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ABSTRACT: The article reveals the theoretical aspect of the formation of prerequisites for
improving the quality of education, approaches, methods, and criteria for assessing the quality
of educational services. In preparing the article were used Russian and foreign scientific
publications, international ratings of educational organizations. The analysis of the assessment
of the quality of educational services in foreign countries allowed systematically considering
the process of reforming the educational sphere, considering the needs of society and the
requirements of state standards, identify urgent methodological problems and formulate
proposals that determine the practical significance of the study. The article highlights the
patterns of the potential development of students, touches on the issues of assessing the quality
of educational services through state accreditation, audit, statistical reporting, and
standardization of the quality of educational services. The article reveals methods to evaluate
the quality of educational services used in Russia and abroad.
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RESUMO: O artigo revela o aspecto tedrico da formacéo de pré-requisitos para a melhoria
da qualidade da educacéo, abordagens, métodos e critérios de avaliacdo da qualidade dos
servicos educacionais. Na preparacao do artigo foram utilizadas publicacdes cientificas russas
e estrangeiras, classificacdes internacionais de organizacGes educacionais. A analise da
avaliagdo da qualidade dos servigos educacionais no exterior permitiu considerar
sistematicamente o processo de reforma da esfera educacional, levando em consideragdo as
necessidades da sociedade e as exigéncias das normas estaduais, identificando problemas
metodoldgicos urgentes e formulando propostas que determinem o significado pratico do
estudo. O artigo destaca os padrdes do desenvolvimento potencial dos alunos, aborda as
questdes de avaliacdo da qualidade dos servigos educacionais por meio do credenciamento
estadual, auditoria, relatérios estatisticos e padronizagdo da qualidade dos servigos
educacionais. O artigo revela métodos para avaliar a qualidade dos servicos educacionais
usados na Russia e no exterior.

PALAVRAS-CHAVE: Servicos educacionais. Educacdo. Organizacbes educacionais.
Estudantes.

RESUMEN: El articulo revela el aspecto tedrico de la formacion de requisitos previos para
mejorar la calidad de la educacién, enfoques, métodos y criterios para evaluar la calidad de
los servicios educativos. En la preparacion del articulo se utilizaron publicaciones cientificas
rusas y extranjeras, clasificaciones internacionales de organizaciones educativas. El analisis
de la evaluacion de la calidad de los servicios educativos en paises extranjeros permitid
considerar sistematicamente el proceso de reforma del ambito educativo, tomando en cuenta
las necesidades de la sociedad y los requerimientos de los estandares estatales, identificando
problemas metodoldgicos urgentes y formulando propuestas que determinen la importancia
practica del estudio. El articulo destaca los patrones de desarrollo potencial de los estudiantes,
aborda los temas de evaluacion de la calidad de los servicios educativos a través de la
acreditacion estatal, auditoria, informes estadisticos y estandarizacion de la calidad de los
servicios educativos. El articulo revela métodos para evaluar la calidad de los servicios
educativos utilizados en Rusia y en el extranjero.

PALABRAS CLAVE: Servicios educativos. Educacion. Organizaciones educativas.
Estudiantes.

Introduction

The organization of the education system plays an important role in the development of
society, both in the cultural and economic environment, and the assessment of the quality of
educational services influences the implementation of progressive reforms in this area. The
education system is based on providing citizens with high-quality educational services, formed
considering the needs and capabilities of the population. The development of the state and
society determines the support of the education system at the proper level and the constant

improvement of the quality of educational services.
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Currently, Russia is actively reforming the education system, the main goal of which is
to improve its quality, considering the needs of society and the requirements of international
standards. The process of reforming the educational sphere necessitates the search for new
approaches to assessing the quality of educational services. Depending on social needs and
methods for assessing the quality of educational services are being developed abroad, which
contribute to effective changes in the educational level of the population. Thus, indicators were
identified that can be used to assess the quality of educational services in Russia and to further

develop a unified methodology for assessing the quality of educational services.

Materials and Methods

To conduct a detailed analysis of foreign experience in assessing the quality of
educational services, the study used the methods of idealization, induction, deduction,
comparative and comparative analysis. The combination of general scientific methods has made
it possible to identify mechanisms for assessing the quality of educational services, which may
be reflected in the Russian education system.

The article is an analysis of the scientific works of Russian and foreign authors studying
the issues of assessing the quality of educational services. The factors of the formation of
educational services and their influence on the consumer are highlighted in the work of C. A.
Gronroos, (1991) some methods for assessing the quality of educational services are formed in
the studies of R.A. Likert (1932). I. A. Waldman in his works covered the features of the
organization of monitoring of educational achievements in foreign countries, considered the
assessment of progress in education (WALDMAN, 2014; RUPOVA, 2020). Features of the
organization of monitoring of educational processes in some countries affect their economic
development (JAMES, 2015; DRONDIN, 2020).

For many years, scientists have studied educational processes, identified patterns,
analyzed and evaluated educational services. At the World Conference on Higher Education,
held in France in 1998, it was noted for the first time that improving the quality of education is
a key task of educational organizations.

The issues of the impact of the quality of education on science-intensive activity were
considered by J. Domenech, R. Escamilla, N. Roig-Tierno, according to the results of their
research, it was noted that it contributes to the economic development of the country
(DOMENECH et al., 2016). Also, in foreign studies by several scientists, the dependence of
the economic well-being of the state on the effectiveness of the educational system was
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emphasized (SCHULTZ, 1961; LUCAS, 1988). Assessment of the quality of education was
considered at various levels. Scientific developments V. Charles, G. Diaz, S. Polat, A. A. Bakar,
M.M. Osman, S. Bachok, M. Ibrahim showed that it is advisable to assess the quality of
educational services based on an analysis of the number of faculty, students, and graduates
(CHARLES; DIAZ, 2017; POLAT, 2017; BAKAR et al., 2016; KOVTUNETS; LONDAR,
2019).

The main goal of the study is to develop recommendations for improving the assessment
of the quality of educational services based on a comprehensive analysis of its methods,

approaches, and criteria, considering the methods and approaches used in foreign countries.

Results

In our opinion, it is important to distinguish between the concepts of "quality of
education™ and "quality of educational services". Since, without a clear understanding of the
difference in their definitions, the effectiveness of the use of specific methods and approaches
in carrying out assessment activities can be questionable. So, the quality of educational services
is understood as the quality of educational activities, which is aimed at meeting the needs in the
development of the educational level of the student. Also, taking into account the material and
technical, educational, methodological, and information technology security, and the quality of
education is the totality of the qualities of the educational service and the student (intellectual
potential, personal characteristics, and the desire for cognitive activity).

Thus, the understanding of the quality of educational services consists of several
components that have qualitative characteristics: educational programs, faculty, educational
technologies, educational and methodological and material and technical support, management
of educational processes, etc.

We suppose that a fairly effective and conceptual basis of methods for assessing the
quality of educational services is formed by a three-dimensional Likert scale, based on
identifying the integral level of quality of the education process by identifying stages for each
analyzed quality parameter (LIKERT, 1932). With such an assessment, the following methods
are used: differential - implies a comparison of quality indicators and the basic criterion of
service, and also allows you to highlight the properties of service for making further
management decisions, complex - consists in the use of an integral (generalized) quality
indicator, and mixed, which is carried out in stages, where first, single quality indicators are

grouped, for which a complex indicator is established, and then a differential method is applied.
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So, depending on the purpose of quality assessment, indicators are determined by their
characteristic features.

The next method for assessing the quality of educational services is their compliance
with state standards. Federal state educational standards establish the level and amount of
content needs for educational services that educational organizations must provide. It should be
borne in mind that the alleged needs tend to change depending on the material and social
situation.

Evaluation of the quality of educational services abroad, as a rule, is carried out through
a complex of tests carried out by specialists to achieve the final result - an expert assessment.
International ratings of educational organizations are based on an assessment of the quality of
educational services. For example, in the QS rating (Quacquarelli Symonds) such indicators as
the status of the employer and the scientific potential of the educational organization are
important, in the Shanghai Ranking - the criterion of the academic level, and in THE (Times
Higher Education) - the educational environment, which includes an assessment of the
performance educational organization.

In Brazil, testing of graduates (National assessment of courses) makes it possible to
assess the level of knowledge of each student, due to which the revealed average assessment of
the quality of educational services of an educational organization indicates the graduation of
mid-level specialists (SEREGINA, 2012). However, by providing average quality services, an
organization can often educate consumers with different initial intellectual capacities. Thus, by
graduating specialists of the same level, an educational organization makes a significant
contribution to the development of society, but at the same time does not find an objective
assessment of the educational services provided.

In many foreign countries, the main method for assessing the quality of educational
services is an audit, which includes both an external audit conducted by a third-party
organization and an internal one carried out at the expense of our resources. In several countries,
such as England, China, and the Republic of Ecuador (ESCOBAR-JIMENEZ et al., 2019),
audit acts as the main format for verifying the provision of educational services, and in Finland
and the United States, audits are carried out as an additional format (KRECHETNIKOV;
SILISCHEVA, 2015; WALDMAN, 2014). In general, the audit allows you to determine the
main characteristics of the educational organization and trends towards the development and
maintenance of the required level of education. However, in countries with a large number of
educational institutions, accreditation is the most effective method for assessing educational

services. For example, in the Czech Republic, thanks to an external audit of the quality of
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educational services with the involvement of experts, a comprehensive methodology for
assessing the quality of educational services was developed (NENADAL, 2015). It should also
be noted that in most foreign countries, as a rule, the quality of education is assessed, while the
issue of the quality of educational services is covered rather poorly.

Thus, the considered methods of assessing the quality of educational services have their
specificity, due to the characteristics of the educational system and ways of meeting the
intellectual needs of society.

An independent assessment of the quality of education is one of the ways of effective
interaction between the state and society in this area. It is possible to assess both the level of
training of students in the process of implementing educational services and the quality of the
conditions for the implementation of educational activities.

Participation in various ratings has become an integral feature of the modern education
system. A place in the ranking can have an impact on the development of an educational
organization, as well as the level of government funding and the prestige of an educational
institution, depends on it.

The distribution of criteria for assessing the quality of educational services in different
countries has similar principles, but the study revealed some differences. Based on the results
of the analysis of the list of criteria for assessing the quality of education in Europe, the USA,
and Russia (SERGEEVA, 2019), the following main criteria for assessing the quality of
educational services can be distinguished:

- personal development (formation of practical skills in professional activity);

- content and quality of educational programs;

- teaching staff (quantitative and qualitative composition);

- providing the educational process with organizational resources (material
support, classrooms, and equipment, library stock, infrastructure of new technologies, access to
the Internet).

A comparative analysis of the criteria for assessing the quality of educational services
in Europe, the USA, and Russia showed that there are some discrepancies in the organization
of work with students. So, for example, in Russia, there is a developed system of distribution
of graduates in the labor market depending on the efficiency of receiving educational services,
while in the USA and Europe the priority direction in the organization of educational services
is the qualitative development of the university environment.

The next important criterion for assessing the quality of educational services is the

approach to education. In Russia, as a rule, the development of personal growth depends on the
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education received. In Europe, the assessment of the quality of educational services is carried
out through practical orientation and degree of education. In the United States, the approach to
education is associated with a system for evaluating the educational service received and is
focused on obtaining a license for students.

The classification of educational organizations allows consumers of educational
services to receive basic information about their types and quality of provision, the degree of
use of teaching methods and technologies, international programs, material, technical and
informational security, as well as the development and demand for graduates in the labor
market. Accordingly, to the contribution to the development of society, in Europe and the
United States, when assessing the quality of educational services, international cooperation with
the corporate sector is taken into account. In the educational environment of the Russian
Federation, interaction with foreign organizations is not designed to increase integration
agreements and, therefore, is not assessed by a centralized check.

The legislation of the Russian Federation stipulates that education as a whole is a process
that includes both upbringing and training, aimed at meeting the interests of a person, family,
society, and the state to obtain a specific amount of knowledge, skills, skills, as well as human
value attitudes (intellectual, spiritual and moral, creative, physical development, professional
development) and meeting educational needs.

Thus, the legislation predetermines that when assessing the quality of educational
services, all categories of consumers, whose interests are affected in the course of educational
activities, should be taken into account.

Based on the requirements of Federal State Educational Standards, the quality of
educational services is assessed by the Federal Service for Supervision in Education and
Science of the Russian Federation. It carries out state accreditation of educational organizations,
while the Ministry of Science and Higher Education of the Russian Federation accumulates
information on educational organizations, for their part, in the context of several reports
covering statistical information on scientometric indicators of educational organizations. If
according to the results of the assessment, educational organizations have not reached certain
thresholds, then measures are taken to reduce financial support or its deprivation, and non-
compliance with state accreditation may lead to the revocation of the license to provide
educational services. Note that state accreditation is carried out considering the subjectivity of
an expert and is carried out by monitoring the quality of the educational process, which includes
an assessment of the compliance of programs with minimum quality standards, which is a static

approach, within which the dynamics are emitted by planned indicators. On the other hand, the
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consumer of educational services is society represented by a citizen who is directly receiving
education, and an employer who is a consumer of the knowledge, skills, and abilities of an
employee. Such an assessment does not allow to fully objectively assess the quality of
educational services.

In developed countries, the presence of a quality management system is recognized as
a significant competitive advantage for any organization. Therefore, for successful promotion
in the market of educational services in modern conditions, it becomes obvious to introduce an
internal audit system into the activities of an educational organization, which will allow it to
take the necessary measures promptly in the field of improving its activities for the long term
by satisfying consumer requests and fulfilling the requirements of the legislation.

Assessment of the quality of the provision of educational services involves the analysis
of the following indicators (ASANOVA; SYRTSEV, 2019):

- the final results of program implementation (overall effectiveness and interim
assessment);

- personal achievements of students;

- compliance with the requirements of state standards;

- study of the organization of work of the support personnel and the teaching staff;

- assessment of the degree of customer satisfaction.

Internal audit both in Russia and abroad makes it possible to determine the basic level
of the intellectual development of the consumer, the degree of consumer perception of the
teaching staff, and the priority idea of the components of educational services. It should be
noted that the satisfaction of consumers of educational services also ensures the stability of
recruitment and the competitiveness of an educational organization in a strategic perspective,
which determines the feasibility of surveying applicants, students, and graduates as part of an
internal audit.

The survey methodology includes the identification and analysis of satisfaction with the
quality of the provision of educational services. Correlation analysis of satisfaction allows you
to determine the factors and establish between them the degree, presence, or absence of a
relationship.

The work of auditors should be based on the principles: consistency, legality,
objectivity, and effectiveness. It is advisable to conduct an internal audit annually according to
previously developed programs on topics of interest to the organization, for example,

professional educational programs; informational and logistical support of the educational
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process. However, for each educational organization, the indicators will have their
characteristics.

Thus, the analysis of the assessment of the quality of educational services at all stages
of training, as well as the quantitative and qualitative characteristics of the potential consumer
of services, aspects, and effectiveness of the learning process, is carried out within the
framework of the main approaches on the part of the state and the educational organization.

Discussion

The effectiveness of managerial decision-making in educational organizations depends
on the results of assessing the quality of educational services (ASANOVA SYRTSEV, 2019).
Monitoring the results of such an assessment emphasizes the feasibility of conducting an
internal audit regularly, which makes it possible to determine the degree of compliance of
educational services with the requirements of all-Russian educational standards.

It should be noted that improving the mechanism for assessing the quality of educational
services, taking into account the use of advanced experience of foreign countries, is an
important factor in the development of society in the Russian Federation. To achieve positive
dynamics of indicators characterizing the provision of educational services, it is necessary to
assess the level of their quality, which is the basis for the implementation of an effective
management algorithm in the quality management system of educational services.

Taking into account the dynamics of the development of the Russian education system,
it seems appropriate to determine the prerequisites for the development of an up-to-date
methodology for assessing the quality of educational services. At the same time, it is necessary
to comply with the requirements for the quality of the provision of educational services,
stipulated by legislative provisions in terms of state control of the system of organizing
educational activities. In addition, it is necessary to take into account the individual
characteristics of consumers, in connection with which it is necessary to determine the criteria
for the requirements of students and make their assessment (CHARLES et al., 2017; POLAT,
2017; BAKAR et al., 2016).

The assessment of the quality of educational services must also be carried out according
to the following types of classification: the proportion of students by types of educational
programs, the level of literacy of the direct consumers of educational services, the level of
workload on the teaching staff, the qualifications of the teaching staff (BAKAR et al., 2016).
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In addition, it is advisable to carry out measures to improve the efficiency of educational
services depending on the territorial needs of specific specialists, since the economic well-being
of the region potentially depends on the level of their qualifications (JAMES, 2015).

Thus, for each criterion, it is advisable to use different types of methods, defining the
target settings of the educational organization. When assessing the quality of educational
services, it is necessary to properly plan the assessment, prioritize and outline the prospects in

the long term.

Conclusion

In the course of the study, an analysis of Russian and foreign experience in assessing
the quality of educational services was carried out. In foreign countries, priority is given to
audits, including the involvement of experts. There is a need to improve the Russian system for
assessing the quality of educational services, in which it is advisable to use successful practices,
taking into account the Russian mentality.

Thus, the need to create a unified methodology for assessing the quality of educational
services has been identified, which will determine the development of the student's personality,
his competence, and the possibility of career growth, as well as the cultural component for
society and the prospects for providing the state with qualified personnel.

The comparative analysis of the assessment of the quality of education in Russia and
abroad made it possible to identify the main criteria for assessing the quality of educational
services, which are necessary for an effective analysis of indicators. After analyzing the
different points of view of scientists, the following indicators can be distinguished that can be
used to assess the quality of educational services:

- the ratio of the number of students and graduates;

- qualification of the teaching staff;

- provision of an educational organization;

- rating of an educational organization based on scientometric data;

- load on the teaching staff.

- compliance of the quality of educational services with state standards;

- some assessment methods.

- The practical significance of the study is the possibility of using its results when

assessing the quality of educational services in Russia.
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