MiHicTepcTBO OCBiTH | HAYKH YKpaiHH
PiBHeHCBKHH AepkaBHUI T'YMaHITADHUI YHIBepCHTET
@DakyJbTeT JOKYMEHTAJIbHUX KOMYHIKaLiii, MEHeXKMEHTY, TEXHOJIOTii Ta Qi3uku

Kadenpa menexxmenTy

KBAJI®PIKAIIIMHA POBOTA

Ha 3JI00YTTS IPYroro (MaricTepchbKoro) piBHS BUIIOI OCBITH
3a crierianbHicTIO 073 «MeHeIKMEHT

raity3i 3HaHb 07 «Y1npaBiiHHs Ta aAMIHICTPYBaHH

na temy: «Y TOCKOHAJICHHS YIIPABJIHHA AKICTI0O MEAUYHHX
MOCJYT y 3aKJIa/li 0OXOPOHH 310POB’ D)

BukoHna: 3100yBay BUIIIOT OCBITH
2 kypcy, rpynu MO-6
JeHHOT (hOpMH HaBYaAHHS

Kamniryaa Anapiit AuapiioBny

KepiBHuk: qomeHT xadgeapu
MEHEPKMEHTY, KaHUaT TEXHIYHUX
HayK

Mamra Hazgis OnexkcanapiBHa

PiBuel] 2023



SUMMARY

Topic: Improving the quality management of medical services in a healthcare institution

The qualification work consists of 3 chapters, is presented on 98 pages of printed text,
contains 22 tables, 13 figures, 6 appendices and 36 references.

Keywords: medical services, quality of services, service quality management, SERVQUAL.

The object of research is the municipal non-profit enterprise Zdolbuniv Central City
Hospital, which is located in Zdolbuniv, S. Bandera Street, 1 and provides specialized medical care.

The subject of the study is to find ways to improve the quality management of medical
services in the Zdolbuniv Central City Hospital in the context of healthcare reform.

The qualification work consists of an introduction, 3 chapters, and conclusions.

The introduction contains a justification of the relevance of the chosen topic, a statement of
the purpose and objectives of the study, a description of the object and subject of the study.

The first chapter reveals the theoretical foundations of healthcare quality management.

The second chapter analyses the organisational structure of the management of the
Zdolbuniv Central City Hospital, financial and economic performance indicators, features of service
quality management, and assesses the quality of medical services in the neurological department of
the hospital using the SERVQUAL methodology.

The third chapter summarises the shortcomings in the quality management of services at
the Zdolbuniv Central City Hospital and suggests ways to eliminate them; the possible effectiveness
of the proposed measures is presented.

The conclusions contain the author's recommendations, the implementation of which is
aimed at improving the quality management of medical services in the Zdolbuniv Central City
Hospital.
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