕțȎȠȪ, 
ȝȜțȖȚȎȠȪ, ȡȥȖȠȪȟȭ, ȏȩȠȪ 
ȜȕțȎȘȜȚșȓțțȩȚ, ȝȜȒȐȓȞȑȎȠȪȟȭ 
ȐȜȕȒȓȗȟȠȐȖȬ, ȤȓțȖȠȪ Ȗ Ƞ. Ȓ.

 ǾȓȕȡșȪȠȎȠ ȜȏȡȥȓțȖȭ ȒȜșȔȓț ȏȩȠȪ 
ȕȎȚȓȠțȩȚ Ȗ ȖȕȚȓȞȖȚȩȚ

 ȁȒȜȟȠȜȐȓȞȪȠȓȟȪ, ȥȠȜ Ȑȟȓ ǾǼ 
ȟȜȜȠȐȓȠȟȠȐȡȬȠ ȤȓșȭȚ Ȗ ȟȜȒȓȞȔȎțȖȬ 
ȜȏȞȎȕȜȐȎȠȓșȪțȜȗ ȝȞȜȑȞȎȚȚȩ 
/ȟȠȞȎȠȓȑȖȖ ȐȡȕȎ / ǻȎȤȖȜțȎșȪțȜȗ Ȗ 
ǺȓȔȒȡțȎȞȜȒțȜȗ ȞȎȚȘȖ 
ȘȐȎșȖȢȖȘȎȤȖȗ / ȐȡȕȎ

 ǶȟȝȜșȪȕȜȐȎȠȪ ȐȓȟȪ ȒȖȎȝȎȕȜț ȡȞȜȐțȓȗ 
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 ǮȂȂǳǸȀǶǰǻǮȍ ǼǯǹǮǿȀȊ:

 ǿȐȭȕȎțȎ ȟ ȤȓțțȜȟȠȭȚȖ
(ȜȠțȜȦȓțȖȓȚ)

 5. ǾȎȟȝȞȜȟȠȞȎțȓțȖȓ 
ȤȓțțȜȟȠțȜȗ ȜȞȖȓțȠȎȤȖȖ

 4. ǼȞȑȎțȖȕȎȤȖȭ ȤȓțțȜȟȠȓȗ

 3. ȁȟȐȜȓțȖȓ ȤȓțțȜȟȠȓȗ

 2. ǾȓȎȑȖȞȜȐȎțȖȓ

 1. ǰȜȟȝȞȖȭȠȖȓ

ǽȟȖȣȜȚȜȠȜȞțȎȭ ȜȏșȎȟȠȪ:
ǸȜȜȞȒȖțȎȤȖȭ ȚȜȕȑȎ & 

ȚȩȦȓȥțȎȭ ȒȓȭȠȓșȪțȜȟȠȪ

 ǾǼ =ȕȎȭȐșȓțȖȭ Ȝ ȠȜȚ, ȥȠȜ ȥȓșȜȐȓȘ ȕțȎȓȠ, 
ȝȜțȖȚȎȓȠ Ȗ ȚȜȔȓȠ ȟȒȓșȎȠȪ ȝȜ 
ȕȎȐȓȞȦȓțȖȖ ȡȥȓȏțȜȑȜ ȝȞȜȤȓȟȟȎ.

 ǾǼ ȜȠțȜȟȭȠȟȭ Ș ȜȠȒȓșȪțȩȚ 
ȜȏȞȎȕȜȐȎȠȓșȪțȩȚ ȘȜȚȝȜțȓțȠȎȚ Ȗ 
ȝȞȜȑȞȎȚȚȎȚ Ȑ ȤȓșȜȚ.

ǾǼ ȝȞȜȑȞȎȚȚ
 ȒȜșȔțȩ ȎȒȓȘȐȎȠțȜ ȜȠȞȎȔȎȠȪ ȘȜțȠȓȘȟȠ, 

ȡȞȜȐȓțȪ, ȜȏȨȓȚ Ȗ ȟȜȒȓȞȔȎțȖȓ 
ȝȞȜȑȞȎȚȚȩ

 ȒȜșȔțȩ ȏȩȠȪ ȐȕȎȖȚȜȟȜȑșȎȟȜȐȎțțȩȚȖ
 ȒȜșȔțȩ ȏȩȠȪ ȘȞȎȠȘȖȚȖ Ȗ țȓ ȟșȖȦȘȜȚ 

ȝȜȒȞȜȏțȩȚȖ
 ȒȜșȔțȩ ȏȩȠȪ ȟȐȭȕȎțȩ ȟ 

ȟȜȜȠȐȓȠȟȠȐȡȬȧȓȗ ȡȥȓȏțȜȗ 
ȒȓȭȠȓșȪțȜȟȠȪȬ, ȚȓȠȜȒȎȚȖ ȜȤȓțȘȖ Ȗ 
ȘȞȖȠȓȞȖȭȚȖ ȜȤȓțȘȖ

 ȒȜșȔțȩ ȏȩȠȪ ȒȜȟȠȖȔȖȚȩ Ȑ ȝȞȓȒȓșȎȣ 
ȡȘȎȕȎțțȜȗ ȞȎȏȜȥȓȗ țȎȑȞȡȕȘȖ

 ǲȜȟȠȖȔȓțȖȓ ǾǼ ȒȜșȔțȜ ȜȤȓțȖȐȎȠȪȟȭ ȟ 
ȝȜȚȜȧȪȬ ȝȞȜȤȓȒȡȞ, ȜȟțȜȐȎțțȩȣ țȎ 
ȥȓȠȘȖȣ Ȗ ȝȞȜȕȞȎȥțȩȣ ȘȞȖȠȓȞȖȭȣ.



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                                ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?

ǿȠȎțȒȎȞȠ I.2 : 

ǾȎȕȞȎȏȜȠȘȎ Ȗ ȡȠȐȓȞȔȒȓțȖȓ ȝȞȜȑȞȎȚȚ
“… ǽȞȜȑȞȎȚȚȩ ȒȜșȔțȩ ȏȩȠȪ ȞȎȕȞȎȏȜȠȎțȩ Ȑ 

ȟȜȜȠȐȓȠȟȠȐȖȖ ȟ ȡȟȠȎțȜȐșȓțțȩȚȖ ȤȓșȭȚȖ, 
ȐȘșȬȥȎȭ ȜȔȖȒȎȓȚȩȓ ȞȓȕȡșȪȠȎȠȩ ȜȏȡȥȓțȖȭ”

ǿȠȎțȒȎȞȠ I.3 :

ǿȠȡȒȓțȠȜ-ȤȓțȠȞȖȞȜȐȎțțȜȓ ȜȏȡȥȓțȖȓ, 

ȝȞȓȝȜȒȎȐȎțȖȓ Ȗ ȜȤȓțȘȎ 
“(…) ȜȤȓțȖȐȎțȖȓ ȝȜȕȐȜșȭȓȠ ȟȠȡȒȓțȠȎȚ 

ȒȓȚȜțȟȠȞȖȞȜȐȎȠȪ ȡȞȜȐȓțȪ ȒȜȟȠȖȔȓțȖȭ 
ȞȓȕȡșȪȠȎȠȜȐ ȜȏȡȥȓțȖȭ. (…)”

www.enqa.eu



ǾǼ ȂȜȞȚȩ ȜȏȡȥȓțȖȭ 
& ȝȞȓȝȜȒȎȐȎțȖȭ

ǼȤȓțȘȎ

ǸȜȑțȖȠȖȐțȎȭ șȓȘȤȖȖ, 
ȝȞȎȘȠ. ȕȎțȭȠȖȓ
ȜȏȟȡȔȒȓțȖȭ
șȎȏȜȞȎȠȜȞțȩȓ 

ȫȘȕȎȚȓț Ȑ ȘȜțȤȓ ȘȡȞȟȎ
ȠȓȟȠȩ 
ȫȟȟȓ
ȝȞȎȘȠȖȥȓȟȘȜȓ ȜȤȓțȖȐȎțȖȓ
ȞȎȏȜȠȎ țȎ ȜȏȨȓȘȠȎȣ

ǮȢȢȓȘȠȖȐțȎȭ ȘșȖțȖȥȓȟȘȎȭ  
ȞȎȏȜȠȎ
ȟȓȚȖțȎȞ
ȑȞȡȝȝȜȐȎȭ ȞȎȏȜȠȎ
ȝȞȓȕȓțȠȎȤȖȭ

ȘșȖțȖȥȓȟȘȎȭ ȝȞȎȘȠȖȘȎ

ȝȞȓȕȓțȠȎȤȖȭ
ȝȞȜȓȘȠ
ȝȞȓȕȓțȠȎȤȖȭ Ȑ ȝȎȞȓ, 
ȑȞȡȝȝȜȐȎȭ ȝȞȓȕȓțȠȎȤȖȭ

ǽȟȖȣȜȚȜȠȜȞțȎȭ ȜȏȧȎȭ ȜȤȓțȘȎ 

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                                   ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?

țȓȜȏȣȜȒȖȚȜȓ ȟȜȜȠȐȓȠȟȠȐȖȓ ȚȓȔȒȡ ǾǼ, ȜȏȡȥȓțȖȓȚ & ȜȤȓțȘȜȗ 

ǲȓȚȜțȟȠȞȖȞȜȐȎțȖȓ 
ǵțȎțȖȓ

ǽȜțȖȚȎțȖȓ
ǶȟȝȜșȪȕȜȐȎțȖȓ

ǮțȎșȖȕ
ǿȖțȠȓȕ

ǼȤȓțȖȐȎțȖȓ

ǶțȠȓȑȞȎȤȖȭ
ȡȏȓȔȒȓțȖȗ, ȖȒȓȗ & 

ȜȠțȜȦȓțȖȭ

ǼȏȞȓȠȓțȖȓ 
ȢȖȕȖȥȓȟȘȖȣ 

țȎȐȩȘȜȐ



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I              ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?

ǽȜșȜȔȖȠȓșȪțȎȭ ȝȞȎȘȠȖȘȎ ǾǼ & ȜȤȓțȘȖ

https://www.nvao.net/system/files/pdf/Programme%20with%20Cas

e%20Studies-Presenters-List%20of%20Participants.pdf

https://www.nvao.net/peer_learning_event



ȞȎȕȞȎȏȜȠȘȎ ȡȥȓȏțȩȣ ȘȡȞȟȜȐ & 

ǼǸ ǼȝȞȓȒȓșȖȠȓ ȤȓșȖ & 

ȕȎȒȎȥȖ

ǽȖȦȖȠȓ ǾǼ ȖȟȝȜșȪȕȡȭ
ȞȡȘȜȐȜȒȟȠȐȎ

ǰȩȞȎȏȜȠȎȗȠȓ ȟȠȞȎȠȓȑȖȬ 
ȝȞȓȝȜȒȎȐȎțȖȭ & ȜȏȡȥȓțȖȭ Ȓșȭ 

ȒȜȟȠȖȔȓțȖȭ ȟȠȡȒȓțȠȎȚȖ ǾǼ

ǾȎȕȞȎȏȜȠȎȗȠȓ ȚȓȠȜȒ 
ȜȤȓțȖȐȎțȖȭ, ȝȜȕȐȜșȭȬȧȖȗ 

ȡȏȓȒȖȠȪȟȭ, ȥȠȜ ǾǼ ȒȜȟȠȖȑȎȬȠȟȭ

ǳȟșȖ țȓȜȏȣȜȒȖȚȜ ȚȓțȭȗȠȓ 
ȟȜȒȓȞȔȎțȖȓ ȚȜȒȡșȭ & 

ȜȤȓțȖȐȎțȖȭ Ȑ ȟȐȓȠȓ ȜȏȞȎȠțȜȗ 
ȟȐȭȕȖ

P

D

C

ɋɞɟɥɚɣɬɟ  ɊО ɀИȼɕɆИ 
ɫɭщɟɫɬɜɚɦɢ, 
ɫɮɨɪɦɭɥɢɪɨɜɚɧɧыɦɢ 
ɡɚɢɧɬɟɪɟɫɨɜɚɧɧыɦɢ 
ɫɬɨɪɨɧɚɦɢ, ɨɛщɢɦɢ ɞɥɹ 
ɜɫɟɣ ɤɨɦɚɧɞы, ɢ 
ɮɨɪɦɢɪɭɸщɢɦɢ ɦɟɬɨɞы 
ɩɪɟɩɨɞɚɜɚɧɢɹ, ɨɛɭɱɟɧɢɹ ɢ 
ɨɰɟɧɤɢ ɫɨɨɬɜɟɬɫɬɜɟɧɧɨ!

A

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?



course design & QA

Duclan Kennedy (2007)

Identify aims & objectives

Write LOs using guidelines

Develop a teaching & learning

strategy

to enable students to achieve the 

LOs

Design assessment method to test

If LOs have been achieved

If necessary modify module 

content & 

Assessment in light of feedback

P

D

C

Make of the LO living things

that are formulated by the 

stakeholders, shared by the 

whole team and shape the 

teaching, learning and

assessment forms !

A

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I  ǸȎȘ ȖȕȚȓȞȭȠȪ ȘȎȥȓȟȠȐȜ?



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                                                   ȘȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?

Улу̸̹е̛̦е по̭̬ед̭тво̥ ̛̥̚е̬е̛̦я (ВОК)

ǿȠȎȐȭ ȤȓșȖ, 
ȖȕȚȓȞȖȚȩȓ 

ȥȓȞȓȕ KPI

ǶȕȚȓȞȭȭ 
ȞȓȎșȖȕȎȤȖȬ 
ȝȜȟȞȓȒȟȠȐȜȚ 

KPI

ǿȠȎȐȭ țȜȐȩȓ 
ȖȕȚȓȞȖȚȩȓ ȤȓșȖ, 

ȖȕȐșȓȥȓțțȩȓ Ȗȕ 
ȝȞȓȒȩȒȡȧȖȣ 

ȜȤȓțȜȘ

ǼȝȖȟȩȐȎȭ
ȜȔȖȒȎȓȚȩȓ

ǾǼ

ǼȝȖȟȩȐȎȭ țȜȐȩȓ 
ȜȔȖȒȎȓȚȩȓ ǾǼ, 
ȘȜȠȜȞȩȓ ȏȡȒȡȠ 

șȡȥȦȓ Ȓșȭ 
ȕȎȖțȠȓȞȓȟȜȐȎțțȩȣ 

ȟȠȜȞȜț 

ǼȤȓțȖȐȎȭ 
ȒȜȟȠȖȔȓțȖȓ 

ȜȔȖȒȎȓȚȩȣ ǾǼ



ǰțȓȦ. ǼǸ: ȐțȓȦțȖȗ ȜȏȕȜȞ ȟ ȞȓȘȜȚȓțȒȎȤȖȭȚȖ 
ȝȜ ȐțȓȦțȖȚ ȟȠȎțȒȎȞȠȎȚ Ȗ ȜȢȖȤȖȎșȪțȜȓ 

ȝȞȖȕțȎțȖȓ ȎȘȘȞȓȒȖȠȎȤȖȖ

ǰǼǸ: ȤȓșȖ SMART ȖȟȣȜȒȭȠ Ȗȕ ȚȖȟȟȖȖ Ȗ ȟȠȞȎȠȓȑȖȖ 
ȝȜȟȞȓȒȟȠȐȜȚ ȝșȎțȜȐ ȒȓȗȟȠȐȖȗ Ȗ ȚȜțȖȠȜȞȖțȑȎ ȝȡȠȓȚ 

ȖȕȚȓȞȓțȖȭ ȞȓȎșȖȕȎȤȖȖ ȖțȒȖȘȎȠȜȞȎȚȖ

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I  ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?
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ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I ǸȎȘ ȖȕȚȓȞȖȠȪ ȘȎȥȓȟȠȐȜ?

ǾȎȕ-

ȚȩȦșȓțȖȓ 
Ȗ ȎțȎșȖȕ 

ǼȏȡȥȎȬȧȖȓ 
ȟȜȜȏȧȓȟȠȐȎ Ȗ 

ȜȏȡȥȎȬȧȖȓ ȟȓȠȖ

ǿȜȐȚȓȟȠțȜȓ ȞȡȘȜȐȜȒȟȠȐȜ Ȗ ȖțȐȓȟȠȖȤȖȖ:
ȝȞȓȝȜȒȎȐȎȠȓșȖ, ȟȠȡȒȓțȠȩ, ȝȞȎȐȖȠȓșȪȟȠȐȜ 

& ȜȏȧȓȟȠȐȓțțȩȗ /ȥȎȟȠțȩȗ ȟȓȘȠȜȞ 
(ȞȎȕȐȖȠȖȓ ȚȓȟȠțȩȣ ȜȏȧȓȟȠȐȓțțȩȣ 

ȟȠȞȡȘȠȡȞ )

ВȒȜȣțȜȐșȭȬȧȓȓ Ȗ ȖțȘșȬȕȖȐțȜȓ ȐȖȒȓțȖȓ, 
ȘȜȠȜȞȜȓ ȜȏȨȓȒȖțȭȓȠ șȬȒȓȗ ȟ ȤȓșьȬ 

ȒȜȟȠȖȔȓțȖȭ Ȝȏȧȓȗ ȤȓșȖ



(SCL)

in relation to

Learning Outcomes (LO) 

&

Quality Assurance (QA)

Lucien Bollaert

International QA expert

BFUG

7 March 2016

Amsterdam

ǯȁǲȁȇǳǳ ǼǯǳǿǽǳȅǳǻǶȍ ǸǮȅǳǿȀǰǮ
ȅȎȟȠȪ 1

ǰȩȐȜȒȩ: ȑȜȠȜȐȩ Ș 
ȖȕȚȓțȓțȖȭȚ?

ǹȬȟȪȓț ǯȜșșȎȓȞȠ
ǻȓȕȎȐȖȟȖȚȩȗ ȚȓȔȒȡțȎȞȜȒțȩȗ ȫȘȟȝȓȞȠ Ȑ ȜȏșȎȟȠȖ 

ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ
ȝȞȖȑșȎȦȓțțȩȗ ȝȞȜȢȓȟȟȜȞ | ȥșȓț ȝȞȎȐșȓțȖȭ QAAs

ǿȓȚȖțȎȞ IQAA ȝȜ ȜȏȓȟȝȓȥȓțȖȬ ȘȎȥȓȟȠȐȎ
6 ȎȝȞȓșȭ 2018

ǮȟȠȎțȎ | ǸȎȕȎȣȟȠȎț



ǶȕȚȓȞȓțȖȭ ȘȎȥȓȟȠȐȎ Ȗ QA(1)

ǱǹǼǯǮǹȊǻǼǳ ǼǯȇǳǿȀǰǼ

GLOBAL SOCIETY

ǸȜȚȝȓȠȓțȤȖȖ 21 ȐȓȘȎ
ȖȟȟșȓȒȜȐȎțȖȭ & ȖțțȜȐȎȤȖȖ

ȡȟșȡȑȖ ȜȏȧȓȟȠȐȡ

ȐȘșȎȒ ȝȞȜȤȓȟȟȩ ȞȓȕȡșȪȠȎȠ

ǼǸ (ȚȓțȓȒȔȚȓțȠ ) ȟȖȟȠȓȚȩ

ȚȖȟȟȖȭ/ȐȐȜȒ
ǾǼ ȒȜȟȠ.ǾǼ/Ȟȓȕȡ

șȪȠȎȠȩ

ȚȓȠȜȒȜșȜȑȖȭ
ǶțȟȠȞȡȚȓțȠȩ 

ǼȟțȜȐȜȝȜșȎȑȎȬȧȖȓ ȝȞȖțȤȖȝȩ
ǼȟțȜȐȜȝȜșȎȑȎȬȧȖȓ ȤȓțțȜȟȠȖ

Ǹ ȁ ǹ Ȋ Ȁ ȁ Ǿ Ǯ Ș Ǯ ȅ ǳ ǿ Ȁ ǰ Ǯ

ǸǮȅǳǿȀǰǼ

ǿȠȡȒȓțȠȩ

ȝȞȓȝȜȒȎȐȎȠȓșȪ ȟȞȓȒȎ 
ȜȏȡȥȓțȖȭ

IQF

NQF
ǰȘșȎȒ 

ǾǼ

NQF

IQF

ȒȜȟȠ.Ǿ
Ǽ

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I                                           ǰȩȐȜȒȩ: ȑȜȠȜȐȩ Ș ȖȕȚȓțȓțȖȭȚ?
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ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I ǰȩȐȜȒȩ:  ȑȜȠȜȐȩ Ș ȖȕȚȓțȓțȖȭȚ?

ǾȎȕ-

ȚȩȦșȓțȖȓ 
Ȗ ȎțȎșȖȕ 

ǼȏȡȥȎȬȧȖȓ 
ȟȜȜȏȧȓȟȠȐȎ Ȗ 

ȜȏȡȥȎȬȧȖȓ ȟȓȠȖ

ǿȜȐȚȓȟȠțȜȓ ȞȡȘȜȐȜȒȟȠȐȜ Ȗ ȖțȐȓȟȠȖȤȖȖ:
ȝȞȓȝȜȒȎȐȎȠȓșȖ, ȟȠȡȒȓțȠȩ, ȝȞȎȐȖȠȓșȪȟȠȐȜ 

& ȜȏȧȓȟȠȐȓțțȩȗ /ȥȎȟȠțȩȗ ȟȓȘȠȜȞ 
(ȞȎȕȐȖȠȖȓ ȚȓȟȠțȩȣ ȜȏȧȓȟȠȐȓțțȩȣ 

ȟȠȞȡȘȠȡȞ )

ВȒȜȣțȜȐșȭȬȧȓȓ Ȗ ȖțȘșȬȕȖȐțȜȓ ȐȖȒȓțȖȓ, 
ȘȜȠȜȞȜȓ ȜȏȨȓȒȖțȭȓȠ șȬȒȓȗ ȟ ȤȓșьȬ 

ȒȜȟȠȖȔȓțȖȭ Ȝȏȧȓȗ ȤȓșȖ
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ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ǰǼ I ǰȩȐȜȒȩ:  ȑȜȠȜȐȩ Ș ȖȕȚȓțȓțȖȭȚ?

ǾȎȕ-

ȚȩȦșȓțȖȓ 
Ȗ ȎțȎșȖȕ 

ǼȏȡȥȎȬȧȖȓ 
ȟȜȜȏȧȓȟȠȐȎ Ȗ 

ȜȏȡȥȎȬȧȖȓ ȟȓȠȖ

ǿȜȐȚȓȟȠțȜȓ ȞȡȘȜȐȜȒȟȠȐȜ Ȗ ȖțȐȓȟȠȖȤȖȖ:
ȝȞȓȝȜȒȎȐȎȠȓșȖ, ȟȠȡȒȓțȠȩ, ȝȞȎȐȖȠȓșȪȟȠȐȜ 

& ȜȏȧȓȟȠȐȓțțȩȗ /ȥȎȟȠțȩȗ ȟȓȘȠȜȞ 
(ȞȎȕȐȖȠȖȓ ȚȓȟȠțȩȣ ȜȏȧȓȟȠȐȓțțȩȣ 

ȟȠȞȡȘȠȡȞ )

ВȒȜȣțȜȐșȭȬȧȓȓ Ȗ ȖțȘșȬȕȖȐțȜȓ ȐȖȒȓțȖȓ, 
ȘȜȠȜȞȜȓ ȜȏȨȓȒȖțȭȓȠ șȬȒȓȗ ȟ ȤȓșьȬ 

ȒȜȟȠȖȔȓțȖȭ Ȝȏȧȓȗ ȤȓșȖ



țȡȔȒȎȓȚȟȭ Ȑ țȜȐȜȚ ȝȜȘȜșȓțȖȖ  ǼǸ?

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ  Ȑ ȐȡȕȎȣ I ǰȩȐȜȒȩ: ȑȜȠȜȐȩ Ș ȖȕȚȓțȓțȖȭȚ?



țȡȔȒȎȓȚȟȭ Ȑ țȜȐȜȚ ȝȜȘȜșȓțȖȖ  ǼǸ?

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ  Ȑ ȐȡȕȎȣ I ǰȩȐȜȒȩ: ȑȜȠȜȐȩ Ș ȖȕȚȓțȓțȖȭȚ?



ǻȜȐȜȓ ȝȜȘȜșȓțȖȓ ȘȎȥȓȟȠȐȓțțȩȣ ȐȡȕȜȐ & ǼǸ
 ǿȜȕȒȎȗȠȓ țȜȐȜȓ ȐȖȒȓțȖȓ & ȚȖȟȟȖȬ, ȕȎȒȎȐȎȭ ȐȜȝȞȜȟ 

ǽǼȅǳǺȁ? ǿȜ ȐȟȓȚȖ ȕȎȖțȠȓȞȓȟȜȐȎțțȩȚȖ ȟȠȜȞȜțȎȚȖ
 ǽȓȞȓȐȓȒȖȠȓ ȟȐȜȬ ȚȖȟȟȖȬ Ȑ ȟȠȞȎȠȓȑȖȬ, ȝȜȒȑȜȠȜȐȖȐ 

ȑȜȒȜȐȜȗ ȝșȎț ȒȓȗȟȠȐȖȗ ȟ ȖțȒȖȘȎȠȜȞȎȚȖ KPI

 ǶȟȝȜșȪȕȡȗȠȓ ȘȜșȖȥȓȟȠȐȓțțȩȓ Ȗ ȘȎȥȓȟȠȐȓțțȩȓ KPI Ȗ 
șȓȔȎȧȖȓ Ȑ ȜȟțȜȐȓ ȖțȒȖȘȎȠȜȞȩ

 ǰȐȓȒȖȠȓ ȚȓȞȩ ȝȜ ȞȓȎșȖȕȎȤȖȖ ȟȠȞȎȠȓȑȖȬ ǼȁǸ (TQM)

 ǻȜ țȖȘȜȑȒȎ țȓ ȕȎȏȩȐȎȗȠȓ ȟȜȟȞȓȒȜȠȜȥȖȠȪȟȭ țȎ ȜȟțȜȐțȩȣ 
ȝȞȜȤȓȟȟȎȣ Ȗ ȎȘȠȓȞȎȣ, Ȏ ȠȎȘȔȓ țȎ Ȗȣ ȘȎȥȓȟȠȐȓțțȜȗ 
ȘȡșȪȠȡȞȓ (ȘȡșȪȠȡȞȎȣ) ȟȜ ȐȟȓȚȖ ȕȎȖțȠȓȞȓȟȜȐȎțțȩȚȖ 
ȟȠȜȞȜțȎȚȖ

 Ƕ ȁȅǶȀǳǿȊ ǻǮ ǼȆǶǯǸǮȃ, ȅȀǼǯȉ ȁǹȁȅȆǶȀȊǿȍ

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ȐȡȕȎȣ I                                                        ǰȩȐȜȒȩ: ȑȜȠȜȐȩ Ș ȖȕȚȓțȓțȖȭȚ?



ǻȜȐȜȓ ȝȜȘȜșȓțȖȓ ȐȡȕȜȐ ȐȩȟȜȘȜȑȜ ȘȎȥȓȟȠȐȎ & ǼǸ
 ǿȜȕȒȎȗȠȓ țȜȐȜȓ ȐȖȒȓțȖȓ & ȚȖȟȟȖȬ, ȕȎȒȎȐȎȭ ȐȜȝȞȜȟ ǽǼȅǳǺȁ? ǿȜ 

ȐȟȓȚȖ ȕȎȖțȠȓȞȓȟȜȐȎțțȩȚȖ ȟȠȜȞȜțȎȚȖ
 ǽȓȞȓȐȓȒȖȠȓ ȟȐȜȬ ȚȖȟȟȖȬ Ȑ ȟȠȞȎȠȓȑȖȬ, ȝȜȒȑȜȠȜȐȖȐ ȑȜȒȜȐȜȗ ȝșȎț 

ȒȓȗȟȠȐȖȗ ȟ ȖțȒȖȘȎȠȜȞȎȚȖ KPI

 ǶȟȝȜșȪȕȡȗȠȓ ȘȜșȖȥȓȟȠȐȓțțȩȓ Ȗ ȘȎȥȓȟȠȐȓțțȩȓ KPI Ȗ șȓȔȎȧȖȓ Ȑ ȜȟțȜȐȓ 
ȖțȒȖȘȎȠȜȞȩ

 ǰȐȓȒȖȠȓ ȚȓȞȩ ȝȜ ȞȓȎșȖȕȎȤȖȖ ȟȠȞȎȠȓȑȖȬ ǼȁǸ (TQM)

 ǻȜ țȖȘȜȑȒȎ țȓ ȕȎȏȩȐȎȗȠȓ ȟȜȟȞȓȒȜȠȜȥȖȠȪȟȭ țȎ ȜȟțȜȐțȩȣ ȝȞȜȤȓȟȟȎȣ Ȗ 
ȎȘȠȓȞȎȣ, Ȏ ȠȎȘȔȓ țȎ Ȗȣ ȘȎȥȓȟȠȐȓțțȜȗ ȘȡșȪȠȡȞȓ (ȘȡșȪȠȡȞȎȣ) ȟȜ ȐȟȓȚȖ 
ȕȎȖțȠȓȞȓȟȜȐȎțțȩȚȖ ȟȠȜȞȜțȎȚȖ

 Ƕ ȁȅǶȀǳǿȊ ǻǮ ǼȆǶǯǸǮȃ, ȅȀǼǯȉ ȁǹȁȅȆǶȀȊǿȍ

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ȐȡȕȎȣ I                                                        ǰȩȐȜȒȩ: ȑȜȠȜȐȩ Ș ȖȕȚȓțȓțȖȭȚ?



ǶȕȚȓȞȭȗȠȓ ȚȡȒȞȜ
 ǵțȎȠȪ ȥȠȜ țȡȔțȜ ȖȕȚȓȞȭȠȪ – ȫȠȜ ȠȜșȪȘȜ ȝȓȞȐȩȗ 

ȦȎȑ …
 ȘȎȘ ȟȒȓșȎȠȪ  ȫȠȜ ȝȞȎȐȖșȪțȜ – ȫȠȜ ȟșȓȒȡȬȧȖȗ.

 ǾȓȦȖȠȪ ȥȠȜ țȡȔȒȎȓȠȟȭ Ȑ ȖȕȚȓȞȓțȖȖ – ȫȠȜ ȥȠȜ-ȠȜ 
ȐȞȜȒȓ țȎȡȘȖ; 

ȞȓȦȖȠȪ ȘȎȘ ȖȕȚȓȞȖȠȪ ȜȟȠȎȓȠȟȭ ȖȟȘȡȟȟȠȐȜȚ.

ǼȞȑȎțȖȕȎȤȖȖ ȥȎȟȠȜ ȟȠȞȜȭȠ ȟșȜȔțȩȓ ȚȓȣȎțȖȕȚȩ 
Ȓșȭ ȝȜȒȟȥȓȠȎ ȝȜȘȎȕȎȠȓșȓȗ, ȘȜȑȒȎ, ȐȜ ȚțȜȑȖȣ 
ȟșȡȥȎȭȣ, ȝȞȜȧȓ Ȗ ȒȜȟȠȎȠȜȥțȜ ȖȟȝȜșȪȕȜȐȎȠȪ ȜȒȖț.

ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȓ ȘȎȥȓȟȠȐȎ Ȑ ȐȡȕȎȣ I ǰȩȐȜȒȩ: ȑȜȠȜȐȩ Ș ȖȕȚȓțȓțȖȭȚ?



ǯȡȒȡȧȓȓ ȜȏȓȟȝȓȥȓțȖȭ ȘȎȥȓȟȠȐȎ Ȑ ȐȡȕȎȣ I ǰȩȐȜȒȩ: ȑȜȠȜȐȩ Ș ȖȕȚȓțȓțȖȭȚ?



ǿǽǮǿǶǯǼ

ǰȜȝȞȜȟȩ & ȜȠȐȓȠȩ



ǿǽǮǿǶǯǼ

ǰȜȝȞȜȟȩ & ȜȠȐȓȠȩ


