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Abstract: The article is devoted to the improvement o f the university management system in the conditions o f  
the development o f an innovative economy. The integration management system o f the university is proposed, 
which includes strategic planning, a balanced scorecard, universal quality management, reengineering o f the 
university’s business processes. The developed information system reflects the main quality indicators affecting 
the management o f the business process o f the university.
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УНИВЕРСИТЕТТЩ БИЗНЕС-ПРОЦЕС1Н БАСЦАРУДЬЩ ИННОВАЦИЯЛЬЩ
ЭДІСТЕРІН 0ЗІРЛЕУ ЖЭНЕ ЕНГІЗУ

Ацдатпа: Мацалада жогары оцу орындарын басцару ЖYйесіндегі жетілдірулер царастырылган. 
Жогары оцу орындарыныц интеграциялыц басцару ЖYйесі усынылады, оган стратегиялыц 
жоспарлауды цамтыган уйымдастырушылыц-басцарушылыц инновациялар, тецгерімделген 
кврсеткіштер жуйесі, жалпы сапа менеджменті, жобаларды басцару жэне бизнес процестерді 
реинжинирингтеу кіреді. Ацпараттыц ЖYйеде ЖОО-ныц бизнес - процесін басцаруга эсер ететін ец 
басты сапа кврсеткіштері кврсетілген.

TYMHdi свздер: Басцару эдістері, эдістерді интеграциялау, бизнес-процестер, СМЖ, БПР

РАЗРАБОТКА И ВНЕДРЕНИЕ ИННОВАЦИОННЫХ МЕТОДОВ УПРАВЛЕНИЯ
БИЗНЕС-ПРОЦЕССОМ ВУЗА

Аннотация: Статья посвящена совершенствованию системы управления ВУЗом в условиях развития 
инновационной экономики. Предлагается интеграционная система управления ВУЗом, которая 
включает в себя стратегическое планирование, систему сбалансированных показателей, всеобщий 
менеджмент качества, реинжиниринг бизнес-процессов ВУЗа. В разработанной информационной 
системе отражены основные показатели качества, влияющие на управление бизнес-процессом ВУЗа.

Ключевые слова: система сбалансированных показателей, ССП, система менеджмента качества, 
СМК, методы управления, интеграция методов, бизнес-процессы

Improving the management of higher edu
cation in the conditions of the development of 
an innovative economy requires an adequate re
sponse from universities and, above all, the in
troduction of organizational and administrative 
innovations, including strategic planning; bal

anced scorecard; universal quality management; 
result oriented budgeting; project management; 
business process reengineering and other man
agement innovations.

The introduction of administrative innovation 
requires the solution of the following problems:
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• aligning the structures and methods of uni
versity management;

• consistency of goals and objectives at dif
ferent levels of government;

• the effectiveness of the introduction of 
management innovations as a result of their par
allel implementation, etc.

The solution of these problems consists in the 
integration of various methods based on process 
management and the implementation of a business 
- process management system, primarily manage
ment. This will allow including structural units and 
staff of the university in the management of the 
university, increasing their interest and responsi
bility for the results, and evaluating the contribu
tion to the achievement of the strategic goals and 
performance indicators of the university. To assess 
the system of indicators and criteria for evaluating 
the functioning and efficiency of the processes of 
the university, it is necessary to develop the BSC of 
the departments of the university and the universi
ty as a whole. The most effective are the introduc
tion of a quality management system (QMS) and 
a balanced scorecard (BSC) system. Integration of 
the QMS and the BSC by determining the causal 
dependencies of how certain elements of the QMS 
affect the achievement of certain indicators will al
low these systems to seamlessly complement each 
other and function more efficiently.

Exploring innovative management tech
niques, you should determine their place and 
role in innovation. Innovation is the final prod
uct of the introduction of innovations in order to 
change the object of management and to obtain 
an economic, environmental, scientific, techni
cal or other effect. Innovations have the follow
ing characteristics: performance, novelty, use, 
competitive advantage, investment of resources.

Management innovations are the new 
knowledge that is embodied in new management 
technologies, in new administrative processes 
and organizational structures. They may repre
sent, for example, the introduction of new meth
ods of organizing work, structuring tasks, allo
cating resources, determining remuneration, etc. 
In other words, the scope of the implementation 
of management innovations is the management 
of an economic entity. Naturally, managerial in

novations are not directly, but indirectly related 
to primary production activities.

The basis of managerial innovations of the 
modern university is modern management sys
tems:

• implementation of a quality management 
system;

• development of a balanced scorecard;
• process and project management, budget

ing;
• optimization of the organizational struc

ture;
• creation of a personnel management sys

tem;
The quality management system (QMS) of the 

university extends to the design, development and 
implementation of educational activities in the field 
of higher professional, postgraduate professional 
and additional education (regardless of the form of 
training and the conditions for the development of 
educational programs, in accordance with the field 
of licensing and state accreditation). It covers all 
structural units of the university and is focused on 
continuous improvement of activities based on data 
analysis, the establishment of mutually beneficial 
relationships with consumers, and the satisfaction 
of their requirements for the quality of educational 
services provided.

What is the basis of the quality manage
ment system (Fig. 1)?

• Quality assurance system. Continuous 
improvement of the activities of the university as a 
whole should be considered as its permanent goal.

• Users. Universities depend on their con
sumers. We must understand their current and 
future needs, fulfill their requirements and meet 
their expectations. The university and its part
ners are interdependent, and mutual benefit re
lationships enhance the ability of both parties to 
create values. As such partners can be consid
ered: schools, lyceums and other institutions of 
general secondary education, whose graduates 
are going to enter a university;

• Indicators. Assessment of the quality of 
education is carried out on the basis of a system 
of indicators characterizing the main aspects of 
the quality of education (quality of results, qual
ity of conditions and quality of the process). The
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list of quality indicators and their reference val
ues are established by normative acts regulating 
the procedures for monitoring and assessing the 
quality of education at all levels (republican, re
gional level).

• Evaluation. The University provides the 
necessary assessment procedures, the develop
ment and implementation of a specific model of 
the quality assessment system, provides an assess
ment, accounting and further use of the results.

Figure 1 - The basis o f the quality management system o f  the university.

At the same time, the main task of the QMS 
is not the control of each individual service, but the 
creation of a system that will prevent the occur
rence of errors leading to poor quality of services.

The organization’s activities to assess the per
formance of the QMS includes the following steps:

• development of criteria for evaluating 
the performance of each QMS process;

• assessment of the effectiveness of the or
ganization’s QMS processes;

• assessment of processes on a scale of sig
nificance;

• determination of significance (weighting 
factors) of processes in the overall structure of 
the QMS;

• determination of the effectiveness of the 
QMS;

• assessment of the sustainability of the 
QMS;

• decision making on the management of 
the QMS.

To assess the effectiveness of the QMS pro
cesses, the heads of departments (responsible 
persons) develop assessment criteria based on 
the requirements of ISO 9001 standards. The cri
teria should reflect the full extent of the activities 
of this process, be clear to the user, and signifi
cant additional costs should not be involved in 
their determination. Criteria, if necessary, can be 
agreed with the heads of departments of interre
lated processes and change due to the importance 
and relevance of the criteria under consideration 
for the relevant reporting period.

To assess the ongoing innovation chang
es, you can use the balanced scorecard (BSC). 
The Balanced Scorecard (Balanced Scorecard) 
developed by Robert Kaplan and David Norton 
from Harvard Business School allows you to si
multaneously:
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• link strategic objectives with operation
al actions that allow the implementation of the 
strategy;

• take into account non-financial indica
tors (along with financial), which is necessary to 
assess the activities of the university related to 
intangible assets and information;

• respond promptly to inappropriate changes 
in business processes through differences in indica
tors that measure the results achieved and indicators 
that reflect the processes for achieving these results. 
BSC is a tool for developing and implementing a 
strategy that helps link operational management 
and strategic planning. The BSC makes it clear that 
the objectives being developed are consistent with 
the overall development strategy strategic priorities 
and missions, and helps the organization solve two 
key problems: effectively assess the performance 
of the organization and successfully implement the 
strategy.

In addition, the BSC is a system of strategic 
management of a company based on measuring 
and evaluating its effectiveness in recruiting op
timally selected indicators reflecting all aspects 
of the organization’s activities, both financial 
and non-financial.

An important innovation in SSP techniques 
is the expansion of the set of measurable 
indicators that measure the effectiveness of 
an organization’s activities by including, in 
addition to retrospective financial indicators,

non-financial parameters (information about 
customers, internal processes, training and 
development, etc.) and making it possible to 
assess the state of organizations with a view to 
the future.

The indicator in the BSC is a meter that 
shows the degree of achievement of the goal. 
However, it can be considered as a means to assess 
the effectiveness and efficiency of individual 
business processes involved in achieving this 
goal.

The indicators characterizing the BSC (Fig.
2):

Finance - provide financial sustainability;
Consumers - attract new consumers and 

train highly qualified specialists;
Processes - ensure the improvement of the 

quality of the educational process, the improve
ment of research and development activities;

Training - improving the efficiency of facul
ty, the development of information technology;

All the principles of quality management: 
customer orientation, leadership of leaders, 
employee involvement, process approach, system 
approach to management, continuous improvement, 
making fact-based decisions, mutually beneficial 
relationships with suppliers - according to the idea 
of D. Norton and R. Kaplan integrated into the 
strategy of the organization through the use of four 
interconnected BSC - approach:

Figure 2 - Indicators characterizing the BSC.
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Currently, the most effective for universities 
are the joint introduction of a quality manage
ment system (QMS) and a balanced scorecard 
(BSC) system. There are many common features 
in the methods of QMS and BSC, namely: orien
tation to process management; strategic nature of 
change; the task of redesigning and restructuring

the organization’s business processes; decen
tralization and delegation of authority to staff; 
feedback from staff; conditions of use in case 
of stagnation and critical nature of the organiza
tion’s activities, which allows for their integra
tion with the improvement of the management 
system (Fig. 3).

Integration

Process organization
of activities

Process
Redesign management

Consumers

Figure 3 - Integration o f  QMS and BSC.

Figure 4 - Information system.
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Integration of the considered methods will 
allow:

• move from strategy to a set of business 
processes that require attention, and reasonably 
apply to these processes innovative methods for 
improving performance;

• associate quality policy with strategy;
• identify a causal set of process goals and 

indicators for meeting these goals;
• Identify the activities, resources, dead

lines and responsibilities necessary to achieve 
the stated goals.

Thus, the business process will be under
stood as the redesign of existing and the creation 
of completely new innovative methods in order 
to improve the university management system to 
achieve significant quality results.

The introduction of innovative methods of 
managing an organization according to the pro
posed methodology is a rather complicated and 
time-consuming process. To improve the effi
ciency of this process, it is necessary to use tools 
that will automate processes for modeling busi
ness processes and IS architecture, as well as for 
generating documentation, the creation of which 
is necessary when implementing the QMS: busi
ness process regulations, divisional regulations, 
job descriptions.

The introduction of managerial innovations 
at the university is primarily reflected in the de
partment as the main structural unit that ensures 
the achievement of socially significant results 
by the school. As well as for the university as 
a whole, and for the department, the following 
changes become relevant:

• introduction of QMS;
• assessment of the activities of the depart

ment on the BSC;
• introduction of reengineering;
• transition to project management;
• changing organizational structure;
• remuneration of employees based on 

work results based on each rating indicators;

• increasing the responsibility of the man
ager and each employee for the results of activ
ities.

Work at the department begins planning 
for the next academic year and ends with the 
preparation of reporting documents. The experi
ence of real pedagogical activity shows that for 
the effective work of a teacher, despite the cre
ative nature of work, planning is required. The 
individual work plan of the teacher is the main 
document for planning and accounting for all the 
work performed by the teacher in the academic 
year. Thus, on the basis of individual plans of 
teachers, a plan of work of the entire department 
is formed. Based on the plans and reports of the 
department, the university administration mon
itors the work performed at the department and 
can evaluate the contribution of each department 
to the common fund of university activities.

To assess the quality and results of labor, 
faculty will develop a system of indicators, 
which are divided into 5 groups:

• professional achievements;
• educational work;
• educational and methodical work;
• research work;
• organizational, social activities, educa

tional work with students.
Figure 4 presents an information system 

that reflects the criteria and quality assessment 
of each indicator. Evaluates the quality of activi
ty of each structure.

Introduction at the department of 
innovative management methods: QMS and 
BSC are designed to improve the department’s 
management system and the quality of training 
by creating its development strategy, increasing 
responsibility and interest in the results of 
activities, and constantly improving business 
processes.
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