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IMPLEMENTATION OF THE QUALITY MANAGEMENT SYSTEM
IN THE ACTIVITIES OF LOCAL GOVERNMENT BODIES
REGARDING THE PROVISION OF PUBLIC SERVICES

The article focuses on the fact that the effectiveness and efficiency of the exercise of powers by
local self-government bodies is realized through the improvement of the quality of public services and
the improvement of the efficiency of the use of budget funds; ensuring the transparency of activities
and through the development of interaction with members of territorial communities regarding the
resolution of important issues of local development; improving the manageability of the local self-
government body.

Various theoretical studies on the above-mentioned issues were considered, with an emphasis on
the fact that quality management and the implementation of relevant systems in the work allow local
self-government bodies to ensure the quality of services and the socio-economic development of
communities, as well as to radically change approaches and principles based on quality, increasing
their overall efficiency and performance. During the formation of the institute of public services and the
development of a service-oriented state, the analysis of the needs of the population, improvement of the
system of providing public services should be a priority area of work of local self-government bodies.

The study also analyzed the main approaches to the processes directly related to the implementation
of the quality management system in the activities of local self-government bodies. It is emphasized
separately that the achievement of the specified results is possible thanks to the implementation of
quality-based principles and approaches in the work of local self-government bodies, as well as a quality
management system for the provision of public services. In addition, modern quality management systems
are represented by various concepts and models that develop by integrating into the overall quality
and management system. Within their limits, appropriate tools are produced and quality management
methods and various systems are formed.

The author of the article raises questions about the theoretical content of the concept of "quality” in
the conditions of a complex stage of the modern development of territorial communities due to a change
in approaches to work, a change in principles, the creation of the most favorable environment for the
provision of high-quality public services, the introduction of quality management systems into the work of
local self-government bodies, including including regarding the provision of public services.

Key words: local self-government, territorial communities, development of communities, public
service, public service provision system, service activity, quality, quality management, quality in local
self-government bodies

Problem Statement. Efficiency and perfor-
mance implementation of their own powers bodies
local municipality is realized by increasing quali-
ty public services and increase efficiency using
budgetary funds; software transparency activity
and development interaction with member’s terri-
torial communities of solution important questions
local development; increase manageability body
local self-government. Achieving the specified
results is possible, in particular, thanks to an intro-
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duction to work principles and approaches based
on quality.

Analysis of Recent Studies and Publications.
Issuesrelatedtothe managementofdecentralization
processes and quality management in the context
of these processes are investigated in the works
of foreign authors: R. Musgrave, U. Oates, C. Tibu.
The works of domestic authors, in particular
O. Karpenko, V. Lytvynenko, and V. Tymoshchuk,
deserve attention.
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The purpose of the article is to clarify
the content of the process of introducing a quality
management system into the activities of local
self-government bodies in relation to the provision
of public services.

Presentationofthe Basic Material.Forcreation
opportunities adapting bodies' local municipality
procedural approach to own activity international
standard 1ISO 18091:2019 is recommended single
out three groups process integrated management
quality: processes management; processes
current activities; processes maintenance provide
due functioning processes current activities.

It is worth noting that quality is, first of all,
usefulness; the degree of satisfaction of needs
and fulfillment requirements of clients; compliance
of the product with specific, special requirements,
etc. At the same time, the quality system is
a set of organizational and technical measures,
methods, and resources necessary to provide
guarantees to the consumer [1-2].

Modern quality management systems are
represented by various concepts and models
that are developed, improved, and integrated
into the overall management system. They are
produced with the appropriate tools and emerging
methods of quality management.

Concept TQM (Total Quality Management)
is considered fundamental in the quality
management system in the organization, in terms
of content more conceptual is understanding TQM
as «quality-oriented managementy.

General model schemes evaluation (Common
Assessment Framework, CAF). General is
a quality management tool created based on
the quality model of the European Foundation for
Quality Management (EFQM). Application models
CAF gives the possibility to consider all aspects
of the organization's work such as potential
opportunities (processes, strategies, resources,
etc.) and results. Evaluation of the results is
extremely important because it provides insight into
the different perspectives of different stakeholders
(employees, customers, and society).

The model supports public management
and administration bodies (public administrations)
inorder, in particular, to carry out diagnostics that will
reveal strong aspects and areas of improvement,
which helps to determine measures for
improvement.

The conceptof «Six Sigmay is a setoftechniques
aimed at achieving close to ideal taking into
account the effectiveness of the organization's

requirements and expectations of consumers.
Philosophy The concept of "Six Sigma" is based
on a straight-line correlation between quantity
defects, cost growth, and level of satisfaction
among consumers.

ISO9000defines standards ofthe quality system,
which are developed, to meet the goals of local
self-government bodies regarding the provision
of public services of appropriate quality. In today's
world, improving the quality of life is impossible
without ensuring and constantly improving
the quality of public services provided to
the population and local businesses, and the fullest
provision of the needs of territorial communities.

The use of a quality management system
involves considering the activity of the local self-
government body as a set of interconnected
processes. They contribute orderliness of activity
and allow management to more clearly understand
tasks and functions structural subdivisions
and the local self-government body as a whole.

A quality management system that meets
the requirements of international standard 1SO
9000, is the most effective tool for improving
the quality of services and improving the activities
of the local self-government body.

Based on the recommendations
of standardization bodies and domestic and foreign
experience can distinguish such sequence
actions during the implementation of the quality
management system:

1) Deciding to improve activities thanks to
the implementation of the quality management
system - 2) ldentification of the main problems
of dissatisfaction among consumers the level
of quality-of-service provision and other nuances
- 3) Implementation of the quality management
system - 4) Achieving results and improving
the system.

In general, in the form of a methodology for
developing a quality management system in
the activities of a local self-government body
regarding the provision of public services to
residents provides:

1st stage — conducting general training;
appointment of responsible and selection
resources; examination of current activities for
compliance with the requirements of the standard
and development of measures; determination
of the structure of processes, their inputs,
and outputs, responsible for them; definition
of the structure quality management system
documentation.
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Stage 2 — implementation measures based
on the results of the activity survey; project
development quality management system
documents; mutual agreement developed
projects documents; in-depth staff training.

3rd stage of approval of quality management
systemdocuments, theirdistributionandpracticality
application; monitoring and analysis of indicators
effectiveness of processes; planning and carrying
outinternal audits; identification of inconsistencies
and their elimination.

A local government body that decided
on the implementation of the quality
management system, including the provision
of public ambassadors, needs a first functional
examination of its activity - an introductory audit,
the purpose of which is to determine the level
of compliance / non-compliance current activity
of the authority according to the requirements
of the ISO 9000 standard.

Mainly process for a local self-government
body, there is a process of providing services
to customers (individuals and legal entities) -
administrative, non-administrative, communal,
social. Therefore, among the spheres of activity
of the local self-government body, which will
be subject introductory audit - first of all place
provides public services.

Examples of management processes are
strategy development and operational plans,
monitoring and analysis of activities, management
of personnel, infrastructure, information
resources, finances, monitoring of legislation,
work with citizens' appeals, sociological research
of needs and satisfaction consumer products or
customers of services, informing about services,
making decisions.

Once again, we emphasize that
"the development of a territorial community in any
direction and sphere of ensuring its vital activities
must take place in accordance with the interests
of the population" living there and the pan-
european “fundamentals and trends of state
policy regarding local self-government» [3].

In particular, V. Kozak wrote that, as of today,
«there is a need for further steps in the direction
of streamlining the system and structure of public
authorities in relation to the functional service
principle» [4].

When developing and implementing a quality
management system, it is necessary to consider
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the wishes of the population. Development
of the territorial community directly depends on
its residents, and therefore local self-government
bodies need to understand precisely the current
and future needs of the population, fulfill
their requirements, and strive to exceed their
expectations.

Conclusions. Implementation of the quality
management system in local self-government
bodies includes the development and approval
of the specified documents and personnel
training.

Necessarytoformalistof mandatorydocuments
specified by the local self-government body. This
can be done by analyzing those areas of activity
to which the standard applies ISO 9001 has
established requirements, in particular regarding
the definition, description, and management
of processes and documents; responsibility
leadership; management of resources
and provision of services; permanentimprovement
of activities through the formation of appropriate
mechanisms of control, assessment, analysis
data, and information and decision- making.

You can't limit yourself to simple pleasure
formal requirements residents recorded in
statutes, contracts, technical conditions, or
other documents. satisfaction trace measure
and evaluate in a certain way, and the quality
system should containamechanismfordeveloping
corrective actions in the necessary cases. All
the officials of the local self-government body must
know and understand the needs and expectations
of the population.
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OepyH T. M. 3anpoBaaXeHHs1 CUCTEMU yNpaBniHHA AKICTIO B AiANbHICTL opraHiB MicLeBoro
camoBpsAAyBaHHSA WOAO0 HagaHHA Nyb6niyHMx nocnyr

Y cmammi 30cepedxeHo ygazy Ha momy, Wo eghekmusHiCmMb ma pe3yribmamugHicme 30iliCHEH-
HS1 MOBHOBaXKeHb Op2aHaMu MiCUeg8020 caMo8psi0y8aHHs pearidyembcs Yyepe3 nid8uleHHs skocmi
ny6niyHux rnocrye ma nidsuweHHs echekmugHoCcmi suKkopucmarHsi 6ro0xemHux Kowmis; 3abesrie-
YeHHS rnpo3opocmi QisfibHOCMIi ma 4Yyepe3 po3sumok 83aemodii 3 YrieHamu mepumopiaribHUX 2po-
Mad wWo00 8UPIWIEHHS 8a)IUBUX NUMaHb MiCUe8020 po38UMKY; MiOBUUEHHSI KepogaHOCMI opa2aHy
Mmicyeeoao camogpsiOy8aHHs.

Po3ansaHymo pisHi meopemudyHi Harnpayto8aHHs 3 03Ha4eHUX NMumaHb 3 akueHmMoM Ha Mmomy,
W0 yrpasrniHHA SKicmio ma erpogadxxeHHs 8idnosidOHUX cucmem 8 pobomy A0380s1910Mb OpaaHam
Mmicyeesoao camospsidysaHHs 3abesreqdumu sKicmb focrye ma coujarbHO-eKOHOMIYHUL pO38UMOK
epomad, a makox KapOuHasibHO 3MiHUMU riéxo0u i NMPpUHYUNU Ha OCHO8I SKoCcmi, nidsuuu8uUIU C8OHO
3azarnbHy ethekmusHicmb i MpodykmueHicms. [1id yac popmysaHHs iHcmumymy ry6ridyHuUx rnocrya
ma po38uUmMKy cepgicHO-opieHmMoegaHoI depxxasu aHarsni3 wo0o nompeb HacerneHHs, yOOCKOHaNeHHs
pobomu cucmemu HadaHHs ybridHUX nocrya mae 6ymu rnpiopumemHumM Hanpsmom pobomu opea-
Hig Micyeeo20 camogpsiOy8aHHs.

Y docnidxeHHI makox rpoaHarnizoeaHo 0CHO8HI ridxodu 0o npouyecis, ki cmocyromascsi besrnoce-
pedHbO 3arnposadxeHHs1 cucmemu yrnpaeniHHs sKicmio 8 disfibHiCMb op2aHie Micueso2o caMospsi-
OyBaHHH.

OKpemo Haz2oroweHo, w0 O0CsIi2HEHHSI 3a3Ha4eHUX pesyribmamie MOoXruge 3as0sKu 3arpoesa-
OXeHHIo 8 pobomy opaaHie Micuyego20 camospsdysaHHs NpuHYUMie i nidxodie Ha OCHOBI IKocmi, a
makoxX cucmemu ynpaeniHHS SKicmio wo0o HalaHHS rybsidHux rnocnya. Kpim moao, cydacHi cuc-
memu yrpaesiHHs SKicmio rpedcmaerneHi pisHUMU KOHUenuigmu ma Mooensmu, siki po3suearombCs,
IHMezpyryuch 8 3a2arnbHy cucmemMy ssKocmi ma yripasrniHHs. B ix mexax eupobrisitombcs 8i0rnosio-
HUl iHcmpymeHmapit ma ¢popmMyrombcs Memodu yrpassiHHSA SKiCmo ma pi3Hi cucmemu

Asmopom cmammi niditimarombcsi nuUMaHHs1 W,o00 meopemuyHo20 3MiCmy MOHAMMS «SIKiCMb»
8 yMogax cknadHo20 emarly Cy4acHO20 pPOo38UMKY mepumopianibHUx epomad yepes 3miHy nidxodie
00 pobomu, 3MiHy MPUHUUIIE, CMBOPEHHS MaKCcuMasibHO Cripusamugo2o cepedosuuia s HaOaHHSs
SAKICHUX rybidyHUX rocriye, 8rposadXXeHHs cucmeM yrpassiHHsA SKicmo 8 pobomy opaaHie Miclyeego-
20 camospsidysaHHs, y momy Jucni wo0o HadaHHS ry6riyHUX rnocrye.

KnouoBi cnoBa: wmicyese camospsidysaHHsi, mepumopiasnbHi gpomadu, po3sumokK zpomad,
nybniyHa rnocnyaa, cucmema HalaHHs rybidyHUX nocriye, cepeaicHa QisifibHiCMb, SKICMb, YrpaestiHHS
AKICMIo, SKicmb 8 op2aHax Micuyegso2o caMmoepsidyeaHHs, eqheKmueHICMkb.
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