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Madina B. Zhumabekova'
INTEGRATED ASSESSMENT METHODOLOGY
FOR EFFECTIVE SERVICE MANAGEMENT

The article considers the methodical approaches to integrated assessment of management
efficiency of the services sector. Based on the criteria of management efficiency of the services sec-
tor the indicators of integrated assessment of management efficiency in this area are offered.
Conclusions are drawn on the efficiency of management in the services sector in banking.
Keywords: service sector; system analysis; integrated assessment; management efficiency.

Mapnina b. 2Kyma6ekoBa
METOAOJIOTTA KOMIINIEKCHOI'O OILIIHIOBAHHSI
E®EKTUBHOCTI MEHE/KMEHTY COEPU ITOCJIYT

Y cmammi pozeasanymo memooduuni nioxoou 00 KOMRAEKCHO20 OUIHIOGAHHS eheKmueHocmi
Mmenedncmenmy chepu nocaye. Ha ocrnosi po3pobaenux kpumepiie eghexmuenocmi meneoywcmenmy
cghepu nocaye 3anponono8ano oxKpemi NOKA3HUKU KOMNACKCHO20 OWIHIOBAHHA egheKmueHocmi
MeHeOwcmenmy uiei cghepu, 3 po3paxyHKy AKux 3po6.aeHO GUCHOGKU Npo edexmueHicmo
Menedxcmenmy chepu nocaye Ha NiONPUEMCMEAx GAHKIBCHK020 CEKMOpY.
Karouosi caosa: cgepa nocaye; cucmemnuil ananis; KOMHACKCHE OYIHIOBAHHS, eheKmUBHICMb

MeHeduCMeHmy.
Dopm. 11. Taba. 1. Jim. 10.

Mamuna b. )I‘(JyMaGeKOBa
METOA0JIOIr'vS KOMIUVIEKCHOUM OLIEHKU DOPEKTUBHOCTU
MEHEJ2KMEHTA COEPBI YCIYT

B cmamve paccmompenvt memoduueckue no0xodvt K KOMNAEKCHOU OUeHKe
Ipgpexmuenocmu meneoncmenma cehepvt ycaye. Ha ocnoee pazpabomannvix Kpumepues
Ipexmuenocmu menedncmenma cgepovt ycaye npeoaodceHvt HacmHvle NOKA3AMeAU
KOMNAEKCHOU OUeHKU 3(hexmusnocmu menedyncmenma 3mou cgepovl, u3 pacHema Komopvix
coeaanvt 6v16006L 06 Ippexmuenocmu menedyncmenma cghepot ycaye Ha npeonpusmusx
OaHK06CK020 ceKmopa.
Karouesvie caosa: cepa ycaye; cucmemuwliii aHaau3; KOMNACKCHAS OUEHKA; d(deKmugHocms
MeHeducMenma.

Introduction. The ongoing transformation in recent years and qualitative growth
of consumption patterns of the population in the former Soviet Union has led to an
increase in the share of services in GDP, which increased the urgency of the problem
of management efficiency in the service sector (Agency of Statistics of the Republic
of Kazakhstan, 2012).

Research and development of the integrated assessment methodology of man-
agement efficiency in the service sector due to the need of intensifying the use of serv-
ices is aimed to improve the production efficiency in this area.

Evaluating the effectiveness of service sector management is particularly relevant
in the following situations:

1. When making decisions on investing in service business. Most professional
investors, such as venture capital funds before financing any project carry out the so-
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called verification of due diligence of a recipient, and prior to putting money into a
company — carefully monitor the effectiveness of spending.

2. Under merging/acquisitions of services. At a merger or takeover, possible dif-
ferences in the management systems of the merging companies may substantially
affect the value of a deal due to costs related to organizational restructuring.

3. In conducting the activities of reengineering or implementation of a corporate
information system.

4. In the analysis of service management effectiveness. This requires the harmo-
nization of indicators to measure performance management in services to determine
the baseline, the most effective models with optimum values of indicators to compare
it with other models analyzed.

Literature review. Currently in the literature there is no uniform approach to
evaluating the effectiveness of service management. Due to the fact that in practice,
the range of estimates is large enough, and quantitative comparisons of managed
objects are often not possible, to evaluate all aspects of management of the service
sector is not possible either. Therefore, the analysis of the concepts and theories on
management effectiveness evaluation services sector is considered by us in accor-
dance with the analysis of new approaches to management theory in general. Until
the 1980s development of the conceptual foundations for service management, sci-
entists sought to replace the traditional models and management concepts by the new
ones adapted for these scientific areas, such as the Nordic School of Services, found-
ed in the 1970s, which investigated the management of services at the well-known
principles of classical management. In the early 1980s an entirely new approach
began to be used in service management. A new scientific discipline in management
was founded by R. Norman (1982) and it was called service management.

There are several definitions of service management, for example, K. Albrecht
and R. Zemke (1985) offer such a definition: service management is the total organi-
zational approach that makes the quality of service the main driving force behind
business activities of enterprise service.

According to B. Chernyshev (2004), service management is the management
philosophy, according to which management system should be fundamentally
focused on, first, the maximum possible specific needs of a particular client and pro-
viding a service product (self-service or system that combines product and related
material services), which has some effect utility, i.e. quality evaluated by consumers.
Second, the establishment of service organizations opportunities and conditions for
the production of a service (staffing, material resources, technology), and thirdly, at
linking objectives and interests (benefits) of all involved in services provision to third
parties (organizations, customers and other interest groups). This opinion is shared
T.A. Salimova and N.Sh. Vatolkina (2005), even though limited to specificity of mod-
ern service management and appropriateness of its further development. Original
technique of evaluating the effectiveness of control subsystem and the overall man-
agement system using a set of economic, social and psychological indicators was pro-
posed V.V. Tomilov (2003).

From these definitions, we can conclude that the main factor in the success of
enterprise service is the ability to meet customer requirements, and therefore the
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strategic direction and management should be focused on continued growth and
improving customer satisfaction.

Each school and theory do not deny its predecessors, complement and enrich
them, and co-exist in the relationship and interaction. Theoretical and applied
aspects of evaluating the effectiveness of service management in Kazakhstan are only
the beginning to be developed and thus require further study.

Purpose of the research. Development of methodological approaches to com-
prehensive evaluation of service management effectiveness.

Key research findings. The main prerequisites for the development of integrated
assessment of management efficiency services sector are the following:

- strengthening the human factor in service management. The more complex
the structure of service management is, the more likely is the subjective approach to
management decision-making and the company's dependence errors of decisions;

- instability of environmental factors: legislation and regulations. Used in the
estimates of coefficients in some cases turned out to be outdated, not reflecting the
actual state of service industries;

- scientific and technological progress: the development of new techniques and
technologies. Product life cycle is so reduced that the use of the same methods to
assess the scope of service management is only a distorting factor (for example, for
Internet companies).

In determining the criteria and metrics for evaluating the performance of an
enterprise it is necessary to take into account the specifics of service management.

We consider the fact, that influencing the activity of enterprise services is labor
management, as well as all the aggregate labor, characterized quantitatively as its cost-
effectiveness (Anshin and Dagaev, 2007). Comparing costs for administrative work in
service management with the end results of production and economic activity allows
managers determine the effectiveness of labor services and, thus, the effectiveness of
the control subsystem and system service management sector as a whole.

Based on the arguments of (Prokhorov, 2002; Repin and Eliferov, 2000) it is pos-
sible to admit that quantity and quality of service sector professionals determine the
ability to develop and improve, with the objectives of higher order, i.c. to improve the
efficiency of production services.

Managers, as well as other staff, have significant impact on production and its
outcomes, therefore, the efficiency of an enterprise, but their influence on the pro-
duction process is mediated.

V.D. Dorofeev, A.N. Shmeleva and N.Ju Shestopal (2008) expressed the opinion
that the integrated assessment of effectiveness of service management sector can be
defined on the basis of management effectiveness of each manager by comparing
planned and actual performance results.

For the comprehensive evaluation of the effectiveness of service management
sector, we propose the use of particular indicators, divided into two groups:

- production and financial performance;

- social and psychological indicators.

Production and financial performance:

1) profitability of managers is the ratio of net profit to manager's wages:

R, =P/S,, (1)
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where P — profit of company; S,, — wages of managers;

2) return on material inputs of management is the ratio of net profit to the total
tangible assets of management departments:

R,=P/Z,, 2)
where P — the profit of the firm; Z,,, — tangible assets management.

Socio-psychological factors:
1) the coefficient of services sector managers qualification (K;) characterizes the

correspondence of managers education to managers posts:
Ky =Npas / Noms 3)
where N,,s — the number of service sector managers with necessary basic education;

bas

N, — the total number of managers;
2) the coefficient of stability of service sector managers (Kj;,,) shows the pro-
portion of permanent employees in the total number of managers:
Koo = (Nom =Nip) /Ny, )
where N, — the number of managers adopted; N,,, — the total number of managers;
3) the coefficient of psychological compatibility of managers (Kg;) characterizes

the degree of managers turnover in relation to a particular social or psychological
atmosphere in a team:

K psi= Nown / Nout» (%)
where N, — the number of managers dismissed at own request or by the initiative of
administration; N, ,; — the total number of dismissed managers;

4) the coefficient of multiple submission (Kp,,) characterizes the degree of load-

ing of the upper level managers in the preparation of information:
Ky =N/N,, ©)
where N — the number of units that do not have double or triple subordination; No —

the total number of units in an organization;
5) the coefficient of determination of activity (K,,) characterizes the degree of
importance and the ultimate objectives:

Ky =Uo=1:)/1o (7
where [ — the total number of functions performed by a department; | b the num-
ber of non-regulated functions;

6) the coefficient of information completeness (K, characterizes the possibili-

ty of management in the service sector to make decisions based on the availability of
necessary and sufficient information:

K =2dy, /2d;, )]
where d,, — the decisions taken in the presence of complete information; d, — the

total number of decisions for a certain period;
7) the coefficient of efficiency of information transmission (K,,) characterizes

efficiency of device management (the ratio Tg;, / T4es > | indicates the loss rate of
direct communication for improvement of planning and decision-making; T,/ Tyes
<1 — the loss of feedback tend to be improved in reporting and monitoring):
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K = Z(Tdir +T, +T, )/ZTcam’ (9)

oper des rev
where T,;, — the time required for direct connection; T, — decision-making time;
T,ey — the time needed for feedback; T,,, — overall time;
8) the coefficient of information concentration (K,,.) characterizes the screen-
ing of unnecessary information at each level of management:

Keone =Vi IV, (10)
where V}, — the amount of information on a particular issue at a higher level; V, — the
same at lower levels;

9) the coefficient of data duplication (K,) describes the preparation and request

for information by different departments/parent organizations:
Ky =ZWoom = Vg +Via)/ TV, (11)
where V,,,,, — the total amount of information; V;; — the volume of one type of infor-
mation (the number of indicators prepared in different divisions); V,,, — the volume

of the same type of information requested from different departments.

It is not always possible to make a precise calculation of these indicators, because
enterprises do not keep records of some of them, and there is no objective informa-
tion on them.

To determine the overall result of service management, we have calculated the
performance of service management, at the example of JSC "Kazkommertsbank",
(Kazakhstan), listed in Table 1.

The profitability index, calculated on the basis of production and financial fac-
tors shows a sufficiently high financial returns 30.2 USD by 1 USD costs for the unit
managers of JSC "Kazkommertsbank".

On the basis of partial indicators of the socio-psychological assessment of man-
agement effectiveness can be determined the weighted average overall value by the
level of socio-psychological effectiveness of management in an organization.

To determine the effectiveness of management, we propose the following rank-
ing of socio-psychological factors of management effectiveness:

A = 0.8—1.0 — high-performance management;

B = 0.6—0.8 — the effectiveness of management above average;

C =0.4—-0.6 — average efficiency of management;

D = 0.2—-0.4 — effectiveness of management below average;

F =0-0.2 — low efficiency of management.

The calculations show that the rate of social and psychological evaluation of the
effectiveness of management level (0.82, A) characterizes high efficiency manage-
ment at JSC "Kazkommertsbank". With growth potential to meet modern standards
and the need for compliance with management of major international companies
shows the need for further improvement of administrative activity of a company in
question.

Conclusions. The proposed indicators are often out of range for continuous
assessment in most service industries, but their calculation and analysis are valuable
information on the management system of any company and its business units. In
practice, it should be noted that the criterion for performance evaluation of managers
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has not only an economic but also a social component. In general, social and eco-
nomic benefits of service management sector are determined on the basis of the above
qualitative and quantitative indicators of management, the accounting and analysis of
which will allow improving the quality of management decisions, increase the effi-
ciency in solving industrial, economic and financial issues, the validity of managerial
decisions.
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'V MmoHorpadii npoaHali3oBaHO CTaH TEXHOJOTTYHOTO
OHOBJIEHHS HAllIOHAJIbHOI €KOHOMIKM Ha iHHOBALIiITHUX
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