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      Among the conceptual foundations of process approach to organization management, one of the main and most difficult issues is the question of measurement of parameters of processes. This is particularly an issue when evaluating the performance of business processes in the conditions of unstable economic environment and other external influences on the results of the organization.
      The application of process approach to management is one of the main requirements for the certification organization in accordance with the standards of the international standard ISO 9000. ISO 9001:2008 is indifferent to a company that implements the process approach, and the industry of its activities. But this applies only to the general principles of the standard. Their specific content, obviously, should take into account the specifics of the organization. For example, the terms "client", "supplier", "customer" which used in the ISO 9000 standard and are common for industrial enterprises, in applying the provisions of the standard to activities of higher educational institutions acquire a slightly different meaning. This transformation of the basic terms of the standard stems from the fact that the Institution of higher education "produces" the product of the intellectual potential of  the state.
Objectives and performance indicators for business processes
      The necessary prerequisite for the adequate measurement of parameters of business processes is a clear formulation of objectives, indicators and criteria of these processes.
The purpose of the process includes:
- the desired beneficial effect;
- necessary expenditure of resources
- the amount of time required.
In this case, the efficiency of the process is understood the degree of conformity of actual and desired results, or, in other words, the degree of the goal achievement process.
All factors affecting the efficiency of the business process can be divided into groups:
- managed and unmanaged;
- internal and external;
- definite and indefinite.

Managed are factors on which management can influence, and which finally  forms the management decisions taken by the head. However, the factors affecting the organization regardless of its leadership, much more. This legislation, and unpredictable actions of external participants, and the economic situation in General.
Internal factors – the structure of the organization, its internal resources,
psychological climate in the team of employees and other options that affect
the effectiveness of the organization. Generally, internal factors are managed. External factors, on the contrary, weakly influenced by the management of the organization and, as a rule, enshrined in the agreement or contained in legislative acts that govern the activities of the organization in the socio-economic environment.
The group of specific factors include factors that can be measured with any precision. If the information on the value of some parameters of the processes of the organization is inaccurate or incomplete, then such factors are called uncertain.
It should be noted that if the distinction between managed and unmanaged internal and external factors can be considered correct, then the existence of particular factors in complex socio-economic system and it is impossible to build adequate models of the processes of the organization must take into account the inevitable influence of uncertainty.
To measure efficiency it is necessary to determine the performance of the business
processes by which this efficiency will be evaluated. As indicators can
to speak:
- performance indicators of business processes;
- the costs of business processes;
- the time performance of business processes;
- indicators of quality of business processes;
indicators of fragmentation of business processes and others.
Quantitative indicators (the budget process, lead time, labour and
some others) is relatively easy to determine. It is not about the accuracy of the measurement result, but about the principle of assessment. However, a large number of important indicators can be assessed only qualitatively (by competence experts, the moral quality of employees, reputation of the firm, innovation and many others). Because of the importance of quality indicators their need to be taken into account and, as a rule, they are provided with a certain expertise.
However, assessment of even the most experienced expert is still subjective and often cannot be perceived equally by all participants in the process. 

The principle of measurability of business processes.
The problem of quantification – the process and outcome of the quantification of objects and their relations is known since ancient times. This problem forms the basis of qualimetry – science about methods and problems of quantitative estimation of quality (or individual properties) of objects of arbitrary nature: the living and the inanimate; artificial and natural; material and ideal; the products of labor and products of nature; objects, phenomena, processes, and etc. In the works of well – known specialist in qualimetry Harry Azgaldova are famous sayings of great scholars of various times regarding the use of mathematics and, in particular,
measurements.
The problem of measurability of parameters, is relevant today. This is evidenced by all formal and informal standards based on the process approach.
In standard management by objectives MBO is determined that the possibility of measuring the degree of goal achievement is a key requirement to setting targets process management.
The international quality standard ISO 9001:2008 contains a number of relevant requirements, including the need for measurement of business processes. Thus, in section 4, "quality management System" States: "the Organization shall monitor, measure and analyze the processes needed for the quality management system". Section 5 "management Responsibility" notes: "Input data for analysis by management should include information on indicators of processes performance and product conformity". Finally, the ISO 9001:2008 standard contains a separate section "Measurement, analysis and improvement", dedicated to the measurement processes of the quality management system, analysis of measurement results of processes and decision making with corrective and preventive actions aimed at continuous improvement of the processes of the company.
Two international ISO standards directly related to the measurements. The standard contains ISO 10017 guidance on the application of statistical methods to measure process indicators in accordance with quality standard ISO 9001. ISO 10012 contains the necessary requirements for the measurement process, a description of the measurement principles and technical requirements for measuring equipment.
In accordance with the requirements of international standards ISO, you must define a complete and adequate evaluation criteria of the processes regularly and objectively measure and record
control process parameters, and also competently to process the obtained measurement data.
Thus, control system business processes should implement a standard management algorithm, which includes:
- measurement of current values of parameters of object of management;
- compare current values with predetermined target values;
- measurement of deviations of current values from the target;
- influence on object of management to reduce deviations.

Approaches to the measurement of business processes

For the selection of adequate methods of measuring the parameters of the business processes must first be made clear what the term "measuring" means. On the one hand, according to landmark interpretation: measurement – display of the physical quantities their values by means of experiment and calculations using special technical means.
On the other hand, in accordance with the standard ISO 9000:2005, is a collection of operations to establish values. In this case measurement result can be understood not only the measurement result obtained by the measuring equipment, but also the result of a calculation using mathematical formulas and the evaluation result, and one that is expressed in the form of points or values of the linguistic variables.
Thus, measurement process can be considered as a possibility, check, monitor or measure the achievement of process objectives.
An arbitrary goal of a business process can be evaluated in one of two ways:
1) the very fact of achieving the goal of a business process as a certain event, which must be exercised within a specified period of time;
2) the value of some parameter (indicator) goal of the business process.

Evaluation of the first group is an element of the binary set {0, 1} or {true, false}. Evaluation of the second group is much more difficult to use. It all depends on
objective measurements of parameters of business processes. If this possibility exists, there is a usual registration  of the parameter value and the entry in the relevant documents of the studied process. If the parameter a business process can only be assessed subjectively, as a rule, turn to qualified experts and trying through the further processing of expert assessments to reduce the level of subjectivity.
The problem of measurability of business processes is much more complicated, if
not consider current options, and build a system to forecast values of parameters of business processes. To build adequate predictive models, as already noted, mandatory to take into account the uncertainty of parameters of business processes. To account for possible changes in the quantitative values of the forecast parameters of business processes using stochastic, interval and parametric programming, or combinations thereof. To assess the predictive values of the qualitative parameters most commonly used methods of fuzzy sets theory or qualimetry .
The biggest problem is the comparative analysis of alternative
variants of the flow of business processes in the cases when the parameters of the business processes calculated in the conditions of uncertainty of various types. In this case, the complexity of the analytical calculations are strongly influenced by choice of scale type, which defines the set of possible values of assessment parameters and their allowable transformations, i.e. operations on this parameter. When measuring parameters of business processes is most often used nominal, ordinal and metric scales (interval scale, ratio scale and absolute scale).
The measurement of business processes is a necessary condition
the use of the process approach to the management of any organization and a key aspect for evaluating the effectiveness of business processes. An adequate model needs to account for the uncertainty in the parameters of the business processes in the conditions of changes in the environment metasystem (ambient) processes. To ensure the effective management of business processes of the organization, the problem of measurability of business processes must be resolved in full. In proof is to quote the famous scientist and economist Walter Shewhart "You can only manage what You can measure."
