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Abstract. This paper considers human resources to be important for the effective functioning and development
of the organization in current socio-economic conditions. Corporate management involves the impact on people
(corporate staff) primarily.

The authors noted that the staff management assessment is a powerful instrument to increase the management
process's effectiveness. The normative documents of the Ministry of Health of Ukraine define the following methods
of quality control of medical services: clinical audit and monitoring. The purpose of a clinical audit is to find
opportunities to achieve high-quality health care. Continuous tracking of staff provides an opportunity to make effective
management decisions and increase productivity. An adequate system for assessing the quality of medical staff
should respond not only to the result of medical care but also to prevent defects. Personnel management in health
care quality should be carried out to avoid mistakes in the provision of medical care. This concept is designed to
create an internal structural quality management system. Therefore, it is essential to understand the assessment
process and its interactions at different stages of the management process within the organization. In the paper, the
authors determined ways to enhance the medical staff management assessment. The study presents the essence
and features of medical staff assessment based on the general principles and methods for assessing the effectiveness
of public and private medical institutions. The authors analyzed the medical staff assessment system in medical
institutions and identified its features under medical reform. Besides, the study provided the investigation of the current
state of the staff assessment of medical institutions. It analyzed the areas of concern in the methods and mechanisms
of staff assessment. To investigate the current situation in the medical institution, the structure and movement of
medical staff were analyzed. The findings identified the gaps in the current staff assessment system and the reasons
for the low rates of nursing staff. The authors highlighted ways to improve the current staff assessment system in the
institution through the social satisfaction criterion, interviewing the parturient women and configuration management
of quality based on the PDCA cycle. The obtained results showed that the medical institution had different reserves
available to increase the parturient women satisfaction with the level of medical services received.

Keywords: staff management, performance evaluation, medical staff efficiency, social satisfaction criterion,
clinical audit, monitoring.

Introduction. The quality of medical care is a common problem of medical and preventive treatment
institutions. It worth emphasizing that it inevitably evolve into a national problem of life quality. Besides,
the modernization of the Ukrainian health care system provokes the urgency for improving the nurses'
work assessment as an important part of the medical staff resources. The nurses' performance
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significantly contributes to the quality of public medical services. Moreover, it facilitates the development
and implementation of objective criteria for evaluating their work and its compliance with state standards.

There are many different methods of evaluating staff, but most of them have common shortcomings -
the subjectivity of the expert's decision maker and personal choice for receiving expert decisions. These
assessment methods do not consider the specifics of the work of medical staff and cannot be used without
adjustment.

This study's purpose is to form a methodology for medical staff quality assessment. The study's subject
is the relation that comes out of medical staff quality assessment. The study's object is the quality
assessment of nursing staff.

Literature Review. Systematization of scientific background showed that medical care quality
assessment is the most popular in hospital practice. In turn, a pool of researchers devoted their studies
(Donabedian, 2005; Sitash, 2012; Machuga, 2012) to investigate the issues of medical care quality.
Notably, the scientist Sitash (2012) believed that medical care quality is a process of interaction between
doctor and patient conditioned the ability to perform medical technology; reduce the risk of progress or
new disease rise; use resources rationally; and ensure patient satisfaction.

On the other hand, Yerzhak (2016) investigated the characteristics of the medical care quality on
investors (the state). The author defined medical care quality as the rational use of available material
resources of health care facilities, which fulfil the world standards of medical resources.

In the studies (Mikhailovskaya, 2020; Yerzhak, 2016), the authors believed that medical care quality
greatly considers the concept of medical care as «a set of therapeutic and preventive measures carried
out by certain technologies to achieve a positive specific outcome». In the paper Vashchenko (2014), the
principles of personnel management were considered.

Kryachkova et al. (2019) believe that medical staff's evaluation by comparing individual performance
indicators with external goals is needed. This is standard practice in many healthcare systems. The
authors propose using methods of variation statistics to assess the performance of medical staff during
the transformation of the health care system.

Derlyuk and Reha (2017) consider the quality of nursing care and identify the main criteria by which
to evaluate the work of nurses. The authors believe that expert evaluation of the work of medical staff is
an essential element in characterizing the quality of medical care.

In Grynko and Savchenko (2017) the author considers the main methods of assessing human
resources as follows: formal approaches (questionnaires and testing) and informal approaches (interview
and observation).

Wang et al. (2017) developed a scale for evaluating medical staff, which includes patient research and
public opinion

Despite there are many different ways to evaluate staff, most of them have common disadvantages
such as the subjectivity of the decision-maker, the set of used methods, and the personal choice of the
expert to obtain expert decisions.

Methodology and research methods. In this paper, the authors formulated the following hypothesis:
it is essential to consider both objective and subjective characteristics (such as customer feedback) in
assessing the quality of nurses performance.

The study involved the sociological methods on the quality of nurses performance in the neonatal care
departments to assess the parturient women satisfaction with the quality of medical care and staff
satisfaction with their work. The authors used the sociological survey results and data from patients and
parturient women questionnairing from 15 August to 15 October 2020.

Results. Staff management assessment is a powerful instrument for improving the management
process effectiveness. It stands to mention that personnel management's functioning should be
systematically assessed to accumulate experience and gain data. Besides, that will measure the costs
and benefits of implementing a general personnel management program. The accumulated knowledge
and data allow a comparative analysis of the current organization effectiveness with the previous periods.
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Therefore, the organization of quality analytical work is an important factor. In the study Khodykina (2015),
the author noted that it is necessary to define clear terms, periodicity and persons responsible for the
statical database maintenance of assessment results.

The effectiveness of personnel management in the organization is determined by the extent of used
performance potential for achieving the goals. However, in this case, it is difficult to assess the manager's
performance work and productivity. Therefore, to provide a comprehensive assessment of the managers'
productivity, it is essential to consider the psychological qualities as an element of comprehensive
assessment often used worldwide (Pashchenko, 2012).

Figure 1 demonstrates the current most used methods to evaluate the manager performance. Notably,
these methods are objective. They allow formalizing data and systematizing results. Moreover, it is
possible to compare the parameters based on the assessment results where applicable (Stalinska, 2015).

Quantitative methods Qualitative methods Combined method

* paint rating method; « oral or written performance + method of incentive
+ method of defining the assessment; assessment;
coefficients; + model matching method; « stuff grouping method;,
* rank method; + matrixand biographic * testing (questionnare).
+ method of paired methods;
comparisons; « group discussion method.

« formating of a graphic
manager profile;
* experimental method.

Figure 1. Methods of managers work assessment
Sources: developed by the authors based on (Stalinska, 2015).

For determining the effectiveness of the personnel management system, certain criteria and indicators
are used. Herewith, when choosing assessment criteria, it is important to understand the final goal of using
the assessment results. Besides, it is worth focusing on the assessed categories of employees. In the
personnel management system, the effectiveness criterion can be defined by implementing the
established norms of production (planned norms) or service quality. Furthermore, it will be appropriate to
consider the reduced turnover of the workforce, or unreasonable costs due to time-out, etc.

It stands to mention that foreign companies have vast experience in personnel management. Besides,
they have their own assessment systems. Notably, the personnel management assessment, included in
the general system, has certain features. In addition to the main factors that are important in assessing
productivity in the United States, there are the following:

—  the nature of the tasks performed by the employee. Ther is necessary to think that the tasks of
officer and manager deserve a higher rating than the tasks of the employee;

—  state requirements, restrictions and legislation;

—  personal attitude of the estimator to the employee. Thus, if the estimator moral values coincide
with the work ethic, his assessment could be adequate. Otherwise, the assessment could cause an
increase in layoffs, refusals to raising in rank, reducing employee productivity;

— own work style of the leader: to ensure punishment or rewarding, the leader could apply the
received estimation honestly or dishonestly. Therefore, the results of the work assessment could deeply
vary from assumed by organizers;

— the trade unions in the organization: could both support and oppose the staff assessment
system.
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The importance of criteria depends on the tasks requiring the assessment results. Therefore, if the
main goal is to increase labour productivity, then the criteria of labour productivity are used. If the goal is
to promote employees, there is a need for other criteria that characterize the potential performance in the
work position.

The findings showed that in most US companies, monthly employee assessment is commonplace.
Besides, most US companies use the method of the graphical rating scale. Besides, they often use
descriptive methods, mainly as a component of a graphic rating scale. On the other hand, a variety of
questionnaires are popular among a vast amount of companies. Other methods account for only 5%. To
evaluate the performance of managers and employees who do not participate in the production process
(with customer service), the management method by objectives is used (Bazaliyska., 2015).

On the other hand, personnel management in Japanese companies is mainly based on respect for
tradition. Thus, there is group collectivism and the motivation to collaborate. It stands to emphasize that
subordination to an older leader is quite popular in Japanese companies. The superiors are also older
than the junior in age, while their length of service is bigger. Employees are very committed to the company
ideals, while their relationships with subordinates and ordinary employees are informal. The big companies
could recruiter staff for lifelong, while the staff rotation period regarding professions and positions is 3-5
years.

To provide staff assessment, Japanese companies study the employees' biographies and personal
data thoroughly. For direct assessment, they use the methods of proficiency tests as writing projects,
reports, etc. The most common Japanese methods of assessing the work quality of employees include
oral interviews, interviews and group discussions. In parallel with mentioned above, questionnaires of
employees are used to identify individual abilities, personality development and identify suggestions and
proposals to management (Prokhorchuk and Mukhina, 2014).

Nowadays, there are many ways to assess staff performance. However, there is no unique
classification and typology of personnel assessment methods. Herewith, the information reliability of staff
assessment is achieved through the use of various complementary evaluation methods. Notably, the more
methods involved, the more comprehensively and deeply evaluated the employee (Opanasyuk and Rud,
2012). Figure 2 shows the multicriteria classification of personnel assessment methods.

In the medical institution practice, there are five most commonly used methods for assessing the
amount and quality of medical care. The medical and preventive treatment institutions (MPTI) use them
depending on the assessment purpose, objects and temporal characteristics (Order of the Ministry of
Health Ne 752, 12).

1. Statistical method - to generalize information about the amount and quality of medical care using
whole or sample accounting to assess all management system stages:

- resources (personnel, financing, material and technical support, justification of resource need);

- scope of work;

- correspondence of medical and technological process to standards applied;

- outcome and effectiveness of single processes and institution-wide.

2. Expert evaluation method — to consider patients' personal characteristics, atypical situations,
and other factors that affect the quality of the medical services. In this case, the expert evaluation is
conducted by experts who received special training, have experience and have analytical techniques. It
stands to note that licensing and accreditation commissions, MPTI workers, experts of insurance
companies widely use the expert evaluation method.

3. Medical and economic method — using economic information and the results of expert
assessments to provide quality control of insurance companies and territorial funds of compulsory health
insurance (CHI).

4. Social method is used to assess the patients' satisfaction with medical care quality and staff
satisfaction. There are several methods to assess the patient's satisfaction:

- interview;
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- reviews in feedback book;

- questionnaire.

5. Integrated method - includes a combination of the methods mentioned above. In commonly,
only a comprehensive quality assessment of the medical services could provide the necessary feedback
to implement a quality assurance system. In the process of assessing health care quality, it is necessary
to define the quality. Notably, the quality of the health care system largely determines the level of health
and quality of life. Therefore, the concept of medical care quality is one of priority in health care
(Karamishev, 2007).

Figure 2. The multicriteria classification of stuff assessment methods
Sources: developed by the authors based on (Doskuch, 2021).

The principal features (components) of medical care quality are as follows (Table 1):

- outcome — external medical efficiency, which shows the organization goals achievement, the
ratio of the achieved result of medical activities to the maximum possible based on the latest advances in
science and technology, i.e. the relationship between actual effect and ideally possible maximum;

- economic effectiveness — internal medical efficiency, which measures the rational use of
resources, i.e. the minimal cost of medical aid without losing the quality;

- optimality — the balance between health care costs and the results obtained from improving the
public health;

- adequateness - satisfying public demand in medical services;

- acceptability — compliance of the provided medical care with the patients' expectations;

- legitimacy — compliance of the ethical principles, laws, regulations, rules;
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- fairness - reasonable and legal distribution of medical care and benefits among the population;

- inheritance - the degree of coordinating compliance and ensuring the necessary influence
providing medical care;

- scientific and technical level — the level of using current scientific and technological knowledge
in health care;

- accessibility — access to various medical aid services;

- timeliness of medical care delivery.

The consideration of the normative documents of the Ministry of Health of Ukraine showed the quality
control methods of medical services, such as clinical audit and monitoring. It is worth noting that the clinical
audit in a public medical treatment facility should be conducted quarterly to find opportunities to achieve
high-quality health care (European Information, 2021). In turn, the specialized medical care system aims
to improve the medical care of patients and parturient women. Besides, it is a scientifically grounded and
targeted way to solve the staffing problem. This study provided a survey on satisfaction with the working
conditions of nurses in maternity hospitals. The findings showed that, in general, nurses are dissatisfied
with the managers' attitude, inclusive of senior nurses. However, this reason isn't common for all
departments to change the workplace. Thus, most employees are dissatisfied with the duty scheme and
high-intensity work.

Table 1. Features of medical care quality

Component of the medical care Characterized object Tasks
process
Medical care Knowledge, skills and experience of Hands-on assistance to the
medical staff patient
Conditions for medical care Working conditions Effective work conditions
delivery arranging for particular workers
Initial patient's condition Object of interaction Developing the general principles

for the arrangement of work in
medical institutions

Sources: developed by the authors based on (Mikhailovskaya, 2020, Boychuk, 2017).

In this study, to assess the work quality of nurses, the objective criteria were investigated following
expert charts and subjective criteria. The research involved data obtained from the interview and survey
questionnaire of patients and parturient women from 15 August to 15 October 2020. Besides, the
assessment of the work quality was provided based on the criteria developed separately for the
hospitalization and hospital discharge of parturient women; the Council of Senior Nurses (experts)
recommendations; the universal coefficient calculated monthly by the senior nurse of the department.

The main expert criteria for calculating the Integral Quality Criterion is as follows: K1 — nurse training;
K2 - arrangement of nurse work; K3 — nursing practice; K4 — the emergency of medical support; K5 —
medical ethics and deontology; K6 — infectious safety; K7 — documentation of nursing activities (Fig.3).

The following formula is used to calculate the integral performance criterion:

K1+K2+K3+K4+K5+K6+K7
IPC = (1)

7

The study sample consists of nurses under 30 years — 10%, nurses of retirement age, including 30%
of nurses over 30 years and 60% of nurses over 55 years.

Figure 4 demonstrates the average monthly integrated performance criterion according to the expert
cards of the nurses of the neonatal care department. It stands to note that the principal disadvantage of
the assessment system of nurses effectiveness at neonatal care department is ignoring the social
satisfaction criterion (SRC) of parturient women. Thus, analysis of the quality of nurse work and the work
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of the neonatal department as a whole didn't consider the indicators and results of the social survey.
However, SRC could significantly affect the final score of each nurse in the long perspective.

Nurse training (K1), grade Arrangement of nurse work

values from 0 to 3: (K2): Nursing practice (K3):

Emergency medical Medical ethics and deontology

WpEe (] Infectious safety (K6):

Figure 3. Assessment criteria of work performance of nurses of neonatal care department
Sources: developed by the authors based on (Yaremko and Ryabkova, 2017).
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Figure 4. Average monthly integral performance criterion by expert cards of nurses of neonatal
care department
Sources: developed by the authors.

The second stage of this survey provided the questionnaire nurses of the neonatal department to
measure their motivation and the existing problems. In general, nurses are dissatisfied with the managers'
attitude, inclusive of senior nurses. But this reason isn't common for all departments to change the
workplace. Thus, most employees are dissatisfied with the duty scheme and high-intensity work.

In the study, the sociological methods to assess the satisfaction of parturient women with the medical
care quality and staff satisfaction with their work. For assessing the parturient women satisfaction, their
reviews in the feedback book were analyzed. Moreover, the study involved a survey of 10 parturient
women per month from July to October 2020. The survey and questionnaire results of each parturient
women about her nurse were evaluated based on a 3-point scale. Each month, 10 different parturient
women filled out a questionnaire. Then, the rating points were summed up to calculate the average
monthly score.

Notably, previously, the calculation of IPC didn't consider the average score of the subjective quality
assessment of the nurse work of the neonatal care department. In turn, IPC is a component of the «Final
score of nurse work quality compliance to medical care delivery».

Thus, the previous assessment systems considered only subjective negative indicators (complaints).
Therefore, it decreased the «Final compliance score», which affected the reduction in the percentage of
payments from the material incentive fund. It stands to note that any criterion didn't include the social
satisfaction criterion of parturient women with the quality of nurse work. In turn, it considered only the fact
of dissatisfaction with the service quality.

The obtained rating points of parturient women were added to K5 «Criterion of work quality of nurses
of neonatal care department» (Fig. 3). Then, the «Final compliance score» was recalculated. Therefore,
the nurse work quality score by the subjective assessment affected the «Final compliance score».

The assessment results by the expert cards indicated that the parturient women evaluate both nurses'
performance job and the nurse's attitude to parturient women and newborns.
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The results of this survey showed a higher final compliance score in most of the evaluated nurses.
Therefore, that has a positive effect on the percentage of payments from the material incentive fund. The
study results on integrated performance criterion showed the quantitative satisfaction characteristics of
parturient women's with the quality of medical care and qualitative assessments of nurses' work. It allows
providing constructive proposals to improve the neonatal care department.

Figure 5 visualizes the comparative analysis of the quality criteria of work with and without
questionnaires of parturient women.

Therefore, based on the findings mentioned above, there are several proposals to improve the nurse
work assessment at the neonatal care department as follows:

1. Improving the criteria in the «Expert card» considering the detailed quality assessment
description criteria and the parturient women satisfaction with the nursing care quality.

2. Developing a plan for monthly monitoring social parturient women's satisfaction with the medical
care quality based on the specially designed questionnaires (on the first day of admission and before
discharge from the neonatal care department).

3. Creating a work team to prepare the above documents. The work team should consist of the
chief nurse of the maternity hospital, chief nurses in the appropriate medical competence from other
departments, experienced nurses who are leaders in their departments.

4. Improving the system of postgraduate education regarding ethics, deontology and
communication skills. Thus, the communication ability promotes professional success, allowing creating a
favourable psycho-emotional of parturient women and increasing their positive mood.

5.

28
27
27 2,65 753 2,65
2,6 2,6 %6
26 255
25 25 2,52
25

24 2,35
23
2,2
2,1
IPC SPR

Figure 5. Comparative analysis of performance criteria with and without considering
questionnaire survey of parturient women
Sources: developed by the authors.

Conclusions. The adequate assessment system of medical staff performance quality should consider
medical care outcomes and prevent the defects precipitation. Besides, staff management in health care
quality should aim to prevent mistakes in medical care delivery. This concept is meant to create an internal
structural quality management system.

It stands to emphasize that progressive improvement of medical care quality requires:
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1) developing a strong consumer orientation of services (parturient women);
2) continuously improving all medical processes under the cycle: plan — do — check -act;
3) involving medical staff in the process of work performance quality assessment;

4)  highlighting the most important goals in the decision-making process to improve the quality of
provided services;

5) increasing the team consciousness on the true motives of their activities;

6) encouraging the free expression of opinions, ideas, and suggestions concerning improving the
staff performance quality.
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MeToponoriuHi 0CHOBM OLliHIOBaHHSA eeKTMBHOCTI opraHisaLii po6oTv nepcoHany B MeANYHMX 3aknapaax

Y cyyacHux couianbHO-eKOHOMIYHUX yMOBax OOHUM 3 8aXIueUX PEecypcie echekmueHO20 (DYHKUIOHYBaHHS i pO3SUMKY
opeaHizauii € modceki pecypcu. YnpaeninHs 6yOb-sikolo opeaHisauieto nepedbayae Hacamneped gniug Ha ndeli — nepcoHan
opeaHizauii. [TomyxHum eaxenem st 3pOCMaHHs Pe3ybmamugHOCMI ynpasiliHCbKo20 NPOUECY € OUiHI8aHHs eghekmugHocmi
ynpaeniHHa pobomu nepcoHany. MocmiliHe ouiHleaHHsI nepcoHany 0ae MOXIuUgICMb yxeanoeamu eheKkmugHi ynpaesiHChKi
piwerHs ma 3binbwysamu npodykmusHicmb npayi. AdekeamHa cucmema OuiHIo8aHHs aKocmi pobomu MeduyHo20 nepcoHany
nosuHHa peacysamu He MifbKU Ha KiHuesuli pe3ynbmam medu4Hoi Oonomoeu, a U 3anobizamu ymeopeHHsm dechekmis.
YnpaeninHa nepcoHanom y cchepi skocmi MeOuyHo2o obcryeosyeanHs Mae 30ilicHieamucs 3 MEMOK 3anobieaHHsi NOMUSTOK Y
HadaHHi meduyHoi donomozu. Lis KoHuenyist po3paxogaHa Ha CmMeOPEHHS 8HYMPILUHLOCMPYKMYPHOI cucmemMu ynpassiHHs SKicmio.
[ins echekmusHO20 8UKOPUCMAHHS OUiHIOBaHHS NepCOHaITy HEOOXIOHO PO3yMimu, SAKUM WITAXOM 80HO 30iliCHIOEMBCS, AK 83aEModie
3 [HWUMU emanamu ynpagniHcbKo20 npouyecy 8 cepeduHi opeanizauii. Y cmammi posensHymi wisixu noninweHHs ynpasmniHHs
OUYiHI08aHHSM ehekmugHocmi pobomu MedUYHO20 NepcoHany 3a paxyHok 80OCKOHaNeHHs cucmeMu ynpasniHHa NepcoHanoMm
3aknady 0XopoHu 300p08’A. [DyHMyKYUCh Ha 3a2abHUX NPUHUUNAX ma Memodax OuiHIBaHHS egexmusHocmi pobomu
npauigHukie OepxagHux ma HedepxasHux MeQUYHUX ycmaHo8, byno U3HaYeHO CymHicmb ma 0cob6augoCmi OUiHKBaHHS
MeOUYH020 nepcoHary. PosansHymo cucmemy ouiHiogaHHs MeOUYHO20 NepcoHasty 8 3aknadax OXOpoHU 300Pp08’s, a MakKox
ocobnusocmi ouiHOYHO20 npouecy 8 nepiod 3anposadxeHHs 6 it MeduyHoi peghopmu. Asmopu Oocnidunu cydacHuli cmaH
cucmeMu OUiHIOBaHHA NepcoHany MeduYHUX ycmaHo8 ma npoaHanidyeanu npobrmeMHi MOMEHMU y exusaHux mMemodax ma
MexaHiamax oujHI8aHHs1 nepcoHay. 3a onomMoz0t0 aHanidy cmpykmypu ma pyxy MeOU4HO20 NepCoHasy, cucmemu OUiH8aHHs
npauisHukis, 6yna docnidxeHa nomoyHa cumyauis cnpas y MeduyHili ycmanosi. 3a pe3ynbmamamu 8usigneHo Hedosiku 8 icHyruili
cucmeMi OUiHIOBaHHs NEPCOHaIy opaaHi3auii ma 8U3HayeHo NPUYUHU HU3bKUX NOKa3HUKie CeCmMpUHCBKO20 nepcoHany. Aemopu
suceimunu wsxu 600CKOHaNEHHs ICHyHHOI cucmemu ouiHIo8aHHs ehekmusHoCmi pobomu nepcoHany 8 yemaxosi 3a 00NOMo20K0
Kpumepito couianeHoi 3a0osonieHocmi, Memodis onumysaxHsi nopodine ma opeaHisaujii cucmemu ynpaesiHHs AKICMI0 Ha OCHOBI
yukny PDCA. Ompumani pe3ynsmamu 3acgio4unu, wo 8 MeduyHill ycmaHosi icHyromb piHi pe3epau Ansi 600CKOHaNEHHs cucmemu
OUYiHI08aHHS NEPCOHaITy ma 3pocmaHHs 3a0080/1eHOCMI NOPOQinb pigHeM 0mMpuMysaHUxX MeOUYHUX Nocya.

KntoyoBi cnoea: ynpasniHHS MepcoHanoM, OLjiHIoBaHHS poBoTu, edeKTVBHICTL poBOTU MEANYHOTO MepcoHany, KpuTepin
coLjiarnbHoi 3a0BOMNEHOCTI, KNiHIYHIA ayAUT, MOHITOPUHT.
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