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Annotation. Quality assurance and quality management are the main challenges in the management of
higher education institutions not only in Ukraine but also in Europe in the context of sustainable development and
the coronavirus crisis. That is why, at the present stage, there is an acute need to study the problems of management
in higher education quality ensuring, both internally and externally. For Ukraine, the desire to integrate into the
European educational space is topical, but requires the development of new regulations of the European
educational environment based on the latest technologies, which ensure the improvement of the quality of
educational services with a focus on the interests of higher education applicants. Three possible options for
assessing the level of services provided by higher education students have been studied. It was found that, in the
vast majority, the expectations of higher education seekers do not coincide with reality. Namely, there are various
inconsistencies in ideas and expectations, which are called "gaps". It is determined that the university needs to
carry out all measures to implement (integrate) management processes in quality in the strategy of development
of higher education. For this purpose, a scheme for integrating the quality management into the strategic control
of higher education institutions is proposed. Improving the quality of educational services is possible, including
through the introduction of innovations in higher education. These changes will help improve the efficiency of
management in the field of higher education, strengthen positions and increase the competitiveness and
performance results of universities. With this research we concludes that not all higher education institutions in
Ukraine are aware that assessing the quality of educational services is an extremely important aspect on the way
to improving the quality of services and increasing the competitiveness of higher education institutions themselves.
Diagnosis requires feedback that will allow universities to quickly respond to the assessments of higher education
seekers about the received educational services, improve them, make services as attractive as possible for higher
education applicants.
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quality assurance management of higher education; management efficiency in higher education area; management
of quality of educational services; assessment of the quality of educational services.
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1. INTRODUCTION

Formulation of the problem. Quality assurance and quality management are the main
challenges in the management of higher education institutions not only in Ukraine but also in
the world in the context of sustainable development and coronavirus crisis. In this context, the

© Olena Kuzmak, Oleg Kuzmak, 2021

39


https://journal.eae.com.ua/
https://mail.rambler.ru/m/redirect?url=https%3A//mail.rambler.ru/m/redirect%3Furl%3Dhttps%253A//orcid.org/0000-0002-1950-8416%26hash%3D8942872919939ca205e925be63e1b7fe&hash=460e3c00a5ea6c3e3d99c3fce5986e36

ISSN 2617-863X https://journal.eae.com.ua
eISSN 2617-8648 European scientific journal of Economic and Financial innovation
Ne2(8) (2021)

necessity of promotion of the culture of quality at the university level is gaining increasing
attention. The concept of quality culture expands traditional approaches to quality assurance,
focusing on such aspects of organizational psychology as shared attitudes and commitment to
quality.

Analysis of the latest researches and publications. Some aspects of the problem of
quality management in higher education are covered in the works of domestic and foreign
scientists, in particular Salimova, T. [1], W. Schuhart [3], J. Juran, Ph. Crosby [4], J. Harrington
[5], A. Parasuraman, A. Zeithaml, L. Berry [8], and others. These scientists have made a
significant contribution to the development of theoretical and practical aspects of quality
management, including the quality of higher education.

The purpose and objectives of the research. However, investigation of methodological
approaches to the problems of management of quality assurance in higher education have not
been sufficiently reflected in domestic research. That is why, at the present stage, there is an
acute need to research the problems of management of quality assurance in higher education,
both internally and externally.

2. RESULTS OF THE RESEARCH

Ensuring of the high quality of educational services has become a direction for the
development of higher education in most countries of the world. For Ukraine, the desire to
integrate into the European educational space is topical, but it requires the development of new
regulations of the European educational environment based on the latest technologies, which
ensure the improvement of the quality of educational services with a focus on the interests of
higher education applicants.

The problem of quality for many centuries has been the subject of research by scientists
in various fields, including philosophers and economists, sociologists and political scientists.
Currently, quality is the main factor in the social system, people's activities. If all the variety of
problems studied and solved by mankind can be divided into global (those that affect the
interests of all mankind) and local (those that affect the interests of individual regions, states,
organizations and actual at a given time), the problem of quality must be attributed to rank
global [1, p. 10].

From the point of view of philosophy, quality is interpreted as an substantial certainty due
to which the considered object (in our study - educational service) is this and not another object,
and its constituent elements (quality of services) characterize the specifics that allows to single
one object out of others (in the presence of certain qualities, the level of their formation) [2, c.
225]. So, it is accepted to call quality as the property of the object, which composes its stable,
constant characteristic - one that reveals its essence [3].

W. Schuhart, the founder of the theory of statistical methods of quality management,
believes that there are two aspects of quality. According to the first quality shows the objective
reality that does not depend on human existence, according to the second quality shows what
we think, feel about this objective reality [3, p. 214]. J. Juran, Ph. Crosby believe that quality is
the conformity of products or services to established requirements. In particular, J. Juran defines
quality as "compliance with the purpose”, and Ph. Crosby understands it as "compliance with
established technical requirements” [4]. J. Harrington argues that quality reflects the satisfaction
or excess of consumer demands at a reasonable price [5]. According to A. Feigenbaum, the
quality of a product or service is defined as a general set of technical, technological and
operational characteristics of a product or service by which the product or service will meet the
requirements of the consumer during their exploitation [6].

By service in the general case, we mean an action the result of which is a beneficial effect
for the consumer. In the field of educational services, this beneficial effect is to create the most
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comfortable conditions for obtaining quality knowledge and professional skills. Therefore, the
essence of the category of "quality™ in the field of education has certain specifics and cannot be
measured by the same indicators as the quality of the material product. So, in the process of
providing services, the company must take into account the characteristic features of the
processes of providing services that differ them from products. The main characteristics of
services that distinguish them from products include insensitivity, inseparability of production
and consumption processes, variability, short life and lack of property right [7, c. 523].

In the most general form, theoretical and methodological requirements for the quality of
educational services in higher education are presented in the quality management system ISO
9000: 2000. According to international standards, service quality is considered as an integral
characteristic, generalizing set of possibilities to comply with the requirements (realize needs)
of customers and other stakeholders. According to this concept, the basis for the quality of the
functioning of the educational sphere should be a system of contracts at all stages of the
reproduction cycle between producers and consumers of services for the effective functioning
of the market mechanism in the industry.

In general, research shows that higher education seekers need services the characteristics
of which will meet their needs and expectations. The degree of satisfaction of applicants for
higher education, although not the only indicator that characterizes the quality of educational
services but is the most important criterion.

The acceptability of the service is eventually established by the consumer. As one of the
management tools can be used feedback from consumers of services, the result of which is the
assessment of the quality of educational services.

The main criterion for assessing the quality of service is the reaction of the consumer,
which is not subject to direct quantitative assessment and appears as a set of objective and
subjective parameters.

So, the assessment of the service presupposes the comparison of consumers' personal
expectations with the level of their perception of its quality. Consumer expectations affect
satisfaction, as they create a "standard™ for further comparison and form an opinion about the
quality of service. From the point of view of the higher education seeker, the quality reflects
the suitability of the service to achieve his/her goals. Satisfaction with the quality of services
provided will depend on the extent to which, in the opinion of the consumer, they meet their
purpose.

The degree of conformity of a service to the subjective perception of higher education
seekers can be determined in several ways. For example, interview higher education applicants
and then build services based on their quality. The Likert scale is a method of assessment in
which respondents evaluate these propositions using the suggested answer options from one
critical position to another critical position, such as "completely satisfied", "satisfied to some
extent"”, etc. Sociological survey can be one of the tools to obtain information about the
compliance of services with expectations and satisfaction of customers with the level of service.
Essentially, the survey is a subjective quantitative method of research, which consists in the
interaction between the interviewer and respondents by obtaining from consumers the service
of answers to pre-formulated questions.

It should be noted that even before the start of providing services, as a rule, applicant
expectations about the level of its quality are formed. After the service is provided, higher
education seeker forms the assessment of the level and quality of the service. There are three
possible options for assessing by higher education students of the level of provided services

(pic. 1.):
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Pic. 1. Formation of assessment of the quality of educational services by applicants
for higher education
Source: composed by the author

1) the quality of provided services don’t meet the expectations of the applicant for higher
education - the applicant is not satisfied with the quality of service;

2) the quality of provided services meets the expectations of the higher education seeker
- the seeker is satisfied with the quality of service;

3) the quality of provided services exceeds the expectations of the applicant -
the applicant is fascinated by the quality of service.

As a rule, the expectations of higher education seekers do not coincide with reality,
namely there may be various inconsistencies in conceptions and expectations, which are called
"gaps"”, and when this aspect becomes greater, the negative reaction of the consumer becomes
stronger too. So, the "gap" means the disparity between the views of the staff of the management
organization and the expectations of consumers of public service. The procedure for allocating
requirements to quality and its characteristics creates the necessary basis for reviewing
management tasks and provides an opportunity to find out the role of subjects of management
of educational services quality - Higher Education Institutions and applicants for higher
education.

Based on this, one of the main elements of the development of Higher Education
Institutions and consumption of services is the need to harmonize the subjective requirements
for quality proposed to higher education seekers, the standard level of service and its real
characteristics.

In general, to eliminate the second gap (contradiction over the conception of the
leadership of higher education institutions about the quality of educational services and the
transformation of this presentation in regulations, rules and procedures) the university must take
all measures to implement (integrate) quality management processes in the strategy of
development of Higher Education Institutions, according to the proposed scheme (Pic. 2). At
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the same time, the supporting processes are: implementation of innovations in education, risk
management, investment attraction, assessment of the quality of educational services by higher
education seekers.

MANAGEMENT PROCESSES

' Strategic management of higher education institution
The process of quality management of educational services

4\

Standards, norms leadership in Regulations,
Quality instructions, forms
Quality policy

Requirements of

higher education

seekers and other
stakeholders

Resources,
equipment,
technology, staff

Life cycle of
educational
services
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educational process

Quality of work
of higher

education

higher education
seekers and other
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Monitoring the system of internal quality assurance of the
educational process and the quality of educational programs

Pic. 2. Scheme of integration of quality management into the strategic management of a
higher education institution

Source: composed by the author
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Improving the quality of provided educational services is possible, including through the
implementation of innovations in higher education sphere. At the same time, innovations are
changes that increase the efficiency of management in the field of higher education, determine
development, strengthen the position and increase the competitiveness of Higher Education
Institution, in addition improve the performance of Higher Education Institution. A study of
foreign experience in the implementation of innovations in higher education sphere allows us
to conclude about the positive effect of the implemented measures.

3. CONCLUSIONS AND PROSPECTS OF FURTHER RESEARCHES.

We can conclude that higher education institutions are not aware that assessing the quality
of educational services is an important aspect on the way to improve the quality of services and
increase the competitiveness of higher education institutions themselves. Therefore, it is
necessary to develop a method for assessing the quality of educational services by consumers
themselves, which should consist of the essence of the concept of “assessment of the quality of
educational services, goals, objectives, principles, functions and algorithms for assessing the
quality of educational services”.

The algorithm for assessing the quality of educational services should consist of the
following stages:

1. Choice of method for assessing the quality of educational services.

2. Determining the number of survey participants.

3. Determining the directions of quality determination, in addition indicators included in
each direction, and the periodicity of realization of evaluation.

4. Explanatory work with applicants for higher education.

5. Gathering and processing of quantitative and qualitative indicators of quality of
educational services.

6. Determining a comprehensive quality indicator that reflects the satisfaction of the
consumer of the service.

At the same time, it should be noted that in the researches of B. Mittal and VM Lassar
was found that satisfaction affects loyalty of consumer to the institution that providing services:
the least dissatisfaction guarantees disloyalty, and only maximum satisfaction ensures loyalty.
Complete customer satisfaction is a determining factor in the formation of loyal attitude, but it
requires regular research conduction to track the dynamics of customer satisfaction and rapid
elimination of inconsistencies [10, p. 56]. The process of measuring and improving the quality
of services involves the constant diagnosis of the mismatch between expectations and
perceptions of received services by the consumer. Feedback will enable the Higher Education
Institutions to quickly respond to the assessments of applicants for higher education regarding
the received educational services, improve them, make services as attractive as possible for
applicants for higher education.
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OPTAHIBAIIIMHO-EKOHOMIUHI ACHEKTH YIIPABJIIHHSA AKICTIO
BUIIOI OCBITH B YKPATHI HA IIIJIAXY IHTETPAIIIL Y €BPONTEACHKAN
OCBITHIH ITPOCTIP

AHoTaunis. 3a0e3nedeHHs SIKOCTI Ta YIPABIiHHA AKICTIO € OCHOBHUMH BUKJIMKAMU B YIPaBIIiHHI BUIIUMH
HaBYAJILHUMU 3aKJIaJlaMU He Jinie YKpainu, a i €BpoIu B yMOBax CTaJloro PO3BUTKY Ta KOPOHABIPYCHOI KPH3H.
Came TOMy, Ha CydyacHOMY eTalli BHUHHMKa€ TOCTpa HEOOXINHICTh y MOCITIDKEHHI MNpoOJieM YHpaBiiHHSI
3a0e3MeueHHs IKOCTI BUIIOT OCBITH SIK Ha BHYTPILIHHOMY PiBHI, TaK 1 Ha 30BHIIIHbOMY. [1J1s1 YKpaiHH akTyalbHUM
€ TparHeHHs 0 IHTerpaumii y €BpONeHChKHH OCBITHIH MPOCTIp, sfiKa BUMAara€ 3aCBOEHHS HOBUX IOJIOXKEHb
€BPOIEHCHKOr0 OCBITHHOTO CEPEIOBHIIA HA OCHOBI HAaWHCYy4acCHINIMX TEXHOJIOTIH, 110 3a0e3reuye IiABUIICHHS
SIKOCTI OCBITHIX MOCIIYT 3 OPIEHTAIIIEI0 HA IHTEpECH 3/100yBayiB BUILOI OCBITH. JOCIiPKeHI MOXKIIMBI TPU BapiaHTH
OLIIHKY 3/100yBayaMH BHIIIOT OCBITH PIBHS HaJaHUX MOCIYT. BUsBIIEHO, IO SK MPaBHUJIO, B IIEpeBaXKHii O1bIIOCTI,
OYiKyBaHHsI 3/100yBa4iB BUIIOI OCBITH He 30iraroTbcsi 3 AIHCHICTIO, TOOTO ICHYIOTH Pi3HI HEBIJIIOBIIHOCTI B
YSBJICHHSX 1 OYIKYBaHHSX, SIKI HA3UBAIOThCS “‘po3puBamMu’’. BuzHaueHo, M0 yHIBEPCUTETY HEOOXIHO 31IHCHUTH
BCI 3aX0/iM IO BIIPOBAJPKEHHIO (1HTErpailii) mpoLeciB yIpaBIiHHS SIKOCTI B CTPATETII0 PO3BUTKY 3aKJjaly BUILOI
OCBITH. 3215 IOTO 3aIIPOIIOHOBAHA CXeMa IHTerpailii MeHe/DKMEHTY SIKOCTI B CTpaTeriyHe yIpaBIiHHS 3aK/1a]J0M
BUIIOi OcBiTH. IliNBHINEHHS $KOCTI HAaJaBaHMX OCBITHIX IOCIYr MOXJIMBE B TOMY YHCII 1 3a paxyHOK
BIIPOBaJDKEHHST iHHOBamliid y cdepy BuIIOi ocBiTH. JlaHi 3MiHM CHPHUATHEMYTh MiJBUIIEHHIO €()EKTUBHOCTI
YIIpaBJiHHSA y cepi BUIIOI OCBITH, 3MIIIHEHHIO TO3UIIIN 1 MiJBHUINATH KOHKYPEHTOCIIPOMOXKHICTh Ta Pe3yJbTaTH
JISUTBHOCTI YHIBEPCUTETIB. 3 MPOBENEHOTO JAOCIIIKEHHsI MOXHA 3pOOUTH BUCHOBOK, [0 Y HE y BCIX 3aKiagax
BHUIIOI OCBITH YKpaiHH € YCBIJJOMIICHHS TOTO, IIIO OIIHKA SIKOCTI OCBITHIX TIOCIYI € BKpail BAXKIIMBUM aCIEKTOM
Ha UUISXY JI0 MiJBHIICHHS SKOCTI MOCIYT Ta MiJBUINEHHS KOHKYPEHTOCIPOMOXKHOCTI CAMHUX 3aKIaJliB BHIIIOL
ocBitu. Jlms miarHOCTYBaHHA HEOOXiTHWIA 3BOPOTHIM 3B’S30K, SIKHMHA JAacTh MOXIIHBICTh YHIBEpCHUTETAM
OIIEPaTUBHO pearyBaTh Ha OIIHKH 300 yBaviB BUIIO OCBITH IIIOA0 OTPAMAHHX OCBITHIX IOCITYT, YOCKOHAIIOBATH
iX, pOOUTH TOCIIYTH MaKCHMAaJIbHO MPUBAOIMBAMH /I 3100yBadiB BUIIO OCBITH.

Kiro4oBi ciioBa: skicTh OCBiTH; 3a0€3MeUeHHS SKOCTI BUIIOI OCBITH; €BPOIMEHCHKII OCBITHIN TPOCTIp;
YIIpaBIiHHS 320€3MIeUeHHSI SKOCTI BUILOI OCBITH; e()eKTUBHICT YIPABIIHHS Y Cepl BUIIOT OCBITH; MEHEDKMEHT
SIKOCT1 OCBITHIX IOCITYT; OI[iHKA SIKOCTi OCBITHIX TIOCIIYT.
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OPTAHU3AIIMOHHO-9KOHOMHUYECKHUE ACIHIEKTHI YIIPABJIEHUSA
KAYECTBOM BBICHIEI'O OBPA3OBAHUSA B YKPAUHE HA ITYTU
HUHTEI'PAIIUU B EBPOIIEMCKOE OBPA3OBATEJBHOE ITIPOCTPAHCTBO

AnHotamus. OOecriedeHre KadyecTBa W YNPABJICHHsS KAa4eCTBOM SIBIISIOTCS OCHOBHBIMHM BBI30BaMHU B
YIIPaBJICHUH BBHICIIUMH YUYE€OHBIMHU 3aBEACHHUSMH HE TOJIBLKO YKpauHbI, HO U EBpONbI B YCIOBUSIX YCTOWYHMBOIO
pa3BUTUSL M KOPOHAaBUPYCHOrO Kpu3uca. VIMEHHO NO3TOMY Ha COBPEMEHHOM OJTale BO3HUKAET OCTpast
HEOOXOIUMOCTh B HCCJIEIOBAaHHU TPOOJIEM YIpaBieHUsl o0ecrieueH sl KauecTBa BBICIIEr0 00pa3oBaHus Kak Ha
BHYTPEHHEM YPOBHE, TaK U Ha BHEIIHEM. /[ YKpauHbl akTyaJlbHO CTPEMJICHUE K MHTErPallui B €BPOIEHCKOE
00pazoBaTesbHOE MPOCTPAHCTBO, KOTOPOE TPeOYyeT YCBOSHHSI HOBBIX TOJIOXKEHHIA eBPOIEHCKON 00pa30oBaTebHOI
Cpelbl Ha OCHOBE CaMbIX COBPEMEHHBIX TEXHOJIOTHH, 4TO 00eceurBaceT MOBBIILICHUE KaueCcTBa 00pa30BaTeNIbHbIX
yCIIyI ¢ OpHEeHTalueil Ha HMHTepechl COMCKaTeneil Bbicmiero oOpas3oBaHus. lccienoBaHbl BO3MOXKHBIE TPH
BapUaHTAa OLICHKN COMCKATEISIMHU BBICIIIET0 00pa30BaHUs YPOBHS IIPEIOCTABICHHBIX yciyr. OOHapyXeHO, YTO KaK
NpaBWIoO, B IOABIAIONIEM OOJNBLIMHCTBE OXKHMIAHWSA COUCKATeNel BBICIIEr0 OOpa30BaHUS HE COBIANAIOT C
JeHCTBUTEIBHOCTBIO, TO €CTh CYIIECTBYIOT Pa3HbIE HECOOTBETCTBHSA B MPEACTABICHUSX M OKUIAHUSX, KOTOPBIE
Ha3bIBAIOTCA "pa3pbIBaMu’. Y CTaHOBIIEHO, YTO YHHUBEPCUTETY HEOOXOAMMO OCYIIECTBUTH BCE MEPONPUSATHS 10
BHEJPEHUIO (MHTETPaLliK) IPOLECCOB YIPABIEHHS KadecTBAa B CTPATETHMIO PA3BUTUS YUPEXKIEHHS BBICIIETO
oOpa3oBanu. {7t 3TOro npeuIoxKeHa cxeMa HHTErpaliii MeHEeDKMEHTa Ka4ecTBa B CTPAaTernieckoe yIpaBiIeHne
BBICIIMM OOpa3oBaHueM. [IOBBIICHNE KauyecTBa MPEROCTABIAEMbIX 00pPa30BaTENbHBIX YCIYT BO3MOXKHO B TOM
Yucle 3a CcYeT BHEAPEHHS HHHOBauuid B cdepy Bbicmiero ooOpazoBaHus. JlaHHble H3MeHEHUS OyayT
CHOCOOCTBOBATh MOBBIMICHUIO d(Q(EKTHBHOCTH YIpaBieHus B cdepe BbICHIEro oOpa30BaHHUs, YKPEIUICHHIO
MO3ULHUH 1 IOBBICUT KOHKYPEHTOCIIOCOOHOCTh M PE3YJIbTAaThl IeATeIbHOCTH YHUBEPCUTETOB. V3 mpoBeeHHOro
HCCIIEIOBAaHMSI MOXKHO CIEJaTh BBIBOJ, YTO BO BCEX YUPEKACHUSIX BBICIIEr0 OOpa30BaHHA YKpauWHbI €CTh
OCO3HAaHHE TOr0, YTO OLIEHKa KayecTBa OOpa30BATENBHBIX YCIYI SBILETCS KpalHe Ba)KHBIM ACIIEKTOM I
NOBBIIICHUS KayecTBAa YCIYr W TOBBIMEHHS KOHKYPEHTOCIIOCOOHOCTH CaMUX YYPEXKICHUH BBICIIETO
oOpasoBanHusa. J1g JUArHOCTHpOBaHHS HEOOXoAMMa OOpaTHas CBf3b, KOTOpas IIO3BOJIMT YHHBEPCHTETaM
OIIEpaTUBHO PEarupoBaTh Ha OLEHKH COMCKATeNeH BBICIIEro 00pa3oBaHMsS MO MOITYYEHHBIM 00pa30BaTEIbHBIM
ycIIyraM, COBEpLICHCTBOBATh HX, AENATh YCIYI'H MAaKCHMAaJbHO NPHBJIEKATEIBHBIMHU IS COUCKATENeil BRICIIEro
o0pa3oBaHUsL.

KnioueBble ciioBa: kauecTBO 00pa30BaHUs; oOecrieyeHe KayecTBa BEICIIEro o0pa3oBaHusl; EBponeiickoe
00pa3oBaTeNpHOE MPOCTPAHCTBO; YIPABICHHE KauecTBa BBICIIEro 00pa3oBaHus; 3PPEKTUBHOCTD YIIPABICHUS B
chepe BbIcmero 00pa3oBaHMS; MEHEIDKMEHT KadecTBa OOpa3oBaTeNBHBIX YCIIYr; OLEHKa KadyecTBa
00pa30BaTENBHBIX YCIYT.
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