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The decision-making methods: 

Delphi method (from the Greek city of Delphi) is based on the decision-making by multi-

level procedure of the survey. After each round of the survey data are finalized, the obtained results 

are reported to experts with determining placement assessments. 

The method of modeling. Model is a scheme of some phenomenon, the sample of some 

phenomenon in a particular situation. Modeling is a study on models of the processes, which take 

place in real life, which are inconvenient to study in the natural conditions. 

The method of "kinchisyo" is used by Japanese organizations. The essence of this method is 

in the fact that the draft decision is given to the people on the list drawn up by the manager. Each of 

them should review it and provide his remarks in writing [2]. 

The management decision-making is a very important factor in the activity of any modern 

company. The economic prosperity of the company is hardly possible without proper management 

decision-making and effective leadership. 
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ɇɟɜɿɞ'єɦɧɨɸ ɫɤɥɚɞɨɜɨɸ ɫɬɚɥɨɝɨ ɪɨɡɜɢɬɤɭ ɍɤɪɚʀɧɢ є ɫɬɜɨɪɟɧɧɹ ɬɚ ɮɭɧɤɰɿɨɧɭɜɚɧɧɹ 
ɟɮɟɤɬɢɜɧɨʀ ɫɢɫɬɟɦɢ ɞɟɪɠɚɜɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ, ɝɨɥɨɜɧɢɦɢ ɡɚɜɞɚɧɧɹɦɢ ɹɤɨʀ є ɡɚɩɪɨɜɚɞɠɟɧɧɹ 
ɧɨɜɨʀ ɿɞɟɨɥɨɝɿʀ ɮɭɧɤɰɿɨɧɭɜɚɧɧɹ ɜɢɤɨɧɚɜɱɨʀ ɜɥɚɞɢ ɣ ɦɿɫɰɟɜɨɝɨ ɫɚɦɨɜɪɹɞɭɜɚɧɧɹ, ɡɚɛɟɡɩɟɱɟɧɧɹ 
ɩɪɚɜ ɿ ɫɜɨɛɨɞ ɝɪɨɦɚɞɹɧ, ɧɚɞɚɧɧɹ ɹɤɿɫɧɢɯ ɞɟɪɠɚɜɧɢɯ ɬɚ ɝɪɨɦɚɞɫɶɤɢɯ ɩɨɫɥɭɝ. ɉɨɫɥɚɛɥɟɧɧɹ 
ɤɟɪɨɜɚɧɨɫɬɿ ɫɭɫɩɿɥɶɧɢɦɢ ɩɪɨɰɟɫɚɦɢ, ɧɢɡɶɤɚ ɹɤɿɫɬɶ ɭɩɪɚɜɥɿɧɫɶɤɢɯ ɩɨɫɥɭɝ, ɧɟɟɮɟɤɬɢɜɧɟ 
ɜɢɤɨɪɢɫɬɚɧɧɹ ɤɨɲɬɿɜ ɩɥɚɬɧɢɤɿɜ ɩɨɞɚɬɤɿɜ, ɧɢɡɶɤɢɣ ɪɿɜɟɧɶ ɞɨɜɿɪɢ ɧɚɫɟɥɟɧɧɹ ɞɨ ɨɪɝɚɧɿɜ 
ɞɟɪɠɚɜɧɨʀ ɜɥɚɞɢ є ɬɢɦɢ ɮɚɤɬɨɪɚɦɢ, ɹɤɿ ɜɢɡɧɚɱɚɸɬɶ ɧɟɨɛɯɿɞɧɿɫɬɶ ɭɞɨɫɤɨɧɚɥɟɧɧɹ ɫɢɫɬɟɦɢ 

ɩɭɛɥɿɱɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɜ ɍɤɪɚʀɧɿ ɜɡɚɝɚɥɿ ɬɚ ɞɟɪɠɚɜɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɡɨɤɪɟɦɚ. ɉɪɢ ɰɶɨɦɭ 
ɞɨɰɿɥɶɧɨ ɫɤɨɪɢɫɬɚɬɢɫɹ ɞɨɫɜɿɞɨɦ ɪɟɮɨɪɦɭɜɚɧɧɹ ɞɟɪɠɚɜɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɜ ɡɚɪɭɛɿɠɧɢɯ ɤɪɚʀɧɚɯ, 
ɳɨ ɞɚɫɬɶ ɡɦɨɝɭ ɹɤ ɞɨɫɥɿɞɢɬɢ ɤɪɚɳɿ ɫɜɿɬɨɜɿ ɩɪɚɤɬɢɤɢ ɭ ɰɿɣ ɫɮɟɪɿ ɬɚ ɜɢɡɧɚɱɢɬɢ ɩɟɪɫɩɟɤɬɢɜɢ ʀɯ 
ɚɞɚɩɬɚɰɿʀ ɞɨ ɜɿɬɱɢɡɧɹɧɢɯ ɭɦɨɜ, ɬɚɤ ɿ ɭɧɢɤɧɭɬɢ ɩɟɜɧɢɯ ɧɟɝɚɬɢɜɧɢɯ ɧɚɫɥɿɞɤɿɜ ɪɟɨɪɝɚɧɿɡɚɰɿʀ 
ɫɢɫɬɟɦɢ ɞɟɪɠɚɜɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɜ ɧɚɲɿɣ ɞɟɪɠɚɜɿ. 

ɇɨɜɿɬɧɿ ɦɨɞɟɥɿ ɩɭɛɥɿɱɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɨɪɿєɧɬɨɜɚɧɿ ɩɟɪɟɞɭɫɿɦ ɧɚ ɬɟ, ɳɨɛ ɫɬɜɨɪɢɬɢ 

ɝɧɭɱɤɭ ɣ ɪɟɡɭɥɶɬɚɬɢɜɧɭ ɪɢɧɤɨɜɨ-ɨɪɿєɧɬɨɜɧɭ ɫɢɫɬɟɦɭ, ɫɬɪɚɬɟɝɿɱɧɨ ɫɩɪɹɦɨɜɚɧɭ ɧɚ ɤɥɿєɧɬɚ-
ɝɪɨɦɚɞɹɧɢɧɚ. ɇɚ ɡɦɿɧɭ ɚɞɦɿɧɿɫɬɪɭɜɚɧɧɸ ɦɚє ɩɪɢɣɬɢ ɦɟɧɟɞɠɦɟɧɬ ɡ ɣɨɝɨ ɿɞɟɨɥɨɝɿєɸ, 

ɦɟɬɨɞɨɥɨɝɿєɸ, ɩɟɪɟɞɨɜɢɦɢ ɩɿɞɯɨɞɚɦɢ ɬɚ ɬɟɯɧɿɤɨɸ. Ɉɞɧɢɦ ɿɡ ɧɚɣɜɚɠɥɢɜɿɲɢɯ ɡɚɜɞɚɧɶ є 
ɜɩɪɨɜɚɞɠɟɧɧɹ ɫɬɚɧɞɚɪɬɿɜ ɳɨɞɨ ɨɰɿɧɸɜɚɧɧɹ ɹɤɨɫɬɿ ɧɚɞɚɧɧɹ ɩɨɫɥɭɝ ɧɚɫɟɥɟɧɧɸ. 

ɋɢɫɬɟɦɚ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɫɬɜɨɪɟɧɚ ɜɿɞɩɨɜɿɞɧɨ ɞɨ ɦɿɠɧɚɪɨɞɧɢɯ ɫɬɚɧɞɚɪɬɿɜ ISO ɫɟɪɿʀ 
9000, ɫɩɪɹɦɨɜɚɧɚ ɧɚ ɡɚɛɟɡɩɟɱɟɧɧɹ ɜɢɫɨɤɨʀ ɹɤɨɫɬɿ ɩɪɨɞɭɤɰɿʀ, ɩɪɨɰɟɫɿɜ, ɪɨɛɿɬ ɿ ɩɨɫɥɭɝ, ɳɨ 
ɡɚɡɧɚɱɟɧɨ ɭ ɉɪɨɝɪɚɦɿ ɡɚɩɪɨɜɚɞɠɟɧɧɹ ɫɢɫɬɟɦɢ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɜ ɨɪɝɚɧɚɯ ɜɢɤɨɧɚɜɱɨʀ ɜɥɚɞɢ 

(ɞɚɥɿ – ɉɪɨɝɪɚɦɢ), ɹɤɚ ɛɭɥɚ ɡɚɬɜɟɪɞɠɟɧɚ ɩɨɫɬɚɧɨɜɨɸ Ʉɚɛɿɧɟɬɭ Ɇɿɧɿɫɬɪɿɜ ɍɤɪɚʀɧɢ ɜɿɞ 
11 ɬɪɚɜɧɹ 2006 ɪ. № 614. 
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ɇɟɨɛɯɿɞɧɿɫɬɶ ɪɨɡɪɨɛɥɟɧɧɹ ɰɿєʀ ɉɪɨɝɪɚɦɢ ɨɛɭɦɨɜɥɟɧɚ: ɜɿɞɫɭɬɧɿɫɬɸ єɞɢɧɢɯ ɞɥɹ ɜɫɿɯ 
ɨɪɝɚɧɿɜ ɜɢɤɨɧɚɜɱɨʀ ɜɥɚɞɢ ɫɬɚɧɞɚɪɬɿɜ ɿ ɩɪɨɰɟɞɭɪ ɞɿɹɥɶɧɨɫɬɿ; ɧɟɞɨɫɬɚɬɧɶɨɸ ɨɪɿєɧɬɨɜɚɧɿɫɬɸ 

ɞɿɹɥɶɧɨɫɬɿ ɨɪɝɚɧɿɜ ɜɢɤɨɧɚɜɱɨʀ ɜɥɚɞɢ ɧɚ ɡɚɞɨɜɨɥɟɧɧɹ ɩɨɬɪɟɛ ɫɩɨɠɢɜɚɱɿɜ, ɡɨɤɪɟɦɚ ɭ ɫɮɟɪɿ 
ɧɚɞɚɧɧɹ ɩɨɫɥɭɝ; ɧɢɡɤɨɸ ɹɤɿɫɬɸ ɡɧɚɱɧɨɸ ɤɿɥɶɤɿɫɬɸ ɩɨɫɥɭɝ, ɳɨ ɧɚɞɚɸɬɶɫɹ ɨɪɝɚɧɚɦɢ 

ɜɢɤɨɧɚɜɱɨʀ ɜɥɚɞɢ; ɩɨɬɪɟɛɨɸ ɭ ɡɞɿɣɫɧɟɧɧɿ ɞɨɞɚɬɤɨɜɢɯ ɡɚɯɨɞɿɜ ɳɨɞɨ ɡɚɩɨɛɿɝɚɧɧɹ ɩɪɨɹɜɚɦ 

ɤɨɪɭɩɰɿʀ ɫɟɪɟɞ ɩɨɫɚɞɨɜɢɯ ɨɫɿɛ, ɭɩɨɜɧɨɜɚɠɟɧɢɯ ɧɚ ɜɢɤɨɧɚɧɧɹ ɮɭɧɤɰɿɣ ɞɟɪɠɚɜɢ. 

ɋɬɚɧɞɚɪɬɢ ISO 9000 ɫɯɜɚɥɟɧɨ ɬɚ ɜɜɟɞɟɧɨ ɜ ɞɿɸ ɜ 1987 ɪɨɰɿ. Ɋɚɡɨɦ ɡ ɪɚɧɿɲɟ ɩɪɢɣɧɹɬɢɦ 

ɬɟɪɦɿɧɨɥɨɝɿɱɧɢɦ ɫɬɚɧɞɚɪɬɨɦ ISO 8402 ɜɨɧɢ ɭɬɜɨɪɢɥɢ ɨɫɧɨɜɨɩɨɥɨɠɧɢɣ ɤɨɦɩɥɟɤɫ 
ɦɿɠɧɚɪɨɞɧɢɯ ɞɨɤɭɦɟɧɬɿɜ ɡ ɹɤɨɫɬɿ, ɨɯɨɩɥɸɸɱɢ ɩɪɚɤɬɢɱɧɨ ɜɫɿ ɦɨɠɥɢɜɿ ɫɮɟɪɢ ɜɢɤɨɪɢɫɬɚɧɧɹ. 

Ⱦɪɭɝɚ ɜɟɪɫɿɹ ɰɢɯ ɫɬɚɧɞɚɪɬɿɜ ɛɭɥɚ ɜɩɪɨɜɚɞɠɟɧɚ ɜ 1994 ɪɨɰɿ. ȼɨɧɚ ɜɿɞɨɛɪɚɠɚɥɚ ɩɪɨɝɪɟɫ 
ɭ ɫɮɟɪɿ ɦɟɧɟɞɠɦɟɧɬɭ ɹɤɨɫɬɿ ɿ ɧɚɤɨɩɢɱɟɧɢɣ ɡɚ 7 ɪɨɤɿɜ ɩɪɚɤɬɢɱɧɢɣ ɞɨɫɜɿɞ ɜɢɤɨɪɢɫɬɚɧɧɹ 
ɩɟɪɲɨʀ ɜɟɪɫɿʀ ɫɬɚɧɞɚɪɬɿɜ. 

ɋɬɚɧɞɚɪɬɢ ɫɟɪɿʀ 9000 ɡɪɚɡɭ ɠ ɨɬɪɢɦɚɥɢ ɜɫɟɫɜɿɬɧє ɜɢɡɧɚɧɧɹ ɿ ɫɬɚɥɢ ɨɞɧɢɦɢ ɡ 
ɧɚɣɩɨɩɭɥɹɪɧɿɲɢɯ ɞɨɤɭɦɟɧɬɿɜ ISO ɩɨɫɤɿɥɶɤɢ ɜɨɧɢ ɦɿɫɬɢɥɢ ɩɟɪɟɜɿɪɟɧɿ ɱɚɫɨɦ ɤɨɧɰɟɩɰɿʀ 
ɜɧɭɬɪɿɲɧɶɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɬɚ ɦɨɞɟɥɿ ɡɨɜɧɿɲɧɶɨɝɨ ɡɚɛɟɡɩɟɱɟɧɧɹ ɹɤɨɫɬɿ; ɫɬɚɧɞɚɪɬɢ 

ɡɚɞɨɜɨɥɶɧɹɥɢ ɡɪɨɫɬɚɸɱɿ ɩɨɬɪɟɛɢ ɦɿɠɧɚɪɨɞɧɨɝɨ ɦɟɧɟɞɠɦɟɧɬɭ ɹɤɨɫɬɿ ɿ ɲɢɪɨɤɨ 
ɜɢɤɨɪɢɫɬɨɜɭɜɚɥɢɫɶ ɹɤ ɭɧɿɜɟɪɫɚɥɶɧɢɣ ɿɧɫɬɪɭɦɟɧɬ ɨɰɿɧɸɜɚɧɧɹ ɫɢɫɬɟɦ ɹɤɨɫɬɿ ɿɧɲɨɸ ɫɬɨɪɨɧɨɸ 

[1]. 

ɍ 1998 ɪɨɰɿ ɫɬɚɧɞɚɪɬɢ ISO 9000 ɞɿɹɥɢ ɛɿɥɶɲɟ ɧɿɠ ɭ 90 ɤɪɚʀɧɚɯ ɫɜɿɬɭ ɿ ɛɿɥɶɲɿɫɬɶ ɡ ɧɢɯ, 
ɡɨɤɪɟɦɚ ɿ ɜ ɍɤɪɚʀɧɿ, ɛɭɥɢ ɩɪɢɣɧɹɬɿ ɹɤ ɧɚɰɿɨɧɚɥɶɧɿ. 

ɍ ɝɪɭɞɧɿ 2000 ɪɨɤɭ ɜɜɟɞɟɧɨ ɧɨɜɭ ɜɟɪɫɿɸ ɦɿɠɧɚɪɨɞɧɢɯ ɫɬɚɧɞɚɪɬɿɜ ISO 9000:2000. 

ɉɨɪɿɜɧɹɧɨ ɡ ɩɨɩɟɪɟɞɧɶɨɸ ɜɟɪɫɿєɸ ɫɤɨɪɨɱɟɧɨ ʀɯɧɸ ɡɚɝɚɥɶɧɭ ɤɿɥɶɤɿɫɬɶ ɲɥɹɯɨɦ ɡɥɢɬɬɹ ɪɹɞɭ 
ɫɬɚɧɞɚɪɬɿɜ, ɞɟɹɤɿ ɡ ɧɢɯ ɩɟɪɟɬɜɨɪɟɧɨ ɧɚ ɬɟɯɧɿɱɧɿ ɡɜɿɬɢ, ɞɨɜɿɞɧɢɤɢ ɿ ɦɟɬɨɞɢɱɧɿ ɛɪɨɲɭɪɢ, ɚ ɞɟɹɤɿ 
ɫɬɚɧɞɚɪɬɢ ɜɿɞɦɿɧɟɧɨ.  

Ɇɿɠɧɚɪɨɞɧɢɣ ɞɨɫɜɿɞ ɩɨɤɚɡɭє, ɳɨ ɞɥɹ ɩɨɛɭɞɨɜɢ ɫɢɫɬɟɦɢ ɹɤɨɫɬɿ ɧɚ ɩɿɞɩɪɢєɦɫɬɜɿ 
ɧɚɣɤɪɚɳɢɦ ɪɿɲɟɧɧɹɦ є ɜɢɤɨɪɢɫɬɚɧɧɹ ɫɬɚɧɞɚɪɬɿɜ ISO 9000. Ɂɚɜɞɹɤɢ ɭɧɿɜɟɪɫɚɥɶɧɿɣ ɩɪɢɪɨɞɿ ɰɿ 
ɫɬɚɧɞɚɪɬɢ ɡɧɚɣɲɥɢ ɜɢɤɨɪɢɫɬɚɧɧɹ ɜ ɭɫɿɯ ɛɟɡ ɜɢɧɹɬɤɭ ɝɚɥɭɡɹɯ ɜɢɪɨɛɧɢɰɬɜɚ ɿ ɫɮɟɪɢ ɩɨɫɥɭɝ. 
ɇɟɡɜɚɠɚɸɱɢ ɧɚ ɬɟ, ɳɨ ɧɚ ɫɶɨɝɨɞɧɿ є ɪɿɡɧɿ ɤɨɧɰɟɩɰɿʀ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ, ɜɫɿ ɜɨɧɢ ɬɚɤ ɱɢ ɿɧɚɤɲɟ 
ɛɚɡɭɸɬɶɫɹ ɧɚ ɫɬɚɧɞɚɪɬɚɯ ISO 9000. 

ȼ ɍɤɪɚʀɧɿ ɡɚɫɬɨɫɨɜɭɸɬɶɫɹ ɧɚɫɬɭɩɧɿ ɞɟɪɠɚɜɧɿ ɫɬɚɧɞɚɪɬɢ, ɝɚɪɦɨɧɿɡɨɜɚɧɿ ɡ 
ɦɿɠɧɚɪɨɞɧɢɦɢ ɫɬɚɧɞɚɪɬɚɦɢ: 

– Ⱦɟɪɠɚɜɧɢɣ ɫɬɚɧɞɚɪɬ ɍɤɪɚʀɧɢ ȾɋɌɍ ISO 9000:2007 (ISO 9000:2005, IDT). ɋɢɫɬɟɦɢ 

ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ. Ɉɫɧɨɜɧɿ ɩɨɥɨɠɟɧɧɹ ɬɚ ɫɥɨɜɧɢɤ ɬɟɪɦɿɧɿɜ. ɑɢɧɧɢɣ ɜɿɞ 1.01.2007 ɪɨɤɭ. 

– Ⱦɟɪɠɚɜɧɢɣ ɫɬɚɧɞɚɪɬ ɍɤɪɚʀɧɢ ȾɋɌɍ ISO 9001:2009. ɋɢɫɬɟɦɢ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ. 

ȼɢɦɨɝɢ. ɑɢɧɧɢɣ ɜɿɞ 1.09.2009 ɪɨɤɭ. 
– Ⱦɟɪɠɚɜɧɢɣ ɫɬɚɧɞɚɪɬ ɍɤɪɚʀɧɢ ȾɋɌɍ ISO 9004:2009. ɋɢɫɬɟɦɢ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ. 

ɇɚɫɬɚɧɨɜɢ ɳɨɞɨ ɩɨɥɿɩɲɟɧɧɹ ɞɿɹɥɶɧɨɫɬɿ. ɑɢɧɧɢɣ ɜɿɞ 30.10.2009 ɪɨɤɭ. 
– ȾɋɌɍ ISO 14001:2006 (ISO 14001:2004, IDT). ɋɢɫɬɟɦɢ ɟɤɨɥɨɝɿɱɧɨɝɨ ɤɟɪɭɜɚɧɧɹ. 

ȼɢɦɨɝɢ ɬɚ ɧɚɫɬɚɧɨɜɢ ɳɨɞɨ ɡɚɫɬɨɫɨɜɭɜɚɧɧɹ. 
– ȾɋɌɍ 1.1–2001 Ⱦɟɪɠɚɜɧɚ ɫɢɫɬɟɦɚ ɫɬɚɧɞɚɪɬɢɡɚɰɿʀ. ɋɬɚɧɞɚɪɬɢɡɚɰɿɹ ɬɚ ɫɭɦɿɠɧɿ ɜɢɞɢ 

ɞɿɹɥɶɧɨɫɬɿ. Ɍɟɪɦɿɧɢ ɬɚ ɜɢɡɧɚɱɟɧɧɹ ɨɫɧɨɜɧɢɯ ɩɨɧɹɬɶ [2]. 

Ⱦɨɫɜɿɞ ɭɩɪɨɜɚɞɠɟɧɧɹ ɫɬɚɧɞɚɪɬɿɜ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɜ ɪɨɛɨɬɭ ɨɪɝɚɧɿɜ ɜɥɚɞɢ ɪɿɡɧɢɯ 
ɤɪɚʀɧ ɫɜɿɞɱɢɬɶ ɩɪɨ ɧɟɨɛɯɿɞɧɿɫɬɶ ɪɟɬɟɥɶɧɨɝɨ ɜɢɩɢɫɭɜɚɧɧɹ ɪɨɛɨɱɢɯ ɩɪɨɰɟɞɭɪ, ɤɨɧɬɪɨɥɸ ɡɚ ʀɯ 
ɜɢɤɨɧɚɧɧɹɦ. ȼɚɠɥɢɜɢɦ є ɨɛɨɜ'ɹɡɤɨɜɟ ɩɨɫɬɿɣɧɟ ɭɞɨɫɤɨɧɚɥɟɧɧɹ, ɩɨɜ'ɹɡɚɧɟ ɡ ɧɚɹɜɧɿɫɬɸ ɱɿɬɤɨʀ 
ɩɪɚɜɨɜɨʀ ɛɚɡɢ, ɜɿɞɩɨɜɿɞɧɨɝɨ ɮɿɧɚɧɫɭɜɚɧɧɹ ɬɚ ɦɚɬɟɪɿɚɥɶɧɨɝɨ ɿ ɬɟɯɧɿɱɧɨɝɨ ɡɚɛɟɡɩɟɱɟɧɧɹ. 

Ƚɨɥɨɜɧɢɦ ɮɚɤɬɨɪɨɦ є ɩɿɞɛɿɪ ɤɜɚɥɿɮɿɤɨɜɚɧɢɯ ɤɚɞɪɿɜ, ɩɨɫɬɿɣɧɚ ɬɭɪɛɨɬɚ ɩɪɨ ɩɿɞɜɢɳɟɧɧɹ 
ʀɯ ɤɜɚɥɿɮɿɤɚɰɿʀ, ɫɬɜɨɪɟɧɧɹ ɧɚɥɟɠɧɢɯ ɭɦɨɜ ɞɥɹ ɪɟɚɥɿɡɚɰɿʀ ɩɨɬɟɧɰɿɣɧɢɯ ɦɨɠɥɢɜɨɫɬɟɣ. 

ɍɡɚɝɚɥɶɧɟɧɧɹ ɩɪɚɤɬɢɤɢ ɡɚɪɭɛɿɠɧɢɯ ɤɪɚʀɧ ɫɜɿɞɱɢɬɶ, ɳɨ ɩɭɛɥɿɱɧɚ ɩɨɥɿɬɢɤɚ ɛɚɡɭєɬɶɫɹ ɧɚ 
ɩɪɢɧɰɢɩɚɯ ɩɪɨɮɟɫɿɣɧɨɫɬɿ ɬɚ ɩɪɨɡɨɪɨɫɬɿ, ɚ ɬɟɯɧɨɥɨɝɿʀ ʀʀ ɜɢɪɨɛɥɟɧɧɹ ʉɪɭɧɬɭɸɬɶɫɹ ɧɚ ɡɚɫɚɞɚɯ 
ɱɿɬɤɨɝɨ ɜɢɡɧɚɱɟɧɧɹ ɜɿɞɩɨɜɿɞɧɢɯ ɫɬɚɧɞɚɪɬɿɜ ɩɪɨɮɟɫɿɣɧɨʀ ɞɿɹɥɶɧɨɫɬɿ. 

ɉɟɪɲɢɦɢ ɫɟɪɟɞ ɨɪɝɚɧɿɜ ɜɥɚɞɢ ɍɤɪɚʀɧɢ ɩɨɱɚɥɢ ɡɚɩɪɨɜɚɞɠɭɜɚɬɢ ɫɢɫɬɟɦɭ ISO ɨɪɝɚɧɢ 

ɦɿɫɰɟɜɨɝɨ ɫɚɦɨɜɪɹɞɭɜɚɧɧɹ, ɦɚɸɱɢ ɛɟɡɩɨɫɟɪɟɞɧɿɣ ɤɨɧɬɚɤɬ ɡ ɝɪɨɦɚɞɹɧɚɦɢ. 
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ȼɩɪɨɜɚɞɠɟɧɧɹ ɫɢɫɬɟɦɢ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ, ɳɨ ɜɿɞɩɨɜɿɞɚє ɜɢɦɨɝɚɦ ȾɋɌɍ ISO 9001–

2001, ɜ ɨɪɝɚɧɿ ɞɟɪɠɚɜɧɨʀ ɜɥɚɞɢ ɞɚє ɦɨɠɥɢɜɿɫɬɶ: 
- ɩɨɤɪɚɳɢɬɢ ɹɤɿɫɬɶ ɩɨɫɥɭɝ, ɹɤɿ ɧɚɞɚɸɬɶɫɹ ɝɪɨɦɚɞɹɧɚɦ ɬɚ ɿɧɲɢɦ ɤɚɬɟɝɨɪɿɹɦ ɫɩɨɠɢɜɚɱɿɜ, 
ɡɚɛɟɡɩɟɱɢɬɢ ʀɯ ɫɬɚɛɿɥɶɧɢɣ ɪɿɜɟɧɶ; 

- ɩɿɞɜɢɳɢɬɢ ɟɮɟɤɬɢɜɧɿɫɬɶ ɜɢɤɨɪɢɫɬɚɧɧɹ ɛɸɞɠɟɬɧɢɯ ɤɨɲɬɿɜ; 
- ɡɛɿɥɶɲɢɬɢ ɩɪɨɡɨɪɿɫɬɶ ɞɿɹɥɶɧɨɫɬɿ ɬɚ ɪɿɲɟɧɶ, ɳɨ ɩɪɢɣɦɚɸɬɶɫɹ, ɹɤ ɞɥɹ ɫɭɫɩɿɥɶɫɬɜɚ, ɬɚɤ ɿ 
ɞɥɹ ɜɢɳɢɯ ɨɪɝɚɧɿɜ ɞɟɪɠɚɜɧɨʀ ɜɥɚɞɢ; 

- ɡɛɿɥɶɲɢɬɢ ɦɨɬɢɜɚɰɿɸ ɬɚ ɡɚɞɨɜɨɥɟɧɿɫɬɶ ɩɟɪɫɨɧɚɥɭ ɡɚ ɪɚɯɭɧɨɤ ɤɪɚɳɨʀ ɨɪɝɚɧɿɡɚɰɿʀ ɣɨɝɨ 
ɪɨɛɨɬɢ; 

- ɩɿɞɜɢɳɢɬɢ ɤɟɪɨɜɚɧɿɫɬɶ ɪɨɛɨɬɢ, ɦɨɠɥɢɜɿɫɬɶ ɭɩɪɚɜɥɿɧɧɹ ɧɟɸ ɬɚ ʀʀ ɭɞɨɫɤɨɧɚɥɟɧɧɹ. 
ɐɿ ɪɟɡɭɥɶɬɚɬɢ ɞɨɫɹɝɚɸɬɶɫɹ ɡɚ ɪɚɯɭɧɨɤ ɱɿɬɤɨʀ ɪɟɝɥɚɦɟɧɬɚɰɿʀ ɩɨɪɹɞɤɭ ɜɢɤɨɧɚɧɧɹ ɭɫɿɯ 

ɩɪɨɰɟɫɿɜ ɨɪɝɚɧɿɜ ɜɢɤɨɧɚɜɱɨʀ ɜɥɚɞɢ ɬɚ ɩɨɪɹɞɤɭ ɭɩɪɚɜɥɿɧɧɹ ɧɢɦɢ, ɡɚɛɟɡɩɟɱɟɧɧɹ ʀɯ 
ɜɡɚєɦɨɭɡɝɨɞɠɟɧɨɫɬɿ, ɫɩɪɹɦɨɜɚɧɨɫɬɿ ɧɚ ɪɟɚɥɿɡɚɰɿɸ ɩɨɥɿɬɢɤɢ ɰɢɯ ɨɪɝɚɧɿɜ ɬɚ ɧɚ ɡɚɞɨɜɨɥɟɧɧɹ 
ɨɱɿɤɭɜɚɧɶ ɫɩɨɠɢɜɚɱɿɜ. 

Ⱦɥɹ ɫɬɜɨɪɟɧɧɹ ɫɢɫɬɟɦɢ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ (ɋɍə) ɜ ɨɪɝɚɧɚɯ ɜɢɤɨɧɚɜɱɨʀ ɜɥɚɞɢ 

ɧɟɨɛɯɿɞɧɨ ɜɢɡɧɚɱɢɬɢ: 

- ɤɨɥɨ ɫɩɨɠɢɜɚɱɿɜ ɩɨɫɥɭɝ; 
- ɩɟɪɟɥɿɤ ɩɨɫɥɭɝ, ɳɨ ɧɚɞɚɸɬɶɫɹ ɤɨɠɧɿɣ ɤɚɬɟɝɨɪɿʀ ɫɩɨɠɢɜɚɱɿɜ; 
- ɜɢɦɨɝɢ ɫɩɨɠɢɜɚɱɿɜ ɞɨ ɤɨɠɧɨɝɨ ɜɢɞɭ ɩɨɫɥɭɝ (ɳɨ ɦɿɫɬɹɬɶɫɹ ɭ ɧɨɪɦɚɬɢɜɧɢɯ ɞɨɤɭɦɟɧɬɚɯ) 
ɿ ɪɿɜɟɧɶ ʀɯ ɡɚɞɨɜɨɥɟɧɨɫɬɿ, ɚ ɬɚɤɨɠ ɫɬɜɨɪɢɬɢ ɩɨɫɬɿɣɧɿ ɦɟɯɚɧɿɡɦɢ ɜɿɞɫɬɟɠɟɧɧɹ ɜɢɦɨɝ ɬɚ 
ɡɚɞɨɜɨɥɟɧɨɫɬɿ; 

- ɤɪɢɬɟɪɿʀ ɹɤɨɫɬɿ ɞɥɹ ɤɨɠɧɨɝɨ ɜɢɞɭ ɩɨɫɥɭɝ ɬɚ ɫɬɚɧɞɚɪɬɢ ɹɤɨɫɬɿ ɩɨɫɥɭɝ ɡɚ ɰɢɦɢ 

ɤɪɢɬɟɪɿɹɦɢ; 

- ɦɟɯɚɧɿɡɦɢ ɿɧɮɨɪɦɭɜɚɧɧɹ ɫɩɨɠɢɜɚɱɿɜ ɩɪɨ ɩɪɢɣɧɹɬɿ ɡɨɛɨɜ’ɹɡɚɧɧɹ ɳɨɞɨ ɧɚɞɚɧɧɹ ɩɨɫɥɭɝ 
(ɫɬɚɧɞɚɪɬɢ ʀɯ ɹɤɨɫɬɿ); 

- ɫɯɟɦɭ ɩɟɪɟɜɿɪɤɢ ɬɨɝɨ, ɱɢ ɜɿɞɩɨɜɿɞɚɸɬɶ ɧɚɞɚɧɿ ɩɨɫɥɭɝɢ ɜɢɡɧɚɱɟɧɢɦ ɫɬɚɧɞɚɪɬɚɦ, ɿ 
ɜɢɹɜɥɟɧɧɹ ɧɟɜɿɞɩɨɜɿɞɧɢɯ ɩɨɫɥɭɝ; 

- ɞɿʀ ɩɪɢ ɜɢɹɜɥɟɧɧɿ ɧɟɜɿɞɩɨɜɿɞɧɢɯ ɩɨɫɥɭɝ, ɧɚɞɚɧɢɯ ɫɩɨɠɢɜɚɱɚɦ [3]. 

ɍ ɰɿɥɨɦɭ, ɩɨɛɭɞɨɜɚ ɫɢɫɬɟɦɢ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɜɢɦɚɝɚє ɮɭɧɞɚɦɟɧɬɚɥɶɧɨʀ ɡɦɿɧɢ 

ɩɪɢɧɰɢɩɿɜ ɞɿɹɥɶɧɨɫɬɿ ɞɟɪɠɚɜɧɢɯ ɫɥɭɠɛɨɜɰɿɜ – ɨɪɿєɧɬɚɰɿʀ ɧɟ ɬɿɥɶɤɢ ɧɚ ɜɢɤɨɧɚɧɧɹ 
ɧɨɪɦɚɬɢɜɧɢɯ ɜɢɦɨɝ ɞɨ ɫɜɨєʀ ɪɨɛɨɬɢ, ɚɥɟ ɧɚ ɞɨɫɹɝɧɟɧɧɹ ɧɚɣɤɪɚɳɨɝɨ ɪɟɡɭɥɶɬɚɬɭ ɞɥɹ 
ɫɩɨɠɢɜɚɱɿɜ, ɡɚɛɟɡɩɟɱɟɧɧɹ ʀɯ ɡɚɞɨɜɨɥɟɧɨɫɬɿ (ɧɚɜɿɬɶ ɹɤɳɨ ɞɥɹ ɰɶɨɝɨ ɧɟɨɛɯɿɞɧɨ ɜɧɟɫɬɢ ɡɦɿɧɢ ɞɨ 
ɿɫɧɭɸɱɢɯ ɧɨɪɦɚɬɢɜɧɢɯ ɜɢɦɨɝ ɲɥɹɯɨɦ ɡɚɩɨɛɿɠɧɢɯ ɬɚ ɤɨɪɢɝɭɜɚɥɶɧɢɯ ɞɿɣ). 

ɍ ɪɚɦɤɚɯ ɫɬɜɨɪɟɧɧɹ ɫɢɫɬɟɦɢ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɜ ɛɭɞɶ-ɹɤɿɣ ɨɪɝɚɧɿɡɚɰɿʀ, ɜɤɥɸɱɚɸɱɢ 

ɨɪɝɚɧɢ ɞɟɪɠɚɜɧɨʀ ɜɥɚɞɢ, ɩɨɜɢɧɧɿ ɛɭɬɢ ɜɢɤɨɧɚɧɿ ɬɚɤɿ ɨɫɧɨɜɧɿ ɪɨɛɨɬɢ: 

- ɨɛɫɬɟɠɟɧɧɹ ɞɿɹɥɶɧɨɫɬɿ ɫɬɪɭɤɬɭɪɧɢɯ ɩɿɞɪɨɡɞɿɥɿɜ, ɭ ɪɚɦɤɚɯ ɹɤɨɝɨ ɛɭɞɟ ɜɢɡɧɚɱɟɧɨ ɪɿɜɟɧɶ 
ɜɢɤɨɧɚɧɧɹ ɜɢɦɨɝ ɫɬɚɧɞɚɪɬɭ ȾɋɌɍ ISO 9001-2001 ɬɚ ɜɢɹɜɥɟɧɨ ɦɨɠɥɢɜɿ ɧɟɭɡɝɨɞɠɟɧɨɫɬɿ, 
ɞɭɛɥɸɜɚɧɧɹ ɮɭɧɤɰɿɣ ɦɿɠ ɪɿɡɧɢɦɢ ɩɿɞɪɨɡɞɿɥɚɦɢ. Ⱦɨ ɡɚɩɪɨɜɚɞɠɟɧɧɹ ɫɢɫɬɟɦɢ ɭɩɪɚɜɥɿɧɧɹ 
ɹɤɿɫɬɸ ɛɥɢɡɶɤɨ 20 ɜɿɞɫɨɬɤɿɜ ɡɚɝɚɥɶɧɨʀ ɤɿɥɶɤɨɫɬɿ ɮɭɧɤɰɿɣ, ɳɨ ɡɞɿɣɫɧɸє Ƚɨɥɨɜɞɟɪɠɫɥɭɠɛɚ, ɜ 
ɱɚɫɬɢɧɿ ɩɪɨɯɨɞɠɟɧɧɹ ɞɨɤɭɦɟɧɬɿɜ ɞɭɛɥɸɜɚɥɨɫɹ ɪɿɡɧɢɦɢ ɩɿɞɪɨɡɞɿɥɚɦɢ; 

- ɪɨɡɪɨɛɥɟɧɧɹ ɡɚ ɩɿɞɫɭɦɤɚɦɢ ɨɛɫɬɟɠɟɧɧɹ ɡɚɯɨɞɿɜ ɡ ɩɪɢɜɟɞɟɧɧɹ ɩɪɚɤɬɢɱɧɨʀ ɞɿɹɥɶɧɨɫɬɿ 
ɨɪɝɚɧɿɡɚɰɿʀ ɭ ɜɿɞɩɨɜɿɞɧɿɫɬɶ ɞɨ ɜɢɦɨɝ ɫɬɚɧɞɚɪɬɭ ȾɋɌɍ ISO 9001-2001, ɨɪɝɚɧɿɡɚɰɿɹ ɬɚ ɤɨɧɬɪɨɥɶ 
ɜɢɤɨɧɚɧɧɹ ɰɢɯ ɡɚɯɨɞɿɜ; 

- ɜɢɡɧɚɱɟɧɧɹ ɫɬɪɭɤɬɭɪɢ ɩɪɨɰɟɫɿɜ, ʀɯ ɜɯɨɞɿɜ ɿ ɜɢɯɨɞɿɜ, ʀɯ ɡɜ’ɹɡɤɭ ɡ ɨɪɝɚɧɿɡɚɰɿɣɧɨɸ 

ɫɬɪɭɤɬɭɪɨɸ; 

- ɪɨɡɪɨɛɥɟɧɧɹ ɬɚ ɭɡɝɨɞɠɟɧɧɹ ɞɨɤɭɦɟɧɬɿɜ ɋɍə, ɳɨ ɨɩɢɫɭɸɬɶ ɩɨɪɹɞɨɤ ɜɢɤɨɧɚɧɧɹ 
ɩɪɨɰɟɫɿɜ (ɧɚ ɟɬɚɩɿ ɪɨɡɪɨɛɥɟɧɧɹ ɩɨɜɢɧɧɿ ɜɢɹɜɥɹɬɢɫɹ ɞɿʀ, ɳɨ ɜɢɤɨɧɭɸɬɶɫɹ ɧɟɭɡɝɨɞɠɟɧɨ ɚɛɨ 
ɧɟɟɮɟɤɬɢɜɧɨ, ɬɚ ɪɨɡɪɨɛɥɹɬɢɫɹ ɡɚɯɨɞɢ ɡ ɭɞɨɫɤɨɧɚɥɟɧɧɹ); 

- ɡɚɬɜɟɪɞɠɟɧɧɹ ɬɚ ɜɩɪɨɜɚɞɠɟɧɧɹ ɞɨɤɭɦɟɧɬɿɜ ɋɍə; 

- ɩɪɨɜɟɞɟɧɧɹ ɜɧɭɬɪɿɲɧɿɯ ɚɭɞɢɬɿɜ ɿ ɚɧɚɥɿɡɿɜ, ɳɨ ɞɚɞɭɬɶ ɨɰɿɧɤɭ ɮɭɧɤɰɿɨɧɭɜɚɧɧɹ ɋɍə ɬɚ ʀʀ 
ɜɿɞɩɨɜɿɞɧɨɫɬɿ ɜɢɦɨɝɚɦ ɫɬɚɧɞɚɪɬɭ; 
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- ɦɨɠɥɢɜɟ ɩɪɨɯɨɞɠɟɧɧɹ ɫɟɪɬɢɮɿɤɚɰɿʀ ɋɍə ɜ ɭɩɨɜɧɨɜɚɠɟɧɨɦɭ ɨɪɝɚɧɿ, ɡɚ ɩɿɞɫɭɦɤɚɦɢ 

ɱɨɝɨ ɦɨɠɟ ɛɭɬɢ ɨɬɪɢɦɚɧɨ ɫɟɪɬɢɮɿɤɚɬ, ɹɤɢɣ ɩɿɞɬɜɟɪɞɠɭє ɜɢɤɨɧɚɧɧɹ ɜɢɦɨɝ ɫɬɚɧɞɚɪɬɭ ȾɋɌɍ 

ISO 9001-2001. 

ɍɫɿ ɰɿ ɞɿʀ ɫɭɩɪɨɜɨɞɠɭɸɬɶɫɹ ɧɚɜɱɚɧɧɹɦ ɪɿɡɧɢɯ ɤɚɬɟɝɨɪɿɣ ɩɟɪɫɨɧɚɥɭ ɨɪɝɚɧɿɡɚɰɿʀ. 
Ɍɚɤ, ɩɢɬɚɧɧɹ ɫɢɫɬɟɦɢ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ є ɨɞɧɢɦ ɿɡ ɜɢɪɿɲɚɥɶɧɢɯ ɞɥɹ ɡɚɛɟɡɩɟɱɟɧɧɹ 

ɧɚɣɛɿɥɶɲ ɟɮɟɤɬɢɜɧɨʀ ɨɪɝɚɧɿɡɚɰɿʀ ɞɿɹɥɶɧɨɫɬɿ Ƚɨɥɨɜɞɟɪɠɫɥɭɠɛɢ ɬɚ ʀʀ ɬɟɪɢɬɨɪɿɚɥɶɧɢɯ ɨɪɝɚɧɿɜ. 
ɍ ɰɿɥɨɦɭ, ɡɚɩɪɨɜɚɞɠɟɧɧɹ ɫɢɫɬɟɦɢ ɭɩɪɚɜɥɿɧɧɹ ɹɤɿɫɬɸ ɡɚɜɞɹɤɢ ɩɿɞɜɢɳɟɧɧɸ ɹɤɨɫɬɿ ɦɿɠ 

ɨɪɝɚɧɚɦɢ ɜɢɤɨɧɚɜɱɨʀ ɜɥɚɞɢ ɬɚ ɫɭɫɩɿɥɶɫɬɜɨɦ ɫɩɪɢɹɬɢɦɟ ɩɿɞɜɢɳɟɧɧɸ ɪɟɡɭɥɶɬɚɬɢɜɧɨɫɬɿ ɬɚ 
ɟɮɟɤɬɢɜɧɨɫɬɿ ɩɭɛɥɿɱɧɨɝɨ ɚɞɦɿɧɿɫɬɪɭɜɚɧɧɹ, ɡɦɟɧɲɟɧɧɸ ɧɟɨɛʉɪɭɧɬɨɜɚɧɢɯ ɚɛɨ ɡɚɣɜɢɯ ɜɢɬɪɚɬ (ɭ 
ɬɨɦɭ ɱɢɫɥɿ, ɜɢɬɪɚɬ ɱɚɫɭ), ɩɿɞɜɢɳɟɧɧɸ ɹɤɨɫɬɿ ɭɩɪɚɜɥɿɧɫɶɤɢɯ ɪɿɲɟɧɶ ɬɚ ɩɪɨɡɨɪɨɫɬɿ ɦɟɯɚɧɿɡɦɭ 

ʀɯ ɩɪɢɣɧɹɬɬɹ, ɚ ɱɟɪɟɡ ɰɟ – ɫɩɪɢɹɬɢɦɟ ɫɬɚɥɨɦɭ ɪɨɡɜɢɬɤɭ ɟɤɨɧɨɦɿɤɢ ɍɤɪɚʀɧɢ, ɳɨ ɩɪɢɜɟɞɟ ɞɨ 
ɩɿɞɜɢɳɟɧɧɹ ɚɜɬɨɪɢɬɟɬɭ ɨɪɝɚɧɿɜ ɜɢɤɨɧɚɜɱɨʀ ɜɥɚɞɢ ɫɟɪɟɞ ɝɪɨɦɚɞɹɧ ɬɚ ɩɨɤɪɚɳɟɧɧɹ 
ɦɿɠɧɚɪɨɞɧɨɝɨ ɿɦɿɞɠɭ ɍɤɪɚʀɧɢ. 
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In the current conditions of the market environment and comprehensive internationalization 

of business no enterprise can not work aloof. Therefore the concept of stakeholders, their influence 

on the activities of enterprises and management are urgent now. 

Stakeholders have increased influence on company business activities in the early 21st 

century as community citizenship and social responsibility have been consistently integrated into 

business management[1].  

It’s necessary to stress the importance of stakeholders to a firm’s mission and vision. The 

enterprises are usually accountable to abroad range of stakeholders, including shareholders, who 

can make it either more difficult or easier to execute a strategy and realize its mission and vision. 

This is the main reason managers must consider stakeholders’ interests, needs, and preferences. So, 

the theory of stakeholders is very important. 

We consider it necessary to first determine the category ‘stakeholder’. A stakeholder is an 

individual or group with an interest in the success of an organization in delivering intended results 

and maintaining the viability of the organization’s products and services [2]; is any individual, 

group or organization that can affect, be affected by, or perceive itself to be affected by a 

programme [3]. 

There are internal and external stakeholders in every organisation. An internal stakeholder is 

someone linked internally to the organisation that has personal interests which they might pursue; 

for example managers might seek organisational growth over profits, employees seek high wages 

and owners would seek for their shares to increase in value 


