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INTELLECTUAL SERVICE QUALITY:  
THE ECONOMIC AND LEGAL MEANING1 

The article analyzes consumer-oriented and production approaches to evaluation of 
intellectual service quality. The author substantiates specific features of intellectual ser-
vices: consumer perception of quality; resource, process and resultative quality; quality 
of intellectual labor. Having defined expenses for intellectual services as investments in 
knowledge resources, the author reveals the content of an investment component of their 
quality. The author has indicated network, personalized and innovative components of 
the quality. The author has substantiated institutional criteria, the content and levels of 
social norms of the quality: international, national, regional, intra-firm, individual and 
contractual. 
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Problem setting. Intellectual services as innovation-based components of in-
frastructure of regional and national socio-economic development are factors in-
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fluencing formation of competitive advantages of economic entities, industries and 
the national economy in general. These factors are a requirement of efficient par-
ticipation of the mentioned actors in the global economic space. Under conditions 
of reformation of education, health care, scientific and technical activity in Ukraine, 
which is a component of the general European integration process, there is a need 
for researching the content and directions of providing a competitive level of intel-
lectual service quality in the national and global markets. 

Recent research and publication analysis. Quality of goods (services) is a 
multi-dimensional and inter-disciplinary category researched by various fields of 
science, particularly economic, engineering, technological and managerial fields. 
Scientists examine the content of this category, combining the following ap-
proaches: 

– the consumer-oriented approach, according to which quality of goods and 
services is directly related to needs of consumers and stipulated by a level of their 
satisfaction. Osadchuk (2012) defines quality as the extent of perfectness and 
conformity of characteristics and properties of a product with requirements and 
demands of consumers (р. 158). Davydova, Pysarevskyi, and Ladyzhenska (2012) 
point out that quality “represents total properties of goods and services, which 
stipulate the extent of their appropriateness to meet demands of a human in ac-
cordance with its purpose” (р. 11). The State Standard of Ukraine (hereinafter – 
SSU) ISO 9000:2015 (ISO 9000:2015, IDT) “Quality Management Systems”, 
which was adopted on 21 December 2015 and has been in force since 1 January 
2017, determines that quality of products and services of an organization is stipu-
lated by the ability to fulfill needs of customers and the expected and unexpected 
influence on corresponding interested parties. Quality of products and services 
encompass their inherent functions and characteristics, as well as their perceived 
value and utility for a customer (DSTU ISO 9000:2015, 2016). Consequently, 
according to the consumer-oriented approach, quality is a useful effect of a prod-
uct / service in the form of the ability to fulfill needs of consumers at an appropri-
ate level; 

– the production approach, which gives rise to evaluation of quality of a prod-
uct / service as a derivative of efficiency of technical and technological, eco-
nomic, managerial and market activities of an enterprise as a producer. Bandyrska 
(2013) notes, “As for a producer, quality of manufactured products is a manifesta-
tion of a high level of production, the rational use of material and labor resources, 
application of innovations and a high market share” (р. 57). Under the production 
approach, quality of products / services is referred to as compliance of a produc-
tion process with technical and technological, professional, socio-economic, 
managerial requirements, standards and criteria indicated and recognized as man-
datory criteria by a society or particular social groups during a certain period.
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The consumer-oriented and production approaches may be applied in the process 
of analyzing intellectual service quality. Nevertheless, on the one hand, it is impor-
tant to improve the mentioned approaches. On the other hand, it is necessary to 
substantiate new criteria showing peculiarities of intellectual services and their 
quality. 

Paper objective. The author aims to define the economic and legal meaning of 
the category of intellectual service quality through indication and description of its 
criteria and major components. 

Paper main body. Nowadays, intellectual services as professional actions 
oriented towards formation and accumulation of human capital become an im-
portant source of professional knowledge and information as factors of eco-
nomic and human development. They shape education, consulting, scientific and 
technical, health care, socio-cultural and other services. To determine components 
of the meaning of these services, firstly, there is a need to adapt the consumer-
oriented and production approaches to the specificity of providing intellectual 
services in some way. Secondly, it is important to substantiate additional criteria 
in order to substantiate the sense and factors of competitive quality of intellec-
tual services.

According to the consumer-oriented approach, two interrelated aspects char-
acterize intellectual service quality: a) quality as a feature of the consumer value 
of service – its ability to fulfill some social needs; b) quality as an attribute of 
utility of an intellectual service determining the extent of fulfilling customer’s 
needs in the process of consumption of a service. Firstly, since intellectual ser-
vices are intangible and do not exist at the time of conclusion of an agreement 
with a customer, their quality is appropriate for a customer. This property is an 
important criterion of determining their value and embodiment of anticipations of 
a consumer regarding a result of professional actions the consumer may gain in 
the process of intellectual servicing (Marchenko, 2008). Consequently, consumer 
perception of quality is a specific component of the content of intellectual service 
quality. Secondly, the perceived quality transforms into the resultative quality if 
a process of rendering intellectual services affects a consumer: acquiring new 
knowledge; solving a problem; improving health; other benefits. This is the resul-
tative quality of intellectual services. Drawing on a classification of consulting 
results developed by Marchenko and Pronkina (Marchenko, 2008; Marchenko & 
Pronkina, 2016), the author proposes an algorithm for determination of a result of 
intellectual servicing: a) an interim result – acquiring essential knowledge and 
information in the form of professional advices or recommendations a customer 
may or may not use in the future; b) a final result – real benefits gained by a con-
sumer of intellectual services. Taking into account the mentioned assertions, the 
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author thinks that the resultative quality of an intellectual service may also be 
interim (quality of a professional advice, project and consultation) and final (es-
timation of benefits gained from professional actions related to providing particu-
lar intellectual services). 

According to the production approach, intellectual service quality is quality of 
a process of intellectual servicing stipulated by the following factors: firstly, a rate 
of efficiency of using resources of servicing based on a production function of 
intellectual services (quality of the resource potential of intellectual servicing); 
secondly, quality of a process of servicing, which encompasses phases such as 
ordering an intellectual service and conclusion of an agreement; providing the 
service, which contemplates carrying out particular professional actions directed 
towards fulfilling needs of a consumer and gaining benefits; completion of the 
contract relations, estimation of a result of servicing and determination of prospects 
of further collaboration between a professional and a customer. 

Each phase of the process of intellectual servicing should be qualitative, i.e. 
should conform to criteria of rendering intellectual services established by a society 
during this period. This is the process quality of an intellectual service. It should 
be noted that quality of the resource potential and the process quality of intellec-
tual services are embodied in the form of labor of a professional providing these 
services (a consultant, scientist, lecturer, doctor, etc.). Quality of the educational 
and professional potential of staff in the sphere of intellectual services is the main 
factor of quality of labor (Skretinkovsky & Sitar, 2014).

Since intellectual servicing is a process of shifting knowledge from one indi-
vidual to another individual in certain institutional forms (from a professional to a 
consumer), components of their quality include quality of a source and receiver of 
intellectual services. The thing is that intellectual service quality is volatile because 
it directly depends on: a) source of services (a professional); efficiency of profes-
sional actions may vary under particular conditions and factors; b) receiver of 
services (a consumer), who participates in a process of intellectual servicing pas-
sively (when forms conditions for efficient activity of a service’s producer) or 
actively (if a consumer provides resources, information, discusses goals, directions 
and methods of servicing, uses advices, implements recommendations, etc.). In the 
sphere of intellectual services, a result to a greater extent depends on the ability of 
a consumer to acquire and apply obtained knowledge and information, to follow 
advices and recommendations. This is a personalized component of intellectual 
service quality.

Thus, intellectual service quality contains specific components: according to 
the consumer-oriented approach – the perceived and resultative (interim and final) 
qualities; according to the production approach – the resource and process qualities 
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of activity related to servicing, first of all, quality of labor; combining consumer-
oriented and production approaches leads to formation of the personalized quality 
(a source and receiver). However, an analysis of intellectual service quality di-
rected towards revealing its meaning may be done with the help of the consumer-
oriented and production approaches as well as other tools.

Firstly, an investment approach proposed by the author and Marchenko is im-
portant for determining components of the content of intellectual service quality 
(Marchenko & Yarmak, 2016). According to the investment approach, expenses 
of a consumer for obtaining intellectual services are intellectual investments. Hence, 
intellectual service quality implies the return of an intellectual investment as a 
contribution of consumers of intellectual services to an intellectual product (service) 
existing in various forms, including intellectual property objects. Intellectual service 
can be commercialized and can function as an investment intellectual good (service), 
the use of which ensures gaining profit and other benefit in the future.

Secondly, the investment potential of these services as a factor of innovations 
in various sectors of the social life is another component of intellectual service 
quality. On the one hand, intellectual services are an important element of facilities 
for innovative activity of economic entities, a special channel of dissemination of 
new knowledge as well as information and consultation support of innovators. On 
the other hand, innovativeness of professional actions and results is an important 
criterion of intellectual service quality.

Thirdly, in the process of servicing, suppliers use efforts and resources of mem-
bers of service networks. Efficiency of their collaboration directly affects intel-
lectual service quality. Intellectual networks of members of a single process con-
cerned with servicing are joined by horizontal interrelations and obligations. An 
integrator of the network directs their activity towards achieving a general objective 
of enhancing quality and competitiveness of servicing. Intellectual networks enable 
to effectively use resources of their members, to minimize transactional costs and 
to achieve a positive synergetic effect of intellectual services (Marchenko &Yarmak, 
2012). Therefore, network quality (quality of intellectual service networks) should 
be referred to as a component of intellectual service quality. 

Fourthly, an institutional approach to determining intellectual service quality, 
which consists in indication legal characteristics of quality, is also important. Katran 
(2018) defines quality in accordance with the consumer-oriented approach. At the 
same time, the scientist points out that legal characteristics are inherent to the con-
tent of quality: “A set of product properties, which belongs to its ability to meet the 
social consumer value and anticipated needs of consumers, which are enshrined in 
national and international normative references or stipulated by terms of a buy-sell 
agreement” (р. 4). Utekhin (2010) defines service quality as compliance with its 
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name, criteria disclosed in an agreement, legislation or practices of business rela-
tions (р. 61).

Professional actions on providing intellectual services are carried out in the 
institutional space forming current legislation, technical and technological specifi-
cations, technical procedures, ecological and consumer conditions and requirements 
indicated in legislation, standards, manuals, as well as agreements, decrees, orders, 
customs and traditions recognized by a society or certain social groups, informal 
rules of consumption of services and requirements to their quality. Consequently, 
according to the institutional approach, an extent of compliance of the services with 
established norms and rules of servicing affect and characterize intellectual service 
quality. A government ensures and protects norms of law while norms of law ex-
press the will of a government. These norms are the most prominent among the 
mentioned rules. The Law of Ukraine “On Protection of Consumer Rights” defines 
quality according to the institutional approach: “Appropriate quality of a good, 
work or service is a property of products, which conforms to requirements estab-
lished for this category of products in normative and legal acts and normative 
references and to terms of an agreement with a consumer” («Pro zakhyst prav 
spozhyvachiv», 1991).

Depending on a level of regulatory influence, social norms of quality may be 
divided into: 

– international. The Agreement on Conformity Assessment and Acceptance of 
Industrial Products (АСАА) is an example of such norm. Conclusion of this agree-
ment will allow achieving conformity of Ukrainian products with the EU require-
ments. This will enable national enterprises to enter new segments of the European 
and global markets (Nefedov, 2017). Standards, which have been implemented by 
the International Organization for Standardization (ISO), significantly influence 
quality of goods / services. The National Standards for Quality Management, which 
are harmonized with the international standards of ISO, include a number of stan-
dards, e.g. SSU ISO 9001:2015 “Quality Management System. Requirements» 
(DSTU ISO 9001:2015, 2016), SSU ISO 10001:2013 “Quality Management. Cus-
tomer Satisfaction. Guidelines for Codes of Conduct for Organization” (DSTU ISO 
10001:2013, 2014), SSU ISO 10003:2013 “Quality Management. Customer Satis-
faction. Guidelines for dispute resolution external to organizations” (DSTU ISO 
10003:2013, 2014) and others;

– national. The legal meaning of quality of goods / services as concordance of 
quality with norms of law is determined by the following legal acts: the Laws of 
Ukraine “On Protection of Consumers’ Rights” («Pro zakhyst prav spozhyvachiv», 
1991), “On Responsibility for Harm Caused by Faults in Products” («Pro vidpo-
vidalnist za shkodu, zavdanu vnaslidok defektu v produktsii», 2011); laws underling 
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technical regulation of product quality such as “On Standardization” («Pro stand-
artyzatsiiu», 2014), “On Technical Procedures and Compliance Assessment”, ac-
cording to which assessing compliance is defined as a process of proving a fact that 
indicated requirements, which are concerned with products, a process, service, 
system, individual or public body, have been fulfilled («Pro tekhnichni rehlamen-
ty ta otsinku vidpovidnosti», 2015), “On Metrology and Metrological Activity” 
(«Pro metrolohiiu ta metrolohichnu diialnist», 2014); laws regulating production 
of certain types of goods and services, e.g. the Law of Ukraine “On Government 
Market Supervision and Control of Non-food Products” («Pro derzhavnyi rynkovyi 
nahliad i kontrol nekharchovoi produktsii», 2010), “On General Safety of Non-food 
Products” («Pro zahalnu bezpechnist nekharchovoi produktsii», 2010), etc. It is 
worth mentioning that intellectual services are not subjects to legal regulation in a 
majority of cases because of their intangible nature;

– sectoral and regional: a) government regulation and self-regulation of profes-
sional activity on providing particular types of intellectual services: education, 
consulting, health care and sectoral standards; b) normative acts of local authorities 
regarding servicing in a particular region; 

– intra-firm: a) internal normative acts of firms providing services, which de-
termine requirements regarding quality of a process of rendering intellectual ser-
vices. For instance, internal regulations of employment, which are approved by an 
employer, indicate professional obligations of employees and make a regulatory 
influence on quality of their labor; b) decrees and orders of managers with various 
levels of competences and responsibility regarding a process of intellectual servic-
ing; c) technical documentation, manuals, etc.; d) principles and measures for 
managing intellectual service quality of a firm; e) intra-firm customs, traditions, 
informal rules of providing intellectual services, which, as formal ones, regulate 
quality of servicing; 

– individual: an agreement on providing intellectual services, which is con-
cluded between a producer and customer, regulate the quality. The agreement 
contains requirements to a professional, a servicing process and its result, criteria 
for service evaluation, etc. 

In general, formal and informal social norms affect the institutional content of 
intellectual service quality. These norms establish rules and requirements regarding 
orientation of intellectual servicing towards fulfilling consumers’ needs determined 
by a society. The legal meaning of quality consists in conformity of intellectual 
services with requirements of current legislation of a country and international 
normative documents. 

Conclusions. Peculiarities of the content and a process of rendering intellec-
tual services stipulate the specific components of quality of these services (Figure 1).
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Figure 1. The main inherent components of intellectual service quality 
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Figure 1. The main inherent components of intellectual service quality

According to the consumer-oriented approach, intellectual service quality is the 
quality perceived by a consumer and the resultative quality stipulated by consumer 
estimation of professional advices and recommendations or benefits obtained in the 
process of servicing. According to the production approach, intellectual service 
quality encompasses the quality of resource potential, process quality and quality 
of labour used in the process of intellectual servicing. The quality of a source and 
customer is the personalized quality of intellectual services. Since providing 
intellectual services is grounded in the use of internal and external networks of 
intellectual servicing, the network quality of intellectual services is a component 
of their quality. The institutional component of intellectual service quality 
encompasses international, national, sectoral and regional, intra-firm and individual 
levels of regulation and standardization. The concordance of intellectual service 
with current legislation stipulates the legal component of the quality. Substantiation 
of general and specific components of intellectual service quality is the 
methodological basis for development and implementation of quality management 
systems, effectiveness of which influences competitiveness of these services in the 
national and global markets, and improvement of legal regulation of activity related 
to providing intellectual services. 
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КАЧЕСТВО ИНТЕЛЛЕКТУАЛЬНЫХ УСЛУГ:  
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В статье проанализированы потребительский и производственный подходы  
к определению качества интеллектуальных услуг, обоснованы его специфические 
критерии: воспринимаемое потребителем качество, ресурсное, процессное, резуль-
тативное качество и качество интеллектуального труда. На основе определения затрат 
на оплату интеллектуальных услуг в качестве инвестиции в знаниевые ресурсы рас-
крыто содержание инвестиционной составляющей их качества. Определены сетевая, 
персонифицированная и инновационная составляющие качества. Обосновано ин-
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ЯКІСТЬ ІНТЕЛЕКТУАЛЬНИХ ПОСЛУГ: 
ЕКОНОМІКОПРАВОВИЙ ЗМІСТ

Постановка проблеми. Інтелектуальні послуги є чинниками формування кон-
курентних переваг суб’єктів господарювання, галузей та національної економіки 
у цілому, що є умовою їх ефективного включення у міжнародний економічний про-
стір. В Україні в умовах реформування освіти, охорони здоров’я, науково-технічної 
діяльності, що є складовою загального євроінтеграційного процесу, актуалізуються 
дослідження змісту та напрямів забезпечення конкурентоспроможного рівня якості 
інтелектуальних послуг. 

Аналіз останніх досліджень і публікацій. Якість продукції (послуг) досліджу-
ється науковцями різних галузей знань, зокрема, економічних, техніко-технологічних, 
менеджеріальних на основі сполучення споживчого підходу, за яким якість продук-
ції чи послуги безпосередньо пов’язана з потребами споживача та визначається 
рівнем їх задоволення: О. П. Осадчук, О. ю. Давидова, І. М. Писаревський, Р. С. Ла-
диженська; та виробничого підходу, який дає підстави для визначення якості про-
дукції/послуги як похідної від ефективності техніко-технологічної, господарської, 
управлінської, ринкової діяльності підприємства як виробника: О. Бандирська. 
Важливим для аналізу якості інтелектуальних послуг є удосконалення зазначених 
підходів та обґрунтування нових критеріїв, що відбивають їх змістовні особливості. 

Формулювання цілей. Метою статті є розкриття економіко-правового змісту 
категорії якості інтелектуальних послуг шляхом виокремлення та характеристики її 
критеріїв та головних складових. 

Виклад основного матеріалу. За споживчим підходом якість інтелектуальних 
послуг є сприйнятою споживачем та визначається його очікуваннями щодо резуль-
тату професійних дій. Сприйнята якість трансформується у якість результативну, 
критеріями якої є набуття нових знань, розв’язання проблеми, покращення здоров’я 
та інші вигоди споживача. 

За виробничим підходом якість інтелектуальних послуг – це якість процесу ін-
телектуального обслуговування. Оскільки інтелектуальна послугова діяльність є 
суб’єкт – суб’єктним процесом руху знань у певних інституційних формах від фа-
хівця до споживача, складовими їх якості є якість джерела та отримувача інтелекту-
альних послуг – це персоніфікована складова якості інтелектуальних послуг.

Розкриття змісту якості інтелектуальних послуг не слід обмежувати споживчим 
та виробничим підходами до її аналізу. По-перше, важливим для визначення скла-
дових змісту якості інтелектуальних послуг є інвестиційний підхід, за яким витрати 
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споживача на їх одержання є інтелектуальною інвестицією, віддача якої є критерієм 
якості. По-друге, складовою якості інтелектуальних послуг є їх інноваційний по-
тенціал як чинника нововведень у різних галузях суспільної практики. По-третє, 
у процесі інтелектуального обслуговування використовуються дії та ресурси учас-
ників послугових мереж, від ефективності співпраці яких безпосередньо залежить 
якість інтелектуальних послуг – це мережева якість. По-четверте, за інституційним 
підходом якість інтелектуальних послуг визначається ступенем їх відповідності 
встановленим суспільством нормам та правилам послугової діяльності, серед яких 
визначальна роль належить нормам права, що забезпечуються і охороняються дер-
жавою та виражають її волю. Залежно від рівня регулюючого впливу соціальні 
норми якості можуть бути міжнародними, наприклад, стандарти управління якістю, 
що впроваджуються Міжнародною організацією стандартизації ISO, національними, 
галузево-регіональними, внутрішньофірмовими, індивідуально-договірними. 

Висновки. Економічний зміст якості інтелектуальних послуг характеризують 
такі складові, як сприйнята и результативна, ресурсна і  процесна, мережева та пер-
соніфікована якість, її критеріями є віддача інтелектуальних інвестицій, інновацій-
ність, соціальні ефекти. Правовий зміст якості насамперед полягає у відповідності 
інтелектуальних послуг вимогам чинного законодавства країни та міжнародних 
нормативних документів. 

Обґрунтування загальних та специфічних складових якості інтелектуальних по-
слуг є методологічною основою, по-перше, розробки та впровадження систем управ-
ління якістю, від ефективності яких залежить їх конкурентоспроможність на націо-
нальному та світовому ринках; по-друге, удосконалення державно-правового регу-
лювання інтелектуальної послугової діяльності. 

Коротка анотація статті
Анотація. У статті проаналізовано споживчий та виробничий підходи до визна-

чення якості інтелектуальних послуг та обґрунтовано її специфічні ознаки: сприй-
нята споживачем якість, ресурсна, процесна, результативна якість та якість інтелек-
туальної праці. На основі визначення витрат на оплату інтелектуальних послуг як 
інвестиції у знаннєві ресурси розкрито зміст інвестиційної складової їх якості. Ви-
значено мережеву, персоніфіковану та інноваційну складові якості. Обґрунтовано 
інституційні критерії, зміст та рівні соціальних норм якості: міжнародні, національ-
ні, регіональні, внутрішньофірмові, індивідуально-договірні.
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