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Abstract

The article conducts a study of the quality of services of the state treasury institution of social
services. The research of the quality of service for citizens was carried out, the method of expert
evaluation was used. In particular, a survey of consumers of services and an interview with the
deputy manager were conducted. The survey was conducted among customers in 2019, in the
summer. The development of questions to the questionnaire and criteria for assessment was
determined on the basis of a study of publications and regulatory documents. The analysis of
regulatory documentation to determine the quality criteria is provided. The quality of service
includes the following parameters: completeness of provision in accordance with requirements
(standards); availability; timeliness; effectiveness — achievement of planned goals and objectives.
In assessing the quality of services, the leading role is assigned to the determination of indicators to
assess the effectiveness of a particular service provided to a particular client. The study revealed the
current problems: there are minor flaws and wishes of customers regarding the location and
improvement of ramps, staircases and others. There is a need to improve communication
processes. And also other urgent problems were identified that arise due to structural changes in
the social market.
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1. BBegenue

CoBpeMeHHBI MUpP OBICTPO MeHseTcs. DTU HU3MEHEHUs B KaKux-To cdepax o00serdaror
’KU3Hb, B KAKUX-TO YCJIOKHSAIOT. OCOOEHHO 3TH M3MEHEHUs KacalTcs U TPeOYIoT BHHUMAaHUS B
COIMIBHBIX BOIpPOCax B cdepe OOCIyKMBAaHUS COIHAIBHBIX KaTeropuil rpakaad. JlaHHbIE
KaTETOPHUU BCEr/la MMEIOT Yrpo3y JJIA CYIIECTBOBAaHUS W OTPAaHUYEHHBIE YCJIOBUA M KadyecTBa
JKU3HU, Yallle BCEr0 OHU MeJIJIEHHee aJalTUPYIOTCA K HU3MEHEHUSIM OKPYKAIoIeld CpeJibl.
Ho Ttakske B conuasibHbIX chepax Haubosiee 3HAUMMO U aKTyasbHa 3G (GEKTUBHOCTh U SKOHOMUS,
KOTOPYIO IPUHOCSAT HOBBbIE TEXHOJIOTHH.

[TosToMy, HECMOTpSI HAa YPOBEHD HCCIEAOBAHHOCTH YCIIYT COIUATIBHOTO OOC/TYyKUBAHUS, BCE
TaK’Ke aKTyaJIbHO IIPOBE/IEHNE HOBBIX UCC/IEIOBAHUNA 1 MOHUTOPUHTA U3MEHEHHUH TaHHOTO PHIHKA,
B 0COOEHHOCTH B COBPEMEHHBIX YCIOBHUSAX.

OcHOBHbIE HANpaBjeHUS B IOBBIIIEHUM KauyecTBA COLMAJIBHOTO OOCIYKUBAHUSA MOXKHO
HaiiTu B npukaze Muntpyzaa Poccun NO 650 oT 29 nekabpsa 2012 1. «O0 yTBep:KIAeHUH IIaHA
MeponpUsITUH («IO0POXKHOU KapThbl») «IloBbImeHnne 3HEKTHBHOCTH M KadyecTBa yCJyT B cdepe
COITMATLHOTO O0CITY>KUBaHUSA HacesleHus (2013—2018 roJipl) ».

* Corresponding author
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2. MaTepua/jibl 1 METOAbI

Jlnsg  uccneoBaHUS KadyecTBa yCAyraM TOCYZIapCTBEHHOTO Ka3eHHOTO  YUPEXKIeHUs
COLMIBHOTO  OOcay:kuBaHuUs  KpacHomapckoro Kpas  ONpefeJ M  HOPMAaTUBHYIO U
MeTO/I0JIOTHYecKyIo 6a3y. [[Jia mpoBelleHUs HCC/IeJOBAaHUS KadecTBa YCIYT TOCYAapCTBEHHOTO
Ka3eHHOTO YYpEXK/IeHHS COLHAJIBHOTO o0ciay:kuBaHusa KpacHomapckoro kpas IPHUMEHSINCH
CJIeZyIole MeTO/Ibl: HabJII0/IeHHe, COIMOJIOTHYECKHe METO/IbI, OlleHKa 3(h(EKTUBHOCTH, aHATIN3
CTeIleHU YZIOBJIETBOPEHUS 3aIIPOCOB KJIMEHTOB, SKCIIEPTHAS OI[€HKA; OLleHKa 3aTpar.

B uactHOCTH, OBLIO TIPOBEJEHO AHKETHUPOBAaHUE INOTpeOUTeNel YCIyr U HUHTEPBBHIO
3aMECTHUTEJSI PYKOBOAUTENA. AHKETUPOBAHHE IIPOBOJUIIOCH CPEAH KJIMEHTOB B 2019 TO/TY, JIETOM.
I CHMKeHHS CTOMMOCTH, MOBBIIIEHUA 3G (PEKTUBHOCTH U CKOPOCTH Ipolecca OOJIbIliee YHUCIIO
aHKeT OBLIO PACIPOCTPAHEHHO aJIPECHO B BJIEKTPOHHOM BH/IE 10 3JIEKTPOHHBIM IOYTAM (KOTOPBIE
“MeloTcsl B 0a3e JaHHBIX) U B OYMa)KHOM BapHaHTe B HEMOCPEACTBEHHO CAMOM YUPEKIEHUU.
BriOopka coctaBmiia 150 aHKET, WIH 45 % OT 0oO0Iero 4yucjia moTpedouTenei 3a 2019 roja. s
MIOBBIIIEHNS PENPE3EHTaTHBHOCTY BRIOOPKHU aHKETHI IIPOMIOPIIMOHATIBHO PACIIPOCTPAHSIINCH CPeIU
oTpebuTesel pa3HbIX YCIIyT.

3. O0cy:xxnenue

BrIcoKkre cKOPOCTY M3MEHEHHs PhIHKA U YCJIOBUH COLMAIBLHON OPraHU3AI[UH JIIO/IEN, TAKXKe
BJIUSIET HA PBIHOK M MHCTPYMEHTHI COIMAIBHOTO 00caykuBaHusA. COBpeMEHHbIE HCCIIEIOBATETN
yIEeNAIT BHUMAaHWE WHCTUTYTY COLIMAQJIBHOM 3aIlUThl, IPEO/IOJIEHHE BBICOKOIIOPOTOBBIX
conuatbHbIX yeayr (Besasi, BeikoBa, 2019), MPOBOJAT MOHUTOPHUHT PHIHKA COIIMAJIBHBIX YCIIYT:
npobsieMbl W TepcrekTuBbl paszButusa (byxamoBa u JAp., 2020), H3Yy4alOT COBPEMEHHBIE
WHCTPYMEHTBI W TEXHOJIOTUU COI[UAJIBHBIX YCIYT B CHCTEME COIHMAJIBHOTO OOC/TY:KMBAHUI
Hacesnenusa (MaodeeB, 2020; Balabanova et al., 2019; Balabanova, Sagaidak, 2019; IlanwuH,
BaymabanoBa, 2019), OIEHHUBAIOT YAOBJIETBOPEHHOCTH IMOMKUJIBIX JIIOJIEH CUCTEMOM COIIUAIBHOTO
o0OC/Ty>KUBaHUS HaceJIeHHs, pETHOHAIbHBIE aCIEeKThI, a Takke 3G (PEKTUBHOCTh MPEOCTABIEHHUS
COIMIBHBIX YCJIYT CEMbSIM HOKIIBIX Jiofied ([Tetpynuna, 2018; Temaes u 1ip., 2020).

B 3apy0e:kHBIX HCCJIEIOBAaHUAX y/leisfeTcs BHIUMaHHe APXUTEKTypa IJIyOOKUX HEHPOHHBIX
ceTeld 1A JIMATHOCTUKU COIMAJBHBIX CIy:k0 B yMHBIX ropoaax (Serrano, Bajo, 2019),
KOOIIEPATUBHBIM MO/IEJISI TEXHOJIOTUU IEINOYKH IOCTAaBOK B OHJIAWH COIIMAJIBHBIX COOOIIECTBax
(Zhao et al., 2020), Takxke paccMaTpUBAIOTCA HAJIWYHE CONMAIBHOTO KAllUTajla B MHCTPYMEHTAX
oOMeHa ycCJyraMH, HCCIeOBaHUE WCIOJIb30BAaHUA TAUMOSHKHUHTA W Pa3BUTHE COLMAJIBHOTO
kanutana (Yuan et al., 2018), mexxnpodeccnoHAIPHOE COTPYJHUYECTBO B CIIy:k0ax COIMATIbHOMN
peabwIuTanuu I MOJIOJIE’KU C JIBOMHBIM YYacCTHEM: BOCIPHUATHE MOJIOJIEKU, POJUTETEH U
cneruaucToB (Saia et al., 2020). OTnesnpbHO HampaBeHUe U3ydeHus posau texHoaoruun CRM Ha
OCHOBE TMPOAAX ¥ WCIOJIb30BAHUS COIMAJIBHBIX CETeHl B TIIOBEIEHUU IOCJIENPOIA’KHOTO
obcy:kuBanus (Agnihotri, 2017; Corsi 2020), a Takke Apyrue mpobJieMbl MECTHBIX COOOIIECTB,
KOTOpBIE aKTyaJIbHbI COBPEMEHHOMY BPEMEHH.

4. Pe3yabTaTsl

PazpaboTka BOIIPOCOB K aHKeTe U KPUTEPHUEB JJIS OLIEHKU OBUIO OIpEeNEeeHO HAa OCHOBE
IIPOBEJIEHHOTO UCCJIEIOBAHUS ITyOJTMKAIIMNA 1 HOPMATUBHBIX IOKYMEHTOB. Yalre BCero B HayJHbIX
WICCJIEZIOBAHUAX OIIEHUBAIOT KAUeCTBO YCJIYTH, COCTaBJIASA €ro U3 CJIEAYIONUX 3JIEMEHTOB:
UJleaTbHBIN 00pa3 yCJIYTH, yOBJIETBOPEHUE BCEX CTOPOH OXKUJAHUS, U PeaJbHOE BOIUIOIIEHUE
5TOH YCJIyTHU.

B mepByio ouepenp misA J1000H, B OCODEHHOCTH 3SKCIEPTHON OIleHKe (OpMUPYIOTCA
Kputepur. KpuTepuu OIpEAEsSIOTCS B 3aBUCHUMOCTHA OT OXKUJAHUH U YCJIOBUH JOCTHKEHUS
HeOOXOUMBIX I1eJIEd U 3a71a4 YCIYTOH.

BospacTHOI cocTaB PECIOH/IEHTOB MPE/ICTaBJIEH HA PUCYHKE HITKE.
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Puc. 1. Bo3pacTHOi1 cocTaB peclioHZIEHTOB
Ecnu paccmaTtpuBaTh KpPUTEPUHM OTKPBITOCTH, JOCTYIHOCTH, IIOJHOTHI WH@OpPMAIUH,

KOTOpas pa3MelleHa Ha CTeH/IaX B IIOMEIEHUH OpTraHu3aIud, 58 % OMPOIIEHHBIX Y OBIETBOPEHBI
JIAHHBIMHU yCJIyTaMU, a 42 % HeT:

W3 WHeT

Puc. 2. Kpurepuii OTKpBITOCTH, JOCTYITHOCTH, IOJTHOTHI HHGOPMAIH, KOTOpas pa3MellleHa Ha
CTeH/IaX B IOMeIlleHUH OpraHnu3aIuu

46 % PECIIOHAECHTOB HE YAOBJIETBOPEHDI CJIEAYIOINUMUA IMIOKA3aTE/IAMU: OTKPBITOCTD, IIOJTHOTA

u aoctynHocTh uHpopMarnuu o nesrenbHOcTH 'KY CO KK, pasmerieHHON Ha ee 0QUIIHATIHBHOM
catite (PucyHok 3):

35



Sochi Journal of Economy, 2020, 14(1)

W A2 WHeT

Puc. 3. Y,Z[OB)IeTBOpéHHOCTb OTKPBITOCTBIO, IIOJTHOTOH U AOCTYITHOCTBIO I/IH(1)OpMaI_II/II/I O
AeATeJIbHOCTH, pa3MemeHHoﬁ Ha ee O(I)I/II_[I/Ia)IBHOM caiite

B coorBercTBUM ¢ TpaduKOM peabMIIUTAIMOHHBIX MEPONPHUATHH, TpadukoM paboThI
CIEIUAJIICTOB 129 PECIIOH/IEHTHI MTOIYUIJIN CBOEBPEMEHHO yeayTy (PucyHOK 4)

140
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Puc. 4. Ya0B1€TBOPEHHOCTh CBOEBPEMEHHOCTHIO YCJIYT B COOTBETCTBUU C rPapuKOM
peabIINTAIMOHHBIX MEPOIIPUATHH, TPadUKOM pabOTHI CIIEIIUATINCTOB

BOJIBIIMHCTBO PECIIOH/IEHTOB yCTparBaeT KOM(MOPTHOCTHIO YCIIOBUH IIPEJOCTABIEHUS YCIIyT
(momerrienue, uMmeroIeecs: obopynoBanue, medess u mp.) B 'KY CO KK (PucyHok 5).
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HeT

ana 133

OTEBETbI
Puc. 5. Y10BJIETBOPEHHOCTh KOM(POPTHOCTHIO YCTIOBUH ITPEIOCTABIEHUS YCIIYT

Y 0BJIETBOPEHHOCTD JIOCTYITHOCTBIO IIPEIOCTABJIEHUEM YCIIYT JIJII MHBAIH/IOB IIPEJICTaBJIEHA
Ha PUCYHKe:

Haa EHer

Puc. 6. y,Z[OB.TIeTBOpeHHOCTb JAOCTYITHOCTBIO IIPpEJOCTABJIEHUEM YCIIYT JAJIA HHBAJIU/I0B
90 % OIIPOUIE€HHBIX OTMETUJIN, YTO YAOBJIETBOPEHBI I[OGpO)I(eI[aTe)IBHOCTbIO " BEXKJIMBOCTBIO

PabOTHUKOB, OOECTEYHBAIONIUX IHEPBUUHBIN IMPHUEM C ITOCETHTESIMH U HHGOPMHUpPOBaHUE 00
ycJIyTax Ipu HerocpeAcTBeHHOM obpaieHuu (PucyHoK 7):
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W A3 W HeT

Puc. 7. Onenka 106poskeiaTeIbHOCTH U BEXKINBOCTH PAOOTHUKOB, 00€CIIeYHBAIOIINX IIEPBUYHBIN
IIpUEM C [TOCETUTEIAMU U NHGOPMUPOBaHUE 00 yC/Iyrax P HEIIOCPEICTBEHHOM 00paIeHnu

91 % PpECIOHAEHTOB OTMETIJIM, YTO PA0OTHUKU paccMaTpPUBAeMON OpraHHU3aluu ObLIH
00posKesIaTeIbHbI, BEXKJIUBBI U 00€eCIIeunBaIN OKa3aHUeE yeIyTu Ipu oopamennu (PucyHok 8):

na 137

0 20 40 60 80 100 120 140 160

OteeToB

Puc. 8. Onenka 100p0KeIaTeJTbHOCTA U BEKJIMBOCTH PAOOTHUKOB OpTraHU3aI[UH

32 peCIIOHJIEHTa OKa3aJIUCh HEY/IOBJIETBOPEHBI J0OPOIKETATETHHOCTHI0 U BEKJIMBOCTHIO
pabotHukoB I'KY CO KK mnpu B3auMOJIEMCTBUM JIUCTAaHIITMOHHBIMH criocobamu (TesredoH,
BJIEKTPOHHAS TI0YTA, JJIEKTPOHHBIE CEPBUCHI U JIP.), OCTAJIbHBIE 118 IOJIOKUTEIBHO OIEHUJIN
JTAHHBIA KPUTEPUU.

Taxske GOJIBIIMHCTBO PECIIOHAEHTOB TOTOBBI pekoMeH1oBaTh [KY CO KK poxcrBeHHMKAaM 1
3HakKoMbIM (Tabsmma 1)

Tao6smuia 1. [0TOBHOCTh MOPEKOMEH/IOBATH OPTaHU3AIUIO

No OTBeThI KosnmnuectBo
1 Ja 144
2 HET 6

Tax:ke  OGOJIBIIMHCTBO  PECIIOHAEHTOB  yCTPAaWUBaeT  OpPraHU3alMIOHHBIE  YCJIOBUSA
npezocraBiaeHust yeayr (K mpumepy, rpaduk pabortsl, HaBuranues BHyTpu 'KY CO KK u ap.)
(133 pecionzieHTa — /13, 17 — HET).

B nesnom 95 % (142) pecrioHAEHTOB TOJIOKUTEIHFHO OLIEHIIN YCI0BUSA OKazaHusA ycayr B [KY
CO KK.
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5. 3aKJII0OYeHue

Taxkum o6pa3oM, MpPOBEIEHHBIM aHAINU3 ITOKA3bIBAET, YTO KOJIUYECTBO IIOCETUTENTEH U
KOJIMYECTBO OKAa3bIBA€MBIX YCJIyT 3a IOCJIeJHUE TPU rojia BbIpocsio. PuHaHCOBoe obecmeueHue
MIOJIOXKUTEJIbHOE U crTabmwiabHoe. EcTh MosHAsA  YKOMILIEKTOBAHHOCTh ~ MUHHUMAJIbHBIM
HeoOXOIMIMBIM HMYIIIECTBOM U 000pyZOBaHHEM. B yupexjeHue OKa3bIBaeTCs [[OCTATOYHO
IINPOKUY IepedeHs yeiIyT. [IITaT yKOMIIIEKTOBAH U IIPOBO/ATCS MOBBIIIEHUS KBATH(MUKAIIIH.

Taxske OLleHKa IOCTYITHOCTH U PACIIOJIOKEHUS YCIIYT IOKA3hIBAET TIO3UTUBHBIN pPe3yJIbTaT.

IIpoBeneHHOE HCCIEIOBAHE TTIO3BOJIMJIO BBISIBUTH TEKYIIHE TPOOJIEMBI:

- UMeIOTCs HeOOJIbIINe HeZoUeThl W IMOXKeJaHWsA KJIMEHTOB II0 MOBOAY PAaCIOJIOKEHUS U
OJ1aroyCTpOMCTBA MAH/IYCOB, CTyIIEHEH JIECTHUIL U JIPYTHE;

- ¥ OTMeYaeTcs1 HeOOXOAUMOCTbD B YIYUIIIEHUH IIPOIECCOB KOMMYHUKAIIMI B YaCTHOCTH: €CTh
HeOOXO/IUMOCTb B yCUJIEHNU NH(POPMAITMOHHOU MOJEPKKYU, Pa3MeIeHIU Ha caiiTe OpraHu3aruu
Oospiie  MHGOpPMAIUY; JOMOJHUTH CTeHABl HHOpMaIruend, OpoIIlopaMHd C aKTyaJbHOU
nHdopmarnueli; obeceduTs paboTy ¢ oOpaleHNnsAME IPakK/IaH Ha caiiTe B 3JIEKTPOHHOI dopMe 1
IIOCPE/ICTBOM 3JIEKTPOHHOU IOYTHI; YIyUIIUTh BO3MOXKHOCTH OBICTPOM CBSA3HM IPU BOSHUKHOBEHUH
IPO6JIEMBI, YIUTHIBATH OCOOEHHOCTH ITOCTOSHHBIX KIIMEHTOB U YIIPOCTUTH PAOOTY ¢ HUMU.

JIureparypa

Benas, beikoBa, 2019 — beaas P.B., Bvikosa A.H. VHCTUTYT COLMAJIbHON 3alllUTHI:
IIPeO0/I0JIEHHE BRICOKOIIOPOTOBBIX COMAIBHBIX YCIyT // HayuoHaavbHble UHmMepechl: npuopumembl
u 6esonacrocmy. 2019. T. 15. N@ 11 (380). C. 2128-2148.

byxanmoBa u gap., 2020 — bByxanoea H.A., Ilasaosa O.A., Jlumeunuyx B.J. PpIHOK
COIMAJIBHBIX YCJIYT: MPOOIEMBI U IepCHeKTUBbI pa3Butus // Becmuux HIT'USOH. 2020. N 3 (106).
C. 112-121.

MasnogeeB, 2020 — Manogees H.B. CouuasbHble YCIYTU B CHCTEME COIIUAIBHOTO
obciry:KuBaHUs HacesleHus. MockBa, 2020. (3-e usz., Crep.)

ITanuH, Bamabanosa, 2019 — Ianun A.C., Barabanosa A.O. TexHoJOTUYECKE HHHOBALIUK
KaK OCHOBHOHM (PaKTOp IIOBBINIEHUs KOHKYPEHTOCIIOCOOHOCTH NpeAanpustuii / B cOopHuke:
CmyodeHueckue HayuHvle uccaedosamus 6 cgepe MYypusma U CNROPMUBHO20 MeHeOdHcMeHmd
Mamepuanwvt XI MexcOyHapoOHOol cmyodeHHecKoll HAy4YHO-Npaxkmuueckoll KoHgepeHuuu. 2019.
C. 222-226.

Ilerpynuna, 2018 — Ilempynuna O.C. UccaenoBanue 3Qp@QeKTUBHOCTU IPELOCTABICHUSA
COIMIBHBIX YCJIYT CEMbSIM HOKIIBIX JTo/ied B OT'BY "OKTsa0pbCKIi repOHTOJIOTHYECKUH TIEHTD" /
B xHuee: Ilcuxonozo-nedazo2uveckas desameabHocmbv: cdepbl compyoHuvecmea U
eé3aumooeticmeuss Mamepuanvt IV Medxcpe2uoHanbHan HAYy4HO-NPAKMUYECKas UHMepHem-
xoHgepenuus c yuacmuem PCM. 2018. C. 259-262.

TemaeB u ap., 2020 — Temaes T.B., Koassuna JI.B., Teaecuna E.E. YI0OBJIETBOPEHHOCTD
MTOXKUJIBIX JIIOZIEN CHCTEMOU COIMAJILHOTO OOCIIYy:KMBAHUS HACEeJEeHUs: PETUOHAIBHBIA acmekT //
Hszeecmusa Capamosckozo yHusepcumema. Hosas cepusi. Cepus: Couuonozus. Iloaumoaozus.
2020. T. 20. N2 1. C. 9-13.

Agnihotri et al., 2017 — Agnthotri R., Trainor K.., Itani O.S., Rodriguez M. Examining the
role of sales-based CRM technology and social media use on post-sale service behaviors in India //
Journal of Business Research. 2017. Vol. 81. Pp. 144-154.

Balabanova et al., 2019 — Balabanova A., Keschyan N., Borisova T., Hachemizova E.
The environmental policy implementation of the city of Sochi (Russia). E3S Web of Conferences.
2019. P. 08019.

Balabanova, Sagaidak, 2019 — Balabanova A.O., Sagaidak L.S. Modern Technologies and
Instruments in the Field of Social Services // Sochi Journal of Economy. 2019, 13(4). Pp. 445-451.

Corsi et al., 2020 — Corsi A., Pagani R.N., Kovaleski J.L., da Silva V.L. Technology transfer
for sustainable development: Social impacts depicted and some other answers to a few questions //
Journal of Cleaner Production. 2020. Vol. 2451. Article 118522.

Crumbly, Carter, 2015 — Crumbly J., Carter L. Social Media and Humanitarian Logistics:
The Impact of Task-technology Fit on New Service Development / Procedia Engineering. 2015.
Vol. 107. Pp. 412-416.

Desmarchelier et al., 2020 — Desmarchelier B., Djellal F., Gallouj F. Mapping social
innovation networks: Knowledge intensive social services as systems builders // Technological
Forecasting and Social Change. 2020. Vol. 157. Article 120068.

39



Sochi Journal of Economy, 2020, 14(1)

Saia et al., 2020 — Saia K., Toros K., DiNitto D.M. Interprofessional collaboration in social
rehabilitation services for dually-involved Estonian youth: Perceptions of youth, parents, and
professionals // Children and Youth Services Review. 2020. Vol. 113. Article 104945.

Serrano, Bajo, 2019 — Serrano E., Bajo J. Deep neural network architectures for social services
diagnosis in smart cities // Future Generation Computer Systems. 2019. Vol. 100. Pp. 122-131.

Shen et al., 2019 — Shen Chien-wen, Luong Thai-ha, Ho Jung-tsung, Djailani Irfandi (2019).
Social media marketing of IT service companies: Analysis using a concept-linking mining
approach. Industrial Marketing Management. In press corrected proof. Available online.
27 November 2019.

Yuan et al., 2018 — Yuan Chien Wen (Tina), Hanrahan B.V., Carroll J.M. Is there social
capital in service exchange tools? Investigating timebanking use and social capital development.
Computers in Human Behavior. 2018. Vol. 81. Pp. 274-281.

Zhao et al., 2020 — Zhao L., Zhong R.Y., Yingfeng Zhang. Cooperative models for technology
supply chain in online social community // Computers & Industrial Engineering. 2020. Vol. 145.
Article 106460.

References

Agnihotri et al., 2017 — Agnthotri R., Trainor K.., Itani O.S., Rodriguez M. (2017). Examining
the role of sales-based CRM technology and social media use on post-sale service behaviors in
India. Journal of Business Research. Vol. 81. Pp. 144-154.

Balabanova et al., 2019 — Balabanova A., Keschyan N., Borisova T., Hachemizova E. (2019).
The environmental policy implementation of the city of Sochi (Russia). E3S Web of Conferences.
P. 08019.

Balabanova, Sagaidak, 2019 — Balabanova A.O., Sagaidak L.S. (2019). Modern Technologies
and Instruments in the Field of Social Services. Sochi Journal of Economy. 13(4). Pp. 445-451.

Belaya, Bykova, 2019 — Belaya R.V., Bykova A.N. (2019). Institut sotsialnoi zashchity:
preodolenie vysokoporogovykh sotsial'nykh uslug [Institute of social protection: overcoming high-
threshold social services]. Natsional'nye interesy: prioritety i bezopasnost'. T. 15. N2 11 (380).
Pp. 2128-2148. [in Russian]

Bukhalova i dr., 2020 — Bukhalova N.A., Pavlova O.A., Litvinchuk V.. (2020). Rynok
sotsial'nykh uslug: problemy i perspektivy razvitiya. Vestnik NGIEI. N2 3 (106). Pp. 112-121.
[in Russian]

Corsi et al., 2020 — Corsi A., Pagani R.N., Kovaleski J.L., da Silva V.L. (2020). Technology
transfer for sustainable development: Social impacts depicted and some other answers to a few
questions. Journal of Cleaner Production. Vol. 2451. Article 118522.

Crumbly, Carter, 2015 — Crumbly J., Carter L. Social Media and Humanitarian Logistics:
The Impact of Task-technology Fit on New Service Development. Procedia Engineering. 2015.
Vol. 107. Pp. 412-416.

Desmarchelier et al., 2020 — Desmarchelier B., Djellal F., Gallouj F. (2020). Mapping social
innovation networks: Knowledge intensive social services as systems builders. Technological
Forecasting and Social Change. Vol. 157. Article 120068.

Malofeev, 2020 - Malofeev I1.V. (2020). Sotsialnye uslugi v sisteme sotsial'nogo
obsluzhivaniya naseleniya [Social services in the system of social service of population]. M.
(3-eizd., Ster.). [in Russian]

Panin, Balabanova, 2019 — Panin A.S., Balabanova A.O. (2019). Tekhnologicheskie
innovatsii kak osnovnoi faktor povysheniya konkurentosposobnosti predpriyatii [Technological
innovations as the main factor of increasing competitiveness of enterprises]. V sbornike:
Studencheskie nauchnye issledovaniya v sfere turizma i sportivnogo menedzhmenta Materialy
XI Mezhdunarodnoi studencheskoi nauchno-prakticheskoi konferentsii. Pp. 222-226. [in Russian]

Petrunina, 2018 — Petrunina O.S. (2018). Issledovanie effektivnosti predostavleniya
sotsial'nykh uslug sem'yam pozhilykh lyudei v OGBU "Oktyabr'skii gerontologicheskii tsentr"
[Study of efficiency of providing social services to families of elderly people in OGBU "October
gerontology center"]. V knige: Psikhologo-pedagogicheskaya deyatel'nost': sfery sotrudnichestva
1 wvzaimodeistviya Materialy IV Mezhregionalnaya nauchno-prakticheskaya internet-
konferentsiya s uchastiem RSM. Pp. 259-262. [in Russian]

Saia et al., 2020 — Saia K., Toros K., DiNitto D.M. (2020). Interprofessional collaboration in
social rehabilitation services for dually-involved Estonian youth: Perceptions of youth, parents, and
professionals. Children and Youth Services Review. Vol. 113. Article 104945.

40



Sochi Journal of Economy, 2020, 14(1)

Serrano, Bajo, 2019 — Serrano E., Bajo J. (2019). Deep neural network architectures for social
services diagnosis in smart cities. Future Generation Computer Systems. Vol. 100. Pp. 122-131.

Shen et al., 2019 — Shen Chien-wen, Luong Thai-ha, Ho Jung-tsung, Djailani Irfandi (2019).
Social media marketing of IT service companies: Analysis using a concept-linking mining
approach. Industrial Marketing Management. In press corrected proof. Available online.
27 November 2019.

Themeev i dr., 2020 — Themeev T.V., Kolyazina L.V., Telegin E.E. (2020). Udovletvorennost'
pozhilykh lyudei sistemoi sotsial' nogo obsluzhivaniya naseleniya: regional'nyi aspect [Satisfaction
of elderly people with the system of social service of population: regional aspect]. Novaya seriya.
Seriya: Sotsiologiya. Politologiya. T. 20. N° 1. Pp. 9-13. [in Russian]

Yuan et al., 2018 — Yuan Chien Wen (Tina), Hanrahan B.V., Carroll J.M. (2018). Is there
social capital in service exchange tools? Investigating timebanking use and social capital
development. Computers in Human Behavior. Vol. 81. Pp. 274-281.

Zhao et al., 2020 — Zhao Lin, Zhong Ray Y., Zhang Yingfeng (2020). Cooperative models for
technology supply chain in online social community. Computers & Industrial Engineering.
Vol. 145. Article 106460.

YK 33

HccaegoBaHue KauecTBa YCJIyT rOCyAapCTBEHHOTO Ka3€HHOTO
YUpeKIAeHUs COMUATBHOTO 00CIy:KUBAHUS

Anna OznerosHa banabanosa 2"
2 COYMHCKUH TOCYZlapCTBEHHBIN YHUBepcUTeT, Poccuiickaa enepanus

AnHOTamuA. B craTbe NpoBOAUTHCA HCCIeNOBaHUE KadecTBa YCJIYT TOCYJAapCTBEHHOTO
Ka3eHHOTO YUYpEXJEHUsA COIUAIbHOTO oOciykuBaHus. [IpoBeleHO wucciieJoBaHUE KadyecTBa
oOC/Ty:KMBaHUA TPAKJaH, OB HCIOJIB30BAH METOJI HKCIIEPTHOHM OIleHKU. B wactHOCTH, OGBUIO
IIPOBEJIEHO AaHKETUPOBAaHHE INOTpeOuTesiel yCJIyr W HHTEPBBIO 3aMeCTUTesIsI PYKOBOAUTEJIA.
AHKeTHpOBaHME INPOBOAUIIOCH CpPeAN KJIMEHTOB B 2019 rojay, jetoM. PazpaboTka BOIPOCOB K
aHKEeTe U KPUTEpPUEB /IS OLEHKHU OBLIO OIpEeIeHO HAa OCHOBE ITPOBEJIEHHOTO HCCJIEZIOBAHUS
myOIMKanui 1 HOPMaTUBHBIX IOKYMeHTOB. [IpoBezieH aHaIM3 HOPMATUBHOH JIOKYMEHTAITUH JJIS
ompezieJieHUsl KpUTepueB KadecTBa. KauecTBO yCJIyrd BKJIIOUAET CJeAyIOlNe IapaMeTphl:
Y/I0BJIETBOPEHHOCTH OTKPBITOCTHIO, ITOJTHOTOU U JOCTYIHOCThIO MH(OpMaIUU, pa3MelleHHON Ha
MHQOPMAIIMOHHBIX CTE€H/aX B IIOMEIIEHUM OPraHU3allNH, Y/I0BJIETBOPEHHOCTH OTKPBITOCTHIO,
MOJTHOTOM M JIOCTYIHOCTHIO WH(OPMAIUK O JesATeJbHOCTH, Pa3MelleHHONH Ha ee OGHUIHUATLHOM
calTe, Y/IOBJIETBOPDEHHOCTh CBOEBPEMEHHOCTBHIO VYCJIYT B  COOTBETCTBUHM ¢ TIpaduKom
peabITNTaIMOHHBIX MEePOIPUATUHA U Apyrue. [IpoBeieHHOE HCCIe/IOBaHUE MTO3BOJIMJIO BBISIBUTH
TEKyIIHe MPOoOJeMbl: UMEIOTCS HeOOJIbIINEe HETOYEThl U IOXKEJIAHUS KJIUEHTOB II0 ITOBOJY
pacriosokeHuss u 0OJyiaroycTpoyicTBa NAHJIyCOB, CTyIIeHEN JIeCTHUI[ U JIpyTue; OTMevaeTrcs
HeoOXO/IUMOCTh B YJIyUIlIEHUU IIPOIECCOB KOMMYHUKAlIMH. A Tak)ke paj] JAPYTUX aKTyaIbHBIX
po6JIeM, KOTOpble BO3HUKAIOT M3-32 CTPYKTYPHBIX U3MEHEHHH COIIMAIbHOTO PhIHKA.

KiaroueBble cjoBa: KayecTBO, YCIYTHM, Ka3eHHble YYPEXJeHHs, COLUaJIbHOe
obcITy;KUBaHHE.
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