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I. CONCEPTS OF THE RESEARCH

Actuality and importance of research theme. Medical services are an integral part of every
person's life, and the quality of these services directly affects the health and well-being of society.
Quality management has become an important issue for healthcare organizations over the past
decades. A focus on quality of care is relevant and necessary to effectively manage these services
for the benefit of patients and physicians. This is because the field of health policy and
management faces significant theoretical and practical challenges. Despite years of reform efforts,
Israel's health care system needs improvement, especially in terms of quality. Among the many
reasons for this, one can highlight the dominance of microeconomic thinking and the lack of
comparative studies of healthcare organizations. Healthcare organizations face many challenges
that can be classified into four main areas: increasing costs of healthcare services, rapidly
increasing technological dependency, pressure on organizations from international regulatory
bodies to reduce costs and improve quality, and pressure to meet patient needs.

Improving the quality of medical services in Israel's public general hospitals will provide
better healthcare for the country's residents. Public general hospitals in Israel are the main
providers of healthcare services to the population, especially for those who cannot afford private
healthcare services. Therefore, improving the quality of medical services in these hospitals is key
to improving the overall health and well-being of Israeli residents.

In the modern world, a large number of innovative technologies, approaches, methods and
tools have been introduced and are in use, which can significantly improve the quality of medical
services and manage this process more productively. Studying the features of their development
and implementation in the management system of public hospitals in Israel will improve the
quality of medicine in general and, accordingly, make them more accessible to everyone. In
addition, Israel is one of the leading countries in the field of medicine and modern medical
technology in the world. A well-chosen system of management tools for improving the quality of
medical services will help maintain and strengthen Israel's leadership in this area.

The area of quality and patient safety in healthcare is relatively new. However, interest in
quality in a broader sense continues to grow. In Israel, activities to improve quality and patient
safety have recently begun. It was not until 2003 that the National Program for Quality Indicators
in the Community was launched, and in 2012 the National Program for Quality Indicators in
Hospitals was launched. Thus, to date, in Israel there are no theoretical and practical results from
extensive research on tools and their implementation in the quality management system in public
general hospitals.

Effective quality management of health care services can help hospitals provide safe and
effective care, as well as improve efficiency and reduce health care costs for governments and
individual patients. By focusing on quality management, hospitals can also improve patient
satisfaction, reduce the risk of medical errors and adverse events, and ensure compliance with
relevant regulations and standards. This can help build trust in the hospital among patients, families
and the community at large.

Study degree of the research theme. To date, the issue of managing the quality of medical
services has been studied fragmentarily and does not present a holistic picture and a unified vision
of the processes, ways and approaches that could guide the development of policies, strategies or
programs for managing the quality of individual medical services of a medical institution. The
results of the analysis of existing practices and developments in the field of quality management
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at the country level, as well as in Israeli hospitals, are not sufficiently reflected in theoretical
studies.

However, some issues related to quality management of medical services are covered in
various studies by scientists and practitioners. Approaches to defining the concept of quality of
medical services vary depending on the points of view of the authors. Some authors, including
Subhash S., Shewhart W.A., Endeshaw B., Lakin K., Kane S., highlight certain values and
understanding of the quality of medical services. The World Health Organization and the
International Standardization Organization provide rather vague definitions of the quality
characteristics of health care services. The dual nature of the quality of medical services is reflected
in the studies of Donabedian A., Cu¢kovié D. et al. Israeli scientists Bar-Ratson E., Rosen B.,
Gabison R., and Eligulshvili B. also consider various aspects of the quality of medical services.
The process of improving the quality of medical services in the Republic of Moldova, aspects of
the implementation of personalized medicine and its quality are considered by Moldovan scientists
Dragomir L., Carp M., Zarbailov N., Gusila I., Kurochkin G. S., and Topa A.

The formation of the quality of medical services is influenced by a number of factors, which
was noted by Kim C.E., Zachariae R., Zamir F., Jaafar S., Ismail M., and Mosadeghrad A.M., as
well as Israeli scientists Balicer R., Dreiher J., Davidovich N. et al. Significant contributions to the
development of approaches and tools in the field of quality, including in medicine, were made by
Ishikawa K., Tillinghast S.J., Deming W_.E., Baker A., Busse R., Panteli D., Busse R., Kunkel S.,
et al . Quality is a response to administrative restrictions and external rules: accreditation, quality
program, investment programs - this is the conclusion of the authors Price D., Fukey L. N.,
Haugland H., Fereday S., Johnson J. K., Barach P., and Antony J. They continued their research
within the framework of the development of quality management tools. Thus, the author came to
the conclusion that, based on the results of theoretical research, one can very productively develop
one’s own ideas, establish patterns and obtain acceptable results for increasing the efficiency of
medical services by improving the quality management system.

Purpose of research is to develop management tools for improving the quality of medical
services in public general hospitals in Israel.

Objectives of research:

* describe approaches to determining the quality of medical services;

* describe the process of assessing the quality of medical services;

* describe the role of management tools in improving the quality of health services;

* reveal the methodology of scientific research; present the main research methods; describe
approaches to analyzing and presenting research results;

« conduct a comparative analysis of healthcare systems in terms of improving the quality of
medical services in countries around the world;

+ identify trends in improving the quality of medical services in Israel;

« explore the experience of using quality assurance tools in public general hospitals in Israel;

» form a mechanism for managing the improvement of the quality of medical services in
public general hospitals in Israel;

* develop a system of tools for managing the improvement of the quality of services in public
Israeli hospitals; evaluate the effectiveness of the management mechanism for improving the
quality of medical services in public medical institutions in Israel.

Hypothesis of research. The introduction of a set of modern management tools for
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improving the quality of medical services in public general hospitals in Israel, when adapted within
the framework of an appropriate mechanism, will increase the quality of medical services and
improve patient satisfaction. The most likely and promising scenario, as suggested by the author,
is to build on the basis of the quality management mechanism recommendations for quality
improvement management for public general hospitals in Israel, which relate to the use of the
mechanism, the algorithm for using tools, as well as assessing the effectiveness of implemented
solutions.

The study confirmed the hypothesis that the introduction of modern management tools and
a quality management mechanism actually contributes to improving the quality of medical services
in public hospitals in Israel. This fact is confirmed by studies of country practices, as well as
surveys, patient reviews and other studies in Israeli general hospitals. The results of the study and
the author’s practical developments may be useful for the future improvement of the mechanism
and tools for managing the quality of medical services.

Synthesis of research methodology and justification of chosen research methods. The
structure of the scientific research methodology within the dissertation includes three areas:
general characteristics of the research, the logical structure of the research and the time frame for
conducting the research. The author chose a general approach to the study, based on the
relationship between quantitative and qualitative methods of data analysis. Aspects such as
reliability, validity, and representativeness were taken into account when assessing the quality of
the study. The interrelation of fundamental (analysis, historical, logical, synthesis, induction,
deduction, hypothetical, formalization) and applied research (observation, interviews,
questionnaires, survey, testing, photography, measurement, comparison, experiment, modeling)
made it possible to find the optimal and logical sequence of their application in the context of the
problem being studied - the quality of medical services in general hospitals in Israel. This made it
possible to obtain a more accurate and complete understanding of the processes and phenomena
studied as part of the study. By combining different research methods, the quality and reliability
of scientific research and its results can be significantly improved. Thus, the use of fundamental
and applied research methods is a necessary condition for the development of science and practice
in the medical field, as well as for solving specific problems and problems of the research object.
This approach to research work was chosen based on the characteristics of the subject and object
of research in the dissertation.

Abstract of thesis chapters, focusing on investigations performed and their need of
achieving the purpose and the objectives of the research. The dissertation is presented on 159
pages of the main text. The structure of the doctoral dissertation includes an introduction, four
chapters, conclusions and recommendations, a bibliography of 284 sources, 14 tables, 55 figures
and 66 appendices.

The introduction argues for the relevance and degree of knowledge of the research topic,
outlines the goal and objectives, presents a working hypothesis, describes the research
methodology, and briefly outlines the content of the dissertation chapters.

Chapter I, “Theoretical aspects of the quality of medical services as a component of the
value-normative system of modern society,” reveals approaches to defining the concept of
quality of medical services. The author also discusses methods for assessing the quality of services
in the field of medicine. The features of the use of quality management tools, which logically come
from approaches to quality management, are described.
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In Chapter II, “Methodology for conducting scientific research,” the author developed a
methodology for scientific research, which was used to achieve the goal of the study, solve
problems and test the hypothesis. The methodology provides specific research methods and tools,
their description and the optimal order of application within the framework of research work.
Approaches to analyzing and presenting research results in dissertation work to formulate
conclusions and recommendations are also considered.

In Chapter III, “Analysis of the development of the Israeli medical services market in
the context of quality assurance,” the author conducts a study of global systems for improving
the quality of medical services using the example of a sample of countries. This made it possible
to identify patterns and the degree of influence of certain factors and phenomena on the
effectiveness of quality management in private and public general hospitals. An in-depth study of
trends in the development of the quality of medical services in Israel was conducted by conducting
a questionnaire, studying documents, as well as internal documentation of general hospitals in
Israel. This provided insight into the experience of using quality assurance tools in public and
private hospitals in Israel. This analysis allowed us to identify trends, problems and advantages of
the existing quality management system and find ways to possibly improve it.

In Chapter IV, “Development of a system of tools for managing the improvement of the
quality of medical services in public general hospitals in Israel,” the author developed a
mechanism for managing the improvement of the quality of medical services in public hospitals
in Israel. This mechanism includes a comprehensive system of instruments that are suitable for use
in public general hospitals in Israel. In order to establish the degree of effectiveness of the author's
developments, an assessment of the effectiveness of the management system for improving the
quality of medical services in public medical institutions in Israel was proposed. These
developments will become the basis not only for practical implementation, but also for future
research and testing in theoretical terms.

In general conclusions and recommendations, the author summarizes the results obtained
and formulates conclusions that can be used for making management decisions in medical
institutions in Israel. This part also provides recommendations that addressed to direct
implementers to help improve the quality of public general hospitals in Israel and solve specific
problems. The author's recommendations are based on the results of the study, as well as on a
review of the literature and analysis of the experience of other countries, medical institutions and
researchers in the field of quality management of medical services.

II. CONTENT OF PHD THESIS
The first chapter "Theoretical aspects of the quality of medical services as a

component of the value-normative system of modern society' presents various approaches to
determining the quality of medical services and methods for assessing it, which are used in medical
practice and have been reflected in scientific research. The author's research has improved the
understanding of what factors influence the quality of medical care and how it can be improved in
practice.

The quality of medical services is one of the most important factors for public health. Poor
quality of medical care can also lead to inefficient use of resources and management, and
consequently have a negative impact on the country's economy. In general, the quality of medical
services has a direct impact on people's lives and health. Therefore, improving the quality of care



and developing effective assessment methods are important challenges for health systems and
future research. Quality assessment should be objectively based on these two aspects at the level
of health services, paying attention to both quantitative and subjective aspects (attitudes,
interpersonal relationships)!. Health service includes medical care and medical maintenance, as
shown in Figure 1.

Medical service

Medical care Medical maintenance
I
I I
Service delivery technologies Information and Patient experience
communication
o . support
Waiting time for services PP
Services
Medical equipment Interaction with staff
Infrastructure

Medical infrastructure

Information support

Staff competencies

Figure 1. Medical service model [developed by the author based on?]
Researchers emphasize that the quality of medical services is influenced by many factors:

qualifications and professionalism of medical staff, availability of equipment and technologies,
organization and management of medical services, timeliness of provision of medical services,
degree of patient involvement, taking into account procedures and standards. The professional
experience and qualifications of medical staff can significantly affect the quality of medical
services. The degree of customer satisfaction rests entirely with the medical staff*.

Based on the studied approaches to determining the quality of medical services and the
conclusions formulated, the author made an attempt to supplement the definition of the quality of
medical services. The quality of medical services, according to the author, is a personalized
approach to each patient, based on his genetic, biological, psychological and social characteristics,
taking into account compliance with the requirements of quality standards, which increases the
likelihood of achieving the desired results in the field of healthcare in general and specific patients
in in particular. It is important to emphasize that this definition is based on a personalized
approach, that is, quality is inextricably linked with the set of expectations of each individual
patient, who in his own (individual) way represents the process and result of the provision of
medical services in the context of medical care and medical care.

The classic procedure for assessing the quality of medical services includes the steps of the

' JURAN, M.J. Quality Planning and Analysis. New York, NY: McGraw-Hill, 1970, ch. 1 “Identification of customer
needs”, p. 50, 65. ISBN 0071129928.

2BUTOVA, T.G., DANILINA, E.P. BELOBORODOV, A.A. Assessment of the quality of medical services in modern
conditions: problems and solutions. In: Modern problems of science and education, 2017, nr.6, p. 13-21. ISSN 2070-
7428.

3ZAMIR, F., JAAFAR, S., ISMAIL, M. Factors influencing medical services quality on patient satisfaction towards
loyalty. In: International Medical University (IMU), 2022, nr.3, p. 30-39. ISSN 2519-139X.

4KO, D. G. et al. Operational efficiency and patient-centered health care: A view from online physician reviews. In:
Journal of Operations Management, 2019, nr. 65(4), p. 353-379. ISSN 0272-6963.
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algorithm presented in Figure 2.
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Figure 2. Algorithm for assessing the quality of medical services [developed by the author
based on?]
According to the WHO concept, there are three aspects of quality®: quality of structure;

process quality; quality of outcomes. Also, the triad (methodology) of Donabedian A. seems to be
the most valid, based on a complex of structural, procedural and effective components of analyzing
the quality of the medical service provided’. Accordingly, the measures taken to control the quality
of medical care should also be considered within the framework of three components: the quality

S MULESA, O. et al. Development of models and algorithms for estimating the potential of personnel at health care
institutions. In: East European Journal of Advanced Technologies, 2019, nr. 4 (2), p. 52-59. ISSN 1729-3774.

¢ Types of Health Care Quality Measures. Agency for Healthcare Research and Quality, 2023. [accessed 27.01.2023].
Available at: https://www.ahrq.gov/talkingquality/measures/types.html

"DONABEDIAN, A. Evaluating the quality of medical care. In: The Milbank Quarterly, 2005, nr.83(4), p. 691-729.
ISSN 0887-378X.
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of the structure (assessment of the material and technical base, equipment, human resources), the
quality of the process (the completeness and sufficiency of diagnostic, therapeutic, preventive and
rehabilitation measures), the quality of coutcomes (assessment of the performance of a doctor,
department or service, institution, health care system). According to these components, in theory
there are three approaches to assessing the quality of medical services: structural, process and
outcome. Based on the analysis of quality management tools in the context of medical services,
the author developed a diagram presented in Figure 3.

System of tools for quality management of
medical services

v v v v
uality planning and . .
Q ydi sign & Quality assurance Quality control Quality improvement

-marketing research tools;
-quality function
deployment (QFD);
-theory of solving
inventive problems;
-benchmarking;

-heuristic techniques.

-training and education of
staff;

-affinity diagram;
-connection diagram;
-tree diagram;

-matrix diagram;
-network diagram (Gantt
chart);

-decision making diagram
(PDPC);

-priority matrix.

-bar chart;

-Pareto diagram;
-control chart;
-scatter diagram,;
-stratification;
-check sheet;
-Ishikawa diagram.

- Six Sigma;

- Lean Management;
Theory of Constraints;
- Total Quality
Management;

- Continuous
improvement;

- DMAIC;

- PDSA;

- Hoshin Kanri;

- Value Stream Mapping.

Figure 3. Diagram of tools for managing the quality of medical services
[developed by the author]
The presented diagram of tools for managing the quality of medical services emphasizes

their diversity. The tools can be used to plan for providing a high standard of healthcare and to
monitor and improve the quality of healthcare services. From planning to improvement, each tool
plays a role in creating reliable, efficient and safe healthcare processes. The harmonious
combination of these tools helps to provide quality medical services that meet the needs and
expectations of patients.

From the theoretical material analyzed by the author, it follows that the process of quality
management of medical services includes four sequential types of activities: quality planning and
design, quality assurance, quality control and quality improvement. It is important to select a well-
chosen set of quality management tools that corresponds to one or another initial and expected
situation in a medical institution in relation to quality management.

The second chapter '"Methodology for conducting scientific research" describes the
structure of research methodology and research methods that are included in theoretical and
empirical research. Scientific research methodology is a set of strategic and tactical methods that
are used by researchers in the process of conducting scientific research®. As the basis for the
methodology of this scientific research, the author identified methodological paradigms, research
objectives, formulated a scientific hypothesis, methods of data collection and analysis, and
developed a research plan. The author used the structure of the research methodology within the

8 PATEL, M., PATEL, N. Exploring Research Methodology. In: International Journal of Research and Review,
2019, nr. 6, p. 48-55. ISSN: 2349-9788; P-ISSN 2454-2237.
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framework of the dissertation, presented in Figure 4.

Dissertation Research Methodology

Study Characteristics Logical structure of the Study Time Frame
study
| | |
* Subject . St
« Norms of scientific activity . Oije ot . ?’Iffseess
* Terms of scientific activity « Ttem « Milestones
* Principles of scientific

e Forms of the structure of

aCthIt}{ N scientific activity
e Peculiarities of e Methods

scientific activity « Results

Figure 4. Methodology of scientific research in the dissertation [developed by the author]

One of the key aspects of scientific research methodology is the choice of overall research

approach. Qualitative research can be useful for gaining in-depth understanding of social
phenomena and processes, while quantitative research is used to obtain more precise and
quantitative data’. As part of this dissertation research, the author selected a mix of quantitative
and qualitative research and, accordingly, the most suitable methods of data collection (surveys,
interviews, observation, questionnaires, etc.).
Analysis and presentation of research results are an important part of the process of scientific
knowledge. After conducting the study, it is necessary to analyze and interpret the data obtained,
as well as present the results in a convenient and accessible form. To achieve this, in scientific
practice there are several approaches to analyzing and presenting research results, each of which
has its own advantages and disadvantages. The author reviewed the main approaches to analyzing
and presenting research results within the framework of this dissertation.

The choice of methods for analyzing and presenting results depends on the specific field of
study and requires appropriate data analysis and the experience of the researcher. Combination
analysis can combine both quantitative and qualitative analysis to provide a more complete
understanding of the data being studied.

It has been determined that there is a critical role in developing proper scientific research
methodology. It includes characterization, logic structure and time frame. The research stages,
according to the methodology, must be completed in accordance with established scientific
standards and ethical norms. Thus, methodology is an important element of scientific knowledge.

The third chapter is '"Problem-critical analysis of the dynamic development of the
Israeli medical services market". Today in world practice there are three main types of
healthcare systems:

1) The budgetary (state) system assumes a significant role of the state as a buyer and provider
of services in ensuring financing of healthcare from tax revenues and providing medical services
to the entire population free of charge.

® SMAIJIC, E., AVDIC, D., PASIC, A. Mixed Methodology of Scientific Research in Healthcare. In: Acta Informatica
Medica, 2022, nr. 3, p. 57-60. ISSN 035381009.

11



2) The insurance (social insurance) system is based on the principles of a mixed economy,
combining market relations with government control, forming a system of regulated health
insurance.

3) With the dominance of the private (non-state, or market) healthcare system, medical
services are usually provided on a paid basis, at the expense of private insurance and personal
funds of citizens (50% and above). There is no unified system of state health insurance, because
the state’s powers include providing medical services mainly to socially vulnerable categories of
citizens (the unemployed, the disabled, the elderly, the poor).

The author analyzed the quality management systems of medical services in a sample of
countries around the world and concluded that the quality management systems presented in the

diagram in Figure 5 are most often used.

Quality management of medical care

A 4

4—| Principles of Total Quality Management

Quality management system standard
v v v v v v
Quality policy Focus on Health Performance Resource Documentation Improving the
consumption Service Life evaluation management of information organization's
Cycle environment
Processes
The Regular Processes are Process Resources A new system The corporate
organization's training is being formed performance contributing of internal culture of a
management provided and efficiency to the and external medical
system is based on the indicators are achievement document organization
being experience of defined that of quality management is being
restructured the best are consistent objectives are is being formed
to achieve departments with the analyzed developed
quality goals in the field of quality
quality strategy and
indicators
Efficiency of Increased Improving the Improving Costs for the Satisfaction Improving
management customer quality of the provision of with the work health care
of the medical satisfaction medical care effectiveness medical services of the performance
organization and are reduced and personnel of a and outcomes
increases efficiency of revenues from medical
medical paid services are organization
services increased increases
T ) ) ) ) x )

The effect of the implementation of the quality management system

Figure 5. The quality management system of medical services adopted in medical
institutions around the world [developed by the author]
This diagram demonstrates the key aspects of a quality management system that can be

applied in healthcare settings around the world. Sections of the figure, such as Quality Policy,
Consumption Focus, Performance Measurement and Improving the Organizational Environment,
highlight the importance of focusing on patient needs and improving the quality of services, as
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well as measuring and improving processes and results. Overall, the framework demonstrates that
a quality management system is an important tool for improving the quality of health care services,
and that these principles can be applied in health care settings in any country. However, it should
be borne in mind that the implementation of such a system may require additional resources and
efforts on the part of medical institutions to ensure the effectiveness and success of
implementation.

The author analyzed the trends that have the greatest impact on the quality component of
medical services, which is schematically presented in Figure 6.

Trends in improving the quality of
medical services in Israel
I

Healthcare Medical service

l |

- digitalization of healthcare;
- ensuring transparency in the
healthcare system;

- public reporting;

- quality courses.

- publication of quality guidelines;
- individual approach;

- technology integration;

- development of medical robotics.

Figure 6. Trends in improving the quality of medical services in Israel
[developed by the author]

Trends in improving the quality of medical services were conditionally divided by the author
into two types: Healthcare (treatment and diagnosis) and medical service (planning, accessibility
and organization). The introduction of modern medical technologies, such as telemedicine,
artificial intelligence and big data analysis, makes it possible to more accurately diagnose diseases
and more effectively choose treatment methods. The author noted that some quality management
and control tools are well developed in Israel (e.g., legislation, quality indicators, infection control,
accreditation and patient experience monitoring), while others (e.g., peer review and clinical
guidelines) are not. The author conducted a study to assess the quality of medical services in public
hospitals in Israel based on official statistical data. For this purpose, quality indicators were divided
into those that characterize the technical side of the medical service and the interpersonal one. At
the same time, these indicators reflected the essence of approaches to assessing the quality of
medical services in hospitals, which is presented in Table 1.

Table 1. Assessment of the quality of medical services in public hospitals in Israel, 2023
[developed by the author based on'’]

Technical side Interpersonal side
(health care) (medical service)
Process approach Continuity of care Attitude and respect for the patient
1. Golda—-_89.75 1. Carmel —92.25
2. Soroka—88.5 2. Golda—-92.25
3. Carmel - 88.5 3. Bellinson —90.75
4. Bellinson — 86.5 4. Emek —89.25
5. Emek —85.75 5. Soroka — 89
6. Meir — 84.25 6. Meir — 88.25
7. Kaplan — 82.25 7. Kaplan — 87.25
Structural approach Providing information Physical conditions
10 Quality indicators in institutions. [accessed 22.01.2023]. Available at:

https://datadashboard.health.gov.il/portal/dashboard/serviceQuality
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1. Golda—89.75 1. Bellinson — 84.25

2. Carmel — 88.5 2. Soroka — 84

3. Soroka—88.5 3. Carmel — 83.75

4. Bellinson — 86.5 4. Emek —82.5

5. Emek —85.75 5. Golda—82.75

6. Meir—84.25 6. Meir—80.25

7. Kaplan — 82.25 7. Kaplan - 71.75
Effective approach Treatment effectiveness Overall satisfaction

1. Golda-91 1. Golda - 86.75

2. Bellinson — 88.25 2. Carmel — 84.75

3. Carmel — 88.75 3. Soroka—84.75

4. Soroka — 88 4. Bellinson — 84.25

5. Meir - 86.75 5. Meir—84.25

6. Kaplan —85.75 6. Emek—77.75

7. Emek -85 7. Kaplan—74.5

These indicators were distributed by the author according to the two sides of the medical
service. The distribution was based on similarity, that is, the indicators “Continuity of care” and
“Attitude and respect for the patient” reflect the two sides of the medical service within the
framework of the process approach, the indicators “Providing information” and “Physical
conditions” correspond to the structural approach, the indicators “Treatment effectiveness” and
“Overall satisfaction” - the outcome-oriented approach. As you can see in the table, according to
each indicator, the health care rating of the selection of public hospitals of the general profile of
Israel is included. Thus, the author was able to characterize through these indicators approaches to
quality management, taking into account the two sides of the medical service (medical service and
medical assistance).

In the practice of public general hospitals, two conventional options for quality
management have developed: effective and ineffective. An effective option assumes that internal
quality control is as effective as possible, all materials for examining the quality of medical care
are analyzed in detail, systemic and typical defects are identified. Subsequently, the causes of
systemic and typical defects in medical care are identified, and these are eliminated in a short time.
Relations between medical organizations are built on the principles of mutually beneficial
cooperation. An ineffective option involves a formal hospital quality management system. Internal
control is ineffective and is not aimed at identifying systemic and typical defects, but rather at
concealing them; the requirements for cases of medical service provision are simplified as much
as possible and do not comply with regulatory documents; as a result, there are pronounced
differences in the results of internal quality control and examination of medical quality services.

The author concluded that hospitals use the same mechanisms for quality control.
Basically, this is a discussion at the level of management, communication between management
and departments (either at official meetings, or in correspondence by e-mail, or on annual work
plans). Less attention was paid to monitoring waiting times. For procedures and outpatient visits,
and especially - noticeable neglect of monitoring and overcoming the well-being of clinicians.
Considering the bad results, which indicate a very high level of burnout in the Israeli health care
system, much more needs to be done to promote clinicians’ well-being. In addition, some
instruments, including semiannual or quarterly control meetings with departments and
computerized reports, were used less frequently. Also, such instruments as expert evaluation,
quality improvement PDSA projects and training on quality and patient safety are rarely used in
hospitals.

The fourth chapter ""Development of a system of tools for managing the improvement
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of the quality of medical services in Israeli public hospitals" consists of the established
mechanism for managing the improvement of the quality of medical services in public hospitals
of Israel, as well as the presented system of tools for managing the improvement of the quality of
services in State Israeli hospitals. An important part of this chapter is the description of the
evaluation of the effectiveness of the mechanism developed by the author. The schematic
mechanism is shown in Figure 7.
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Figure 7. Structure of the management mechanism for improving the quality of
medical services in public hospitals in Israel [developed by the author]
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managing the quality of medical services: quality planning and design; quality assurance, quality
control and quality improvement. Each of them includes a number of specific required actions
aimed at establishing, maintaining and continuously improving the process of managing the
quality of health care services at the hospital level.

I. Planning and design of quality of health services. This stage covers conducting a
situational analysis in the hospital, formulating the goals and objectives of quality management of
medical services, as well as designing the design of the desired quality of medical services of the
hospital. The first stage is the starting point for managing the improvement of the quality of
medical services in the hospital, which is why it is important to analyze the current, initial situation
of the hospital. This includes studying the structure of medical services, assessing the quality of
services provided, identifying strengths and weaknesses, analyzing the resource base, as well as
analyzing feedback from patients and medical staff.

I1. Ensuring the quality of medical services. The quality assurance stage is the main stage
within which quality is formed, a quality management trajectory is set, and a specific path is
determined that the hospital should follow through the use of certain management tools and
improving the quality of medical services, which is presented in Figure 8.

Trajectory
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Medical
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Quality

transformation
Health care process
Quality
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Methods

Figure 8. Scheme for ensuring the quality of medical services in public general
hospitals [developed by the author]
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This stage is decisive in the mechanism, as it forms the basis for all subsequent practical
work, providing reliable fundamental principles and tools for the effective implementation of the
mechanism. In the process of implementing quality improvement solutions, problems, challenges
and decisions may arise that require analysis and decision making. This includes identifying the
causes of problems, choosing the best courses of action, and implementing plans to solve them.
This stage is the monitoring of the implementation of plans to improve the quality of medical
services and the achievement of quality goals.

The trajectory in the mechanism covers the following four paths:

- path 1: quality of structure - focusing on creating and optimizing the organizational
structure, infrastructure, as well as providing the necessary resources and conditions for effective
medical practice of the hospital;

- path 2: process quality - focusing on optimization and standardization of processes for
providing medical services;

- path 3: quality of outcome - concentration on achieving clinical and patient outcomes,
measured by treatment success, patient satisfaction and other indicators.

- path 4: Integrative path - combining aspects of all three paths and creating a balanced path
that considers structure, processes and outcome, while striving for integrated quality improvement.

A path represents specific steps that are taken to achieve a goal associated with a specific
aspect of the quality of a health care service. Each path focuses on a specific aspect of quality
management and includes related tools, activities and actions. Quality assurance pathways
determine how tools and methods for managing the quality of a medical service will be used.

The trajectory and ways to ensure the quality of medical services are presented schematically
in Figure 9.

Zone of
maximum
criteria and

quality

Zone of
minimum
criteria and
quality

point End point

Figure 9. Trajectory of health care quality in public general hospitals
[developed by the author]

The paths presented in the diagram consist of control points (each color is a separate path),
which correspond to tasks compiled in accordance with the goal of managing the quality of medical
services at the first stage. Thus, completing the path means consistently completing the assigned
tasks.

It is important to note that when choosing, priority is given to the path (or paths) that the
hospital can travel without damage and loss of a significant part of the resources, in conditions of
sufficient capacity to implement all the activities of the path.

I11. Quality control of medical services

The stage of monitoring the quality of medical services is an integral part of the quality
improvement management mechanism, since it provides systematic assessment and feedback at
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all stages of continuous follow-up along the chosen path within the trajectory. Quality control
allows you to determine the degree of implementation of tasks and see discrepancies both in the
process and at the end of the entire management cycle for improving the quality of medical
services. Therefore, this stage includes two types of quality control: assessment and quality
control.

IV. Improving the quality of medical services

Continuous improvement is a key aspect of the mechanism. At this stage, measures are
developed and implemented to eliminate problems identified at the previous stage of quality
control, as well as measures to improve processes. This may include analyzing the causes of
deviations, introducing innovations, changing the direction of improving the quality of medical
services in the hospital, etc. Specific actions depend on the results of control. Also at the quality
improvement stage, the priority of actions to improve quality is determined. A flow chart of the
hospital's quality improvement process is shown in Figure 10.
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Figure 10. Diagram of alternative ways to improve the quality of medical services
[developed by the author]
Managing the quality of health care services involves a constant pursuit of improvement.

Therefore, after assessing the results of implementing a quality management mechanism, the
organization can make one of the following decisions depending on the identified data.

The block of the mechanism dedicated to ensuring the quality of medical services is necessary
in order to present the structure of quality management tools. This block is the core of the
mechanism, since it sets the vector (trajectory) for the development of the quality of medical
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services, determines the path of movement along this vector and determines the tools
corresponding to a certain path, as shown in Figure 11.
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Figure 11. Diagram of management tools for improving the quality of medical
services in public general hospitals in Israel [developed by the author]
The framework is based on three main paths that hospitals can follow when building their

own mechanism for managing the quality of medical services. Hospitals do not have to choose one
specific path; they can choose two or three paths. Everything will depend on the available
capabilities, resources and the degree of influence of external and internal environmental factors.
The quality of medical service is based on three pillars: structure, process and outcome. If a
situation arises where the hospital cannot cover three paths at once, then it is necessary to proceed
from the most important and large-scale quality problem that the hospital has. This will help
maintain the sustainability of the system for ensuring the quality of medical services until it
becomes possible to cover three aspects simultaneously. In this case, the hospital will first go
through one path, covering the most pressing problems, then the second and third, restoring the
entire quality structure.

The author has developed a system for assessing the effectiveness of the management
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mechanism for improving the quality of medical services (hereinafter referred to as effectiveness
assessment) for use in public general medical institutions in Israel.
Performance measurement is a powerful tool that is highly flexible and adaptable to the
characteristics of each hospital, and also has its own limitations. The structure for assessing the
effectiveness of the quality management mechanism for medical services in Israeli hospitals is

Initial assessment stage

Interim assessment stage

Final stage

schematically shown in Figure 12.
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Figure 12. Scheme for assessing the effectiveness of the quality management

mechanism for medical services in Israeli hospitals [developed by the author]

The performance measurement methodology outlined in the framework is a systematic and
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structured approach to measuring, analyzing and evaluating the results and achievements of an
area, process or activity to improve the quality of health care services in a hospital. It includes a
set of principles, tools and procedures that determine how data can be collected, analyzed and
interpreted, and how conclusions and recommendations can be drawn from it.

It is important to note that the effectiveness assessment is carried out based on the results of
the implementation of a mechanism for managing the quality of medical services in the hospital.
After its implementation, a certain time must pass for the results of the indicators before and after
implementation to be indicative.

As an example, the expert assessment method was considered. The author has developed an
algorithm for assessing the effectiveness of the quality management process for medical services,
presented in Figure 13.
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Figure 13. Algorithm for expert assessment of the quality of medical services in
general hospitals in Israel [developed by the author]

The presented figure shows a diagram of the algorithm for expert assessment of the quality
of medical services in general hospitals in Israel, which was proposed by the author. This algorithm
was developed for the purposes of:

- ensuring and monitoring the appropriate quality of medical services in a general hospital;
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- establishing uniform methodological principles for assessing the quality of medical
services using expert assessment;

- assessment of the activities of persons involved in the provision of medical services, their
effective interaction;

- using the results of assessing the quality of medical services in healthcare organizations for
continuous improvement of its quality;

- ensuring the rights of citizens to receive medical services of appropriate quality in

accordance with the requirements of Israeli legislation, taking into account the current level of
development of medical science and medical technologies.

ITII. GENERAL CONCLUSIONS AND RECOMMENDATIONS

Based on the research, the author made the following conclusions:
1. Based on the identification of two aspects of quality and the dual nature of a medical

service, its objective nature (medical care) was identified, including the technical characteristics
that the product should have, and its subjective nature (medical care) - properties that are
associated with consumer requirements.

2. It was found that assessment and management of the quality of medical services are
closely interrelated and are aimed at ensuring a high standard of medical care. Quality assessment
serves as a tool for implementing and maintaining the effectiveness of quality management.

3. From a methodological point of view, it would be more appropriate not just to combine a
variety of methods (both qualitative and quantitative), but to develop a conceptually sound
approach to assessing the quality of medical services. This approach should systematize theoretical
concepts and integrate various methods and tools into a single mechanism that is consistent with
the goals and objectives of the health system or hospital.

4. It has been determined that there is a gradual transition from quality control of medical
services to quality management through three processes: planning, control, improvement.

5. The variety of quality management models and their successful adaptation to the medical
field confirm that quality management of medical services is critical both for individual medical
institutions and for the entire healthcare system.

6. Summarizing theoretical research, we can highlight certain types of activities within the
framework of quality management of medical services: quality planning and design; quality
assurance; quality control; quality improvement.

7. A connection was found between the types of activities and the tools used in managing
the quality of medical services. Different methods for assessing the quality of health care services
are used in different approaches and may vary depending on specific objectives and contexts.

8. The understanding of health care quality in many countries has been shown to be the
extent to which health services for individuals and populations increase the likelihood of achieving
desired health outcomes. It is based on evidence-based professional knowledge and is critical to
achieving universal health coverage.

9. Based on the rating data, the author compiled a summary table, which made it possible to
group the countries of the world analyzed above into three categories. These categories were
conventionally named: High Health Care, Middle Health Care, Low Health Care.

10. The relationship between the healthcare system (budgetary (state), social insurance and
private (market) and the approach to ensuring the quality of medical services, respectively, and the
selection of the necessary tools for these purposes is reflected. This relationship is conditional in
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nature due to the large variety of individual country characteristics typical of managing the quality
of medical services in various healthcare organizations.

11. From an analysis of the Israeli healthcare system, it is clear that the country leads the
world in the quality of medical services, thanks to its high technological level, experienced medical
staff and variety of services. Israel continually strives to improve the accessibility and cost-
effectiveness of its healthcare system. However, new challenges are emerging, such as rising costs
and ensuring accessibility for all population groups.

12. The results of the study highlight the variety of ways in which healthcare quality
management tools are used in public hospitals in Israel. This highlights the need to develop
comprehensive and flexible strategies that take into account both clinical aspects and patient
expectations.

As practical measures that improve the quality and efficiency of the process of quality
management of medical services, the author formulated the following recommendations:

1. For future study of the process of improving and managing the quality of medical services,
researchers should use the definition of the quality of medical services developed by the author,
which combines an understanding of the dual nature of the quality of medical services: the quality
of medical services is a complex concept that includes not only technical aspects of the provision
of medical care, such as accuracy of diagnosis, effectiveness of treatment and safety of procedures,
but also subjective aspects such as patient satisfaction with the result of treatment, communication
between medical staff and patients, accessibility of medical services, as well as compliance with
the requirements of professional practice and the expectations of patients and their environment.

2. The Israeli Ministry of Health is recommended to structure the state approach to managing
the quality of medical services; implementation, within the framework of the national strategy, of
a balance of three main functions to achieve high quality management: planning, improvement
and quality control of medical services; accept and implement; develop a multi-level capacity
building model within the framework of Israel's national health care quality strategy.

3. It is recommended to apply, as part of ensuring the quality of medical services provided
at the hospital level, the mechanism developed by the author for managing the improvement of the
quality of medical services in public hospitals in Israel, which implies the implementation of
alternative ways to improve the quality of medical services.

4. Israeli public general hospitals are recommended to implement the application of the
mechanism through a system of management tools for improving the quality of medical services
in Israeli public general hospitals. Quality management tools imply comprehensive solutions on
methods, approaches, methods aimed at achieving a level of quality that meets current
requirements and expectations.

5. At the level of public general hospitals in Israel, the use of one of four sets of tools is
recommended: tools for improving the quality of structure, process, outcome, or tools that
correspond to an integrative quality improvement path that combines the tools of the three previous
ones. The use of tools is possible thanks to the careful selection of indicators or quality indicators
for them.

6. In a changing healthcare environment and with rising patient expectations, assessing the
effectiveness of quality management requires continuous improvement. It is recommended to use
a methodology for assessing the effectiveness of the mechanism for managing the quality of
medical services in public hospitals. It helps measure current status and understand how to improve
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the quality of health care services, using a variety of tools to obtain objective data and analysis to

make informed decisions.

10.
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ADNOTARE
la teza de doctor in stiinte economice Dreiher Dalia cu tema
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Structura tezei: introducere, patru capitole, concluzii si recomandari, bibliografie din 284 de surse,
159 de pagini de text principal, 55 de figuri si 14 de tabele, 66 de anexe.

Cuvinte-cheie: managementul calitatii, management, instrumente de management, imbunatatire a
calitatii, servicii medicale, spitale publice israeliene.

Domeniul de studiu: 521.03 - Economie si management in domeniul de activitate

Scopul tezei este de a dezvolta un set de instrumente pentru gestionarea Tmbunatatirii calitatii
serviciilor medicale in spitalele publice generale israeliene.

Sarcinile tezei: descrierea abordarilor pentru determinarea calitdtii serviciilor medicale si metodele
de evaluare; identificarea standardelor de calitate a proceselor medicale ca mijloc organizatoric de asigurare
a calitatii serviciilor medicale; descrierea instrumentelor de gestionare a calitatii serviciilor in institutiile
medicale; efectuarea unei analize comparative a sistemelor de imbunatatire a calitétii serviciilor medicale
in tarile lumii; analiza tendintelor de dezvoltare a calitatii serviciilor medicale pe piata israeliand; explorarea
experientei aplicarii instrumentelor de asigurare a calitatii in spitalele publice si private din Israel; formarea
mecanismului de gestionare a imbunatatirii calitatii serviciilor medicale in spitalele publice din Israel;
dezvoltarea unui sistem de instrumente pentru gestionarea imbunatatirii calitatii serviciilor in spitalele
publice israeliene; evaluarea eficacitatii sistemului de management al calitatii pentru serviciile medicale
din institutiile medicale publice din Israel.

Noutatea stiintifica. S-a clarificat conceptul de calitate a serviciilor medicale, a fost formulata o
definitie completa a metodelor de evaluare a calitdtii serviciilor In domeniul medicinei, s-a format un
mecanism de gestionare a Tmbunatatirii calitatii serviciilor in institutiile medicale, inclusiv un set de
instrumente care contribuie la calitatea serviciilor oferite in spitalele publice din Israel. A fost elaborata o
evaluare a eficacitatii sistemului de management al calitatii pentru serviciile medicale, incluzand indicatori
de calitate masurati in valori cantitative si calitative.

Problema stiintifica solutionati urmeaza sa dezvolte un mecanism si un set de instrumente pentru
gestionarea imbunatatirii calitdtii in furnizarea serviciilor medicale, care sa permita ajustarea actiunilor la
nivel de tara si evaluarea eficientei managementului Tmbunatatirii calitatii in spitalele publice generale din
Israel.

Importanta teoretica: continutul determindrii calitdtii serviciilor medicale este dezvaluit
cuprinzator, abordarea evaluarii calitatii serviciilor medicale la nivel macro (de stat) si micro (spitale) este
structuratd, tindnd cont de tipul, forma, metoda si metodologia de evaluare, s-a identificat interconexiunile
dintre instrumentele, criteriile si indicatoarele de gestionare a calitatii serviciilor medicale.

Semnificatia practica este asociata cu o nevoie crescuta de furnizare de servicii medicale de calitate
in spitalele publice generale din Israel. Mecanismul dezvoltat pentru Tmbunatatirea calitatii serviciilor
medicale poate contribui la determinarea gradului optim de implementare a instrumentelor care contribuie
la dezvoltarea aplicarii managementului calititii serviciilor medicale, precum si prin implementarea
recomandarilor practice pentru imbundtatirea calitdtii serviciilor medicale oferite. Contribuie la
imbunatatirea nivelului de asistenta medicala israeliana.

Implementarea rezultatelor stiintifice. Cercetarile stiintifice sub forma de concluzii si recomandari
au fost prezentate la conferinte stiintifice si in reviste: 3 articole (1,6 c.a.) publicate 1n reviste stiintifice de
categoria ,,B”, 5 articole (2,85 c.a.) publicate n reviste stiintifice din alte baze de date, 4 rapoarte (1,9 c.a.)
prezentate la conferinte externe si 2 raport (1,3 c.a.) la conferinte desfasurate in Republica Moldova.

27



ANNOTATION
to the doctoral thesis in economics by Dreiher Dalia
“Tools for managing the quality of medical services in Israeli healthcare organizations”,
Free International University of Moldova, Chisinau, 2023

Structure of the thesis: introduction, four chapters, conclusions and recommendations, bibliography
from 284 sources, 159 pages of main text, 55 figures and 14 tables, 66 appendices.

The purpose of research is to develop a set of tools for managing the improvement of the quality
of medical services in public Israeli general hospitals.

Objectives: describe approaches to determining the quality of medical services and assessment
methods; bring quality standards of medical processes as an organizational means of ensuring the quality
of medical services; describe the tools for managing the quality of services in medical institutions; conduct
a comparative analysis of systems for improving the quality of medical services in the countries of the
world; analyze trends in the development of the quality of medical services in the Israeli market; explore
the experience of applying quality assurance tools in public and private hospitals in Israel; to form a
mechanism for managing the improvement of the quality of medical services in public hospitals in Israel;
to develop a system of tools for managing the improvement of the quality of services in public Israeli
hospitals; evaluate the effectiveness of the quality management system for medical services in public
medical institutions in Israel.

Scientific novelty. The concept of the quality of medical services has been clarified, a complete
definition of methods for assessing the quality of services in the field of medicine has been formulated, a
mechanism for managing the improvement of the quality of services in medical institutions has been
formed, including a set of tools that contribute to the quality of services provided in public hospitals in
Israel. An assessment of the effectiveness of the quality management system for medical services has been
developed, including quality indicators measured in quantitative and qualitative values.

The scientific problem solved is to develop a mechanism and a set of tools for managing quality
improvement in the provision of medical services, which will make it possible to adjust actions at the
country level and evaluate the effectiveness of quality improvement management in Israel's public general
hospitals.

The theoretical significance: the content of approaches to defining the quality of medical services
has been comprehensively disclosed, methods of assessing the quality of medical services have been
identified, ways of applying quality standards in managing the quality of services in medical institutions
have been proposed, and a definition of a set of tools for managing the quality of services in medical
institutions has been formulated.

Practical significance is associated with an increased need for the provision of quality medical
services in Israel's public general hospitals. The developed mechanism for improving the quality of medical
services can help determine the optimal degree of implementation of tools that contribute to the
development of the application of quality management of medical services, and through the implementation
of practical recommendations to improve the quality of medical services provided, help improve the level
of Israeli healthcare.

Implementation of scientific results. Scientific research in the form of conclusions and
recommendations were presented at scientific conferences and in journals: 3 articles (1,6 a.l.) published in
scientific journals of category “B”, 5 articles (2.85 a.l.) published in scientific journals of other databases,
4 reports (1.9 a.l.) presented at foreign conferences and 2 report (1.3 a.l.) at conferences held in the Republic
of Moldova.
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AHHOTAIMUA
K IMccepPTAIMM HA COMCKAHNeE YYEeHO! CTelleHU I0KTopa IKoHoMuYeckuX Hayk [peiixep Jdanus
“MHCTPYMEHTHI yNIPaBJIeHHs MOBbILIEHHEM Ka4ecTBAa MeIMIIUHCKHUX YCIYT B rOCY1apCTBEHHbIX
0osbHMIAX 001ero npoduias Uspannsa”,
Mexaynapoanslii HezaBucumbliii Yuusepcuter Mosaaossl, Kumundy, 2023

CTpyKTypa AuccepTauMM: BBEACHUE, YETHIPE II1aBbI, BBIBOJBI M PEKOMEHAANH, Onbnuorpadus u3
284 ucTouHUKOB, 159 cTpaHuUI] OCHOBHOTO TEKCTa, 55 pHUCYHKOB U 14 Tabiuna, 66 MpuiIoKeHui.

KiioueBble cj10Ba: MEHEKMEHT KauecTBa, yIpaBlieHHe, HHCTPYMEHTHI YIPaBICHHS, TIOBbIIIEHUE
Ka4yecTBa, MEANIIMHCKNE YCIYTH, TOCYIapCTBEHHbIE OOIBHUIIBI M3panss.

Ooaacts uccnegoBanus: 521.03. DkoHOMUKA U YIIpaBJIeHHUE B cepe IesTeTbHOCTH.

Heanb quccepTamuu COCTOUT B pa3padOTKE MHCTPYMEHTOB YIPAaBJICHHs MOBBINICHHEM KadecTBa
MEIUIMHCKUX YCIYT B TOCYAapCTBEHHBIX OONBHUIIAX 001iero npoduist Nzpans.

3agayu auMccepTAalMU: ONUCATh IMOAXOABI K OINPENENCHHIO KadyecTBa MEOULUHCKUX YCIYT;
OXapaKTepU30BaTh MPOIECC OLEHKM KAauecTBa MEOULUMHCKUX YCIYT; ONHUCATh POJIb HHCTPYMEHTOB
yOpaBieHUs] B TIOBBIIIEHHH KadecTBa MEIUIIMHCKUX YCIYT; PACKPBITh METOJOJIOTHIO HAy4YHOIrO
UCCIICIOBAHNUS; TMPEJICTaBUTh OCHOBHBIE METOABI MHCCIIEAOBAHMS; OIKCATh IMOAXOABI K aHAIU3y U
NPEACTABICHUIO  PE3YyNbTaTOB  HCCIEAOBAaHMN; IPOBECTH  CPABHUTENBHBI  aHAIM3  CHUCTEM
3/IpaBOOXPAHEHHS B ACMIEKTe MOBBIIICHNS Ka4eCTBa MEUIIMHCKHX YCIIYT CTPaH MUPA; BBIIBUTH TEHACHIINN
MIOBBIIIICHNS KayecTBa MEIUIIMHCKUX YCIyT B M3pawnse; uccienoBaTh OMBIT IPUMEHEHUS WHCTPYMEHTOB
o0ecreyeHus] KauecTBa B TOCYJApCTBEHHBIX OosibHHMLAX obmiero mpoduas Mspawis; chopmupoBaTh
MEXaHHU3M YIPaBJICHUS MOBBIICHHEM KadecTBAa MEIUIIMHCKUX YCIYT B TOCYIApCTBEHHBIX OOJBHUIIAX
obmrero mpoduis Uzpauns; pazpaboraTh CHCTEMY HHCTPYMEHTOB MO YIPABJICHUIO MOBIICHHEM KauecTBa
YCIYT B TOCYIApCTBEHHBIX H3PAaWIbCKUX OOJIBHUIIAX; COCTABUTH OLEHKY 3(P(EKTUBHOCTH MEXaHH3Ma
yOpaBJICHUs] MOBBIICHHEM KayecTBa MEIAMLMHCKUX YCIYr B TOCYAApPCTBEHHBIX MEIUIHMHCKUX
yupexaeHusx Napaus.

Hay4yHast HOBM3HA M OPMIMHAJBHOCTb. YTOYHEHO IOHATHE KaueCTBa MEAWLMUHCKHUX YCIYT.
CdhopmupoBaH MexaHHW3M YIPaBICHUS MOBBILICHHEM KadecTBa YCIYr B MEAWLMHCKUX YUPEXKICHHAX
Wzpawnnst, BKIFOYAIOMKI KOMITJIEKCH HHCTPYMEHTOB, CIIOCOOCTBYIOIINE KAYECTBEHHOMY MPEAO0CTABICHUIO
yCIyr B TOCYAAapCTBEHHBIX OojibHMIAax M3pamns. PaszpaboraHa cucTemMa TpOBEICHHS OLEHKU
3¢ (GEKTUBHOCTH NPUMEHEHHS MEXaHU3Ma YIPAaBJICHHs IOBBIIEHHMEM KadecTBa MEIULIMHCKHX YCIIYT,
BKJIIOYAIOIIAsl aITOPUTM TPOBEJCHHUS OLIEHKH B 3aBUCHMOCTH OT BBIOPAaHHOTO ITyTH U MHCTPYMEHTapHsl
yIpaBiIeHUs MOBBILIEHHEM KauecTBa.

IHoaydyeHHBbIE pe3yabTaThbl, CIIOCOOCTBYIOIIME PEeIlICeHHI0 HAYYHOIl NPo0/eMbl, 3aKII0YacTCs B
pa3paboTKe MeXaHM3Ma M KOMIUIEKCA HHCTPYMEHTOB II0 YIPABICHHUIO IIOBBIIICHHEM KauecTBa
NPEAOCTABICHUSI MEAULIMHCKUX YCIYT, YTO MO3BOJIUT CKOPPEKTHPOBAThH ACUCTBHSA Ha YPOBHE OOJNBHUIL U
NPOBECTH OLECHKY 3((EKTHBHOCTH 3TOTO MpoIecca B TrOCyNapCTBEHHBIX OOJBHUIAX OOWIET0 MpOQHIIL
Nzpaunns.

TeopeTndeckasi 3HAYMMOCTB: KOMIUIEKCHO PACKpBITO COJEpKAHHE OIPEIESICEHUs KayecTBa
MEIUIUHCKUX YCIYT, CTPYKTYpUPOBaH MOJAXOJX K OLEHKE KayecTBa METUIIMHCKMX YCIyr Ha MakKpo-
(TrocymapcTBo) M1 MUKPOYpPOBHE (OOIHHUITEI) ¢ YISTOM THIIA, BHIA, METOAA M CIIOCO0a OIICHKH, BBISBIICHBI
B3aUMOCBSI3U UHCTPYMEHTOB, KPUTEPUEB U IIOKA3aTeeH yIIPaBIeHNUs KA4YeCTBOM MEIULIMHCKUX YCIIYT.

[IpakTnyeckasi 3HAYMMOCTH CBSI3aHA C IIOBBIIIEHHEM MOTPEOHOCTH B MPENOCTaBICHUN
Ka4eCTBEHHbIX MEIULIMHCKUX YCIYI B TIOCYIAapCTBEHHBIX OosibHHUIIAX oOumiero mnpoduna Mspawms.
Pa3paOotanHbIii MeXaHHW3M yIpaBJICHUs IOBBILICHUEM KauyecTBa MEIULIMHCKUX YCIYI MOXKET HOMOYb
OTIPENIC/INTh ONTHMANBHBIA W AJACKBATHBIA MOCTABICHHON LI, WHCTPYMEHTApHUs, CHOCOOCTBYIOIETO
Pa3BUTHIO YIIPABICHUS KaueCTBa MEIUIMHCKUX YCIIYT, YTO OYJET CIIOCOOCTBOBATH MOBBILICHUIO YPOBHS
3apaBooxpanenus M3paunns.

BHenpenne HAy4YHBIX pe3yJIbTATOB. Pe3ynbTaThl MccneI0BaHUS MPEACTABICHBI B BUAE 3 cTaTeit
(1,6 a.11.), ommyONIMKOBaHHBIX B HAYYHBIX KypHajIax kareropuu “B”, 5 crarei (2,85 a.J1.), ormyOIuKOBaHHBIX
B HAYYHBIX JKypHajiax Apyrux 0a3 maHHbIX, 4 mokmanoB (1,9 a.n.), mpencTaBIeHHBIX Ha 3apyOeKHBIX
koH(epenuusax u 2 noknan (1,3 aur) — Ha KoHpepeHIusAX, TpoBeaeHHbBIX B Pecybonuke MomnnoBa.
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