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MeToabl OlIeHKH Ka4eCTBA CEPBUCHBIX YCJAYT B MEIMIMHCKHX YUPeKTEHUIX

Annomauus:

I]env: B craTbe Ha OCHOBaHHMHM aHAIIN3a TEOPETUYECKHUX MOAXOI0B K METOJUKAM OLEHKH CEPBUCHBIX YCIYT OINpe-
JIETICHO TIPMMEHEHUE OJJHOTO M3 Hanbosiee 000CHOBAHHOTO M KOMIUIEKCHOTO TIOX0/1a METOAa KBAJMMETPHH, KOTOPBIi
OBbLT aHaNTHPOBaH K YCIOBHAM H CIICIIM(UKH JEITEIFHOCTH MEAUIIMHCKUX YIPEKACHHUH.

Memoowi: KabnHETHBIE HCCIEeA0BaHNS TEOPETHUECKUX MAaTEPHAIOB HA OCHOBAaHUH 0030pa TEOPETUIECKUX HCTOU-
HHUKOB, MapKETHHIOBBIE HCCIIEIOBaHMS B (POpPME IKCIIEPTHOM OLICHKH.

Pezynomamur: IIpoBeaeHHBII aHAIN3 TEOPETUUECKUX UCTOUYHUKOB I03BOJIMII ONPEIEIIUTh, KAKUE METO/Ibl OLIEHKH
Ka4yeCTBEHHBIX MapaMeTpoB SIBJISIOTCS HauOoyiee NpUEMIIEMBIMH U 3(Q(EKTUBHBIMU B cepe MEIULIUHCKUAX YCIYT.
[IpeacraBnena aganTUpoBaHHAs MOZEIb OLIEHKH Ka4eCTBa CEPBUCHBIX YCIYT B cepe MEAMIMHBI HA OCHOBAHUH MPOBE-
JICHHOM DKCIEPTHOM OLEHKU.

Bv1600b1: YUuTBIBas pe3ysbTaThl HCCIEIOBAHMS, MOKHO CAENATh BBIBOJI, YTO MPEACTABICHHAS METOANKA KBaJH-
METPHH IJIs1 OLCHKH Ka4EeCTBEHHBIX XapaKTEPUCTUK MEAUIMHCKUX YCIIyT MO3BOJIUT OoJiee rTyOOKO M TOUEUHO OIpere-
JIUTH c1a0ble CTOPOHBI B TPOIECCE CEPBHCA U OIIEHUTH MOKA3aTEeNN YPOBHS YJIOBIETBOPEHHOCTH MOTpeOuTenei Meau-
LHUHCKHM CEPBHCOM.

Kniouegvle cnoea: kauecTBO, METOBI, METO KBAJIMMETPHH, METUINHCKNE YCIyTH, CEPBHC, KAUECTBCHHBIE Mapa-
METpBHI.

Beeoenue

B mporiecce npenocTaBieHrsi CEpBUCHBIX YCIYT B chepe MEIUIUHBI OI[CHKA KaueCcTBa UMeeT crieiudu-
yeckui xapakrep U 1uhHepeHIUPyeTCs B 3aBUCUMOCTH OT THITA MEJIMIIMHCKOTO YUPESKICHUS. MeaUIIMHCKas
JeSITENIBHOCTD SIBIISIETCST OJHOM M3 CaMBIX JKECTKO PEryJIHPYEMBIX CO CTOPOHBI TOCYAapPCTBA BHUJIOB JEATEINb-
HOCTH, MO3TOMY OOJBIIOE BHUMAHHE C TOUKH 3PCHHS KaueCTBa IeNIeCO00Pa3HO YAEIATh IMEHHO CEPBUCHBIM
yciyraM. OcoOEHHOCTBIO OIIEHKH Ka4ecTBa YCIYyT B MEIUIIMHE SBISIETCS TO, YTO C OTHOW CTOPOHBI, OIICHH-
BaeTCsl KAUeCTBO JICUCHHS,a C IPYTOi — KaueCTBO CEPBUCHBIX YCIYT M UX J0CTymHOCTh (Michael Marmot,
Jessica J Allen, 2014).

EnuHoro momxoia K METOMUKE OICHKH KaueCTBa MEIUIIMHCKUX YCIYT HET, TaK KaK Y KaXI0H (OPMEI
€CTh CBOU OCOOCHHOCTH U OTIpeJIelIeHHbIE TPEOOBaHHS.

00630p numepamypul

Bormpochl kadecTBa MEIUIIMHCKUX YCIYT SIBJSIIOTCS aKTyaJdbHBIMH M (OPMHUPYIOT HE TOJIHKO CTEHEHb
JOBEpHS M MPU3HAHUS MEIUIIMHCKOTO YUPEXKIESHUS TMAlMeHTaMHU U SKCIIEpTaMu, HO U €r0 MMHUJDKEBYIO CO-
CTaBJIAIOILYI0, B KOHEUHOM HUTOT€ CIIOCOOCTBYIOT MOBBIIICHHUIO CITPOCA U MOMY/ISIPHOCTH. B 11€710M, BaXKHO HE
TOJILKO MIOHMMAaHWE TOTO, KaKHUe IMapaMeTpsl U (PaKTOPhI, BIUAIOT Ha KA9€CTBO MEIUIIMHCKUX YCIIYT, HO U TO,
KaK MO)KHO UX OIICHHBATh, KAKUE METOINIECKHE TTOIXO/IBI SBIISIOTCS Hanboee 3PPeKTUBHHIMU U OOBEKTHB-
HbIMU. B 3TO# CBSI3U MPOBEJIEH aHAIN3 MHEHUN KJIACCUYECKOMW IIKOJIbI IO METOJIMKAM OLICHKH KauecTBa CEp-
BHCHBIX YCIIyT, BEIOpaHbI Hanbosee MpUeMIIEMbIE JIJIST METUITHHCKIX YIPEKICHUHN, TAKINX KaK MEIUIIMHCKUE
LIEHTPHI.

CpaBHEHHE MOJIENIEH 10 OIIEHKE KadecTBa YCIYT IpeCTaBIeHo B TaduIe 1.

* ABtop-koppecriorzienT. E-mail: elmaira.orazgaliyeva@gmail.com
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Tab6mmma 1. Moenu OIleHKH KadecTBa yCIyT

Mopgens OLeHKH ABTOD, TO Bo3MOXHOCTH 10 IPIMEHEHUIO B Chepe METUINHBI
Ka4eCTBOM YCIIyT
Mopens «gap» 1980-¢ JlaHHas MOZieJIb YYUTBIBACT OXKHMaHUs KIMEeHTOB. [IpuMenenne nannon
A. ITapacypamaH, | MoJeN MpeAIoaraeT UCIOJIB30BaHusI ONIPOCa OXKHUIaHUH MOTpeduTeIen
B. 3eiitaminb u JI0 OKa3aHMs YCIIYT M X PEaTbHOI'0 UCHOIHEHHUS, YTO JaeT BO3ZMOXKHOCTb
JI. beppu YBHUIETh PACX0XKJCHUS, BBIIBUTH 30HBI, KOTOPbIE HE YJOBJIECTBOPEHBI Me-
JULIUHCKUM YYPEXKJICHUEM U B KaKUX CIIy4asX BO3HUKAET KOTHUTHBHBIN
JIICCOHAHC MAIEHTOB
SERVQUAL 1980-¢ [Tpun ncnonszoBanuu Meroga SERVQUAL moxHO chopmupoBats u
A. ITapacypamaH, | CTpyKTypHUpOBaTh epeueHb OCHOBHBIX ITOKa3aTeleii 0 KauecTBY yCIyT.
B. 3eiitaminb n CekIOHHAs aHKeTa 110 ITapaMeTpaM KayecTBa MOMOXKET ITOJTHOCTBIO BbI-
JI. beppu SIBUTH BOCHIPUSTHS M OKHUJAHUS NAIIUEHTOB, IPOCUYNTATh CTEIICHb yIOBIC-
TBOPEHHOCTH TAIIEHTOB
Monens 1980-¢ [To3Bonsiet nudGepeHIpoOBaTH 30HEI IO CTENEHU 3HAYUMOCTH Y TIOTPEeOH-
HelTpanbHbIX 30H | E.P. KegoTT TeJel, YTO JaeT BO3MOXKHOCTb aKLIEHT CJIeJlaTh Ha Te MapaMeTpbl KauecTBa,
H. Tepaxen KOTOpPbIC HanOoJIee 3HAYMMBI C TOYKH 3PEHUS MarueHToB. CTPYKTYypUpO-
BaHME 30H MTO3BOJIET Pa3pabOTaTh KapTy KadeCTBa yCIYT IO KaXIOMY
MalUueHTY
Mogpenrs Kano Koner XX B., Mogens Kano obecrieunBaeT MOHUMAaHKHE TOI0, KAKHAE KAYeCTBEHHELIE I1a-
H. Kano paMeTpsl WM HOTPEOUTENBECKUE CBONCTBA SBIISIOTCS HEOOXOIUMBIMH, 00-
paTHOTo JeHWCTBHS, IPUBJIEKATEIbHBIC 1 HE OKa3bIBAIOLIME BIMSHUE HA
MHEHHE NalMeHTa. MeToIMKa IIOCTPOCHa Ha OCHOBE CIICIHaIn3UPOBaHHO-
r'0 ONpOca, O3BOJISFOLIETO ITOHATh, KaK HY>KHO MOJICJIUPOBATh YCIYTY IJIS
TOTO, YTOOBI IOBBICUTH CTETIEHb YIOBICTBOPEHHOCTH H JIOSUIBHOCTD KIIU-
€HTOB
Meron Hauamo XX MerTo KBaJIMMETPHH TO3BOJISIET OLICHUTH KaueCTBEHHBIE ITAPAMETPHI 110
KBaJIMMETPUHU B., II. bpumkMeH | IByM acmekTam: ¢ OHOW CTOPOHBI, yUECTh 3HAUNMOCTh Ka4e€CTBEHHBIX
XapaKTePUCTHK, C APYTOH — OIIEHUTh YPOBEHb OIIEHKH JAaHHOTO IOKa3a-
tensi. KoMOMHMpOBaHHOE UCTIONIB30BaHUE NOKA3aTeel B MEIUIIMHE 0CO-
OEHHO aKTyaJbHO IPH OLIEHKH Ka4eCTBEHHBIX MMapaMeTpOM CEPBUCHBIX
ycIyr

Ipumeuanue. CoctaBiieHa aBTopamu Ha ocHoBaHuu rctouHnkoB (I1.B. Bpumxmen, 1934).

B 1980-e rr. aBropamu A. ITapacypaman, B. 3etitamus u JI. beppu Obin pazpaboran MeTOI OIIEHKH Ka-
YecTBa ¢ MPUMEHEHHEM MoJIenH «Jap». JlaHHas MeTo/IMKa OI[EHKH KauecTBa YCIyT MCIOIb3YeTCs IS BBISB-
JICHHUS HECOOTBETCTBHUS IIPEJOCTABIISIEMOT0 Ka4eCTBa CEPBUCHBIX YCIYT OKUAAHUAM noTpeduteneii. s to-
ro, 4TOObI KaueCTBO COOTBETCTBOBAJIO NOTPEOMTEILCKUM NPENNOUYTEHUSIM LIENeco00pa3HO MEePHOANYECKU
MIPOBOJIUTH MOHUTOPHHT M UCCIIEIOBAHNE BOSHHUKAIOUIUX Pa3phIBOB, KOTOPbIe 0COOCHHO BaXKHEI B cpepe Me-
JUILMHE, B CBSI3H C TEM, YTO YPOBEHb YIOBJIECTBOPEHHOCTU IMOTPEOUTENEH SBISIETCS OCHOBHBIM OLICHOYHBIM
nokasatesiem cepsuca (A.A. Parasuraman, 1985).

Ilo maHHOW MeTOAMKE BBIJENSAIOT MSATh OCHOBHBIX Pa3phIBOB, & KMEHHO pa3pbiB MEXAY O0KHUIaAHUSIMHU
MalMEHTOB U UX BOCHPUATUEM CAMOW KOMIIAHUEH; MEXY BOCIPUATUEM KOMIIAHUEN OXKUAAHUM MTALUEHTOB
U TpaHcopManuend 3TOro BOCHPHUATHS B ceuU(UKAMKA KayecTBa YCIyT; MEXIy cHenu(UKausIMHu Kade-
CTBa YCIYT M Ka4€CTBOM MPEOCTABISIEMbIX YCIIYT; MEXAY MPEIOCTaBIsIeMbIMU YCIyIraMHd U BHEUTHEW WH-
dbopmanueit; MeXIy 0KUIAHUSME NAIMEHTOB U MX BOCTIpUATHEM mpenocTasisieMbix ycuyr (C.5. 'ponzen-
ckuid, 2017).

B cdepe menuuuHbl B HacTOsIIEe BpEMsI aKTUBHO HCIIONB3YETCs JUIA OLIEHKM KayecTBa YCIYyT MOAEIb
SERVQUAL. Metoauka onenku kauectBa SERVQUAL noMoraer cTpyKTypUpoBaTh OCHOBHBIE ITOKa3aTeIn
KadecTBa CepBHCa U JIENT Ha TaKUe ITapaMeTphl, KaK HaJe)KHOCTh, OT3BIBUNBOCTD, TapaHThs, sMnarus (A.O.
BornanoBa, A.JO. Menbmukosa, 2016). JlaHHas MeToAKa MO3BOJISIET OLIGHUTH CEPBUC U ONPENEIUTh MyTH
YIIy4IIEHUs] Ka4eCTBa yCIYyT, OAHAKO B 3TOW MOJIENH HE YJeNdeTcss BHUMaHHe TOMY, KaKie ToKa3aTelu He
BIIUSIOT Ha BOCIIPUATHS KA4eCTBA CO CTOPOHBI ManeHToB. [loaToMy Obl1a chopmMupoBaHa HOBAsI METOAMKA C
WCIIOJIb30BaHUEM HEHUTPAIbHBIX 30H.

Cepusi «9OkoHomumkax. Ne 4(108)/2022 217



M.P. CmbikoBa, 3.65.0Opasranvesa v gp.

Mopnenp HEHTpaNbHBIX 30H ONpENeNseT BOCIPHUATHE KIMEHTA, MOTPEOUTEN OTHOCHTENBHO MOKa3are-
Jell KaueCTBEHHBIX IapaMeTPOB MPEJOCTAaBICHHBIX YCIyTr. DTa Mozenb dpdexTuBHee Bcero odecmednBaeT
i hepeHIINaIIIo 30H ¢ YIETOM 3HAYMMOCTH MX JUIS MAIMEHTOB U ITO3BOJIET ONPEACINTD, KaKhe MmapaMeT-
PBI KauecTBa HE BIUSIOT HAa TOTPEOUTENS, a KaKhe OKa3blBalOT 3HAYUTEIbHOE BIHMSIHKE. ABTOPBHI MOACIH
OTIPEJICIIMIN BIIEPBBIE, UTO NPH OICHKE Ka4eCcTBA yCIYr MOTYT OBITH chopMUpOBaHBI HEHTpaIbHBIE 30-
HBI, KOTOpPBIE HE BIUSIOT Ha YIOBIETBOPEHHOCTH moTpedbuTeneit (Swapna Bhargavi Gantasala, Prabhakar
Venugopal Gantasala, Krishna Naik Chanda Naik Gari, 2012). B pe3ynsrare aBTOpamu ObUTH BBISIBICHBI
3JIEMEHTHI 00CIyKMBaHUA, KOTOPbIE MOTYT HOJOXHUTEIbHO MM HETaTUBHO MOBIHITH HA yIOBJIETBOPEH-
HOCTbH TOTpebuTenei. B cooTBeTCTBHE ¢ TaHHOW MONEIBIO BCE IEMEHTHI 00CTY)KMBAaHUS pa3/ieleHbl Ha
YeThIpe I'PYNIbI: KPUTHUECKUE, HEHTpaIbHbIe, IPUHOCSIINE YIOBIECTBOPEHHE, PUHOCAIINE pa3odapo-
BaHHE.

B memnoM, aBTopaMu OBIJIO OTMEYEHO, YTO CYHIECTBYET HEKas 30HA, B MpEAeIaXx KOTOPOH MaIlleHT IpH-
JepKUBAeTCS HEHTPaJbHOrO MHEHHS I10 TIOKa3aTelsIM KadecTBa yciyr. Eciam KaduecTBO MpenocTaBiICHUS
YCIIYT BBIXOAMT 32 PaMKH 3TOW HEUTpalbHOM 30HBI, @ IMEHHO 32 TpeeNbl OKUAaHUH KIMEeHTa, TOJIBKO TOrIa
y ManUeHTa BO3HUKAET YAOBIETBOPEHHOCTH JIMOO, HA0OOPOT, HEYIOBICTBOPEHHOCTh Kaue€CTBOM YCIyTH
(FO.1. PeGpun, 2013).

I[aHHaSI METOAHKA ITIO3BOJISICT BBIABUTH HCP'ITpaJILHBIC, HCTraTUBHBIC U ITO3UTUBHBLIC 30HbI, OJJTHAKO HE Ja-
€T BO3MOJKHOCTh CQOPMHUPOBATH KOHKYPEHTHBIE KayeCTBEHHBIE MTApaMeTPhl B cpepe yCIyT.

B cBa3u ¢ yem Obuta chopMHpoOBaHA HOBAask METOAMKA OIIEHKH KauecTBA YCIYT M YIOBIETBOPEHHOCTH
KkimeHToB yueHbpM H. KaHo, KoTopsIil npemioxun Oomnee MOMHBINA BapuaHT 3(P(GEKTUBHOTO Cioco0a OIeHKH
KauecTBa, OCHOBAHHBIN Ha HAMJIY4IIEM yIOBIeTBOpeHUH NoTpeOHOCTel KireHToB (A.1O. Kypoukuna, 2017).

JlanHass MeToAMKa OIICHKM HAIleJIeHa Ha OIpENeNICHHE TOro, KaKue IOTPeOHOCTH KIMEHTa TPeOyroT
MaKCHMaJbHOTO YIOBICTBOPSHHUS, M Ha YJOBJICTBOPCHNE KaKUX TPEOOBAHUI KIIMEHTHI He 00paIiaroT BHIMA-
Hue. DTa MOJCJIb TIOMOI'aC€T BbIIBUTH HAIIPABJICHUE, B KOTOPOM KOMIIaHHA OOJDKHA ABUTATHCA U Pa3BUBATLCA,
9T0OBI TIOBBICUTH YIIOBIETBOPEHHOCTH KineHTOB. CornacHo H. KaHo, cyliecTByIOT Tpu dleMeHTa KayecTBa:
OCHOBHOE KaueCTBO — 00s3aTeNIbHBIC XapaKTePUCTUKU YCIYTH, TO €CTh TO Ka4eCTBO, KOTOPOE HETPEMEHHO
JIOJDKHO OBITh y YCIIyTH; OKHJIAeMOE KaueCTBO — KaueCTBO, OTBeUaroliee TpeOOBaHHUAM KITUEHTOB (TO €CTh,
YEM BBIIIC OKMIAAEMOC Ka4€CTBO YCIYTI'H, TCM BBIIIC YAOBJICTBOPCHHOCTH KJ'II/IeHTOB); IIPUBJICKATCIIBHOC Ka-
94eCTBO — Ka4eCTBO YCIIYTH, IIPEBBIIIAloNIee TpeOOBaHNS M O)KUIAAHHS KINSHTOB.

Merton KaHo MOXKHO MCIIONB30BaTh B c(epe MEAMIIMHBI, TaK KaK ITO3BOJISICT MOHSTH CHIIBHbIC U clla0bie
CTOPOHBI B MPE€AOCTABICHUN CCPBUCHBIX YCIYI' U CMOACIUPOBATL YCIYI' B COOTBCTCTBHUU C OXKHUAAHUAMU U
TpeOOBaHUSIMHU NAMEHTOB. AANTHPYS JTAHHBI METOJ OLEHKU K CEPBHCHBIM YCIyraM B MEIUIIMHE, MOXKHO
OTMETHTH CJEAYIONIHE CrIel(PUIECKIEe 0COOCHHOCTH:

- IJId pa3HOro Tuma MECIUIUHCKUX y‘Ipe)K}J;eHI/II‘/'I, C pa3JIMYHbIMU q}yHKHI/IOHaHBHBIMI/I crienuaJn3anusiaMu
CcO3a€TCAa CHeHI/IaHBHBIﬁ MEPEUYCHDb MOJIOKUTCIIbHBIX U OTPUIATCIIBHBIX BOIIPOCOB;

- mpuMeHeHue Mozenn KaHo He B OJTHOM 00beMe MO3BOJIHT YIPABIATH KA4€CTBOM YCIYTH, TaK KaK
nporecc o0cIy)KMBaHUSI MHOTO(DYHKIIMOHAIBHBIH U TpeOyeTcs: 0ojiee CHCTEMHBIH W KOMIUIEKCHBIN 1OJI-
XO0I.

Memoowbt

B xauecTBe METOOB MCCIENOBAHMS HCIIONB30BaHbl KAOMHETHBIE HCCIIeI0BaHus B (popme 0030pa Teope-
THYECKUX UCTOYHUKOB OCHOBOIIOJIO)KHHMKOB METOJIOB OIlEHKa KadecTBa YCIYT. AHAIN3 TEOPETUUECKUX HC-
TOYHHUKOB MTPOU3BOJIUICS C TIOMOIIBI0O METOAOB PAHKUPOBAHMS U TPyNIMpoBku. s hopMupoBaHUs mapa-
METPOB Ka4eCTBEHHBIX XapaKTEPHCTHUK B Cepe METUIIMHCKHX YCIIYT HCIIONB30BAJICS METOI SKCIEPTHOU
OIICHKH, KOTOPBIN 103BOIHI TU((HEePeHIIMPOBATh MMOKA3aTeIN 110 CTEIIEHN 3HAYUMOCTH.

Pezynomamot u oocyrcoenus

[Ipu popmupoBaHNHM METOIUYECKHX MOAXOAOB K OLIEHKE Ka4eCTBa CEPBHCHBIX YCIYT B MEIUIIMHCKUX
YUPEXKIECHUSIX Ba)KHO ONPEAEIUTh U CTPYKTYPHPOBATh MapaMeTphl KAY€CTBEHHBIX XapaKTePUCTUK, KOTOPBIE
BKITIOYAIOT B ce0st JBe rpynmbl. [lepBast Tpynma — mapameTpbl HeMaTepuaibHBIX CBOWCTB, BTOpas — Tapa-
METpBl MaTepUaNbHBIX CBOMCTB. B Kaxo0i rpynmne MOXHO BBIACIUTH COOTBETCTBEHHO OCHOBHBIE OLICHOU-
HBbIe Mokazarenu (puc. 1).
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KauecTBeHHBIC TTapaMeTPhI

U U

[TapameTps! HeMaTEpUAIBHBIX CBOWCTB ITapameTpsl MaTepUaAIbHBIX CBOWCTB

1. TlapameTpsl Ha3HaYeHUS: (QYHKIHOHAIHHO-
HOPMaTHBHBIE TAPaMETPBI, CTAHIAPTHI B MEH-
IMHE.

2. TlapameTpbl HaAECKHOCTH: 0E30MACHOCTH
MPEIOCTABISEMbIX MEJUIIMHCKUX YCIIYT.

1

1. Dcrermueckue mapamMeTphl: TU3aiH U CO- :
1

|

3. DproHomuyeckue mapameTphl: yaooctso u |
1

|

|

1

|

BpeMeHHOE  O(QOpMIIEHHE  MEIUIIUHCKUX
YUPEKICHUN.

2. VIlHHOBaNMOHHBIE TApAaMETPHI: BBITIOIHE-
HHE HOPMAaTHUBHO-TIATEHTHBIX TIapaMETPOB,
YpOBeHb IIM(DPOBU3AIIH YCIIYT.

3. MupkeBble TapaMeTphbl: HM3BECTHOCTD
MEIUIIMHCKOTO YUPEKJCHHsI, €r0 MOIyJIIsp-
HOCTB, (pOpMHUpOBaHHUE OpeHIa

KOM(OPT MPEAOCTABISIEMBIX YCIYT, COOTBET-
CTBHE YCIIYT TICUXUYECKUM M (PU3MUECKUM I10-
TPeOHOCTSIM NaLKEHTA.

4. DKOJIOrMYecKue IMapaMeTphl: COOJIIoIeHHE
HOPM 5KOJIOTUU

— o . . O o e e o s . B o o o e e o e e e e e e o e e o]

Pucynok 1. KauectBenHsle napameTpsl MeauiHckux yeuyr (H.B. T'opomko, E.K. EmenssnoBa, 2019).

s naHHOrO 3Tana BaKHO ONPENENIMUTH MOCIEN0BATENIBHOCTD NIPOLIECCa U KaKUe KaueCTBEHHBIE Iapa-
METPBI 3HAYUMBI U U3MepuMbl. C 3TOMH 1ETbI0 PACCMOTPUM TMPOLECC OOCITYKUBAHUS TOCTEH M BHISBUM 3Ha-
YUMBIE KaYECTBEHHBIE TAPAaMETPBI ¥ BO3MOXHBIE BAPHAHTHI OTKIOHEHUH. OTHOBPEMEHHO BBIABISIOTCS KOH-
TPOIUPYEMBIE TIPOLIECCHI Ul IOHUMaHUS TOTO, KaK X MO)KHO KOPPEKTHPOBaTh U COBEPIICHCTBOBAaTh. Bro-
ciecTBUM (OPMUPYIOTCSI TIepBOHAYATIbHBIE CTAHAAPTHBIE TPeOOBaHUS K OOCTY)KMBAaHHIO KIMEHTOB, KOTO-
pBI€ MOJOXKUTEIBHO BIHAIOT Ha NMPOLIECC KAYeCTBa MPENOCTABIIEMBIX YCIYT.

IIpencraBieHHbIe Ha pUCYHKE | KaueCTBEHHBIE IAapaMETPhl YACTUYHO 3aBHCAT OT IMPUHATBHIX B MEIH-
uHe cTaHaapToB. OHAKO BaXKHOE 3HAUEHHUE yNEsieTCs KaueCTBY CEPBUCHBIX YCIYT, OIEHKY KOTOPBIX MOX-
HO IPOU3BOANTH C IPUMEHEHUEM UHCTPYMEHTOB MAPKETUHIOBOTO aHAJIN3A.

s mepBoro Onoka mapaMeTpoB HEMaTepUAJIbHBIX CBOWCTB MOXKHO OLIEHHBATh JIESITEIBHOCTD IO Clle-
JTYIOIIUM TIOKa3aTeNsIM:

1. Ouenka an3aiiHa 37aHUs, X0JUIa, 30HbI OXKHJIAHHS, MEITUIIMHCKAX KaOMHETOB, YPOBEHb WX OCHAIIEH-
HOCTH.

2. OueHka ypoBHSI MHHOBALIMU M IU(POBHU3AIUN MEIULIMHCKUX YCIIYT, @ TaK)Ke€ HACKOJIbKO BHEPEHHAS
cucTeMa ynoOHa U IOCTyIHa B MCIOJIb30BAHUH JIs1 BCEX MAIMEHTOB.

3. HccrnenoBanue ypoBHS Y3HaBaEMOCTH MEIMIIMHCKOTO YUPEKACHUS U JOBEPHUs K HEH CO CTOPOHBI O~
TpeOuTenel, Mpu3HaHue U, KaK CIEACTBUE, BRICOKHH YPOBEHb BOCTPEOOBAHHOCTH Bpayei.

st Broporo Gyi0ka KaueCTBEHHBIX NTapaMeTPOB MaTEPUATIHHOTO CBOMCTBA B MEIUIIMHCKUX YUPEXKIEHHU-
SIX B MEHBIIICH CTETICHH OKa3bIBAeT BIMSHUE KAY€CTBO CEPBUCA, a B OOJIBIIEH — aKIIeHT JIIaeTCsl Ha COOIIo-
JIeHHE CTaHAapTOB, MPOoQeccnoHaNn3M Bpauel. PaccMOTpHUM OCHOBHBIE HAIIPABJICHHUS OLIEHKH KaueCTBEHHBIX
MaTepHaJIbHBIX TapaMETPOB:

1. CobnrofieHre rocyIapCTBEHHBIH U YTBEPKIEHHBIX MEAMIIMHCKIM YUPEXKICHHUSM CTaHJIApTOB TPENo-
CTaBJIeHMsI MEAULIMHCKUX yciyT. [Ipodeccnonannusm Bpadel onieHUBaeTCs Yepe3 NpU3My ero GyHKIHOHAIb-
HBIX 00513aHHOCTEW U PEe3yJbTaTOB JICUCHHS.

2. be3omacHOCTh MPEIOCTABIAEMBIX MEIUITUHCKUX YCIIyT — 3TO HaumOoJee CIOKHBIN rmapaMmerp, U 00b-
EKTHBHAs OLIEHKA MOXET OBITh JIaHa TIOCPEICTBOM SKCIIEPTHON KOMUCCHH, YTO HE JIa€T BOBMOXKHOCTD YUHThI-
BaTh €ro Npu GOPMUPOBAHNN METOINYECKHX MOJXO0I0B K OIICHKE CEPBUCHBIX YCIYT B MEIULIMHE.

3. DproHOMUYeCcKHe MOKA3aTe B METUIIMHCKUX YUPEKICHHUSIX MOTYT XapaKTepHu30BaThbCs Pa3HOCTO-
pPOHHUMH TIOKazatesiMu. OT TOTO, HACKOJILKO TOYHO M B IOJHOM 00beMe OHHU YUTCHBI IIPU (POPMUPOBAHHU
KaueCTBEHHBIX I[IOKa3aTeliel, 3aBHCHUT IOJHOLEHHOCTh BBHIOpaHHOM Meroauku. OIleHKa, B OCHOBHOM,
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HamnpaBJIeHa Ha ynoOCTBO 3aIllMCH MAIlUCHTA, €r0 MpUeMa M 00CITYKHBAHUS, YCIOBUU TIPU OXKHJIAHUHM, MUHH-
MU3AIH 09ePeTH U T.1I.

4. DKOJOTHYECKHE TTapaMeTPhl B OOJIBIIICH CTEIEHN HAICICHBI Ha BEIOOPE JIEKAPCTBEHHBIX IPEIIapaToB
BpauaMH, a TaKXKe M0 BO3MOXKHOCTHU CO3JJaHUH SKOJIOTHYECKU YHCTOM aTMOChEepHL.

CymiecTBeHHBIH BKIa] Npy (GOPMHPOBAHUH Iporiecca 0OCITy)KUBAHUS MAIIMEHTA W MOBBIIICHHUS Kade-
CTBa yAeTSeTCs MEPEYHI0 JOTOJIHUTEIBHBIX YCIYT, KOTOPhIC MOBBIIIAIOT MOTPEOUTENHCKYIO IEHHOCTh Cep-
BHUCHBIX YCIYT B MEAMIIMHCKUX YUPESKICHUSIX.

B Teopernyeckoii MojieMUKE TMPUHSATO BBIACIATH TPH YPOBHS CEPBUCHBIX YCIYT B MEIAMIIMHCKOW Jiesi-
TENBHOCTH, KOTOPBIE OKa3bIBAIOT HEMTOCPEICTBEHHOE BIMSHIE HA KAYeCTBO YCIyT. B 11e7oM, HX MOXKHO TIpej-
CTaBUTh CXEMATHYHO, TIOKAa3aTh UX B3aUMOCBs3b (pHC. 2).

Kak BUJTHO M3 MPENCTaBICHHBIX JaHHBIX, OIICHKA CEPBUCA JIOJKHA OCYIICCTBIATHCS MO TPEM HAIPaB-
JICHHSIM:

- IEPBOE HAmNpaBlieHHE — CO3JIaHKE CEPBHCHOTO OKPYKEHHS, KOTOPOE BKIIIOYAET yCIOBUS 00CITYKUBa-
HUs, KOMGBOPTHBIN cioco0 oxuaaHus, atMochepy, OCBEIICHHE, YPOBECHh CAHUTAPHO-TUTUCHUYCCKUX CTaH-
JIAPTOB, BOBMOXKHOCTH ITU(POBOTO CEPBUCA JI0 MOTyUEHUS MEITUIIUHCKUX YCIYT U MOCIIE;

- BTOpOE — MPEJIOCTABICHHE OCHOBHBIX CEPBUCHBIX YCIYT, 0OCTY)KHBaHUE IMAITUCHTOB MEIUIIMHCKIMHU
COTPYJIHUKAMH M OTHOIIICHUE K HEMY Ha 3Talle MPeJ0CTaBICHUS YCIIyT;

- TpeThe HalpaBJICHUE — JIOObIe YCIYTH, KOTOPBIE HE SIBISIFOTCS 0053aTEILHBIMH, HO TIOBBIIIAIOT Kade-
CTBO OOCITY>KMBaHUS MAIUCHTOB, YCHUIIUBAIOT MOJIC3HOCTh U YA0OCTBO MPEJOCTABICHUS YCIIYT.

CepBucHoe

OKpYKEeHHE

OCHOBEI Kaye-
CTBa MEIULMH-
CKHUX yCIyT

JlomoTHUTEILHBIC MenuiuHCKHe YCITyTH

nepcoHaa

YCIIyTH cepBuca

Pucynox 2. OcHoBbl kauectBa Meautuckux yeayr (B.I1. IssikoHoB, 2005)

Cpenu OTONHUTENBHBIX YCIYT, KOTOPBIE MOTYT OBITh MPECTABIEHBl B MEIUIIMHCKUX YUPEKIESHUIX,
HX MOXHO Pa3/eNIUTh Ha CICTYIONIHE TPYIIIbL:

1. TlpenocraBieHue YCAyT MUTAHUS ¥ HAITUTKOB.

2. IlpenocrapieHue yCIyr «BTOPOrO MEIMIIMHCKOIO MHEHUS», KOTOPbIE O0CCIICUMBAIOT TOBBINICHUE
kadecTBa MeaunuHckoro cepsrca (H.B. Topomko, E.K. EmenbsinoBa, 2019.).

VYeiyru «BTOpOTro0 MEIUITMHCKOTO MHEHUS» MPHU3BAHBI JIOTOJIHUTEIILHO MPOBOAUTEL JUATHOCTUKY C TIO-
MOIIIBIO 3apyOeKHBIX Bpaueli Ha OCHOBAHUHU JIAHHBIX 00CIICOBaHUS, U MAIUEHTaM IPEAOCTABISICTCS UHTEP-
nmpeTarys JaHHBIX, YTOYHEHHE JuarHos3a. [Ipeanaraemas yciyra MOBBIIIAET KA4eCTBO CEPBUCA M METUIIVH-
CKOTO OOCITYy>)KWBaHUS TAIUEHTOB.

B 1ienom, Bce mpeioKeHHBIE MEPONPHUATHS M PEKOMEHIAIIMM HOCST MHTEIPUPOBAHHBINA Xapakrep, U
cOOl OIHOTO W3 MapaMeTPOB, B IIEJIOM, MOXKET OTPHUIIATENBHO OTPA3UThCS HAa KAUECTBE IMPEIOCTABIISIEMBIX
YCITYT.

WHTerpupoBaHHas cucTeMa OIICHKH KauecTBa C HCIOJIb30BAHMEM METOJa KBAaJUMETPHUHU IO3BOJIUT
chopMUpOBaTh METOAMYCCKUH IMOIXO/, KOTOPBIA yUHUTHIBAET PA3HOCTOPOHHME IOKAa3aTead C YYETOM TPeX
OJIOKOB Ka4yeCcTBa CEPBHCHBIX YCIYyI. MeToJ KBAIMMETPUW HJs aHAIM3a KAYECTBEHHBIX XapaKTEPUCTHK
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MpelycMaTpUBaeT paH)KMPOBAaHUE TOKa3aTesel B 3aBUCUMOCTH OT CTEIEHHM 3HAYMMOCTH U B TO XK€ BpeMs
yuet peanbHBIX Tokazarenet (b.I1. Ipskonos, 2005).

JlaHHBII TOIXO0JT aKTyaJleH UMEHHO B MEIUIIMHCKUX YUPEKACHHUSX, TAK KaK YIMTHIBAETCS HE TOJIBKO
peanbHas OLlEHKa KaueCTBa MPENOoCTaBIsIEMBIX YCIYT, HO U 3HAUMMOCTh KaXJA0W XapaKTepUCTUKU. MeTo-
TOJIOTHYECKast OCHOBA B YKa3aHHOM METO/Ie 0a3upyeTcss Ha TOM, YTO BCE KAUECTBEHHbBIE XapaKTEPUCTHUKN B
MEIUIIMHE pa3AelieHbl Ha TPU OJIOKA: Ka4eCTBO CEPBUCHOTO OKPYIKEHHSI, KAYECTBO CEpBUCA 0OCTYKUBAHHUS
MalMEeHTOB U KayeCTBO JOMOIHUTENBHOTO cepBuca. [lokasaTenn kayecTBa CEpBUCHOTO OKPY>KEHHS BKIIIO-
YaloT NepeueHb XapaKTepUCTHK, KOTOPhIE MOKHO OLIEHUTH C MOMOUIBIO ompoca manueHToB. K Takum xa-
PaKTepUCTUKAM MOXXHO OTHECTH CIIEAYIOIIHE IOKa3aTeld: YCIOBHS OXHUAAHHUSA MAIHEHTOB, JOCTYITHBIA
croco0 3amucu K BpadaM; COOIIOJIEHHE YHCTOTHI U CAHWTAPHBIX HOPM, YPOBEHb Pa3BUTHA W KadeCTBO
uupoBOro cepBuca; aTMochepa B MEIUIUHCKOM YUpeKIeHUN (OCBelleHHE, KOHANIHOHUPOBAHNE, IO~
Iep’kaHre TPUEeMIIEMOTO YPOBHSA TEMIIEPATYPHI M BIAKHOCTH); MaTepHAbHOE OKPYKEHHE — JU3aiiH WH-
Tephepa M dKCTephepa MEIUIIMHCKOTO YIPEXKICHHS, COBPEMEHHOE MEAUIITHCKOE 000pyI0BaHNE.

Bropoii 610k — mokaszarenu 0OCTyXKMBaHHs MapaMeTPOB YUUTBHIBAIOT CIEAYIONIME KaueCTBEHHBIC
napaMeTpsl KyJlbTypbl OOCITY)XKMBaHUs: IOOPOKENATeNbHOCTh M pafgylIine; o0XOAUTEIbHOCTh; 3a00TIH-
BOCTh, TAKTUYHOCTh; MaCTEPCTBO; BHUMATEIBHOCTh, TOYHOCTD, YETKOCTh; YMEHHE TTOJIH30BATHCS YIBIOKOM;
3pYIUPOBAHHOCTh; CAEPKAHHOCTD; IPUBETIMBOCTD, BEXKIIUBOCTb.

Tpertuit 0710k — MOTOIHHUTENBHBIN OJIOK, KOTOPBIA BKIIOYAET CIEAYIOIINE XapaKTePUCTUKU: YCIYTH
MMATaHUs, YCIYTH KOHCYNbTaHTa, HHPOPMAIMOHHO-KOHCYIHTAIIHOHHBIE YCIYTH, IMOCIETIPOAaXKHOE COIPO-
BOXJICHHE TIAIIUEHTA.

PaccMoTpuM Mo3TammHoO MpOIEce OLIEHKH KayecTBa C MOMOIIbIO JAHHON MOJIENH:

1. IlepBoHayaNpHO OMpEEAETCS MOKA3aTeNh KaueCTBa CEPBUCHBIX YCIYT B MEJIHIIMHE, KOTOPBIH OC-
HOBaH Ha WHTETPaJbHOM METONE, TO €CTh KaK IPOW3BEJCHHE Beca KauyeCTBEHHBIX XapaKTEPUCTHK Ha
OILICHKY TOKa3aTesel malueHTaM# yCIyT 10 BCceM OJIOKaM B PealbHOM HCIOJTHEHHWU TPEAO0CTAaBICHUS JI0-
MOJHUTENBHBIX YCIIYT, 0opMIIeHHe HHTEphepa U IKCTEphepa.

2. C nmomompro (hopmynsl 1 pacCUMTHIBAIOTCA BEIMYWHBI €IMHUYHBIX [TOKa3aTeNel Uil aHaIn3upye-
MO CepBUCHBIX YCIIYT U JUIs 0a30BOM Mojeu (0000IIeHHBIN TOKa3aTeh Ka4ecTBa YCIAYTH).

17[(=Zn:miqi @)

r/ie 0i— KOMIUICKCHBI TI0Ka3aTelih I-ro CBOWCTBA KAYECTBEHHBIX XapaKTEPHUCTHUK; Mi— KOA(D(HIMEHT BECOMOCTH
KOMIUIEKCHOT'O TTOKa3aTelsl.

[Tpu pa3zpaboTke METOAMKH OIEHKH MOKa3aTessl Ka4eCTBa CEPBUCHBIX YCIYT B MEAMIIMHCKUX YCIyTrax
11€J1€CO00Pa3HO PEIIUTh CIEAYIONINE BOIPOCHL:

- OIIPENEINUTh BECOMOCTh KOMIIJIEKCHBIX [TOKa3aTeleH;

- YCTaHOBUTh HOMEHKJIATypy €IMHHYHBIX IIOKa3aTelel B COCTaBE KOMIIJIEKCHBIX MTOKa3aTeNnei;

- OIIPEJIEIUTh KPUTEPUH OLEHKU €JUHUYHBIX I10Ka3aTEJIEH.

1 OIIeHKM OKOHYATENBHOTO IOKAa3aTelis, OLIEHHWBAIOLIET0 KauyecTBO YCIyr, HeoOXOAMMO oOIlpele-
JIUTB BEC WIM 3HAYMUMOCTh KaXJ0r0 IMOKa3aTes.

Jns ompeneneHus: BECOMOCTH TIOKa3aresieil Oblla MpoBeJeHa dKCIepTHas OlleHKa. B kauecTBe dKc-
MepToB OBUIM MpPEJNCTaBUTENN MEHEPKMEHTa MEIUIMHCKUX yupexaeHund. KosddunueHtsl BecomocTn
pacnupexnenens! ot 1 go 3. [lokaszarens 3 o3HauaeT Hanbosiee BEICOKUH yPOBEHb 3HAUMMOCTH KayecTBa; 2 —
CpelHUU YpOBEHb 3HAUMMOCTH; 3HAUEHHE MoKa3arens 1 — HU3KUH ypOBEHb 3HAUUMOCTH C TOYKU 3PEHUS
norpedureneld. st pacmmpoBKky mapameTpoB, UCTIONB3YEMbIX JIJISl OIICHKH KauyeCTBEHHBIX ITapaMeTpoB,
paspaboTaHa MOJelb NoKa3aTeNell 1 KpUTEPUH UX OLEHKH, KOTOpBIE PEACTaBICHBI B Ta0IHIIe 2.
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Tabnuma 2. [TapaMeTpbl OLIEHKH Ka4€CTBEHHBIX XapaKTEPUCTHK CEPBUCHBIX YCIYT MEIUINHCKUX YUPEKICHUM
C IPUMEHEHUEM METOa KBaJTMMETPHU

KoMImieKkcHEIN MoKa3aTeab HepequL KayeCTBEHHEBIX ITOKa3aTeNel mo OJIoKkaM ypOBHI/I 3HAYMMOCTH

1. KayecTBO cepBHCHOTO 1.1 Jlerkocts 3amucu Ha pueM

OKPYXKCHHUS 1.2 YcnoBus 0XKUIaHMS [TAlIEHTOB

1.3 KauectBo nn¢poBoro ceppuca

1.4 CobmoneHne YNCTOTHl U CAHUTAPHBIX HOPM
1.5 AT™Mocdepa B MEUIIMHCKOM YUPEXICHUN
1.6 Jluzaiin uHTEphEpa U IKCTEPHEPA

1.7CoBpeMeHHOE MEAUIIUHCKOE 000PYAOBaHUE.

2. KagectBo obciyxuBa- 2.1 J1oOpokenaTeIbHOCTh B PaIyIIINE
HHS 2.2 O0X0OUTENBLHOCTD, 3a00TIMBOCTD, TAKTHIHOCTE

2.3 MacTtepcTBo, MpodhecCHOHATTN3M

2.4 BHUMATEIbHOCTh

2.5 Cnep)xaHHOCTh

2.6 IIpuBETINBOCTD, BEXKJIMBOCTh

2.7 TouHOCTH, YETKOCTH

3. KauecTBO momosHu- 3.1¥Ycnyru nutanust

TENBHBIX YCIIyT HNHbopManmOHHO-KOHCYJIbTAITHOHHBIC YCIYTH
[Tocienpoa)kHOE COMPOBOXKICHUE TAIIMCHTA
Ilpumeuanue. CocTaBicHa aBTOPaMH Ha OCHOBE IIPOBEJCHHBIX HCCIICIOBAHUH.

NWINIWIN[FPW|WwW WININ|FP(INWWwIN| W

[Toka3zareny MociaenpogaxHOro CONPOBOXK/ICHUS MAlMEHTa UMEIOT CBOM OCOOEHHOCTU B cepe Meau-
LUHBI, TaK KaK IJIs MAMEeHTa YacTO Ba)KHA CBSI3b KaK C MEAWLUHCKUM YUPEKACHUEM, TaK U C UX IIEPCOHA-
JIOM Y>K€ I10CJIE IPOBEAECHHOI0 00CITyKUBaHHUS.

PaCCMOTpI/IM MCXaHU3M peaindalilui MECTOAUKU U 0CO0EHHOCTEH HX PE3YIBTATUBHOCTHU. B ocioM, JaH-
HBII MEXaHU3M IPEACTABICH HA PUCYHKE 3.

= = = e e e ===

Meroa KBanMMeETpUU S

N\
S\

JeranbHas QyHKIMOHATbHAS
OLICHKA TIOKa3aTeleil kaue-

CTBa CEPBUCHBIX YCIIYT B Me-
JULMHE

CdopMHUpOBaHHBIN PEHTHHT
NoKa3aTeseil KayecTBa cep-

{ BUCHBIX YCITYT MCIUIIUHCKUX
N\
N\

Cxema peanuzari METOIUKA

Pe3ynbraTuBHOCTE METOIUKH =
YUpExRIACHUN

| U U U U

Pucynok 3. OcoGeHHOCTH IPUMEHEHNS METOa KBaJIMMETPHUN B MEUIIMHCKUX YUPEKICHIIX

IIpumeuanue. CocTaBieH aBTOpaMU Ha OCHOBE IPOBEAECHHBIX HCCIICIOBAHUM.

[IpencrasienHast MeToAMKa 0OeCIIEUNBaET B OONBLICH CTETIEHH OLEHKY (QYHKIIMOHAJIBHBIX MOKa3aTesei
KayecTBa ¢ MpHMEHEHHeM pa3HooOpasHbeix MetonoB ([.B. Oscsuko, 2010). Pe3yabTHPYIOIMUM HUTOTOBBIM
[10Ka3aTeJIeM OLIEHKH KaueCTBa CEPBUCHOIO OOCIIY>KUBAHUS SBJIAETCS I10KA3aTeNlb CTEIIEHU Y/IOBJIETBOPEHHO-
CTH MAIMEHTOB, KOTOPBIH BKJIIOYAET BCE MapaMeTpsl. JJaHHas METoMKa MO3BOJISIET BBISIBUTH Clla0ble MEcTa B
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CEPBUCHOM AESATENBHOCTH MEIULMHCKUX YUYPEKICHUN U OMpENeIuTh MyTH COBEPUICHCTBOBAHUS IOKa3aTe-
JIeH KadecTna.

IIpu orieHKe cTEMeHN YIOBIECTBOPEHHOCTH OIPE/IENIETCSI YPOBEHD YAOBIETBOPEHHOCTH IO CIIEAYIOIIIM
YPOBHSM: OYe€Hb O0BOJEH, 00B0JICH, OMYACMU VOOGIEMBOPEH, OMYACMU He YOO08IeMBOPeH, He 00B80JeH,
Kpaiine Hedogo/leH. B 1iemom, cxema OIEHKH U yIpPaBIeHUS KAa4eCTBOM CEPBHUCHBIX YCIYT MEIUITMHCKUX
YUIpESKICHUH TIpeIcTaBiIcHa Ha PUCYHKE 4.

IlepBslii 3Tanl — OpEeANPOJAKHBII IIEPUOLL

Pa3paboTka cTaHnapTOB 3aIHCH |
[ALUEHTOB HAa IIPUEM

BHocsTCS KOPpEKTUPOBKHU

v

Iloka3aTenu OLICHKU KauyecTBa I
06CJ'Iy)KI/IBaHI/I$I BBITNTOJIHCHBI

N

Bropoii aTan — nepuoa 006cmyKuBaHus
MAIUEHTOB

PaspaboTka cTaHIapTOB 0OCITYKUBAHHUSI
NMagueHTOB MEANITUHCKUM NTEPCOHATIOM

OneHka COOTBETCTBUS CcTaHAapTaMm - BHocsaTes KOPPEKTHUPOBKH

Tpernii aTamm — OLEHKA YPOBHS Pa3BUTHSA
JIOTIOJTHUTENBHBIX YCITyT

Pa3paboTka nepeqHs JOTOIHUTEIBHBIX I
U COIyTCTBYIOILIUX YCILyT I

OmeHKa COOTBETCTBUS OKUIAHHS
MOTpeOUTENEH 10 TOTOIHUTEIEHBIM - ~ BHOCATCS KOPPEKTHPOBKH
1 7

yciayram

Pucynok 4. Cxema npomecca OIEeHKH Ka9eCTBa CEPBUCHBIX YCIYT B METUIIMHCKAX YUIPESKICHUAX

IIpumeuanue. Cocrasien asropoM (E.B. ITecennukora, O.B. I'puanes, C.C. Kyuwu, 2017).

Cepusi «9OkoHomumkax. Ne 4(108)/2022 223



M.P. CmbikoBa, 3.65.0Opasranvesa v gp.

Kak BUIHO W3 IpeACTaBICHHOW CXEMBI, IIPOLECC OLEHKH ITOJDKEH MPOU3BOIUTHCS MOJTAHO, IPU 3TOM
MOKHO OHIPEJIENUTh ¢ MCHOIB30BAaHNEM METO/Ia KBAJIMMETPHUU Ha KKIOM 3Tare HY)XKHO JINOO BBOAUTH KOp-
PEKTUPOBKH B CIIy4ae MX HE COOTBETCTBHUS, WIIM €CIH BCE COOTBETCTBYET OXKHIAHHMAM M TPeOOBAHUSAM IIO-
Tpebureneii MeHsaTh Hu4ero He Hano (E.B. Ilecennukora, O.B. I'punnes, C.C. Kyuun, 2017).

Takum 00pa3om, peuIoKEeHHAsT aJanTHPOBAHHAS MOJIENb 00SCIIEUUT HE TOJBKO Pa3BEPHYTHIN aHAIN3
KaueCTBEHHBIX TAPAMETPOB CEPBHUCHBIX YCIIYT, HO U PEJICBAHTHYIO CHCTEMY MX OIICHKH.

3akniouenue

Pa3HooOpa3ue MeToJI0B OIICHKA KauecTBa YCIIYT MO3BOJSCT, HA OCHOBE MX aHAJN3a, MOHITHh KaKHe Me-
TOJIBl UMEIOT TIPEUMYIIECTBA U HEJOCTAaTKH. B TO ke BpeMs cdhepa MEIUIIMHBI IMEET CBOM CHeIU(pUICCKUE
0COOEHHOCTH W 0oJiee YyBCTBUTENbHA K BompocaM cepBuca. O030p IUTEparyphl 10 OCHOBHBIM METOIAM
OIICHKA KayeCTBA CEPBHMCHBIX YCIYT BBISABUJ, YTO HauboJiee MPHUBICKATCILHBIMU U aJalTUBHBEIMU K cdepe
Meaunubel sBistoTes meroasl SERVQUAL, gap, meton xBamumeTpuu. Kakaslii MeTon 00/1a1aeT CBOMMHM
0COOCHHOCTSMH, B PaMKax JaHHOTO HCCIEIOBAHUS PACCMOTPEH W aJaNTHPOBaH K cdepe METUIIMHCKUX
YCIIYT METOJ KBAJIMMETPHHU OIICHKH KaueCTBa.

[IpoBeeHHBIN aHAIN3 JAHHOTO METOJIa TTO3BOJIWII C YIYETOM OCOOCHHOCTEH MEIUITMHCKUX YCIIYT OIpe-
JICTUTh OCHOBHBIC OJIOKM W TMOKa3aTel KaYeCTBEHHBIX XapaKTEPUCTHK B KaxJaoM Onoke. Ha ocHoBaHum
MIPOBEJICHHOTO MCCIICIOBAHUS ONPE/ICIICHBI ¢ TIOMOIIBIO SKCIIEPTHON OLIGHKH YPOBHHM 3HAYMMOCTH KaXKJOTO
MOKa3aTelisi KAYECTBECHHBIX XapaKTEPUCTUK C YIETOM CICIU(BUKYA MEIUIIMHCKOTO CEPBHUCA.

[MpencraBieHHass METOIMKA OIIEHKH Ka4ecTBa CEPBUCHBIX YCIIYT aanTUPOBAaHA K JACATEILHOCTH MEH-
IMUHCKHUX YUPSKICHUHN, YUTEHBI 3Tanbl NPEAOCTABICHUS YCIYT U UX 0COOCHHOCTH, COPMHUPOBAHBI OCHOB-
HbIC HAIIPABJICHUS UCCIICIOBAHMS U TIPOIIECC OLICHKH IS TTOCIICAYIOIICH KOPPEKTUPOBKH OM3HEC-TIPOIIECCOB.

Hcnonb3oBaHHEeM MeTOlla KBAIMMETPHH TMPHU OIEHKE KAavyecTBa MEAMIUHCKHX YCIYT IIeJIecoo0paszHo
JUTSL TIOBBIIIICHUS MTOKa3aTesel CTENeHN YOBICTBOPEHHOCTH MAIUCHTOB U, B IIEJIOM, HA HMUJKE MEIUIHH-
CKOI'0 YUPEXKICHUA.

Cmambs nooecomosnena npu punancuposanuu Komumema nayxu Munucmepcmea HayKu u 6biCuue2o
obpazosanus Pecnybnuxu Kazaxcman 6 pamxax evinoinenus npoexkma no meme AP13268946 «Kauecmeo
YUpPoBwIX yCaye MeOUYUHCKUX yupeosicoenull 6 Kazaxcmane 6 ycnogusx nandemuu. Memooono2us OYeHKu u
MEXAHUIMBL COBEPUICHCMBOBAHUSLY.
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MeToabl oueHKkM KavecTBa CEePBUCHbIX yCNyr...

M.P. CmbikoBa, J.b. Opasraauena, H.I1. Coxarckas, K.P. Baxanosa

MeaunuHAaIBIK MeKeMesep/eri cepBUCTIK KbI3MeTTepAiH canacbIH 0arajay agicrepi

Anoamna

Makcamor: Maxanaga CepBHCTIK KbI3METTepi Oaranay oaicTepiHe TEOPHSUIBIK TOCIIACpAl Tannay HeTi3iHae Me-
JOUIAHAIBIK MEKeMelep KbI3METIHIH IMapTTapsl MEH epeKIIeTiKTepiHe OefiMaenreH KBaIUMETPHsI 9IICiHIH HEFYPIBbIM
HETi3[IeNIreH KOHEe KeIIeH A1 ToCIIepiHiH OipiH KOJMAaHy aHBIKTAIFaH.

Odici: TeopHsIIbIK JepeKKe3AepAl IOy HeTi3iHAe KaOMHETTIK 3epTTey, capantaMalblK Oaraiay TypiHAeri Mapke-
TUHTTIK 3epTTEyJep KYPri3inmi.

Kopvimbinovr: TeopHsIbIK IepeKKe3epre )KYPri3UIreH Taujay camaibl HapameTpliep/ i Oaranay/ sy KaHaan ojic-
Tepi MeTUIMHAJIBIK KbI3METTEP CaJlaChIH/A €H KOJIaJIbl XKOHE THIMJII €KeHiH aHbIKTayFa MyMKIHAIK Oepai. XKyprizinren
capanTtamaiblK Oarajiay HETi3iHJe MEAMIMHA CAJaChIHIaFbl CEPBUCTIK KbI3SMETTEP/IIH carachlH OaraiayblH Oerdimaen-
T'€H MOJIEJi YCHIHBUIBI.

Tyorcoipvimoama: 3epTTey HOTHIXKEJIEPIH €CKepe OTBIPHIN, MEJNIMHAIBIK KbI3METTEpAIH CalajlblK CUMaTTamaia-
pBIH Oarayiay YIIiH YCHIHBUIFaH KBATUMETPUS 9JIiCTeMECi KbI3MET KOPCETy MPOLECIHIH dJICI3 )KaKTapblH TEPEHIPEK KoHE
TIOTT aHBIKTayFa JKOHE TYTHIHYIIBUIApIBIH MEIUIIMHAIBIK KBI3METKEe KaHAaFaTTaHy ACHICHiHIH KOPCETKIITepiH Oaramayra
MYMKIHIIIK Oepe/i JereH KOPBITBIH/IBI JKacayFa 00Jabl.

Kinm co30ep: cana, opicrep, KBUTUMETPHS IiCi, MEAUIIMHAIBIK KBI3METTED, KbI3MET KOPCETY, calla IapamMmeTpIiepi.

M.R. Smykova, E.B. Orazgaliyeva, N.P. Sokhatskaya, K.R. Badanova

Methods of assessing the quality of services in medical institutions

Abstract

Object: In the article, based on the analysis of theoretical approaches to the methods of evaluating services, the
application of one of the most reasonable and comprehensive approach of the method of qualimetry, which was adapted
to the conditions and specifics of the activities of medical institutions, is determined.

Method: Desk research of theoretical materials based on a review of theoretical sources, marketing research in the
form of expert evaluation.

Findings: The analysis of theoretical sources made it possible to determine which methods of assessing qualitative
parameters are the most acceptable and effective in the field of medical services. An adapted model for assessing the
quality of services in the field of medicine is presented on the basis of an expert assessment.

Conclusions: Taking into account the results of the study, it can be concluded that the presented method of
qualimetry for assessing the quality characteristics of medical services will allow to define more deeply and precisely
the weaknesses in the service process and assess the indicators of consumer satisfaction with medical services.

Key words: quality, methods, qualimetry method, medical services, service, quality parameters.
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