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1. Introduction

The current economic situation in Ukraine and the
rapid globalization crisis lead to permanent adaptation
of companies to it. Structuredness and systematicity are
necessary for the maintenance in these conditions now.
Formation of a new organization and production struc-
ture is the basis of both the integrity and organization
systems. Historically outdated principles and methods of
formation of new organizational structures need to adapt
to modern conditions. Therefore, to determine the effi-
ciency of organizational and economic systems we must use
mathematical models, which will allow to define strategic
directions of development for managers.

2. The ohject of research and its
technological audit

The object of research is the process of optimizing
organizational management structures on the example of
R. Norman model.

Speaking simply, organizational structure is device model
of any company listing all departments and mandatory in-
dication of accountability for each of them. This model is
designed to provide an understanding of the logic of the
organization activity and how its constituent components
interact with each other. It can also say that the organi-
zational structure determines all the formal relationships
within any company and essentially captures the identity
of specific tasks within the competence of the department.
Gill Corkindale, a successful writer and business trainer, in
one of his articles, notes that «fuzzy, poor organizational
structure leads to contradictions; people confuse their respon-
sibilities and roles, management decisions are made slowly
and all this creates a context in which the achievement of
results is complicated by useless stress and conflict» [1].

3. The aim and ohjectives of research

The aim of research is fundamental study of organiza-
tional structures using a comprehensive analysis of existing
management systems and simulation modeling.

To achieve this aim, the following scientific tasks are
defined:

1. Conduct a comprehensive analysis of the formation
of organizational management structures.

2. Analyze the practicality of R. Norman model.

3. Form the basic elements of the organization philo-
sophy.

4. Establish existing basic functions that may be lie
in the R. Norman model.

4. Literature review

Today, there are many works in scientific literature about
the principles, problems and types of organizational manage-
ment structures. In [1] the basic elements and principles
of organizational structures are given. The author of [2]
presents a holistic concept of design and modeling organiza-
tional structure with the current economic, managerial and
information tools and technologies. Problems of modeling
organizational structure and their problems of its design
are given in [3]. They highlighted a modeling method,
which is in optimization of the production structure. The
author of [4] proposes modeling of the process structure
based on the principles of flexibility and adaptation. In the
book [5] the author describes not only the possible design
of organizational structures, and stops at the context and
rules of their formation. «Generalized design rules that can
be used to develop design of organizational structures are
accompanied by specific goals of the company» [6]. Author
of [7] notes that the use of divisional company structure
on the second hierarchy level is divided into organizational
units (segments, divisions) with a high level of autonomy,
which are formed by grouping tasks by grouping products,
markets, customers, etc. So, he is separating all components
of organizational structures. In [8] the author describes the
nature of organizational structures and its role in the ma-
nagement of personnel. He is noted in his book «Metaphor
organizations» that the organization as a machine, body,
brain, culture, political system, psychiatric prison, process
of change. The author of [9] notes that the integrity of the
organizational structure depends on corporate bonds, com-
mon goals. The ideal structure of its interpretation should
be based on the internal rules of the company and at the
same time respond to external changes. In the book [10]
the author shows an influence of organizational structures
on microclimate in the organization. Modification transfor-
mations in the structure of the company are represented,
learning experience of foreign countries.

But these works aren’t fully includes the effect of orga-
nizational structure on the development of companies in the

TECHNOLOGY AUDIT AND PRODUCTION RESERVES — Ne 5/4(31), 2016, © Bidnjak M., Kompanets K.

21—)



— JKOHOMHKA M YNIPABNEHKE NPERANMPUATHEM

I55N 2226-3780

current economic conditions. Therefore,

the need for use of modified methods of Norms and rules of A |  Market segment
their formation is directly precondition operation "
for efficient operation of companies.

5. Materials and methods \ / I

of research B Culture and "
philosophy

The main methods of research are:
comparative and descriptive, system and / \ l
structural, simulation modeling — creation
of algorithms of optimal organizational System of . Image-building
structures, mathematical modeling — to satisfaction of needs |~ C system

conduct experimental research; abstract
and logical method — to make theoretical
and methodological generalizations and
drawing conclusions.

6. Research results

Under the organizational structure we mean any artifi-
cial entity with aim of realization of the objectives, which
has its mission and created to achieve the goals. There are
many examples of our ideas. There are production entities
and their structural divisions, government agencies, various
groups of NGOs, institutions and so on. So, if there is
a goal and should begin the path to achieve it, organizational
structure is usually created under the legal framework to
achieve this goal. Formal organizational structure can be
presented as follows (Fig. 1).

y=r(x)
input o output
X » Organizational structure N
Y
AX=0(y)
Regulator <

Fig. 1. The operation scheme of organizational structure

As shown in the present scheme, organizational structure
operates depending on its mission and its goals.

Present model of organizational structure is statistical.
It is no reflection of individual elements or components
of this structure, there are no relationships, structure of
elements, variables that characterize the change of state of
organizational structure in time. This is the most common
model of organizational structure. But in the real conditions,
organizational structures have structure of elements that
implement the specified functions, the relationship between
the elements that change their status under the influence
of the environment, making them dynamic open systems.

One of the first, who tried to create a functional model,
though on the example of service company, was Richard
Norman in his book «Service management» [5], but it was
presented in a static form. R. Norman model includes five
components (Fig. 2).

Content definition of block of the model is as follows.

Market segment is closely linked to the norms and
rules of operation. This is a special category of consumers.
All service organization is set for them. Norms and rules
of organization operation are developed depending on this.

Fig. 2. The scheme of B. Norman model

The system of customer satisfaction is based on the
concept of service, which is all that brings consumer
satisfaction. The concept of service in the R. Norman
model covers too complex combinations of values. There
are sometimes impossible to analyze. Some of them have
a material basis, and some relate to the field of psychology
and emotions. From this it should be noted that some
value to the customer is the key, and the rest are mi-
nor. Depending on the mission of organizational structure,
a system of priorities is formed, and therefore, a system
of services for consumers is formed.

The system of customer satisfaction consists of three
components:

Firstly, it is personnel of organization. They determined
the quality and quantity of services. In modern organiza-
tional structures is a constant search for certain methods
of client relations. They must constantly seek new ways
of mobilizing workers to perform their work efficiently.

Secondly, consumers who play a vital role in the ser-
vice organization as they not only get the service, but
also included in the operation. Therefore, consumers need
to encourage quality service as well as their employees.

Thirdly, technology and financial support of services,
in addition to high complexity, can differ by the high
technological and capital intensity. It should be noted
that modern technology, especially information, will play
a greater and greater role and operation of organizational
structures of service technology along with physical cha-
racteristics play an important role in social interaction of
consumers’ workforce and service providers.

Image-building system is considered as a management
tool, and the image as the information that management
uses to influence on the workers and consumers. The
perception of the organization image and prospects of its
development significantly affect its position on the market
and cost efficiency. In the long run it depends on what
it provides and who its customer.

Culture and philosophy of the organization is very
important in terms of monitoring, support and develop-
ment of social processes that are included in the scope
of services that bring social benefits.

In general, it should have in mind that the culture
and philosophy of organization performs an integrated
function and is an important factor in the efficiency of
organizational structures.

Based on this, with some convention in R. Norman
model, we can submit it (model) in the system of avail-
able predefined functions.
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A= fi(x1,x9,..20,), 6h)
B= /[ AX),p], 2)
C=/f3(BN), (3)
U =min(C - %), (4)
Y ()= f1(AB,C,U,1), 6)

where A — multifactor function of demand for services,
which fully depends on the Xj, X»,..X,; B — function,
which represents the effect of service in accordance with
accepted norms and rules of service, depending on the
demand and system priorities of P (P = (¢1,95..0,); C —
function, which represents the volume of service perfor-
mance, depending on the resource potential N; U — func-
tion, which characterizes the deviation C from the desired
standard Z; Y(t) — effectiveness of the adopted operation
strategy of organization that takes into account not only
the arguments A, B, C, U, but the time t.

If we consider the block of R. Norman model with
the problems in the operation of organizational structures,
they can be formed as follows.

Block of the market segment. Major problems associated
with forecasting and formation of demand for the service
and needs analysis and market segmentation.

Block of the norms and regulations of the service rules.
Problems are related to the justification of the priorities
and development of the model of integrated facilities of
service implementation.

Block of the customer satisfaction. Problems are pri-
marily technology service, training and recruitment, im-
provement of services and work with customers to ensure
profitability of the operation.

Block of the image-building. It is characterized by
problems of a structure and management organization to
ensure the goal.

Block of culture and philosophy highlights the problems
of strategic management. This is development of mission,
new objectives, concepts of possible development strate-
gies, implementation of social functions.

7. SWO0T-analysis of research results

Strength of the conducted research is an optimization
of organizational management structures that allows to
adapt companies to modern conditions covering certain
market segments, taking into account the system of cus-
tomer satisfaction and image-building.

Weakness is that this model of organizational structure
is quite complicated, as consisting of a number of factors
that characterize internal and external environment of
the company, some of which have difficulty of accurately
determination.

Opportunities for further research are adopting the
experience of foreign countries for modification of organi-
zational structures in terms of globalization, which makes
it possible to identify, explore and create new factors not
taken into account earlier.

Threats to research results is that globalization pro-
cesses in Ukraine are very variable and affect the company
both positive and negative, and this leads to difficulty

monitoring and detection parameters that are necessary
to create optimal model of organizational structure.

1. Complex analysis of formation of organizational ma-
nagement structures is conducted in the article. However,
it is shown that in the work of scientists and practice in
the operation of companies is not fully take into account
the impact of organizational structures, such as their role
in modern globalization for development of enterprises.
Therefore, it was proved that the organizational structure
is statistical. They have no description of certain elements
or components of this structure, there are no relationships
of elements, structure of variables that characterize the
change of state of organizational structure in time.

2. For achieving the aim, practicality of using R. Norman
model is analyzed. It is proved that the concept of services
in R. Norman model covers too complex combinations of
values that are sometimes impossible to analyze. Some of
them have a material basis, and some relate to the field
of psychology and emotions. From this it should be noted
that some value to the customer is the key, and the rest
are minor. Depending on the mission of organizational
structure, a system of priorities and therefore, a system
of services for consumers are formed.

3. The main elements of the organization philosophy
are formed. It makes it possible to form the conclusion
that the culture and philosophy of organization perform
integrated function and is an important factor in the ef-
ficiency of organizational structures.

4. Above mentioned tasks led to establish the major
existing features that may be lying in R. Norman model.

Without detailed analysis of R. Norman model it should
be noted that it is quite difficult especially in the formal-
ization of components and does not cover all problems
arising in the operation of organizational structures. The
most complex and unsolved issues include: choice of norms
and rules of service especially for non-industrial nature;
determine the most effective organization Zy and ways to
achieve it; evaluation of the efficiency of the organiza-
tional structure and evaluation of culture and philosophy
elements of business and economic activities as well as
the factors that significantly affect the efficiency of the
organization.

As follows from the methodology of research of operation
efficiency and development of organizational structures,
simulation method is the most appropriate and gives good
practical results.
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1. Beryn

Y cBOEMY PO3BUTKY CTpaTeriuHe yIpaBJiHHS BXKe BCTHUT-
JIO TIPONTH JOBTUH TIAX. baraTto momymsipHUX KOJIWCHh
METO/IiB 3allepedyBaucsi HOBUMU IIOKOJIIHHSIMU Oi3HECMEHIB
i Ha 3MmiHy iM mpuUXOAMIN 1ie GBI BIOCKOHAJEHI.

[TosiBa HOBMX HAYKOBUX TEOPiil Ta pO3poOJIEHNX Ha iX oc-
HOBI METO/IiB CTpATeriyHOro yIPaBJIiHHS 3aBXK/1 HOCUJIO ITPH-
KJIQ/(HIET XapakTep Ta GyJ10 HalpaBJIeHo Ha PillieHHsT TPOOJIeM,
3 AKUMHU CTUKAQJIOCS TiIIPUEMCTBO B TOTOYHIN [iSLIIBHOCTI.
SMIHIOBAJIMCA YMOBH, B AKUX (DYHKITIOHYBaIN HiIIPUEMCTBA,
3MiHIOBasINCS 1 cami mignpuemcrBa. KoskHe HOBe HOEHAHHS
BHYTPINIHIX Ta 30BHIIIHIX YMOB Hapo/[)KyBajio HOBI NMNTaHHS,
Ha SKi JJOCJIZIHNKKA HAMArajlncsl 3HalTH aJieKBaTHi Bi/IITOBI/I.

Y mijncyMmKy, 3apas iCHy€ BesIMKa KiIbKICTh PI3HUX TiloTe3,
(opmymoBaHb i KOHIEMIIINH 1MOAO poOJi i MicIisl cTpaTerii
B YIPaBJiHHI TiJITPUEMCTBOM. 3HAHHS MPO UYXKi MOMUJI-
Ki 1 ycIix 030pOI€ BaKJIMBOK IEPEBArok: PO3YMiHHSIM
aJIeKBATHOCTI THX UM IHIUX CTPATETIYHUX iHCTPYMEHTiB.

2. 06’exT pocnigasenHa Ta Horo
TEXHONMOTIYHUK ayaAUT

3 METOIO BU3HAYEHHS Ta y3arajbHEHHS OCHOBHUX €TalliB
€BOJTIONIT Ta BI/IIOBIIHUX IM IIKIJI CTPATEriYHOTO YIPaBIiHHS

GyJ10 TIPOBEIEHO aHai3 cydacHOl HayKoBol Jriteparypu. Ene-
MEHTH CTPATETiYHOro YIpaBJiHHs OyJiu ONUCaHi 1ie B 1ep-
MIUX HAYKOBUX TIPAIlgX 3 YIPaBJIiHHS mignpuemcrsoM [1],
a 3aIPOBA/KEHHS CTPATEriuHOTO I/XOLY 10 YIIPABJIHHS
MiIPUEMCTBAMU TTOYaJsocss B mepnriii mosoBuHi XX CT.
Y 1eit mepios OMiIHYBaJIO JOBTOCTPOKOBE TJIAHYBAaHHS Ta
CTpaTerivHuii MiAXiA 10 YIPaBIiHHS IAMTPUEMCTBOM BUKO-
PHCTOBYBABCS He ccTeMHO. ABTOp [2] 3a3Hauae, 10 CyTTEBI
3MiHU Y 30BHIITHBOMY CEPEZIOBUIIT CIOHYKAJIN TTiIMTPUEMCTBA
3BUYAITHO 13 3alli3HEHHSIM 3BEPTATH yBary Ha HEOOXiJHICTb
3Mminu ctpaterii. [licsst Toro, Sk iepeopieHTAaIlis MiATPUEMCTBA
3aBeplyBasacs, y IIeHTPi yBaru KepiBHUIITBA 3HOBY BUHU-
KaJIM ONepaTUBHI MUTaHHS BUKOPUCTAHHS MOTEHIIaTy HOBOL
CTpaTerivyHoi MO3MIlii, i TaK AOTH, IOKU B CEPEIOBUIII 3HOBY
He BigOyBasmucs 3Hauni 3min. Tomy OyJio WiAJaHO CYMHIBY
JIOIIJTBHICTh BUKOPUCTAHHS METO/IIB JIOBFOCTPOKOBOTO TLJIa-
nyBamnis i B 1965 p. 3anponoHoBaHo MoJie/ib CTPATEriuHOro
[JTAHYBaHHS, sIKe repea0adalio MOoCTiiiHY IePeoliHKy i nepe-
POOKY MOYaTKOBO PO3POOIEHNX KOHIIETIi PO3BUTKY ITi/[ITPH-
€MCTBA 3 ypaxyBaHHAM 30BHillIHIX «curHamtiB». Y 70-x po-
Kax [ 2] 3ampomoHoBaHUH TEPMiH «CTpaTeTiuHe YIPaBIiHHI».

HeysromxeHictb aBTOPiB 1[0JI0 O3HAK CUCTEeMaTU3allil
MIKiJ cTpaTeriii, a TaKOK IMOsIBa HOBUX KOHIIETIIi CTpa-
TETIYHOro YIPaBAiHHS MOTPEOYIOTh MEPErJsiy iCHYIOUNX
TI/IXO/IIB /10 METO/I0JIOTI1 CTpaTeriyHoTo yIpaBiaiHHA. B ymo-
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