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nokropant: Caxap Camup CamxyH

Hayuen ppkoBoauren: gou. n-p Masg Honakosa

IIpencraBsine Ha mpoueaypaTa u JOKTOPAHTA

Cwc 3anoBen Ne 2536 ot 30.11.2023 r. Ha Pextopa na FO3V ,,Heodput Puncku* cpm
orpezieNieHa 3a YiIeH Ha HAyYHOTO JKYPH IO IpOIleaypa 3a 3aluTa Ha JUCEPTAIMOHEH TPYA
Ha Tema ,,KOHTpoIs1 Ha KauecTBOTO IIPH MPEJOCTAaBSIHE Ha ycllyrata yrnpaBieHHE Ha cilydai 3a
muia u cemerictea B HITO (ciydast JIuBan)“ 3a npunoOuBaHe Ha oOpa3oBaTeliHaTa U HAyIHA
creneH ,,Joktop* no 11H 3.4. Conunannu aeiinoctu ¢ aBrop Caxap CamMxyH.

Caxap CamxyH e 3auuciieHa Ha 19.12.2019 r. B cBoGoHa opMa Ha JOKTYypaHTypa
KbM KaTefpa ,,Meauko-coruanau Hayku ', pakynrer ,,O0IeCTBEHO 3apaBe, 3ApaBHU TPUKHU
u criopt®, KO3V ,,Heodur Puiicku™.

[lonoxxkuna € yCHEIHO MOKTOPAHTCKUTE W3INUTH M € W3IBIHWIA 3aJ0KEHUTE B
WHIUBUAYAIHUS yueOeH miaH AeiHocTH. OT4yuclieHa e ¢ mpaBo Ha 3ammra Ha 21.02.2023 r.

Martepuanure 3a ydacTue B IpoleAypara MO 3allldTa Ha JUCEPTALUOHHUS TPy
(IucepTallMOHEH TPYJ HA aHTJIMHCKU €3UK, aBTopedepar — Ha OBIArapcku €3uK, AeKIaparus
32 aBTEHTHUYHOCT U 3 MyONUKAlMU MO TeMara Ha JUCEPTAI[MOHHUAT TPYJl) ca MOJATOTBEHU B
CHOTBETCTBUE C HOPMATUBHUTE U3UCKBAHUS .

Caxap CaMmxyHu nMMa OakallaBbpCKa CTENEH II0 MEAMIIMHCKA COIlMaliHa paboTa OT
JluBanckusi ynuBepcuteT (2006), MarucTbpcka CTENEH MO COIMAIHH TOJHUTUKH OT
yauBepcuteta Jilin, Kutaii (2010) 1 MBA ot Modern University for Business and Science
(MUBS), BetipyT (2014).

JIOKTOpaHTBHT UMa OoraT ONMUT KaTo colualieH padOTHUK, MEHUDKBP U U3CIIEA0BaTeNl
B HEIMpPaBUTEJICTBEHU OpraHM3alli B Pa3IMYHU O0JIaCTHM Ha colMajHaTa padbora - Xopa ¢
YBpeXKIAHUs, Jela W JKCHH, NMPEKUBEIM HAacWive, OOy4eHHWE U CYNEpPBU3US Ha CKHIIU;

KOOpAUHATOp Ha LCHTBHP 34 ceMeiiHa noAKpena; KOOpAWHATOP Ha 3BCHO 3a KAlaUTCT U



pa3BUTHE Ha HAaydyHUTE M3cieABaHMs B PecypceH LIEHTBD 3a paBEHCTBO MEXKAY IIOJIOBETE
(ABAAD).

B3ema ywactue B pazpaboTBaHe Ha HALMOHAJECH CTPAHIAPT 32 PABEHCTBO MEXIY
noJIoBeTe (ICHHOCTH U 00yUCHHE).

IIpenonaBa aucuuiuiMHata ,,MakpoconuanHo OJarochCTOSHUE M HOJIMTUKH® B
MUBS, beiipyT.

Bunno or aBroOuorpadusTra € ydacTHETO Ha JOKTOpPaHTa B MEXIYHAPOJIHH
KoH(pepeHmn 1 cemuHapu B Jlusan, Tynuc, Mopnauus, Eruner, Typuus, FOxua Adpuka,
CAIIl u EBpona.

Caxap CamxyH Bnajiee apabcku, GpEeHCKH, aHTTTMICKU ¥ KUTAMCKH €3UIIH.

AKTyaJIHOCT Ha npodjema

JlucepTallMOHHUAT TPY/A € MMOCBETEH Ha aKTyalleH 3a COI[MallHaTa MpaKTUKa npooseMm -
KauecTBO Ha COI[MAIIHUTE YCIYTH, C (JOKYC BbpPXY KOHTpOJA MPH MPEAOCTaBsSHE HA yciayrara
yopaBjieHue Ha ciydaid 3a nuna u cemeiictea B HIIO B JluBan. M360pbT Ha Temara He €
camolel, a ce MOTHBMpa U 0Oa3upa Ha ekclepru3ara U NPOPECHOHAIMHUS OINUT Ha

JAOKTOpaHTa B IpOy4YBaHaTa oOuacr.

XapakTepucTHKA M AHAJIHU3 HA THCEPTAIMOHHUS TPYA

JucepraiimoHHUAT TPy € B o0em oT 141 crpaHuim W BKJIIOYBA: BBHBEIEHUE, TPU
TJIaBU, 3aKIIIOUEHUE U MPENOPBKH, MPUHOCH U 3 npuinoxenus. bubnmorpadusra ce cbcton OT
175 uzrounuka Ha natuHULa. Pe3yntaTute ca oHarneneHu ¢ 8§ Tabnumm u 15 rpaduku.

ITo dhopmanHM TOKa3aTeNH TPYIBT OTTOBaps Ha W3MCKBAHHATA 3a TO3W THIT HAyYHA
paspaboTka.

BbB BBBENEHHETO Ce€ W3THKBA 3HAYMMOCTTa U PEJICBAHTHOCTTAa Ha W3CJECIBAHUS
npobyieM, MOTHBAIUATa 3a U300p Ha Temarta. [IpeacTaBeHa € KpaTka XapaKTepHCTHKa Ha
conpagHaTa paboTa U CONMATHUTE YCIIYTH 32 WHIUBHIU U CEMEHCTBA, KAKTO U MPOOJIEMBT 3a
Ka4eCTBOTO.

B nuteparypHus 0030p (rmaBa mhpBa) € HAmpaBeH Mperyie]] Ha Pa3BUTHETO Ha
colnpangHata paboTa B 3amagHUTEe U OJM3KOM3TOUHUTE CTpPaHHW, B TOBa uucio U JluBaH.
[IpencraBeHn ca TEOPETHYHU ACIIEKTH HA KA4eCTBOTO B MCTOPHUYECKHU TUTaH, NehUHUPAHH CE
OCHOBHUTE IOHATHS OT TEOPETHYHATA paMKa. BbBEIEHN ca KITFOUOBH ITOKA3aTeIN 3a OICHKA
10 OTHOIICHHWE Ha JOKYMEHTAIMsATa W YIOBIETBOPEHOCTTa Ha KIWeHTHTe. HampaBeH e

nperyica Ha pas3sjindHd MHCTPYMCHTH 3a YIIPABJIICHHUC HA KAa4YCCTBOTO. OcHoBHHUSATA AKIICHT €



BBPXY ,,KOHTpOJAa Ha KaueCTBOTO B collMajHaTa padoTa M 3HAUEHHUETO Ha U3MEPBAHETO Ha
BB3JeHicTBUETO HA  yciuyrure™. JIOKTOpaHTBHT MoAYepTaBa HEOOXOJUMOCTTa  OT
,»,Pa3TPAaHUYCHUETO MEXKIY KauecTBO Ha yciayraTa M KadecTBO Ha JKHMBOTA®, KOETO Ou
YIECHWIO ,,0NPEJEIIIHETO HA JKEIaHUTE CTAaHAAPTH 3a PA3IMYHUTE ACIEKTU Ha YCIyTuTe:
CTPYKTYpPHO KauecTBO, KQueCTBO Ha Ipoleca U KaueCTBO Ha Pe3yJTaTuTe .

B rmaBa BTOpa € ommcaHa METOJOJIOTUSTa U MHCTPYMEHTapUyMa Ha IPOYYBaHETO.
[IpencraBenu ca nenra u 3anaunte. PopMynupana € €JHa OCHOBHA U YETUPH JOIMbIHUTEITHU
XUMOTE3U U U3CIE0BATEIICKU BBIIPOCH.

3a 1enrTa Ha MPOYYBAHETO Ca U3IOJI3BAHU Ca KAYECTBEHU M KOJMYECTBEHU METOIH.

HNHcTpyMeHTapuyMbT Ha eMIIMPUYHOTO MPOYYBAHE BKIIIOUBA: KAOMHETHO MPOYUYBAHE;
BBIIPOCHUK (50 BBbIpOCca OT OTBOPEH U 3aTBOPEH THUII), Ch3/1aJICH 3a LIeJTa Ha IPOYYBAHETO;
WHTEPBIO; IUCKYCHS BBB (DOKYC TPYITH.

3a ompenensHe Ha W3BajAKaTa € M30paH METOABT Ha ,,CHEXKHara Tomka“. bposaTt Ha
yuacTHUIUTE € 61, Bb3pacToB quana3on 18-60 ronunu. [IpencraBena e couno-nemorpadceka
XapaKTEePUCTUKA HA YYACTHUIIUTE.

HampaBeno e onrcanue opraHu3anyara U €Tarure Ha TPOyYBAaHETO U EKIEPUMEHTA.

YMeno u 1eTaliTHO ca U3BEJEHU M OTPaHUYECHHSATA Ha POYUYBAHETO.

B rnmaBa Tpera ca mnpeAcTaBeHU pPE3YJNTATUTE OT MPOYYBAHETO U IPOBEACHMS
EKCIIEpUMEHT U Ca U3BEJCHU OCHOBHHUTE MU3BOIH.

AHanu3upaHu ca pe3yiaTaTHTEe OT MpoBeAeHUTEe 2 (oKyc TIpynu (B OHIJIAMH
mwiargopmMa) C YYaCTHUIM ,,[IPEKU JOCTABYUIIM HA YCIYyTH- BOJCIIM Ha CilIy4au“ U
CYNEpPBU30PH HA BOJICLIU HA ClIy4aHl B COLIMAJIHATA MTPAKTHKA.

Bceuuku ygacTHHIIM TOCOYBAT, Y€ ,,yIIPABICHUETO HA CIy4yau € eHa OT Hal-TPyJIHUTE
3a U3MEPBAHE COIMATHYA WHTEPBEHIIMH ‘, KAKTO W 3asBSBAT ,,MHTEpEC KbM 00ydeHue mo TQM
Y UHCTPYMEHTH 32 KOHTPOJ Ha KAYECTBOTO U UHTETPUPAHETO UM B MIpaKTHUKATa.

Heo0OxommMocTTa 0T KOHTPOJI HAa Ka4eCTBOTO IPU BOJICHE Ha CIydyau ce JO0Ka3Ba u C
pe3ynTaTuTe OT MPOBEACHUTE NHTEPBIOTA C €KCIIEPTH M0 BOJCHE Ha CiIy4yau, KaTo ce I0couBa
¥ HEOOXOAMMOCTTA OT Ch3JaBaHETO HA MPOTrpaMa 3a 00yUeHHEe Ha COITHATHUTE PAaOOTHHIIH.

Pesyntatute OT aHKETHOTO TMpOYYBAaHE IIOKA3BaT HEAOCTAThYHO HAJIWYUE B
MpaKkTUKaTa HAa MHCTPYMEHTH 3a OLEHKAa Ha KayeCTBOTO MPHU BOJEHE HA Cllydail, KakTo U
HEJIOCTAaThYHO WM JIUTICA HAa 0OyYeHHE 10 MPUJIAraHEeTO UM.

[IpencraBeHo e omucaHue Ha HaboOp OT ,,aaNTUPaHH MHCTPYMEHTHU 3a OLIEHKa Ha
kagectBoTO: KIIE (KPI) - xmo4oB mokasaren 3a eeKTHBHOCT; nuarpama ,,Pubena koct™

WM quarpama ,,Mmukasa‘; 610K-cxema, KOHTPOJICH CIUCHK; IUKEI Ha Jlemunr/IlyxapT.



C nmoco4yeHuTe MHCTPYMEHTHU € MPOBEJEH €KCIIEPUMEHT B paMKUTE Ha 3 Mecela I10
OTHOILIEHHE KOHTPOJI Ha KAa4eCTBOTO IIPH BOJIEHE HA Cilyyall B COLIMAIHATA IPAKTHKA.

JleTallIHO € IpeCcTaBeHa OLEHKATa OT MPUIIOKEHUETO Ha Pa3IMYHUTE UHCTPYMEHTH
Y 3HaYMMOCTTa UM 3a [PaKTUKaTa 10 OTHOLIEHHE KOHTPOJa Ha KauyeCTBOTO.

B 3awitoueHuero ce mocouBa, 4e pe3yATATUTE OT HPOYUYBAHETO IOTBBPIKIABAT
XMUIIOTE3aTa 3a HAJIMYKME Ha ,,Bb3MOXKHOCT 32 €(DEKTHBHO MHTEIPUPAHE HA UHCTPYMEHTHUTE 32
LSAJIOCTEH KOHTPOJI HAa KayecTBOTO B YCJIYIMTE 10 YIpaBICHHME HA CIy4yaud Bb3 OCHOBA Ha
00OCHOBKaTa Ha XWIOTE3aTa, CBbpP3aHA ChC 3HAHMATA M KalalWTeTa Ha NMPaKTHKYBAaIIWTE,
KaKTO M C TAXHOTO BB3IpPUEMaHE U IpUEMaHe HAa MHCTPYMEHTUTE 3a ISUIOCTEH KOHTPOJ Ha
KauecTBOTO.

JlucepTallMOHHUAT TpyA € J00pe 3aMUCIEHO U aHAIW3MPAHO M3CIIEJBaHE,
pe3yaTaTuTe OT KOeTO Omxa JAONpPUHECTH 3a 00oraTsBaHE HA COIMAIHATA NMPAKTUKA B €IHA
3Ha4MMa 00J1acT, KAKBaTO € KOHTPOJIBT Ha KaueCTBOTO.

HanpaBeHHTe MNPCIIOPBKU BU3HUPAT Bb3MOXKHUTEC ITPUIIOKHHU obmnacTu.

IIpuHocu

IIpyHOCHMTE MMaT TEOPETUKO-NIPUIIOKEH Xxapakrep. [Ipmemam mnpencraBeHUTE OT
JOKTOpaHTa IPUHOCH, KaTO aKLIEHTUPAM Ha CIICTHUTE:

[IpencraBeH € peTpOCIEKTUBEH aHAJIW3 HA PAa3BUTHUETO HA MPaKTUKaTa U 00y4EeHUETO
no couuanHa pabora B JIMBaH, KaTo ca OYepTaHU CHBPEMEHHUTE IPEIU3BUKATEIICTBA,
BKJIFOUMTENIHO U JIUIICATa Ha ISUIOCTHA CHUCTEMA 3a YIIpaBJICHUE HA Ka4eCTBOTO.

Pa3zpa0OoTeH e MHTErpupaH MHCTPYMEHTAPUYM 32 LSJIOCTHA OLIEHKA U MpOCIIe/sBaHe
Ha kadectBoTo (TQM) B comuamHUTEe YCIyrW, TpeajaraHd OT HEMpPaBUTEICTBEHU
opranuszainuu B JluBaH ( 3a 1eIUTE Ha BOJEHETO Ha Cllyyail). KOWTO J1aBa BB3MOXKHOCT 3a
nojfoOpsiBaHe Ha MpeaocTaBsHUTE yciayrd. llpemyiokeHa € HOBa KOHLEMIUS C el
,TpaHcopmalusi Ha HUBO pa3BUTHE Ha mpodecusra’.

AnpoOupaHy ca UHCTPYMEHTH U METOJM 3a KOHTPOJ Ha KauecTBOTO IpH padoTa 1o
cllydail B coLMaiHaTa MpaKTHKa, MEHaXUpaHa OT HEMpPaBUTEICTBEHH opraHu3anuu B JIuBaH
Y OLIEHKA Ha BB3CHCTBUETO BbPXY KAUECTBOTO Ha KUBOT Ha MOTPEOUTENUTE.

IIpennoxeH € HOB MOAXOJ 3a Y4acTHE Ha KIMEHTUTE B IIpOLEca HAa KOHTPOJ Ha
Ka4yecTBOTO.

IIpencraBeHn ca Oa3upaHM Ha J0OKa3aTeJICTBA NPENOPBKM 3a J00pa MpakTHKa M
JIOHTUTYJUHAJIHA TPOYyYBAaHUS IO OTHOLIEHHWE KAdyeCTBOTO  HAa COLMAIHUTE YCIYTH,

npeaoCTaBgsHU OT HCHPABUTCICTBCHUTC OpraHu3alvi, B YaCTHOCT BOACHCTO Ha cnyqaﬁ,



KaKTO U HachbpyaBaHE CHTPYJHUYECTBOTO C aKaJeMHUYHAaTa OOIIHOCT U NPABUTEICTBOTO B
JluBaH, C 1eJd CHUHXPOHHM3UPAHE Ha 3aKOHOJATEJICTBOTO U MOAABPKAaHE Ha J00po
npodecnoHaIHO HUBO W pEIyTals Ha COIHMATHUTE PAOOTHHUIIM OT HENPABUTEICTBEHUS

CEKTOp.

ABTOpedepar
ABropedepaTsT € B obeM oT 43 CTpaHUIM, CHOTBETCTBA IO CHIbpPKAHHE HA

AUCCPTAIUOHHUA TPYA U OTroBaps HAa CbOTBECTHUTC U3MCKBAHUS.

ITy6mkanuu 1mo TeMaTa Ha JUCEPTALMOHHMSA TPy
[IpencraBeHu ca Tpu caMOCTOSITENIHU NMyONIMKAlUMU MO TeMaTa Ha JUCEPTALMOHHMUS
Tpya B Enexrponen xxypHan Ha Bapuenckus ceobonen yausepcuret (BCY)/ Ilcuxonorus u

conaHu nerHoctu (op. 18).

Kputnunm Oesie’kky 1 npenopbKH

HanpaBenute kpuTuuHU O€NIekKKU U NPENOPHKU B PELICH3UATAa OT BbTpEIIHATA
3allMTa B 3HAYUTEIHA CTEIIEH Ca 3aYETCHMU.

IIpenopbuBam Ha Caxap CamyH Ja NPOIBJDKY U pa3lIMpPU MPOYYBAHETO 3a KOHTPOJIA
Ha KayecTBOTO B colMajgHaTa paboTa B KpOC-KyJNTypajieH IUIaH, KakTO W Ja pa3padoru

0o0yuYHuTENEH KypcC 3a COI[MaJIHA pPaOOTHULIM U 3a CTYAEHTHU 10 COI[MaIHa padoTa.

3akio4yenue

Hucepranmonnust tpyn Ha  Caxap CaMxyH TMoOKa3Ba HEWHHUTE 3abI00YCHU
MO3HaHUS B 00JaCTTa Ha collMajiHaTa padoTa; yMEHHsTa Jla CUCTeMaTU3upa U aHaIM3UpaHa
Hay4yHa JuTeparypa; Ja OpraHu3upa U IpoBeEXIa EMIIMPUYHO U3CIEABAHE U EKCIIEPUMEHT; 1A
aHaJM3upa TOJIyYeHH pe3yiTaTH; Ja o0oOIiaBa M Nperu3upa M3BOAM U Ja HU3BEXKIA
MPENOPHKH.

JlucepTalMOHHMAT  TpPyJX  OTroBaps HAa BCHUYKM  3a0bJDKATEIHU  YCJIOBHS,
KOJMYECTBEHU U KA4YeCTBEHU IOKA3aTeNu 3a NMpPUCHXKIaHE Ha oOpa3oBareiqHaTa M HaydHa
CTEIEH ,,J[0KTOp®, B ChOTBETCTBUE C U3UCKBAHUATA HAa 3aKOHA 32 Pa3BUTHE HAa aKaJEMUYHHUS
cbeTaB B Pboearapus, [IpaBriHuka 3a NpuiioKeHUE HA 3aKOHA 33 Pa3BUTHE HA aKaJeMUYHHUS
cbCcTaB U BpTpemHuTe mpaBuia 3a pa3BuUTHE Ha akageMu4Hus cbeTaB Ha FO3Y ,Heodwur

Puncku®, bnaroesrpa.



I'opensnoxeHoTo MU J1aBa OCHOBaHHWE Ja Npeayioxka na Obae mpuchacHa Ha Caxap
13
Camup CamxyH oOpa3oBareiqHaTa W HaydHa crTeneH ,,JIoktop™“ B mpodecroHaTHO

HanpasiieHue 3.4. CounanHu JeHHOCTH.

12.01.2024 . Periensenr:

rp. bnaroesrpan npod. a1-p Backa CranueBa-IlonkocraanHosa



REVIEW

from Prof. Vaska Stancheva-Popkostadinova, MD, PhD
of dissertation on: "Quality control in the provision of case management services for individuals
and families in NGOs (the case of Lebanon)" for the award of the educational and scientific

degree of Doctor in the professional field 3.4 Social Activities

PhD student: Sahar Samir Samhoun

Supervisor: Assoc. Prof. Maya Tcholakova, PhD

General presentation of the procedure and the PhD student

By Order No. 2536 of 30.11.2023 of the Rector of the South-West University "Neofit
Rilski" - Blagoevgrad, | have been appointed as a member of the scientific jury for providing the
procedure for the defense of a dissertation on the topic "Quality control in the provision of case
management services for individuals and families in NGOs (the case of Lebanon)"/ for the
acquisition of the educational and scientific degree "Doctor"” in the field of higher education 3.
Social, Economic and Legal Sciences, professional field 3.4. Social activities, scientific specialty
"Organization and management of social activities".

Sahar Samhoun was enrolled on 19.12.2019 in a free form of doctoral studies at the
Department of Medical and Social Sciences, Faculty of Public Health, Health Care and Sport,
"Neofit Rilski" University.

She has successfully passed the doctoral examinations and has completed the activities
set in the individual study plan. She graduated with the right to defense on 21.02.2023.

The materials for participation in the dissertation defense procedure (dissertation in
English, abstract in Bulgarian, declaration of authenticity, and 3 publications on the topic of the
dissertation) were prepared in accordance with the regulatory requirements.

Sahar Samhoun holds a BA in Medical Social Work from Lebanese University (2006), an
MA in Social Policy from Jilin University, China (2010), and an MBA from Modern University
for Business and Science (MUBS), Beirut (2014).

The PhD student has extensive experience as a social worker, manager, and researcher in

NGOs in different areas of social work - people with disabilities, children and women survivors



of violence, training and supervision of teams; coordinator of a family support center;
coordinator of a capacity and research development unit at the Gender Equality Resource Center
(ABAAD).

Sahar Samhoun participated in the development of a national gender equality standard
(activities and training).

She teaches the course on Macrosocial Welfare and Policies at MUBS, Beirut.

Evident from the CV is the PhD student's participation in international conferences and
seminars in Lebanon, Tunisia, Jordan, Egypt, Turkey, South Africa, the USA, and Europe.

Sahar Samhoun is fluent in Arabic, French, English, and Chinese.

Relevance of the problem

This dissertation addresses a current issue in social practice, the quality of social services,
with a focus on the control of case management service provision for individuals and families in
NGOs in Lebanon. The choice of the topic is not an end in itself but is motivated and based on

the expertise and professional experience of the doctoral candidate in the field under study.

Characteristics and analysis of the thesis

The dissertation is 141 pages long, including an introduction, three chapters, a conclusion
and recommendations, contributions, a list of publications on the dissertation, and a reference list
(175 references).

Formally, the thesis meets the requirements for this type of scientific work.

The introduction points out the importance and relevance of the problem under study, and
the motivation for the choice of the topic. A brief description of social work and social services
for individuals and families is presented, as well as the problem of quality.

The hypotheses, object, subject, aim, and objectives of the study, and limitations are
presented.

The literature review (Chapter one) reviews the development of social work in Western
and Middle Eastern countries, including Lebanon. Theoretical aspects of quality are presented
from a historical perspective, and the main concepts of the theoretical framework are defined.

Key evaluation indicators regarding documentation and client satisfaction are introduced.



An overview of different quality management tools is given. The main focus is on
"quality control in social work and the importance of measuring the impact of services". The
author stresses the need to "distinguish between service quality and quality of life", which would
facilitate "setting desirable standards for different aspects of services: structural quality, process
quality, and outcome quality".

Chapter two describes the methodology and instrumentation of the study. The purpose
statement, one main and four additional hypotheses and research questions are presented.

Qualitative and quantitative methods were used for the purpose of the study.

The empirical study instrumentation included: a desk study; a questionnaire (50 open-
ended and closed-ended questions) designed for the purpose of the study; an interview; and a
focus group discussion.

The snowball sampling method was chosen to determine the sample. The number of
participants was 61, age range 18-60 years. The socio-demographic characteristics of the
participants are presented.

A description of the organization and stages of the study and experiment is made.

The limitations of the study are skillfully and in detail outlined.

Chapter three presents the results and main conclusions.

The results of 2 focus groups (in an online platform) - "direct service providers-case
managers" and supervisors of case managers in social practice - are analyzed.

All participants indicated that "case management is one of the most difficult social
interventions to measure", and stated "interest in TQM training and quality control tools" and
their integration into practice.

The need for quality control in case management is also demonstrated by the results of
the interviews conducted with case management experts and the importance of establishing a
training program for social workers.

The results of the survey show insufficient availability of quality assessment tools for
case management in practice, as well as insufficient or lack of training in their application.

A description of a set of "adapted quality assessment tools" is presented: a KPI (key
performance indicator); a fishbone or Ishikawa diagram; a flowchart, a checklist; and a

Deming/Schuchart cycle.



An experiment was conducted with the above tools over 3 months on quality control in
case management in social work practice.

The evaluation of the application of the different tools and their relevance to quality
control practice is presented in detail.

The results of the study support the hypothesis that there is an "opportunity to effectively
integrate total quality control tools into case management services based on the rationale for the
hypothesis related to practitioners' knowledge and capacity as well as their perception and
acceptance of total quality control tools."

The dissertation is a well-designed and analyzed study, the results of which would
contribute to enriching social practice in an important area such as quality control.

The recommendations made envision possible areas of application.

Contributions
The contributions have a theoretical and applied character. I accept the contributions
presented by the PhD student, emphasizing the following:

e A retrospective analysis of the development of social work practice and training in Lebanon
is presented, outlining contemporary challenges, including the lack of a comprehensive
quality management system.

e An integrated toolkit for total quality management (TQM) assessment and tracking of social
services offered by NGOs in Lebanon (for case management purposes) is developed, which
enables the improvement of services provided. A new concept is proposed with the aim of
"transformation at the level of development of the profession ".

e Tools and methods for quality control in case work in social practice managed by NGOs in
Lebanon and impact assessment on the quality of life of users are approbated.

e Anew approach for client participation in the quality control process is proposed.

e Evidence-based recommendations for good practice and longitudinal studies are presented
regarding the quality of social services provided by NGOs, in particular case management, as
well as promoting collaboration with the academic community and the government in
Lebanon to synchronize legislation and maintain a good professional level and reputation of

NGO social workers.



Abstract and Publications on the dissertation topic

The abstract consists of 43 pages, corresponds in content to the dissertation, and it meets
the relevant requirements, maintaining a good professional level and reputation of social workers
from the NGO sector.

Three independent publications on the topic of the dissertation have been submitted,

which is in accordance with the regulatory requirements for admission to the defense.

Critical comments and recommendations

The critical remarks and recommendations made in the internal defence review have been
substantially respected.

I recommend that Sahar Samoun continue and expand the study of quality control in
social work cross-culturally, and develop a training course for social workers and social work

students.

Conclusion

Sahar Samhoun's dissertation demonstrates her in-depth knowledge of the field of social
work; the ability to systematize and analyze scientific literature; organize and conduct empirical
research and experiment; analyze findings; summarize and refine conclusions; and make
recommendations.

The dissertation meets all the mandatory conditions, quantitative and qualitative
indicators for the award of the educational and scientific degree "Doctor", in accordance with the
requirements of the Law for the Development of Academic Staff in the Republic of Bulgaria, the
Regulations for the Application of the Law for the Development of Academic Staff and the
Internal Rules for the Development of Academic Staff of the South University of Life Sciences
"Neofit Rilski", Blagoevgrad.

The above gives me grounds to propose that Sahar Samir Samkhoon be awarded the

degree of Doctor of Education and Science in the professional field 3.4. Social Activities.

12.01.2024 Reviewer:
Blagoevgrad Prof. Vaska Stancheva-Popkostadinova, MD, PhD



