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Abstract

Compliance of Service Quality of Ivane Javakhishvili Tbilisi State University with the European

Standards of Internal Security of High Education and Guiding Principles
T. Gurchiani

The master's thesis aims to identify the current trends and problems existing in compliance of
Service Quality of Ivane Javakhishvili Tbilisi State University with the European Standards of
Internal Security of High Education and Guiding Principles. To establish European standard service
system in high educational institutions has become a significant challenge for the modern Georgian
educational institutions. In the process of replacement of the Soviet model of higher education
system with European one the relevant service of high education institutions gains particular
importance to establish relevant culture of service to European standards in higher education
institutions. In the process of establishing a service culture relevant to European standards, it is
important to correctly identify the main trends and problems that are currently in the service

quality of the university.

The employees of administration of Ivane Javakhishvili Tbilisi State University were selected as
target group of research. Because the administration of university is the structural unit which
directly bears responsibility for implementation of processed envisaged under the internal security
of high education quality provided by European standards; also students who has experience in use

of service of administration of the university.

The purpose of the research is via combination of qualitative and quantitative methods to study the
major trends and problems which exists Ivane Javakhishvili Tbilisi State University in the term of
establishment of internal security quality system with European standards. To achieve the
mentioned goal we set the following tasks: to study service quality of the administrative unit,

which is responsible for implementation of European standard internal security quality system;



determination of service compliance of structural unit of administration with general standards and

principles of the institute.

As a result of research had been outlined that the service conducted by Ivane Javakhishvili Tbilisi
State University isn’t relevant to requirements envisaged by the stat principles and internal security
European standards of high education. The University Administration does not conduct
establishment and implementation of European standards in practice, but formally agrees with the
basic agreements and recommendations based on the European standards and guidelines on the

service of quality of higher education institutions.

The employees of administration within their competence can’t provide the interested party with
relevant comprehensive information, isn’t conducted proper communication during the service
process. The employees frequently demonstrate their indifferent attitude towards the demand of
the interested party. Consulting and providing information to interested persons in the work rooms

of structural units of the administration is often inappropriate for the working environment.

Based on the conducted survey, it is possible to say that the attitude towards the quality of service
of the University administration is negative and encourages strengthening the image established in
the society according to which the administration is inert institution staffed with a low qualified

and indifferent persons
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360H™m3qLdo Bs®os 930MM30L 49 J399sbs. Lodo®mzgum dmembools 3Gmiglbl 2005 g,
096960 LsdoB by F99gaE., LABIPMB, SBYMBS0X 6B, FMWPMZsLS S ©Y3650bLMD
9O0SQ.

0mMmbool 3MHmEglol 0bozoMgdol 890wy wWBsgl LoLHsgzE ™  OHgLYdIMEgdLS o
LogObFobsMEGdwMm  3OMYMTgdol  botolbols  MBOWB3ggmRs,  OmamGE  99x35L930L
LoLEBHYIMOO 3OMEILO FoBLSIMMMYGIME F5TBHodJOBS S SOOMMOE GG MBSL 0d90L, MM
dolol 9OM-96000 JOMHOMIWO sdM35bs.

?Boglo  2obsmegdol  bsGolbol  MHOMblgwymas B39O MEMS  dMEmbool
36m3gbol  dmbsfiorg ygggws J399bolimzgol, dsod TmGol  Lodsmgzgurmbomgol.  wdsweglio
3obsmgdols  boMolbol  Loghoom  93em3wmwo  3mwo@ozol  dgddbsdo  sdGHomdo
dmbsfoergmdgb 96093690 m3560  93MM3MEo  MmEOYBOBI309d0,  OHMYMOOESS  MFdEgLo
39693580 bodobbol BEOHWE39gmRol 9g3Mm3Mmo sLm30530s, 93MM3ge bEGIbEGHMS
3939060, 936:Mm30L b039MLOEGEYEHJOOL SBM(305309, ©YBE-900L 93MMIMO SBMF0SE0S, ST MMbO
mO96560Ds3ool J0gH ©oxgYdbs MTomegls AsbsmErgdsdo bs®olbol MBEmblgerymaols
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93630 MH9aLEGHM0, GMIOol Jobsboi 9g3mm3mer LogMgdo MFomwgl  Jobsmegdsdo
bsolbbol  BOHWB39mygmazol  GH®MIbL3sMI6EHMMdss.  MFogl  AsbsmEgdsdo  basGolbols
BOM6390gmBol 306(393G 90 15300bgdO AoBLIBWIOW0s ™3IMTgbETo ,bsMolbols
B6HMb39gmzol bGHobsMEJd0 s Lobguddwgsbgwm 3M0b303gd0 93MM3ol MTomeglio
39bsmegdol LogmEgdo®, GMIOol F5m35coL0bYdS 15350 IOMEEMS yzgws dmddgo s
9d03535¢0 9360 MOH260Bs300LmM30L (sMbos, 2013).

dmmbool 3MmiEglol Imbsfowyg g3zgms Lobgedfozgml smgdwmEwo 593l 35 YdIEgd,
O™ 2o5BHMIdL 29633999 BMIGOL OMamOE Lobgwdfogm oby oblEodmEom® ©mbyby,
om0 ©BgMH0E 0gbsl bamolbol MbBOHMbzgwymagzols Loli@gds. BseoLbbol domrmzs MHMYME
0bLGHOGME0MO, oLy LoLFHJING EMbybg 0gmb 9x39dBHOO, Bmerm BsGOLLOL dgasligds -
009d3HM0, LsFsOMWO0sbo, 90F306039t0g @S JZOLORBOEOMO0. dMEMbool  dmbsfoerg
939946900  Lbbgoslbgs  Fo®mBosBgdom  sbgMbgdgb 530  98m3560L  A9BbMOE0gWgdsl, 53

©5930009090s 939456580  LME0sME-3MmE0@03M6, 930bMI03ME), 33VYWEHMOME  ©
996G M6 B5JBHMOODY (oMb, 2013).

bos®olbbolb  »bOHMbggygmxzols  LobGHgdolb  9B39JGIOMdOL  Fggrolgds  JgbodErgdgeros
5996039 06@035GHMOMOL 450mYygbgdom. 30639w0 5oL J39ybol glsdsdolo Mmool
50990 gdoL §93MMds boolbol MHEOMB3gymaol 93Mm3ME SLmEosaosdo (ENQA) b
M99LGHMdo (EQAR), beaeom 99meg 0b@o3s@ ™Mo 560 439960l mBsmwqlio bogsbdobs@gumdwrm
5{9L90E 90930l M50EH0BY0 LogMMITMOOLM MBIBY (MY, 2013).

LogoOmzgermd,  dmEmbool 3OHMEgLoL  bgwdm{gmom, RMOIswEO ©mbIBg oo
390mbods  9m056  93MM3M  Bogobdsbsmgderm  LogmEgdo  gobsmegdol  LoliEgdol
06@92653008 Ly®30wo s Fbomds. dmEmbool 3GMmEglol 890md, J399sbsd sEvgMmO
RIS 2obsbmME0gws gobsmgdol LsdFmmGmo dmEgErol 93mm3wmwom Bsbskgergdol
90Bbom, M35 OgRMOIgd0 bdo® 99dmbg935d0 0gm 9OHMRIMIPO S 3M3096T0dY3Mo,
oL 2odmiE  9OLYOIMEO  A9bIMgdoL  LobGgds ©Egdg 396 3sLbmdL  9g3BM3Mwo
L5963 9BsMEGdM BOgM0MZ0L WSTobIBOIMGOYP MbSTJM™39 ¢9bgbE0HDUL.
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JoOnmwo  gobsmegdol  LobGHgdol 93eM™m3Mo  IMEYEol  FgLodsdolo  FoMSJdbs
doMH0MIIE dMWMbool 3MMm3gLoLy s 93MM3930MMB  SLMEOMdOL  bge8g3HEgdols
LobgdMzsbgm  3MG0b303gdol  dobgzom  039gadq0s,  Mobmzobyz  LodsGmgzgwomls
239650 gd0ls s 93609 5d0L LHToboLEHOMMI FMEMTse MbBYHY MDOOHMb3gEym GMM06
936m3me  Bosbdsbomgwdwm  LogMigdo 06¢93m0Mmgd0Lm30L 360093690 mgzs60
39006bdg0900Ls s 93MM™353806M0L (9300  J3946900L  A9bsMgdOL  JoboliB™madol doge
900900 9OH0560 Bodmddgom 293d900L M9GH0R0E0MYdS. B0bYOZ5 S0V, 2obsMWgdOL
LBIOMA0  BIBIMYOMEO 339308 F9IRJO0 FoMPOMGOL, GMT  JoOMYIEo  Jobsmgdols
LobGgds 396 35LbML MobsdgEMM39 93MM3Me FMmMbM3bgdLs s 25dmfi39390U.

LogoOmzgermls s 9303530061 IMMOL IOV  SbME30Mgd0L  bgedg3myegdsdo
bsboLdMos, ®Mmd J399bol 9H0sb 9303 bLogmEgdo 0bGHgMms300L JMmbom ghm-9Mmo
3900mOBIMWO  5EYOW0  5©B0BME  3930GHOML 9935305, MMIOL  BsIMYs0dgdS
2396300560905 29bsmgdolls @y 936096900l doMomMO©o  FoHsbos, Mol AsTM3
L5963 BsMEGdM 0BLEHOEMEHJOOL 2o6300569ds gMI-9M10D JOMOMOE 3OOMMOEGEHYEBHIP SOOL
doPRbgmeo, Lim®g s80@™A J3994bol gMmM0sb 9g3MM3Me LogMEgdo 0b@gaMoMgdol 3mboom
93630 bogobdsbsmwgdwm  0bLEOGHMEHJOOL  29630m9Mgd BB sTYbEH MO
9608369cmds  9603905(LL03-256500gdol  boGolbol  2sb30maMgdol gHmabmwo (39630,
2015).

39Bsmegdols s 39360969008 9MH0-9gMH JoMOMOIE MMl MTSMEGBO  ASBIGdS
Dom0mogbl.  MIseerglbo  Logsbsdsbsmgderm  iHglgdgdgdol  360d3zbgwrm3bgds
396306HMd9gdM0s 080m, MHMI Foo bgEg(oxgdsm sbosBOS MoMdOLIMZOL 9g3MM3Yo
00090 gdgd0L 25053905 @S  335¢3oMmBMgds, J394bol gMM0sb gzMMm3Mer  Log®migdo
063 93M5300Lm30L LsFoMm 0b@Eggd@Ememo GglwdLOL d9ddbs s dobo FMdOOHYdS
LobEYIob 5630MGOOLIMZOL.

05659900039  JoOoem  gobsmengdol  LobGHgds, geMBosb  g3M3ME  Log®migdo
06393053008 3Mmbom  sMsgMmo 9603369 m3zs560 2odmfiggzol Hobsdg oL, GMIgermo
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dmMobsg 9OHm-9hmo  yzgwsbg 960d3bgermgzsbo LolEgdsdo bosmolbol  »bOHbzgwymgols

936™39w0 ImYol 933000M9GdS.

LodoMm39wm 99999MH0s 350 gl 25650 gdsd0 ba®olbols MHEOHWb3wymaol 93mMm3wmwo
SbemEosgool dog® domhgmee 99gmsbbdgdsl ,boeolbols »HBEOHb3zgwymaol LESBbIMEHId0 s
LobgEddegsbgwm 3006303980 93MM30L »AsErglio AsbsmEgdol Log®mEgdo®, swbodbwyero
©M3m996GH0m 2om3z5wolobgdmmo  360b3odgdol  3ModG0ol3Mwo  obbmMEogagds
56599000M39  JoODMEo  MFsergbo  LoRsbdsbsgdm  IHgugdMgdgdOLIMZ0L 53

OMIOY 2909Eobog 30MMdgdo MBgds.

3o glo 35650 gdol boGolbol MBEOMB3geymaol g3Mm3mo  sbmEosgool 3oy
0909905390 ©M3MIgbBHdo  LboGolbol  MBOHMOb3gygmaol BEHbIOEGHI0  ©d
Lobgedd®3sbgwm 36G0b303900 93MM30L MBsglo Asbsmgdol LogMmEgdo™ LEsbsMEHJO0
L3 Bofogo ML HoMImpygbowo. SfgMowo  BEBBIOEGHIO0 TMm0Es396  Mdswerglio
396930l 0bLEHOEGHWEJOOL boGolbol dos MHBEOWB3gEYmRol, MBsmwglio Asbsmgdol
bo®olbbol  gotg  MBOHMb3gymazslls @ 3035  bodolbol o9 MBOHMb3q9wymazol
boo9bGHMGdOL bsGolbol BO6390gmBoL(«doergls 3obomngdsdo bsmobbols
2BMHMb39gmzol 93MM3)0 SLM(30530s, 2005).

bosGolbbol MHOMBb3gymazol sLmEosEool dog 89349ds390w0 BEGHbIOEGHIO0 953w9dbgds
936308 93s0qlo  2obsmEgdol  boGolbol dos s oMy OO MB3gEymzoLbm3zol
5039600 ©539b0dg BsdsBoLbm 3MObE03L. b 3G0BE3039005(LL0-gobsmegdols bsmolbol
39630056900l gOMm3bwmwo 396¢®0, 2015).

> 99050 qbo 3obsmEgdoll dmIfmgdegdol 30MH39wgLlo 39¢YOGdss Foo dogH
9900 49650 gdol ba®olbo s dobo BEOHWB3gymRs;

> LoBMmadsMmgdol 0bGHIMgLo Mo glo 45bsmEgdol bsMolbobs s LEob®EgdoL

300500 B 0gml 2o6563H0MYIYO s IHBWVZIMWO;
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> 535009009960  3OMyMsdgdol  bstolbo  Mbs  ogml  gobgoms®gdmo o
39990x™09LgdMo LG IbEHJOOLS Qo »3s0glio 3obomergdols  Lbgs
9mdboM9dgdolm30L 93MM3Io Mo glo gobsmegdol bogmgdo;

» LoFoOhms 9x89GHMO0 S  JIgE0mMO  MmORBODBI30MEo  BEHOWIGHMOOL  SOLYIMDY,
G0mdol  doabomog dmbgds 9350098090  3OMYMHTIO0L  TgmegoHgds @S  Fom0
dbsMFJM;

> botolbbol MHOmbgzgymaol 3Mmigldo 3603369wm3s60s godFoMzommds s oMy
99b39MGH0BOL 253myqbgds;

> m3s0qll 35650 gdol  0blEOEGH™MEGHIddo  foboswoligdmeo Mbs 0gmlb  baolbols
3OO

> 30m39Lgdo 0033500 b 0gmb  FoMTsOmmeo, MHmI dsmwglo  2obsomergdol
0bLEGHOGMBHYOL 399dmnm Lobgardfogm Qo 396dm 0b39L3H0E0g0%Y
369600035090 gd0lL FoedmPgbs;

» 0bLEGHOEGHMAHIOL Mbs Fggdrmm Tomo bo®olbol, GMAMOE SO MIMO350, 0l
L5gOMSTMOHOLM MBYbY Fomdm©agbs;

> 30m39Lgdds o6 bs IMOYMBMb 36350 RgMHM36gds s 0bMZs309d0(mToegl
3965009530 boolbol »bOHmb3gygmazol 93Mm3mEo sBm30s:30s, 2005).

U396 EJOOL o LobgEEdd356gwm 3G106:303930L 6OTbLIENgdSS

> 9360™30L 350 glio 356500900l LogM39d0 LEHIBEHMS JobsMEgdOL QoTX MBIYDS;

> obdomadol goh93s Mo glo 29bsmmEgdol 0bLEGHOEEHJOOLMZOL Jsmo batolbols
3oL Ix MDYLJIS® S 53BMBMT0MOMIOL QoL5TYsMIGOS;

> batobbol MHembzguymaols Losggb@mgdolomzol bsdmdsm gmbols dgddbs;

» bsobbol 2569  9BOWE3gEgmBol  BHOBLRIOIDGHMEMBOL s Laymzgrmom
9oL5H3MIMBOL by dFymds(LL03-gobsmEgdols bo®olbols gobgzoms®mgdols gHmabmwo
395360, 2015).
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LodoMm39w ™o 53 9gBHO3DY 96 sOBYOMBL boGolbol 2s6g HBOHMB3gymxzol bosagbEmgdo
5 35000 MEbMMOO SEBHIMbBH03900L 450MmYgbgdol 4odMmEOEgds. Mo3 d9ggbgds boGolbol
BO6390gmBol dos 89goboBagdl, 58 3MPbo® JoOrmMeEo Mdsglio bygsbdsbsmegderm
509900 gdOL  ASTIMEEOWgds  Bogdsm  dfoMos.  MFoErglo  bsgsbdsbsmEgdEm
©5h9LgdMEdg00 56 bbb Fomo BsGLBOL Loymzgwmom 93Mm3ME BEIBIMEHIOMb
d9L53530LMBOL FMboBHMEOObYL, GBY3 Mb03gOLOEIGIOT0 53 FodsOHMMEgdom LobEYIGO
doamdols @s 0bBMOT5300L 96  9MHJOMIS3 9BY39WgOL.  LEdMEIMM  Xsddo  JoOE
3509l LoobTsbsMGdWMm LogM39do, 56 sOBYOMDBL BIGMOLLOL 3 EHMMOL Hobowroligdol
36543030 @5 290MEEOMgds, M3 MIsglo  obsmErgdols boGobbol MHewmbagwymaols
93630 IMEYEol 9HM-9MH0 LsdsBOLM 3GObE030s.

6536 dd0 JOMOMOPIQ YIMHOOMIOL 2535056300090 do@glo 4obsmegdols bsGolbol
dos M HMMb3gmymaol 93Mm3Me 1EGBIMEHYIDY s LodgEddM3zsbgm 3M0b3039d%bY, 90
3Mobom Jomomver Mgl Lobofogerm  ofigligdergdqddo sGLGdIE IEAMTSMGMISDY.
3939 03969  x935b0d300lL  Lobgermdol  mdoobol  Lobgerdfogm  Mbogzg®lodgdoL
95250 DHY 2535965¢0Dg0, ) M5dghs M3LgdsE0s 0BLEBHOEHWET0 OLYdIMOo bsGolbol

2BMHMb39gmz0L 30103039, 930M3E MmO mLb.

1.3 baolbol dos MbObzgeymgzol 936:m3Mwo bEobsMEYdo
bsGolbbol dos BOHWMb39egmaol 93MMm3mwo BEsbsMEgdo Mdswwglo gobsmegdols

0bLGHOEGMAHJOL LEog5DMBL 08 BIOBRML, MMIgEdoi d9dwgdgb 9900domb s dmbodm®mobyo
396sbmOE0gmb 93056  bsdoLbbol  MBEOMB3gym3ol  LobEHIsby. boGobbol
MBOHW639gmBol  Jos  LEGHBPIOEHIdO  Sbg3g  bgwl  MHYmdId  0bBLEHOGHWEOLSIO
LOBMASOMIIM030  BOMOOL  5TOEGOS. Lobgddm3zsbgem 3006303980  Fgo3o3L
3963509090l JoBbgdols s oo Fomfg3oL JoMOMOEO LTS gdgdol  Fglobgd(LLo3-
239650930l ba®molibol 35630ms6qd0L gMmgbmeo 396@®Mo, 33.9,10, 2015).

bsGolbolb mBEOHb3zgmygmaols dos BEGbIMEHIO0 Mbs dmo3o3L 999 S139dEHgoL:

> Logeobs s bydg36096MmM 3309390l FmMob EsdM300JdMEgds 0BLEOEYYEHOT0;
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> 0BLEBHOEHMEOL LEHMEJIH0S boMOLbMB s LEHIBIOE ML FodsHrMgdom;

> batolbol ¢bembzguygmagol LoliEgdol dmfymds;

> 0bLEOGWGHOL  2obymxzogdgdols s Ubgs  LEGHOWIGHMOWWO 9O gdOL,
06003000900l dm3500gmds/355vbolidygdwrmds ba®olbol MBEMbagerymasdo;

> LEAHMIBEHMS FMbsHogmds bsmobbol HBEOMb3gwymesdo;

» 249900 o L3S gdgd0, OHMIoms3 LEHMIGHIF0S bmME09X©Ids, 2obsbEgds ©s
399093>  3mbo@GMm®0byo(LLo3-gobsmegdols  bsGolbol  4s630msGgdol  gPmgbmwo
395360, 23.9,10, 2015).

936™30L M3s0Egbo gobsmegdols LogmEol MYoE0BsE0s MTMOZMYLIE ITMIOEIOME0S
obbBHOGNGHOL d0gh  yzgws ©MbIby 2O 3AWEIONWIRIDY, GmI  YHOYEIgwYML
36MHMyM539d0L  o6M339ME0 s 335830Mm  ©IRJR0o T9IRJO0; 93MIM3g M OOHMb3gymb
39009008 dBoYmMmxzbs Fgmogsbmb obgmo Ufogergds s FBIO©FIMS, o3 LEGH™M©IbEHIOL
39092900L doefjg35d0 IgbTsMmgds. LMo, EOHMWOo S by dglobgdo Mbws 0gml 0dsmo
P3ool 500s6gds , 3063 Loddolodo AobLO3MMEGOME [o®BsBHJdgdl s JMMYIGdSL
Do00mBgbL. Mdowerglio gobsmegdol yzgus 0bbGo@MGo Mbws 0w3fimogl odolbmgzgol, GmJ
309X MOYLML s 399d0ghHml  LAMIBGMS BB (LLOZ-Fobsmngdols  boGolbols
249630056900l ghmgzgbmwo 396¢®0, 2015).

bs®olbob dos MHOMB3geymaol 930MM39wo bZbs®EJO0 JoMO0MOIE FMmOo353L:

> batolbol Mbembzgeygmasl s LEGHMoEIRO;

> 3600mM50900Ls 5 ©O3¢rMmdgdol  FEZ0(3JOL, FMboGHMMOobals s  3gMOMmEOUE
d90m(dgdsls;

LGB EGHMS TgxoBYOSL;

539009309960 396MLMBsEOl ba®olbols M bermbggmymasls;

LolHogam MHglyOLYOLS S BEBIBE S FbsMISF ML;

YV V V V

Ls0bBMOTo>30Mm LoLEBHYIGOU;
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> Loxo®m  0683mMH3o30sL(LL03-256500gdol  bsdolbol  gobgoms®gdol  gHmzbmwo
395360, 23.9,10, 2015).

m3ogls  Logobdobomergdem  hglgdegdqgddo bsGolbol MHBOHMbzgEymbol dogs
LGobIMMYd0m  gomzoolffobgdmo  3M06303900L  Jgurmargdsls s  dgleyergdyero
LMol dMboBMEOObybyg 3sLboldygdgeos MbogzgMLoGgBHoL sdobolEMmsE0s, MMdgwos
bbgo@slbgs 3Mbd0mMo MaymEom 6oL Fomdmagbowo. MbogzaMbo@g@ol s@dobolE®mszos,
dobo 99359690 0blGHOEGHME0MM0 J39056594mxg000 3slbolidygdgeos bsmolbols dos
2B6MHMb39gmzol 130310 BEBIMEJIOL (3355 S SF3Z30WMYdSDY.
Lsbffogerm Ggly®lgdo s LEIBEMS MO FIMs

LEAHWOIBGHIOL IO  5350)doEMmO  3gOLbMBools, by 3Jmbogom Lbgs  sdbdsty
LolHogem §gsmrmgdom Lotmgdwmdol dglsdegdemds. sdbAsGY Hysmmgdo dgodwgds ogml
5099090 353905 M0 MHgLIOLYId0EID, HMAMMOESS dOdEOM™MY3s 96 3MT30EHIHIwO
dmfymdomdgd0, ©dmMgzMgdo bgwrddegsbgerol, IMbgzeols s bbgs 5sdosbmMo
9L FbsMESFIMS. Lolfogwrm MlmMLYdO s TBIMOFIMOOL T9dsboBdgdo LB IBEHMS
15 F0MMYdOL F9LsdsToLOE YbS 0yml F9gdboo s smmM30L bgedolsfzmado. 0blEoEw™MEds
OMGHobmws Mbs  Sfe®Bmml  dmboBmEMobao,  899mfdgds s  2oovndxMmdglcmb
bEHIbEHJOOLOM30L Fgm935Hgdo bgendgdfymdo dmAbobMgmdol 989dGMeM™ds (Llod-
239650930l ba®olbol 35630600l gMmgbmeo 396@®Mo, 33.11,12,13, 2015).

U506gM®MBs300m LOLEYIgdo
3d6003690mg5605  0BLEGHOGHMGHIIL  bgwom  3Jmbgm  Fomo  Lodosbmdol  Fglobgd

0b6x3m®3s300L JgMMm3900L5 s 9B5E0BOL L5FsEdgd0. 5Tol otgdg Fo00 56 93O YdSM
09 65 97FomdL 39085, S BsFoMHMadL Tgd YMMOOPIOSL, b G5 Fggao dMoEGsbs
06035309960 365d3H030L ©sbgM350 (LL03-gobsmergdols ba®olbols gobgzoms®gdols gmmazbmwo
396¢M0, 23.11,12,13, 2015).

0bLGHOEGMAHOL LsobxyMmMIszom LolLEJIdds Mbs dMO(3396 L EmEGS olgmo s13gd@EHgodo,
MHMYMOMHJO0355
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LEH¥IbEHJOOL 3BrIMAMABO s HoMBoBHdol 3mgBR0E0Y0G0;
3MOLEIMHZ3MYJOMEMS ILOJIGOOL TGO GIMBY;
U3MIDGHIOOL ©3059MBOWGdS 3OMYMSTJO00);
539009309960 396LMbsEOL Jowswo JdgMbsMm0IBEMdY;
Lolfogerm MHglwydLYdO 0BLEHOEWEJOIOL botrx By;

VvV V V V¥V V V¥V

bo3Mmeo3  0bLEHOGHMEJOOL  doGomso  IME3sfgmdol  3sB39690gd0(LLO3-
39650930l bo®olbol 3ob30mscdol gMmabmwmo 39b@®Mo, 2015).

3OLBYdMBOL  0bLEHOGHMBHIO0L  JOMTBIOMB  MZ30m-09IMYGIOL  Lodmogdsz,  MMAMOS
936™30L MFo0egbo 4obsmgdols Log®MEgdo, s1939 oL FoMGMSE. F9IMYds 0BLEHOGHWEIOL
15995905l g3l F90dw9domb bseroLbOL 6300560930l 9x839JGVIM0 2BJd0 s LETMSEgdgdO
(LLO3-256500dOL BsGIOLLOL Fob305MgdOL gOHMm3zbywo (396G M0, 2015).

LoxsO™ 06xm®s305
2350 glo  gobsomgdol  0bLEBHOGGHIOOL  35LboldygdEIMdss,  lEgh  0bBM®TsE0s

0530560 3OMYM59900L,  BHogwrgdol  sagadowo  8ggagdol,  339¢0R03530900LS o
03 Mdgdol, LFogarobs Qo 39535b9d0U 399mboggbgdgero 36MHM390YOH00L,
LGB EGHIOOLM30L Lozl TgbodegdeMmdgdol dqlobgd. LoxsMm 0bxgmMToE0s, Jgladwrms
dM0(3930098 ymBowo BEHIbEHJOOL ILSJIGOOL MYl o T55d0bgo LEIbEHIOMO
3353008 3OMBOWL. 50bodbo 0bxm®mdszos Mbos oyml BMLEGHO, d0390dMgdgwo,
™309JAHMM0  ©5  5©30wo@  fobysgzombo.  0bLEGOGHNMGHO ™35  bs  58m{dgdgl
dmboGmMobal, v Msdgbs 35UMbMOL 0go F0vY39MHIMGIWMBOLS S Md0YJBHIOMdOL
9mbmgb90L (LLO3-9bsEgdOL baGolbol 2s630maMgdol gMm3zbmeo 396G Mo, 2015).

350 glo gobosmegdol baGolbol dos MHOMBb3gymazol 93MMm3)o bEobsdEgdom
39035¢0oLjobgdmmo 3606303900l  4obbmME0gwgds Mbogzgmlo@g@ol  sdoboliEmaool
doM0MOO FMZIYGMBSS

DoM8mBs9bmdomo L5dFMUb dog® ©59(H303904I0 29005093930 gdom
530bolBHMo300L8 MomMmgMo  LEHO®YIGHMOMo  gOHMGMobmdzol  FMmIDoIOME0s

30



©99990900, MMIIB0E ©I39MGHI6GOL  Logddosbmdols s 30339396300l  Fotymgdl
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03969 % 93560830¢00L bbby MBdOL MBOEOLOL Lobgwdfogm Mboggdlo@g@do bsGolbbol dos

BOHM6390gMmBol 39Pbod sGLYIMWO 3OMIYIGO0L M53EI60Tg 353 JaMOO0L Fodmymas,
MOMIwado3  J0M0MOOIE  M9bsFIOMIAGOMIL  3m3Mb0Io3osk,  Lsdmdsm  gotgdmls o
396LbMborols 3m339E 96305l Bggbgdms.
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05659960 g b 39300 B5JEHMMIIL FmMoL slsbodbsg0s 3mImbozsEobs s
39900560 gmdo-0535H0060m00L  35615d93HM900.  BMIML XyMIRBoL IMbs39dgd0lL  9bsEroBOl
0909250  2o0m3wobs,  MHmI  MHgb3MbgbEHJIOLMZOL  MIbsFIOMIgwms  FBGOI6
299mygbgdmo  3m3Mbo3o300L BTGP0 @S  BsFMOEgdGOO 99T 3TOYMBOWIGOIENO0Y,
5096 §065500009gd5d0s Fom 06EGMLYOLS S IMALbMMGIOL JOMO0MSE BESbIMEHGOMIB,
Go3  ©53300390900L  gobbm®mEogmgdol  3Gm3gldos IEILEWOES.  3Mm3MbBogs00l
396539330 LML 5ToboLEBHMIE00L Fgi3slgds 0.75 Jmess, s0bodbrero dgg3eligds mbsg
950505 Mb039MOLOEIGHOL  X9dME  JgnsLgdIBY.  MJu3MbYbBHJIOL  Togh  FOIMdEGIME
L5300bgdsE OLOLYW S 3JNOWRIBFYMBDS-1535B06MBOL 3561509 BHM0E, bsE FgBolgds 0.65
Jmmoss.  Ogb3mbgbBHgdol  sBMom  IMALobMGIOL  3OMEgldo  ®sbsdIMMIgdo 96
003500069096 LEObsOEH® Fom3z35eoLfiobgde Jmmbmgbgdl s bdo Fgdmbgzgzsdo
06953960 96¢ Mo,  dmgzowgmdol  dmbol  doBboo  Mfg396 3MBLYIEEHSEOSL
©506@gMOgLgdM  306goL.  0965dIOMIGOOLMZ0L  3MHOMOOGHIHIWO 56O s6OL
LEGHEIBEHIOOLIMZ0L  STMINM30, IGHIWNOHO 0bBMMIs300L  Jofimgds s 93 gbol
dbmEm@ 3500 X060 Immbmgbols 9999y 8005005396, dmALobmMgdol 3GmEglido
Bomgeos  LsdMdom  @OMOL  9M99RYIGHWOO  390mYygbgds,  9xMgm3g LB EHYISD
300960353008 3OM3gldo  808sMHMZ0L  0035H0sb0  BMOTGOOL  49dmYgbgdol  Boargdmds.
LSOMEMM Y 5TF0 MBITIOMIGEMS TGO 33900 bsM39Hgd0, 67a9E0IMS© s0LObYds
dmdbobmgool  bsolbbg s dommomgdl  Mbogzgdlo@g@do  bosGolbol  dogs
MbGOHMb39wymxzol 93Mm3Nwo  LEBIMEIOOL  3mmboom  sOLgdMw 36033690 ™m356
36MHMdg3gdbY.

9600369035605 05b5ddOMAd0 39090 03bMdBI6 08 Ls30bydL GMIgdBy3
0bx3mM3o305L golizgdnb s sBY39 does Fgbig3Y, IBHTMGIOL 56 3MBLMEESE300L BoMgdol
dobboom dobmew 306093l doofimmb s9mA[MEmsz0 s MBOYIGHMMO 0bBMEOTs305. BMIML-
X3IBJO0Ls O 0YYISEr0 340390 dmbs3gdgdol 9BsE0BOL F9gRs® 39dM033900s, BT
0565990 M™Igerms  FBOOID BMLEHO o 93MIPYOs30 0bFMEOTs300lL  Fofimgds Yz9wsHy
36OHMdgdN©mo  Logombos.  dmboggdgool  sbogroBds  sBggbs, GMm3  Mbogg®Lo@gEob
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9mdLobmMgdol bomolbl Maldmbogb@gdo y439wsby bgas@EoMMo LHm®g 58 3565d9GH®do
5x35L9d@b9b. 250033909, MMA 50A0BOLEHME0OL M9bsFIOMIgW ™S FBOOPIB sOILFMMO
0b6x3m®3s300l dofimgds begds dgdmbggzsms momddols bobgzs@mBo, sdsbmsbsgg LolmMzgero
0bgxm®dogooll doLogds  bdoMo  bgds  dmIbTsMgOJms 90 5T0LOTIMYS
5030bolEMo3ool b3y  ©g3sMFGH90963H0Td0,  39@soLsToMMGdOL  LyFoMHMYdoLs o
d0Bs6dghmbomdols Tgbobgd  ©o0bEIMgLYdMo  FHsGMOLMZ0L 0bFMEOIs300l  dofimgdols
39M989.  0obsdIOMIgms  FBOMHOEIE  25od0LsTIMMYOOL  godmygbgds  BAoMo
396306HM090)0s 356588OMIJ D 3M50bBMOT0MGOMI0m 56 FMIHAsMYOIE DS MSZ30¢b
dm8mMgdol  dobbom. 33agzol  F9gRo©  4odMm033gms,  Mmd  d9dmbggzeoms  34%-0o
056599OHMIgdo 396  sbgebgdgb  ImIbToMgOImS  DBMUE  gosToLodommMGdSL  0d
LAHOIIGNON  JONIYFo, Losg Tl EIGIWNO  JMBLYEGIE0SL  3d>Ifio396, 91739
3900530L53sMMYOOL  3OMEgbdo  MBsdIOMIgdo  33%  dgdmbgzgzsdo 96 0ygbgdgb
3M396035300L 30350056  BMOIGOL, Moz Lodmmm  xsddo  ImIbIsGmgdgEl  «9ddbols

396LMbEol FbGOIB 0IRINIOGHO ITMI0IOEGOOL A5B(3-L.

056590OMAgerms  3m339BHb3ools o 3MmIMbozoaool  Mbs-B39399056  gBmo
36MMdgdN©Hos  BsdMdom  oMgdml  Ly3omboE.  FseErglo  gobsmergdol bsGolbols dogs
2B6MHMb39gmzol  BEIBIMEHIOOL JOH0-9HMO JoMHOMIEo InmbMzbs 39MHLMbserols dogH
LMo 3mgJuoL  3goEobologMo Tgltrmegdss. MbogzgMLoGEYGHOL sdobolEMmsiool
LAOMIEHNOMXO JOJMYWGOO JOOOMOPIE PBEsRGOE0s 306039 3O3MTo, HMIgedos
bbgs  30639d0LYsb  goblbzeggdom, 0bxg®mslBMmwmddmemwo dmfiymdol m3zswlsBOolom
36OMdWYdgdo o6  sOLYdMBL.  Bobgszs  5Tols,  MbogzgMLoGHIEOL  5EdobolEG®m300l
3960LbMbools  LsFMTom  MmMHHYdTo 33060390900l  3OHMEILTO  SMVYOO  3OMDBEYINOO
L530bo  499M0339ms,  OHMIGd03  JOMOMIIE  MOBFIOMIgEmS  MIMsErm LT Tom
LOZOEILMID 0Ym  39300MGdMO. MIbsTIOMIgerms Boge Lodwmdsm Tog0EIdo bJoMO
399094969005 30650 d0HbJdIOLMZ0L S OLZMIBMEOEL Jabol dmdLobmMgdol dMm3gldo,
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53365
513360l Loboo Fgodwgds omdas, MmA 33930l 3GM3gbdo 99885390090 303MmmMY Do

3005 O.

3M3ML-X29R0Ls S 00wYdscro 84o39wol IgMYdOL )OI IM3M39dds
06836353050 983965, MMI  MbogzaMLOoGYBHOL  FmALsbEgdol  boGolbo 396  3slybmdl

2350 glo 2565 gdol bo®olboll dos MHEOWMB39wymaol g3em3wmwo BEBIOEHJd0m
3°035wobobgdMe  Jmmbmzbgdls s Lobgeddmgzsbgum  3G0bE03gdL.  IMIM39dME0
0b6x3m®3s300L 565¢00Bol 8999 Jomgdmeo Imbs3gdgdo boymal, ™A ImALobMgdols
bsolbbol  m35bsBMobom  Mboggdlo@g@do  doM0MIs©  Bodmdsm  gocmgdmliosh,
39MLMbsEOl  3m339GIbGHMOMILS s 3MIMb0o3s300l  MBs®-B39398msb 393806900
36MMd9dgd0s.  sMLYIMWO  IOMIWGIJIOL 359I b03gOLOGHYHO  BFLOWMBL
RMOIS@MO MbgHg o0B0sMML 93035380600 9300 LEbgd[oxzmadol om0
mBoglo  gobsmengdol  bo®olbol  dos  MBOMB3gymaol  3mombom, mwdgs 0
9085600 gd0m 3M0gdGH03MNWs© obbMME0gwgdmo Bszombgdo Lozdsm dfomos. 03569
X93560330¢0L LobgeEMdOL MBdOEOLOL Lobgwdfoxzm MbogzgMLOEYEHOL s5EIobOLEME0OLS
dobo  LGHOMIGHMOMEO  JOMIMYWIOOL  LYFMTsm  SEHIOOWMBJdO  MIBBgxEMST0s
9360mBEBIOEGHI00m  2om35¢0l[obgdme FmmMbmzbgdmsb, mwdgs 3Mog@03Mmo Fsmo
396bmM 3090093 M0l 259m FMALIHYYMHGOOL BsMOLLOL 39 EHMS LO3TIMO WIBSEOS.

mBoglo  gobsmergdol  bosGolbol oy  MBOWBlgymBol 93M™IMwo
UAHObIOEHJOOL  doMOMOEO  FmPbM3zbs  BsMOLLOL  YBOHWEIgEYMROlL 3 EHMOOL
Bo3yo0dgd0l 9035600 gdom 535009009600  39Mbmbocrol,  LEMIBEJOOLs o
5Q30boLEHM(30E0 OHLMOLOL JOMNPOMNO, 5JE0IOO MBIFMbIFogmdss. bEm©ab@EHgodo
Q9 5350093060 3gOLMbIO 5B Mbs 0y3b9b BsBINMEO BIGOLLOL FgRsligdols s
39990%M09L9d0L  3OM39Ldo, bmem  5AoboLEBHMSE0s 8035  Mbs  SHIMTMGdEIL
boGolbbol  «HBOHb3gygmaol  mgzslsbMobom  Mboggdlo@g@ol dwogho s  Lryl@o
dbsMggdol 0IBbGHOROE0MGOL. MLl 9ToboLEBHMIEoOL  Logdosbmds  baGolbol
BHMb3ggmzol  J0doMmEgdom  dbmmmE  GmEOIoOHo  3MM(39OYOIO0S @O
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©M3m396GH00L 9909985390000  FGIMORMYGds, M3LOE  SILGHMMIIL ol GodBHo OMJ,
0565806 gems FBOHOIB FMBLobBMHOOL 3OM3gldo BsMOLLOL 3MEEHMOOL SMOBYGOMOOL
©93mbAH®0M9ds bgds S ©OEJIEY FOMIIIMNM0s  olgmo  Bsgombgdo, OMIWIdO3
399500 0565ddOMIol 303393H9DEGHIOMOL, 5353900 FMDBOEOOLMZOL SEOW I
3063699 1656-B39390L5 s Bodw)dom QoMb 3538060 YDs.

96003690™35605 500608bML ol, ®MmI MBogzgOLOEGEHYGHOL FMALsbmMgdol  boGolbols
X90MM0 9583969890 sligzg 39699 BHMYO0L ©Mbyby 939 gdMwo  Fgxrsligds omddol
9OMY350M35605, o3  JomMomMgdL  0dsBg, G®MmI  IMIALobMHGdOL  bsGolbol  3Mmbom
5030bobGOE00l  y4zgws LEAH®JGHMOM  9OHMGMETo  9OHMAZ9OMZIbo  JoMgIMs. 330930l
090920 96O 250Mm033905 dmALobMHgdol  bo®olbmsb 3938060900  49BLY3IMEMIOOM
3mboGHomemo 13993900, Mog mogol dbEMOZ 98 F0TsOMVIEGdom  HMLYIME  JOMHYMWO
36Md9dgd0L sGBYOdMBsDY F0mOmMYOU.

LOdMEMME  F9doxsdgdgwo  Lobom  dgodwgds  00md3oL, MM bogzgdLo@g@ol
5Q30boLEHMS300L FMALIHMHIOOL bomobbo O 453egbsl sb9bL »bogzgMLoGE Bl 080X By,
396500 gd0l 93MM™M3MEo IMEYEol ©sd330MIBOLMZOL BoFoMmm gocgdml BmOI0MYdSDY,
330930l 8909290  45dm3wabowo  6gao@ommo  Bod@mMgdo  ImALobMgdol  basGolbols
3MNWEGHMOOL  5MMLYdIMOSDY FJomomgdl, ™mdzs dgmegl bMog MbogzgMLodGgdol doge
RMOIGENO ©mbgHg S0JIMWO 35O gdgd0 JPM05D g3MM3M LosbTsbs I M
bogM39do  06@JAMOE00L  LyM30wol  YIMLEBHMOMYDSS, M3 3MOJGHO3NWI© T glo
39bsmgdols  bsdolbol  Fos  HBOHMB3gEgmxzol  g3Mm3mwo  bEoboMEgdols s
LobgEddM3569w™ 3M06:303930L Tgbodsdolo IMALEbYIMHGOIOL 3wEWOHOL BodmMmysw0dgdOLY s
dolo 393030 IMboEHMM0byol 306MHMdGdTo Joow[9gzs.

53



39909969990 o@GH MGG

1.
2.

10.

11.

Lo M39e ML 356Mbo MFsEglio obsmegdols Gglsbgd. (2016). mdogrolo.
23965930l bomolbol  gob30ms6Mgdol  Fqlobgd  Lodo@mggerml  396mbo.  (2016).
0d0olo.

LLO3  gobsmgngdol  boolbol  gob30m96Mgd0l  gMmzbmwo  39bdMo. (2011). N188
06Mdsobgds  MBoglio  Loasbdsbsmgdwm  sHglgdMYgdgdOL  93EMMODsEGOOL
933960530900L 33303900l Fglobgd. MdOEIOLO.

LLO3 obsmEgdol bo®olbols gobgzoms®mgdols ghmazbmwo 3963 Mo. (2011). asbsmegdols
bsGolbolb »BEOHb3zgemygmaols Lobgwddwgsbgerm. mdogobo.

06923539, ». (2009). bserobbol MBEMB3zgyma3ol dos 0bLEGOGME0IOHO d9Js6oBdgdo,
2590330930. MdOEOLO.

153oHIZ00, 5. O KIBIMOJY, 0. (2007). gobsmErgdol baeolbols dommgzs, batolbols
36990900. 0d0olo.

350l gobomegdsdo bsGmolbbol MHOMB3gymaol sbmEosgos. (2005). bsGolbol
BHMb3ggmxzol  BEGHBIMGJd0 s Lobgeddwzsbgwm  3M0b3Eodgdo  93M™3Iol
350 qL0 256500900l LogM39d0. MdOEOLO.

Logo®mzgermls 239Bsmegdolss QS d93b0ogMgdols LodobolGmm. (2011).
Bogobdsbosomengdanm 509L9dmwqdgdOL Lo BFobsMEgdMm 36053990l
53690035300L Y3 GOGOOLS S BOBILYIMOL OFEI0EJIOOL Tgbobgd, dIA69ds N65/6.
d0olo.

L5JoOMZGe ML Q565 GdOLs S FY36096M9d0L LsToBOLEBHMM. (2015). AsbsIGdOLS S
9936096900l LoLE 9ol gob3z0m56Mgd0L LMY F0T>MICIYWYOGO0. DB OLO.
MRy, 0. (2013). MBoEglo  2obsmmgdols s 393609690l LBEGHMSG YOO
396300560905 LogsMm39ermdo. MdOEOLO.

LoJoOM3geMBs s 93MM35330OL TGOl SLMEOMYdOL Tgbobgd Fgmsbbdgds. (2014 ).

0530 26.

54



12.

13.

14.

15.

16.

17.

18.

936300 256500930l doboliBMgdo. (2005). »dsmegl 4obsmErgdsby 3sLvbolidygdgwro
936™390 doboliBmgdol 365396096300l 3m3Mbozy. dgcygbo.

9360M30L  256500gdol  dobolBmgdo. (1988). MbogzgdlLOEBJOOL OO  JoEos.
0membos.

93630L gobsomergdols JobolB®mgdo. (1999). dmembool g3 scsE0s. dragmbos.
396500 gd0l  3mEoBH030L ©o9ad30Ls s FoMM30L  LHYMMSTMGOOLM 0bLEOGHWEO.
(2008). mBs0eqLo 29650 gdoL M9BMOTOL §9gRq00, S©FHIO00 sbgsM0T0o dMEMmbool
36MH™3ELoL 060035GHMM9dOL dobgz0m. MdoEOLO.

LLbo3 296500930l bo®olbols 4s630ms0gdol ghmzbmwo 396@®0.(2010). Ferommo
3bg9M0d0. MdoEroLO.

A993mbol  9hm3zbmmo  mgobo.  (2010).  LsdsGomggwmlb  ML-98do  bsGolbol
BO6390gmBol LobiEgds. mdogobo.

USAD. (2009) 33930l  96356080-b03  49bsmeqdol  53Mgo@s300l 396Gl
159§3056MOOL FggoLYds. PMdOOLO.

55



©bsGmmo #1
Ivane Javakhishvili Tilisi state university

Tamuna Gurchiani

Compliance of Service Quality of Ivane Javakhishvili Tbilisi State
University with the European Standards of Internal Security of High

Education and Guiding Principles

Sociology

Master’s thesis is submitted to obtain Master’s degree in Social Sciences

Supervisor: Associate Professor
Nino Durglishvili

Thilisi 2017

56



	შესავალი
	მეთოდოლოგიური ნაწილი
	საკითხის  აქტუალობა

	კვლევის მიზანი
	კვლევის ამოცანები
	საკვლევი ჰიპოთეზა
	კვლევის პროცედურული ნაწილი
	კვლევის არეალი
	კვლევის ინსტრუმენტი
	სცენარი
	კითხვარი

	მონაცემთა დამუშავება
	რაოდენობრივი მონაცემები
	თვისობრივი მონაცემები

	კვლევის შეზღუდვები
	ნაშრომის პრაქტიკული მნიშვნელობა
	ნაშრომის სამეცნიერო მნიშვნელობა

	თავი I. თეორიული ნაწილი
	1.1 ასოცირების შეთანხმება და განათლების სფეროსთვის განსაზღვრული ძირითადი მიმართულებები
	1.2 ბოლონიის პროცესი
	1.3 ხარისხის შიდა უზრუნველყოფის ევროპული სტანდარტები
	სასწავლო რესურსები და სტუდენტთა მხარდაჭერა
	საინფორმაციო სისტემები
	საჯარო ინფორმაცია
	სასწავლო პროცესის მართვის დეპარტამენტი
	პერსონალის მართვის დეპარტემენტი


	თავი II. ემპირიული ნაწილი
	2.1 ფოკუს-ჯგუფის  ანგარიში
	2.2 იდუმალი მყიდველის კვლევის ანგარიში
	2.3 შემაჯამებელი  ანალიზი

	დასკვნა
	გამოყენებული ლიტერატურა
	დანართი #1

