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Ìàòåð³àëè ³ ìåòîäè. Ó äîñë³äæåíí³ âèêîðèñòàíî ìåòîäè åêîíîì³÷íîãî àíàë³çó, ñèíòåçó òà äåäóêö³¿ äëÿ âèÿâëåííÿ
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ÿê³ñòü â îõîðîí³ çäîðîâ�ÿ, º âíóòð³øí³é êîíòðîëü ÿêîñò³ ìåäè÷íèõ ïîñëóã ñàìèìè çàêëàäàìè îõîðîíè çäîðîâ�ÿ òà
çîâí³øíÿ ñåðòèô³êàö³ÿ ñóá�ºêò³â, ÿê³ íàäàþòü ìåäè÷í³ ïîñëóãè.

Âèñíîâêè. Çà â³äñóòíîñò³ ìåõàí³çìó ìàòåð³àëüíî¿ âèíàãîðîäè ºäèíèì çàñîáîì çàáåçïå÷åííÿ ÿêîñò³ º êîíòðîëü
ç áîêó êåð³âíèöòâà ³ ïàö³ºíòà, àëå öå ñòèìóëþº ëèøå äî óòðèìàííÿ ÿêîñò³ íà ð³âí³, ïåðåäáà÷åíîìó ñòàíäàðòàìè.
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Ó ñó÷àñíîìó ñâ³ò³ âñå á³ëüøî¿ âàãè íàáóâàº ÿê³ñòü
ïîñëóã â óñ³õ ãàëóçÿõ åêîíîì³êè. Ïðè÷èíîþ öüîãî º
ðîçâèòîê òåõíîëîã³é, ãëîáàë³çàö³ÿ ðèíê³â, çðîñòàííÿ
êîíêóðåíö³¿, à òàêîæ á³ëüøå óñâ³äîìëåííÿ êë³ºíòà-
ìè ñâî¿õ âëàñíèõ ïîòðåá òà î÷³êóâàíü. Ìåäè÷í³ ïî-
ñëóãè íàëåæàòü äî íàéá³ëüø ïîòð³áíèõ ñóñï³ëüñòâó.
Ìàáóòü, íåìàº ëþäèíè, ÿêà á æîäíîãî ðàçó â æèòò³
íå ñêîðèñòàëàñÿ ìåäè÷íîþ ïîñëóãîþ. Ç ³íøîãî
áîêó, ìåäè÷í³ ïîñëóãè äóæå ñïåöèô³÷í³: ¿ì âëàñ-
òèâà âåëèêà ïðàöåºìí³ñòü ³ â³äñóòí³ñòü ãàðàíò³é
ùîäî ïîçèòèâíîãî ðåçóëüòàòó.

Ïðàãíåííÿ äî íàäàííÿ ÿê³ñíèõ ïîñëóã, çîêðå-
ìà â îõîðîí³ çäîðîâ�ÿ, ñÿãàº ñòàðîäàâí³õ ÷àñ³â.
Äîêàçè öüîãî çíàõîäèìî, íàïðèêëàä, ó Çá³ðíèêó
çàêîí³â Õàììóðàï³, óêëàäåíîìó áëèçüêî 1754 ð.
äî í.å., ùî âèçíà÷àº, ñåðåä ³íøîãî, îïëàòó ïðàö³
òà â³äïîâ³äàëüí³ñòü çà íàäàííÿ ìåäè÷íèõ ïîñëóã.
Òàê, çàêîíè ¹¹215-223 âðåãóëüîâóþòü âèíàãî-
ðîäó çà ÿê³ñíó òà ïîêàðàííÿ çà íåÿê³ñíó ïîñëóãó
ë³êàðÿ çàëåæíî â³ä îáñÿãó îñòàííüî¿.

Ìåòà äîñë³äæåííÿ: âèÿâèòè îñîáëèâîñò³
ÿêîñò³ ìåäè÷íèõ ïîñëóã, âèâ÷èòè ôàêòîðè òà ìå-
õàí³çìè, ùî çäàòí³ çàáåçïå÷èòè ÿê³ñòü â îõîðîí³
çäîðîâ�ÿ.

Ìàòåð³àëè ³ ìåòîäè. Ó äîñë³äæåíí³ âèêîðè-
ñòàíî ìåòîäè åêîíîì³÷íîãî àíàë³çó, ñèíòåçó òà
äåäóêö³¿ äëÿ âèÿâëåííÿ îñîáëèâîñòåé ÿêîñò³ ìå-
äè÷íèõ ïîñëóã òà ÷èííèê³â, ùî íà íå¿ âïëèâàþòü.

Ðåçóëüòàòè äîñë³äæåííÿ òà ¿õ îáãîâîðåí-
íÿ. Îñîáëèâ³ õàðàêòåðèñòèêè ìåäè÷íî¿ ïîñëóãè
ïðîÿâëÿþòüñÿ ó íàñòóïíèõ ¿¿ îçíàêàõ: ñóñï³ëüíèé
õàðàêòåð, íåî÷³êóâàíå âèíèêíåííÿ ïîòðåáè â ïî-
ñëóç³, â³äîñîáëåí³ñòü ñïîæèâà÷à â³ä ïëàòíèêà,
íåâïåâíåí³ñòü ³ ðèçèê (íàñë³äîê ïîñëóãè ³ ïëàòà
çà ¿¿ íàäàííÿ). Ç îãëÿäó íà ñêàçàíå, ÿê³ñòü ìå-
äè÷íèõ ïîñëóã ìîæíà ðîçãëÿäàòè, ç îäíîãî áîêó,

ÿê â³äïîâ³äí³ñòü âèçíà÷åíèì ñòàíäàðòàì, òîáòî
ïðèñòîñóâàííÿ ïîñëóã äî âèìîã àáî ðåêîìåí-
äàö³é, òà, ç ³íøîãî áîêó, ÿê êîðèñí³ñòü äëÿ ñïî-
æèâà÷à, â³äïîâ³äí³ñòü éîãî âèìîãàì [1].

Âñåñâ³òíÿ îðãàí³çàö³ÿ îõîðîíè çäîðîâ�ÿ
(ÂÎÎÇ) ðîçãëÿäàº ÿê³ñòü îõîðîíè çäîðîâ�ÿ ÿê
ñóêóïí³ñòü íàñòóïíèõ ñêëàäíèê³â: åôåêòèâí³ñòü,
ðàö³îíàëüí³ñòü, äîñòóïí³ñòü, çîñåðåäæåí³ñòü íà
ïàö³ºíòîâ³, ñïðàâåäëèâ³ñòü, áåçïå÷í³ñòü [5].

Ìåäè÷í³ ïîñëóãè � öå ïîñëóãè, íàäàííÿ ÿêèõ
ó íåïðèñòîñîâàíîìó ì³ñö³ íåâ³äïîâ³äíèì ïåðñî-
íàëîì ³ç âèêîðèñòàííÿì íåíàëåæíîãî óñòàòêóâàí-
íÿ ìîæå ïðèçâåñòè äî ïîã³ðøàííÿ çäîðîâ�ÿ àáî
âòðàòè æèòòÿ äëÿ ñïîæèâà÷à êîíêðåòíî¿ ïîñëóãè.
Öå ãîëîâíà ³ íàéâàæëèâ³øà ïðè÷èíà, ÷îìó â îõî-
ðîí³ çäîðîâ�ÿ ÿê³ñòü ìàº òàêå âåëèêå çíà÷åííÿ.
Ó çâ�ÿçêó ç íåîáõ³äí³ñòþ âèð³øåííÿ ö³º¿ ïðîáëåìè
çàïðîâàäæåíî ìåõàí³çìè, ùî ìàþòü íà ìåò³ çà-
áåçïå÷åííÿ ÿêîñò³. Äî íèõ íàëåæàòü: à) âíóòð³øí³
� êîíòðîëü ÿêîñò³ ìåäè÷íèõ ïîñëóã ñàìèìè çà-
êëàäàìè îõîðîíè çäîðîâ�ÿ, ÿê³ íàäàþòü ö³ ïîñëóãè
(âèâ÷åííÿ é îö³íêà óïðàâë³íñüêèì ïåðñîíàëîì
ÿêîñò³ ïðàö³ ë³êàð³â ³ ìåäñåñòåð, çàïîá³ãàííÿ íå-
áàæàíèì ñèòóàö³ÿì, çàïðîâàäæåííÿ âëàñíèõ ïðî-
ãðàì êîíòðîëþ ÿêîñò³, âèâ÷åííÿ äóìêè ïàö³ºíò³â
ùîäî çàäîâîëåííÿ ¿õ ïîòðåá); á) çîâí³øí³ � çà-
ñòîñîâóþòüñÿ ïî â³äíîøåííþ äî âñ³õ çàêëàä³â íà
òåðèòîð³¿ âñ³º¿ êðà¿íè äåðæàâíèìè îðãàíàìè, ãðó-
ïàìè åêñïåðò³â àáî íåäåðæàâíèìè îðãàí³çàö³ÿ-
ìè, ùî çàéìàþòüñÿ ñåðòèô³êàö³ºþ ñóá�ºêò³â, ÿê³
íàäàþòü ìåäè÷í³ ïîñëóãè (ë³öåíçóâàííÿ, ùî îõîï-
ëþº ÿê äåðæàâí³, òàê ³ íåäåðæàâí³ ìåäè÷í³ çà-
êëàäè; àêðåäèòàö³ÿ � îô³ö³éíå âèçíàííÿ íàÿâíîñò³
ó çàêëàä³ îõîðîíè çäîðîâ�ÿ óìîâ äëÿ ÿê³ñíîãî,
ñâîº÷àñíîãî, ïåâíîãî ð³âíÿ ìåäè÷íîãî îáñëóãî-
âóâàííÿ, äîòðèìàííÿ ñòàíäàðò³â îõîðîíè çäîðî-
â�ÿ, â³äïîâ³äíîñò³ ìåäè÷íèõ (ôàðìàöåâòè÷íèõ)
ïðàö³âíèê³â ºäèíèì êâàë³ô³êàö³éíèì âèìîãàì).
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ßê³ñòü ìåäè÷íî¿ ïîñëóãè íàáóâàº äåùî ³íøî-
ãî çíà÷åííÿ ó ñïðèéíÿòò³ êîæíîãî îêðåìîãî çàö³-
êàâëåíîãî ñóá�ºêòà. Äëÿ ïàö³ºíò³â ïåðåäóñ³ì âàæ-
ëèâèé ðåçóëüòàò, îòðèìàíèé âíàñë³äîê íàäàííÿ
ïîñëóãè, à òàêîæ ¿¿ ìàòåð³àëüí³ ñêëàäíèêè. Äëÿ
ìåäè÷íèõ ïðàö³âíèê³â ÿê³ñòü � öå â³äïîâ³äí³ñòü
ñòàíäàðòàì, ÿêîìîãà á³ëüø ïðîôåñ³éíå, êîìïå-
òåíòíå ³ ñóìë³ííå íàäàííÿ ïîñëóãè. Êåð³âíèöòâî
çàêëàäó îõîðîíè çäîðîâ�ÿ çîñåðåäæóº óâàãó íà
íàëåæíîìó âèêîíàíí³ íîðìàòèâ³â òà âèìîã, ùîá
óíèêíóòè ñêàðã òà ìîæëèâèõ ñàíêö³é. Êð³ì òîãî,
çà óìîâè íàÿâíîñò³ âàæåë³â, ÿê³ á ãàðàíòóâàëè
ìåäè÷íèì ïðàö³âíèêàì ³ êåð³âíèöòâó çàêëàäó îõî-
ðîíè çäîðîâ�ÿ îòðèìàííÿ ìàòåð³àëüíî¿ âèíàãî-
ðîäè çà ïîêðàùåííÿ ÿêîñò³ ïîñëóã, âîíè áóäóòü
çàö³êàâëåí³ òàêîæ ó çá³ëüøåíí³ êîíêóðåíòîçäàò-
íîñò³ é ñó÷àñíîñò³ ñâî¿õ ïîñëóã, ó ê³íöåâîìó
ô³íàíñîâîìó àñïåêò³, ïîâ�ÿçàíîìó ç íàäàííÿì
ïîñëóãè [4].

Ðèíîê ìåäè÷íèõ ïîñëóã � öå ðîçãàëóæåíà ìå-
ðåæà çâ�ÿçê³â ì³æ éîãî îêðåìèìè åëåìåíòàìè.
Ïðèðîäà ìåäè÷íèõ ïîñëóã òàêà, ùî ¿õ âàæêî àíà-
ë³çóâàòè, à îö³íêà ¿õ ÿêîñò³ çíà÷íîþ ì³ðîþ çàëå-
æèòü â³ä òîãî, õòî ³ íà ï³äñòàâ³ ÿêèõ êðèòåð³¿â ïðî-
âîäèòü öþ îö³íêó. Àíàë³ç îö³íêè ÿêîñò³ ìåäè÷íèõ
ïîñëóã ñë³ä ðîçïî÷àòè ç âèçíà÷åííÿ òîãî, õòî º
ñóá�ºêòàìè ìåäè÷íîãî ðèíêó òà ÿêó ïîçèö³þ âîíè
íà íüîìó çàéìàþòü. Íà ðèíêó ìåäè÷íèõ ïîñëóã
ïðèñóòí³ òðè ñóá�ºêòè, ÿê³ ìàþòü êëþ÷îâå çíà-
÷åííÿ äëÿ ñèñòåìè ìåäè÷íî¿ äîïîìîãè: ïàö³ºíò
(ñóá�ºêò, ùî ñïîæèâàº ìåäè÷í³ ïîñëóãè), ìåäè÷-
íèé çàêëàä (ñóá�ºêò, ùî íàäàº ìåäè÷í³ ïîñëóãè)
³ ïëàòíèê (ñóá�ºêò, ùî ô³íàíñóº ìåäè÷í³ ïîñëó-
ãè) [3]. Ïîäàíèé ïîä³ë ìàêñèìàëüíî ñïðîùåíèé,
íàñïðàâä³ ôóíêö³¿ ïëàòíèêà, ìåäè÷íîãî çàêëàäó ³
ïàö³ºíòà ïåðåïë³òàþòüñÿ òà ïîºäíóþòüñÿ. Íàïðèê-
ëàä, ïàö³ºíò ìîæå áóòè âîäíî÷àñ ³ ïëàòíèêîì,
ÿêùî ñàìîñò³éíî ïîêðèâàº âàðò³ñòü íàäàíèõ éîìó
ìåäè÷íèõ ïîñëóã.

ßê³ñòü ìåäè÷íèõ ïîñëóã, ÿê³ íàäàº ë³êàðíÿ,
ïåâíîþ ì³ðîþ çóìîâëåíà òèì, íà ÿêîãî ñïîæè-
âà÷à ñïðÿìîâàíà ïîñëóãà, õòî âèñòóïàº â ðîë³
ïëàòíèêà ³ ÿêó ôîðìó âëàñíîñò³ ìàº ìåäè÷íèé
çàêëàä [2]. Ìåäè÷íèé çàêëàä, çàñíîâàíèé íà ïðè-
âàòí³é ôîðì³ âëàñíîñò³, ñïðÿìîâóº ñâîþ
ä³ÿëüí³ñòü íà îòðèìàííÿ ïðèáóòêó, ùî ïåâíîþ
ì³ðîþ çìóøóº éîãî äáàòè ïðî ÿê³ñòü ñâî¿õ ïî-
ñëóã, ÿêà º çàïîðóêîþ ïîçèòèâíî¿ ðåïóòàö³¿, ùî,
â ñâîþ ÷åðãó, çàáåçïå÷èòü ïðèáóòîê.

Âèíèêàº ïèòàííÿ: ÷è ë³êàðíÿ çàö³êàâëåíà ó
íàäàíí³ ïîñëóã íàéâèùî¿ ÿêîñò³? Ìîæåìî ñòâåð-

äæóâàòè, ùî íàäàííÿ ïîñëóã íà íàéâèùîìó ð³âí³
ñïîíóêàòèìå ïàö³ºíò³â, ó ðàç³ âèíèêíåííÿ ïîòðå-
áè, äî ïîâòîðíîãî â³äâ³äóâàííÿ ö³º¿ ë³êàðí³, à òà-
êîæ ñïðè÷èíèòü ïîÿâó íîâèõ ïàö³ºíò³â, ùî ïî÷ó-
þòü ïîçèòèâí³ â³äãóêè ïðî ë³êàðíþ ÷è êîíêðåòíîãî
ë³êàðÿ. Àëå òóò âèíèêàº ïðîáëåìà. Ë³êàðíÿ íåñå
êîíêðåòí³ çàòðàòè, ïîâ�ÿçàí³ ç íàäàííÿì ÿê³ñíèõ
ïîñëóã, âíàñë³äîê ÷îãî ó íå¿ ç�ÿâëÿºòüñÿ áàãàòî
ïîòåíö³éíèõ êë³ºíò³â, ùî çá³ëüøèòü çàòðàòè, àëå,
ó âèïàäêó îáìåæåíîãî äåðæàâíîãî ô³íàíñóâàííÿ,
íå çàáåçïå÷èòü â³äïîâ³äíîãî çðîñòàííÿ äîõîäó.

Ë³êàðíÿ, ùî ìàº õîðîøó ðåïóòàö³þ, áóäå çìó-
øåíà íàäàâàòè ïîñëóãè, âèòðàòè íà ÿê³ äåðæàâà
íå õî÷å àáî, ÷åðåç ñâî¿ îáìåæåí³ ô³íàíñîâ³ ìîæ-
ëèâîñò³, íå ìîæå êîìïåíñóâàòè. ²ç òî÷êè çîðó
ìåíåäæìåíòó òàêèé åôåêò, ñïðè÷èíåíèé ÿê³ñòþ
ìåäè÷íèõ ïîñëóã, º íåáàæàíèì ³ øê³äëèâèì äëÿ
ë³êàðí³. Ç�ÿâëÿþòüñÿ ô³íàíñîâ³ âèòðàòè, ùî º íà-
ñë³äêîì íàäàííÿ ïîñëóã, ÿê³ ìàþòü ïåâíó ö³íí³ñòü,
àëå íå ãåíåðóþòü àäåêâàòíîãî äîõîäó.

Ö³ëêîì ³íøîþ ïîâèííà áóòè ñèòóàö³ÿ ³ç ÿê³ñòþ
ïîñëóã äëÿ ë³êàðí³, ùî ä³º íà êîìåðö³éí³é îñíîâ³:
÷èì âèùà ÿê³ñòü ³ ÷èì êðàùèé ³ì³äæ ë³êàðí³, òèì
á³ëüøèé äîõ³ä. Òàêà ä³ÿëüí³ñòü, ùî áàçóºòüñÿ íà
çäîðîâèõ ðèíêîâèõ çàñàäàõ, ïðèçâîäèòü äî ìàê-
ñèì³çàö³¿ ïðèáóòêó. Ë³êàðíÿ, ÿê ï³äïðèºìñòâî, ùî
ôóíêö³îíóº â óìîâàõ êîíêóðåíö³¿ ç ³íøèìè ñóá�ºê-
òàìè, ÿê³ íàäàþòü ³äåíòè÷í³ ìåäè÷í³ ïîñëóãè,
ìóñèòü ç íèìè êîíêóðóâàòè ³ ñï³âïðàöþâàòè, òîìó
ñòàâèòü âåëèê³ âèìîãè äî ÿêîñò³ ñâî¿õ ïîñëóã.

Âèñíîâêè
Ó ñó÷àñíîìó ñâ³ò³ ÿê³ñòü ìåäè÷íèõ ïîñëóã íà-

áóâàº âñå á³ëüøî¿ âàãè. ßê³ñòü ìåäè÷íî¿ ïîñëóãè,
ÿêó íàäàº ë³êàðíÿ, ïåâíîþ ì³ðîþ çóìîâëåíà î÷³-
êóâàííÿìè ñïîæèâà÷à, ìîæëèâîñòÿìè ïëàòíèêà ³
ôîðìîþ âëàñíîñò³ ìåäè÷íîãî çàêëàäó. Ìåäè÷-
íèé çàêëàä ïðèâàòíî¿ ôîðìè âëàñíîñò³ äáàº ïðî
ÿê³ñòü ñâî¿õ ïîñëóã, ÿêà º çàïîðóêîþ ïîçèòèâíî¿
ðåïóòàö³¿, ùî, â ñâîþ ÷åðãó, çàáåçïå÷óº ïðèáó-
òîê. Çà â³äñóòíîñò³ öüîãî ìåõàí³çìó ºäèíèì çà-
ñîáîì çàáåçïå÷åííÿ ÿêîñò³ º êîíòðîëü ç áîêó
êåð³âíèöòâà ³ ïàö³ºíòà, àëå öå íå ñòèìóëþº äî
ïîñò³éíîãî ï³äâèùåííÿ ÿêîñò³ ìåäè÷íèõ ïîñëóã,
à ëèøå äî óòðèìàííÿ ¿¿ íà ð³âí³, ïåðåäáà÷åíîìó
ñòàíäàðòàìè.

Ïåðñïåêòèâè ïîäàëüøèõ äîñë³äæåíü ïî-
ëÿãàþòü ó äåòàëüíîìó âèâ÷åíí³ ìîæëèâîñòåé
âïðîâàäæåííÿ íîâèõ ìåõàí³çì³â ñòèìóëþâàííÿ
çàêëàä³â îõîðîíè çäîðîâ�ÿ äî ïîêðàùåííÿ ÿêîñò³
ìåäè÷íèõ ïîñëóã.
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QUALITY OF MEDICAL SERVICES: FEATURES, ROLE, FACTORS
Y.M. Petrashyk

SHEI �Ternopil State Medical University named after I. Ya. Gorbachevskyi MoH of Ukraine �

Purpose: to identify the characteristics of health services quality, to study factors and mechanisms capable provide
quality in health care.

Materials and methods. Methods of economic analysis, synthesis and deduction were used in the study to identify
characteristics of quality of health services and its factors.

Results. Quality of medical services provided by hospital in the certain degree caused by consumer expectations,
opportunities of the payer and form of medical facility ownership. It is established that factors, which are able to provide
quality in health care is an internal quality control of health services by institutions of health care and external certification
of subjects that provide medical services.

Conclusions. At absence of material reward mechanism, the only way to ensure quality is control over management
and the patient, but it can only encourage to keep quality at the level required by the standards.

KEY WORDS: health service, health care, quality, factors.
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