PELEH3US
ot aou. a1-p Cons bynesa
Ha qucepranuoHed Tpya Ha Caxap Camup CamxyH,
JAOKTOPAHT HA CAMOCTOATE/IHA MOAr0TOBKA
no npodecuoHano Hanpapjenue 3.4 Counajanu aeiiHOCTH, 00/1aCT HA BUCIIIE
o0pa3oBanue 3. CouuaaHu, CTONAHCKH U MPABHU HAYKH,
KbM KaTe/pa ,,MeauKko-conuajiHu Hayku”’, ¢pakyiarer ,,001ecTBeHo 31paBe, 3IpaBHH
rpu:ku u cnopt*, Ha FO3Y ,,Heodurt Pusckn’,
3a npuck:xkaane Ha OHC ,,/lokTop”

Tema Ha 1McepTALMOHHUSA TPYA: ,,KOHTpOI Ha KaYeCTBOTO MpH MPEAOCTaBsSHE Ha yciyrara
yIpaBJICHUE Ha ciydaii 3a simma u cemeiictBa B HITO (cimyuast JluBan)”

Hay4yen pbproBoauTen: gou. 1-p Mas Homakosa

I. O0uro mpeacraBsine HA JMCEPTAHTA U NIPoLeypaTa

Caxap Cammp CamxyH uMma oOpa3oBaTelHa CTemneH OakaiaBbp ,,MeaummHCKa
conuanHa padora‘“n Maructwp ,,CormanHa nojJuTUKa/conuranina pabora®.

B npocdecnonanen miaH, JOKTOpaHTKaTa UMa COJIMJCH OMHT B cepaTa HA COI[MATHATA
pabota. [ToBede OT AeceT TOAMHH € aHTAXKHPaHa ChC COIMATHA PadoTa ,,He TepeH"* — paboTa 1o
cllyuyau, KOOpJAMHALUs, OOy4eHHE U CYNEepBU3MA Ha JOOpPOBONIM U HPOPECHOHATUCTU B
counanHaTta cdepa, MEHUKUpPAHE Ha COIMAIHU yciayrd u npoektu. [Ipodecnonamunure i
MHTEpPECH ca B 00JIacTTa Ha MPEBEHIIUS U 3alllMTa OT HACHJIME HaJ KEHH U Jella.

HmMa MHOXXECTBO ydacTUsl B MEXIYHApOJHU KOHPEPEHIUU U CEMHUHApH 3a PaBEHCTBO
MEX]y TIOJIOBETE W MPOTpaMH 3a HACWIIME HAJl KEHU. YUacTBa Ch3JaBaHETO HAa 0e30macHU
MPOCTPAHCTBA 3a >KEHU M MOMHYETa W 3BEHa 3a ceMmeiiHa mnojakpena. Mma mnpuHOC B
paszpaboTBaneTo Ha HammoHaneH craHmapT 3a IEHCTBUE MPHU HACUIINE, OCHOBAHO Ha I0JIa B
Jlusan. [IpeBonau e Ha GEMUHUCTKU KHUTH.

Brnanee yetnpu e3mka — apaOCKu, aHTTIUHCKH, PPEHCKH M KUTAHCKH.

Ha 19.12.2019 r. Caxap CamxyH € 3a4uciieHa KaTo JIOKTOPAHT Ha CaMOCTOSITEIHA
MOJATOTOBKAa KBM KaTelapa ,Meauko-conuanau Hayku’, QaxynreTr ,,OO0IIECTBEHO 3/apase,
3apaBHu Tpwku u cnopt, Ha KO3V ,Heodbur Puncku”. Ilomoxuina e ycnemHo
3aIBJDKATETHUTE JOKTOPAHTCKH WM3MHTH W € HM3MBJIHWIA JEHHOCTUTE MO WHAMBHUIAYATHUS
yueben mad. Ha 21.02.2024 r. e oTuncieHa ¢ npaBo Ha 3aIluTa.

JIOKyMEHTHUTE MO AKcepTalusaTa ca MOATOTBEHH ChITIACHO M3MCKBAaHUATA Ha 3aKoHa 3a
pa3BHUTHE Ha akageMuyHus cbcTaB B Pb u [IpaBuiiHrKka 3a HErOBOTO MPHUIIOKEHHE.

I1. JlanHu 32 q(ucepTalMOHHUS TPYA

IIpencraBeHusAT nucepraudoHEH TpyA € HamucaH Ha 141 crpanunu, ot kourto 10
CTpaHHULU ca 6ubnuorpadus u 9 crpaHuy - NpuiIoKeHus. JlureparypHara crpaBka ce CbCTOU
ot 175 uzrounuka. [Ipunoxenusta ca 3, rabnunure - 8, a rpadpukute — 15.



B CcTpyKTypHO OTHOLICHHE € pa3feleH Ha yBOJA, TPU IJVIABH, HU3BOAM, IIPEIOPBKH,
M3I0JI3BaHa JUTEpaTypa U MPUIOKEHUS.

B yBoaa e ouepraHa akTyaJlHOCTTa Ha TeMara, a UMEHHO: KaueCTBOTO Ha COLIMAIIHUTE
YCIIYTH U MO-KOHKPETHO KOHTPOJIa BbPXY KauecTBOTO. KauecTBOTO Ha COIMANIHUTE YCIYTH €
BBIIPOC, KOMTO dYecTo ce o0CHXKIa OT TMOJUTHUIMTE, AOCTABUMIIMTE Ha YCIYTH U OT
notpedburenuTe Ha yciayrure. KadecTBOTO Ha COIMAIHUTE YCIYTM € OT 3HadeHHe, 3all0TO
BHCOKHS CTaHIApT HA TIOJKpena moxo0psiBa 0J1arochbCTOSHUETO HA XOpaTa upe3 HachpyaBaHE
Ha I10-roJisiMa HE3aBHUCUMOCT.

Kak na ce onenu ,,Bb31€MCTBUETO , TPOLIECUTE U PE3YITATUTE OT COLIMAIHUTE YCIYTH CE€
o0CHXKIa OT W3CIEAOBATENN W YHPABISABALIM B TOCIEAHUTE HSIKOJIKO JIECETHJIETHS, YECTO
CBBP3aHO C peOpPMH B COLMATIHUTE MOJUTUKH, POTPAMH 33 CTPATETHYECKO MJIaHUPAaHE WU
TAXHOTO M3MbJIHEHHE. TPYTHOCTUTE NMPU M3MEPBAHETO HA PE3yJTaTUTE OT MPEJOCTAaBSIHUTE
COIIMAJIHU YCIIYT'U CBINO TakKa HGI/I36€)KHO Ca CBbpP3aHU C pa3JIMUHU I'TICAHU TOYKU U NPCLHCHKA
Ha 3aMHTEPECOBAHUTE CTPAHU OTHOCHO KAYECTBOTO M HAYMHA, IO KOMUTO TO C€ ONpPEEsl, KAKTO
U C BbHIIIHU (baKTOpI/I KaTO KYJITYpPHHU, COTUAIHU U TMOJIUTUYCCKH CHUJIM U KaK HCTOPUUCCKHU Ca
OWJIM OpraHU3UPaHU YCIYTHUTE.

B yBonHaTa yact Ha nucepTallMOHHMS TPy ca OMUCAaHH OOEKT, MpEeAMET, e, 3a7auH,
U3CIIEIOBATEICKM BBIPOCM M pabOTHU XUIOTE3W Ha wu3cienBaHeto. llenta Ha
JTUCEPTAIMOHHOTO U3CJEIBaHE € ,,Ja C€ MpoyyaT MOJAX0AUTE U MeToauTe, u3noyi3Banu ot HI1O
ype3 MPaKTHUKYBAIIUTE Ha TEpPEH, MPEJOCTABSIIM IMOJKpENna Ha JIMla U CceMeWcTBa, 3a
U3MEpBaHE HAa KAyeCTBOTO HAa TEXHUTE MHUKpOychnyru‘‘. ®opMylupaHd ca 4eTHpH pabOTHU
xunore3u: — X1 — MeHUKbpUTe Ha CIydar HAMAT JOCTAThYHO MO3HAHUS 3a KOHTpPOJa Ha
kauecTBOTO — X2 — HITO He mHTerpupar ynpaBjiIeHUETO Ha KQUeCTBOTO B CBOUTE CUCTEMHU 3a
MOHUTOPHHT U OIleHKa. — X3 — KiueHThT Moke na ObJie 4acT OT METOJUTE 3a KOHTPOJ Ha
KauecTBOTO — X4 — CpluecTByBa BB3MOXKHOCT 3a aJallTUPAaHE HAa METOJAUTE 3a LSLIOCTHO
YIIpaBJICHHUE Ha KAYE€CTBOTO IIPHU OLEHABAHE HA YCIIYTUTE 110 YIIPABJICHUE HA CIy4Yau.

B rnaBa mbpBa e HampaBeH Mperjel Ha TEOPUHM M TJICAHU TOYKH, OOSCHSBAIIU
KOHIEMNIMATa 32 KOHTPOJ HAa KayecTBOTO. BBbBEAEHO M OMHUCAaHO € MOHSATHETO ,,IISNIOCTHO
yIpaBJICHUE Ha Ka4eCTBOTO .

OOcToltHO € mpeAcTaBeHa CHUIHOCTTA, MPUHIUIUTE W 3HAUMMOCTTa Ha M3MEPBAHETO
KauyeCcTBOTO Ha conuamHuTe ycruyru. OOBbp3aHo € C Ka4eCTBOTO Ha )KMBOT Ha MOTPEOUTEIINTE
Ha YCIIyTHUTE.

C’bH_IeCTByBaT pas3iinii MEXaHU3MHU 3a MOHUTOPHHI Ha KauCCTBOTO Ha COLMAJIHUTC
ycinyrd. B moBedero abpikaBM KMMa JOTOBOPEHHM M J00pe HM3BECTHH CTaHIApTH, KOUTO
JOCTaBYUIUTE TpsAOBa J1a crazBar. B MHOro cTpanu o6aye MOHUTOPUHI'BT Ha Ka4ECTBOTO BCE
olle pa3yuTa Ha (OPMATHOTO CHOTBETCTBHE, a HE Ha MOJAOOpPABAHETO Ha KAa4ECTBOTO Ha
IPEeIOCTaBSIHUTE IPHKU. OCHOBHOTO NMPEAU3BUKATEICTBO 3a FapaHTHPAHE Ha OCUTYPSIBAHE Ha
KauyeCTBO € Jla CE YCTAaHOBHU JaJlv JIaJieHa YCIIyTra OTTOBaps Ha MPUHITUIIUTE 33 JOOPO Ka4ecTBO.
Hma Habop OT MHCTPYMEHTH, Upe3 KOUTO OPraHU3aluUTe OIICHABAT U OJ00PSBAT Kaue€CTBOTO
Ha MPEJOCTAaBIHUTE OT TAX COLMAIHU yCIayru. Te3u MHCTPYMEHTH MoraT Jia Bapupar.



W3cnenoBarenar HaBIM3a MOCTENICHHO B TeMaTa Ha AUCEPTALMOHHUS TPYI KaTO 00CHxKIa
UHTEPBEHIIMUTE C WHIMBUAM U ceMeiicTBa mpe3 (oKyca Ha YIpaBIEHHUETO Ha CIy4ai.
AHam3upaHu ca MPaKTHKH, MHCTPYMEHTH U CleUM(UKN Ha U3MEPBAHETO U OLIEHSIBAHETO MPH
YIOPaBICHUETO HA CIIyYau.

JlornyHo aBTOPBT H3BEXJAa KaTO 3aKIOYEHHE OT MbpBa TIJlaBa ,,BaXKHOCTTA Ha
M3MEPBAaHETO Ha KAYECTBOTO U MOJYepTaBa Bb3MOXKHOCTTA 32 MHOBAIMH B COLMATHATa 00J1acT.
ToBa BKIIIOYBA BB3HMKBAILM YCHBBPIICHCTBAHW CHCTEMH 32 YIpPAaBJICHHE HA KAa4eCTBOTO U
MHCTPYMEHTH, KOUTO HAChpyaBaT M0-100pa MpOU3BOIUTETHOCT, OJ00PEHO 0I1arochbCTOsIHUE
U TIOJIOKUTEITHU IIPOMEHH B KUBOTA HA MOTPEOUTETUTE HA YCIYTH .

I'nmaBa BToOpa mpencraBs CTpyKTypara U OpraHu3alysaTa Ha eMIMPUYHOTO MPOYUBAHE.
W3non3anu ca KauecTBEHU U KoJMuecTBeHU MeToau. KonnyecTBeHaTa METO0I0TUS OTIpeiens
CcTaTHCTUYECKUTE aHHU. KauecTBeHus acleKkT Ha U3CJIeIBAHETO € IIpeIHa3HayeH 3a ChOupaHe
Ha WHpOpMaLMsi IUPEKTHO OT MPAKTHKYBAlIUTE Ha TEpeH upe3 (OoKycupaHu TpyHOBU
JMCKYCHUH C IPEKU IOCTAaBYMIIM HA YCIYTH ¥ C PbKOBOIUTENN HA IPEKH TOCTaBYHIIM HA YCIYTH,
Y MHIUBUIYaJTHH UHTEPBIOTA C €KCIIEPTH M MPAKTUKYBAIIIH.

W3non3BanuTe B eMIMPUIHOTO NMPOYUYBAHE HHCTPYMEHTH Ca:

AHKeTa - BKITItouBa 50 BBITpoca, OT KOUTO 4 OTBOpPEHU U 46 3aTBOPEHHU C MPEIBAPUTEITHO
3aJaieHu onuuu, 42 BBIpPOCca, TPYNUPAHU B HAKOJIKO O0JIACTH, Ca HACOYEHU KbM MOCTHUTaHE
[eNITe Ha M3CIelBaHeTO W 8 chOupar commopeMorpadceka nHpopmaius. BenpocHUKBT e
aZipecupaH N0 TNPEKH MPAKTHUKYBAILIH, HENPEKHU MPAKTUKYBAIlHM, PHKOBOIUTENU M OWBIIN
NPaKTUKyBalld. BBOPOCHUKBT OLEHSBA 3HAHUATA HA YYACTHULIUTE IO OTHOLICHHE Ha
KayeCTBOTO, MHCTPYMEHTUTE U METOJUTE 32 KOHTPOJI Ha KaueCTBOTO, KAYECTBOTO Ha JKUBOT U
0J1IaroChCTOSSHUETO Ha KJIMEHTUTE, HAUMHUTE 3a OICHSABAaHE Ha IPeNoCTaBsiHaTa yCIyra,
UHCTPYMEHTHTE, U3MOJI3BAHU 32 IOKYMEHTHpAHE, U HAYMHUTE 32 HACTABIIIBAHE U HAOJI0IeHNE
Ha OIICHKaTa Ha yclyraTra OT CTpaHa Ha KJIMEHTa.

WHTepBIO — agpecupaHo KbM MPAKTUKYBAILU U €KCIIEPTH OT 00JIaCTTa Ha U3CIIE/IBAHETO,
C MPEJICTaBUTENIM Ha aKaJEMHUYHUTE CPEeOU W C KIMEHTH, MOJ3BAIlM YClyraTa, IpeAMeT Ha
U3CIIE/IBAHETO.

Jluckycus BbB (DOKYC TPYIH - MPOBEACHHU ca JIBE IPYINOBU AUCKYCHUHU C IIPEKU TOCTABUULIN
Ha yclIyrd (MEHHUKbpHU Ha cllydyau) U pbkoBoautenu. M neere rpynu oOchkKaaT MO3HAHUATA
CH 3a MHCTPYMEHTHTE 3a KOHTPOJI Ha KadeCTBOTO M BAXXKHOTO MM BB3ICHCTBUE BBPXY
YCTOMYMBOCTTA U yCIleXa Ha YCIIyTUTE.

3a ompenensiHe HA M3BaJKaTa € U30paH METOJbT Ha ,,CHE)KHATa TOMKA' WM HU3BAJKa C
BEPIKHO HacouBaHe. [IbpBoHavamHoO nmog0paHuTe yYaCTHUIM HAOUPAT APYTH YYACTHULIU U TH
BKJIIOYBAT B MpoyuyBaHeTo. [Ipe1uMCcTBOTO Ha TO3M TUN M3BaJKa € BKIIOUBAHETO B U3CJIEIBAHE
Ha PECIOHAEHTH OT TPYIHOAOCTHIIHU TPYIH, KAaTo HalpuUMep Mopaaud reorpackurte
Pa3CTOSHUS WU NPEIM3BUKATEICTBATA, CBBP3aHU C IOBEPUTEITHOCTTA.

OOumsT 6poit ydacTHHLIM B IIpoy4yBaHeTo € 61 BbB Bbh3pacTTa 18-60 roanHu, BCHUKH C
BucIe oOpa3oBanue. 77% uMar o0pa3oBaHUe IO COI[MAIHA pabOoTa WU OJIM3KO 710 COIMATHATA
cthepa, 64% umMar cTaxk ToBeYe OT MET FOJWHHM B collMaiiHata padorta, 89% ca paboTuiau B

o0JyacTTa Ha yHpaBJIEHHETO HA CIy4Yau U ChIIO TOJKOBA - 89% mpenocTaBAT Ta3H yciayra B



HENPAaBUTEICTBEHU opraHu3anuu. OT Taka IpeAcTaBeHaTa H3BajJka € BHJIHO, 4€ TS €
IIPEJICTaBUTENIHA 32 LIEIUTE HA U3CIIEIBAHETO.

ITocnegHUAT eTan OT EMIMPUYHOTO POYYBAHE € IPOBEXKIAHETO HA EKCIIEPUMEHT, KONTO
uMa 3a I1eJ1 Ja U3NpoOBa U30paHUTE U TEXHHMKH 3a LSUIOCTHO YIpaBJICHHE HA Ka4yeCTBOTO OT
CTpaHa Ha MEHUKBbPUTE Ha CITydall C TEXHU KJIMEHTH, KOUTO TPsiOBa J1a OTPa3aT CHelUPUIHO
BB3JICHCTBUE BBPXY KauyecTBOTO MM Ha XHUBOT. llenta Ha exkcnepuMeHTa € na ce
uaeHTU(GUIHpAT HAl-aJanTUBHUTE U IPUIIOKUMH HHCTPYMEHTH 332 KOHTPOJ Ha Ka4eCTBOTO B
couuanHaTa paboTa, Mo-KOHKPETHO B MHTEPBEHIIMUTE NIPU YIIPABICHUETO HA CIyYail.

AJIeKBaTHO M JIOTMYHO €a MPEJCTABEHH OTPaHUYEHUSATA HA W3CIEABAHETO, & UMEHHO:
caMO COLMATHUTE PAaOOTHUIM U CYNEPBU3OPHU MPAKTUKYBAIIM YIpPaBICHUE HA CIy4ad ca
BKJIFOYCHH B TPOYYBAHETO; CIMHCTBEHO yciyrara ,,ynpasienue Ha ciydaii™ B HIIO e obekt
Ha M3CJEeIBAHETO; OMMCAHU ca Pa3IMYHU BUOBE MHCTPYMEHTH 3a KOHTPOJI Ha KaYeCTBOTO, HO
caMo Hal-TMOAXOIAIINTE HHCTPYMEHTH, Oa3upaHy Ha IPOCTOTA HA U3IOI3BAHE U MO3HABaHE Ha
KOHTEKCTa Ha YIpaBIEHUE Ha Cily4yad, ca U3CIEIBAHM; W3CIEABAHETO HE aJpecupa
MPOYYBAHETO AUPEKTHO KbM KIMEHTHUTE M0 €TUYHU MPUUYMHU U MOPaJU ChIIPOTUBA OT CTpaHa
Ha pbkoBojacTBara Ha HIIO.

I'nmaBa Tpera mnpencrtaBs aHanu3 Ha pe3yjaTHTE OT EMIIMPUYHOTO MPOYyYBaHE.
Ananusupanu ca gaHHute ot: 1/ @okyc rpyna 3a IUCKYCHUs C MPAKTUKYBAILIH ,,yIIPABICHUE Ha
ciydaii; 2/ @okyc rpymna 3a IUCKyCHs C CyIIEpBU30pHU Ha yciyrara ,,yIpaBjIeHUE Ha cirydai’;
3/ HecTpykTypupaHu HHTEPBIOTA C €KCIIEPTH B connanHaTa cepa; 4/ aHKeTHO pOydIBaHE.

Pesynrarure or OucKycusTa ¢ NpaKTHKyBally ,yhnpaBieHue Ha ciydaid B HIIO,
MOKa3BaT, Y€ 3a MNPSKO MPEIOCTAaBSIIMTE yciayrara MpPaKTUKYBAlld € MHOTO HEOOXOAUMO
o0ydeHue niau pa3padoTBaHETO HA OCHOBEH HA0OP OT MHCTPYMEHTH 32 KOHTPOJI Ha KQ4e€CTBOTO,
3a Jla MOTaT CaMH J1a MOHUTOPUPAT CBOUTE IIJIAHOBE 32 e CTBHE, BKIIOYUTEIHO M0 OTHOILIEHUE
KauecTBOTO Ha yciyrara. Jloka3BaHM M B NPEIUIIHUA MPOYYBAHUA cCa JaHHUTE, Ye
MPaKTUKYBAIIIIUTE C IMO-MAJICO OMUT Ca MO-CKJIOHHU J]a MPOsiBaT I'bBKABOCT M MOTHBALIMS 3a
YUY€HE U 32 HOBOTO, 3a Pa3JIMKa OT I0-ONUTHUTE, KOUTO MPEAIIOUUTAT ,,[IPOBEPEHU * KOHLIETILINN
U MpaKkTUKU. Te3n NaHHU Morar jga ObJaT IMOJIE3HH BB Bpb3Ka ¢ (POPMUPAHETO Ha LIEJIEBU
rpynu 3a o0y4eHre B HOBU TEXHUKU U MHCTPYMEHTH 3a U3MEPBaHE U KOHTPOJI Ha Ka4eCTBOTO
Ha MPEJOCTAaBIHUTE COLIUATHH YCIYTH.

JlaHHMTE OT AUCKYycHATa CbC CYNEPBU3OPUTE HA ,,yIPABJIECHUE Ha CiIy4ail moka3Bar
TSAXHaTa yOEIEHOCT, Y€ KOHTPOIBT HAa KAaueCTBOTO TpsAOBa ga ObJE yacT OT OOYYEHHUETO H
MOJATrOTOBKATa Ha IPYNU OT CyNEepBai30pH, B MPOTUBEH Ciy4ail Te OMBAT OrpaHHYaBaHH 10
HaOmoZieHne Ha mporieca. Hammme e pa3Oupane, ye mTpoPECHOHATTHOTO pa3BUTHE €
OTTOBOPHOCT Ha HETIPaBUTEJICTBEHATA OpPTraHU3allks, HO TOBA € U JINYHA OTTOBOPHOCT 32 BCEKU
npakTUKyBail. BuiHa e MoTuBalus 3a caMmoo0y4eHue, ako ObAaT MOJKPENeHn U HAaCOYEHH KbM
KOHKPETHU UHCTPYMEHTH U PO EeCHOHATHAINTEPATYPA.

IIpencraBeHu ca pe3yaTaTH OT IIPOBEIEHU MHTEPBIOTA C YETUpHMa ekcnepTu. Benukn
WHTEPBIOMPAHU U3THKBAT BAXXHOCTTA Ha KOHTPOJIa HA KAYECTBOTO Ha ycllyrara ,,yupaBieHUE
Ha ciydai’ ¥ HyXKJara OT MporpamMa 3a MPaKTHUeCKO OOyYeHHE 32 BCUUKU MPAKTUKYBAIIH.
Jobpe nmpuera e uaesTa 3a U3MOI3BaHE Ha "HECTAHAAPTHU" MPAKTUKH, BBIIPEKH Y€ TIeaaT Ha



LSJIOCTHOTO YIPABJICHHE HA KAU€CTBOTO KAaTO HA HEIlIO ,,eK30TUYHO ‘. PECIOHIEHTUTE OCTABAT
doKyc BBpXY UIeATa 32 aHTAKUPAHE HA KIMEHTUTE B OI[CHKATa Ha Ka4yeCTBOTO Ha yciyrarta,
KOETO JIOTMYHO TOCTaBsl KJIMEHTAa KaTO OCHOBEH €JIEMEHT B KOHTpPOJa Ha KadyecTBOTO Ha
yciyrara.

[IpencraBsiHeTO Ha pe3yJTaTUTE OT BBIIPOCHUKA € MHOTO Kparko. M3BenaeHu ca camo
HSIKOJKO HM3BOJIA.

N3cnenoBarensT mocouBa, 4e aHAIM3a HA JAHHHUTE € JIONMPHHECHNT Ja Ce HampaBu U300p
HA OCHOBHHU, aJICKBaTHH U YJAOOHH 3a M3IOJI3BaHE OT MPAKTHKYBAIIUTE M CYNEPBU3UPAIINTE
,,yIIPaBJICHHE Ha CIIy4ail’* METOJH, KaTo MpaBU YTOYHEHHETO, Y€ Ca HEOOXOJUMHU M3BECTHU
MoaudUKaIMH, 3a J1a ce Ch3aae eHEKTUBEH MOJIe] Ha KOHTPOJI Ha KAYeCTBOTO, MOAXOIAI 3a
XapaKTEePUCTUKUTE Ha yCiyrara ,,ylpaBJIeHUE Ha ciiyqai .

Ha 6azara Ha mpoy4BaHe Ha JIUTEPATypHHU H3TOYHUIIM W EMIHUPUYHOTO MPOYUYBAHE,
M3ClIeI0BaTENs TOCOYBA CICAHUTE MHCTPYMEHTH KaTO MOIXOISAIIH 32 U3I0JI3BAHE 32 KOHTPOJ
BBpPXY KauecTBOTO B XymanurtapHata cepa: KIIE (KPI) KirouoB nokasaren 3a e(peKTUBHOCT;
Huarpama ,,Pubena koct™ mnm amarpama ,,MmukaBa“; bnok-cxema; KOHTpoNeH CHHCHK;
Huxbn Ha Hemunr/Iyxapt 4 crbnku. [{ageHo € OCHOBHO ONMCAHUE HA BCEKH OT THAX.

JlucepTaHThT CH MOCTaBsi aMOWIIMO3HA 1171 U OpraHU3HUpa SKCIIEPUMEHT 3a anpoOupaHe
Ha MpeJyiaranusi MoJel, a UMEHHO BKJTIOUBAHE HA TOPEIIOCOYCHUTE HHCTPYMEHTH B paboTaTa
Ha ONMUTHM MPAaKTUKYBAILM ,,YIIPABJIECHUE Ha ciay4ail. B ekcnepuMeHTa ca BKJIIOUYEHU NETHMA
no0poBoOIM TpakTuKyBamy. Ilo Bpeme Ha HAOMIOACHHWETO PAaOOTHULUTE MO CIydau
U3M0J3Baxa UHCTPYMEHTHUTE, 32 J1a MPEJOCTABAT KaueCTBEHA yCJIyra U Jia OLICHSIT KaueCTBOTO
Ha CBOSITA Hameca MoJi HaOmoAeHUe. Te ce aHrakupaT J1a M3MOJ3BaT 5-T€ MHCTPYMEHTA C
pa3IMYHU KJIMEHTHU WU TIPU Pa3JIMuYHA UHTEPBEHIINU 33 €IMH U ChII] KJIUEHT.

AHanM3bT Ha JAHHUTE OT CKMEPHMEHTa IOKa3BaT, Y€ BCHYKH COIMATHH PaOOTHHUIIH
MOraT Ja W3MOJ3BaT MHCTPYMEHTUTE CPABHUTEITHO JIECHO W edexTuBHO. Haiil-crnoxHusT
uHCTpyMeHT ce oka3Ba KIIE, 3a KoiTO MOYTH BCUYKHU COIMATHUTE PaOOTHUIIM CHOOIIABAT 32
TPYIHOCTH TPHU H3MOJ3BAHETO MY.M3MOI3Baiiku ckana or 0 0 5 yyacTHHULMTE OIICHSBAT
otaenHuTe HHCTpyMeHTH. C Hali-BHCOK 0a 3a eeKTHBHOCT ca olleHeHe ,,Pubena koct*, biok-
nuarpama‘ u ,, [ {uxbsn Ha JlemMunr. B ekcrepuMeHTa ca BKIIOYEHU U KIMEHTHU, KOUTO CBHIIO
MPaBST OLCHSIBAHE HA UHCTPYMEHTHUTE 32 KOHTPOJI Ha Ka4€CTBOTO, PEACTABEHU OMPOCTEHO U
pazbupaemo 3a Tax. Karo Hail-epekTwBHM Te mocTtaBAaT ,.biok-cxema“ u ,,Pubena xoct*.
N3cnenoBarensT BaaM Karo W3BOJ MPEANOYUTAHMETO 3a HW3MOJ3BaHE HA HMHCTPYMEHTH C
KaueCTBEHO U3MEPBaHE, Mpe]l KOJIUYECTBEHO TAKOBA.

JucepTallMOHHUA TPy JOTHUYHO 3aBbpIIBA CHhC 3aKJIOYEHUs] U Npenopbku. B
3aKIIOUYCHUATA € IMOCOYSHO, Y€ Ce JIOKa3Ba XHMIIOTE3aTa 3a HaJWdue Ha ,,Bb3MOKHOCT 3a
e(heKTUBHO MHTErpUpaHe HA MHCTPYMEHTHTE 3a IIJIOCTEH KOHTPOJI Ha KAYECTBOTO B YCIIYTHUTE
MO YIpaBlieHWE Ha CIIy4au Bb3 OCHOBAa Ha OOOCHOBKAaTa Ha XHIIOTE3aTa, CBBP3aHA ChC
3HAHUATA U KaalMTeTa Ha MPAKTUKYBAIIUTE, KAKTO U C TAXHOTO BBh3IIPUEMaHE U MPUEMaHEe Ha
WHCTPYMEHTHTE 32 ISJIOCTEH KOHTPOJI Ha Ka4eCTBOTO.

HanpaBenute npenopbKu JJOTUYHO CIEABAT MOJYYEHUTE M3BOJM M OTpPA3siBaT KaKTO
Hay4YHOTO BHXJaHe Ha JokTopaHT Caxap CaMXxyH, Taka ¥ COJHACH NMpo(ecuoHaieH OmuT B



conmanHara cepa. CamusT u3ciaeaoBaTeNd AEMOHCTPUPA, Y€ YACT OT MPETMOPBKHUTE CE OT
00eKT He HeTOB MHTepecC 3a Objela HayuyHa U PO eCcUOHAIHA JEHHOCT.

ABTopedepaThT € IpeCTaBeH B YCTaHOBEHATa ¢opMa U ChAbpkaHue. Tol oTpassBa B
000011IeH BHJI OCHOBHHTE PE3yJITaTH OT M3CJIEABAHETO W J1aBa HEOOXoawmara IMpejacTaBa 3a
TEOPETUYHHUTE U MPUJIOKHU MOCTHXKCHHS HA aBTOpa.

[IpeacraBenu ca 3 mybOnukaruu. [lyOnukanuure mo o6eM W TeMaTHYHA HAaCOYEHOCT
OTTOBapAT Ha M3MCKBAaHUATA 3a TMOJydaBaHE Ha oOpa3oBaTellHA W HAay4HA CTEMeEH ,,JOKTOp',
CBBP3aHM Ca M3IUIO0 ¢ IpobieMaTHKaTa Ha AUCEPTAIIMOHHUS TPY/ U MPEACTABISABAT YCIEIIEH

OIIMT 3a U3CJICOA0BATCIICKA ,Z[GﬁHOCT.

III. Oenka HA NPUHOCUTE HA KAHAUAATA

B nucepranuoHHMs TPy aBTOPBHT JEMOHCTPHpa J0OpO HUBO Ha TTO3HAHUS B 00J1acTTa HA
KaueCTBOTO Ha COIMATHHUTE YCIYrH, yciyrara ,yIpaBleHHE Ha CIy4ai, KakTo W 3a
npoOJieMUTe ¥ BB3MOXKHOCTUTE Ha coruanHaTta cucrema B JluBan. Temara Ha HacrosimaTta
paboTa oTpa3siBa CbBPEMEHHHUTE H3CIICIOBATEIICKA METOIU B 00JIaCTTa HA colMamHaTa padoTa.
ABTOPBT POYYBA U U3IOI3BA TOJISIM 00EM OT JIUTEPATYPHU H3TOYHHUITH.

JlucepTallmOHHUAT TPYIl C€ XapaKTepH3HWpa ¢ BHTPEIIHA ChITIACYBAHOCT. 3aqauyuTe Ha
W3CIIEIBAHETO CHOTBETCTBAT Ha TOCTaBeHata 1ed. OT TOJMYYeHHUTE pe3yiaTaTH JIOTHYHO
MPOU3TUYAT U3BOAUTE M MPAKTHUECKUTE MPENOPbKU. M3BoauTe ca apryMeHTHPaHH, TIOTUYECKU
CJIeJIBAT PE3YyATaTUTE OT aHAJIM3a HA TIOyYEeHUTE JaHHU, ChOTBETCTBAT HA LIETTUTE U 33aJJaUHTe.

[TenHO ¥ MOAPOOHO MpEACTaBsIHE HA CTHIIKUTE U CAMOTO MPOBEXKIAHE HA EMIUPUIHOTO
npoy4Bane. MHOTO 1o0Ope ca aHaIM3UpaHHU JUCKYCUUUTE B TPYITUTE.

ChIIeCTBEH MPUHOC € M3KIIOYUTEITHO CEPUO3HUST W J00pe HalpaBeH TEOPETHUECH H
NPaKTUYCCKH aHaJM3 Ha CHCTEMaTa 3a COIMaiHHM yciuyrd B JluBaH. M3BeneHH ca akTyanHH
npo0JieMy Ha CUCTeMaTa. AHATU3BT B MO-TOJISIMATA CH YacT € 3aAbJI00YEH U MpodecroHalICH.
WUnentudunupann ca NOTEHIMATHM Oapuepu, ciaOu CTpaHM Ha CHCTEMara, KakTo H
BB3MOKHOCTH 32 IOJJ00psBaHE HA HEWHOTO (HYHKIIMOHHUPAHE.

Bbnpekun, ye He mpeTeHAupa 3a MPEACTaBUTEIHOCT, MPAaBH BICUATIICHUE MOI00pa Ha
W3BajJKaTa Ha EMIIMPUYHOTO TMpoyduBaHe. M3MON3BaHETO Ha KOJWYECTBEHH M KAueCTBEHHU
METOJM Ha W3cieABaHE W 00pabOTKa Ha TMOJYYCHUTE JaHHU TIOKa3Ba 3aJbJIOOYEHOCT B
paboTtara Ha JOKTOpAHTA.

Pesynrarure ot aucepTaliMOHHUS TPY/ ca HACOYCHH KbM PElllaBaHE HA aKTyaJTHU 3a/1a4l
B cpepaTa Ha KAYECTBOTO HA COIMATTHUTE YCIYTH, U TIO-KOHKPETHO KOHTPOJI BEPXY Kaue€CTBOTO
Ha TIPEJOCTaBsHATa OT HEMPaBUTEIICTBEHHsI CEKTOp COIMAjHA YyCIyra ,ylpaBlieHHE Ha
cnyyai. M3cnemaBaTensaT pa3kKpuBa €IWH CEPHO3CH MPOOJIEM Mpe] ColMaiHaTa CUCTEMa B
JluBaH — JMIICa HA TBPKABHU CTaHIAPTH 32 U3MEpPBaHE HAa KAUECTBOTO HA COIMAITHUTE YCIYTH,
chrpoTHBa oT crpaHa Ha HITO, equHCTBeHH IPeI0CTaBSIIU COIIMAIHN YCIIYTH 110 ,,YIIPaBIeHUE
Ha CIlydai™ Ja ydacTBaT B U3MEPBAHETO HA KA4ECTBOTO HA YCIYTUTE, 3aTPYAHEH JOCTHI 0
KITMEHTUTE KaTO YYaCTHUIM B KOHTPOJIA MO KAYeCTBOTO MOPAIH JIUIICA HA €TUYHU CTAaHAAPTH

B JIuBau.



Karo monoxureneH MOMEHT MOXe J1a ce OTOeNekH N00pe HalpaBeHHUTE 3aKIFOUCHUS
CJICO BCsKa IJjiaBa, KaKTO U CJIC BCCKU aHAJIM3 HA OTACIHUTC MHCTPYMCHTHU, U3IMOJI3BAHU B
MPOYYBAHETO.

ABTOpBT HU3BEXKJAa OCEM IPUHOCA C HAYYHO-TEOPETUYEH, MPAKTHKO-IPUIIOKEH U
eMIUPUKO-EKCIIepUMeHTalIeH XapakTep. [lo-roismara yacT OT HOCOUYEHUTE OT aBTOpa MPUHOCU
ca aJeKBaTHU U CHOTBETCTBAT Ha 3HAHMITA U YMEHHUSATA HA JAMCEPTaHTa U HA MPEJICTABEHUTE
TEOPETUYHH U EMIUPUYHU JaHHHU. J[Ba OT MPHHOCHTE HE Ca KOPEKTHO (OpMYIHMpaHH, a
uemMHHo: 1. ,JVIHTerpupaH € WHOBaTUBEH WHCTPYMEHTapuyM 3a OL€HKa, KOMTO JaBa
BB3MOKHOCT Ha yHpaBJIABAIIUTC CIIydau Ja HO,Z[OGpSIT npeaoCTaBAHUTC YCIIYI'M IO BPpECMC Ha
mpoleca U UM I03BOJIsIBA Ja M3CJIEeBAT KamaluTeTa CH 3a MOo-I00po MpejacTaBsHe.” — B
NEHCTBUTETHOCT TaKbB HMHCTPYMEHTAapUyM € ampoOupaH, HO HsAMa J0Ka3aTelcTBa, 4e €
uHTerpupad.; 2/ ,,OCHOBHHUAT EKCIEPUMEHT, NPWIOKEH IpPU TOBA U3CJIEABaHE, BBPXY
YIIPABJICHUETO HA CIIy4al KaTO Hal-TPYAHOTO HUBO HA MHTEPBEHIIMS 3a KAYECTBEHO U3MEPBaHE
B HAy4€H MOJEN, € IOTBHPKIACHUE, Y€ MEXIYHAPOSHUTE CTAHIAPTHU TEXHUKNA X HHCTPYMEHTHU
3a U3MepBaHe U MOAOOpsBaHE HAa Ka4eCTBOTO HA yCIYTUTE MOTAT Ja ce MpHarat 3a BCUYKU
YCJIYTH B 00JIacTTa Ha CoMaIHaTa padboTa.” — TpyaHO OM MOTJIO Ja ce MpHeMe, Ye € HaJuIle

arpoOupaH MOJIeN, TT0-CKOPO anmpoOUpPaH ca HHCTPYMEHTH.

IV. Kpurtuunu 0ejieskKH ¥ NpenopbKM:

B nuceprarnmonHust TpyA ca OTJEIEHU JIBE MOATJIABU 3a €BOJIOLHUATA HA COLIMAJIHATA
pabota, 6e3 ToBa Ja € OOBBP3aHO C TeMaTa Ha AUCEPTALUOHHUS TPY, @ HIMEHHO Kaue€CTBOTO U
koHTpoua (moarnasu 1.3 u 1.4). Ceimara uadopmarius € BKIIOUYeHA U B aBTopedepara, BEIIPEKH
HelfHaTa He3HAYUTEHOCT 3a ChIIHOCTTA HA IPOYYBAHETO.

B aBropedepara nurcBa mnpeiacTaBsHE Ha HSIKOM moAriaBu. M30uparenHo ca
PE3IOMHUpPAHU CaMO HSAKOH.

OOeKTBT M MpeAMETHT C€ MPUIIOKPUBAT KATO OMHCAHUE U HE Ca MPEICTaBEHU SCHO M
KOPEKTHO.

Enna ot 3amaunTe € ,,ch3/1aBaHe Ha €pEKTHUBEH MO/IEN 32 KOHTPOJI Ha KA4eCTBOTO, KOSITO
HE € U3IIBJIHEHA, Thil KaTo ca MpeIoKEeHU MHCTPYMEHTH, KOUTO MOraTr Jia ce M3IOoJI3BaT 3a
nocturate Ha e()eKTUBEH KOHTPOJI Ha KaueCTBOTO, HO B ICHCTBUTEIHOCT pa3pabOTeH LSAI0OCTEH
MoOJie HAMA.

WucTpyMeHTapuyMbT HE € MpeacTaBeH sicHo. He e mocoueH Opost U BUJa BBIPOCU B
aHKeTaTa. Benpocure 3a MHAMBUAYAIHOTO UHTEPBIO ca HoMepupanu ot 1 no 8 /IIpunoxenue
2/, BeripocuTe 3a (poKycHpaHaTa rpyrnoBa IUCKYCHS Ha MPAKTHKYBAIIUTE/CyNepBU3UPAIIUTE
,,yIIpaBJICHHE Ha CiIy4ail* ca Homepupanu oT 9 1o 16, a BbIpOCHUTE 3a TPYNOBA AUCKYCUS KbM
cynepsuzopuTe e ¢ Homepaius ot 11 1o 20 /TIpunoxxenue 1/. ToBa cb3gaBa HesICHOTA 32 OIS
Opoii BBIIPOCH M KbM KOTO ca OWJIM HacoueHH. AHKETata HE € C HOMEPHpPAHH BBIPOCU
/Mpunoxenue 3/. He craBa IcCHO caMUTe M3CIE10BATEICKM NHCTPYMEHTH B KOM LIEJIEBU TPYyIU
PECIIOHJIEHTH Ca U3I0JI3BaHU, KOETO CE 3aTPYyIHSABA U OT HEsCHATa HOMEPALMsI Ha BBIIPOCUTE.

OcHOBEH HeAOCTaThK Ha MPOYYBAHETO € M3KIIOYBAHETO HAa KIMEHTUTE KaTO OCHOBEH
M3TOYHUK Ha MH(OpMaIus 32 Ka4eCcTBOTO Ha MoJyyaBaHaTa yciyra. HechbMHEHO olieHSIBAaHETO



Kadu€CTBOTO HA €4HAa ycnyra OT CaMuid JOCTAaBUYHUK HOCHU T'OJIsiMa CTCIICH CYGGKTI/IBHOCT 1 TOBa
HaMaJjsiBa B HSAKAaKBa CTEIEH JOCTOBEPHOCTTA HA IIOJYYEHUTE pe3ylTaTd. BrIpexku TOBa,
u3cienoBaTensl KOPEKTHO M apryMEHTHUPAHO I[I0COYBA OIPAaHUYEHHATAa WU IIPOIYCKUTE B
EMIIUPUYHOTO MPOYyIBaAHE.

OO6mumsaT 6poit Ha u3cnenBanuTe juma € 61, or kouto 9 B ennara gokyc-rpymna, 8§ — B
npyrara, 4 — B MHTEPBIO, HO HUKBJIE HE € YTOUHEH Opos Ha M3BaJIKaTa 3a aHKETHOTO MIPOYUYBaHE
n gajiun y‘-IaCTHI/II_II/ITe OT €aHa rpyna Ca BKJIFOUCHU KAaTO peCHOHI[CHTI/I U B z[pyra.

B’preKI/I, Y€ XHUIIOTC3UTEC KaTeFOpI/I‘-IHO C€ JOKa3BaT, TOBa HE € JOCTAaTbYHO Y6€I[I/ITCJ'IHO
MPEJICTABEHO B 3aKITFOYCHUETO.

Bwipeku cepro3nus Opoil BBIIPOCH B aHKETATa, aHAIM3BT Ha TOJYYCHUTE OT HEsl IaHHU
ca MUHUMAJUCTHYHH. V3BeJeHn ca HIKOJIKO M3BOJa, HO 0€3 Ja € BUAHO KaK W3CIIEeI0BaTEes
CTUTA JIO TAX, ThH KAaTO OTTOBOPHTE IO OTACIHUTE BBIPOCH WM TPYIH BBIPOCH HE €
CTaTUCTHUYCCKHU U BI/I3yaJIHO HpeI[CTaBeH.

HanpaBenute kpuTuyHu O€NEXKH HE HAMAISIBAT CTOWHOCTTA HA TUCEPTALIHOHHUS TPYI.

V. Bbnpocu KbM aucepTaHTA:

Wma 5y qucepTaHThT BU3US, KaK UIEHTU(DUIIUPAHUTE KaTO €PEKTUBHU HHCTPYMEHTH 32
KOHTPOJI Ha Ka4eCTBOTO MoraT Jia ObAaT NPUI0KEH! Ha HAallMOHAIHO HUBO B JIuBan? Jlokonko
BB3MOJKHO € TOBa?

NwMa i quicepTaHThT BU3HSL, TIO KAaKhB HAUWH O MOTJIO J1a C€ OPraHU3Hpa WU TPUTI0KU
oOydeHre BbB Bpb3Ka ¢ KOHTPOJIA BEPXY Ka4eCTBOTO Ha MpeAjiaraHuTe COIMAIHU YCIIyTH, Ha
BCUYKU MPAKTUKYBAIM W CYNEpPBHU3UpAILU ,,yIpaBieHUue Ha ciay4dail“ B JluBan? [lokonko
BB3MOJKHO € TOBa?

VI. 3akaw4denne

[IpeacraBeHuAT aucepTallMOHEH TPyJd KMa HE caMO II03HaBaTejiHa, HO Hail-Beue
MPUIOKHA 3HAYMMOCT M MOKa3Ba OTJIUYHUTE BH3MOKHOCTH HA TUCEPTAHTKATA 32 OCTABIHE U
paspeliaBaHe Ha Hay4YHM 3aJadyd, J0OpH YMEHHS 3a IUITAHUPAHE U OCHILIECTBSABAaHE Ha
EMIIUPUYHO U3CIIeIBAHE.

[{s10CcTHOTO MU BII€YATIICHUE OT AUCEPTALIMOHHUS TPYJ €, Y€ TOM € €HO 3aAbJI00UYEHO
HAyYHO W3CJIe[IBaHE, C IIMPOKA TEOPETHYHA 0a3a W MPAKTUYECKH OIUT, OCBHIIECTBEHO C
HAJACKIHU EMITMPUIHA METOJTH, TIPEJICTABSIINO 00pH aHAIM3H U 00001IeHUS.

JIOKTOpaHTHT € M3MBIHWI MUHUMAJIHUTE HauuoHaiHU wu3uckBaHus no 3PACPB u
cboTBeTHO 1o [IpaBunnuka 3a npuiiarane Ha 3PACPB.

Bcenuko ToBa Mu JjaBa OCHOBaHME Jia MpeasioKa Ha yBakaeMuTe wieHoBe Ha HayuHoTo
JKypyu Ja NOpuCHAAT Ha aBTopa Ha jaucepranmonHHus Tpyn Caxap Camup CamxyH
oOpa3oBaTenHaTa U Hay4Ha cTerneH ,,Jlokrop”.

15.01.2024 r. nou. a-p Const bynesa
rp.B. TspHOBO Lo, /
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I1. Dissertation Data

The presented dissertation is written on 141 pages, of which 10 pages are a bibliography and 9
pages are appendices. The literature reference consists of 175 sources. There are 3 appendices,
8 tables, and 15 graphs.

Structurally, it is divided into an introduction, three chapters, conclusions, recommendations,
references used and appendices.

The introduction outlines the relevance of the topic, namely: the quality of social services and
more specifically quality control. The quality of social services is an issue that is frequently
discussed by policy makers, service providers and service users. The quality of social services
matters because a high standard of support improves people's wellbeing by promoting greater
independence.

How to evaluate the impact', processes and outcomes of social services has been debated by
researchers and policy makers over the last few decades, often linked to reforms in social
policies, strategic planning programmes or their implementation. Difficulties in measuring the
outcomes of social services also inevitably relate to different stakeholder perspectives and
judgements about quality and how it is defined, as well as external factors such as cultural,
social and political forces and how services have historically been organised.

In the introductory part of the dissertation, the object, subject, purpose, tasks, research questions
and working hypotheses of the study are described. The aim of the dissertation research is "to
examine the approaches and methods used by NGOs through field practitioners providing
support to individuals and families to measure the quality of their microservices". Four working
hypotheses are formulated: - X1 - Case managers lack knowledge of quality control - X2 -
NGOs do not integrate quality management into their monitoring and evaluation systems. - X3
- The client can be part of the quality control methods - X4 - There is an opportunity to adapt
total quality management methods when evaluating case management services.

Chapter one reviews theories and perspectives explaining the concept of quality control. The
concept of total quality management is introduced and described.

The nature, principles and importance of measuring the quality of social services are thoroughly
presented. It is related to the quality of life of service users.

There are different mechanisms for monitoring the quality of social services. In most countries
there are agreed and well-known standards that providers must meet. In many countries,
however, quality monitoring still relies on formal compliance rather than on improving the
quality of care provided. The main challenge for quality assurance is to establish whether a
service meets the principles of good quality. There are a range of tools available to organisations
to assess and improve the quality of the social care services they provide. These tools can vary.

The researcher gradually enters into the dissertation topic by discussing interventions with
individuals and families through the focus of case management. Practices, tools, and specifics
of measurement and evaluation in case management are analyzed.

Logically, the author draws as a conclusion from chapter one "the importance of quality
measurement and highlights the opportunity for innovation in the social field. This includes



emerging advanced quality management systems and tools that promote better performance,
improved wellbeing and positive changes in the lives of service users".

Chapter Two presents the structure and organisation of the empirical study. Qualitative and
quantitative methods are used. The quantitative methodology defines the statistical data. The
qualitative aspect of the research was designed to gather information directly from practitioners
in the field through focus group discussions with direct service providers and with managers of
direct service providers, and individual interviews with experts and practitioners.

The instruments used in the empirical study are:

Questionnaire - includes 50 questions, of which 4 open and 46 closed with predefined options,
42 questions grouped in several areas are aimed at achieving the objectives of the study and 8
collect sociodemographic information. The questionnaire is addressed to direct practitioners,
indirect practitioners, supervisors and former practitioners. The questionnaire assessed
participants' knowledge of quality, quality control tools and methods, quality of life and client
well-being, ways to evaluate the service provided, tools used for documentation, which is part
of quality control of the service, and ways to mentor and monitor the client's evaluation of the
service.

Interview - addressed to practitioners and experts in the field of study, with academics and with
clients using the service under study.

Focus group discussion - two group discussions were held with direct service providers (case
managers) and supervisors. Both groups discussed their knowledge of quality control tools and
their important impact on the sustainability and success of services.

The "snowball" or chain-guided sampling method was chosen to determine the sample. Initially
selected participants recruited other participants and included them in the study. This type of
sampling has the advantage of including respondents from hard-to-reach groups, such as due to
geographical distances or confidentiality challenges.

The total number of participants in the study was 61 aged 18-60, all with a university degree.
77% have social work or related education, 64% have more than five years of experience in
social work, 89% have worked in case management and the same 89% provide this service in
non-governmental organizations. It is clear from the sample thus presented that it is
representative for the purposes of the study.

The last stage of the empirical study is to conduct an experiment that aims to test the selected
and total quality management techniques by case managers with their clients, which should
reflect a specific impact on their quality of life. The aim of the experiment is to identify the
most adaptive and applicable quality control tools in social work, specifically in case
management interventions.

The limitations of the study are adequately and logically presented, namely: only social workers
and supervisors practicing case management are included in the study; only the "case
management" service in NGOs is the subject of the study; different types of quality control
tools are described, but only the most appropriate tools, based on simplicity of use and



knowledge of the case management context, are investigated; the study does not address the
clients directly for ethical reasons and because of resistance from the management of NGO.

Chapter Three presents an analysis of the results of the empirical study. Data from: 1/ A focus
group discussion with case management practitioners; 2/ A focus group discussion with case
management service supervisors; 3/ Unstructured interviews with social work experts; 4/ A
survey are analysed.

The results of the discussion with "case management" practitioners in NGOs, indicate that
training or the development of a basic set of quality control tools is very necessary for the
practitioners directly providing the service, in order to be able to monitor their own action plans,
including in terms of service quality. Evidence from previous studies has also shown that
practitioners with less experience are more likely to be flexible and motivated to learn and to
try new things, as opposed to more experienced practitioners who prefer 'tried and tested'
concepts and practices. These findings may be useful in relation to the formation of target
groups for training in new techniques and tools for measuring and monitoring the quality of
social services.

The data from the discussion with supervisors on 'case management' shows their belief that
quality control should be part of the training and preparation of groups of supervisors, otherwise
they are limited to monitoring the process. There is an understanding that professional
development is the responsibility of the NGO, but it is also a personal responsibility for each
practitioner. Motivation for self-learning is evident if supported and directed to specific tools
and professional literature.

Results of interviews with four experts are presented. All interviewees highlighted the
importance of quality control of the case management service and the need for a practical
training programme for all practitioners. The idea of using 'out of the box' practices was well
received, although they viewed total quality management as something 'exotic'. Respondents
put a focus on the idea of involving clients in the assessment of service quality, which logically
places the client as the key element in controlling service quality.

The presentation of the questionnaire results is very brief. Only a few conclusions are drawn.

The researcher points out that the data analysis has contributed to make a selection of basic,
adequate and convenient methods for use by practitioners and supervisors of "case
management", making the clarification that some modifications are necessary to create an
effective quality control model suitable for the characteristics of the "case management"
service.

Based on the literature review and empirical study, the researcher identifies the following tools
as suitable for use for quality control in the humanitarian field: the KPI (Key Performance
Indicator); the Fishbone or Ishikawa diagram; the Flowchart; the Checklist; the
Deming/Schuchart 4-step cycle. A basic description of each is given.

The PhD student sets an ambitious goal and organizes an experiment to test the proposed model,
namely incorporating the above tools into the work of experienced "case management"
practitioners. Five volunteer practitioners are included in the experiment. During the
observation, the case workers used the tools to provide quality service and to evaluate the



quality of their intervention under observation. They committed to using the 5 tools with
different clients or in different interventions for the same client.

Analysis of the data from the experiment showed that all social workers could use the tools
relatively easily and effectively. The most complex tool was found to be the KPE, which almost
all social workers reported difficulty using. Using a scale of 0 to 5, participants rated individual
tools. The highest scores for effectiveness were the Fishbone, Block Diagram and Deming
Cycle assessments. Customers were also included in the experiment and also made evaluations
of the quality control tools presented in a simplified and understandable way for them. They
ranked the "Flowchart" and "Fishbone" as the most effective. The researcher draws as a
conclusion the preference for using tools with qualitative measurement over quantitative one.

The dissertation logically ends with conclusions and recommendations. The conclusions state
that the hypothesis of "the possibility of effective integration of total quality control tools in
case management services" is proven based on the rationale of the hypothesis related to the
knowledge and capacity of practitioners as well as their perception and acceptance of total
quality control tools.

The recommendations made follow logically from the findings and reflect both the scholarly
vision of PhD student Sahar Samhoon and solid professional experience in the social sphere.
The researcher himself demonstrates that some of the recommendations are of her interest for
future scientific and professional activities.

The abstract is presented in the established form and content. It reflects in a summarized form
the main results of the research and gives the necessary insight into the theoretical and applied
achievements of the author.

3 publications are presented. The publications in terms of volume and thematic focus meet the
requirements for obtaining the educational and scientific degree "PhD", are fully related to the
problems of the dissertation and represent a successful experience of research activity.

II1. Evaluation of the candidate's contributions

In this dissertation, the author demonstrates a good level of knowledge in the field of social
services quality, case management service, and the problems and opportunities of the social
system in Lebanon. The topic of this thesis reflects current research methods in the field of
social work. The author researched and used a large volume of literature.

The dissertation is characterized by internal coherence. The tasks of the research correspond to
the stated aim. The conclusions and practical recommendations follow logically from the results
obtained. The conclusions are reasoned, logically follow the results of the analysis of the
obtained data, correspond to the goals and objectives.

A complete and detailed presentation of the steps and the actual conduct of the empirical study.
Group discussions are very well analysed.

A significant contribution is the very serious and well done theoretical and practical analysis of
the social services system in Lebanon. Current problems of the system are highlighted. The



analysis is for the most part thorough and professional. Potential barriers, weaknesses of the
system as well as opportunities to improve its functioning are identified.

Although not claiming to be representative, the sample selection of the empirical study is
impressive. The use of quantitative and qualitative research methods and the processing of the
obtained data shows the thoroughness of the PhD student's work.

The results of the dissertation work are aimed at solving current tasks in the field of the quality
of social services, and more specifically, control over the quality of the "case management"
social service provided by the non-governmental sector. The researcher reveals a serious
problem facing the social services system in Lebanon: the lack of governmental standards to
measure the quality of social services, the resistance of NGOs, the only providers of social
services under "case management" to participate in the measurement of the quality of services,
the difficulty of access to clients as participants in quality control due to the lack of ethical
standards in Lebanon.

As a positive point, it can be noted the well drawn conclusions after each chapter, as well as
after each analysis of the individual tools used in the study.

The author outlines eight contributions of a scientific-theoretical, practical-applied and
empirical-experimental nature. The majority of the contributions mentioned by the author are
adequate and in line with the knowledge and skills of the dissertation student and the theoretical
and empirical data presented. Two of the contributions are not correctly formulated, namely: 1.
"An innovative evaluation toolkit has been integrated to enable case managers to improve the
services they provide during the process and to allow them to examine their capacity to perform
better" - in fact such a toolkit has been approbated but there is no evidence that it has been
integrated; 2/ "The main experiment applied in this study, on case management as the most
difficult level of intervention for qualitative measurement in a scientific model, is a
confirmation that international standard techniques and tools for measuring and improving
service quality can be applied to all services in the field of social work" - it would be difficult
to assume that there is an approbated model, rather approbated tools.

IV. Critical comments and recommendations:

The dissertation devotes two subchapters to the evolution of social work without linking this to
the topic of the dissertation, namely quality and control (subchapters 1.3 and 1.4). The same
information is included in the abstract, despite its insignificance to the substance of the study.

The abstract lacks the presentation of some subchapters. Only some are selectively summarized.
The subject and object overlap in description and are not presented clearly and correctly.

One of the tasks is "creating an effective quality control model", which is not fulfilled, as tools
that can be used to achieve effective quality control are proposed, but no comprehensive model
has actually been developed.

The toolkit is not clearly presented. The number and type of questions in the survey is not
specified. The questions for the individual interview are numbered 1 to 8 /Appendix 2/, the
questions for the focus group discussion of the "case management" practitioners/supervisors



are numbered from 9 to 16, and the questions for the group discussion to the supervisors are
numbered from 11 to 20 /Application 1/. This creates ambiguity about the total number of
questions and who they were directed at. The survey does not have numbered questions
/Appendix 3/. It is not clear which research tools are used in which target groups of respondents,
which is also made difficult by the unclear numbering of the questions.

A major shortcoming of the survey is the exclusion of clients as the main source of information
on the quality of service received. Undoubtedly, the assessment of the quality of a service by
the provider itself carries a large degree of subjectivity and this reduces to some extent the
reliability of the results obtained. However, the researcher correctly and reasoned points out the
limitations and gaps in the empirical study.

The total number of persons surveyed was 61, 9 in one focus group, 8 in the other, and 4 in an
interview, but nowhere is the sample size for the survey specified or whether participants from
one group were included as respondents in the other.

Although the hypotheses are strongly proved, this is not convincingly enough presented in the
conclusion.

Despite the substantial number of questions in the survey, the analysis of the resulting data is
minimalist. A few conclusions are drawn, but without evidence of how the researcher arrived
at them, as the responses to individual questions or groups of questions is not statistically or
visually represented.

The criticisms made do not detract from the value of the thesis.

V. Questions to the dissertation:

Does the researcher have a vision of how the quality control tools identified as effective can be
implemented at the national level in Lebanon? To what extent is this possible?

Does the researcher have a vision on how training could be organized or implemented in relation
to quality control of social services offered, to all practitioners and supervisors of "case
management" in Lebanon? To what extent is this possible?

VI. Conclusion

The presented dissertation has not only cognitive, but mostly applied significance and shows
the excellent capabilities of the PhD student for setting and solving scientific problems, good
skills for planning and conducting empirical research.

My overall impression of the dissertation is that it is a thorough scientific study, with a broad
theoretical base and practical experience, carried out with reliable empirical methods,
presenting good analyses and generalizations.

The PhD student has fulfilled the minimum national requirements under the Law on the
Development of the Academic Staff of the Republic of Bulgaria and, accordingly, under the
Regulations for its implementation.



All this gives me the reason to propose to the respected members of the Scientific Jury to award
the author of the dissertation Sahar Samir Samhoun the educational and scientific degree "PhD".

15.01.2024 Assoc. Prof. PhD. Sonya Budeva
V. Tarnovo Lo /



