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OBaa nmy6J1MKaIiyja e pe3y/aTaT o/, NPoeKToT ,EBponensanuja Ha afilMUHUCTpaLUjaTa

MpeKy CIpoBe/yBame Ha 3aeJHMYKA paMKa 3a IPoIieHa - peJieBaHTHOCTA Ha
CJIOBAYKOTO UCKYCTBO". [[poeKTOT Gellle MOArOTBEH co moMol Ha [ToHTHC
®onpanujaTa 1 basikaHckaTa MpeXa 3a pa3Boj Ha rpalaHCKO OMIITECTBO, U
noaapxat ox CyioBadykaTa odulldjasiHa pa3BojHa mporpama SlovakAid npeky
CioBauko-bankaHncknoT ¢oH/ 3a jaBHA NOJUTHKA. [I[poeKTOT Gellle cipoBe/ieH BO
nepuoAoT MapT-jy/iu 2012 roiuHa U BKJIy4dyBalle UCTPAXKyBakhe Ha IPUMapHU U Ha
CEKYHJAPHU HM3BOPH, KAKO U CTYAHUCKO NaTyBamwe Bo Peny6snka CioBavyka.
[ly6avKalyjaTa ce o6jaByBa Ha MaKeJJOHCKU U Ha aHTJIMCKH ja3uK. MaKegoHCKaTa
Bep3HUja e MojieTa/iHa U MOOMNIINPHA, /I0/leKa aHTJIMCKATa Bep3Hja e MOKOHIIM3HA U ce
KOHIIEHTpUPA OBeKe Ha IJITaBHUTE HAOIU U NTPENOPAKHU.

This publication is a result of the project “Europeanization of administration through
implementing the Common Assessment Framework - relevance of the Slovak
experience”. The project was assisted by the Pontis Foundation and the Balkan Civil
Society Development Network and supported by the Slovak official development
assistance programme SlovakAid through the Slovak Balkan Public Policy Fund. The
project was implemented in the period March-July 2012 and it included desk and field
research, as well as a study trip to the Slovak Republic. The publication is in
Macedonian and in English. The Macedonian version is more detailed and longer,
while the English one is more concise and concentrates more on the main findings
and recommendations.

WHCTUTYTOT 3a eBpOIICKA MOJIUTUKA e TUHK TEHK OpraHu3anyja cuenyjajaudnupaHa
BO 06J1acTa Ha eBPOIICKUTe UHTerpayuy, opmupana Bo pespyapu 2011 roauHa.
Mucujara Ha EIIH e npeKy KBaJIMTETHU UCTPAKyBamka U NPeAJIO3H 3a eBpOoICcKaTa
MOJINTHKA /1a 0BO3MOXKM OCHOBA 3a JlebaTa U pellleHHtja, BKIYYyBajKu '
0/JiICOBOPHHUTE BO NIPOLIECOT Ha JI0HeCyBakhe OJJIYKH, KaKO U MOLIMPOKATA jaBHOCT.
YnenoBuTe Ha EIIM nMaaT MCKYCTBO U IIMPOKO IIO3HABamEe BO 06s1acTa Ha
€BPOICKUTE MOJUTHUKH BO HALLHUOHAJIHUTE UHCTUTYLIUU U TParaHCKUOT CEKTOP, KaKo
Y aKaJleMCKa ekcrieptusa 3a EVY.

The European Policy Institute (EPI) is a specialized EU-policy think tank in
Macedonia established in February 2011. The EPI's mission is to provide a sound
ground for dialogue among policy makers and to inform the public on key European
issues, through development of proposals and ideas on EU strategies and policies,
based on quality and independent research. EPI‘s members have vast knowledge and
experience in EU policy issues in the national institutions and civil sector, and a strong
academic background in the EU.
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Pe3ume

Ily6aukayujama e peyaimam HA UCMPAXCy8aremo 3a hpumeHama Ha 3aedHuUYKama
pamka 3a npoyeHa 80 Peny6auka MakedoHuja u 6o Peny6auka Caosauka. Toa nokadxca
deka uckycmeomo Ha Cnosauyka 60 cnpogedysaremo Ha 3aedHUYKAmMa pamkd 3d
npoyeHa (3PII) e mHo2y pesesaHmHo 3a Penybauka MakedoHuja, nopadu cauyHocma Ha
KayuHume ¢akmopu (Kysamypama, jagHama ceéecm 3a adMuHucmpayujamd, HUGHUOM
npucman KOH K/AueHmume, noJAumusayujama 80 080j ceKkmop), a npadKkmu4Hume
npenopaku ce npumeHAu8uU 80 Penybauka MakedoHuja.

IIpumenama Ha 3PIl eo Penybauka MakedoHuja e ozpaHuyeHa: mpu Yukaycu ce
cnpogedeHu 80 /IpicasHuom 3a800 3a cmamucmukd, d 80 meK e cnpogedysarbemo Ha
3PI1 80 MuHucmepcmeomo 3a UHPOPMAMUYKO OnNWMecmeo u admMuHucmpayuja.
Ilompe6Ho e nogeKe da ce kopucmam u da ce cnodesygaam UCKycmeama 3a ynpagyearse
CO Kea/qumemom 60 pamKume HaA camama jasHa adMuHucmpayuja 8o Penybiauka
MakedoHuja, odHocHO da ce npomogupaam HAj0o6pume HAYUOHAAHU NPAKMUKU (Ha
npumep, Ha [IpxcasHuom 3asod 3a cmamucmuka). Hcmospemeno, 3PII e dobpa
nod2omoeka 3a hpumeHd HA NOCA0XHCEHU cUCmMeMU 3ad ynpasysarse co keaaumemom. 3PI1
He UCK/y4vysa dpyau modeau 3a ynpasyearbe co Keaaumemom U e KoMnJieMeHmapHa co
HU8.

OzpaHuuvyeauku pakmopu 3a npumeHama Ha 3PIl 8o makedoHckama adMuHucmpayuja
ce: HUBOMO HA hoaumu3ayuja, Hedocmamokom Ha hpo@PecuoHaIHOCM U 0Mmcycmaomo
Ha KyAmypa Ha de/ezuparbe, 0CO6eHO HA 8UCOKU HUB0A HA dpicasHama cayxcbd, Kou ce
KAy4YHU 3a chpogedysarbemo Ha 3PIl. Tue mpeba da ja coenedaam epednocma Ha 3PI1 u
da nocedysaam odpedeHo HUBO HA Kpumu4HOCM, 3aumo cnpogedysarsemo Ha 3PII noaza
00 o6jekmugHama cAukad 3a cocmojéama 6o uHcmumyyujama.

Hako e HeonxodHo o6e3bedysarbe HA noaumuyka noddpwika u .sudepcmeo, He ce
npenopauysa ,macosHo” eogedysare Ha 3PIl, no Hapedba ,0320pa‘“, myky
UHUYyujamueama mpeba da nomekHyga o0d camama uHcmMumyyuja, a umnJje-
MeHmayujama mpe6a da 6ude 80 KOM6UHAYuUja co npucman ,,03004a - Hazope“. Cenak, ce
npenopauysa noseke opeaHuszayuu da ja eosedyeaam 3PIl ucmoepemeno, nopadu
MOMNCHOCMA 3d CNOPEAAUBOCM U 3d paA3MeHA HA UCKYCMad.

3a ycnewHa umniaemenmayuja Ha 3PIl nompebHo e da ce skjayuam 30pyiceHuUja 3a
Kea/umem Kou mpeba da umaam KoHCy/amaHmcka yaoza. Copabomka co 3emju - YaeHKU
Ha EY 80 060j des1 co 06yKu 3a 06y4yeayu U pameHa Ha UCKYcmeo Modxce da e 00 0cobeHa
noMoul.

00 uckycmeomo Ha Cnosayka u Penybauka MakedoHuja He e nomsepdeHo deka
gogedysarbemo Ha 3aedHuukama pamka 3d npoyeHka JupekmHo hpudoHecyea 3d
denoaumusayuja Ha jagHama adMuHUCMpAyuja, Koj e KjayyeH npobaem. Ho, dokosky
KOH3UuCmeHmHo ce cnpogede 3PIl u ce nouumysaam HejauHUMe 0CHO8HU NPUHYUNU, maa
npudoHecyea 3a noduearbe HA KeaJaumemom 60 eJdHA op2aHu3ayuja npeky wmo
UHOQUpeKkmMHo Modice da npudoHece 3a hpogecuoHaIU3ayuja.




BoBej,

3aegHUYKaTa paMKa 3a npolieHa (Bo noHaTaMolHUOT TeKcT: 3PI1) e EBporncka ajaTka 3a
yIlaByBake CO KBaJIUTET BO jaBHATa af/IMUHUCTpaLyja. Taa npoussierysa o MoJeJ0OT Ha
EBpornckara ¢oHaalMja 3a ynpaByBambe co KBaIuTeTOT U Ha UHcTuTyTOT Criejep of
['epmaHuja. 3PII e s1ecHa 32 KOpUCTeme, 6ecrIaTHA ajlaTKa 3a CAMOINPOI[eHa Ha jaBHUOT
CEKTOp, KOja MOKe /|Ja UM IIOMOTHE Ha jaBHUTe aJIMUHUCTpalnuu Bo EY fa ru pas6epat u
Jla TM IpUMEHAT COBpEMEHUTE TEXHUKH Ha ynpaByBamwe. Bo 2011 roguHa, Kora ce
npocyaBu 10-roguiIHUHATA OJ1 BOBEIYBAak€TO HAa OBOj MO/ieJI, bellle perucTpupaH
HejsuHUOT 2000-TH KOpUCHUK. M moKpaj MHOTYOpOjHHUTE NPUA0OMBKH, KO MOXKe Ja TH
nMa 3PII 3a nogo06pyBarmke Ha PYHKIMOHUPAETO U eprUKAacHOCTA Ha EBPOINCKHUOT jaBeH
CeKTOp, Kako U GakToT Jeka MakefoHUja ce 06Bp3a Jeka Ke ro kopuctu 3PII kako mozen
3a npoueHa, 3PIl MHOry MaJIKy ce KOpUCTU BO MaKeJJOHCKAaTa jaBHa aAMUHUCTpaLHja.

Co ues a ce moJUrHe CBECTA Kaj KJAYYHUTE YUHUTEM BO NPOLECOT Ha eBponensaluja 3a
noTteHnyjanoT Ha 3PIl kako eBpOINICKY MHCTPYMEHT 3a YIIpaByBake CO KBAJUTETOT U Jia
NOTTHKHE MOIIMPOKA ynoTpeba BO paMKUTe Ha MaKeJJOHCKaTa jaBHa alMUHUCTpaLHja,
WHcTuTyTOT 32 eBporncka nonutuka (EIIN) - Ckomje cipoBesie UCTpaXKyBake KOPUCTEjKU
I McKycTBaTta ofi, Peny6smka CioBayka.

['1aBHUTE HAOM OJ MPOEKTOT 3a€HO CO MPENOPAKUTE, KOU Ce COAPKaHU BO OBaa
ny6JMKalyja, 6ea mpe3eHTUPAHU Ha KOHepeHIMjaTa, Koja ja opranusupaiie EIIN Ha 20
jyau 2011 roguHa Bo JIp>KaBHUOT 3aBO/, 3a CTaTUCTHMKA. Ha HacTaHOT, Ha KOj
MPUCYCTBYBaa 3aUHTEepEeCUPaHU CTPAHU, IPETCTaBHUIIM HA MUHUCTEPCTBA, aKaZeMCKUOT
Y rpalaHCKHOT CEKTOD, Ce M3/iBOMja HEKOJIKY KJIYYHH 3aKJIy40LU U 3a6elelliKH, KO, UCTO
TakKa, ce COAP>KaHU BO OBOj JOKYMEHT.

3a 3aegHuUYKaTa paMKa 3a npoieHa (3PII)

3aesHuYKaTa paMKa 3a npoueHa (3PII) npeTcraByBa paMka 3a caMoIlpolieHa 3aCHOBaHa
Ha NPUHIMIIUTE 3a LeJIOCHO yIpaByBame co kBanuTeToT. 3PII e siecHa 3a ynoTpeba,
6ecn/iaTHa a/laTKa 3a CaMOINPOLIeHA Ha jaBHUOT CEKTOP, KOja MOKe Jla UM IIOMOTHe Ha
jaBHUTe afiMUHUCTpauuu Bo EY fa ru pasbepar v Jja rv nprMeHaT MOJIepPHUTE TeEXHUKHU
3a MeHaMeHT. Hus rogunuTe 3PII ce pa3BuBalile U mpepacHa Bo JI06po MoeJ 3a
KBaJIUTET 0/ 06J1acTa HA jaBHUOT CEKTOP.!

IloTek/10 ¥ pa3Boj

3PII e pe3yataT Ha copaboTkaTa Mef'y MUHHUCTPHUTe Ha EY 3a710.0keHM 3a jaBHA
aJIMMHUCTpALMja, KO, IO, IOKPOBUTEJICTBO Ha paboTHAaTa rpyna cocTaBeHa 0/
HalMOHAJIHU eKcniepTH - ['pyna 3a nHoBaTUBHU jaBHU ycayru (UIICT), cozpane
maaTdopMa 3a NoTecHa copaboTKa U pa3MeHa Ha UCKycTBa. OCHOBHA Lies1 Ha 0Baa

1 et rogunu ox 3PIl: Ox AposiecueHuuja go 3pesioct - lto e ciegno? Ctyauja 3a
KOPUCTEWETO, NOJApIIKAaTa U UAHUHATA HA 3aeHUYKATa paMKa 3a npoueHka®, Ctaec II.,
Tun H., Crodesc A, Tenmod C., EYITAH, EUIIA 2011, cTp. 11




njaTdopMa e U3Haolatbe UHOBAaTUBHU HAUMHU 3a MO/JlepHU3Upatbe Ha BJaJUTe U

00e36eyBarbe Ha jaBHUTE YCJIYTH BO 3eMjuTe-wieHKH Ha EY. [luoT-Bep3ujaTa Ha
3PII e npesentupana Bo Maj Bo 2000 roguHa, a npBaTa peBUAYMpaHa Bep3uja e
npomoBupanHa Bo 2002 roauna. 3a ga ce ummiementypa 3PII, co ogiyka Ha
['eHepa/iHUTE AUPEKTOPATH 32 jaBHU CIYKOHU e popmupaH LleHTapoT 3a pecypcH 3a
3PII Bo pamkuTe Ha EBpOINCKMOT MHCTUTYT 3a jaBHA agMUHHUcTpanuja (EUIIA), koj
3aeiHO co EBpornickarta ¢poHAalMja 32 yIpaByBake CO KBAJUTETOT U CO
YuugepsuteToT Bo Crejep, ja BOAU UMILJIEMEHTAlLMjaTa HAa MOZEJIOT U ja OlleHyBa
Heropara ynorpe6a.

3PII e 3acHOBaHa Ha peMucaTa JeKa OJJIMYHUTE pe3yJaTaTHh BO OpraHU3alUCKOTO
paboTeme, BO O/JHOC HA rparaHUTe /KJIUEHTHUTE, JyI'€TO U ONIUITECTBOTO CE
MOCTUTHYBaaT NpeKy cTpaTervja npejBoJeHa ol JUAEPCTBO U IIJIaHUPaE BO 0JJTHOC
Ha Jiyf'e, TapTHEPCTBA, pecypcu U npouecd. Pamkara ja pasrJiesyBa opraHusanyjaTa
HWCTOBPEMEHO OJf pa3/JIMYHHU arJIv U 3a3eMa XO0JMCTUYKU NIPUCTAll BO aHa/IM3aTa Ha
yCHELIHOCTa BO Pab0OTEHETO Ha OpraHu3anujaTa.l

[ToyeToruTe Ha 3PII ce sionrpaaT Bo mepuo/| KOra jaBHUOT CEKTOp Gellle COOYeH CO
6pojHU NpeM3BUIM U MOpallle Jla 04C0OBOPU Ha OPOjHHU ONIITECTBEHU NOTPEOU U
6apama. Kako pesysitaT Ha oBUe NpeJU3BULIU U IPUTHUCOK, jaBHUOT CEKTOP bellie
npeAMeT Ha cywTecTBeHU pedpopmu. OcobeHo Bo BpeMe Ha GUHAHCHUCKA KpU3a U
3HAYUTEJHU HaMaJlyBaka Ha TPOLIOLUTE BO jaBHATA aAMUHUCTpALYja, Ap>KaBaTa ce
¢dokycupa Ha epUKACHOCT U eEKTUBHOCT, TPAHCIIAPEHTHOCT U OJITOBOPHOCT, KaKO U
CBECHOCT 3a U3BpPLIYBabE jaBHU YCJIYTH.
Bo nepuogot o4 2000 gm0 2005 roguna, 3PII e BoBesieHa Bo okosy 900 MHCTUTYIIUU
3a NoJ00pyBabe Ha OpraHU3alUUTeE, a UHTEPECOT 3a BoBeAyBake Ha 3PIl noctou u
HaZBop of rpanunuTe Ha EY. Bp3 ocHoBa Ha AeTasbHu cTyuy, Bo 2006 roguHa e
rM3paboTeHa NOHANpeHa Bep3uja Ha MOJEJIOT, a A0MOJIHUTENHO e pa3BUeHa 6a3a Ha
nmoJlaTonu 3a ariMkauuTe 3a 3PI1 co mes — uHTerpupame Ha 10OGPUTE MPAKTUKU BO
jaBHUTe aJIMUHHUCTpaLMU o 1esa EBporma.
Bo nocnennute 12 roAuHM 0/ HEj3MHOTO BOBeAyBame 0 JeHec, 3PIl u HejsuHaTa
ynoTpeba ce pa3BUBallle U HalpeayBalle. Bo 0Boj npoliec Ha MMIJieMeHTanuja
MOXaT /a ce pasrpaHuyar Tpu ¢asu:

1. npBa dasa - pokycHpaHa Ha CAaMONPOLIEHA;

2. Bropa ¢asa - NocBeTeHa Ha NOCTUTHYBakbe Ha N0106pyBakba 1o

caMomnpoleHaTa

3. TpeTa dasa - co aKlleHTUPaE Ha CO3PEBakbe HA KYJITypaTa Ha OJJIUYHOCT BO

opraHvsanyjara.
Bo npBara ¢asza Ha 3PII ox 2000 10 2006 roguHa ¢poKycoT 6Gellle Ha BOBeIyBakbe Ha
NPUHLUIIUTE U BPeIHOCTUTE Ha CUCTEMOT 3a 1]eJIOCHO YIIPaByBake CO KBaJUTETOT
BO jJaBHUOT CEKTOP CO NpHUMeHa Ha camonpoueHarta Ha 3PII. Bo muHaToTO,
opraHusalnuTe 0J] 06J1acTa Ha jaBHUOT CEKTOP He 6ea HAaBUKHATHU HAa CAaMOMNpPOIieHa.
3apazy Toa Mopallle a Ce BJI0>KH MHOTY eHeprHja BO CO3/laBakbe Ha COMU/HA
MeTO/I0JI0THja 32 CaMOoNpoIieHa.
Co peBusujaTta Bo 2006 rogvHa Bo BTopaTa ¢asa oa npuMeHaTa Ha 3PII moBeke
BHUMaHHeE Ce MOCBETH Ha TOa LITO CJIeJU 10 IPOLeCcOT Ha CaMOIpoLieHa - TOTOYHO

3PII e 3acHo8aHa Ha
npemucama deka
0duyHUMe peysimamu
80 0pP2aHU3AYUCKOMO
pabomerbe, 80 00HOC HA
epazaHume/KaueHmume,
J/Iy2emo u onuimecmeomo
ce nocmuzHysaam npexy
cmpamezuja npedsodeHa
00 1udepcmaso u
naaHuparee 80 00HOC HA
Jlyée, napmHepcmaa,
pecypcu u npoyecu.

Pamkama ja paszanedysa
opz2aHusayujama
ucmospemeHo od
pa3AuUYHU az2/1u U 3a3ema
X0/4uCcmu4kKu npucman 6o
aHa.au3ama Ha
YychewHocma 8o
pabomerbemo Ha
opzaHu3ayujama.



MMIlJIEMeHTAlMja Ha aKTUBHOCTHUTE 3a N0J06pyBabe, KAKO pe3y/ITaT Ha OTKPUBakbe

Ha MoBeKe 06/1aCTH 3a NOA06pyBambe 3a BpeMe Ha CaMOIpOoLleHaTa. Y CllelHOCTa Ha
3PII ce Mepu co BoBeieHU N10I0OpEHU PAKTUKHU Ha YIIPaByBak€e, KOU BoJiea KOH
noJlo6pu pe3yJiTaTyh Bo paboTewmeTo. Bo paMkuTe Ha TpeTaTa ¢asa Gele 3rojieMeHa
CBECHOCTA 32 MOTpebaTa 0/ HATAMOLIEH Pa3B0j HA KOHIENTOT Ha OJJINYHOCT, KOj &
ocHoBa 3a 3PII, Ho K0j He Gellle JOBOJIHO EKCIIMIIUTHO GOPMYJIMPAH 3a jABHUOT
CceKTop. AKO ce pa3BHjaT, BO UJJHUHA OBHE MPUHIIMIIM MOXaT Jla CTaHAT BOJIEUKHU 32
rpajielhe Ha OpraHu3aliija Ha HUBO Ha OJIJIMYHOCT BP3 OCHOBA Ha CaMONpOLieHa U Ha
epeKTHBEH IIJIaH 3a M0[00pyBalbe.

I'mraBHa nes Ha 3PI1

Bo corsiacHocT co I[Ipupadynukot 3a 3PII, rnmaBHuTe uesnu Ha 3PII ce ciiegnuTe:

T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T T I
!'1. na ja 3amo3Hae jaBHaTa aJMUHUCTpALKja CO MPUHLUNUTE Ha LlesocHO ynpaByBame
! €O KBaJIMTETOT, O[] CerallHaTa CeKBEHIIMja Ha aKTUBHOCTH ,IlJIaHMPaj-NocTanu” ao |
| LesIoceH HUKIIyC LIJIAHUPAj-NIOCTaNUu-NPOBEPHU-/€ejCTBYBAj"; !
:2. Jla ja oJleCHU caMoeBaJlyalljaTa Ha e/lHa jaBHa opraHM3alMja co Les Aa ce Aob6ujaT !
| JiMjarH03a M aKTUBHOCTH 3a OJ00pYBatbe; I
1 3. Jla AejTBYBa KaKo MOCT Mefy pas/IMYHUTe MOJEH IITO ce KOPUCTAT 3a yIpaByBabe :
| CO KBaJIMTETOT; W .
4. 1@ TO OJIECHH y4emeTo 0Jf MpPeTXOJHO MOCTaBeHWTe CTaHjapiu Mefly |
! OpraHM3alMHUTe 0/} JABHHOT CEKTOP. !
1 1

3a nocturHyBame Ha oBue 1esiu 3PII cogpxu: 9 kputepuymu, 28 NOTKPUTEPUYMHU CO
IIpUMepH, IaHeJ U 3a IPOLeHa Co

HaBe/JleHU 0BO3MOXKYBauH U pe3yJsITaTH,
yInaTCTBa 3a caMoeBaJlyallyja, Mogzenor Ha 3PII

OBO3MOXYBAYU PE3YNTATHU
AKTUBHOCTH 3a O 00PYyBambe, MPOEKTH
Pesyntath
3a y4yeme 0Jf IPeTX0HO IOCTaBEHU B e H L o H
cTaHgapAy U pedHUK. Bujejku e onmra J nyre
p p J I

naBHK pesynTath
BO OQHOC Ha
YCnewHoTo
paboTete

asatka 3PII, Taa Moxe a ce npuiarofau Pesyntat
 MpouecH [=  OPHEHTMPaHH

BP3 rparaHn/KnHeHT

Crparernja

Muepetso 2 nnanuparse

BP3 OCHOBA Ha cliel[dUKUTE Ha eJJHa

. N P —
HHCTUTYILH]A, HO 3aJ0JIXKUTEJITHO Peayntati
|| NaptHepcrea | | I~ soogHocHa H
MOpaaT Aa Cce Mo4YuTyBaaT Hej3I/IHI/ITe n Pecypen onwrecTeoTO
OCHOBHH eJIEMEHTH: 9-Te KPpUTEPUYMH,
WHOBALMJA U YHEKE

28-Te NOJKPUTEPUYMHU.
HsBop: [Ipupaunuk 3a 3PI1 2006 roauHa, Pecypcen nenTtap Ha 3PII, EBponicku HHCTUTYT 3a
jaBHa aAMUHUCTpALH]ja, CTP. 3.

PesyjiTaTy 0/ NpoLieHaTa Ha npuMeHaTa Ha 3PI1

Bo coruylacHocT co aHanu3aTta Ha PecypcHuot nenTap 3a 3PI1, o net rogvuu of,
BoBeAyBameTo Ha 3PII (Bo 2006 rogrHa), MOCTOM MOXKHOCT 3a MOPACT Ha IpUMeHaTa
Ha 3PII Bo cuTe ceKTOpH, a 0cO6EHO BO CEKTOPUTE IITO BEKe I'0 UMaaT HajroJIeMHUOT
nes kopucHunM Ha 3PII. [loBekeTo opraHu3anuy, ko ja ynotpebysaat 3PII, ce ox;:
JIOKaJTHAaTa aIMUHUCTPAIMja, COIUjaTHUTE CJAYKOH, TOJIMIMjaTa U 6e36eJHOCHUTE
CJYKOH, YYUITHIITATa, TApUHCKAaTa yIpaBa, JaHOYHATa yIpaBa U GUHAHCUCKATa



a/MUHHUCTpaLyja. [loBekeTo o opraHM3aLUUTE OJf OBUE CEKTOPH ja U3pas3ujie

HMBHaTa HaMepa 3a noTeHljaJHa npuMeHa Ha 3PII. OctaHaTu ceKTOpHU CO
MOTEHI[M]jaJs 32 Pa3B0Oj Ce CEKTOPHUTE Ha: 3/[paBCTBEHU YCIAYTH, BUCOKO 06pa3oBaHue U
HUCTPaXKyBake, KYJTypa U KyJITYPHO HAC/Je/ICBO, OMIITA MOJUTUKA U HAATJIE[YBAbE.
Op aHanM3aTa npou3sJieryBa jeka g/1ujaHuemo Ha 3PII Ha jagHuom cekmop Ha
3emjama e 80 cu/sHa Kopeaayuja co 6pojom Ha kopucHuyu Ha 3PII eo dpxcasama.
Bo Hekou 3emju 3PII cé yuiTe He e UPOKO PaclpoCTaHET CO MOXKHOCT Jia
npeAn3BUKa [IJIA60KH MPOMEHHU BO jaBHUOT CEKTOP KAKO LeJIMHA, HO CAMUOT MOJeJl
¥MMa roJjIeMO BJIMjaHMe Ha OpraHM3alMjaTa, Koja ro NpuMeHyBa.
3PII ce rnefa kako no4yeTHa TOYKA BO KPeUpPAWkETO KYJTypa 3a IPpOMeEHA Ha jaBHATa
opraHu3anyja 1 Ha jaBHUOT ceKkTop. UckycTBoTo co 3PIl um nomara Ha
OpraHMU3alMUTe BO UMILJIEMEHTALMjaTa HAa PA3JIMYHU 00pU NPAKTUKH, KAaKO ILITO CE:

e  BoBeAyBame Ha nukaycot [1PI1/]/PDCA (niaHupaj - peaiu3upaj - IpoBepH -

JlejCTBYBAj) BO YIIPAaBYBAHkETO CO OPTAaHU3AIUUTE;

®  jaKHeHe Ha CBecTa 3a UeHTHUKaLMja HAa 3acerHaTUTe CTPaHu;

e  CHpoBeJyBame yIIpaByBambe CIOpes LjeJIM 3aCHOBAaHU BpP3 U3JP>KaHU

pe3ysaTaTH, 6a3MpaHy Bp3 UCKYCTBO U OYeKyBaka Ha 3aWHTepecUpaHUTe CTPaHy;

e 10J00pyBale HAa KOMYHUKallMjaTa BO CUTe HACOKHU, 03ropa — HaJ0J1y U

03/10J1a — Harope;

®  yyembe NIPEKY ONpee/yBatbe Lear

®  jaKHeHe Ha CBeCTa 3a 3HaUYEHETO Ha OPraHrU3alUCKUTE BPEJHOCTU U

pa3BUBamE Ha ETUYKHU KOJEKC;

e  BOBeJlyBame [I0roJieMa TPaHCIapeHTHOCT, IOroJeMa 0TOBOPHOCT U

MOroJIeMO OCIIOCOOYBambE.

Busujara Ha ekcnieprckara rpyna 3a 3PII og janyapu 2011 roguHa, of,
ByauMnelura, e cjiefHaTa:

e  3PIl 3HauuTesIHO IPHUOHECYBA 3a NPOIIUPYBakbe Ha Ky/ITypaTa Ha KBaJIUTET
Mel'y pXKaBHUTe cay:k6eHHuLH Bo EBpona;

e  3PII e vHTerpupaHa BO KyJITypaTa Ha jaBHUOT CEKTOP KaKO ajlaTKa 3a
yIpaByBakbe CO KBAJUTETOT, yIIOTPeOYyBajKH 3ae/JHUYKH ja3UK U OCTBApyBajKu
noJ06pyBama KOH CUTe 3aCerHaTy CTpaHu: rpafaHuTe /KOPUCHULIUTE, FparaHuUTe,
jaBHHTeE BJIACTH U ONIITECTBOTO;

o  3PIl e ogp>k/IMB MO/ieJ1 3a jaBEH MeHAIIMEHT BO KOj MOXKe Jla ce MMa /10Bep6a,
npudaTeH o/ CTpaHa Ha BUCOKOTO PAKOBO/CTBO U IIMPOKO UMILJIEMEHTHPAH 07
jaBHUTE opraHu3sanyu Bo EBpona co camonpornieHa Ha peJ0BHa 0CHOBa; U

e Excneprckara rpyna 3a 3PII e ceondaTHa, fuHaMU4Ha U epeKTUBHA
eBpoIicka Mpexxa 3a 3PIl, 3acHOBaHa Ha CUJIHM U UHTEPAKTUBHU perMHAJIHH,
HallMOHaJ/IHU U eBpOICKU 3aegHULM Ha 3PII. JaBHUTe opraHu3alu ce akTUBHU
NapTHePH Ha eKCllepTCKaTa Ipylia Bo AuceMUHanyja Ha MogesoT Ha 3PIL

l'lpmmmm 3a OAJINYHOCT

Llesta Ha 3PII He e eJUHCTBEHO NMPOLECOT HA CAaMOIPOLEHA, TYKY CO3peBabe Ha
KyJITypaTa Ha OJ/JIMYHOCT BO opraHu3anujata. OCHOBHUTe NPUHLIMIIU HA KyJITypaTa
Ha OJJIMYHOCT Ce:
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[puryun 1: OpuenmuparHocm KoH pesyamamu - OpraHusanujara ce GoKycrupa Ha
pe3yataTtuTe. [locTUTHYyBameTO Ha pe3yJTaTUTe Tpeba Ja 61/ie Ha 3a10BOJICTBO Ha

CHTe 3acerHaTHy CTPaHU Ha opraHu3alujaTa (BjaacTa, rpalfaHuTe/KOPUCHUIUTE,
MapTHEPUTE U BpaboTEeHUTE BO OpraHU3aliyjaTa) BO 0JJHOC HAa IOCTAaBEHUTE LIeJIH.
[punyun 2: Pokyc KoH epazaHuHom/ kaueHmom - OpraHusaiujaTta ce GoKycupa Ha
NOTPeOUTEe HA MOCTOEYKHUTE, KAKO U MOTEHLUjaTHUTE, TparaHu/KopucHULU. Taa ru
BKJ/Iy4yBa HUB BO MPOIeCOT HAa pa3Boj Ha POAYKTH U YCIAYTU U Ha N0l06pyBake Ha
YCHEeIHOCTa.

Ipunyun 3: Bodcmeo U KOHCMaHmMHocm Ha HameHamad — OBOj MPUHLIMII 'O CIIOjyBa
BU3UOHEPCKOTO U UHCIUPATUBHOTO BOJICTBO CO KOHCTAHTHOCTA HA HAMEHATa BO
CpeJiHa, KOja MOCTOjaHO ce MeHyBa. BojaurTe BocnocTaByBaaT jacHa M3jaBa 3a
MHCH]jaTa, BU3UjaTa U BpeJHOCTUTE, U KperupaaT U Co3/laBaaT BHATpellHa CpeMHa BO
KOja JIyf'eTo MOXaT Jla 6uJaT LeJIOCHO BKJIyYeHHU BO IOCTUTHYBabeTO Ha LjeJIuTe Ha
opraHusayujara.

Ipuryun 4: Ynpasysare cnoped npoyecu u cnoped hakmu — OBOj IPUHIIUI ja BOJU
opraHu3saliyjaTa o/ IepcleKTHBa - IOCAaKyBaHUOT pe3yJITaT Aa buje NOCTUTHAT
noeduKacHO Kora ce yrpaByBaaT COOZBETHUTE PeCYpCH M aKTUBHOCTH KaKo MpoLec
Y edEeKTUBHUTE OJJIYKH Ce 3aCHOBAaHM BP3 aHAJIM3a HA NOAATOLM U UHPOPMALIUH.
IpuHyun 5: Pazeoj u s1y4yeatsbe Ha ayéemo — JlyfeTo Ha CUTe HUBOA Ce CYyLITHHA Ha
opraHusanyjaTa ¥ HUBHOTO L[eJIOCHO BKJIy4yBatbhe OBO3MOXXyBa HUBHUTE
CHOCO6HOCH Ja 6uaT ynoTpebeHH BO KOPUCT Ha opraHu3anujarta. [IpuioHecoT Ha
BpaboTeHUTe Tpeba a 6UAe MaKCUMHU3UpPaH HWU3 HUBHUOT Pa3Boj U BKIYYEHOCT BO
Kpeupamwe paboTHa cpefjHa CO 3aeJJHUYKHU BPpeJHOCTH 3a KyJITypa Ha I0Bep6Oa,
OTBOPEHOCT Y IpU3HAHHUE.

Ipunyun 6: KoHMuUHyupaHo y4erse, UHosayuja u nodobpysarse — O JJIUUHOCTA 'O CTaBa
BO Mpalliame status quo v epeKTyupa MpoMeHa NPeKY KOHTUHYUPAHO YUEHE CO Ll
CO3/1aBake MOXKHOCTH 32 MHOBAllMja U 3a noZ06pyBatse. CiieICTBEHO,
KOHTUHYUPAHOTO NoJ06pyBame Tpeba Jja 6u/e NocTojaHa Lies1 Ha opraHusanyjaTa.
IpuHyun 7: Pazeoj Ha Medyce6HU KOpucHU napmHepcmed - Ha opraHuzanuure o/
006J1acTa HA jaBHUOT CEKTOP UM Ce MOTPeOHU APYTHU 3 J]a TH IOCTUTHAT CBOUTE IeJTH
Y C/IeICTBEHO, THe Tpeba Jla pa3BHyjaT U [ja OJp>KaT NapTHEPCTBA, KOU MMaaT
JIONIOJTHUTEJIHA BpeJHOCT. OpraHu3anujata 1 HabaByBayMTe ce Mel'y3aBUCHU U
MeryceGHO KOPUCHUTE TAaPTHEPCTRBA ja 3roJieMyBaaT ClIOCOOHOCTA 32 CO3/laBakbe
BPeJHOCT.

Ipunyun 8: KopnopamueHa onwimecmeaeHa 0d208o0pHocm - OpraHU3aLUUTE O/
06J1acTa Ha jaBHUOT CEKTOP Tpeba Jja mpe3eMaT ONIITECTBEHA OATOBOPOCT, Aa ja
MOYMTYBaaT €KOJIOLIKATA OJPK/IMBOCT U Jja ce 06MAAT Jja T OCTBapaT IJIaBHUTE
OuYeKyBama U 6aparba 0/f JIOKaJIHATa U 0/, IJ1I06aIHaTa 3aeJHULA2.

2 JHecet rogunu 3PII, Iloseke of 2000 3PII xopucuuuu®, Craec I1., Tuy H., Ctodesnc A. EUIIA
2010
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3PII cnopeaeHa co Apyry CHCTEMH 3a YIIpaByBame CO KBaJIUTETOT

Enna on nenute Ha 3PII e aa AejcTByBa Kako MOCT Mel'y pa3/IMuHUTE MO/JIe/H, KOU Ce
KopucTar 3a LlesiocHo ynipaByBatbe co kBasauTeToT — HYK/TQM (Total Quality
Management), ¥ ia o 0JIECHU YYEHETO O/] MPETX0/JHO OCTAaBEHUTE CTAHAAPIU Mely
OpraHu3aIUUTE O] jABHUOT CEKTOP.

Pazsinunute mogesn Ha IYK npoussieryBaat o NIpBUYHHUOT KOHLENT Ha llesocHO
yIpaByBake CO KBAJUTETOT, KOj 3a IPB NaT e pa3BueHd Bo CA/l, HO BeilHAlI IOTO0A €
BOCIIOCTAaBeH HALIUPOKO BO jallOHCKaTa MPOU3BOICTBEHA UHAYCTPH]ja, 0] Kajie
MOJ0IHA € O/IHOBO ,M3Be3eH" Ha 3anaz. Torau MHOTY MOJIe/IU U TEXHUKU
vHcnupupanu of [IYK, kako Ha mpuMep: MefyHapoaHaTa opraHy3aiiyja 3a
cravaapausanuja (MCO), BanancupanaTta kapTudka Ha pesyatatu — BKP/BSC
(Balanced Scorecard), EBpornckaTa ¢poHAalMja 3a yrpaByBakhe CO KBaJIUTETOT -
E®YK/EFQM (European foundation for quality management), MogesoT 3a
HM3BOHPE/IHOCT BO jaBHaTa ciy»x6a - MUJC/PSEM (Public Service Excellence Model)
6ea BKkJIyueHU BO EBpONICKUOT jaBeH ceKTOp, HO 3a IPB NaT 06M/JUTe 32 BOBEyBabe
Ha NPUHIMIIY 32 yIIpaByBake CO KBAJIUTETOT BO jaBHUOT

cekTop oTmnovHaa Bo 1991 roauHa co ,Jleknapauujata Ha rparaHuTe” Bo Besimka
BpuTanyja.

HajpacnpoctpaHeT Mozes1 3a LieJIOCHO YIIpaByBake CO KBAJIUTET Ce CTaHAApAU
6asupanu Ha UCO 9000. Ctangapaute cnopef MCO U cucTeMOT Ha yripaByBambe
M3rpajieH Bp3 0CHOBA Ha OBUe CTaHAAapAu ce ondaTeHU N0, TEpPMUHOT
,00e30eyBambe KBaauTeT" (quality insurance). OBoj npucTtan e 06jacHeT Kako
»HaIUIIY IITO Tpeba Jla ce HampaBH, IPaBU KaKo LITO NUIIYyBalll, HAUIIY KOra He ce
npasu npaBuHo”. UCO 9000 ru uma nukopnopupaHo uaeute Ha LYK, BkiayuuTenno
Y IPOLIECOT HA MO/[00PYyBabeE.

Jpyr nomupoko npudaTeH UHCTPYMEHT e baslaHcupaHa KapTHUYKa Ha pe3yJTaTH
(Balanced scorecard). OBoj HUHCTpYMEHT Cyrepupa JieKka opraHydsalujata Mopa Jia ce
COrJielyBa 0Jf UeTUPHU NepCIeKTUBU: KJIUEHTH, QUHAHCUHU, IPOLIECU U MHOBALUja U
y4ere; Mopaar Ja ce pa3paboTaTt napaMeTpH; Ja ce cobMpaaT NoAaTOLUTeE U Jia ce
aHa/IM3upaat Mery ce6e 0/ aCIEKT HA OBHE MepPCIeKTHUBRH.

TpeTraTa HajyecTo KopucTeHa asnaTtka e EOYK (EFQM) - MoziesioT 3a MU3BOHPEAHOCT Ha

EBpornckara poHAaLMja 3a yipaByBamwe co KBaauTeToT - (European Foundation for
Quality Management), koj npeTcTaByBa eBpOIICKa Bep3uja HAa basaHcupaHaTa
KapTHU4Ka Ha pe3yaTaTu. OBOj MoJieJs ce TeMeJsId Ha JleBeT KPUTePUYMHU, KOU ce
BKJIy4eHHU U Bo 3PIIL.

MopesioT 3a UI3BOHPEHOCT BO jaBHATa cayk6a - MU]JC (Public Service Excellence
Model - PSEM) e yiute ejHa paMKa 3a caMoeBayJialdja, Koja ce GoKycupa Ha jaBHUOT
CEKTOp, MeryToa He ce KOPUCTH NoMmUpPoKo kako 3PII (MozesoT e orpaHUYeH caMo
Ha HEKOH jaBHU c1yk0u Bo Bestnka Bpuranmuja)3.

TokMy nopa/iv NOCTOEHETO HAa NOBEKe MO/JIeJIM U CUCTEMHU Ha YIIpaByBakbe CO
KBaJIUTETOT, Ce II0jaBU OTpeba Jia ce co3paje 3aeJHUYKa EBporcka paMka 3a
KBaJIUTET, KOja Ke G1/ie KOPUCTEHA BO jaBHUOT CEKTOP, a KOja IIpU Toa Ke OH/ie

3 Jlybomup Ilnau, UuTepBjy, jynu 2012

3a cnoped6ba, dodeka HCO
uma 3a yes da kpeupa
cpeduHa Ha popMmaaHu
npasu.a, u N00/10xcuU Ha
HadsopewHa u (ucmo
maka, pUHAHCUCKU
ckana) esayaayuja, 3PI1
ocmaea nozosema
€/210600a Ha
opzaHusayjama sa
sgocnocmasysarse:
npasu.a, npoyecu u
yeau.

KonkpemHume Hacoku u
yeKopu 3a
camoesayaayuj
npedsudeHu co 3PI1
dasaam pamka 3a
caederbe HA
nocmuzHamomo, nopadu
wmn 3Pl e anamka 3a
KOHCMAHMHO
nodobpysarse.



aJIaTKa 3a camMoeBaJlyalivja Ha eiHa opraHusanuja. 3PII ce pasiukyBa of,

cranpapguTte ciopen UCO, 3aToa wrto, 3a pasauka of UCO, koj uMa 3a 1es1 aa Kpenupa
cpefMHa Ha popMaJlHU NIpaBUJIa, Ja IpeABUAYBa HaJBOpellHa U (MCTO TaKa,
duHaHCUCKU cKana) eBayJianuja, 3PII octaBa noroJsieMa c/1060/a Ha opraHusatjaTa
3a BOCIIOCTaByBakbe: IPaBUJIa, IPOLIECH U LjeJIH, a IPX TOA IPeKy KOHKPETHHU HAaCOKU
Y YeKOpH 3a caMoeBayJlalijja IpeTCcTaByBa paMKa 3a cjlefiebe Ha IOCTUTHATOTO, CO
LITO CTaHyBa aJlaTKa 3a KOHCTaHTHO NoAo6pyBame. [Ipeanocra Ha 3PII, copeseno
co MCO, Bo oiHOC Ha No/106pyBambe Ha OpraHM3alycKaTa eQUKacHOCT, Gelle
NOTeHLMPaHa U Ha oJipkaHaTa KOHpepeHILIMja O/f CTpaHa Ha NPeTCTaBHULMTE Ha
npoekToT Ha CTpaTellKUOT nporpaMcku oz - [loBTOpHO 06eiuHYBame Ha EBpomna
- CIIDPE (Strategic Programme Fund - Reuniting Europe) kot Bo MOMEHTOT Iro
noTMoMaraat BoBelyBameTo Ha 3PII Bo MUHHCTepCTBOTO 32 UHPOPMATHUYKO
ONIITETCBO U aIMMHUCTpaLMja BO MakeJ0HHja, HO UCTO Taka NPeTX0AHO 6ea e 0],
MPOEKT 3a NoAApIIKa 3a BoBeAyBame Ha MCO Bo CekpeTapujaToT 3a eBPOINICKU
npalama.
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OcHoBeH
114007030007 01

,2Hanumu mro

I'1aBHa
KapaKTepUCTHKaA

IIpennopaka Bo
oaHoc Ha 3PII

HUCO e fo6pa ocHOBa

MefyHapoaeH |Tpeb6a zaa ce
YHApoA p A AKUEHT Ha NIpaBuWJIaTa; Ha 3a 3PII co uen
UHCTUTYT 3a |HampaBHy, IpaBU .
HaJiBOpellHaTa eBayJalyja; NpoUIMpyBake Ha
CTaHJapJM3a |KaKo LITO .
. $OKYyC KOH IOCTUTHYBake paMKaTa HU3 Koja ce
nyja MUIITYBAll, HAMHUIIH .
3a/10BOJICTBO Kaj KJIMEHTH riaefa
(HUCO) KOra He ce npaBHU .
B opraHu3sanujaTa
MpaBUJIHO
MogaesioT Ha 3PIl moxe na 6uge
EBpornckara eBeT Npelu3Ho AeprHUpaHd |ocHoBa 3a MKE®
P . dyHgaMeHTaJTHH A pben AEENE s ’
doHpanuja 3a KOHLIeTITH 33 KpUTEPUYMHU 33 OII€eHYBahE; 6unejku MKE® nma
npaByBame caMoeBayJialiyja; OpUeHTalja |MOPUTOPO3HU
ynpasy M3BOHPEHOCT yJ1anuja; op L H] pUrop
CO KBaJIUTET KOH pe3y/JTaTUTE U KJIUEHTUTE |KPUTEPUYMHU 3a
(EFQM) eBayJialyja
CoryiegyBame Ha
opraHusauujara o
P HH) A PaspaboTyBame Ha
BbaslancupaHa |4 nepcrnekTUBH:
napamMeTpuUTe, COGUpae Ha CinyHo Ha MKE®,
KapTU4YKa Ha |KJIUEHTH,
MOJlaTOLUTE U HUBHA aHa/M3a |HO CO pasjnvyeH
pe3yJjaTaTu duHaHCHHY,
o/l 4-Te mepcrneKTUBH; GOKyC  |IpUCTAIl.
(BSC) MpPOLIECH U
. KOH pe3yJITaTUTE U KJIUEHTUTE
WHOBallYja U
yuyeme
JleBeT KpUTEpUyMH, HO
a3paboTeHU NOJIETAJIHO;
3aeaHUYKa . pasp A ’
Jl1anupaj- npuaaro/ieHa 3a jaBHUOT
paMKa 3a
—— MOCTANU-TIPOBEPHU- |CEKTOP; BKJIYYEHOCT Ha
( (I:) AF) JejCTBYBaj BpabOTEHUTE; CAMOEBaYIallHja;

OpHeHTall1ja KOH pe3yJTaTUTe
Y KOH KJIMEHTHUTE;

Ta6esna 1. Cnopen6a wa 3PII co fpyrurte Mmoesnu Ha LlesiocHO ynpaByBame CO KBaJIUTETOT, U3TOTBEHA
ciopey, EUIIA: U3BemTajoT 3a cocToj6aTa co UMIJIEMEHTalMja Ha 3aeJHUYKATA paMKa 3a IpoLieHa

I10 NeT roANWHH

Bo ogHoc Ha MogenioT Ha EBponickaTa ¢doHAaluja 3a ynpaByBame co KBaauTeT, 3PI1

ce pasJ/IMKyBa BO 6pOjHU acneKTH (MOTKPUTEPUYMH) U OpaAu GpaKTOT IITO ' 3eMa

npeABU/ cieqUPUIHOCTUTE Ha jaBHUOT ceKTop. OBaa kapakTepucTuka Ha 3PI1

KOHCTaHTHO ce 1oJ06pyBa U ce Ha/irpa/lyBa co yHanpezyBamweTo Ha MoJiesnnTe 3PII

(2002, 2006).

OJ MCKYCTBOTO Ha eKkcriepTuTe 0J; CJI0BaYKOTO 3Jpy>KEHUE 32 KBAJIUTET Oellle

ucrakHaTo geka UCO e o6ap noyeToK 3a BOCIOCTaByBakbe paBuJIa U

OpraHU3alLMCKU peJi, U 61 61JI Jo6pa OCHOBA 3a MOLIMpPOKaTa paMKa 1uTo ja gasa 3PII.

HanpoTus, mogesior EOYK 61 611 mocoo/iBeTeH 3a UHCTUTYIH]ja, KOja BeKe CIipoBeJia

3PIL
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Cnhoped cao08aukomo
uckycmes UCO e dobap
no4emok 3a
gocnocmasgysarse
npasu.a u
0p2aHU3ayucKu ped, u
6u 6us dobpa ocHosa
3a nowupokama pamka
wmo ja dasa 3PII.
Modesaom EDYK nak,
6u 6us1 nocoodsemeH 3a
uHcmumyyuja, Koja
geke cnposesa 3PIL



C/1I0BAaYKOTO MCKYCTBO

BosegyBamweTo Ha 3PII Bo CsioBauka e 3anoyHaTo Bo 2002 roguHa. EfeH o rnaBHuTe
WHUIMjaTOPHU U NMPOMOTOPHU Ha HiejaTa e HOBodopMHupaHaTa KaHlesapuja 3a
JIp>kaBHA C1y»06a, BO HACOKA Ha OCTBapyBakbe Ha IJIaBHaTa Lies1 Ha KaH1esnapujaTa

KopucrtemeTo Ha C/J0BAaYKOTO HCKYCTBO U HA HHUBHUTE HAj00pHU MPAKTUKU
peJieBaHTHO 3a uMMIIeMeHTauuja Ha 3PIl Bo MakenoHHWja nmopagyd NOCTOEHETO Ha
HM3a CJIMYHOCTU. Taka, Kako U BO Makej0HUja, BO MOMEHTOT Ha BoBeAyBamwe Ha 3PII
Bo CJIOBauKa, IOCTOU U € 3HaYaeH MpoO6JIeMOT Ha BUCOKO MapTU3MpaHa Jip>KaBHA U
jaBHa ajgMuHHUCcTpauuvja. OTno4YyHyBaweTO Ha uMIIeMeHTaunujata Ha 3PIl e Bo
NpPeTNPUCTAHUOT NEPUOJ, a MOJUTHUYKATA NNOAAPILKA 32 MMIIJleMeHTanuja Ha 3PIl e
npoMeHauBa. cToBpeMeHO, BO MOMEHTOB HMILJIeMeHTanujaTa Ha 3PII c# ymre He
JLOCTUTHAJIa BUCOKO HaMpeJleH CTeleH o KOj 6M OMJI0 TeLIKOo Ja ce CIOopeayBa, of
ceraliHa IHepcHneKkTUBa, BoBeayBaweTo Ha 3PIl Bo MakepnoHwuja. [JlonosiHUTEHU
$aKTOpH ce U CJIMYHOCTA HA KYJTypaTa, 0/ aCIEeKT Ha YIpPaByBambe CO KBAJUTETOT,
jaBHaTa CBeCT 3a jaBHaTa W JpXKaBHa aJMUHUCTpALMja, KaKO U NPHUCTANOT KOH
kaueHTuTe. [lopagy nmocroewmeTo Ha 0BUe GAKTOPH, 3aKJIy4YOLUTE U NPENOpPaKUTE,
M3/IBOEHU OJ, CTyJUCKaTa noceta Bo (CsoBayka, ce MPUMEHJMBU Bo MakezoHHja U
MOXaT Ja 6ujaT oJf ocobeHa KOPUCT MNpU HUMILIeMeHTUpaweTo Ha 3PII Bo
MaKeJOHCKaTa jaBHa aJMHUHHUCTpaudja. Bo paMku Ha cTyauckata mnoceta 6Gea
CIpOBe/ieHd OPOjHU MHTEPBjya CO pesieBaHTHU CJI0BAYKH €KCIEPTH U MPETCTaBHULIU
Ha UHCTUTYLMH, KOH, YIITE OJ CAMHUOT NOYETOK OHJe BKJIYyYeHH BO MPOLECOT Ha
BocnocTtaByBame Ha 3PII Bo CsioBauka (onuvc Ha MHTepBjya Bo [IpusoroT 3).

co3/laBame CTabuIHa, NpodeCcroHaTHa U AeNoJMTU3MpaHa Jp>KaBHa CIy»x0a BO
CioBauka.

[Tokpaj KanuenapujaTta 3a ip>kaBHa c1y»6a, BocnoctaByBamweTo Ha 3PII Bo CiioBauka
e CIIpOBeJIeHO CO 3aeJHUYKO KOOPJAMHHUPAHO /lejCTBYBakbe Ha yIlITe iBe JpYTU
uHcTuTyuuu: KaHnenapujara 3a cravfiap/iu3aliyja, METPOJIOTHja U TECTUPALE U
CJ10BaYKOTO 3py>KeHHE 32 KBaJIUTET.

KanuenapujaTta 3a craHaapAusalyja, MetpoJioruja u tectupamwe (KCMT), kako
OZITOBOPHO TeJIO 3a KBaJIUTET, HAa IOYETOKOT TECHO copaboTyBa co KaHuenapujaTa 3a
Jp>KaBHa C1yx0a, KOj € IJTaBHUOT KOOPAUHATOP Ha MHCTUTYLUUTE. [0 yKHHYBamkeTo
Ha KaHuenapujaTa 3a ap:«aBHa cayx6a Bo 2006, KanuenapujaTa 3a
CTaHJap/u3alyja, MeTpPOJIOTHja U TeCTHpambe e eJMHCTBEHOTO 0JCOBOPHO TeJIo 3a
ummieMeHTanujata Ha 3PII. Ucto Taka, KaHuenapujaTa e npeTcTaBHUK 3a CioBavyKa
Bo EUIIA.

C/10BayKOTO 3/py:KeHHe 3a KBAJIUTET e IpodecHoHa/IHA acolyjalivja Ha MeHalepy
3a IpolleHa Ha KBaJIUTET, KOU Ce BKJIYYE€HHU KaKO eKCIIEPTH U KOU CIIpOBeAyBaaT
npodecroHa/HU 06YKH U UMaaT KOHCYJITAHTCKA yJIora BO IIPOLLECOT HA BOBEIyBabe
Ha 3PIl Bo oafeTHUTE UHCTUTYLIMU.

15




Kako npBa akTUBHOCT 3a BocnoctaByBamwe Ha 3PII Bo CsioBauka e OTIIOYHYBawkbeTO Ha

MPOEKTOT BO paMKUTe Ha KaHuesiapujaTa 3a ip»KaBHa c1yx06a 32 UMILJIEMeHTaluja
Ha 3PII (mogenioT 2002), K0j e cipoBe/ieH JIONOJHUTEJHO BO UHCTUTYIIUUTE, A
KaH1esnapujaTa ce jaByBa Kako KOOP/IMHATOP Ha aKTUBHOCTHUTE 3a CIIPOBe/lyBabe Ha
3PII Bo paMKKTe Ha MUHUCTEPCTBATA, BO LIeHTPAJIHUTE TeJsla Ha jaBHATa
aJIMUHUCTpALKja U BO HUBHUTE COOJIBETHH TeJia 3a 6yleT u ¢uHaHCUpawe. Bo Toj
nepuo/i, KaHienapujata foHecyBa 0/lJyKa 3a CO3/laBakbe YCJA0BU 32 KOHTUHYUPAHO
noZo06pyBabe Ha CBOUTE aKTUBHOCTH, CO orJieJ| Ha pakToT mto MojenoT 3PII
OBO3MO>KYBa 1|eJIOCHA aHa/IM3a Ha IPOIeCUTe U aKTUBHOCTHUTE Ha CUTe HUBOA BO
opraHu3saliyjaTa 4 y4ecTBO Ha I1eJIM0T TpodecuoHaeH Kaaap.

[Io oTHO4YHYBawTO Ha UMIJIeMeHTanujaTa Ha 3PII Bo rpyna HHCTUTYyLUH, BO
centeMBpHy 2003 roauna Baagara noHecyBa OgJiyka, co Koja Bp3 OCHOBA Ha
noarorBeHaTta HaunonasnHa nporpama 3a kBasiuteT 2004-2008, ru o6p3yBa cute
MHUHUCTEPCTBA Jja NPOJ0JKAT CO aKTUBHOCTUTE 3a BocnocTaByBambe 3PII.
[IpocneayBajku ja OfyiyKaTa, ce U3TOTBEHHU aKI[MCKH IJIAaHOBU HA HUBO HA CEKOe
MHUHUCTEPCTBO, a CEKOja roJjiHa ce U3paboTyBa JJOKYMEHT 3a CTPATEILKO
IJIaHUpakbe, LITO UCTOBPEMEHO € eJleH 0/ KpUTepUyMUTe 3a eBayJlalikja Ha
MEeXaHU3MOT 3a CaMOoOLleHyBamwe Bo paMmkuTe Ha 3PII.

O npaKTUYHUTE UCKYCTBA, € UCTAaKHATO JeKa BAKBOTO CTPATELIKO [JIaHUPakbe
NpPU0HEJIO 33 3HAYMTEJIHO NI0JUTabe Ha HUBOTO Ha KBAJIUTET BO JIpXKaBHUTE
cayx6u. CuTe pesieBaHTHHU €KCIIEPTU U NPECTAaBHULU Ha CJIOBAYKHUTE UHCTUTYLMY,
KoM 6ea MHTEPBjyYHPaHU 32 UCTPAKYBabETO, IOTEHLUPaaT JeKa UaKo, BO TOj IEPUO/,
3a/l0/DKUTEJIHAaTa uMIieMeHTauuja Ha 3PII Bo cuTe MUHUCTepCTBa U3rJiefalla Kako
Jlo6pa ujieja, BaKBaTa MepKa pe3yJTHpasia caMo BO JiejiyMHa, popmasiHa
uMIieMeHTanuja Ha 3PIl Bo MHOry UHCTUTYLMU. [J1aBHA NpHUYMHA 3a 0Ba buja
HeJJ0BOJIHATA MOCBETEHOCT HA KJIYYHUTE HOCUTEIN Ha QYHKIIMU U HUBHOTO
HeJI0BOJTHO ¥ HECOOIBETHO pa3bupame Ha 3PI, Ha Koja e ryieZJaHo KaKo 3aKaHa 3a
HUBHATa [103W1LHja UM KaKO MeXaHHW3aM 3a KOHTPOJIa.

Bp3 ocHOBa Ha 0Ba UCKYCTBO, 3a ychewHa umniemenumayuja Ha 3PIl e ucmakHamo
deka e HeonxodHa noddpuwikama 00 Hajeucokomo pako8odcmaeo Bo PaMKHUTE Ha
cekoja nHcTUTynuja. 06e36eyBatbeTO Ha OBOj MPEYC/I0B € UCKIYYUTETHO GUTHO
nopa/iv GaKTOT IITO NOKPAj O6PUTE pe3y/ATaTH U NPOIEeHU, PAKOBO/ICTBOTO Ke Mopa
Jla npudaTu KPUTUYKH HAOAH, KOM IPOU3JIeryBaaT O/ perje/[yBakbeTo Ha
MpOLECUTE CO KOPHUCTEHE Ha JaJIeHUTEe METO/H, U J]a YCBOU COOJIBETHU MEPKH 32
noJlo6pyBame BO AajeHaTta obJsacT. [[pu BocrocTaByBawkeTo Ha MoJeoT Ha 3PII
MpeKy MpoIecoT Ha ,IJe/iatbe ce6ecy BO OrJie/lasio” ce CoTyie/lyBaaT HeJJOCTATOLIUTE
BO QYHKIMOHUPAKETO HA UHCTUTYIMjaTa U ce jaByBa [oTpeba ofpe/ieHH paboTH Aa
ce mpaBaT N0A06p0 WUJIH [Jla ce HalpaBaT Ha JPYyT HAaYMH O IPETX0/JHO — MOPa/H LITO,
€ HeOoNXO0/HO Jia TOCTOU MOJrOTBEHOCT U CIOCOOHOCT 32 UHCTUTYIIMOHAJIHU
MPOMEHH, KaKO U COO/IBETHA MOJIMTHUYKA MOAAPLIKA.

Kako gomnosiHuTE IEH KJIydeH GaKTOp e UCTaKHaTa 00pJcaueocma Ha
no/umu4ykama noddpuika He caMo 3a uMIieMeHTanuyjata Ha 3PII, Tyky 3a neauoTt
KOHIIENT 3a CTabWJIHA U JEM0JUTU3HMPaHa jaBHa c/y:k06a Bo 3eMjaTa. 3a Jia ce
06e36eau OAAPIIKA O/ IOBUCOKOTO PAaKOBOJICTBO, CO YHja IIOMOIII € MOTPe6GHO Ja ce

3a ycnewHa
umn/aemeHmayuja Ha
3PII e e HeONX00HO:

1. [loddpwkama od
Hajeucokomo
pakosodcmeo 80
pamkKume Ha cekoja
uHcmumyuyuja.

2. Odpacausocma Ha
noiumuykama
noddpwka 3a yeauom
KOHYyenm 3a cmabuaHa
u denoumu3upaHa
jasHa cayxc6a 8o
3emjama

3. U360p Ha coodeemeH
Kadap 3a 4/1eHo8U Ha
mumom Koj Ke pabomu
Ha umMn/iemeHmayuja
Ha 3PII 8o dadenama
uHcmumyuyuja.



HamnpaBaT NOTPEOHUTE YeKOPHU 3a UMILIeMeHTaluja Ha 3PII, npBUTe KOHCYITAalUU U

00yKH 6MJIe OpraHM3MpaHy TOKMY 32 BUCOKMOT PaKOBOJIEH KaJilep BO paMKHUTe Ha
U36paHUTE UHCTUTYIMH, LITO 0BO3MOXKHKJIO HUBHO M0/[06p0 pa3bupame 3a
notpe6arTa v 3a ysiorata Ha 3PII.

[JlaBHO OATOBOPHO TeJIO 3a CIPOBe/lyBame Ha 00YKUTEe U Ha KOHCY/ITAallUUTE BO
CsioBauka e KaHnesapujaTa 3a ctanapAy3salyja, MeTpoJiordja U Tectupame (KCMT)
BO TecHa copaboTka co ekcniepTuTe of, C/10BauKoTO 3/ipykKeHue 3a kBaauteT (C3K).
Kanuenapujarta, nokpaj Bo 00ykuTe, JUPEKTHO 61JIa BKJIydyeHa U BO 06YKH U
KOHCYJITalMU 3a MeTogoJioryjata Ha 3PIl, kako v Ipy KperpamweTo Ha THMOBUTE 3a
3PIIl no uncTUTYLUUTE.

C/10BayKOTO UCKYCTBO NIOKaXKyBa JleKa e KJy4eH 6HUMame/AHuoOm u36op Ha
mumom, Koj ke pa6omu Ha umniemeHmayuja Ha 3PII Bo fafieHaTa MHCTUTYLIH]A.
HenxopHo e nocTaByBame co0/iBeTeH KaZap (pakoBOAUTEH Ha OAAe/IeHHUja UIn
CeKTOopH), Koj 06po e 3armo3HaeH, Kako O MPOLEeCcOT U IJIaBHUTE NPUA0OHUBKH O
3PII, Taka 1 co QyHKIIMOHUPAKETO HA UHCTUTYIMjaTa. [IpoliecoT Ha myIaHUpake Ha
CTpaTelIKUTe JOKYMEHTH U Ha aKLIUCKUTeE IIJIAHOBH, KaKO U MallUpamkeTo Ha
npouecruTe 6apa opraHU3upare Ha peZJoBHU COCTAHOLIU Ha YJIEHOBHUTE Ha THUMOT.
KpuTtepymuTe 3a cesiekijyja Ha BAKBUTe TUMOBHU Tpeba Jla 6MJaT jacHO 3alpTaHu U
JlOCJIeJHO CJIefleHU OJL JIMZIepOT Ha TUMOT, & YeCTO ce MOKaXKaJso, KAKO KOPUCHO,
06jaByBameTO NIOBUK J10 BpabOTEHUTE, KOU MOKaT Ja Ce IpUjaBaT BO TAMOBUTE Bp3
OCHOBA Ha BOCIIOCTaBEHUTE KPUTEPUYMHU.

C/10BauKOTO UCKYCTBO OKAXKYyBa JleKa e 0Jf 0C00eHa BaXKHOCT 8K/Iy4y68aremo
dpsicaseH cayxc6eHUK 00 NOBUCOK paHz 80 Huja Had/aexcHocm chazaam
YyogeyKume pecypcu, Kako U IOCTOEHETO Ha CBECHOCT JieKa IpOoLecoT Ha
vMIIeMeHTanuja Ha 3PII 6apa B/0oXKyBakbe 3HaYMTeJIeH TPYZ, U IOCBETEHOCT.
[lopagu oBa, e 1OTpe6GHO paKOBOAUTEIMTE BO UHCTUTYLIMKTE a 6KUaT CBECHU JieKa
npetctaBHuLUTe Ha 3PII-TUMOBHUTE Tpeba Aa U3ABOjaT 3HaUUTENHO BpeMe. OBa ce
HarnloMeHyBa, 6U/iejKku MHOTY NAaTH yCHellHaTa uMmieMeHTauuja Ha 3PII-MozenoT Bo
oZpeJieHu UHCTUTYLIMU Ha Jp:KaBHATa cJy*6a Bo CiioBayka (0cob6eHO BO
MUHHUCTEPCTBATA) GUJie HeYCIelHU opaju GaKTOT ITO U36paHUTeE YIEHOBH Ha
THUMOT, IOPa/IU OCTAaHATHU pabOTHHU 33J,a4y U 06GBPCKU HeMaJle JOBOJIHO BpeMe Jia ce
[IOCBeTaT Ha OCTBapyBambe Ha IpeJBUJleHUTe aKTHBHOCTH 3a BoBeZlyBame Ha 3PII
(Ha np.: moceTa Ha COCTAHOLU, 0OYKH, BpeMe 3a U3TrOTBYBake aKLIUCKHU IIJIaH U
Manupare Ha IPOLECH).

Kako fonosHuTesHa npenopaka of, C3K, cnopes MCKyCTBOTO IITO IO MMaJie U
KOHCYJITUpalbe Ha THMOBUTE 3a uMIlJieMeHTanuja Ha 3PIl Ha pa3/IMuHU UHCTUTYLIUY,
€ UCTAaKHATO JleKa HajyClelrHUTe MpUMepH 3a UMIvieMeHTanuja Ha 3PI1 6use Tue
Ka/ie IITO UMAJI0 NoMaau mumMoau (ONTUMaJHO e of 8 10 HajMHOory 20 4JIeHOBH) U
KOU 3aeJHUYKU paboTesie HAa IPOLEeCOT Ha IJIaHUpame (TUM ,,6uaguHr”). Bo ronemMu
MHCTUTYLIMH, KOU UMaaT KOMILJIEKCHA OpTraHM3aliyja, 3a J1a Ce 0BO3MOXXU ePpeKTUBHO
paboTemwe Ha moMaJl TUM, G1Jjie KpeupPaHU MOTTHMOBHY BO PAMKHUTE Ha JIafleH CEKTOP
WJIM JjaJleHo noJpadyje. BakBoTo popMupare Ha NOTTUMOBHU NIPUOHEJIO [a Ce
BKJIy4aT [I0roJieM 6poj BpaboTeHH, KO Ce IIpHUjaBUJIe Ha TIOBUKOT 3a y4eCTBO BO
THMOBUTE 3a UMIlJIeMeHTalMja Ha 3PII, kako u noroJsieMa CBECHOCT Ha HUBO Ha

3a ycnewHa
umnaemenmayuja Ha 3PI1
e 0co6eHo 8adxcHNO da ce
8K/YYU OpiHcaseH
cAyHb6eHUK 00 NOBUCOK
paHz 80 4uja
HadsexcHocm cnagaam
yogeuKume pecypcu.
OcobeHo 6umHo e
dopmupaHume mumosu
3a umniemMeHmayuja Ha
3PII da He 6udam MHO2y
20/1eMU, a no2o1emMa
8KJ/IY4eHOCM Ha
epabomeHume moxce da ce
0803MOJCU NPEKY
¢opmuparse Ha noo-
mumosu.

Ilpu 8ocnocmasgysareemo
Ha 3PII kopucHo e da ce
Kopucmam uckycmsama
Ha dpyaume 3emju ce
npeKy KoHcysamauyuja u
pasmeHa Ha Hajoobpu
NpaKkmuku Kako u
docmanHume pecypcu 80
pamku Ha Eeponckama
Mpedica 3d jasHa
adMuHuUcCmpayuj.



opraHusaliyja 3a 3HaueweTo U npugo6uBkuTe of 3PII, a co Toa 1 noycnelHa

HMIJIeMeHTalyja.

Bo ozpeneHu cinydau, npy BoBelyBamweTo Ha 3PII Bo ciioBaukaTa Jip>kaBHa U jaBHA
a/IMUHHUCTpAl}ja, 0/[FTOBOPHHUOT TUM OUJI YeCTO TJieflaH KaKo MPUBUJIETUPAH U ce
jaByBaJsia oZjpeJieHa HEBOJHOCT O] APyTUTe BpaboTeHU. 32 0Ba Jla Ce HAMUHE, €
MOTPe6GHO BUCOKOTO PAaKOBOACTBO A06PO /1a 0 3aM03HAE LIEJHUOT CBOj CONICTBEH
Kazap co koHuenToT Ha 3PII, co HeroBoTO 3HaYewE U CO MPOLECOT HAa BOBEIYBAbE.
Bo nponecot Ha uMnieMeHTanyja Ha 3PI1, CsioBayka MMaJsia MOXKHOCT Jila copaGoTyBa
co JlaHckaTa KaHleJapuja 3a pKaBHa C1yk6a, o YMja IoMoIlI Gujie HallpaBeHH
KOHCYJ/ITal[M BO HACOKA HAa KOPHUCTEHhe Ha HUBHUTE UCKYCTBA U HajA06puUTe
MPaKTUKH, a 6UJ U3paboTeH U MPUPAUYHUK 3a BoBeyBake Ha 3PIL. OBa e onjeHeTo
KaKo 0CO6eHO KOPHUCHO U € UCTAKHATO JleKa BO MPOLIECOT Ha UMILJIEMeHTAaldja Ha
3PI1 Bo MakenoHuja, CsioBauka 6U MokeJsia fja 6ujie 06ap mpuMep U MapTHEP 3a
copaboTKa, BO HACOKA Ha OBO3MOXKyBake KOHCYJITalMH, 00YKHU 3a 06y4yBayU U 3a
eKCIIePTH, KaKo U 3a CoJe/lyBaba Ha KOHKPETHUTE UCKYCcTBa. CJI0BauYKUTE
eKCIIepPTH UCTO TaKa npenopadyaa MakeoHuja ja ' UICKOPUCTH PECYPCUTE AOCTAHU
BO paMKHTe Ha EBporickaTa Mpe:xa 3a jaBHa afjMUHUCTpaLHja, KaJie IITO UMa CBOU
YeJITHOBU M MPHUCTAI [0 CUTe peJieBaHTHU JOKYMEHTH, HA0J4H, IPUPAYHULIU U
aKkTyesHu uH$popmanuu 3a 3PII.

I'1aBHM npuao06uBKHU o, 3PI1

Oz 2003 roguHna pocera, 3PII Bo CsioBayka e BoBeZieHa BO BKYIIHO 60 MHCTUTYL MU Ha
JIp>KaBHATA U jaBHA cIy»k0a (BO: MUHUCTEPCTBA, CAMOCTOjHH TeJia, YHUBEP3UTETH,
OpraHH Ha JIOKaJIHA CaMOyIpaBa), 0/l YMe HCKYCTBO MOXAT Jla Ce yTBPAAT OpOjHU
NpUJ0O6UBKH.

Co3saBame KyJ/ITypa Ha KBaJIUTET HA YCJIYTH Mely jaBHOCTa

Hajnpso e uctaknato geka 3PIl npugoHecyBa 3a noAurame Ha CBeCTa M Ha
KyJITypaTa 3a KBaJIMTET Ha YCJIYTH U 3a BOBelyBame CUCTEM Ha epHUKACHOCT BO
yIpaByBakbeTO Mel'y BpabOTEHUTE BO jaBHUTE CJIY»KOH, HO U Mel'y oLIMpOKaTa
jaBHOCT.

[Ipeky nokakyBameTO IIOCBETEHOCT U HAallOPX Ha MHCTUTYLIMUTE 33 CAMOCTOJHO
noJo06pyBame U NOATOTBEHOCT KOH npoMeHH, 3PIl nHANpeKTHO NpHA0HecyBa 3a
MOJUrame Ha jaBHATa CBECT 3a jaBHATA afjMMHUCTpPALHMja 32 HAZJIEXKHOCTUTE Ha
pa3/IMYHUTE UHCTUTYIIMU U OPTaHHU.

Bo CinoBauka 3PII-MogzesioT e Bkiy4yeH Bo HanjmonanHaTa nporpama 3a kBasaureT. OBa
O0BO3MOXKHJIO, 6J1aro/lapeHue Ha yCleliHaTa uMiieMeHTanuja Ha 3PI1 v Ha
JIOCTUTHYBaWbETO HAa BUCOKHOT CTENEH Ha KBAJIUTET BO paboTaTa, oJpe/ileH!
VCHTUTYLIMH Ja ja fobujaT u HanroHaHaTa Harpaza 3a kBaauTeT Ha CioBauka
(MunuctepcTBO 32 06pazoBaHue Bo 2009 roauHa). Co BAKBO OUTHO NMPU3HAHUE CE
3roJieMyBa MOTHBAIMjaTa U yCIlelIHATA UMILJIeMeHTalyja Ha 3PII mery
WHCTUTYLUUTE, co lTo 3PII 1UpeKTHO B/Mjae HAa NOPOOGPYBambeTO HAa KBAJIUTETOT Ha
paboTaTa BO MHCTUTYLMUTE, HO U HA HUBHOTO peHoMe Mel'y ONIITaTa jaBHOCT.
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[Ipug06GUBKH 32 MHCTUTYIUUTE

UkcayunTennu npugo6uBku oz, 3PII ce 3abesiexkaHd Ha UHCTUTYLMOHAJIHO HUBO,
Ka/Zie LITO € UCTAaKHATO JleKa BoBeAyBaweTo Ha 3PII ro nogo6puio
$yHKLMOHMpamkeTOo Ha caMaTa OpraHu3allja, HO M KBaJIUTETOT Ha UCIOJIHYBakbe Ha
pesnte. MUcto Taka, 3PIl nMa 3Ha4aeH npuioHeC BO NOJUTalkbeTO Ha KBAJIUTETOT Ha
yCJIyTUTE Ha pa3JIMYHUTE HHCTUTYLIUMH, BO OAHOCOT KOH KJIMEHTHUTe U rpalfaHUTe.
Taka, e ucrakHaTo Jieka 3PIl npuoHecyBa 3a: pa3BuBame, 10106p0 pa3zbupame U
noJ06pyBame Ha UHCTUTYLIMOHAJHUTE U aJMUHHUCTPATUBHU NIPOLIECH, IOCTAaByBakbe
Ha IPUOPUTETH U CTPATEIlKHU Lesd. MHOTY o MHCTUTYLIUUTE CO BOBEyBamkeTo Ha
3PIl momo6po ru uaeHTUUKYBaje CBOUTE 1eJ1H, CE HACOYHUJIE KOH MOCTUTHYBakhe Ha
JLOJITOTOJJUIIHUTE CTPaTeIKUTe IPUOPUTETH, a ce 3abesiexkaso U 3HAaUMTEHO
noZ06pyBame Ha KBaJUTeTOT HA HUBHUTe YCIyTH. McTakHaToO e fileka nocrankarta Ha
M3paboTKa Ha aKLIMCKH IIJIAHOBH, KaKO U MallMPambeTo Ha IPOLLeCUTE, LITO
npowusserysa oz, 3PII, npuoHecyBa Jia ce corJjiefjaaT: rJlaBHUTE HEJOCTATOLU BO
paboTaTa Ha MHCTUTYLIUUTE, HeJ0CJIeJHOCTHUTE U NIPeKJIONyBamaTa Ha
aKTUBHOCTHUTE, ILITO Pe3yJITHPa CO HUBHO JUPEKTHO [1000pyBake, OTCTPaHyBaIbe
WJIM IPeCTPYKTypHUpame. PejoBHaTa camoeBayaliyja, of, CTpaHa Ha MHCTUTYLAjaTa,
Ha Hej3uHaTa paboTa, e IOTEHLUPAHO JeKa 3abes1eXXKUTeTHO PUA0HEeCyBa 3a
peZloBHO Y HAaBpeMeHO NoJ06pyBame. McTo Taka, yecTonaTy BoBeAyBaweTo Ha 3PII
¥Ma Jlo/jaJieHa BpeJHOCT U NPH/I0HECYyBa 3a NoZ06peHa KOMyHHUKaluja Mefy
BpabOTeHUTE, HUBHA II0T0JIeMa BKJIYYEHOCT U MOTHBHUPAHOCT, KOja IPOU3JIeryBa of
caMHUOT QaKT LITO BpabOTEHUTE Ce JUPEKHO BKJIYYeHHU BO IPOLECOT Ha OJ/Ty4yBatbe
3a KJIyYHU IPUOPUTETHU U LeJIH.

IIpua0GUBKM 3a IesIaTa APKaBHA U jaBHA aAMUHMCTpanija

3PIl npugoHecyBa 3a ypaMHOTEXXyBak€e Ha KBAJIUTETOT Ha paboTa Ha pa3/IMYHUTE
WHCTUTYLMH CO OTJIe]l Ha TOA JleKa HUBOTO HAa KBAJIUTET Bapupa Mery pa3JIMuHUTE
WHCTUTYLUH O] jaBHATa a/IMUHUCTpPaLMja. JlonosHuTeseH npugoHec Ha 3PII e mto
0BO3MOXKYBa M0/I06peHa copaboTKa Mel'y caMUTe UHCTUTYIMU. CO Toa IITO MoBeKe
WHCTUTYLUHU 3alI0YHYBaaT BO UCTO BpeMe co umiieMeHTanuja Ha 3PI1 u ce Ha ucto
HUBO, MOKaT Mel'ycebHO /1a ce KOHCY/ITUPAaT U [ja pa3MeHyBaaT N03UTHBHU
HUCKYCTBa.

3PII BO KaHAUAATCKUTE AP>KABM : MOTEHIMjaJ/I 3a CIpevYyBambe Ha
NMoJIMTU3alMjaTa HAa jaBHATA aAMHUHHUCTpanyja

3PII e 01 0coOGeHO 3HAUEH€E 33 KAaH/JUIATCKUTE JIPKABU 32 YJIeHCTBO BO EY, 6usejku
MpeTCcTaByBa KOHKpPETHA a/laTKa, Koja IoMara Bo 1noJio6pyBate Ha KBaJIUTETOT Ha

jaBHATA ¥ Ha Jp>KaBHATa af/MUHHUCTpaIuja. OBa e 0c06EHO 3HAYAjHO, UMAjKH ITPeABU

JleKa BO IeJIOT Ha CUCTEMOT Ha yIIpaByBakbe, OMIITO U KOHKPETHO, BO JIEJIOT Ha
jaBHaTa afMUHUCTpauHja, EY HeMa popmasiHo 3akoHodascmeo - HeMa 06BP3yBavKO
3aKOHOJABCTBO LITO TPeba Jja ro UMILJIEMEHTHPAAT 3eMjUTe-YIEHKH UM KaHAUIaTH,
TYKy ce paboTH 3a a/[MUHUCTPATUBHU U YCTAaBHU 3aKOHO/IaBHU MPUHLIMITH, KAaKO U 3a
»MEKO MpaBo“.

I'nasHume npudobusku
00 3PII ce:

cozdasarbmo Ha
Ky/imypa Ha KeaJumem
Ha ycayau medy
jasHocma, 3201emeHa
¢yHKYUOHAIHOCM Ha
uHCmumyyuume u
Kea/aumem HA HUBHUMe
ycayau Kako u
ypamHomescysarse 80
cmeneHom Ha
Kea/siumem Ha ycjayaume
Ha HUBO Ha yeaa
dpacasHa
adMuHucmpayuja.



Cemak, MMa ONIIT KOHCEH3YC 3a KJIYYHUTe KOMIIOHEHTH Ha yIIpaByBakbe BO

JeMoKpaTckuTe 3eMju. ClioieslyBamkbeTo Ha OBYe IPUHLMIIU Ha YIIPaBYyBakbe, KOU ce
HapeKyBaaT YCTaBHU U aJMUHUCTPATUBHO-NIPABHY NPUHLIUIY, BOJELIEe KOH
dopmupam-e HAa eBPONCKHUOT aAMUHUCTPATUBEH POCTOP KOj MMa 3aeIHUYKU
CTaHAApAU Ha yIpaByBawe U jaBHA aJ/MMHUCTapalyja 3a CUTe 3eMju-4JeHKU Ha EY.
BakBuTe eBpOIICKH CTaHAAPAM Tpeba BO CEKOj CIy4aj Aa UHCIHUpPUpaaT pepopMH BO
jaBHaTa afIMUHUCTpPaLMja BO 3eMjUTe-KaHAMAATH. OBUe NPUHLUIIU Ce:

® CUTYPHOCT Y NpeJBUIJIUBOCT;

® OTBOPEHOCT U TPAHCIIAPEHTHOCT;

e OJTOBOPHOCT;

e eduKacHOCT U ePEKTUBHOCT.

Bujejku UMa HeZIOCTAaTOK Ha YTBP/AEHU U Ha eQUKACHU CTaH/Ap/AU 3a jaBHATa
aJIMUHUCTpaLKja, GOpMyJTUpaHU 33 KAaHJAUJATUTE U 33 3eMjUTe-YJI€HKHU, [JIABHOTO
OTBOPEHO Npallamke OCTaHyBa: JaJu LINPEHETO U BOBEyBakETO MPUHLIUIIU 33
yIpaByBake CO KBAJUTETOT, KAKO MPUHLMI HA JJ06PO yIpaByBakbe, MOXKe a co3azie
npaBuJa ,03/[0J1a-Harope” Bo 3eMjUTe-UIEHKH 110 OHOC Ha CTAHJAPAUTE 32 CUTYPHA
Y edpuKacHa jaBHa aAMUHKUCTpanyja? [IpamameTo e: KaKo /a ce co3/a/jie OAPXKJINBa
MOJIMTHUYKA MO/ IpIIKa 3a jaBHATa aZMUHHUCTPallMja, Koja e cCTabuJIHa U alloJIUTHYKa,
KaKo BO 3eMjuTe-4jieHKU Ha EY, Taka u Bo kangugaTckute 3eMju? Bo oBaa Hacoka,
3PII e npu/IMyHO eIHOCTABHA aJlaTKa, 6ecllJlaTHA Y JieCHA 32 KOPUCTEHE, Koja e
COO/IBETHA 3a caMoOeBayJlalivja Ha MHCTUTYLIMUTE 0/, jJaBHUOT ceKTop Bo EBpoma. 3PI1
€ OCMMCJIEH MOJieJl 0/, IPeTCTaBHULU Ha 3eMjUTe-YIEHKH U HAlUUPOKO CE KOPUCTHU BO
jaBHaTa afiMUHUCTpaLuuja HU3 EBpomna. Mozies10T 0BO3MOXKyBa paMKa Ha IPUHIUIIU U
KpUTEPUYMU LITO MOpaaT [a ' UCMIOJIHAT UHCTUTYLUUTe. KoprcTemeTo Ha
mogesioT 3PII Tpeba Jja BOM KOH CTPYKTYPHO NMOI06peH Mpollec, HacoueH KOH
o6Js1acTUTE 32 10J06pyBae, KOU ce UAeHTUPUKYBAaHU IPEKY caMoeBayJalyjaTa.
Cemnak, f1a ce 06e36ey CTPYKTYHPAHO U aJIeKBATHO /lejCTBYBakhe CEKOTAlll HE €
JiecHO. AKO e IpaBUJIHO UMILJIEMeHTHPaH MoJenoT 3PI], ce nocTaByBaaT oJijpeieHU
MpaBUJIA U aKTUBHOCTH, KOY IPHUI0HECYBAaT 3a N0I00pyBathe Ha KBAJIUTETOT, a BO
Taa HacoKa U Ha JAemnoyinTusauiyja. C1oBaukaTa jaBHa af[MUHUCTpALIHja e
MOJIMTU3WPAHA 10 3HAYUTEJIeH CTEeIEeH, HO C€é YIIITe He MOXe /Ia Ce YTBP/U jaCHOTO
BsivjaHre Ha MozenoT 3PII 3a oBoj cermeHT. Ciopes, pakOBOJAUTEJIOT Ha
oaeneHueTo 3a kBaauTteT Bo KCMT, nponena 3a ysiorarta Ha 3PI1 3a genosutusanuja
BO jaBHATa U JIp>KaBHa CIy»06a MoXKe Jja ce HanpaBu AypU Kora MmojieaoT 3PI1 61 6un
MMILJIEMEeHTHPAH BO TIOBEeKe 0O/ OJIOBHMHA O UHCTUTYIMHUTE BO CJI0BAvKa, IITO HE €
CJIy4aj BO MOMEHTOB.

IIpumep: UcKycTBOTO HA MUHMCTEPCTBOTO 32 06pa30oBaHMe, HAyKa,
HUCTpaKyBame M criopTt Ha P Ci1oBauka

Bo corsacHocT co Oayka Ha BiaagaTta Ha CiioBauyka Peny6sivka of centeMBpu 2003
rofiuiHa Bo ojiHoC Ha HaupTr-HanroHasHaTa nporpama 3a kBajuteT Ha CjioBauka 3a
2004-2008, koja npeBUAyBallle 33/l0/PKUTEHO BOBelyBakhe HAa CUCTEM Ha
yIpaByBakbe CO KBAJIUTETOT BO cuTe MUHUCTepcTBa A0 2007 (vsu 3PI1 unu MKE®),
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MuHHCTEpPCTBOTO 32 06pa3oBaHMe yUeCTBYBallle BO IPOEKTOT 32 BOBeyBame Ha 3PII

yute Bo 2003 roavHa Kako eHO OJi MeTTe NUJI0T-MUHUCTEPCTBA Bo CioBayvka. Mako,
€O HOoBaTa oJiyiyKa Ha BiazjaTa, of 2009 uMnieMeHTalja, BAKOB CUCTEM Ha
yIpaByBake CO KBAJUTETOT HE € 33/I0/DKUTEJIEH 3a J[p>KaBHATA U jaBHATA
aJIMMHHUCTpalyja, UMIlJIEMeHTal1jaTa, cera, BO 0Ba MUHUCTEPCTBO NPOJ0/KYBa
MpeKy MPOEeKTH 33 IPHUMeP, 0COBEHO CO yUerhe PEKY onpefiesyBambe Ieu
benchlearning, a kako JIOMOJIHUTEJ/NHA MOTUBAlMja e roJuiiHaTa Haijpnonanna
Harpaza 3a kpaiuTteT Ha CiioBaukara Peny6uinka.

WMmniemeHnTanujata Ha 3PI1 Bo MUHHCTEPCTBOTO 3a 06pa3oBaHUe, HAYKa,
HCTPaXKyBake U CIIOPT Ce 0/|BMBA BO JIBETOJUIIHU I[uKaycu. [IpBaTa roauHa ce
oJipeiyBa TUMOT, KOj U3pab0oTyBa U3BEIITaj 32 caMoeBayJialjdjaTa Bp3 OCHOBA Ha
yCTaHOBEHHUTe KpuTepuyMu. CaMoeBayJialjdjaTa U Hej3SUHUTE HAOAU I0TOA Ce
nperJieiyBaaT 0/l CTpaHa Ha HaJiBOpeLlIeH TUM Ha eKCIepTH, KOU r'd GopMyinpaart
CBOUTE 3aKJY4OLIM BO NIOBPATEH U3BEILTAj, KOjLITO [TaK € 0CHOBA 32 GOPMYIUPaHETO
Ha aKIMCKU IJ1aH. llesiTa Ha aKUCKUOT MJIaH € Jla ce IOCTUTHE MEePJINBO
noZlo6pyBame Bo oibpaHuTe npouecu. [loToa, caefu ABerofuiiHa eTana Ha
MMIlJIeMeHTalHja Ha aKLUCKUOT I1JIaH, a CO HETOBOTO OIleHYBame Ce 3all0YHyBa
Hape/iHa eTalna Ha OATr0TBYBake Ha U3BELITAjOT 3a caMoeBayJialyja.

3HayUTeHA IOAAPUIKA BO UMIJIeMeHTanyjaTa Ha 3PII, kako npucran 3a
yIpaByBakbe CO KBAJIUTETOT BO MUHUCTEPCTBOTO € J061eHa MPeKy MOPEKTOT Ha
CBeTcka 6aHKa 3a pa3Boj Ha YOBEYKH KaluTaJl, UMILJIeMEHTHpaH Bo nepuogoT 2007-
2009 roauHa, 3a 0BO3MOXKYBakbe Ha 0A06pa UMIJIEMEHTAlUja, yIIpaByBakbe U
eBaJiyalyja Ha NOJIMTHUKH, BO UYMW pPaMKU (Ha HeroBaTa IpBa KOMIIOHEHTA) €
BKJIy4eHO U cripoBeayBambeTo 3PIl 1 KOHCY/ITaHTCKU YCIyTH.

MuHuCTEepCTBOTO 32 06pa30BaHue, HAyKa, UCTPaXKyBakbe U CIOPT BO cOpabOTKa CO
JIpyTY HE3aBHCHU TeJsla BO paMKUTe Ha MUHUCTEPCTBOTO, KAKO U CO HEKOU
YHUBEP3UTETH, UMa peajM3UPaHO HEKOJIKY MOTIPOEKTH GOKYCHPAHU HA MOJIEJIOT
3PII. OBHe aKTUBHOCTH ja OAUTHasIe UMIlJIeMeHTanujaTa Ha 3PIl Ha moBHCOKO HUBO,
Ha KBaJIUTET [I0 CTEINEH KOj MOXKe Jia 6u/ie mpuMep 3a MHCTUTYLUUTE O/ jaBHATa U O/
Jip>KaBHaTa a/MUHHUCTpaIMja, kKako Bo C/10Bauka, Taka U HaABOP 0/ Hea (CJI0Ba4YKOTO
MuHuCcTEpPCTBO 3a 06pa3oBaHUe BeKe cCOpaboTyBa CO YEIIKOTO MUHUCTEPCTRBO 3a
o6pa3oBaHMe, MJIa/IU U CIIOPT 3a CIOJlelyBakbe Ha Hajl06pU MPAKTUKH).
KoHKpeTHHTe NpaKTUYHHU PE3y/ATATH LITO Ce IOCTUTHATU CO UMILJIEMEHTALMjaTa Ha
3PII ce nusnBoenwu Bo [lpuior 3.

Cnopep eBayJialjdjaTa HallpaBeHa Ha CAMOTO MUHUCTEPCTBO, YCIEXOT O/
kopucreweTo Ha 3PII HajMHOrY ce rJlefia BO IPUAOHECOT ITO 'O UMa 3a
dbopMUpameTO HAa CTPATELIKUTE [jeJIM Ha MHCTUTYLUjaTa U 3a U3paboTKa Ha
MoKa3aTeJsl, KOU PeJIOBHO Ce cJelaT U ce oieHyBaart. [Ipu Toa, 3PII cnopesneHo co
CHCTEMOT Ha FOAMIIHU U3BENITaH, Ce TeMeJU U Ha MPETNOCTaBKU BP3 KOU OuJjie
MOCTUTHATH p3yJaTaTuTe. JJoNOoJHUTENHO, 0CJeJHOTO CpoBeyBame Ha 3PII
HaMeTHYBa YCTAaHOBEHUTE LieJIM, KOY Ce HEMEPJINBY, /1a CTAHAT MEPJIMBU CO TOYHO
JNebUHUPaHU BpeJHOCHHU 1lesid. Kako AupeKTeH NpoAyKT o/ BoBelyBaweTo Ha 3PI1 e
pa3BUEH MpeJior 32 U3paboTKa Ha UHPOPMAIMUCKU CUCTEM 3a YIIPAaByBaHEe CO CUTE
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pe3yJITaTH Ha PoeKTOT of, CBeTckaTa 6aHKa - 0CO6EHO 01 06J1acTa Ha MpolecH (Koj

e U3paboTeH o1 MpuBaTHa dpupmMa).

['1aBHM BUAJUBU IPAKTUYHU NPULA0O6UBKA Ha MUHUCTEPCTBOTO, OJf BOBE/lyBaETO
Ha 3PII ciopesieHo co cocToj6uTe Mpes HeroBa uMIieMeHTanuja (npex 2003), e Toa
IITO NPETXO0JHO BapOOTEHUTE He GUJle CBECHHU 3a TOA KOJIKY 06J1acTH He ce IOKpPUEeHHU
CO MHAMKATOPH CO YCTAaHOBEHH BpeJJHOCHH Liesid. PopMUpameTo Ha MePJIMBY LieJId
cera 0BO3MOKyBa NperJieJHOCT U NoAo06pa eBayalyja Ha cpaboTeHoTo. McTo Taka,
NpeTX0/HO, rosieM 6poj uHopMaLuu of obacty, kou co 3PII ce mokakasie Kako
KJIyYHU KpUTEPUYMH, He GUJIe CoipKaHHU NperJieIHO BO eJleH JJOKYMEeHT, a paboTaTa
CO HUB WJIM HUBHOTO C/e/iehe 610 AaleKy NoKoMaeKcHo. KoHeuHo, co
BoBeJlyBaweTo Ha 3PII mojaTouTe ce npeseHTHpPaHU rpadUUKU 10 OJHOC Ha
TPEeH/0BUTe, LITO 0BO3MOXKYBa 3Ha4aeH YBU/] BO CJle/lelheTo Ha paboTarTa U
HamnpeJoKoT, a JION0JHUTENHO U IPU0HECYBa 3a 1000p0 MJIaHUpakbe.

Makea0HCKOTO MCKYCTBO cO npuMeHeTa Ha 3PII

Bo Peny6Jirika MakeiHMja IOCTOU MHOTY HU30K CTelleH Ha UMIJIeMeHTal ja Ha
3PI1.4 Jlocera, eaHa uHcTUTyMja ([Jp>KkaBHUOT 3aBO/] 32 CTaTUCTHUKA) UMa
CIPOBeZIeHO TPU LIMKJ/IYCH Ha NIPOLEHA, A BO Tek e puMeHa Ha 3PII Bo
MuHHCTepCcTBOTO 32 MHPOPMATHUYKO ONIUTECTBO U afMUHHUCTpaLHja.

[To noTnuinyBamweTo Ha CrorozibaTa 3a ctabu/arsalyja u acouujauuja, so 2001
roauHa, Biagara Ha PM ru nHTeH3MBHpallle HANIOPUTe 3a BOBe/lyBakbe allaTKU 3a
yIpaByBakbe CO KBaJIUTETOT, BO HajrojieMa Mepa BO KOHTEKCT Ha IPUOGJINKYBabeTo
co acquis o, 06J1acTa Ha BHATPEIIHHUOT na3ap. Bo oBoj nepuop ce foHecyBa u
Hanuonasina nporpaMa 3a KBaJIUTeT. UHTepecoT 3a a/laTKU 3a yIIpaByBambe CO
KBaJIUTETOT 6ellle 3HAUUTEJHO 3roJIeMeH €O Cé MOroJieMoTO 3Haueme Ha pepopMmara

Bo Peny6auka

Ha jaBHATa aIMMHUCTPALMja BO KOHTEKCTOT Ha MPOLECOT Ha EBPOICKA HHTETpanuja e,

Ha Pen6ynvka MakesioHMja. AreHLIMjaTa 3a Ap:KaBHU Cay0eHUl U (cera AreHIjyja 3a Jpscasruom 3a0d 3a

aJMUHHCTpaLMja®) u CekpeTapujaToT 3a eBPOIICKHU IIpalliama 6ea rJiaBHUTe cmamucmuka umd
3acTanHULM 3a npuMeHaTa Ha 3PIIL. cnposedeHo mpu
[IpBHOT U 3acera eJUHCTBEH yCIlellleH NpuMep Ha npuMeHa Ha 3PII ocranyBa yukaycu Ha 3PII
Jp>KaBHUOT 3aBO/, 32 CTATHUCTHUKA, KOj ClIpoBeie TpH Iukaycu Ha 3PII, mouHyBajku of npoyera, a 6o mex e
2006 roguHa (IpUMepOT e JeTa/bHO 06paboTeH MO0y BO TEKCTOT.) npunmera na 3PII 6o

HoBara cTpaTeruja 3a pepopMa Ha jaBHaTa agMMHKCTpanuja (2010-2015), ycBoeHa WP ERaeig 50

. UHPOpMaAmMUYKO
BO TekoT Ha 2010 roguHa, ja npoksaMmupa 3PII kako ocCHOBeH MoJieJ1 3a NpoLLeHa Ha

. . . . onumecmaeo u

pedopmaTa Ha jaBHaTa agMUHUCTpanyja. Cenak, CTpaTerujata U Hej3UHUOT AKIIUCKHU 2

adMuHucmpayuja.

IIJIaH He cneuncbnunpaaT KaKBHU GUJIO ek W KOHKPETHH MEPKH 3a IOIIKWPOKa

4 Bo paMKuUTe Ha 0BOj IPOEKT BO MepUooT MapT-Maj 2012 rogrHa 6ea HallpaBeHU UHTEPBjya Co
pesieBaHTHUTE CybjeKTH oJ1 oBaa 06s1acT Bo PM (/Ip>kaBHUOT 3aBOJi 32 CTATHUCTHKA, AreHnyjaTa 3a
aIMUHUCTpaLMja ¥ MUHUCTEPCTBOTO 32 THGOPMATHUUKO OMIITECTBO U a[MUHHUCTpALIH]jA).

5 AreHuujaTa 3a af[MUHHUCTpalldja He e JUpPeKTeH HacJeJHUK Ha /lp>kaBHaTa areHiuja 3a
JP’KaBHU CJIyKOEHUIH, 3aLITO KJIYYHHUTE OATOBOPHOCTH 33 MOJHTHUKATa Ha Ap>KaBHATa CJIyx6a
npeMUHyBaaT Ha MUHUCTEPCTBOTO 32 MHPOPMATHUYKO ONLITECTBO U aAMUHUCTpalHja.
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ynotpe6a Ha 3PII.6 Bo npakTukaTa ce yrnotpebyBaaTt pa3/IMiHU aJaTKU 3a

yIpaByBake CO KBAJUTETOT, HO OTCYyCTBYBa KOXepeHTHa HacoKa WJIU BHU3Hja 3a
COO/IBETHOCTA Ha OJIpe/ieH CHUCTeM 3a YIIPaByBak€e CO KBAJIMTETOT 3a pa3/IMUHU
OpraHu3alyMu, 0JHOCHO Pa3/IMYHOTO HUBO HA PAa3B0Oj HAa O/IIEJIHM OpTaHU3aLUH.
Kako MUHHCTepCTBO HaJJ/IEXKHO 3a aJIMUHUCTpanujaTa Bo Peny6/inka Make/1oHHja,
MuHHCTEpPCTBOTO 32 UHGOPMATHUYKO ONIITECTBO U agMUHHUCTpanuja (MUOA) ox
2011 ropuHa ro npesefie BOACTBOTO U BO puMeHarta Ha 3PII. Bo maj 2011 roguna
BiiagaTa ycBou nH$OpMallMja co Koja ce pernopadyyBa npuMeHaTa Ha 3PII.
HctoBpemeno, Bo MUOA e Bo Tek npuMeHa Ha 3PII, co mogapuika Ha NpOeKTOT
['O®PE ¢punancupan npeky bpruranckata ambacaja.

Bo paMkuTe Ha MUHUCTEPCTBATA, OATOBOPHOCTA 3a cipoBeAyBawe Ha 3PII e Ha
JIpPKaBHUTE CEKpeTapH, KAKO BPBHO PAaKOBO/AHO HUBO Ha JipKaBHATa ciayx6a. Cenak,
Ha LIeHTPaIHO HUBO He e pOopMHUpaHa COOIBeTHA MpeXKa 3a CIpoBeyBame Ha 3PII.
Cnope/, HEKOU COTJIe/lyBaba, COOZBETEH MO/leJl 3a KOOpArHalja 61 Moxesia Aa
6u/Jle MpexaTa Ha 0 JieJIeHUjaTa 3a YOBEYKH PeCyCH.

BiiajaTa MMa JOHeCeHO 3aKJ/IY4O0K, CIIopeJ KOj CUTe MUHUCTEPCTBA, A0 MapT 2012
rojiuHa, Tpeba Ja UMaaT BOBe/IeHO UJIM 3all0YHATO N0CTAlKa 38 BOBelyBambe
cranaapau cnopeg UCO.

IIpodecnoHaiHOCTa — IPEeAYCIA0B U/Wau pe3yaraTt Ha 3PII?

EZHO o/ KJIy4YHUTeE Npaliaka BO IPOLeCcOT Ha IpUCTanyBameTo KOH EY e
MOCTOEHETO HA COO/IBETEH a/IMMHUCTPATHUBEH KallallUTET U COOABETHU CTPYKTYPH.
HepocTaToOKOT Ha aAMUHUCTPATUBEH KalallUTeT e pobJieM, KOj ce KOHCTaTUpa
noJ0Jro BpeMe Bo Peny6/imka MakejH1ja, MyJITUIJIMLIUPAH CO HELOBOJIHATA
npodecuoHaJHOCT BO Ap>KaBHATa C/1yx06a, KOHCTaTUPaH BO U3BeIITaUTe 3a
HanpeZok Ha PM. HefjocTaTOKOT Ha aiIMMHUCTPAaTUBEH KallallUTET € e/lHa O/
rJIAaBHUTE IPUYMHU 3a IPa3HUHU U BO UMILJIeMeHTaldjaTa Ha 3aKOHOaBCTBOTO,
JIOHeCeHO 3a ycorJiacyBame co acquis. 3PII e anaTka 3a ynpaByBame CO KBaJIUTETOT,
KOja ce ynoTpebyBa BO a/[MUHUCTPALIMMTE Ha 3eMjuTe-4ieHKU Ha EY co moTeHujan
3HA4YMTEJIHO Jla IPUJ0HEeCe 3a 3ajaKHyBakbe Ha KalaluTeTOT Ha UHCTUTYLIUNTE 33
[IpUMeHa Ha acquis.

Bo U3BelTajoT 3a HanpeAOKOT Ha Peny6uirika Makegonuja 3a 2011 roguHa, EK
KOHCTAaTHpa /ieKa e IOCTUTHAT HallpeJ0K BO paMKaTa 3a jaBHa aMUHUCTpaLyja,
KaKo KJIy4yeH NpuopuTeT Ha [lapTHepCcTBOTO 3a npucTanyBamwe. Bo Bpcka co
3aKOHOJaBHATa paMKa 3a JipKaBHHU CIyK0eHUIM M3BelTajoT ' aKLieHTUpa
IJIaBHHUTE HeJJoCTaTOL M, 0COOeHO BO BPCKa €O IIpaBuJiaTa 3a: BpaboTyBarbe,
OLleHyBame U yHanpelyBame, Ha3HauyBakbe Ha BUCOKHUTE PAKOBOJHU JIp>KaBHU
CAY»KOEHUIM M KOHCTATHUPA JieKa e ,IOTPeGHO HaTaMOIIHO NoZ06pyBae Ha
KJIyYHUTe 3aKOHHU CO LieJ1 ja ce 06e36e11 BK/Iy4YyBake Ha IPUHLUIIUTE Ha

6 HanpTt-cTpaTerdja 3a pedopMa Ha jaBHATa a[MUHHCTpaLuja Bo Pemy6smka MakegoHuja
(2010-2015 romuna), 21 npexemBpu 2010 rox. http://e-demokratija.mk/sd_administracija/-
/document_library_display/4ugU/view/45171/1109;jsessionid=905B599EB77D9037D91F0FCC

79CCC39F
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TpaHCIIapeHTHO, allOJIMTUYHO perpyTHpamwe U yHalnpeJyBakbe 3aCHOBaHO BP3

3acayru”’

UsBewrtajoT Ha OEL/I-CUT'MA oz 2011 roguHa KOHCTaTUpa JleKa OCHOBHATA
NpUYMHA 30LITO Cé yILITe He IOCTOU Jp>KaBHa CJ1y:0a 3aCHOBaHa Ha 3ac/IyTH e WTO U
0 ZileceT TOAMHU OJ1 JOHECYBakbeTO Ha 3aKOHOT 3a Jip>KaBHHU C/1yKOEeHUIY, TOj He ce
NOYUTYBA, ,a BpabOTYBamkeTO U APYTUTE OJJIYKH BO NOTJIe], HAa KapyepaTa Ha
JIp>XaBHUTe CAYK0eHUIM cé ToBeKe ce 3aCHOBAaHU Ha MOJUTUYKU UM NPUBATHHU
MOTHBH, OJIOIITO Ha 3acayru“.8 HataMy, 0BOj MHOI'Y KpUTHUYKH U3BeELITAj KOHCTaTUpa
JleKa ,,0BYe HOTOPHHU He3aKOHCKHY IPAaKTUKH He caMo IITO MMaaT 3a Nocaefuna
OTCYCTBO Ha NpodecruoHaJn3aM Ha IeEPCOHAJIOT BO jaBHUOT CEKTOP, 0COGEHO Ha
BUCOKU HUBOA, THE ja 3roJieMyBaaT jaBHaTa CKellca BO [0orJie/] Ha BJIaJleeheTo Ha
PaBOTO U HUCKOTO HUBO Ha KPeJUOUINTET Ha AeMOKPATCKUOT CUCTEM, BOOMIITO".?
Jpyru pesieBaHTHHU corJielyBama 0/, 0Boj M3BemTaj, Bo nmorye/ Ha npeAMeTOT Ha
HalIeTOo UCTPaXKyBakbe, Ce COrJIelyBambaTa BO MOrJIe[ Ha LieHTPaJu3UpPaHOoCTa Ha
JIOHECYBameTO Ha OJ/IyKUTe BO jaBHATa aIMMHUCTpaLHja (,peYUCH CUTEe OJJIYKHU Ce
JlOHeCyBaaT 0Jf HajBUCKO aJ[IMUHUCTPATUBHO HUBO - MUHUCTEP" U HEKOPUCTEHETO Ha
JesernpameTo. Hatamy, ce oncepBrpa HEKpUTUYHATA IPUMEHA Ha pelleHHja 0
NPHUBATHUOT CEKTOP, 0COOEHO BO MOTrJIe[, Ha OTIYLITakbeTO pabOTHULIY, IPU LITO Ce
KOHCTaTHpa JleKa ,He ce coryie/lyBa CylITeCTBeHaTa pa3/iMika Mel'y BpaboTeHUTe BO
NPUBAaTHUOT U BO jaBHUOT CEKTOP U HUBHUTE yjioru“.10

Cnope/, MUC/IEHETO HA IPETCTABHULIU Ha peJieBaHTHUTE UHCTUTYLIMU BO PM,
npuMeHara Ha 3PIl HemMa AMpeKTHO BJIMjaHHE HA CIIpeYyBambeTO Ha oJMTU3alMjaTa
Ha jaBHATa CJy»k0a, HO HejsuHaTa UMIlJIeMeHTall1jaTa e KOpUCHa Kako novyeTHa ¢asa
Ha NpOoLEeCcOT 3a IOCTUTHYBakbe Ha 006ap KBaJUTEeT Ha YCJAYyTUTe BO jaBHUOT
cekTop.!! Cenak, Hallle MUCJIERE € JleKa KOHCTaTUPaHUTe COCTOj6U BO jaBHATa
aJIMMHUCTpal1ja ce MHOTY peJiIeBaHTHHU U BO IOrJieJ Ha npuMeHara Ha 3PII Bo
Peny6siika Make/1oHHja, 3a1ITO € HEOOUTHO ieKa Tpeba Jja MOCTOU OJ[peIeHO HUBO
Ha npodecroHalM3aM U Ha CBECT Ha paKOBOAHOTO HUBO Ha jaBHATa
aJIMUHMCTpALHja, 3a [la MOKe yCIelHOo Ja ce ciipoBeyBa 3PII.

Ycneumen npumep: Ap)KaBHI/IOT 34BO/] 34 CTATUCTHUKA

Jp>xaBHUOT 3aBoj 3a ctaTucTUKa (/]3C) e npBaTa UHCTUTYLM]ja BO PenybJinka
MakeZi0HHja, KOja cCipoBeie IpoLec Ha caMmooLeHyBamwe, Bo 2006 roauHa, co
npuMeHa Ha 3PII. [IpBoTo camoonenyBame /[3C ro cripoBesie BO paMKHU Ha MIPOEKTOT
TBUHUHT, a IBeTe NOC/AeL0BaTeJHU NPoLeHU + caMmocTojHO. /13C MMa 3HAYUTEJIHO
HCKYCTBO BO cipoBezyBame Ha 3PII, mTo Moxe /ia ro mpeHece Ha ApyruTe
MHCTUTYLHH Bo Peny6sinka MakegoHuja.

Bo corsiacHocT co uckyctBoTto Ha /[3C, 3PII e siecHo pa3bupimBa U NpUMEHJINBA
asaTka. Kako elHa o/ MOLIMPOKKUOT CET aJlaTKH 32 Mepere Ha KBAJIMTETOT (Kako

7 U3BelTaj 3a HanpeAoKOT Ha Peny6.inka Makenonuja 2011, EBponcka KoMucwuja, cTp. 9

8 OELI/]- CUT'MA U3Bemtaj 2011, cTp. 5, http://www.oecd.org/dataoecd/40/30/48970743.pdf
9 Ibid.

10 [bid.

1 HTepBjya cnpoBeieHU BO lepuoJoT MapT-Maj 2012 roguHa.
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urto ce: UCO, nesioceH MeHalIMeHT Ha KBaJIUTETOT, UTH.), Taa e j06pa Kako noyeTHa

dasa o efieH npolec Ha NOCTUTHYBame 1M006ap KBaJUTET Ha yCJAYTUTE BO jJaBHUOT
cekTop. MMajku npeABUJ JieKa NOBEKeTO ApKaBHU MHCTUTYLUU HEMAAT UCKYCTBO CO
MOCJIOKEHU aJIaTKU 3a YIpaByBame co KBaauTeToT, 3PII e 1o6pa noyeTHa OCHOBA 3a
HUB.

EnHa of riiaBHuTe npuo6uBku Ha 3PII e peslaTUBHATa eJHOCTAaBHOCT Ha MOJZIEJIOT U
MOXKHOCTA 3a HeroBara 6ecrniaTHa ynotpe6a. Ha 3PII ce riiena kako Ha npuMapHa
aJTepHaTHBA Ha CUCTEMHU 3a KBaJIUTET, kako To e MCO, 3apaau Tpowonure,
dekcH6UIHOCTA (OTICErOT, MPUJIAT0/IIMBOCTA) U BPEIHOCTA, 6€3 pasyiMKa Ha
ceptudukalyjaTa.

[Ipu umniemenTauujata Ha 3PII Tpeba fa ce BHMMaBa Ha GOpPMUPAKHETO HA Pa6OTHU
rpynu 3a camornporueHa. Bo /13C umase 9 paboTHH rpyny. 3Ha4ajHO € IITO pabOTHUTE
rpynu Tpeba Aa ce KoOOpJAUHHpaaT Mely cebe U Jja Ce IOCTUTHE YCOTJIaCeH CTaB Mery
HUB, OJHOCHO KOHCEH3YC 3a OLleHYyBakbe 3a cocToj6uTe. TaKBUOT mpUcTan
O0BO3MOKyBa 00jeKTUBHOCT Ha OLleHyBakbe, KaKO 0CHOBA 3a MCIIPABHO I10CTaByBaIbe
Ha IPpUOpPUTETHUTE.,

HcTo Taka, 6GUTHO Npallame e Jaau Ke ce ondaTatT cuTe esieMeHd Ha 3PII wiun
MHCTUTYLMjaTa Ke ce GOKycHpa Ha Toa LITO e peJiIeBaHTHO 3a Hea, 61/iejK1 HEKOU
Ipallamba MoXaT Ja He ce OJlHeCyBaaT Ha UHCTUTyLIHjaTa. Ciopes HCKYCTBOTO Ha
J3C, e BaXKHO J1a ce HapaBHU ceJieKHja, 0JHOCHO TOYHO /A Ce IOCTaBaT
NpPUOPUTETHUTE, TaKa IITO pe3yaTaTuTe of 3PII fa 6ujaT pesieBaHTHA OCHOBA 3a
yTBpAyBake Ha IPUOPUTETHUTE HA CTPATELIKUOT IIJIaH 3a UHCTUTYLUjaTa.
WUmnvkanunTe Ha npBaTta npuMeHa Ha 3PII Bo /13C ce oneHyBaaT Kako MHOTY
3HayajHH, IpH IITO Ce UHULIUPAHU HU3a HOBU IPOLLeCH BO UHCTUTYLMjaTa. Oco6eHo
3HayjaHa buJia NoAroToBKaTa Ha KaTa/lor Ha GYHKIIMK Ha opraHy3anujata. Hatamy,
nprMeHaTa Ha 3PIl noMorHasa Bo KpepamkeTo Ha CUCTEM 3a [IpecMeTyBakbe Ha
TPOIIOIY, 33 KOj € MOAT0TBeH nmocebeH codpTBep. Bo coryiacHOCT co 0BOj CUCTEM ce
ompe/ieslyBa LieHaTa Ha YHHEHE 110 eJJMHUIAa MepKa 3a HeKoja QyHKLHja U
KpenpameTo KaTajlor Ha aKTUBHOCTH 3a ceKoja paboTHa 3a/ja4a. Bo pamkuTte Ha 3PII
e CIpoBeJieHa aHKeTa 3a 33/J0BOJICTBO Ha BpabOTEHHUTE, KOja Jajia 3Ha4ajHU
WH/JWUKATOPH 3a BOJEHETO Ha NMOJIMTHKATa Ha YoBeyKuTe pecypcu. [I3C BocTaHOBU
Y CUCTEeM Ha MEHTOPCTBO Ha HOBOBPAabOTEHUTe, Kako U Ha 06ykH in-house. Ha oBa ce
Ha/l0Bp3yBa aHKeTaTaTa Ha 3a/0BOJICTBO Ha KJIMEHTUTE.

OtTtamy, Bo [13C ce nenu geka 3PIl e Mmogen, kKoj JaBa MHOTY MOXXHOCTH 3a
HaArpazyBame. MckycTBaTa co npuMeHaTa Ha 3PII 6usie ocHOBa 3a NpyMMeHa Ha
MIOCJIOXKEHU MOJIeJ/IU 3a YIIpaByBakbe CO KBAJIMTETOT, BaXKHHU 32 CUCTEMOT Ha
CTATHUCTHKA, KaKo IITO e Mo/ies1oT 3a reHepUUYKO GHM3HEC POl ecHparbe.
[IpenopakuTte Ha J[3C 3a umnuiemeHnTanuja Ha 3PII Bo Makenonuja ce neka 3PI1 e
0JJIMYHAa NOYeTHa paMKa 3a IPolleHa Ha OpraHU3alyuTe o/ jaBHUOT cekTop. [Ipu
TOQ, € NOTPe6GHO PaKOBOACTBOTO HA OpraHU3alyjaTa, Koja ja ciposegysa 3PII ga ru
npeno3Hae npuao6uBkuTe o 3PII (,siuaepoT Ja npeno3Hae mto go6usa“). /13C e
NOJATrOTBEH /ia 0 CIO/JeJId CBOETO UCKYCTBO CO JPYTrUTe UHCTUTYLHUU.
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IIpenopakume Ha /J3C
30 umniaemeHmayuja
Ha 3PII 8o MakedoHuja
ce deka 3PII e 00a1uyHa
novemHa pamka 3a
npoyeHa Ha
opaaHuzayuume od
jasHuom cekmop.

/13C e nodzomeeH da 2o
cnodesu ceoemo
uckKycmaso co dpyaume
UHCmumyyuu.




JAuckycuja

OcHoBHOTO npamame e: 301To 3PIl Ma orpaHuyeHa npuMeHa Bo Peny6sinka
Maxkenonuja?

OuursiefiHo € fAeka Bo Peny6/inka MakejoHUja focera npruMeHaTa Ha CUCTEMUTE 3a
yIpaByBakbe CO KBAaJUTETOT BO jaBHUOT CEKTOP € BO HajrojieMa MepKa BoJeHa
,03ropa“ v ieka HeJlocTacyBa MHUIMjaTUBA ,,03/0J1a"“ — 0/ CAMUTE OpraHM3al1y,
OZLHOCHO OJ; MEHAIePCKOTO HMBO Ha jaBHUTe opranusanuu. O efHa cTpaHa, oBa
MOXKe Jla Ce TOJIKyBa Kako [ocje/1ia Ha HeMHPOPMUPAHOCT, HO O/, ipyra CTpaHa e U
JIMpeKTHa MocJeiula Ha KOHCTaTUPaHaTa HeJJ0BOJIHA TPOdeCUOHATIHOCT U
KanalMTeT Ha OBa HUBO HA PaKOBO/CTBO BO jaBHUTE CJIYKOU.

HaTtamy, e ounrsiesHo Jeka NOTTUKOT 3a nprMeHa Ha 3PII kako eBponcka paMka 3a
MpolieHa BO jaBHATa a/[MUHUCTpaIHja Bo Peny6/iMka MakeZjoHYja € CeKaKo TOBP3aH
CO MHTEH3UTETOT Ha eBpoIcKaTa areHja. OTCyCTBOTO Ha UHTEH3UTET U Ha
KOHCTAHTHOCT BO IIPOLIeCOT Ha NPUCTANyBalkbe HECOMHEHO UMaaT 0lpa3 Ha CUTe
aCIeKTH Ha MPOLLeCOT Ha eBpoIer3alyja Ha jaBHaTa afMUHUCTPaLMja, BKIYYUTEJTHO
1 Ha npuMeHarta Ha 3PII.

WHTepecHO e lITO NpBaTa caMONpolieHa BO [iBeTe HHCTUTYLMHU BO KOU Jlocera ce
cunposesa 3PIl Bo Peny6sirika MakeioHHja e co NOAAPILIKA HA CTPAHCKU NPOEKTH.
HMaxko oBa, caMmoTo 110 cebe, He e TpobJieM, 3alUTO MPOLECOT HAa eBpolNer3altja Ha
jaBHaTa afiIMMHUCTpaLMja BO JpKaBU-KaHJUAAaTH 3a 4JeHCTBO Bo EY, o npasuio ce
0CTBapyBa IPeKY yuekre 0/ HajA00py PaKTHUKHU Ha Jp:KaBUTe- YiIeHKH, OCTaHyBa
npallameTo Ha OAPKJIUBOCTA. 30IUTO He ce MYJITUILIMLUPA A06POTO AOMAIIHO
ucKycTBO (oHa Ha /13C), 1 MoKpaj HallpaBeHHTe HAMOpH 3a Toa U NOATOTBEHOCTA Ha
OBaa UHCTUTYyILMja a 'Y CIoZiesIM CBoUTe UCcKycTBa? OBa 0COGEHO aKo ce 3eMe
npeABU/[ [ieKa corelyBamaTta o npakThkaTta Ha /I3C ce MHOTY C/IMYHU CO OHMeE Ha
CJI0BAYKKTe UHCTUTYLMU. U Ha oBa Ipallame, eJleH 0/l MOXKHUTE OATOBOPH € JleKa He
MIOCTOU JOBOJIHO MHULIMjaTUBHOCT U KallallUTeT Ha PAaKOBOJHO HUBO Ha jaBHUTeE
OpraHu3anyu - NoTeHHjaaHu KopucHuY Ha 3PIl naum Ha fpyru cuctemu 3a
yIpaByBakbe Ha KBaJUTET, KAKO U JleKa OTCYCTByBa XOPHU30HTaJIHA COPaboTKa Mefy
OpraHMU3alMUTe BO paMKUTe Ha jaBHaTa aJ[MUHHACTpaLHja.

OTBOpEeHO e U pallamkeTo: 301ITO He Ce JOBOJHO UCKOPUCTEHU MPEXHUTE 3a
copaboTKa U pecypcuTe, Kou 61 ¥ OUJie IoCTallHU Ha ByiaziaTa J0KOJIKY y4ecTBYBa BO
pa6otHuTe rpynu 3a 3PII Bo pamkuTe Ha EYITAH.

M3paszeHa e ckelica BO norJie[, Ha IOTeHLUjaJ0T Ha NpuMeHaTa Ha 3PII 3a
LJIEKYBame" Ha OCHOBHUTE 60JIKM Ha MaKeJOHCKATa a/[]MUHUCTPAIHja —
napTH3anyjaTa U HeJoCTaTOKOT Ha NpodecroHanu3aM. Bnpouem, napTusanujaTa Ha
jaBHaTa aJ/IMMHUCTpALHja e JUPEKTHO BO CIPOTUBHOCT CO HayeJsaTa Ha
ENMHCTBEHUOT a[]MUMHUCTPATHUBEH NIPOCTOP — CUTYPHOCTA ¥ NPEABUIJINBOCTA, KaKO U
TpaHcmapeHTHOCTa. JlypH, Moxe /a ce Kaxke Jieka NpodeCHOHATHOCT U KamaluTeT 3a
JINJIEPCTBO Ce NPeAyc/IoB 3a Jla Moxxe Ja ce cripoBefie 3PII focneHo U KBaJIUTETHO.
Cemak, cMeTaMe JieKa He Ce COrJieJlaHU JOBOJIHO MOXXHOCTUTE LITO 'MW HYZAH OBOj
MO/ieJ1 Ha IPOLieHa ¥ BO OBOj MOTJIe], JOKOJIKY UMa NOJUTHYKA BOJIja 38 TOA U
CUCTEMOT Jia ce IPUMEeHH J0CJIeIHO.
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OuursienHa e npuopeTrsalujaTa Ha npuMeHara Ha UCO-cTaHzapauTe off cTpaHa Ha

BiiagaTa, mITo € BepojaTHO pa3GUPJIMBO O] alICEKT HA HUBHUOT BU3UOUJIUTET
MOCTUTHAT BO IJ1I06A/JIHU PaMKH U BJAJUHUOT IPUOPUTET 32 IPOMOIIMja Ha CTPAHCKH
nHBecTULUHU. Ho, 0cTaHyBa OTBOPEHO MpallakeTo: 301ITO BO IOr0JIeMa MepKa He ce
3eMaaT npeaBU/ CliellMPUKUTE Ha jaBHUTE OPraHU3aliy U KOMIJIEMEHTAPHOCTA BO
NpUMeHaTa Ha CUCTEMUTE 3a yIIpaByBakbe CO KBAJIUTETOT?

HckycTBoTo Ha C/ioBayKa e MOYYHO O/ MoBeKe acnekTu. QUurjeiHo e Aeka
ncpopcupana npuMeHa Ha 3PII (ma v Koj ¥ 1a e IpyT CUCTEM Ha yIpaByBakbe CO
KBaJINTETOT) 6€3 OCHOBHHM MPETIOCTABKU 3a TOA — CBECHOCT U KallallUTET Ha
PaKOBO/JIHOTO HUBO Ha jaBHUTE HHCTUTYLMH  J0BeAyBa caMo Jio opMasiHa U
JesiyMHa uMmiieMeHTanuja Ha 3PIL. OTTamy, He ce cyrepupa npumeHa Ha 3PII Bo
Peny6siika Make1oHHja ,1I0 HAJIOT, TYKY ITOCTENEHO U MapaJieJTHO BOBeyBakbe BO
WHCTUTYLMH, KO BeKe UMaaT JIOCTUTHATO Oipe/IeHO HUBO Ha ,3peJioCcT,
pacnoJiaraaT cO KallaUTET Ha HajBUCOKOTO PaKOBOJHO HUBO U MOXaT Jia
rapaHTHpaaT OJP>KJIUBOCT Ha pe3y/aTaTuTe. 3a Aa ce cnpoBeje 3PIl e moTpebHO
JILJIEPCTBO, ¥ TOA TAKBO LITO Ke OH/ie MOATOTBEHO 33 KPUTYKHU MMPUCTAI, OJJHOCHO Jia 3PII He ce cnposedysa

OBO3MOXH MHCTUTYIHjaTa ,Jia CE COOYH CO ce6ecH BO OrJIeano”. KUROMIDOTE G LA R

mam
HaTtamy, MHOTY e pesieBaHTHO HCKYCTBOTO 32 BKJIYYEHOCT U MHPOPMHUPAHOCT Ha A G
opaaHu3ayuume KoH
BpaboOTEeHUTE BO NPOLECOT Ha caMmonpoleHa. CeKaKBO HCKJIyYyBake Ha BpaboTeHHUTe ;
cebe, myky
BO MPOLIECOT HA MPOIeHa 10 KaKBa U Jla € 0CHOBA (IOJIUTHYKA, ETHUYKA) MOXKe Ja i e
coanedysajku ce cebecu,

JloBejie 10 KOHTpaeQeKT.

Hajobjekmu8HO MONCHO
KoHeuyHo, MHOTY 3Ha4ajHa Jiekyja e fgeka 3PII He ce cipoBeiyBa Kako Iporec da ce cepmam Kow
NpUMapHO 32 /] Ce CBPTAT OpraHU3alMUTe KOH cebe, TyKY coryie[lyBajKu ce cebecy, KaueHmume — 00HOCHO
Hajo6jeKTUBHO MOXKHO [la Ce CBPTAT KOH KJIMEHTHUTE — OZJHOCHO IrpalaHuTe, 3a Jja ro epa¢aHume, 3a da 20
no/lo6paT KBaJIMTETOT Ha YCJAYTUTe, KOU UM ro 06e36eayBaaT. OTTaMy, npuMeHaTa nodo6pam
Ha 3PII Tpeba fa ce npropeTu3rpa BO OpraHU3alluy, KOU ce OpUEHTUPAHU KOH Kea/umemom Ha
KJIWEeHTH. ycayeume, Kou um 20

06e36edysaam.

3aK/Iy4youM ¥ Ipenopaku

#® Bo Peny6usinka Makezionuja cé yure He e JOBOJIHO UcKopucTeHa 3PII kako
MOXKHOCT 3a eBpoIen3alyja Ha jaBHaTa afAMUHcATpanyja. [loctou HeJOBOJIHO
nosHaBambe 3a 3PIl Mel'y BoZileuKkHTe NPeTCTaBHULM HA UHCTUTYLIMUTE - 32
NOTEeHLHja/IuTe U 3a MPUA0OMBKUTE IITO I'M HY/AU OBaa ajlaTKa 3a ylpaByBambe CO
KBaJIMTETOT 3a CAMUTE UHCTUTYILIMU, HO 0COOEHO 3a rpalfaHUTe KaKo KJIMEHTU U
KOPUCHUILIY HA HUBHUTE YCIYTH.
# HUckycrBoTo Ha CI0BaYKa € MHOT'Y peJieBaHTHO 3a Peny6sinka MakezioHuja,
HajIpBUH NOPaJH CJIMYHOCTA Ha KJIYyYHUTe GaKTOPH (Ky/ATypaTa, jaBHaTa CBECT 3a
jaBHaTa ¥ 3a Ap:KaBHaTa aAMUHUCTpalMja KAKO UM HUBHUOT NPUCTANOT KOH
KJIMEeHTH, OJUTHU3alMjaTa BO 0BOj CEKTOP), HO YUITe MOBEKe MOpaiu
NpaKTUYHUTE Npelopaky of J0CerallHOTO CIpoBeyBame Ha 3PII.
# BoseayBameTo Ha 3PII He UCKJIydyBa APYTY MOZEJIH 3a yIIPpaByBaHe CO
KBaJINTETOT U € CO HUB KOMILJIeMeHTapHa. Mel'yToa, Npy NIpMMeHa Ha MOJIEJIUTE, €
NOTPe6HO Jja ce BOJIM CMeTKa 3a MO rOTBEHOCTA Ha OpraHM3anujaTa: Bo
opraHu3saiiyja, koja seke e MCO-kopucHuK, 3PIl Moxe f1a 6uie ycneniHa
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Ha/Arpaaba, 6u/iejku AaBa NoUIMPOKa paMKa U noroJjieMa cjao6o/1a 3a

BOCIIOCTaByBame: IPaBUJIa, NPOLEeCH U LieJIM Ha OpraHu3alujaTa, co LITO 0TBOpa
IPOCTOP 3a AONOJHUTETHO I000pYyBambe U 3rojieMyBatbe Ha epUKacHOCTa Ha
uHcTUuTyuujata. UcroBpemeno, 3PII e ;06pa noAiroToBKa 3a NpuMeHa Ha
MOCJIOXKEHU CUCTEMH 3a YIIpaByBakbe CO KBaJIUTETOT.

#®  0co6eHo 6UTHO e 3al03HAaBakbeTO Ha BACOKOTO PAKOBOJCTBO CO KJIYYHUTE
NpUA00HUBKHU 0/ BoBeiyBatbe Ha 3PII 3a camaTa MHCTUTYLH]a:

- noedurkacHo QyHKLMOHUPame Ha UHCTUTYLUjaTa;

- MepJIMBOCT Ha UCIOJIHETH LieJsy;

- 3roJjieMeHa MOTHBall¥ja U YYBCTBO Ha ,CONICTBEHOCT" O/ CTpaHa Ha
BpPabOTEHUTE;

- TNOoJWrame Ha KBaJIMTETOT Ha YCJIYTUTe, & COOLBETHO U 3aZJ0BOJICTBOTO Kaj
rparaHuTe.

# JlojeKa e HeONXO0JHO 06e36e/1yBarbe Ha IOJIMTHYKA MOA/PIIKA U JIUAEPCTBO,
He ce Npenopayysa ,MacoBHO" BoBeayBame Ha 3PII, no Hape6a ,,03ropa“, TyKy
VHULYjaTHBaTa Tpeba Jja NoTeKHyBa 0/ caMaTa MHCTUTYLIH]a, a
VMMIJIeMeHTalnujaTa Tpeba Aa 61uje Bo KOMOMHaIMja Co IPUCTAIOT ,,0370J1a —
Harope“. Cemnak, ce npenopayyBa IoBeke opraHusalnuu ja ro soBegysaat 3PII
HMCTOBPEMEHO, IOPau MOXKHOCTA 3a CIIOPEAJIUBOCT M pa3MeHa Ha UCKYCTBa (BO
MaKeJJOHCKHOT CJIy4aj — Ce mpernopavyysa OCyM 0 leCeT OpraHu3aluy,
OPHUEHTHUPAHHU KOH KJIHEeHTH).

4 Bo npumenara Ha 3PIl e noTpe6eH poKyc KOH ,HaBOP", KOH KJIMEHTHUTe/
rparaHuTe, 3alITO MPHMapHa IieJl € OpraHu3alujaTa a ja ocTBapy NoJgo6po
CBOjaTa MMUCHja.

#  [lpu npuMenaTa Ha 3PII, Tpe6a s1a ce 06e36e/41 JIUePCTBO, HO U OMdaTEHOCT
- BKJIyYEHOCT Ha CUTe BpabOTeHH.

# TloTpe6HO e moBeKe Jja ce KOPUCTAT U Jia ce CIIo/ieJlyBaaT UCKYCTBaTa 3a
yIpaByBakbe CO KBAJUTETOT BO paMKHKTe Ha caMaTa jaBHa al]MMHUCTpaL1ja BO
Peny6smka MakesoHUja, 0JHOCHO Jja ce NPOMOBUPAAT HajA00pUTe HALLMOHAIHHU
NpPaKTUKHU (Ha npyuMep, Ha Jp>KaBHUOT 3aBOJ, 38 CTATHUCTHUKA).

#  3aycnemHa uMneMenTanuja Ha 3PI1 e moTpe6HO /1a ce BKIyYaT 3Jpy>eHHuja
3a KBaJIUTET, KOM Ke UMaaT KOHCYJITaHTCKa ysora. CopaboTKa Co 3eMjU-4JIeHKH BO
0BOj Jies1 co 06yKH, 32 00y4yBayH U 32 pa3MeHa Ha UCKYCTBO, MOXE /1a € O[]
oco6ena nomoul. O uckyctBoTo Ha CiioBauka u Peny6/inka MakezjoHuja He e
MOTBPZEHO JileKa BOBeyBambeTO Ha 3aeJHUUKATA paMKa 3a IpoLeHa JUPEKTHO
NpHJI0HECYBa 3a [iell0JIMTH3allyja Ha jaBHaTa aJi]MMHHUCTpaLHja, LUTO e KJIy4eH
npo6JieM. Ho, ako KOH3UCTEHTHO ce cripoBefe 3Pl u ce moYMTyBaaT Hej3SUHUTE
OCHOBHM NPUHIMIIY, Taa MPULOHECYBA 3a IO UTakbe HAa KBAJIUTETOT BO €/iHA
opraHu3salyja npeky IITo, MHAUPEKTHO, MOXe Jla ce IpUL0HeCe 3a
JleloJIMTU3aLyja.

Bbuo6simorpaduja

EBponcky MHCTUTYT 3a jaBHa aaMUHHUCcTpanuja, 2010, Craec I1., Tun H., CTodenc
A. ,Jlecet rogunu 3PI], [ToBeke oz 2000 3PII kopucHUIM®
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A, Tennod C., Ilet ronunu o 3PII: Ox AfjosiecuieHiiyja o 3pesoct - llto e
cnenHo? CTyauja 3a KOPUCTEWHETO, MO APIIKAaTa U MAHMHATA Ha 3aeJHUYKATa
paMKa 3a IpOLEeHKa,
http://www.eipa.eu/files/repository/eipascope/Scope2005 3 6(2).pdf

EBpoONCKY HHCTUTYT 3a jaBHA afIMUHHUCTpaLyja, [lonobpyBame HA opraHu3aiujaTa
npeky camo-eBaJnyanuja, 3PII 2006 roauna ctp. 3, Pecypcen yentap Ha 3PI],
http://www.eipa.eu/files/File/CAF /Brochure2006 /Macedonia 2006.pdf
EBporncka koMucHja, PaboTeH JOKYMeHT Ha c1ykO0UTe Ha KoMHUcHjaTa, U3BeliTaj
3a HanpeJoKOT Ha Peny6iuka Makenonuja 2011,
http://www.sep.gov.mk/content/Dokumenti/MK/PR 2011 mk.pdf
Harmpr-cTpareruja 3a pedbopma Ha jaBHaTa aAMUHHCTpanHja Bo Peny6Jinka
Makenonuja (2010-2015 roguna), 21 gekemepu 2010 rog.

http://e-demokratija.mk/sd administracija/-
/document library display/4ugU/view/45171/1109;jsessionid=905B599EB77D9
037D91F0FCC79CCC39F

OEL/J - CUI'MA UsBewmTaj 2011,
http://www.oecd.org/dataoecd/40/30/48970743.pdf
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IIpuor 1. /lucra Ha KpaTeHKH

EWIIA - EBporncku UHCTUTYT 3a jaBHa agMuHucTpanuja (European Institute for Public
Administration)

E®YK - EBponcka ¢oHpanuja 3a ynpaByBamwe co kBauTeToT (European Foundation
for Quality Management, EFQM)

EYIIAH - EBporicka Mpeska 3a jaBHa agMuHHcTpaluja (European Public
Administration Network, EUPAN)

3PII - 3aegHUYKa paMKa 3a IpoLeHa

WUIICT - I'pyna 3a uHOBaTUBHM jaBHH ycayrH (Inovative Public Services Group, IPSG)
KCMT - KaHuesiapuja 3a ctaHgapZu3aluja, METPOJIOTHja U TECTUPAbE

MHUOA - MuHHCTEPCTBO 32 UHPOPMATUUKO OMIITECTBO U a/IMUHUCTpAIIHja

OELJ - OpraHu3sanuja 3a eKoOHOMCKa copaboTka U pasBoja (Organization for
Economic Co-operation and Development, OECD)

MMU]C - MosenoT 3a U3BOHPEIHOCT BO jaBHATa ciy6a (Public Service Excellence
Model, PSEM)

C3K - CnoBauko 3apy:KeHue 3a KBAJIUTET

CUT'MA - loaapuika 3a moo6pyBame BO BJajJleee U MeHaliMeHT (Support for
Improvement in Governance and Management, SIGMA)

[IYK - llesiocHO ynipaByBame co KBanuTeToT (Total Quality Management, TQM)
[TIPT1/1/PDCA - ,[lnaHupaj - peanu3upaj - npoBepu - JiejcTByBaj” (Plan - Do - Check -
Act)
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IIpusior 2. Onuc Ha cIpoBeAEeHU UHTEPBjya

Bo pamkuTe Ha cTyAucKaTa noceta Bo Peny6irika CiioBauka 6ea HanpaBeHU
VHTEPBjya Co CJleJHUBe eKCIepTH:

Bo anpus 2012 6elie HanpaBeHO UHEPBjY co Urop MapkoBckH, oy MUHUCTEPCTBOTO
3a UHPOPMATHUUKO OMIIETCTBO U aAMUHUCTpaLyja, Penybiuka MakesoHuja,
OZITOBOPEH 3a KOOpAWHALMja Ha cripoBeAyBaweTo Ha 3Pl Bo MUHHUCTEPCTBOTO;

Bo anpusa 2012 - uHepBjy co busjana 3arap, AreHiyja 3a afMUHUCTpPaLKja,
Peny6sirika Make10HHja;

Bo maj 2012 - unTepBjy co baiarnija HoBKOBCKa, AMpeKTOpKa Ha Jp>KaBHUOT 3aBOJ,
3a CTaTUCTHUKA, MHCTUTYILH]ja, KOja e akTUBeH KopucHUK Ha 3PII og 2006 roguHa;

Bo maj 2012 - uHTepBjy co AHa AHresi0BcKa, CeKpeTapujaT 3a eBpOIICKU Npallamba;
Bo maj 2012 - unTepBjy co Hepa MasieBcka — MeHallep Ha IPOEKTOT Ha OpUTaHCKaTa
Bsiaga 3a noagpiika Ha UMIieMeHTanyja Ha 3PII Bo MuHUCTepCcTBOTO 3a
MHPOPMaTHYKO OMNIIETCTBO U jaBHA a/IMUHUCTPALIH]a;

Bo jynu 2012 - unTepsjy co Jlybomup [liau, nopaHelieH AUpeKTOp Ha
KaHuesnapujaTa 3a Ap>kaBHa cayx6a (koja e pacnymrena Bo 2006 roguHa), efieH o
VHULMjaTOPUTE U IJIaBHUTE IponaraTopy 3a BoBeJyBaweTo Ha 3PII-mozesoT;

Bo jyuu 2012 - unTepBjy co MoHMKa JypKOBUIL0Ba, paKoBoAuUTe KA Ha Ofe/IeHUeTO
3a kBasinuTeT Bo KaH1esiapujaTa 3a cTaHZapAu3alyja, METPOJIOTHja U TECTUPAIbE,
KOja e ¥ KJIyYYHUOT Y0BeK OJ[OBOPEH 3a KOOpAMHAlMja U 3a c/leJierbe Ha
nMiieMenTanyjata Ha 3PII Bo CiioBauka u riaBeH 3PII-kopecniongeHT Bo EUIIA;

Bo jyuu 2012 - unTepsjy co Musan llecrak, npetcenartes Ha CJI0Ba4KOTO 3Jpy>KeHUE
3a KBAJIUTET, KO€e e IUPEKTHO BKJIy4YeHO KaKo eKCIIepTCKO U KOHCYJITAaHTCKO TeJIO BO
umIieMeHTanujata Ha 3PIl-mozesor;

Bo jyuu 2012 - unTepBjy co Muxaus ['acnapoBud, pakoBoAUTe HA O leJIEeHUETO 3a
YOBeUYKHU pecypcHy U Biagumup Biaxo, fpaBeH COBETHUK 3a OpraHusalyja Bo
MuHHCTepTCBOTO 32 06pa3oBaHue, KJAyYHU YesHOBU Ha 3PII-TUMOT Bo paMKH Ha
MHHHUCTEPCTBOTO (/|OMOJIHUTENHO UHTEPB]jY Oelile HanpaBeHo co CtedaH Xy106a,
Jip>KaBHEeH cekpeTap Ha MUHUCTEPCTBOTO 3a 06pa3oBaHUE CO LieJl 0CO3HABAE Ha
dyHkMoHupamweTo Ha 3PII Bo mpakTHUKaTa.)
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IIpuor 3. [IpuMep 3a KOHKPETHHU pe3yJITaTU MOCTUTHATH CO
BOBeAyBamweTO Ha 3PII Bo MUHHUCTEpPCTBOTO 32 06pa3oBaHue Ha P
CsoBauka

Op umnieMeHTanujata Ha 3PI1 Bo MuHHUCTepCcTBOTO 32 06pa30BaHUE Ce UCTAKHATHU
cJeJHUBe IPAaKTUYHHU pe3yJITaTH, KOU IPpOU3JIerJie Off aKLIUCKUTe IJIAaHOBU:
Pakosodcmeo, cmpamezuja u naaHuparse

° MeauyMcka 06yKa 3a BUCOKUTE PAKOBO/IHH MO3UIUK HA
MUHHUCTEPCTBOTO;
° O6yka 3a KopropaTUBHA KYJITypa 32 YOBEKOBU PECYpPCHU BO PAMKHUTE

Ha MI/IHI/ICTepCTBOTO

Yoseuku pecypcu

° [IpBUYHA NpOIeHAa U IJIAHUPakhe HAa YOBEUKH PECYPCH;
° M3paboTeH KOHLENTOT Ha e/lyKalyja 32 BpabOTEeHUTE;
° Pa3BueHU oJipe/ieHU YCTaHOBEHHU NpeaycoBy co Oayyka Ha

MUHHUCTEPOT 3a IPOMeHa:
- [lof06pyBare Ha ja3UYHOTO 06pPa30BaHKe Ha BPaGOTEHUTE;

- [lonpaBame Ha MAPKUHIOT 32 BpaGOTEHUTE;

- ['paziere Ha MpUCTaNU 3a JIye CO XeHUKETI;

- Co3pazseHu ycjioBH 3a 06yka Bo GopMa Ha eJIEKTPOHCKO y4eme (e-
learning) 3a cuTe BpaboTeHHU 3a yCoT/acyBae Ha CTENEHOT M0 [I03HaBakbe Ha
MHPOPMALMCKU U KOMYHUKALMCKU TEXHOJIOTHH.

Ilapmuepcmea u pecypcu
. MeTtoponoruja Ha 3PII 3a caMoolieHyBame U 06yKa - 06yKa 3a
daKy/ITeTU U YHUBEP3UTETHU

IIpoyecu
. [TogroToBKa Ha NpoOLEeCHU Manu 3a MUHHUCTEPCTBOTO;
. OnTumusanyja Ha OpraHM3anMCcKaTa IOCTaBEHOCT BO BPCKaA CO

COINICTBEHOCTA Ha MPOLECHU ¥ OBP3aHH O/ITOBOPHOCTY;
o YcorslacyBame Ha OUCUTE HAa pabOTHHUTE MecTa U OATOBOPHOCTHUTE
Ha BpabOTEHHUTe BO OpraHMU3alUCcKaTa CTPYKTYpa;

. [TogroToBKa Ha NPOLECHU Manu 3a 06e36eAyBabe HOBU YYEOHUIIH.

HHngopmamuuka mexHo02uja
° 06e36eayBame Ha yHUGOPMHOCT Ha NMPOLEAyPUTE U HHPOPMAIUH 32
MOBp3yBame co npoinpysawe Ha WEM-cuctemoT (T.e. eJieKTpoHCKaTa
06paboTKa Ha OJaTOLY CO MOXKHOCT 32 KOMEHTUPaeE) ;

° EynekTpoHCKa 06paboTKa Ha HHPOPMAIMH 32 KOYMHUHAKIIHja Co
jaBHOCTAa;
° Ydemwe npeky onpejenyBame 1eau (bench-learning) - merfyce6Ho

CropelyBambe CO APYTM MUHUCTEPCTBA BO OJ[peJIeHH 06J1acTH
° M3paMHyBamb€e Ha HepellleH! CIIOPOBU 3a CONICTBEHOCT Ha 3eMjUIlITe
BO pecopoT o6pa3oBaHue
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Introduction

The Common Assessment Framework (hereafter referred to as the CAF) is a European
quality management tool for public administration. It derives from the model of
European Foundation for Quality Management and Speyer Institute from Germany.
The CAF is an easy to use, free tool for self-assessment of the public sector that can
help public administrations in the EU to understand and apply modern management
techniques. In 2011, the CAF celebrated the 10th anniversary from the introduction of
this model, when it registered the 2000t user.

Despite the acknowledged benefits for improving the functioning and efficiency of the
European public sector and the fact that Macedonia has declared it will use the CAF as
a model for assessment, the CAF has not been widely used in Macedonia.

In order to raise awareness among key stakeholders of the Europeanization potential
of CAF as a European quality management tool, and encourage its wider use within
the Macedonian public administration, the European Policy Institute - Skopje
conducted a research using the experience from the Slovak Republic. The project
named “Europeanization of administration through implementing the Common
Assessment Framework - The relevance of the Slovak experience”, supported by the
Slovak Agency for International Development and Pontis Foundation, and realized
through the Slovak Balkan Public Policy Fund and the Balkan Civil Society
Development Network, was implemented in the period March - June 2012 and
included desk and field research and a study trip to Slovakia.

The research, which resulted in a policy paper, proved that the application of the CAF
in Macedonia is limited. Three cycles are conducted in the State Statistical Office and
the implementation of the CAF in the Ministry of Information Society and
Administration is ongoing. It further showed that Slovakia's experience in
implementing the CAF is very relevant for Macedonia, because of the similarity of key
factors (culture, public awareness of public and state administration as well as their
approach to customers, politicization in this sector) and the practical
recommendations are applicable. The main findings are presented in this document
with description of the Macedonian and the Slovak experience and the benefits from
implementation of the CAF for the public administration. The research also compares
CAF to the other models for quality management. Lastly, concrete recommendations
for implementing the CAF in Macedonia are also provided.

The Common Assessment Framework

The CAF is a tool for Total Quality Management (TQM), based on the premise that
"excellent results in organizational performance, citizens/customers, people and
society are achieved through leadership driving strategy and planning, people,
partnerships, resources and processes. It looks at the organization from different
angles at the same time; a holistic approach to organization performance analysis."12

12 CAF Resource Center - European Institute for Public Administration,

http://www.eipa.eu/en/topic/show/&tid=191
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The CAF is the result of cooperation between the EU ministers responsible for public

administration which, under the auspices of the Working Group, composed of national
experts - an Innovative Public Services Group (IPSG) - created a platform for closer
cooperation and exchange of experiences. The main objective of this platform is
finding innovative ways of modernizing government and providing public services in
EU member states.

The pilot version of the CAF was presented in May 2000 and the first revised version
was launched in 2002. With a decision of the DG for Public Services, CAF Resource
Center was created within the European Institute of Public Administration (EIPA),
which guided the implementation and evaluated the use of the model together with
the network of national CAF correspondents (assisted by the European Foundation
for Quality Management (EFQM) and the University of Speyer). In the period from
2000 to 2005, the CAF has been introduced in about 900 institutions aimed to
improve organizations, and there is interest for implementing the CAF even outside
EU. In the past 12 years from its introduction until today, the CAF and its
implementation was further developed and improved.

According to the CAF guide by the European Institute for Public Administration
(EIPA)13, the CAF has four main purposes:

1. To introduce public administrations to the principles of TQM and gradually guide \
them, through the use and understanding of self-assessment, from the current “Plan-
Do” sequence of activities to a full fledged “Plan-Do-Check-Act (PCDA)” cycle;

2. To facilitate the self-assessment of a public organisation in order to arrive at a
diagnosis and improvement actions;

3. To act as a bridge across the various models used in quality management;

4. To facilitate bench learning between public-sector organizations.

The CAF model is composed of 9 criteria, 28 sub-criteria with examples, panels for
assessment of enablers and results, guidelines for self-assessment, improvement
actions, bench learning projects

The CAF Model and a glossary.
ENABLERS RESULTS Since the CAF is a general too], it
can be adjusted on the specificities
- a || Paople a
Feote Realts of the organization, as long as the
m:ﬁ& MME'U — o basic framework elements are
beaderdl® [ panng [ Fecece 5 Grevind [ Rmie respected. Here is an illustrative
: . representation of CAF as provided
| | Farhsrchips i - Soolety 1
& Recouressc Rewlts by EIPA.

INNOVATICON AND LEARNING

13 http: //www.eipa.eu/en/topic/show/&tid=191
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Results of the assessment of the application of CAF

The analysis, which was done five years after the CAF implementation in 2006 by the
CAF resource centre, shows that it is possible to increase the CAF implementation in
all sectors, especially in the ones that already have the most CAF users. The biggest
number of CAF users is from organizations of the local administration, the social
services, police and security services, schools and customs administration, tax
administration and financial administration. Other potential sectors are health
services, higher education and research institutions, culture and cultural heritage and
cultural policy and general supervision. According to the analysis the impact of the
CAF on public sector in a country depends on the number of CAF users in the country.
In some countries, the CAF is not yet widely applied, because of which the potential of
the CAF to cause profound changes in the public sector as a whole is limited. However,
the model does have a great impact on those organizations that do adopt it, because
the outcomes from the CAF self-assessment identify gaps that help define
improvement opportunities. This was one of the main conclusions derived from the
practical experience of the institutions that use the CAF, both in Slovakia and in
Macedonia.

CAF in comparison to the other TQM tools

In the European public sector so far, many different models of TQM have been used
(for ex. ISO, Balanced Scorecard, EFQM, PSEM). All of the existing models are based on
the first concept of Total Quality Management originally developed in the U.S, which
was afterwards widely established in the Japanese manufacturing industry, and later
re-exported to the West.

The quality systems that are broadly implemented are based on ISO 9000. The ISO
standards and the management systems built on the basis of these standards are
included under the term "quality assurance". This approach has incorporated the
ideas of TQM, including process improvement, and is described as “say what you do”

(have quality procedures) and “do what you say” (follow the procedures).

Another accepted instrument is the Balanced Scorecard. This tool suggests that the
organization must be seen from four perspectives: customer, finance, processes and
innovation and learning, which should be analyzed from several angles through
developed parameters, data collection and analysis.

The third most commonly used is EFQM Excellence Model of the European

Foundation for Quality Management, which is a European version of the Balanced
Scorecard. This model is based on nine criteria, which are also incorporated in the
CAF.

The Public Service Excellence Model (PSEM) is another framework for self-
assessment that focuses on the public sector, but is not as widely used as the CAF, and
is limited to some public services in the UK.
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The existence of multiple models and systems of quality management created the

Unlike the ISO, which

need for a common unified European framework for quality that would be used in the .
aims to create an

public sector as a tool for self-evaluation of an organization.

environment of formal
The CAF differs from ISO standards because, unlike the ISO, which aims to create an rules and provides
environment of formal rules and provides external costly evaluation, the CAF leaves external costly
greater freedom to the organization to establish rules, processes and objectives. evaluation, the CAF
Through the specific directions and steps based on self-assessment, it provides a leaves greater freedom to
framework for monitoring the achievements, making it a tool for continuous the organization to
improvement.'4 On the other hand, the CAF also differs from the EFQM model establish rules, processes

and objectives.

because, besides the different sub-criteria, it takes into account the particularities of
the public sector. This feature of the CAF is constantly improved and upgraded by
improving the CAF models (2002, 2006).

The Slovak experience

In order to raise the interest for the CAF in Macedonia and to develop specific
recommendations which would be useful for the implementation of this TQM tool in the
Macedonian public administration, research of the Slovak experience and best practices
was conducted. The Slovak experience proves to be relevant for this purpose due to the
existence of a number of similar conditions and cultural similarities. Firstly, in Slovakia,
like in Macedonia, the problem of significant politicization of the state and public
administration was persistent when the concept of the CAF was introduced. There are
significant cultural similarities between the two societies, in terms of the approach
towards quality management, the public awareness and perception for the public and
state administration, and the attitude towards customers. Lastly, Macedonia can still
relate to the Slovak experience, since the implementation of the CAF in Slovakia is not
yet that advanced (in terms of number of institutions which have implemented CAF, in
comparison to other EU member states). For this purpose, a study visit in Slovakia was
carried out, during which interviews were conducted with relevant experts and
representatives of institutions who were directly involved in implementing the CAF
model in the Slovak public administration. Additionally, a visit to the Ministry of
Education helped participants gain a better insight into how the CAF works in practice.
From the experience of experts from the Slovak Society for Quality it was noted that ISO
is a good start for establishing rules and organizational order, and would be a good
basis for a broader framework that gives the CAF. Rather, the EFQM model would be
appropriate for an institution that has conducted CAF.

The CAF Implementation in Slovakia

The implementation of the CAF in Slovakia began in 2002. The then newly established
Civil Service Office (CSO) was one of the main initiators and advocates of the idea,

14 These advantages of CAF over ISO were emphasized at the conference organized for
presenting the findings of the project by the representatives of SPFRE project, who are
currently providing support for the CAF implementation in MIOA, but were also involved
with the implementation of the ISO standards in the SEA.
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with the intention to use CAF as a tool for achieving the Office’s mission, which was to

create stable, professional and de-politicized public service in Slovakia. Other than the
Civil Service Office, the implementation of the CAF in Slovakia is conducted with a
joint cooperation and coordinated action of two other institutions: The Office for
Standardization, Metrology and Testing (OSMT) and Slovak Society for Quality (SSQ).
The Office for Standardization, Metrology and Testing is the institution responsible
for quality in Slovakia and, in close collaboration with the Civil Service Office, was the
main coordinator of the institution for the implementation of the CAF. After the
dissolution of the Civil Service Office in 2006, The Office for Standardization,
Metrology and Testing is the only body responsible for implementation of the CAF and
is the representative body for Slovakia in the EIPA. The Slovak Society for Quality is a
professional association of quality managers who in the process of CAF
implementation are involved as experts. They conduct professional training and have
a consulting role in the introduction of the CAF in the individual institutions.

The start of the CAF implementation in Slovakia is the project for implementation of
the CAF in the Civil Service Office, as a first institution, and then dispersed to others.
The Office for Civil Service became the coordinator of activities for implementation of
the CAF within the ministries and central bodies of public administration, and in their
respective bodies for budget and finance. After the introduction of CAF in several
institutions, in September 2003 the Government adopted a Decision based on the
National Quality Program 2004-2008, which obliges all ministries to continue
activities for implementation of the CAF or EFQM total quality management model.
Following the decision, each ministry started to prepare action plans and a yearly
strategic plan, which is one of the criteria in the evaluation of the CAF self-assessment
mechanism.

According to all of the interviewed experts, compulsory adoption of the CAF, even
though it seemed a good decision at the time, resulted only in formal implementation
of the CAF in many institutions, with very limited impact or potential for
improvement of the organization’s performance. The main reason for this was the
resistance and lack of commitment of the key office holders in some institutions, due
to their insufficient and inadequate understanding of the CAF. In some cases, the
resistance of the top management was due to their perception of CAF as a mechanism
for establishing control over them and/or threat to their position. Therefore, ensuring
support from the top management in the institution is one of the basic preconditions
for successful CAF implementation. The support of the top is necessary also due to the
fact that the assessment within the CAF is a process of “seeing yourself in the mirror”
and the good results produce critical findings and reveal the weaknesses in the
functioning of the institution. In order for those weaknesses to be improved, the
findings have to be accepted and endorsed by the management, and there has to be
willingness, ability, and political support for making institutional changes. In Slovakia
this was a fact that the key individuals involved in the introduction and
implementation of the CAF were well aware of, because of which they organized the
top managers of the selected institutions first. This helped to ensure better
understanding and support for the CAF implementation. The trainings were organized
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by The Office for Standardization, Metrology and Testing in close cooperation with the

experts from the Slovak Society for Quality. The Office for Standardization, Metrology
and Testing was then directly involved in providing further trainings and
consultations for the CAF methodology, as well as in the creation of the CAF teams
within the institutions.

According to the Slovak experience, careful selection of the members of the CAF teams
within the institutions is very important. The experts who were interviewed pointed
to the need of the CAF team to be comprised of employees who are in higher positions
(head of units or sectors), are well informed and knowledgeable about the functioning
of the institution, but also about the process of CAF implementation and its main
benefits. The criteria for selection of the CAF team members should be clear and
followed by the management, and the Slovak experience suggests that in many cases
it was useful if there was a public call for selection of the CAF team within the
institutions. The involvement of the higher ranking public servants responsible for
human resources is highly recommended, as is substantial effort and commitment
from all the team members. As the team meets regularly and additional time and
efforts are required from the team members, the Slovak experts stressed that the top
leadership within the institutions have to be aware that the adoption of CAF is a time
consuming process. In many institutions in Slovakia, the implementation of CAF failed
because the team members were too busy with other duties and responsibilities to
commit to the activities for the CAF implementation. The success with the CAF
implementation is additionally determined by the size of the teams. The optimal size
of the team is between 8 and 20 team members, who work closely together. Team
building exercises are especially beneficial. Maintaining smaller CAF teams is a good
practice for the large institutions, as well, where involvement of more people, can be
ensured by creating sub-teams. Better inclusiveness in this way increases the
employee’s awareness and commitment to the CAF, which is very important for the
ownership of the process, and for more successful implementation.

The cooperation with the Danish Public Service was very beneficial to the process of
implementation of the CAF in Slovakia, especially for consultations, training
programmes, sharing of the best practices and practical experience, and creation of
the CAF guidebook. Such cooperation with other countries is also highly
recommended for the CAF implementation in Macedonia. In this case, Slovakia can be
a good partner since their experience is relevant and can be utilized.

Main benefits from the CAF

Since 2003, CAF in Slovakia has been introduced in 60 state and public service
institutions (ministries, autonomous bodies, universities, bodies of local government),
on the basis of whose experience numerous benefits can be identified.

Creating and promoting culture of quality among the public

CAF contributes to raising the awareness and the culture for quality and for
introduction of system of efficiency and quality in the management, among the
employees and among the wider public.
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If the institutions show efforts and commitment to self-improvement and willingness

to change, CAF indirectly contributes to raising the public awareness for the
responsibilities and competencies of the various institutions and bodies of the public
administration.

In Slovakia the CAF model is included in the National Program for Quality. Due to this,
and thanks to the successful implementation of CAF, some institutions were able to
compete for the National Quality Award Slovakia (Ministry of Education was awarded
in 2009). Receiving such important recognition increases the motivation and
successful implementation of the CAF among the institutions, over which the CAF has
direct influence for improving the quality of the functioning of the institutions, as well
as their public reputation.

Benefits for the institutions

Significant benefits of the CAF can be identified on an institutional level, especially in
terms of improvement of the functioning and performance of the organization. It is
very important that the CAF contributes to raising the quality of the services provided
by the institutions, and the approach to their customers. Furthermore, CAF is
beneficial for developing better understanding and improvement of the institutional
and administrative processes, and for setting priorities and strategic objectives. The
introduction of CAF has resulted in many institutions being able to better determine
their goals, and being able to focus on achieving long-term strategic priorities. The
CAF tool, as a way of preparing action plans and mapping processes, helps the
institutions to identify major shortcomings, inconsistencies and overlaps in their
work and activities, and thus encourages them to make changes, adjustments or
restructuring. The regular self-assessment of the work of the institution contributes
to regular and timely improvement. Additionally, the introduction of CAF is often said
to have added value and greatly contributed towards improving the communication
among employees, greater involvement and motivation. This comes from the fact that
the employees are directly involved in the process of deciding on key priorities and
goals.

The benefits for the public administration overall

The CAF is good for balancing the quality of the different institutions, given that the
level of quality varies among different organizations of the public administration. An
added value of CAF is also that it enhances the collaboration among the institutions,
since in the process of CAF implementation it is very useful if they exchange
experiences and consult among each other.

CAF in the EU candidate states: the potential to prevent politicization of the
public administration.

The CAF is of particular importance for the candidate countries as a concrete tool that
helps in improving the quality of public administration. Given the fact that there is no
formal acquis for public administration, but a set of informal administrative and
legislative constitutional principles, the EU member or candidate states are not
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required to implement any formal legislation. However the existence of a general

consensus on the key components of governance in the democratic countries has led
to the formation of a European administrative space - a set of common standards of
governance and public administration for all EU member states. These principles are:
¢ Reliability and predictability

» Openness and transparency

* Responsibility

« Efficiency and effectiveness.

Due to a lack of reliable and efficient public administration standards formulated for
applicants and Member States, the main open question remains: whether the spread
and introduction of principles of quality management as a principle of good
management can create bottom-up rules for assuring a stable and efficient public
administration. The question is how to create a sustainable political support for
public administration that is stable and apolitical in EU member states and in
candidate countries?

The CAF is a fairly simple tool, free and easy to use, which is appropriate for self-
evaluation of the public sector institutions in Europe. It is designed by member states
and is widely used in public administrations across Europe aimed at improving
structural processes through self-evaluation. If the CAF model is properly
implemented, it does lay down some rules and activities that contribute to quality
improvement of the public service and de-politicization. The Slovak public
administration is still, to a considerable degree, politicized. However, the CAF impact
in this segment cannot be clearly determined. According to the Head of Department
for Quality, assessing the role of the CAF for the depoliticization of the public and civil
service can be done only when the CAF model will be implemented in more than half
the public service institutions in Slovakia, which is currently not the case. Lubomir
Plai, the former director of the now abolished Civil Service Office in Slovakia
emphasizes: “The key question that must be asked is whether the current process
performance levels are so poor or so far from citizens’ expectations that a
breakthrough is required. If the answer to the question is yes, then the route forward
has to involve business process re-engineering (i.e. comeback to core values of
European public administration). If the answer is no, then improvement using CAF
will be appropriate. Last but not least, any public administration improvement
strategy must involve people, their education, training and development in stabile and
apolitical environment”.

The Macedonian experience

Implementation of CAF in Macedonia

In the Republic of Macedonia there is very low degree of implementation of the CAF.
So far only one institution (the State Statistical Office) has conducted three cycles of
self-assessment, and there is ongoing application of the CAF in the Ministry for
Information Society and Administration.
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After signing the Stabilization and Association Agreement in 2001, the Government

has intensified efforts to introduce tools for quality management, largely in the
context of approximation with the internal market acquis. During this period the
National Programme for Quality was adopted. The interest for quality management
tools was significantly increased by the growing importance of public administration
reform in the context of the European integration process of Macedonia. The Agency
for Civil Servants (now the Agency for Administration) and the Secretariat for
European Affairs were the main advocates for the implementation of the CAF. The
Agency for Civil Servants, similar to the Slovak pattern, was terminated at the end of
2010 when its responsibilities were transferred to the Ministry for Information
Society and Administration. In doing that the core values, mission and objectives of
the Agency for creating stable and de-politicized state administration were lost. The
Ministry of Information Society and Administration (MIOA) takes the lead in
implementation of the CAF as of 2011.

The first and so far the only successful example of application of the CAF remains the
State Statistical Office, which conducted three cycles of CAF, starting in 2006.
(Examples of the CAF are described in detail below.)

The new strategy for reform of public administration (2010-2015), adopted during
2010, proclaims the CAF as a basic model for assessing the reform of public
administration. However, the Strategy and its Action Plan do not specify any targets
or specific measures for wider use of the CAF. In practice different tools for quality
management are used, but there is a lack of coherent direction or vision for the
suitability of a system of quality management for different organizations. In May 2011
the Government adopted a Communication that recommends the application of the
CAF. Simultaneously, there is ongoing implementation of the CAF within the MIOA
with support of the SPFRE project funded by the British Embassy. It was reported that
the first cycle of evaluation was finished and a round of training for trainers was
completed.

Within the ministries responsible for implementation of the CAF is the state secretary
at the top managerial level of civil service. However, there is no adequate network
established on a central level for implementing the CAF. According to some
observations, an appropriate model for coordination could be the network for human
resources.

The Government has made a decision that all ministries, by March 2012, should have
introduced or initiated action to introduce ISO standards.

Professionalism - precondition or result of CAF?

One of the key issues in the process of EU accession is the existence of adequate
administrative capacity and structures. The lack of administrative capacity is being
constantly pointed out as a problem in the Republic of Macedonia, multiplied by the
lack of professionalism in the civil service, noted in the EU Progress Reports for
Macedonia. Lack of administrative capacity is one of the main reasons for gaps in the
implementation of legislation enacted for harmonization with the acquis. The CAF is a
tool for quality management that is used to a considerable degree in the
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administrations of Member States contributing significantly to strengthen the

institutional capacity for implementation of the acquis.

In the Progress Report for the Republic of Macedonia in 2011, the EC notes progress
in the framework of public administration as a key priority of the Accession
Partnership. Regarding the legislative framework for civil servants, the report
highlights major shortcomings especially regarding the rules for hiring, evaluation
and promotion, appointment of senior management and government officials,
concluding that "further improvements to the key laws are necessary in order to
ensure that the principles of transparent, apolitical, merit-based recruitments and
promotions are embedded in the legal framework."

The Report of the OECD-SIGMA in 2011 concluded that the basic reason why there is
still no merit-based civil service is that after ten years of the Law on Civil Servants, the
law is still not respected, and "recruitment and other decisions regarding the career of
a civil servant are increasingly based on political or private motives rather than on
merit." Furthermore, this very critical report concluded that "these notorious illegal
practices not only entail a lack of professionalism of public sector staff, in particular of
highly ranking posts, but they also increase public scepticism regarding the rule of
law and the low level of credibility of the democratic system in general”. Other
relevant considerations of this Report regarding the object of our research are the
findings regarding centralization of decision making in public administration ("almost
all decisions are made on top administrative level (minister)" and the failure to
delegate. Furthermore, the observed application of private sector human resources
management practices as solutions for the public sector, especially in terms of firing
employees, concludes that it "is taking the government down the wrong track”
because it “misjudges the genuine difference between private sector employees and
civil servants with respect to their respective roles.”1s

According to representatives of relevant institutions, the application of the CAF has no
direct impact on preventing the politicization of public service but its implementation
is useful as an initial stage of the process of achieving a better quality of service in the
public sector. However, the conditions identified in the public administration, are very
relevant in terms of application of the CAF in Macedonia, because it is undisputable
that there should be some level of professionalism and awareness of managing the
level of public administration in order to successfully implement the CAF.

15 Sigma Assessment Report for Republic of Macedonia 2011, p.5
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Best practices to be followed

The project included a visit in two institutions, one in Macedonia and one in Slovakia,
who have successfully implemented CAF for the purpose of understanding how CAF
works in practice, and obtain some recommendations that can be useful for
implementation of CAF and its promotion in other institutions.

The institutions chosen were the State Statistical Office in Macedonia, as it is the only
institution in Macedonia which has fully implemented the CAF and has conducted
three cycles of self evaluation, and the Ministry for Education in Slovakia which, due
to the successful implementation of CAF, has received the Slovak National Award for
Quality.

It is interesting to note that both institutions highlighted the similar benefits from the
use of CAF, as well as giving the same recommendation for CAF implementation.
Additionally the experience of the ongoing implementation of the CAF in MIOA, which
was shared at the conference organized for presentation of the findings of this project,
is also very similar.

According to all three institutions, the CAF is an easily understandable and applicable
tool. As a broader set of tools for measuring quality (such as ISO, total quality
management, etc.), it gives a sound base for other processes or tool aimed to improve
the performance of the organization and to increase in the quality of the services in
the public sector. Given that most state institutions have no experience with more
complex tools for quality management, the CAF is a good starting point for them.

One of the main advantages of the CAF is the relative simplicity of the model and the
possibility of its free use. The CAF is seen as a primary alternative for quality systems
like ISO, due to cost, flexibility (range, adaptability) and value regardless of
certification.

Carefully chosen CAF teams and establishment of working groups are very important
for its proper implementation. There should be good coordination within the working
groups for achieving consensus and estimation of the real situation and the state of
the organization. Such an approach allows objectivity of assessments as a basis for
properly setting priorities.

Another important question is whether it will cover all elements of the CAF, or if the
institution will focus on what is relevant for it because some questions may not apply
to the institution. According to the experience of SSO, it is important to make a
selection, and to have the right to set priorities so that the results of CAF can be a
relevant basis of determining the priorities of the strategic plan for the institution.
The first application of the CAF in SSO, which started in 2006, resulted in initiating a
series of new processes in the institution. Especially significant was the preparation of
a catalogue of functions of the organization. Furthermore, the application of CAF
helped in creating a system for calculating the costs, for which special software was
designed. According to this system, the cost per unit of measure for a feature is
determined and a catalogue of activities for each task is created. Within the CAF, a
survey of employee satisfaction was introduced, which produced significant
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indicators for conducting a policy of human resources, establishing a system of

mentoring of new employees, as well as in-house training. This was supplemented
with customer satisfaction polls. Furthermore, the experience with the CAF
implementation was the basis for the application of complex models for quality
management and important systems for statistics (Generic Business Process Model).
The implementation of the CAF in Slovakia started in 2003. According to the
evaluation of the Ministry, the most significant contribution of the CAF is that it helps
to develop indicators that are regularly monitored and evaluated, which results in
better formation of measurable strategic goals of the institution. The process maps,
that from the self-evaluation appeared to be necessary, largely contributed to
improving the processes and function of the institution, initiating changes that
improved the institution’s performance. A direct product of the CAF in the Ministry
was the development of information management system of all project results
supported by the World Bank, particularly in the area of processes. The data are
presented graphically in terms of trends, which provides significant insight into the
monitoring work and progress, and additionally contributes to better planning.
Overall the CAF is a model that provides many opportunities for upgrading. The
recommendations from all the institutions were that the CAF is a great starting
framework for the evaluation of public sector organizations. In addition, it is up to the
leadership in the organization that conducts the CAF to recognize the benefits of CAF
("leader to recognize what he/she gets"). Both the Macedonian State Statistical Office
and the Slovak Ministry for Education in Slovakia expressed readiness to share their
experience with other institutions.

Conclusions and recommendations

In the Republic of Macedonia the CAF is not yet used sufficiently as an opportunity for
the Europeanization of public administration. The Knowledge about CAF is
insufficient among the leading representatives of the institutions about the potential
benefit this quality management tool has for the institutions and also for citizens who
are customers and users of their services.

» The Slovak experience is very relevant for Macedonia because of the similarity of
key factors (culture, public awareness of public and state administration as well as
their access to customers, politicization in this sector), and the applicability of the
recommendations.

» The introduction of the CAF does not exclude other models for quality management
and is complementary to them. However in applying the models, it is necessary to
take into account the readiness of the organization: if the organization is already an
ISO user, the CAF can be a successful upgrade since it provides a broader framework
and greater freedom for the establishment of rules, processes and goals of the
organization, room for further improvement and increased efficiency of the
institution. On the other hand, CAF is a sound base for the application of complex
systems for quality management.
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o It is particularly important that the senior management is well informed about the

key benefits of the introduction of the CAF for the institution:

- More efficient functioning of the institution;

- Measurement of fulfilled goals;

- Increased motivation and a sense of "ownership" by the employees;

- Raising the quality of service and appropriate and satisfaction among citizens.

« While it is necessary that political support and leadership are assured, "massive"
“from the top” introduction of CAF is not recommended. The initiative should come
from the institution itself and the implementation should be combined with a bottom-
up approach. Yet many organizations are advised to introduce CAF simultaneously,
because of the possibility for comparability and exchange of experiences. (In the
Macedonian case - eight to ten organizations - preferably customers’ oriented).

» The application of the CAF requires a focus on "outside" - the customers and citizens
- because the primary purpose is for the organization to better accomplish its mission.
* The experience and best practices with quality management within the public
administration in Macedonia should be utilized and shared with the other institutions,
and the inter-institutional cooperation in this field should be promoted (eg. the State
Statistical Office or MIOA, in future).

» For successful implementation of the CAF, associations for quality with consulting
role should be included. The Ministry of Information Society and Administration
should pursue and strengthen its leading role for the introduction of CAF in the other
institutions and their resources (trained trainers, experience) should be utilized.
Cooperation with Member States and exchange of experience may be of particular
help.

» On the basis of the findings of the research, it cannot be concluded that the CAF can
solve one of the key problems of the public administration, which is the high level of
politicization. However, if the CAF is continuously implemented and its basic
principles are respected, by improving the quality of an organization it can indirectly
contribute towards de-politicization of the public administration.
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Appendix

CAF - Common Assessment Framework

CSO - Civil Service Office

EFQM - European Foundation for Quality Management

EIPA - European Institute of Public Administration

IPSG - Innovative Public Services Group

MIOA - Ministry for Information Society and Administration

OECD - Organization for Economic Development

OSMT - The Office for Standardization, Metrology and Testing
PCDA cycle - “Plan - Do - Check- Act”

PSEM - Public Service Excellence Model

SIGMA - Support for Improvement in Governance and Management
SPFRE - Strategic Programme Fund - Reuniting Europe of the UK Embassy
SSO - State Statistical Office

SSQ - Slovak Society for Quality

TQM - Total Quality Management
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