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Introduction. Service sector plays a significant role in formation of the optimal proportion
between the qualitative and quantitative indicators of the economic growth, establishing the
reasonable proportion between the family budget incomes and costs and providing favorable
environment for women’s employment, thus playing a definite role in maintenance of employment
gender ratio.

Medical services have public and social effect and the role of the primary healthcare sector is
indeed significant in this respect.

Review of the research papers on the issue. Improvement of medical service delivery
organization is divided into 4 components. The following indicators are used for their assessment:[4]

1. Hospital sector development;

2. Primary healthcare development;

3. Organization of ambulance service;

4. Healthcare at penitential system facilities.

Introduction of adequate healthcare conception in the medical service sphere has a long history
and it is related to the works of such scientists as Donabedian, Robert Bruck, Ovretveit, Henderson
etc.

Patient is regarded as a client, this was resolved by the UK Patients’ Charter, providing for
both, the patients’ rights and the service standards. J. Ovretveit has stated three dimensions of the
medical service quality by the interested groups (Diagram 1)[8].
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Fig. 1. J. Ovretveit has stated three dimensions of the medical service

Primary material description. Medical service is organized in three levels in Georgia:

I. Primary healthcare;

I1. Standard stationary services;

I11. High-tech hospital services.

Study of organizational and managerial innovations would undoubtedly play a positive role in
the medical service quality improvement and in protection of the patients’ rights, as medical service,
as such, implies medical treatment providing to the patients using medical achievements, relying on
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the scientific evidence and the best clinical practice, and this acquires increasing significance with
economic transformations ongoing in the country together with the reforms in the healthcare sphere.
The issue of destruction of the existing mental dogmas in medical practices and informing the public
about the necessity of healthcare system reformation is on agenda now.

Processes in the country’s healthcare sphere calls for stimulation of primary healthcare
facilities’ management to apply mechanisms motivating the medical personnel to work better in their
managerial activities. This would contribute to improvement of the medical service quality. The
patients’ opinion is one of the most sensitive indicators for the medical services assessment, and it
would be very helpful for the organization in implementation of managerial innovations. [1]

Our research, consideration of the experience gained in the foreign countries, analysis of the
normative acts issued in Georgia, allowed us to make the assessment of the patients’ satisfaction with
the medical services, provided by the specialists at the primary pediatric healthcare facilities.

We have conducted studies at the level of primary healthcare facilities. Regarding the goal of
our research, we found it reasonable to assess medical services’ quality through the example of
»~MMedi22“ Clinic and to study the results of organizational and managerial innovations. For the
purpose of studying the patients’ satisfaction, 200 patients were interviewed at ,MMedi22“ Clinic;
service quality was assessed within the 10-point system. The table below provides the summary of
the study results (Table 1.)

Question: Please, evaluate the quality of services provided by the specialists at “MMedi22”
Clinic at a scale from one to ten.

Table 1
Results of the patients’ assessment of the services quality provided by doctor-specialists
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Pediatrician 200 190 0 4 5 32 149
Surgeon 200 185 0 2 2 18 163
Otto-rhm_o- 200 194 0 0 4 14 172
laryngologist

Ophthalmologist 200 197 0 1 0 17 179
Cardiologist 200 192 0 0 1 24 167
Neurologist 200 187 0 1 0 27 159
Total 200 197 0 6 10 24 157

Source: adapted from a sociological study conducted by our clinic Mmedi22 flights

The table shows the patients’ and their parents’ opinion; evaluation within the 10-point scale
of the level of satisfaction with the medical personnel’s service being the outcome of one of the most
significant components. [5]

We provide study of the patients’ satisfaction level on the example of “MMedi22” Clinic; as
specified in Table 1, at “MMedi22” the medical service quality is satisfactory, according to the data
provided therein. Based on the results of interviewing of the patients and their parents, 77% of the
interviewed are fully satisfied with the medical personnel services awarding 10 points to the doctors’
service quality, 15% of the interviewed awarded 8 points and so on. Basing on our research results,
we can evaluate the positive positions of the management at the above clinic. “Taking the advantage
of the highest available health care standards” is one of the most significant issues of Alma-Ata
Declaration of 1978 and Ottawa Charter adopted by World Health Organization in 1998 for the
primary health care level facilities.

It is significant as well that the methods for assessment of satisfaction and the application
techniques are improved every year. It the study and assessment of the patients’ satisfaction level,
within the primary healthcare level, it is of significance for evaluation of the both, medical service
levels and specific skills of the physicians. [7] Patients’ opinions would contribute to achievement of
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the desired outcomes based on the today’s medical science and technologies that would be helpful for
the organization and implementation of the managerial innovations.

Based on survey of the patients’ satisfaction with the medical services and on implementation
of the managerial innovations, the decision was taken on establishing the Children’s Health Center
within the Clinic. We believed that this innovation would yield positive results. We were able to
realize this idea in January 2015. [5]

Children’s Health Center serves to improvement of the children’s health, diagnosing the
existing problems and their management, providing preventive health care. The main thing
distinguishing this Center from the other primary healthcare facilities is that it provides services to
both, healthy children and those with light physical, psychological and cognitive problems. | would
like to state that this is the first center of this type in Transcaucasia.

Offered services:

1. Assessment of a child’s global development by the pediatrician;

2. Consultations of the logopaedist;

3. Consultations of the psychologist;
4. Consultations of the special teacher;
5. Consultations of the recreation therapists, massage specialists;
6. Consultations of physiotherapists;

7. Remedial swimming, hydro massage;

8. Sand beach, special physical massage techniques in the sand;

9. Baby swimming and exercises (baby spa);

10. Fitness, sports dance. Performing presentations. [6]

Comfortable swimming pool for children, safe and hygienic environment, individual program,
light exercises after swimming, it is a real baby spa. Water is the favorite environment for the babies,
perfect for promotion of their motor development. Now it is the ninth month of functioning of the
Children’s Health Center, and we should note that it works at full capacity all the time. Both, children
and their parents are satisfied and this shows that our recommendation on innovations was
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reasonable. For 9 months, 2700 children have used our services. It was achieved by implementation
of the targeted organizational, promotion and managerial measures.

Conclusions. Regarding the above said, we can make the conclusion that the medical facilities
are subject to evolution. Gradually, in the process of providing services, the patients’ rights become
apparent, as well as the necessity of awareness and improvement of academic level, formulation of
vision, taking the services and needs into consideration, meeting the clients’ expectations, survey of
satisfaction. Results of assessment of the patients’ satisfaction allows us to make the conclusion that
in the most of the surveyed polyclinics the following is ensured: [3]

1. Availability;

2. Communication;

3. Service coordination;

4. Politeness, respect, readiness for support;

Consumer services:

1. Introduction of the managerial innovations allowed consistent improvement of the
organizational structure that is still in progress

2. For the purpose of institutional capacity building, based on innovative managerial and
organizational measures and recommendations for improvement of the legal framework, the positive
results were achieved with the practical significance that, in our opinion, could be interesting for
development of the national strategy of medical service quality improvement, as well as for their
application in the education process.
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(case of Thilisi ambulatory pediatric clinic). The work provides discussion of one of the priorities
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adolescents and improvement of medical services availability. Study of management characteristics,
organizational and managerial problems plays significant role in achievement of medical service
guality assurance and efficiency of the health care sector. Processes ongoing in the health care sector
of the country cause interest in the primary healthcare management to apply the mechanisms
motivating medical personnel to better perform their managerial activities, and this, in its turn, would
contribute to improvement of the medical service quality and introduction of the management
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Nowadays various methods for medical service quality assurance and improvement are known.
Among the medical service assessment indicators particular attention should be paid to the outcomes
as this is the main goal of the medical service: to provide proper medical treatment to the patients.
The research results are described in the present paper.
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Jlomaiis Iliana, 1oKTOp EKOHOMIYHHUX HaYK,
nonent. Tamap YakyHamBini, moOKTOpaHT.
I'py3uHCchKHit TeXHIYHUN YHIBEPCHUTET.
InnoBaniiinuii MeHeqxkMeHT Yy cdepi oxopoHu
3n0poB’st (Ha nmpukiaai Toéinicbkoro guTs4Yoro
LeHTPY 3A0poB’s). Posrmsgnyro omuH 3
NIPIOPHUTETIB PO3BUTKY c(epr OXOPOHH 310POB's,
PO TiIBHIICHHS JOCTYIHOCTI OXOPOHH 3I0OPOB’S i
MEIWYHOTO OOCITYrOBYBaHHS [IJIsI HACEICHHS,
ocoONMMBO IS miTed 1 MLITKIB. BuBuyeHHIO
OCOONMMBOCTEH MEHEKMEHTY # Oprasi3almiifHo-
YOPaBIiHCHKHUX MPOOJIEM HAaHO BEIMKE 3HAUCHHS
B 3a0e3neyeHH1 SIKOCTI MEIAYHOTO
00CIyroByBaHHS Ta JOCATHCHHI C(EKTHBHOCTI
CHUCTEMH OXOPOHM 3J0pOB’s. 3’sCOBaHO, IO
mpoIiecy, sIKi BiIOYBAaIOTHCSA B CHCTEMi OXOPOHH
3M0pPOB’s KpalHW, BH3HAYAIOTh 3aIliKaBIICHICTh
MEHEPKMEHTY YCTaHOB MEPBUHHOI JJAHKU OXOPOHU
3II0pOB’S B TOMY, II00 yTIpaBIiHChKA MisITBHICTH
CTBOpHJIa MEXaHI3MHU BHYTPIIIHBOI TiSTBHOCTI, IO
(OpMYIOTP MOTHBAIII0 Kpamoi poOOTH s
MEIUIHOTO TIEPCOHATY. e CIPUSATIME
MiABUIICHHIO IKOCTI MEUNYHOTO 0OCITYTOBYBaHHS.

[IporoHOBaHI  MOCHIMKEHHA 1  JIOCBIf,
HaKONMMYEHUH Yy 3apyObKHUX KpaiHax, aHaji3
HOPMaTHBHHUX aKTiB, MiAroToBIeHHX Yy ['pysii,
JaJIi MOXKJIMBICTh OLIHUTH PiBEHb 3aJI0BOJEHOCTI
TAIi€HTIB MEeIUIHUM 00CIIyrOBYBaHHSIM,
OTpUMaHUM B YCT@HOBaX IIEPBMHHOI JIaHKH
OXOpOoHH  370poB’si.  [lOKa3HWMK  CIIOKUBAaHHS
MEIWYHHX MOCTYT i MEAWYHOI MPOAYKTUBHOCTI HE
BIANOBiTa€  MDKHApPOAHHM  CTaHAapTaMm, IO
BIUIMBa€ Ha €(DEKTHBHICTH, KIIHIYHI Pe3yIbTaTH 1
SIKICTD HATAHUX METUIHUX TOCIYT.

CporojHi BioMi pizHI METOIN
3a0e3neueHHss W TOJNIMIIEHHS SKOCTI MEIMIHOTO
oOciyroByBaHHs,  ocoOnuMBa  yBara  LIOJO
XapaKTEePUCTUK OLIIHIOBaHHS MeMYHOTO
00CITyroByBaHHS NOBUHHA NPUALIATHCS
OIIHIOBAHHIO PpE3yJbTaTy, OCKUIBKH came BiH
BiZioOpaxae OCHOBHY MeTy MEIUYHOTO
00CITyTOBYBaHHS — HAJaHHS HAJEKHOI MEIUIHOT
JIOTIOMOTH MAIli€EHTOBI.

Kniouosi cnosa: [lutsiunii LeHTp 310pOB’S,
MIEpPBUHHA JIAHKA OXOPOHH 37I0POB’sI, iIHHOBAIIHHUIHA
MEHEKMEHT, OpraHi3aniiHO-yIpaBIiHCHKUH
MEHEKMEHT.

VJIK 330.65.61

Jlomaiia I{uana, NOKTOp SKOHOMUYECKHUX
HayK, JOLICHT. YakyHamBuJIn Tamap,
JIOKTOPAHT. I'py3unckuit TEXHUYECKUH
yHuBepcuTeT. UHHOBAIMOHHBIH MEHeIKMEHT B
chepe  3apaBOOXpaHEHHUNA (na npumepe
TOWIMCCKOr0 /1eTCKOr0 LEeHTPa 310pPOBbs).
PaccMoTpeH onMH W3 TPUOPUTETOB PA3BUTHUSA
chepsr 3IPaBOOXPaHEHHS, MTOBBILIEHIE
JOCTYITHOCTH 3APaBOOXPAHEHUS] W MEIHIIMHCKOTO
oOCITy’)XKMBaHUS ISl HAceNeHHs, OCOOEHHO st
nereil m TMoApocTKoB. M3yueHmro ocoOeHHOCTEH
MEHEHKMEHTA 31 OpTraHM3aIMOHHO-
VIpaBIEHIESCKAX MpoOsieM Tpumaércs OombIIoe
3HaYeHHE B 00ECIEUEHNN KauyeCcTBa MEAUIUHCKOIO
OOCITy)KUBaHUS M JTOCTHKCHUH 3(PPEKTUBHOCTH
CUCTCMBI 3):[paBooxpaHeH1/I;1. BI)ISICHGHO, qToO
TIPOIIECCHI, MIPOTEKAIOIINE B CHCTEME
3/paBOOXPaHEHUS CTpaHsbl, OTIPENIENAIOT
3aMHTEPECOBAHHOCTh MEHEKMEHTA YUPEeKICHHHA
MEPBUYHOTO 3BCHA 3/PABOOXPAHCHUS B TOM,
4TOOBI yIpaBJCHYECKAas MEATETBHOCTh CO3/aia
MeXaHU3MBbI BHYTpCHHEH JEITENBLHOCTH,
(dhopMupyrOIIe MOTUBAIMIO TyYIIei paOOTHI IJist
MEIUIIMHCKOTO TIepCOHAaNa, 9YTO caMo co0oi Oyner
CII0cO0CTBOBATHL MOBBIIICHUIO KayecTBa
MCECOUIIMHCKOI'O O6CJ’Iy)KI/IBaHI/I)I.

[Ipennaraemble UCClIiEJOBaHWE U  OIIBIT,
HaKOIJICHHBIM B 3apyOeXHBIX CTpaHaX, aHaJIN3
HOpMaTI/IBHI)IX AKTOB, IIOATOTOBJICHHBIX B prSI/II/I,
Il BO3MOJKHOCTh OLIEHUTH YpOBEHb
VIOBJIICTBOPCHHOCTH ITAIACHTOB MEIUIIMHCKIM
o0CITy’)KWBaHHEM, TONYYCHHBIM B YUYPEKICHHIX
MIEPBUYHOTO 3BEHA 3/IpaBooxpaHeHms. [lokazaTenn
moTpeOIeHns MEIUIIMHCKUX ycIyT 51
MEIUIINHCKON TPOIYKTHBHOCTA HE COOTBETCTBYET
MEXIyHAPOAHBIM CTaHIApTaM, YTO OKa3bIBacT
BiIMsHUE Ha  3((EKTHBHOCTb,  KIMHUYECKHE
pe3yHbTaTI)I U KQ4CCTBO OKAa3aHHBIX MCIAUIMHCKUX
YCIIyT.

Ha CErOIHSIIHU T JICHb U3BECTHEI
pa3J'II/I‘IHI>Ie METOAbI 066CHe‘IeHI/IH u yJ'Iy‘IHIeHI/ISI

KadyeCcTBa MEOAUITUHCKOI'O O6CJ'Iy)KI/IBaHI/I$[,
oco0eHHOe BHHUMAaHHUC OTHOCHUTCJIBHO
XapaKTCPUCTUK OLICHKH MCIUIIMHCKOI'O

0OCIy’)KMBaHMsl  JIOJDKHO  YAEJNATHCS  OLICHKE
pe3ynpTaTta, Tak Kak HMEHHO OH OTpaxaer
OCHOBHYIO II€JIb MEJUIIMHCKOTO OOCIYKHBaHHSI —
OKa3zaHHME HaJJIeKale MEIUIMHCKON TMOMOIIH
TIAITHEHTY.

Knioueevie  cnoea:  Jlerckuili  LEHTp
3/I0pOBBSI, IMEPBHYHOE 3BEHO 3APAaBOOXPAHEHUS,
HMHHOBAITMOHHBIN MEHEKMEHT, OPTraHH3alHOHHO-
yIpaBIeHYECKUH MEHEKMEHT.
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