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Анотація: Досліджується сутність та складові якості діяльності місцевих органів публічної влади. Проаналізовано міжнародні стандарти управління якістю в органах публічної влади із метою їх впровадження в Україні для забезпечення якості публічного управління. Акцентовано на тому, що надзвичайно актуальним в Україні, з огляду на потребу формування комплексної системи контрольної діяльності у сфері надання адміністративних послуг і активізації участі інститутів громадянського суспільства у проєктах громадського моніторингу, є застосування настанов ISO 18091:2019 щодо адаптування органами місцевого самоврядування процесного підходу до власної діяльності та їх нормативна регламентація. Визначено наявні проблеми впровадження систем управління якістю в місцевих органах публічної влади та окреслені шляхи їх вирішення з метою задоволення потреб споживачів публічних послуг та мешканців.
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In order to effectively implement the Association Agreement between Ukraine, on the one hand, and the European Union, the European Atomic Energy Community and their Member States, on the other hand, Ukraine is implementing political, socio-economic, legislative and institutional reforms, including reforming the public administration system.
The reform of the public administration system is carried out taking into account the European standards of good administration developed by the SIGMA Governance and Management Improvement Support Program and set out in the document "Principles of Public Administration". This document contains a system of principles and criteria for assessing public administration, based on international standards and requirements [8].
The main tool for implementing strategic directions of reforming and modernizing public administration and civil service in accordance with European standards of democratic governance in order to achieve the quality of public administration should be international quality management standards based on such principles of comprehensive quality management as consumer orientation, leadership of managers, staff motivation, process approach, innovation implementation and improvement of production Processes. The reform of the public administration system should be carried out by harmonizing public administration and civil service with international standards and EU norms to ensure its quality, effectiveness and efficiency [7, p. 200].
Ukraine's course towards European integration determines that ensuring quality improvement should become a task of national importance, and the main way to implement it is state support for modern methods of quality management and business excellence, development and implementation of quality management systems in local public authorities based on international ISO standards recognized in Europe and the world [5, p. 163].
Currently, management based on quality models at the level of local public authorities is being implemented in Ukraine improperly, which is due to changes in management, staff turnover, loss of continuity, lack of sufficient methodological support, complexity of quality management system documentation. support at the community level. This updates the search for new approaches to improving the effectiveness and efficiency of local public authorities based on methods and standards of management, which have an international definition as tools for ensuring the quality of management processes and public services. These approaches include management based on quality models, the implementation of which contributes to the focus on continuous improvement and focus on the needs of stakeholders [1, p. 80].
The organization understands and meets the needs and requests of customers, organizes work as a series of processes to develop, implement and improve the efficiency of the system. 
I agree with A. Krupnyk, which considers the quality of management as an assessment of the management process, which is determined by the degree of achievement of the established goal and the rationality of the organization of the process of its achievement [4, p. 730].
The quality of management is assessed using indicators and criteria. Indicators are certain characteristics of the result or management process that can be quantitative, that is, measurable, or qualitative (indicators), that is, those that are evaluated by the degree of their manifestation. Criteria are rules by which the quality of management is assessed by comparing the actual values of indicators or manifestations of indicators with reference ones. 
The composition of indicators and indicators by which the quality of public administration is assessed differs from the indicators and indicators of the quality of management in the field of commercial activity in that in public administration the indicators of ultimate social efficiency are the main ones, and in commercial management, profit is in the first place [4, p. 731]. 
In particular, public-management structures exist in an environment where there are no market regulators and such an indicator of efficiency as profit does not work [6, p. 127].
 Assessing the quality of management, it is necessary to distinguish between the quality of the result of managerial influence and the quality of the management process.
The quality of the result of managerial influence characterizes the results of the functioning of the management system in the form of its contribution to the result of the organization, the development of the community or its individual components, including: the level of labor productivity of the managed object, the level of well-being of people, orderliness, safety, employment, the state of the environment and, as a generalizing result, the quality of life. 
The quality of the management process includes the quality of the process as a whole and the quality of its components. 
The quality of the components of the management process includes the characteristics of individual elements of management activities, in particular, the validity of specific management decisions, the legality of decisions and actions of bodies and officials, the compliance of the content of management acts with the regulatory model, the level of democratization of management activities, openness, truthfulness and completeness of management information, compliance with ethical standards by the personnel of the management entity, with other authorities. 
Standardization contributes to the ordering and improvement of the organization of management activities, and the introduction of complex standards makes it possible to create on their basis comprehensive quality management systems that contribute to the choice of optimal management decisions and increase the efficiency of the management body in all spheres of economic and public administration. 
The quality management system is a set of interrelated and interacting processes aimed at quality, which are implemented by the management of the organization by defining policies and goals, as well as by achieving these goals [4, p. 732].
In 1987, the world has a set of international standards for standardization ISO 9000, developed by the International Organization for Standardization (International Organization for Standardization) – research and training center of problems of standardization, certification and quality".
Any standard of the ISO 9000 family is a document that establishes the necessary requirements, characteristics, principles, compliance with which guarantees consumers the quality of products or services that meet their needs. For functional purposes, international standards ISO series 9000 are universal. They are used at all stages of production and provision of services by enterprises, institutions and organizations, regardless of the form of ownership and type of their activities.
The principle of continuous improvement, which is the basis of quality management systems based on the international standards ISO series 9000 version 2000, requires a continuous search for ways to improve the life of the population.
 The latest version of the quality management standard is ISO 9001:2015, which since 2016 has been introduced as the State Standard of Ukraine ISO 9001:2015 "Quality Management System. Demands" [3].
The quality management system, which meets the requirements of the international standard ISO 9001:2015, is the most effective tool for improving the quality of services and improving the activities of local public authorities. It leads to an increase in the clarity and transparency of the activities of these bodies, ensures customer satisfaction, efficiency and consistency of work, rational use of resources.
In the international standard ISO 18091:2019 "Quality management systems. Guidelines for the application of ISO 9001 in local self-government entities" are the arguments on the appropriateness of applying the seven principles of quality management for a local self-government entity.
In particular, the principle of the process approach is interpreted as a logical structure and approach to the results of the activities of a local self-government entity should be based on processes that describe both its vision and long-term and strategic plans, as well as daily activities in certain areas, in particular, the provision of services.
 To create an opportunity for local self-government bodies to adapt the process approach to their own activities by the international standard ISO 18091:2019, it is recommended to distinguish three groups of integrated quality management processes: 
- management processes; 
- processes of current activity;
 - maintenance processes. 
ISO 18091:2019 contains a separate application that details the concept of an ICO (Integral Citizen Observatory). These are guidelines that allow the use of the standard as an effective tool, including to strengthen the participation of citizens (citizen participation). The purpose of the ICO is also to facilitate (promote) cooperation between customers, What are the citizens and local self-government bodies by preparing comments, proposals and draft decisions on socially significant issues in a language that is understandable to both citizens and local self-government bodies [9, с.121].
The national standard DSTU ISO 18091:2020 (ISO 18091:2019, IDT) [2], harmonized with European and international standards, entered into force in Ukraine from June 1, 2021. This becomes extremely relevant in Ukraine in view of the need to form a comprehensive system of control activities in the field of administrative services provision and management and the intensification of the participation of civil society institutions in the implementation of public monitoring.
Improving the quality of activities and providing public services through the introduction of a quality management system in accordance with the international standard ISO 9000 is possible through improving the methodological support and training of public servants, deputies of local councils and representatives of civil society in this area. transfer of organizational knowledge. This requires the constant development of professional competence of all those involved in the processes of improvement and formation of professional competence in the field of quality among officials, deputies and representatives of civil society.
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