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1. O0m10 npeAcTaBsiHE HA MPOLEAYPATA M JOKTOPAHTA

Cnc 3anoBen Ne 2536 ot 30.11.2023 r. Ha Pexropa Ha FO3VY ,Heodur Puncku* cbm ompene-
JIeHa 32 YJICH Ha HAyYHOTO JKypH 32 OCHTYpsIBaHE Ha MPOIIEypa 3a 3alliTa Ha JTUCEPTALMOHEH TPy
Ha TeMa ,,KOHTpOJI Ha KauecTBOTO MPH MPEIOCTaBsiHE Ha yclyraTa ynpaBleHHE Ha Caydail 3a juia
u cemeiictea B HIIO (ciywast JluBan)“ 3a mpumoOuBaHe Ha oOpa3oBaTeNHATa M HayyHa CTEIMEH
,JdokTop® 1o I1H 3.4. Coumannu nerinoctu ¢ aptop Caxap CaMXyH — JOKTOPAHT Ha CaMOCTOSITETHA
MOATOTOBKA B KaTeapa ,,Menuko-conuaaHu ycryru®, dakynrer ,,O0IIECTBEHO 3/IpaBe, 3JApaBHU
rpuxu 1 criopt™ Ha FO3VY.

[IpencraBeHUAT OT JOKTOpPaHTa KOMIUIEKT OT MaTepuaiy, HEOOXOAMMH 3a y4acTHE B MpoIie-
JaypaTa 3a 3alliTa Ha JUCEPTAIMOHEH TPYJA € B ChOTBETCTBHE C M3MCKBAHUSATA HA pEleBaHTHATA
HopMaTuBHa 0a3za Ha O3V u HalMOHATHOTO 3aKOHOJAATENCTBO M BKJIIOUYBA BCUYKU M3UCKYEMH J10-
KYMEHTH.

Caxap CamxyH nma OakanaBbpcKa CTEleH Mo MeauIuHCcKa coluaina padora ot JIuBaHcKus
yauepeuter (2006), MarmcThp € 1O COIMAalIHA MONMTHKAa OT YHHMBepcuteTa B Mmmmn, Kutait
(2010) m mpunobuBa MBA crenen ot YHusepcurera B betipyt (2014). Mma GoraT u pazHooOpaseH
npodecroHalileH OIHT, CBBP3aH ¢ HAyYHOU3CIICIOBATCIICKUTE W MHTEPECH W TPEICTABCHUS JHCEp-
TAIMOHEH TPYJ - KaTo MpernojaBaTell Mo colMaiHa pabota B YHuBepcurera B beiipyr, B opranusa-
musara ABAAD kato oOyuuten M cbh3iaren Ha OOyYHUTETHH MaTepHalid, KaTo KOOpAWHATOp Ha
MPOrpaMU ¥ MPOEKTH, CyNepBali3bp M KEHC MEHUDKBP, COIMAICH Pa0OTHUK HA TePEH, Ch3JIaTel
Ha I[IEHTPOBE 3a MOJKpena Ha )KeHH U ceMeiicTBa.

2. AKTYaJIHOCT ¥ 3HAYMMOCT Ha NPOy4YBaHaTa npodjeMaTnKa

N3bpanara Tema Ha qUCEPTAIMOHHUS TPYH, CBbp3aHa C YIPABICHUETO HAa KA4eCTBOTO HA CO-
LUATHUTE YCIIYTHU, B YACTHOCT paboTara mo ciydail, 1 eQekTUTe BbpXY KaueCTBOTO Ha *KUBOT Ha

KIIMCHTHUTEC, € aKkmydaIHa U 3HA4YuMa 3a meopuiama u npakmukama Ha coyuainama pa50ma, ocobe-
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HO 8 KOHMEKCMA HA CbWecmsy8awiama HOpMamueHa pamKd, COYuaiHa nOIUMuUKa u npogecuoHa-
Ha npakmuxa 6 JIueam.

3. O61ma xapaKkTepuCcTHKA U OLleHKA HA JUCEPTALMOHHUS TPy

JlucepTaiimOHHHUAT TPy € ¢ 0011 odeM ot 143 cTpaHUIM M € CTPYKTYPHPaH B YBOJ, TPH IJia-
BU, 3aKJIF0OYCHHE, IPUHOCH U 2 npuiioxeHus. bubnuorpadusara sxmousa 174 u3rouyHnKa Ha JIaTH-
HUIIA, AKTYaJHHU U PEJIEBaHTHH HA MPOYYBaHATA TEMA.

AJIeKBaTHU Ha JUCEpPTALMOHHATA TEMa M MOJAXOIAMIO0 (POPMYyITUpPaHU ca 00EKTHT, MPEIMETHT,
3a/layiTe, M3CIECJOBATEIICKUTE BBIPOCH U XHUIIOTE3W Ha IUCEPTALMOHHOTO IMpoyuBaHe. SICHO ca
OuepTaHU OCHOBHUS MPOOJIeM U Te3aTa Ha aBTopa 3a Hero (c. 11). bux mpenopbuana pokycupane u
npenusupane GopMyIupoBKaTa Ha IEeITa Ha TUCEPTAIIMOHHOTO M3CIIe/IBaHe, TaKa Y€ Jja HHTErpupa
BCHYKH M3CIIEIOBATEIICKH 33/1a4H U BBIIPOCH.

B chabpxkareneH miaH JUCepTAlMOHHUS TPY/ € CTPYKTYpUpPaH B TpH IIaBu. B mbpBa riasa
(c. 17-58) e peanusupan TeopeTudeH 0030p U aHAIK3 HA OCHOBHH, CBbP3aHH C MPOy4YBaHATa MPOO-
JIeMaTHKa NOHSATHS ¥ KOHIENIMU: 1) Ka4ecTBO M TOTAJIHO YIIPABJICHUE HA KAYECTBOTO - CBOJIFOLINS,
UMILICMEHTAIUS U CIICU(HUKN B COI[MATHUS CEKTOP M MPAaKTUKAaTa Ha ColaiHara pabora; 2) couu-
anHa paboTa — MpakTUKa U 00y4YeHHE — EBOJIIOIMS ¥ IPOMEHH, BKJI. 0030p Ha cuTyauusta B JIuBan
U CBBbP3aHHUTE C HEs aKTyalHH MPEIU3BUKATEIICTBA; 3) Pa3BUTHE HA COIMATHUTE YCIIyTH, Ha TOJIHU-
TUKUTE U MPAKTUKATA [0 OICHIBAHETO HA TAXHOTO KauecTBO B JIMBaH; 4) KauecTBOTO HA KUBOT U
0J1aroChCTOSIHUETO HA KIMEHTUTE KAaTO M3MEPUTEN Ha Ka4eCTBOTO HA COLMAIHHUTE YCIyTrH; 5) moj-
XOJ M MOJIeN 3a ceMeiHa Mojikpena — pa3HooOpas3ue Ha COLMATHUTE YCIYTH U MHTEPBEHLIUH 32 JIH-
1a u cemeiictsa B JluBaH; 6) ynpaBieHHe Ha CIy4ail — CBHIIHOCT Ha KOHIICTIIUATA U OIEHsBaHE Ha
ycayrute (OCHOBHU €JIEMEHTH, U3MEPUTEIH U HHCTPYMEHTH. ).

Ouepmanume acnekmu Ha U3C1€08AHAMA MeMd CAd AHATUSUPAHO NOEMAaNnHO, HA02Paicoauio,
CUCTMEMHO U 8b8 83aUMHAMA UM 008bp3aHocm. Ananuzvm u 0606weHusma, NPeocmaseHy 8 masu
uacm Ha OUcepmayuoHHUsL mpyo, ce 0CHO8A8am Ha bozam HAOOP OM HAYYHU USMOYHUYU, U3T0JCE-
HUemo ce omau4asa ¢ 0O0CHOBAHOCM HA ap2yMeHmume, OYyeHKume, 3aKII0YeHUIma u nPenopwbKu-
me. B ysanocmnomo usnodcenue nposupa npopecuoHarnama aHeaiCupanocm u AcHa no3uyus Ha
OOKMOpanma no aHaIU3Upanume 6bnpocu.

BbB BTOpa riaBa na mpyoa (c. 59-75) e npencraBeHa u3ciae0BaTeNICKaTa METOANKA Ha M-
CepTAallMOHHOTO M3CJIEe/IBaHe, Ype3 KOSATO Ce peau3upa OCHOBHATA My L€ U ca FeHepupaHu U3clie-
JIOBaTEIICKM JTaHHU 32 (GOPMYJIHpPAHHUTE OT aBTOpPa M3CIICAOBATEIICKH BBIIPOCH. MeToanKaTa chye-
TaBa TEOPETUYHH M KOJMYECTBEHH M KaYECTBEHH EMIUPUYHU METOIU U CBBP3aHU C TAX HUHCTPY-
MEHTH, IPUJIOKEHU B CIIEAHATA TOCJIEIOBATEIIHOCT C U3BAJKaTa OT PECIIOHIECHTH: aHKETEH METOJ
(chOTBETHO OHJIAWH BBIIPOCHUK 32 MPAKTHKYBAIIU MPOGECUOHATINUCTH U CYIEPBA3bpH/MEHHDKbPU
— 61 yuactHuim); Gokyc rpynu (eaHa ¢ MCHHUKBPH Ha Caydail — 9 pECIOHIEHTH U €IHA ChC Cy-
MepBai3bPH/MEHUKBPU — 8 YUACTHHIIN); UHAUBUAYATHO HECTPYKTYPUPAHO MHTEPBIO (C EKCIIEPTH

B YIPaBJICHUE Ha CJIyYail 1 OMUTHU MPAKTUKYBAlIM NPo(ecHoHanCTH — 4 YYaCTHUIH); SKCIIEepH-
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MEHTAJIHO TECTBaHE Ha MHCTPYMEHTH 3a KOHTPOJI Ha KaueCTBOTO HAa YCIYTHTE OT MEHWIKbPU Ha
cllyuyail, BKIIIOYUTEIHO C YYaCTHETO Ha TEXHM KJIMEHTH, U TOCJIeBaIl0 HAOIIOACHNE U OLIEHKA Ha
edekTa OT TAXHOTO MpUIIaraHe BbPXY KaueCTBOTO Ha JKUBOT U OJIArOCHCTOSIHUETO Ha KIMEHTHTE, C
LIeJI J1a C€ YCTAaHOBU KOW OT T€3U MHCTPYMEHTH Ca Hal-IPWIOKUMHU IPU MHTEPBEHLIUU U YyIIpaBJe-
HHUE HA MHJIMUBUAYAJIECH ciiydyaldl. TecTBaHETO HAa 5 MHCTPYMEHTA CE€ OCBILECTBABA B MPOIBIKEHUE
Ha 3 Mecena oT 5 MeHWKbpH Ha ciydait ot HI1O-u, cenextrpanu no KoHKpetHH kpurepuu (c. 71),
MPEIIECTBAHO OT PEJIEBAHTHO HA TeMaTa OOydeHHe Ha YYaCTHUIMTE U IOCIEABAaIla CylepBU3Us
OT JOKTOpaHTa BHPXY MPHJIAraHeTO Ha MHCTPYMEHTHUTE OT npodecuoHanuctute. B kpas Ha Tasu
YyacT aBTOPBHT 000011aBa U aKIEHTHPA OCHOBHUTE OIPaHUYCHHS] U TPYJHOCTU MPHU peaU3UPAHETO
Ha TEOPETUKO-EMIIMPUYHOTO U3CIEABAHE, OCHOBHO CBBP3aHU C PA3JWYHU ACIIEKTH HA CHUTyalusaTa

B JIuBau.

B Tpera rnaBa Ha mucepranmonnus Tpyn (c. 76-118) ca mpeacraBeHH pe3yaTaTUTE OT IPO-
BEJICHOTO OT JIOKTOPAaHTKaTa KOMIUIEKCHO eMIHMPUYHO u3ciensaHe. [locnenoBarenno, moapodbHo u
¢ 106pe hopmynupanu 0000IICHNUS W M3BOJAU Ca MPEACTABEHH M JUCKYTHPAHU PE3yJITaTUTE OT: 1)
npoBeacHUTe JBe (HOKYC rpynu; 2) HECTPYKTypHPAHHTE MHTEPBIOTA; 3) OHJIAHH BBHIIPOCHHKA C
7I00pO OHArJIe/sIBaHE Ha OCHOBHMTE JAHHM 4pe3 Gurypu u auarpamu (TyK KaTo Hpernopbka Oux
orOenszana na ObJAT MPEICTABEHW TAaHHW M W3BOJAM 32 BCHYKH BBIIPOCH OT Pa3pabOTeHHS OT
JOKTOpaHTa JIeTaillIeH BBIIPOCHUK, ThH KaTO HE BCHMUYKU BBIIPOCH Ca aHAIM3HUPAHU U MOJKPENEeHU
OT KOHKPETHH [aHHH); 4) TecTBaHETO Ha M30paHM MHCTPYMEHTH 3a KOHTPOJ Ha KayecTBOTO (OT
apcenana Ha TQM — Key Performance Indicator, The Fishbone diagram/ Ishikawa diagram,
Flowchart, Check Sheet, Deming Cycle (Plan-Do-Check-Act), pe3yaTatute OT KOMTO ChIIO ca 100-
pe oHaryeneHu ¢ Tabnuuu U Gurypu. B kpas Ha riaBata KOpeKTHO ca 000OIIEHH OCHOBHMTE pe-
3yJTaTH U U3BOJIU OT MPOBEJEHOTO OT KOMIUIEKCHO EMITMPUYHO U3CJIE/IBAHE .

B 3akiil0ueHHeTO0 Ha IUCEPTAIMOHHMS TPYA Ca NMPEACTaBEHH OT €IHA CTPaHa W3BOAMTE, JIO
KOUTO JOCTHTa aBTOPa OTHOCHO MOCTaBEHHUTE B YBOJA M3CIICAOBATEIICKM BBIPOCH M XHUIIOTE3H Ha
6a3ara Ha MOJIyY€HUTE EMIIMPUYHU Pe3YyJITaTH, U OT Apyra — KOHKPETHHU MPENOpPbKU, OTHACSINIHU Ce
710 HEOOXOJJMMOCTTa OT MPOJb/DKaBaHE HA TEOPETUUHUTE U EMIMPUYHU M3CIEABAHUS 110 TeMaTa B
JluBaH (BKJI. Ype3 JAMIUIOMHH HM3CJICJBAHUS Ha CTYJCHTH IO COIMAHA paboTa), Ch3IaBaHETO Ha
HapbYHUIM U anpoOUpaHETO HAa MHCTPYMEHTH 3a KOHTpoJ Ha kadecTBoTO B HIIO-u 3a conumanna
paboTa, OCHrypsiBaHETO Ha MOJKpENa U CyNEepBU3UsS 3a MPAKTUKYBAIIUTE COLMAIHU PaOOTHUIN
IIPU NIPUJIAraHeTo Ha Te3H UHCTPYMEHTH B NpsiKaTa UM paboTa ¢ KIMEHTHUTE.

B ob6obwenue, upez peanusuparnomo meopemuxo-emnupudno uscieosane ooxkmopanm Caxap
Camxyn noxazea MHO20 00OPO NO3HABAHE HA NPOYUBAHUS NPODOIEM, OeEMOHCMPUPA YMEHUs 3a aHa-
JU3, CUHmMe3 U U3pazsaeane Ha apeyMeHmupanda asmoposa no3uyus, bazupana Ha pegepupane Ha
WUPOK NO C80s1 0OX6aM HAOOP OM HAYYUHU USMOYHUYU NO U3CIe08aAHAMA MeMd U CbUo HA €805 60-

2am npogecuonanen onum 8 cpepama Ha coyuanrHama paboma 8 Jlusan.



4. ABTopedepar U myOIuKaLUH

[IpencraBeHusAT OT NOKTOpaHTKara aBTopedepaT € ¢ obeM 43 cTp. M KOPEKTHO OTpa3siBa

CTPYKTypaTa Ha AUCCPTAIUOHHUA TPy U Hal-CBIIECTBEHUTE €JISMSHTH OT HETOBOTO CbABbPKAHUC

" IIPUHOCH.

Caxap CamxyH UMa nyOiuKyéanu mpu cmamuu, CBbP3aHU C T€MaTa Ha JUCEPTALMOHHUS

TPy, oTnedaTanu B EnekTpoHHus *KypHaia Ha BapHeHCKust CBOOOICH YHUBEPCUTET.

5. IlpuHocH Ha JOKTOpPaHTa

Karo orunTam camooleHKaTa Ha JAOKTOpaHTa, oux odepTaia CICIHUTE OCHOBHU RPpUHOCU HA

pazpabotenus ot Caxap CaMxyH JUCEpTallMOHEH TPYA:

OcpIiecTBeHUAT 0030p M aHAIHM3 HA MpaKTUKaTa U 00yYeHHETOo MO colraiHa pabora B
JIuBaH — €BOJOIMS, TPOMEHH W aKTYaTHH MPEIU3BUKATEIICTBA, BKIIFOUUTEITHO JIUIICATA
Ha MpHUJIAraHeTo Ha ISUIOCTHA CHCTEMa 3a YIpaBJICHUE HA KauyeCTBOTO B cdepaTa Ha Co-

nuagHaTta padora.

Pa3zpaboTeHusAT OT JOKTOpaHTKAaTa HMHOBATUBEH MPOCKT 32 MHTETPUpPAHE HA METOJA 3a
ISUTOCTHO yIpaBiieHue Ha KauecTBOTO (TQM) B collMaHUSI HEMPABUTEIICTBEH CEKTOP
B JIMBaH 3a 1eTUTE Ha YIPABJICHUETO HA CITy4Yau.

[TpoBe1eHOTO KOMILIEKCHO EMITUPUYHO U3CIIEIBAHE, ChUETABAIO TOIXOAAII0 KOMOH-
HUpPaHU KOJIMYECTBEHH U KauecTBeHU MeTou. OcoOEHO IeHHA € YacTTa C TECTBAHETO
Ha TPHUJIOKUMOCTTAa HA MHCTPYMEHTH OT apceHana Ha TQM B paborarta mo ciy4aid u
e(beKT’BT OT TAXHOTO IpuJiaraHe BbpPXYy Ka4€CTBOTO HA KUBOT U 0JIarOCHCTOSIHUETO HA
KIIMEHTHUTE, BKIIOYUTEIHO C TAXHOTO y4acTHE B TO3M MPOIIEC, KOETO € H3ISJI0 HHOBA-
THBHA MIpaKTHKa 3a JIuBaH.

@opMyIMpPaHUTE OT aBTOPA MPETOPBKU 32 U3CIEABAHUATA U IIPAKTUKATA IO yTPaBIIE-

Hue Ha kadecTtBoTO B HITO-1 3a counanna pabora B JluBas.

6. bes1e:KKH, BHIIPOCH U NMPENOPbKHU

Benexcxu:.

B TeOpCTUYHATa 4acCT HO-,Z[06p€ Ja €€ OTTrpaHu4arT u 17Iepapx1/131/1paT OCHOBHHUTEC 3a
IIpoyuBaHarTa HpO6HCMaTI/IKa MOHATH, a UMCHHO KOHTPOJ Ha Ka4€CTBOTO, OCUTYPABA-
HC Ha KaUCCTBOTO, USMCPBAHC 1 OLICHABAHC HAa KAaUCCTBOTO, YIIPABJICHUEC HA KaUCCTBO-
TO, YCbBBPHICHCTBAHC HAa KAaUCCTBOTO. AKHeHTT)T B CJICABalIU U3CJICABAHUA HA aBTOpa
JAa CC MOCTaBH BBPXY HCIPEKHBCHATOTO YCHBBLPIICHCTBAHE HAa Ka4Y€CTBOTO, KaTO Hal-
CbBpCMCHHA KOHUCHIUSA B TCOPHUATA U MPAKTUKATA HAa MCHU/’KMBbHTA, OT KOUTO OCHU-
T'ypsABaHCTO U U3MCPBAHCTO HA KAYCCTBOTO Ca CbCTABHHU CIICMCHTHU.

Kem EMIIMpHUYHATA YaCT. HE Ca IIOCOYCHHU NJAaHHU C 06]1_[0 KOJIKO KJIMCHTHU Ca TCCTBAaHU

HHCTPYMCHTHUTC 3a YIIPABJIICHUC Ha KAYCCTBOTO, KAKBU Ca TCXHUTC XAPAKTCPUCTUKU U



aJipecupaHy MOTPeOHOCTH; 3aIl0 TOYHO TE€3H 5 MHCTPyMEHTa Osixa M30paHH 3a TeCT-
BaHE, M0 KAKBU KPUTECPHUH.

IIpenopvusam aBTOpKaTa /1a MPOABIKU U3CIEIBAHUATA CU IO TEMATa, C JOHTUTIOJHU MPOyY-
BaHUs, Ch3/1aBaHE HAa HAPBUHUIM U UHCTPYMEHTH 3a yNpaBJIIEHUE Ha Ka4eCTBOTO, TXHOTO aJallTH-
pane u anpobupane B HIIO-u, kaTo 1o TO3M HAYMH NPOABIDKH YCUIIHSTA CH 3a TOMYJISIpU3HPAHE U
YTBBPXKIaBaHETO Ha KoHIenusTa 3a TQM B mpakTukara Ha conuaiiHara pabora B JIuBaH.

Bwnpoc: OcBeH npuiaraneTo Ha HHCTPYMEHTH 3a yIpaBJIeHUE Ha Ka4yecTBOTO B paboTara 1o
ciiyyail 1 00y4eHHEeTO Ha MPO(PECHOHATMCTUTE 3a TSAXHOTO H3IOJ3BaHE, KaKBO OIIE MOXE Ja ce
HalpaBu B OpraHu3anuoHeH M ympasineHcku miuaH B HIIO-u 3a conumanna palorta, Taka ue
koHnenuusaTa TQM nma ce mpuiara ochb3HATO M HMIMPOKO B MPAaKTHKAaTa Ha COIMaliHaTa paboTa B
JIuBan?

3AKIIOYEHUE

JlMcepTaMOHHUAT TPyl MPEICTaBs HAYYHU, HAYYHO-NPUNONCHU U NPUTONCHU pe3YImamu,
KOUMoO npeocmasisieam OpueuHailer npuHoc 6 Haykama W OTrOBapsAT Ha U3UCKBaHMITA Ha pele-
BaHTHAaTa HOpMaTHUBHA Oa3a.

[IpencraBeHusAT JUCEPTALMOHHUAT TPYA € 3aBbPILEHO M MPUHOCHO 3a MpoydBaHaTa Mpoobie-
MaTHKa Hay4HO H3CJE[BaHE, KOETO JIEMOHCTpUpPA KauyecTBaTa M yMEHHsTa Ha JokTopaHT Caxap
CaMxyH 3a CaMOCTOSITESTHO MPOBEXK/IaHE HA HAYYHO M3CJI€IBaHE HA MHOTO BUCOKO HHUBO, 32 Mpode-
CHOHaJHa pediieKcHsl, apryMEHTHPaHO Jia 3alllUTaBa MO3UIIMS U YCIEUIHO J1a CHHTE3Hpa 3aKiIoue-
HUS U IPETIOPBHKY 32 ONTUMHU3HUpPaHE Ha MOJIMTUKUTE U IPAaKTUKaTa 110 YIpaBJIeHHe Ha KayeCTBOTO B
paboTara 1o ciy4ail B HEpaBUTEJICTBEHU OpraHU3alliuy 3a collanHa pabora B JIuBaH.

Bceuuko oTt0OensizaHo A0 TyK MM J1aBa OCHOBAHME J1a J1aM CBOSITA IOJIOKMTEJTHA OLEHKA 3a
Ka4yecTBATA HA JHCEPTALMOHHUS TPYI M MOCTUTHATUTE OT HEro pe3yJITaTH M MPUHOCH. YOe-
JICHO IpeJJlaraM Ha yBa)kaeMOTO HAy4YHO JKypH Aa NPUCHAU 00pa30BATEJHATA U HAYYHA CTeleH

»10KTOp*“ Ha Caxap CamxyHn no ITH 3.4. Counannu geiiHOCTH.

12.01.2024 1. M3roTBHII CTAHOBHILETO: .......ccvvvveneeeeeeviinnnnnn,

(Jom. n-p Pocuiia CumeoHoBa)



OPINION

By Assoc. Prof. Dr. Rossitsa Simeonova
Sofia University “St. Kliment Ohridski ”

of a dissertation for awarding the educational and scientific degree "Doctor"
field of higher education 3. Social, economic and legal sciences
Professional field 3.4. Social activities,

Doctoral program "Organization and management of social activities"

Author: Sahar Samir Samhoun

Theme: QUALITY CONTROL IN CASE MANAGEMENT SERVICE PROVIDED FOR
FAMILY AND INDIVIDUALS IN NGOs (CASE OF LEBANON)

Supervisor: Assoc. Prof. Dr. Maya Tcholakova, South-West University “Neofit Rilski”

1. General presentation of the procedure and the doctoral student

By order No. 2536 of 30.11.2023 of the Rector of Neofit Rilski University, | am designated as
a member of the scientific jury for ensuring a procedure for the defense of a dissertation on the topic
“Quality control in case management service provided for family and individuals in NGOs (case of
Lebanon)" to acquire the educational and scientific degree "Doctor" in professional field 3.4. Social
activities with author Sahar Samhoun — doctoral student in the Department of "Medical-Social
Services", Faculty of "Public Health, Health Care, and Sports" of SWU.

The set of materials presented by the doctoral student, necessary for participation in the
procedure for the defense of the dissertation, is in accordance with the requirements of the relevant
normative framework of the SWU and the national legislation and includes all the required
documents.

Sahar Samhoun holds a BA in Medical Social Work from the Lebanese University (2006), an
MA in Social Policy from Yillin University, China (2010) and an MBA from the University of
Beirut (2014). She has a rich and varied professional experience related to her research interests and
the presented dissertation — as a lecturer in social work at the University of Beirut, in the
organization ABAAD as a trainer and creator of training materials, as a coordinator of programs
and projects, a supervisor and case manager, field social worker, founder of women and family
support centers.

2. Actuality and significance of the research topic

The chosen topic of the dissertation, related to the management of the quality of social
services, in particular case management, and the effects on the quality of life of clients, is relevant
and important to the theory and practice of social work, especially in the context of the existing

legislayive framework, social policy and professional practice in Lebanon.
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3. General characteristics and evaluation of the dissertation work

The dissertation has a total volume of 143 pages and is structured in an introduction, three
chapters, a conclusion, contributions and 2 appendices. The bibliography includes 174 sources in
Latin, up-to-date and relevant to the topic under study.

The object, subject, tasks, research questions and hypotheses of the dissertation study are
adequate to the dissertation topic and appropriately formulated. The main problem and the author's
thesis about it are clearly outlined (p. 11). I would recommend focusing and refining the statement
of the dissertation research objective so that it integrates all the research tasks and questions.

In terms of content, the dissertation is structured in three chapters. In the first chapter (pp. 17-
58) a theoretical overview and analysis of the main terms and concepts related to the researched
problem is realized: 1) quality and total quality management - evolution, implementation and
specifics in the social sector and practice of social work; 2) social work - practice and training -
evolution and changes, incl. overview of the situation in Lebanon and related current challenges; 3)
development of social services, policies and practice in assessing their quality in Lebanon; 4) the
quality of life and well-being of clients as a measure of the quality of social services; 5) approach
and model for family support - variety of social services and interventions for individuals and fami-
lies in Lebanon; 6) case management - essence of the concept and evaluation of services (basic ele-
ments, measures and instruments.).

The outlined aspects of the researched topic are analyzed step by step, building up,
systematically and in their interdependence. The analysis and summaries presented in this part of
the dissertation work are based on a rich set of scientific sources, the exposition is distinguished by
the validity of the arguments, assessments, conclusions and recommendations. The overall
presentation shows the professional commitment and clear position of the doctoral student on the
analyzed issues.

In the second chapter of the work (pp. 59-75) the research methodology of the dissertation
study is presented, through which its main goal is realized and research data are generated for the
research questions formulated by the author. The methodology combines theoretical and
guantitative and qualitative empirical methods and related tools, applied in the following sequence
with the sample of respondents: survey method (respectively an online questionnaire for practicing
professionals and supervisors/managers — 61 participants); focus groups (one with case managers —
9 respondents and one with supervisors/managers — 8 participants); individual unstructured inter-
view (with case management experts and experienced practicing professionals — 4 participants);
experimental testing of tools for quality control of services by case managers, including with the
participation of their clients, and subsequent monitoring and evaluation of the effect of their imple-
mentation on the quality of life and well-being of clients, in order to establish which of these tools
are most applicable to interventions and case management. The testing of 5 instruments is carried
out over 3 months by 5 case managers from NGOs, selected according to specific criteria (p. 71),
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preceded by relevant training of the participants and subsequent supervision by the doctoral student
on the application of the tools by the professionals. At the end of this part, the author summarizes
and emphasizes the main limitations and difficulties in the implementation of the theoretical-
empirical research, mainly related to various aspects of the situation in Lebanon.

The third chapter of the dissertation (pp. 76-118) presents the results of the complex
empirical research conducted by the doctoral student. Consistently, in detail and with well-
formulated summaries and conclusions, are presented and discussed the results of: 1) the two focus
groups; 2) the unstructured interviews; 3) the online questionnaire with a good visualization of the
main data through figures and diagrams (here, as a recommendation, I would note that data and
conclusions for all questions from the detailed questionnaire developed by the doctoral student
should be presented, since not all questions are analyzed and supported by specific data); 4) the
testing of selected quality control tools (from the TQM arsenal — Key Performance Indicator, The
Fishbone diagram/ Ishikawa diagram, Flowchart, Check Sheet, Deming Cycle (Plan-Do-Check-
Act), the results of which are also good illustrated with tables and figures. At the end of the chapter,
the main results and conclusions of the complex empirical research are correctly summarized.

The conclusion of the dissertation presents, on the one hand, the conclusions reached by the
author regarding the research questions and hypotheses posed in the introduction based on the ob-
tained empirical results, and on the other hand — specific recommendations regarding the necessity
to continue theoretical and empirical research on the topic in Lebanon (including through graduate
studies of social work students), creating manuals and piloting quality control tools in social work
NGOs, providing support and supervision to practicing social workers in implementing these tools
in their direct work with customers.

In summary, through the realized theoretical-empirical research, doctoral student Sahar
Samhoun shows a very good knowledge of the studied problem, demonstrates skills for analysis,
synthesis, and expression of a reasoned author's position, based on referencing a wide range of
scientific sources on the researched topic, and also on her rich professional experience in the field
of social work in Lebanon.

4. Abstract and publications

The abstract presented by the doctoral student has a volume of 43 pages and correctly reflects
the structure of the dissertation work and the most essential elements of its content and
contributions.

Sahar Samhoun has published three articles related to the topic of the dissertation, printed in

the E-Journal of the VVarna Free University.



5. Contributions of the dissertation

Taking into account the doctoral student's self-assessment, | would outline the following main

contributions of Sahar Samhoun's dissertation:

The conducted overview and analysis of social work practice and training in Lebanon
- evolution, changes and current challenges, including the lack of implementation of a
comprehensive quality management system in the field of social work.

The innovative project developed by the PhD student to integrate the Total Quality
Management (TQM) method in the social non-governmental sector in Lebanon for the
purposes of case management.

The conducted complex empirical research, appropriately combining relevant
quantitative and qualitative methods. Particularly valuable is the testing of
applicability of tools from the TQM arsenal in case management and studing the ef-
fects of their application on the quality of life and well-being of clients, including their
participation in this process, which is a completely innovative practice for Lebanon.
Recommendations formulated by the author for research and practice on quality
management in social work NGOs in Lebanon.

6. Notes, questions and recommendations

Notes:

In the theoretical part, it is recoomended better to differentiate and prioritize the main
concepts of the researched problem, namely quality control, quality assurance, quality
measurement and evaluation, quality management, quality improvement. The
emphasis in the author's subsequent research should be on the continuous quality im-
provement, as a state-of-the-art concept in the theory and practice of management, of
which quality assurance and assessment are constituent elements.

In the empirical part: there is no data provided on how many clients the quality
management tools have been tested with, what their characteristics and addressed
needs are; why exactly these 5 tools were chosen for testing, according to what

criteria.

I wold recommend the author to continue her research on the topic, with longitudinal studies,

creation of quality management manuals and tools, their adaptation and testing in NGOs, thus

continuing her efforts to popularize and validate the concept of TQM in social work practice in

Lebanon.

Question: In addition to implementing quality management tools in case management and

training professionals to use them, what else could be done organizationally and managerially in

social work NGOs so that the TQM concept is applied with awareness and widely in social work

practice in Lebanon?



CONCLUSSION

The dissertation presents scientific, scientific-applied and applied results that represent an
original contribution to science and meet the requirements of the relevant regulatory framework.

The presented dissertation work is a completed and contributing scientific research to the
studied theme, which demonstrates the qualities and skills of doctoral student Sahar Samhoun for
independently conducting scientific research at a very high level, for professional reflection,
argumentatively defending a position and successfully synthesizing findings and recommendations
for optimizing the policies and practice of quality management in case work in non-governmental
social work organizations in Lebanon.

Having in mind everything noted so far, | give my positive assessment of the qualities of the
presented dissertation work and the results and contributions achieved by it. | strongly suggest to
the respected scientific jury to award the educational and scientific degree "Doctor" in professiona;

field 3.4. Social activities to Sahar Samhoun.

12.01.2024 r. Prepared by: .....c.cccoooviviiiiie
(Assoc. Prof. Dr. Rossitsa Simeonova)



