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METO/, OUIHIOBAHHA PIBHA AOBIPU KNIEHTIB
[O CTPAXOBOI KOMMAHII 3 BUKOPUCTAHHAM HEYITKNX MHOXXWH

METHOD OF ASSESSING CLIENTS TRUST LEVEL
TO THE INSURANCE COMPANY WITH USE OF FUZZY SETS

YIIK 330.46

IpuueHko K.T.

K.T.H., AOLEHT, AOLEHT kadeapu
€KOHOMIYHOI KibepHETMKM
CyMcbkuii nepxaBHUii yHiBepcuteT

BHac/idoK €eKOHOMIYHOI Kpu3u 3az2ocmpusiacst
KOHKYPEHUsl Ha PUHKY Cmpaxosux rocsy2 Ykpa-
HU. OOHUM i3 Oepen 3abe3rMeyeHHsT XUMME3-
damHocmi cmpaxosux KoMmnaHili € coyjanbHull
Karimasi, OCHOBY 5IKO20 CmMaHoBUMb 00Bipa K/li-
€HMIB. BoHa cymmeso Bri/iusae Ha 8UGIp NomeH-
YilIHUM KJTIEHMOM KaHa/Ty OmpuUMaHHsi cmpaxo-
BuUX roc/y2. OCcob/IUBO BaK/IUBE 3HAYEHHST 07151
3a6e3reyeHHs1  XUmme3damHocmi  cmpaxosoi
KoMraHii Mae adekBamHe OUiHIOBaHHSI PIBHSI
dosipu  K/lieHmIB. IHCMpPYMEeHmMOoM makoz20 oyj-
HIOBaHHS1 € HEHIMKO-MHOXUHHA MOOE/Tb, WO Mae
iepapxidHy cmpykmypy. BoHa 0ae 3moay spaxy-
Bamu $IK KiflbKiCHI, mak i sIKiCHIi MOKa3HUKU, ma €
3PY4HOKO 07151 OYiHIOBaHHS BIOHOCUH 00BipU MK
EKOHOMIYHUMU Cy6'ekmamu. BukopucmaHHs yjer
Modesii 0ae 3mo2y aHaslizysamu piseHb 008ipu
K/lieHmig 00 CMpaxosoi KOMMaHii 5K 'y po3pi3i
oKpemux 2asty3ell cmpaxysaHHs1, mak i 8 yisomy,
BUSB/IIMU C/1a6KI Micys1 y chopMyBaHHI coujia/lb-
Hoeo karimasy. Ha yili 0cHosi MOXymb pu-
timamucsi 06IpyHMoBaHi yrpas/iHCbKi PiLueHHs!
w000 ¢hopMyBaHHsI coyiaibHO20 Kartimasty.
KniouoBi cnoBa: cmpaxosa KomnaHisi, 8uou
cmpaxysaHHsi, coyjiaiibHull  Karnimas, —piseHb
dosipu  KknieHmis,  AepesornodibHuUl  2pach,
aHKemHe orumysaHHsl, JiiHe8icmuyHa 3MiHHa,
HeqimKi MHOXUHU, HopMasti3ayjisi, agpeayBaHHsl.

Bcredcmsue  3KOHOMUYECKO20 Kpu3uca 060-
cmpunack KOHKYPEHYUs! Ha PbIHKE CMpPaxosbiX

ycnye YkpauHsl. OGHUM U3 UCMOYHUKOB obecrie-
YEHUST XU3ZHECTIOCOBHOCMU CMPaxoBbIX KoMa-
Hull siBnsiemcs coyuasibHbIl kKanumarsi, OCHOBY
Komopo2o cocmag/nisiem 008epue  KAUEHMOB.
OHO CcywecmseHHO a/1usiem Ha 8bI60p MomeH-
yuasibHbIM K/IUEHMOM KaHasia MoJTyHeHus cmpa-
X08blIX ycrye. OCOBEHHO BaXHOe 3HadeHue 015
obecriedeHus1 XU3HeCrnocobHocmu cmpaxosol
KOMraHuu umeem adeksamHoe OyeHUsaHue
YpOBHSI 00BEPUSI K/IUEHMOB. VIHCMPYMEHMOM
makoli OUYEHKU SIB/ISiemcsi  HEYEeMKO-MHOXe-
CmBeHHasi MoOe/Tb, UMeruwasi uepapxuqeckyio
cmpykmypy. OHa 110380/1ieM y4eCMb KaKk Ko/lu-
4YeCMBEHHbIE, MaK U KayecmBEHHbIE oKasa-
mesnu, u ydobHa 8 OUeHUBaHUU OMHOWeHUl
dosepusi Mex0y IKOHOMUYECKUMU Cybbekmamu.
Wcrionb308aHue amoli ModesIu 1o38o/1siem aHa-
u3uUpoBamb  yposeHb O0BEPUST K/UEHMOB K
cmpaxosoli KoMnaHuu Kak 8 pa3pese omoe/ib-
HbIX ompacsieli cmpaxosaHusi, mak u 8 Uesiom,
BbISIBNSAMb Clabble Mecma 8 (hopMupoBaHuU
coyuasibHo20 Kanumasa. Ha amol ocHose
Mo2ym npuHUMambCsi 060CHOBaHHbIE yrpas-
JIEHYecKUe peweHusi o (hopMupoBaHUIo coyu-
a/1bHO20 Karnumasna.

KnioueBble cnoBa: cmpaxogas KoMMaHusl,
BUObI CMpaxosaHusi, COoYUa/bHbIU Kanumann,
yposeHb 0oBepusi  K/IUEHMOB, OpPEBOBUOHbIU
epah, aHKkemHbili 0npoc, J/lUHeBUCMUYECKasi
repemMeHHasi, HeHemKUe MHOXXeCcmsa, HOPMaslu-
3ayusi, azpeauposaHue.

As a result of the economic crisis, competition in the insurance market of Ukraine has intensified. Today the main task of the management of insurance
companies is to ensure their viability. One of the sources of ensuring the viability is social capital, based on the trust of clients. It significantly influences the
potential clients choice of the channel of receiving insurance services. The relation of trust has a fuzzy nature and arises between economic actors during
their economic activity. An adequate assessment of the level of customer trust is particularly important for ensuring the viability of the insurance company.
The tool of such assesment is the fuzzy model that has a hierarchical structure. It allows for both quantitative and qualitative indicators to be taken into
account, and also it is very convenient for assessing the relationship of trust between economic actors. An assessment of customer trust in an insurance
company involves the use of data from a questionnaire survey of clients. Each questionnaire contains the grading scale which has linguistic description in
the form of fuzzy sets. Fuzzy sets are described by trapezoidal membership functions. For the input factors-incentives the procedure of natural normaliza-
tion is used. Normalized input factors is associated with corresponding normalized linguistic variables. The level of customer trust is being estimated using
a tree-like weighed graph. For each vertex of a tree-like weighed graph an aggregation of input factors should be performed. As a function of aggregation,
the ordered weighted averaging aggregation operator is used. Values of the linguistic variables are being got as the result of aggregation. They are identi-
fied by fuzzy filtration operations. Using hierarchical fuzzy model allow us to analyze the level of customer trust to the insurance company both in terms of
individual branches of insurance (property insurance, personal insurance, liability insurance) and in whole, to identify weaknesses in the formation of social
capital. Based on this, reasonable management decisions can be made regarding the formation of social capital.

Key words: insurance company, types of insurance, social capital, customer trust level, tree graph, questionnaire, linguistic variable, fuzzy sets, normaliza-
tion, aggregation.

MocTtaHoBKa NpoGaemMn. YMOBU, B AKUX OYHKLLiO-
HYIOTb BITUM3HSIHI cTpaxoBi komnaHii (CK), xapaktepu-
3yHOTbCS BUCOKMM PIBHEM PU3KKY Ta HEBU3HAYEHOCTI,
O HEeraTMBHO BM/IMBAE Ha IXHKO XXUTTE3LATHICTD,
TOH6TO CNPOMOXHICTb peasnizoByBaT OyHKUii CcTpa-
XyBaHHA B ymoBax fii gectabinisytoumx akTopis
3a MPUIRHATHOrO PIBHA Pe3y/1bTaTUBHOCTI AisiSIbHOCTI
(pvHKOBOI BapToCTi abo uuctoro npubyTky). Fono-
BHMM 3aBfaHHAM KepiBHUUTBa CK € 3abe3neyeHHs
IXHBOb XMTTE3ZATHOCTI. OfHMM i3 mkepen 3abes-
neuveHHs xuttesgaTHocTi CK € couianbHuid Kanitan
(CyKynHiCTb 3B'AI3KIB i3 KOHTpareHTamu Ta piBEHb
O0Bipn MiX HMMU [1]), OCHOBY SIKOrO CTAHOBUTL [0BIpa
KnieHtiB oo CK. Came ugeil NnokasHUK CyTTEBO BMNN-

Bunyck 30. 2019

Ba€ Ha BMOIp MOTEHUIAHUM K/TIEHTOM KaHany oTpu-
MaHHS CTPaxoBuX NOCAyr i popmMyBaHHA coLiaibHOro
kanitany CK. Ak 3a3HaveHo B [1], kiieHT obupae CK
Ha OCHOBI TPbOX OCHOBHMX (PaKTOpPIB: TEXHOOTYHOIo
(3micT cTpaxoBoi nocnyru), eKoHOMIYHOro (BapTicTb
CTpaxoBoi NOCNyrn) Ta couianbHOro (B3aEMogis, B3a-
€MHa aoBipa). B ymoBax eKOHOMIYHOI Kp13Kn cnocTe-
piraeTbca gedoiumT Aosipun kiieHTiB 4o CK, y 3B'A3Ky
3 YMM MEepPLLIOYEProBOro pPo3B’A3aHHA NoTpedye npo-
6/1emMa OLiHIOBaHHS PiBHSA 4OBIPY K/TIEHTIB.

AHania ocTaHHiX pocnimkeHb i nyGnikauiid.
CborofgHi BHacnigoK €KOHOMIYHOI Kpu3u 3aroctpu-
nacs KOHKYpEHLisi Ha pUHKY CTpaxoBuX Noc/yr Ykpa-
THW, Y 3B’I3KY 3 UMM NOTpebye NornnéaeHoro Aocni-



B MATEMATWUYHI METOAM, MOJENI TA IHOOPMALIHI TEXHOOT I B EKOHOMILY|

[DKEHHS K Y METOA0/10MYHOMY, TaK i B NPakTU4HOMY
acnekrtax npobnema Bn6opy ctparerii gisnbHocTi CK,
Lo noTpebye ageKBaTHOrO OLHOBaHHS PiBHSA A0BIpK
knienTie o CK. Bnave piBHA JOBipU Ha €KOHOMIYHI
nokasHukn gocnigkysann @. bigaynst, C. Apwuno
[2], O. BinbamcoH [3], H. TiomaH [4]. MNMuTaHHA dop-
MyBaHHS Ta ynpasniHHA couianibHum kanitasiom CK
pocnigpkysana C.B. HikoHeHko [1]. ¥ cBOiii po6oTi
[5] B.A. TonyweHKo 3a3Havae, WO BiAHOCUHU
[OOBIpY MatoTb HEuiTKy npupody Ta BUHMKaKTb MiX
cyb’ekTamy rocnofaproBaHHA Mifg Yac IXHbOI EKOHO-
MiYHOI gisnbHOCTI. BOHO noB’A3aHe 3 OLiHIBaHHAM
MOBEAIHKN KOHTpareHTa Ta OuiKyBaHHSAMW MEBHUX
6nar B ymMOBax puU3MKY, HEBM3HAYEHOCTI Ta Hermo-
BHOTW iHhopmalLlji.

He3sBaxatoun Ha HasABHICTb 3HAYHOT KiNIbKOCTi Hay-
KoBUX My6nikaLiii i3 gocnigkyBaHol npobremaTuku,
NUTaHHA OUHIOBaHHSA pPIBHA A0Bipu KNieHTiB o CK
3 ypaxyBaHHAM AK KiNbKiCHMX, Tak i AKiCHUX hakTo-
piB, HMHI BUCBIT/IEHI HE AOCUTb. M1 NOrogXyemocs 3
BMCHOBKOM B.A. TONyLLEHKO, WO METoAN HEYiTKOro
MOAENIOBaHHS, SKi BPaxoBYHTb SK Ki/IbKICHI, Tak i
AKICHI MOKa3HUKW, € Hanbinbw edeKkTUBHUMKU 4715
OLiHIOBaHHSA BifJHOLLEHHA [0BIpU MK €KOHOMIYHUMMU
cy6’ektamu [5]. BogHouvac y pob6oTtax [6—7] ans ouj-
HIOBaHHS BiAHOLUEHHS [OBipY MPOMOHYETHCA BWKO-
pPUCTOBYBaTW Yy3arasibHIOK4YMIA MOKA3HWK Ha OCHOBI
CMCTEMM HEYITKOro NI0riYHOro BUCHOBKY MamaaHi, Wwo
BMMarae nobyaoBM eKCrepTHOi 6a3n HedyiTkux npa-
BWJ/1 i 0COG/IMBO TOYHOIO HACTPOKBAHHSA MapameTpiB
CMCTEMM HEYIiTKOro JI0TYHOrO BUCHOBKY MOPIBHSHO 3
iHWMKX MEeTOAaMM HEeYITKOro mogestoBaHHs [8]. Ha
Hawly oymKy, 6inbLl paLioHanbHoW € nobyaosa y3a-
ra/IbHIOYOro0 MOKa3HMKa Ha OCHOBI arperyBaHHs
HEeUYITKMX OLiHOK (pakTopiB BN/IMBY 3 BUKOPUCTAHHAM
iEpapxiyHoro fgepesa. ArperoBaHuii onuc MICTUTb
MOPIBHAHO 3 MOYaTKOBUM MeHLle iHopmaLii, npu
LUbOMY KOopucHa iHchopmauis 3anuwaeTbca, a Hag-
MipHa 3BYXYeTbCA [9, ¢. 223].

MocTtaHOBKa 3aBpaHHA. MeTOlO CTarTi € po3BU-
TOK HAayKOBO-METOANYHOIO IHCTPYMEHTApPIt0 KOMI/IEK-
CHOrO OLUiHIOBaHHSA piBHA Ao0Bipu knieHTiB o CK Ha
OCHOBI HEYITKO-MHOXWHHOT iepapxiyHoi mMogeni, Lo
[AacTb 3MOry 3a6e3neuntu ctabinibHe YHKLIOHYBaHHSI
CK B MiH/IMBMX YMOBaX 30BHILLHLOTO cepefoBuLLa, a
TakoX cnpuaTnme iHHOBaLiiiHOMY po3BUTKY CK.

Buknaa ocHOBHOro marepiany AocnigXeHHs.
Ak 3a3Ha4yeHo B [10], cTpaxyBaHHA MOXHa Knacu-
doikyBaTy 3a rasiy3sMy Ta BUaMu CTpaxyBaHHS, fKi
€ NaHkaMu knacudikauii. BMLLOK NaHKo € rastysb
CTpaxyBaHHS, H/KHO — BUA, CTpaxyBaHHSA. YCi naHKu
Knacudikaujii OXonawTb ABi OCHOBHI dhopMu CTpa-
XyBaHHs — OOOB’SI3KOBY Ta A06pPOBi/fibHY. [J0 OCHO-
BHMWX rasly3eii CTpaxyBaHHS BifHOCATb:

— MaliHOBe CTpaxyBaHHs — CTpaxyBaHHs MaiiHa Ta
MaTepiasibHMX LiHHOCTEN IOPUANYHNX | ARI3NYHMX OCIb;

— 0CcobKuCTe CTpaxyBaHHA — CTpaxyBaHHS XWUTTA
rpomagsiH, IXHbOI Npaue3gaTHOCTI Ta 340p0B's;

— CTpaxyBaHHA  BiAnNOBi4as/IbHOCTI
nepeg Tpetimu ocobamu.

Mopaenb oLjiHIBaHHSA PiBHA A0BipY KieHTiB Ao CK
NMPONOHYETLCA NPEACTABUTM Y BUINSAAI AEPEBONOAi6-
Horo rpadpa (puc. 1).

rpoMagsH

0 pisenw

1 pisenv

Puc. 1. lepapxiuyHa cTpykTypa mogeni
ouLiHIOBaHHA [0Bipu KnieHTiB go CK

Lxepeno: nobydosaHo asmopoM Ha OCHOBI onpaytosaHHs [6]

BxigHumn  cpakTopamun X; BUCTynawTb ycepes-
HEHi ouiHKK KnieHTamn CK BnacHOro piBHsi A0OBipy A0
OKpeMux BUAiB CTpaxyBaHHs, AKi rpynyTbCs 3a rany-
35MU CTpaxyBaHHS. Y pesynbTaTi arperyBaHHs BXia-
HUX (hakKTopiB BM3HAYAKOTLCA PIiBHI AOBIPU KNIEHTIB
8o CK B po3pisi ranyseii ctpaxyBaHHsl. PiBeHb foBipy
KnieHTiB Ao CK 3arasiom BU3HaA4Ya€eTbCs B pe3y/brari
arperysaHHs OTpMMaHux piBHiB gosipy go CK B pos-
pi3i ranyseli cTpaxyBaHHs.

EnemeHTn gepesonogibHoro rpaca iHTepnpery-
HOTbCA TaKUM YMHOM:

— KopiHb gepeBa (Y) — piBeHb AOBIpU KNIEHTIB 40
CK 3arasnowm;

— TepMmiHanibHi  BepwmnHM  (X) ycepeaHeHi
OUiHKM KnieHTamy CK BnacHoro piBHa A0Bipn A0
BUAIB CTpaxyBaHHA X, i = 1,nn= 3j= 1_IVI, ,aen—
KINIbKICTb rastyseli cTpaxyBaHHs, M, — KifbKiCTb BUAIB
CTpaxyBaHHsA, WO NOB’A3aHi 3 /-TOK rasy3s yepes
HeTepMiHasIbHY BEPLUUHY F;;

— HeTepMiHasibHi BepwrHK (F,) — doyHKLiT 3rop-
TOK F, 3arasy3samu cTpaxyBaHHs Y;, i=13;

— [yru, WO BUXOAATb i3 HETEPMiHa/IbHUX BEPLUMH
(;), — piBHi gosipu knieHTiB CK B po3pi3i rasty3eli cTpa-
XyBaHHA: MaiiHoBe cTpaxyBaHHs (Y, ), ocobucTe cTpa-
xyBaHHA (Y, ), CTpaxyBaHHsA BianosigansHocTi (Y;).

MoriplweHHs [0BipK K/IEHTIB 4O OKpeMux BUAiB
CTpaxyBaHHA MPU3BOAWUTbL A0 MOripLIeHHs [0Bipu
knieHTiB 4o CK cnoyaTky Ha piBHi OKpemux ranysei
CTpaxyBaHHs, a NoTiM — 3arasiom.

B Tta6n. 1 HaBefeHa iepapxiyHa Knacudikauis, wo
BignoBigae aepesonogioHomy rpadyy (aume. puc. 1),
sKka Gyna BYKOpMCTaHa A/18 OLiHIBAaHHS PIBHA OOBIpK
KnieHTiB Ao CK i3 pr3nMKOBOro cTpaxyBaHHS.

OuiHka piBHA gosipy KnieHTiB Ao CK nepenbavae
BUKOPWUCTaHHA AaHMX aHKETHOrO ONUTYBAHHS KIIEHTIB,
OTpMMaHuX, Hanpuknag, i3 BUKOpUCTaHHSAM Google
Forms. Hamu nponoHyeTbCA BUKOHATW arperyBaHHs
HEYITKMX ONMCIB aHKETHUX OLLHOK 3a PIiBHAMY iepapxii
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rpadpa, HasefeHoro Ha puc. 1, i3 nepecysaHHAM Bif,
HWKHIX PIBHIB iepapxii 40 BepxHiX. 3HaYeHHA BXiAHWUX
(hakTopiB  X; BU3HAYAKTBCS LUMSIXOM YCEpPEeHEHHs
AaHKETHUX JaHUX, TOMY aHKETU MOBWHHI MICTUT Ki/TbKICHY
(6as1bHY) LKasy OLHIOBaHHS, HaBeaeHy, Hanpukniag, B
[11]. KinbkicHa Likana OUiHIOBaHHSA 3iCTaBMAETbCA 3 1I
NIHrBICTUYHMM ONUCOM (HEYITKOK TEPM-MHOXMHOLD), SIK
Le nokasaHo, Hanpuknag, B [12, c. 51].

PiBeHb noBipu KnieHTiB Ao CK onuwemo HacTtyn-
HOO HeYiTKO iepapXivyHoto mogennto [13]:

Y=<G, L, F>, 1)

ae G — iepapxiyHuii rpady, nokasaHuii Ha puc. 1;
L — TepM-MHOXWHa HEYITKMX OLHOK BXiJAHUX (hakTo-
piB X, ; F — (PyHKLiA 3ropTK1 HEYiTKUX OLHOK Y BiA-
NnoBifHUX BepwuHax rpadpa. Barn ayr rpada signo-
BialOTb CTYNeHw BNAUBY Bi4NOBIAHUX (hakTopiB Ha
pe3ysnbTYoUY OLiHKY.

Ouinky piBHA posipy KnieHTiB o CK 3aranom
nogamo y BUrNsAAi NiHrBICTUYHOT 3MiHHOT L, i3 MHO-
XXMHOIO MOX/IMBUX 3HAYEHb (TEPM-MHOXMHOIO):

L ={T},T},.T; |, )

e S — KINbKICTb HEeYiTKUX TepPMiB NiHIBICTUYHOI
3MiHHOI L, .

OUuiHKM piBHS AoBipy KnieHTiB CK y po3pisi rany-
3eil cTpaxyBaHHA Y, NpeAcTaBUMO y BUINALI NiHrBIC-
TUYHUX 3MIHHUX L, i3 MHOXWHOI MOX/IMBMX 3HAYEHb:

L={T"T .. T7},i=13, ©)
A€ S — KiJIbKICTb HEeYiTKMX TepMiB NiHrBICTUYHOI
3MiHHOT L, .
KoxHy oujiHky piBHS foBipu kiieHTiB CK fo suay
CTpaxyBaHHs X NpefcTaBuUMO Y BUINSAi NHTBICTAY-
HOT 3MiHHOT L; 3 MHOXVHOIO MOX/IMB/X 3HAYEHb!

L ={T, T T} (4)

ij

i=1,3 j=1M,

e S — KINbKICTb HEeYiTKUX TepPMiB NIHIBICTUYHOI
3MiHHOT L; .

3 MeTo cnpoueHHs mogeni (1)—(4) cchopmyemo
OHY MHOXWHY MOXJ/IMBUX 3HAYeHb A/1A BCiX JIiHrBIC-
TUYHUX 3MIHHMX L, L, L;: Ty, Th T} — «HU3bKMiA
piBeHb»; T7,T7,T? — «cepenHiit piseHb»; T, 77T —

o . . k
«BUCOKUA piBEHb». KOXHOMY HeuiTkomy Tepmy T;

(«HU3bKMIA» (k=1), «cepefHin» (k=2), «BUCOKMWIi»
(k=3)) NiHrBICTUYHOI 3MiHHOT L; nocTaBumo Y BiA-
MOBIZHICTb TpanewienogibHy yHKUiIK HaIeXHOCTI

u,(X;) 3 napametpamu t;;t;af;bf (k =1,3), Hase-
AeHy y [13]. Heuitka TepM-MHOXWHA NiHIBICTUYHOI
3MiHHOT L; HaBefeHa Ha puc. 2.

[nsa ouiHoBaHHA pPiBHA A0BipW KieHTiB go CK 3
BMKOPUCTAHHAM HaBefeHOi Ha puc. 1 iepapXivyHoi
CTPYKTYpW, HEOobXigHO 471 KOXHOro piBHA iepapxil
NpPOBECTW arperyBaHHs 3HauyeHb MAiHrBICTUYHMX 3MiH-
HKX 3 MepecyBaHHSM 3a HaMpPsIMOM Ayr iepapxiyHoro
rpada Bif, HYKHIX PiBHIB iEpapxii A0 BEPXHiX. Y KOX-
Hili BepLUnHi rpadpa F. BUKOHYETLCA 3ropTka 3HayeHb
MOB'sI3aHNX 3 HEto BXiAHUX (hakTopiB X, npescTas-
NeHVX BIANOBIAHVMU NIHTBICTUMHUMU 3MiHHUMK L, —
HeYiTKUMK TepMamu T,.].k ,i=13,j=1,M,, k=1s.

Y 3araibHOMY pa3i Ki/IbKiCHi 3HaYeHHS BXigHUX dhak-
TopiB X (BiCb abCLMC Ha pyC. 2) MOXYTb MaTU Pi3HY
PO3MIpHICTb, TOMY NOTPEBYOTb HOPMYBaHHSA. Heob-

tﬁ;t,lk.;a}/.‘;b; (k=1,3)
TpanewienogioHnx OyHKLI Ha/TEXHOCTI HEYITKMX TEp-
MiB JIIHIBICTUYHOT 3MiHHOT L; Ao iHTepsany [0,1]. Ans
LbOro NOTPIGHO CKopMCTaTMCA NPOLEeAYyPOo NpUpoa-
HOI HopMaUTi3alLii, Ka BpaxoBye, Lo BXifHi hakTopu
X; € cTumynsaTopamu, 60 TXHE 3pOCTaHHA noKpaLlye
3HaYEeHHSA arperoBaHoro nokasHuka [13]. Y pesynbrarTi

XilHO MpPVBECTU NapameTpu

nikrgicTMuHa 3minka L, ={Tf } (k=13) wabysae
BUrnagy  (L;)om = { (T,.,.k )no,m} . [na KinbKicHUX 3Ha-
YeHb cammux BXIfHVX (haKTOPiB X TeX BUKOHYETbCS
npoveaypa nprpoaHoi Hopmanisadii.

Ak dbyHKuii  3ropTkM  Bukopuctaemo OWA-
onepartop Arepa:

M; M;

(L) = ;((La)norm % a’ff) :,:1 ({(Tifk )no,m} x a),.j) =

(570

=

(%)

Ae w; — NUToMa Bara NHrBICTUYHOI 3MiHHOT L;
BXifiHOTO hakTopy X, WO Yepes BEPLUMHY F; (PyHK-

L0 3ropTkM) nNoB’sAi3aHa 3 JIHIBICTUYHOK 3MIHHOM

Tabnuya 1

lepapxiuHa knacudikauis

Fanysi ctpaxyBaHHA NMo3HavyeHHs

Buaun ctpaxyBaHHsA Mo3HavyeHHs

CTtpaxyBaHHS BiZnoOBifaIbHOCTI Y,

O60B’'A3k0BE CTpaxyBaHHS LMBI/IbHO-NPaBOBO| X
BiANOBIAA/TLHOCTI BMIACHWKIB HA3EMHUWX
TpaHcnopTHUx 3acobis (OCLIMB) BHYTpILLIHE

11

3eneHa kapTka

-
N

MaiiHoBe CTpaxyBaHHs Y,

[06poBinbHe MaiiHOBE CTpaxyBaHHS

N
[y

CTpaxyBaHHA HasemHoro TpaHcnopty KACKO

N
N

OcobucTe cTpaxyBaHHsA Y,

MepynuHe cTpaxyBaHHs

w
iy

CTpaxyBaHHs Big HeWacHUX BUNagKis

X | X | X | XX

Lkepeno: ckadeHo asmopoM Ha OCHOBI ornpaytosaHHs [7].
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L, ranysi cTpaxyBaHHA Y;. Y pesynbrarti OTPUMYEMO  TO i TEPMU JTIHIBICTUYHOT 3MIHHOT L, TeX maloTb Tpa-
HeYITKy OLIHKY piBHSA AoBipy KNieHTIB A0 CK B po3pisi  neuienoaibHy dpopmy. 15 BUHAYEHHS PiBHS OOBIpK
ranyseii cTpaxyBaHHs Y. KnieHTiB o CK 3arasiom BUKOHYEMO 3rOpPTKY OTpUMa-

OCKINbKM  OYHKUIT HaNEeXHOCTI HEUITKUX Tep-  HUX BULLLE HEYITKMX OLIHOK (L,.)norm:
MIB  NIHBICTUYHWX 3MIHHWX (L,I.) :{(T
norm

i )norm v (LY )norm = 2((1_’ )norm x 60,-) ! (6)

(15 )norm s )norm} MaroTb TpaneLjienogi6Hy dopmy, £
u[’ﬂ1 Huzekmii (k=1) ff_lﬂ_ﬂ_x_lﬂl"ﬂ[tf_ﬂkl Bucokuii (k=3)
/ \
0.75F
0.5¢
0.25F
0 X

Puc. 2. HediTka TepM-MHOXWHA NiHIBICTUYHOT 3MiHHOT L;

Lkepeso: ckiadeHo aBmopoM Ha OCHOBI onpaytosaHHs [13].

Tabnumua 2
MapameTpu TpaneyienofiGHUX PyHKLUi HANEXHOCTI HEYITKUX TePMIB NIHIBICTUMHUX 3MIHHUX L,
NiHrBicTMUHNIA Tepm ti ﬁ a,,* b;j(
PiBeHb fOBiIpU 40 060B’'A3KOBOr0 CTpaxyBaHHS LMBINIbHO-NPaBOBOT BiANOBIAaIbHOCTI BIACHUKIB HA3eMHUX
TpaHcnopTHUX 3acobis (OCLIMB) BHyTpiLHbOrO, L,
Hu3bkuii (k=1) 0 76 0 53
CepegHiit (k=2) 81,3 92,4 5,3 1,7
Bucokuii (k=3) 94,1 100 1,7 0
PiseHb [0BipK [0 3eneHol kapTku, L,
Husbkuii (k=1) 0 59,6 0 5,9
Cepeghiii (k=2) 65,5 87,23 5,9 5,07
Buicokuii (k=3) 92,3 100 5,07 0
PisBeHb [0BipK 0 CTpaxyBaHHsA HazeMHoro TpaHcnopty KACKO, L,,
Husbknii (k=1) 0 68,25 0 6,75
Cepegiii (k=2) 75 80,7 6,75 4,63
Buicokuii (k=3) 85,33 100 4,63 0
PiseHb [0BipK 10 A0BPOBINILHOTO MaiHOBOrO CTpaxysaHHs, L,,
Husbkunii (k=1) 0 52 0 6,5
Cepegiii (k=2) 58,5 74 6,5 20,5
Buicokuii (k=3) 94,5 100 20,5 0
PiBeHb [0BIpY O MeAUUHOTO CTpaxyBaHHsA, L,
Hu3bkunii (k=1) 0 50,6 0 10,9
CepegHiit (k=2) 61,5 72 10,9 19,3
Bucokuii (k=3) 91,3 100 19,3 0
PiBeHb J0BIpY 0 CTPaxyBaHHA Bif HELLACHWX BUNaakKiB, L,

Hu3bkuii (k=1) 0 61,4 0 10,72
CepepHiii (k=2) 72,12 86,25 10,72 1.4
Bucokuii (k=3) 87,65 100 1,4 0

Lkepeno: po3pobseHo aBmopoM Ha OCHOBI onpaytosaHHs [7].
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e o, — nuToma Bara JIHIBICTUYHOI 3MiHHOT L, ,
Lo Yepes BeplunHy F, (doyHKLUil0 3ropTku) nos’a3aHa
3 JIIHrBICTMYHOIO 3MiHHOW L, . MNMuToMa Bara «; onu-

CYETbCA TpaneujienoibHo (YHKLIE HaNEeXHOCTI
3 napametpamu t;t;0;0, e Barosuii KoewilieHT

i

=t =k,. Y pesynsrari OTPUMYEMO HEUITKY OLLIHKY
piBHA poBipu knieHTiB go CK 3arasniom. Barosi koei-
WIEHT o; Ta @; Y (OYHKLsAX 3ropTKM BEPLUMH fepe-
BOMNoAibHoro rpada NPOMOHYETLCS PO3pPaxoByBaTu
3a cxemoio diwbepHa [14, c. 207].

Ons Toro, wo6 AiRTM BWMCHOBKY NPO piBEHb
[oBipy knieHTiB o CK, HeobxigHO po3ni3HaTn oTpu-
MaHi 3Ha4YeHHS NIHrBICTUYHMX 3MiHHUX (5) i (6). Lle
MOXHa 3pobuTK 3a [ONOMOro onepauii HeYviTKoi
oinbTpayii 3a NOKa3HNMKOM MOX/IMBOCTI, 5K Lie nokKa-
3aHo B [15, c. 15].

PosrnsHemo npuknag 3acTtocyBaHHA po3pobse-
HOro MeTOoAy OLiHIOBaHHA PiBHA OOBIpU K/EHTIB [0
CK 3 puM3MKOBOIO CcTpaxyBaHHSA, BUKOPUCTOBYHOUM
OaHi aHKeTHOro onuTyBaHHA. Ekcneptam y rasyasi
CTpaxyBaHHS MPOMNOHYBAJIOCA BKasaTu IHTEpBa/In
[OBipY A0 BMAIB CTpaxyBaHHs (AvB. Tabn. 1) y Big-
coTkax Big 0 go 100 3a TpbOMa PIBHAMU: HU3bKWIA,
cepepHiii, Bucokuia [7]. Po3paxoBaHi Ha OCHOBI faHnX
aHKETHOrO ONWTYBaHHA MapameTpu Tpaneuienogi6-

HUX DYHKLLI HANEXHOCTi HEYITKUX TEPMIB MIHIBICTUY-
HUX 3MIHHUX L, HaBefeHo B Tao6n. 2.

EKCnepTHi OUiHKM NpIOpUTETHOCTI (paHrn) BUAIB i
rasly3eii CTpaxyBaHHsl HaBefeHo B Tabn. 3.

Knientam CK nponoHyBasiocsi OUiHWTU BracHWI
piBeHb 40BIpM 40 MEBHOMO BUAy CTpaxyBaHHs. Yce-
peaHeHi [aHi aHKeTHOro onuTyBaHHA KhieHTiB CK
HaBefeHi B Ta6n. 4.

MposiBWK HOpPMYBaHHA | 3ropTky, npeacra-
BUMO OTpMMaHi pesynbTat (HeYiTki TepM-MHOXUHN
HOPMOBAHWX JIHIBICTUYHUX 3MiHHUX L;) rpadyiyHo
(puc. 3-5).

HopmoBaHe 3HauYeHHSA ouiHKM [oBipy KnieHTiB CK
[0 cTpaxyBaHHA BignosiganbHocTi (Y;) OOpPIBHIOE
0,9, oo ocobuctoro cTpaxysaHHA(Y;) — 0,8, Lo Big-
noBigae cepefHbOMY PIBHIO OOBIpU K/IEHTIB, a A0
mariHoBoro ctpaxysaHHs (Y, ) — 0,87, wo signosigae
BMCOKOMY PIBHIO [10BipM K/iEHTIB.

AHanoriyHo OTPUMYEMO OLLiHKY 3arasibHOro PiBHS
poBipyn knieHtis o CK 3arasiom, 3acTOCOBYH4U
topmyny (8). MNpeactaBMMO OTpUMAaHi pesynbrartu
(He4iTKy TepM-MHOXWHY HOPMOBAHOI JIiHrBICTUYHOT
3miHHOTI (L, ) rpadiuHo (puc. 6).

HopmoBaHe 3Ha4YeHHsI KOMMJIEKCHOrO MoKasHMKa
[oBipu knieHTiB o CK gopisHioe 0,88, Lo Bignosigae
cepeaHbOMY PIBHIO 0BIpKM KMIEHTIB.

Tabnuua 3
EkcnepTHi OL{iHKM NPiOpUTETHOCTI BUAIB i raslyseii cTpaxyBaHHSA
. Mutoma Bara Mutoma Bara
CTpgxz?;HHﬂ oili(ﬁ::p;::r 3a CXeMolo Buau ctpaxyBaHHA oi';ﬁ::p;:zr 3a cxemoio
’ diwGepHa ’ ®diwbGepHa
CTpaxyBaHHsI 3 3/6 O60B’'AA3K0BE CTpaxyBaHHs 2 2/3
BiANOBIA&/IbHOCTI LMBI/IbHO-NPAaBOBOI
BiANOBIAA/IbHOCTI B/TACHUKIB
Ha3eMHMX TPaHCMOPTHUX
3aco6iB (OCLIMB) BHyTpILLHE
3eneHa kapTka 1 1/3
MaiiHoBe 2 2/6 CTpaxyBaHHA Ha3eMHOro 2 2/3
CcTpaxyBaHHsA TpaHcnopty KACKO
[o6poBinbHe maiiHoBe 1 1/3
CTpaxyBaHHS
Ocobucrte 1 1/6 MepguyHe cTpaxyBaHHs 2 2/3
CTpaxyBaHHA CTpaxyBaHHS Bif, HeLLLaCHUX 1 1/3
BMNAAKIB
[kepeno: ckiadeHo asmopoM Ha OCHOBI ornpaytoBaHHs [7].
Tabnuus 4
YcepepfHeHi AaHi aHKeTHOro onuTyBaHHA KNnieHTiB CK
Fanysi ctpaxyBaHHA Buau cTtpaxyBaHHs OuiHka aoBipu
CTtpaxyBaHHS BignosigansHocTi | O60B’A3k0Be CTpaxyBaHHS LMBI/IbHO-NPaBOBOT
BiZNOBIAa/IbHOCTI B/TACHUKIB HA3EeMHUX TPAHCMOPTHUX 93,1
3aco6is (OCLIMB) BHyTpiLLUHE
3eneHa Kaprtka 85,0
MaiiHoBe cTpaxyBaHHs CrtpaxyBaHHA HasemHoro TpaHcnopty KACKO 87,7
[o6poBinbHe MaliHOBE CTpaxyBaHHS 86,7
OcobucTe cTpaxyBaHHA MegunyHe cTpaxyBaHHA 77,7
CTpaxyBaHHS Bif, HELLLACHUX BUNa/KIB 84,9

Lxepeno: [7]

Bunyck 30. 2019




B MATEMATUYHI METOAW, MOJIE/I TA IHOOPMALLIMHI TEXHONOTIT B EKOHOMILII

nix) 4 Hunsnscuid Cepeaniii Bucoknii
0.
0. E
.
v] X g
% 91 o0z 03 04 05 08 07 08 08 1
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BucHOBKM 3 nNpoBeAeHoro gocnigxeHHsa. Brko-
pUCTaHHA PO3PO6IEHOT HEYITKO-MHOXUHHOT MoAeni
[Aa€ MOXNMBICTb aHasizyBaTu piBEHb A0BIPY KNIEHTIB
[0 CK sk y po3pi3i okpemMux ranysein cTpaxyBaHHS,
Tak i 3ara/iom, Ta Ha Uil OCHOBI BUSBAATU craoki
Micusa B doopMyBaHHi couianbHoro kanitany CK. Mep-
CNEeKTMBOK MoJasbLUMX AOC/IIKEHb € BAOCKOHa-
NEeHHs1 MEeTOAIB ynpaB/iiHHA COLja/IbHUM KaniTasiom
CK, po3po6neHHsA cueHapiiB MOX/IMBUX YMpaBs/iH-
CbKMX pilleHb LLOAO BNIMBY HAa COLjia/lbHUIA KaniTa.

BIBMIOrPA®IYHNIA CMINCOK:

1. HukoHeHko C.B. KoHuenuia nigsuLLieHHA edek-
TUBHOCTI YMNpaBniHHA coujanbHUM KaniTa/lom CTpaxo-
BOI komnaHii. EchpekmusHa ekoHomika. 2011. Ne 6. URL:
http://www.economy.nayka.com.ua/?0p=1&z=585 (gata
3BepHeHHS: 24.04.2019)

2. Bidault F., Jarillo J.F. (1997) ‘Trust in economic
transaction’ in Francis Bidault, Pierre-Yves Gomez and
Gilles Marion (eds) Trust: Firm and society, London,
Macmillan Press.

3. Williamson O.E. (1993) Calculativeness, trust,
and economic organization. The Journal of Law and
Economics, volume 36, pp. 453-486.

4. Luhmann N. (1979) Trust and power. Oxford:
John Wiley and Sons.

5. MonyweHko B.A. AHania metogiB | moge-
neil ouiHKM BiAHOLIEHHS AOBIPM MiXX EKOHOMIYHUMMU
cy6’ektaMun. [HBecmuyii: npakmuka ma docsid. 2014,
Ne 19. C. 92-96.

6. MonyweHko B.A. Mogenb OUiHKA BifHOLUEHHSA
[10BipY Mi>X CTPax0BOK KOMMNAHIE Ta 30BHiLLHIM cepefio-
BuULLEM. EKOHOMIKa ma depxasa. 2014. Ne 10. C. 67-73.

7. KoBasbuyk K.®., Monywexko B.A. Moaenb OLjiHKM
[lOBipY KNIEHTIB [0 CTpaxoBoi KomnaHii. EKOHOMiYHUl
BICHUK HayioHasibHo20 2ipHu4020 yHisepcumemy. 2013.
Ne 3. C. 185-192.

8. LWToB6a C.[. ObecneyeHne TOHUHOCTM 1 Npo3pay-
HOCTW HeyeTkol Mogenu MamgaHu npu oBy4vyeHuUu Mo
3KCMEePUMEHTa/TbHBIM AaHHbIM. [1pobsieMb! yrpasieHusi
U uHgpopmamuku. 2007. Ne 41. C. 1-13.

9. MNoHomapeHko B.C., Mansapeub J1.M. bararo-
BUMIpHUIA  aHasli3  COLiaSIbHO-EKOHOMIYHMX — CUCTEM:
HaB4asIbHKI1 NoCciBHKK. Xapkis: XHEY, 2009. 384 c.

10.BHykoBa H.M., BpemeHko J1.B., YcnaneHko B.I.
CTpaxyBaHHs: Teopis Ta NpakTuKa: HaBYaslbHWIA NoCi6-
HUK. XapkiB: BypyH KHura, 2009. 656 c.

11. Grading systems in the Netherlands, the United
States and the United Kingdom. URL: https://people.
eecs.berkeley.edu/~marten/pdf/gradingsystems.pdf
(nata 3BepHeHHs: 24.04.2019).

12. byteHko /.M., JlozoBuk HO.M. AHaniTuuHi Mogeni
LUBWAKOT AjarHOCTVKU NiANPUEMCTBA Ta MeXaHi3Mu ix 3abes-
neyeHHs. EkoHomika ma depxasa. 2010. Ne 4. C. 50-54.

13.Mpuuenko K.I. BukopucTaHHs Teopii HeuiTkmx
MHOXWH [/19 OLiHIOBaHHA PIBHA 3axMLEHOCTi GaHkiB-
CbKOI YCTaHOBW Bifg KibepluaxpaicTs. [Mpuasosckbkuli
eKoHomiyHul sicHUK. 2019. Ne 1 (12). C. 214-219.
URL: http://pev.kpu.zp.ua/vypusk-12 (nata 3BepHEHHS:
24.04.2019).

14.Mipcbkux TIO., Peytcbka HO.HO. KombiHoBaHi
METOAN BU3HAYEHHA BaroBUX KOeqiLjieHTIB B 3ajavax

S0)| Bunyck 30. 2019

OonTUMI3alii Ta OUiHIOBAHHSI SKOCTI O06'€KTIB. BICHUK
HauioHasibHo20 MexHIYHO020 YyHisepcumemy YkpaiHu
«KIl». Cepis «PadiomexHika. Padioanapamobydy-
BaHHs». 2011. Ne 47. C. 199-211.

15.Bupcbknii B.B. OuiHIOBaHHA CTaHy eKOHOMIYHOI
CUCTEMU MeToAaMMn Teopii HeYiTKUX MHOXWH. [epxasa
ma pezioHu. 2010. Ne 4. C. 11-15.

REFERENCES:

1. Nykonenko S.V. (2011) Kontseptsiia pidvysh-
chennia efektyvnosti upravlinnia sotsialnym kapitalom
strakhovoi kompanii [The concept of increasing the
effectiveness of social capital management of an insur-
ance company]. Efektyvna ekonomika, no. 6. Available
at:http://www.economy.nayka.com.ua/?op=1&z=585
(accessed 24 April 2019)

2. Bidault F., Jarillo J.F. (1997) ‘Trust in economic
transaction’ in Francis Bidault, Pierre-Yves Gomez and
Gilles Marion (eds) Trust: Firm and society, London,
Macmillan Press.

3. Williamson O.E. (1993) Calculativeness, trust,
and economic organization. The Journal of Law and
Economics, volume 36, pp. 453-486.

4. Luhmann N. (1979) Trust and power. Oxford:
John Wiley and Sons.

5. Polushenko V.A. (2014) Analiz metodiv i mod-
elei otsinky vidnoshennia doviry mizh ekonomichnymy
subiektamy [Analysis of methods and models for assess-
ing the relationship of trust between economic actors].
Investytsii: praktyka ta dosvid, no. 19, pp. 92-96.

6. Polushenko V.A. (2014) Model otsinky vidnosh-
ennia doviry mizh strakhovoiu kompaniieiu ta zovnishnim
seredovyshchem [Model for assessing the trust relation-
ship between the insurance company and the environ-
ment]. Ekonomika ta derzhava, no. 10, pp. 67-73.

7. Kovalchuk K.F., Polushenko V.A. (2013) Model
otsinky doviry kliientiv do strakhovoi kompanii [Model
for assessing customer trust in an insurance company].
Ekonomichnyi visnyk Natsionalnoho hirnychoho univer-
Sytetu, no. 3, pp. 185-192.

8. Shtovba S.D. (2007) Obespechenie tochnosti i
prozrachnosti nechetkoy modeli Mamdani pri obuchenii
po eksperimental'nym dannym [Ensuring the accuracy
and transparency of the fuzzy Mamdani model when
training on experimental data]. Problemy upravleniya i
informatiki, no. 41, pp. 1-13.

9. Ponomarenko V.S., Maliarets L.M. (2009) Baha-
tovymirnyi analiz sotsialno-ekonomichnykh system [Mul-
tivariate analysis of socio-economic systems]. Kharkiv:
KhNEU. (in Ukrainian)

10. Vnukova N.M., Vremenko L.V., Uspalenko V.I.
(2009) Strakhuvannia: teoriia ta praktyka [Insurance:
theory and practice]. Kharkiv: Burun Knyha. (in Ukrai-
nian)

11. Grading systems in the Netherlands, the
United States and the United Kingdom. Available at:
https://people.eecs.berkeley.edu/~marten/pdf/grading-
systems.pdf (accessed 24 April 2019)

12. Butenko L.M., Lozovyk Yu.M. (2010) Analitychni
modeli shvydkoi diahnostyky pidpryiemstva ta mekha-
nizmy yikh zabezpechennia [Analytical models of enter-
prise fast diagnostics and mechanisms of their support].
Ekonomika ta derzhava, no. 4, pp. 50-54.



B MATEMATWUYHI METOAM, MOJENI TA IHOOPMALIHI TEXHOOT I B EKOHOMILY|

13. Gritsenko K.G. (2019) Vykorystannia teorii
nechitkykh mnozhyn dlia otsiniuvannia rivnia zakhysh-
chenosti bankivskoi ustanovy vid kibershakhraistv
[Using the theory of fuzzy sets for assessing the level
of bank security from cyber frauds]. Pryazovskyi eko-
nomichnyi visnyk, no. 1 (12), pp. 214-219. Available at:
http://pev.kpu.zp.ualvypusk-12 (accessed 24 April
2019)

14. Mirskykh H.O., Reutska Yu.Yu. (2011) Kom-
binovani metody vyznachennia vahovykh koefitsiientiv v

zadachakh optymizatsii ta otsiniuvannia yakosti obiektiv
[Combined methods for determining weight coefficients
in the tasks of optimization and evaluation of the qual-
ity of objects]. Visnyk Natsionalnoho tekhnichnoho uni-
versytetu Ukrainy «KPI». Seriia «Radiotekhnika. Radio-
aparatobuduvannia», no. 47, pp. 199-211.

15. Byrskyi V.V. (2010) Otsiniuvannia stanu ekonomi-
chnoi systemy metodamy teorii nechitkykh mnozhyn
[Estimation of economic system state by methods of the
fuzzy sets theory]. Derzhava ta rehiony, no. 4, pp. 11-15.

Gritsenko Konstantin

Candidate of Technical Sciences, Associate Professor,
Senior Lecturer at Department of Economic Cybernetics
Sumy State University

METHOD OF ASSESSING CLIENTS TRUST LEVEL
TO THE INSURANCE COMPANY WITH USE OF FUZZY SETS

The purpose of the article. Trust of clients significantly influences the potential clients choice of the chan-
nel of receiving insurance services. The purpose of this article is to develop scientific and methodical tools for
a complex assessment of the level of customer trust to an insurance company based on a hierarchical fuzzy
model that will ensure the stable functioning of the insurance company in a changing environment, and will
promote the innovative development of the insurance company.

Methodology. In this study, we have used a tree-like weighed graph to describe the hierarchical structure
of factors that affect the level of customer trust to an insurance company. We have considered the uncertainty
of influence factors on the basis of fuzzy sets theory. Questionnaires are used to assess the input factors. Each
guestionnaire contains the grading scale which has linguistic description in the form of fuzzy sets. The level of
customer trust to an insurance company in terms of individual branches of insurance (property insurance, per-
sonal insurance, liability insurance) and in whole is represented as a linguistic variable. Fuzzy sets of linguistic
variable are described by trapezoidal membership functions. For the input factors-incentives the procedure of
natural normalization is used. Normalized input factors is associated with corresponding normalized linguistic
variables. For each vertex of a tree-like weighed graph an aggregation of input factors is performed. As a func-
tion of aggregation, the ordered weighted averaging aggregation operator is used. The Fishburn’s approach
is used to calculate the weighting coefficients in the functions of aggregation. Values of the linguistic variables
are being got as the result of aggregation. They are identified by fuzzy filtration operations.

Results. In today’s conditions, it is especially important to develop effective methods for assessment of the
level of customer trust to insurance company that consider both quantitative and qualitative indicators. Created
on the basis of the theory of fuzzy sets hierarchical model for assessing the level of customer trust to insurance
company, solves this task.

Practical implications. Using the developed hierarchical fuzzy model provides an opportunity to analyze
the level of customer trust to the insurance company both in terms of individual branches of insurance and
in whole, and on this basis identify weaknesses in the formation of social capital of the insurance company.
Linguistic variables significantly simplifies the assessment process of the customer trust level. We have cal-
culated the level of customer trust to the real insurance company. The author believes that on this basis, it is
possible to develop scenarios of possible managerial decisions on the impact on social capital of insurance
company.

Valueloriginality. In our work, we considered an issue of a complex assessment of the level of customer
trust to an insurance company. This assessment is one of the most important components of ensuring the
insurance company viability. Scientific and methodological principles of this assessment are currently not
developed. We have developed an original hierarchical fuzzy model to assess the level of customer trust to an
insurance company in terms of individual branches of insurance and in whole.
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