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eXPert  SurVeY  aS  a  tOOl  FOr  reSearcH  
OF  tHe  SatiSFactiOn  OF  WOrKing 

cOnDitiOnS  OF  tHe  meDical  WOrKerS  
OF  tHe  municiPal  nOn-cOmmercial 

enterPriSe  “center  FOr  PrimarY  HealtH 
care  nO. 2”  OF  SVYatOSHYnSKY  DiStrict  

OF  KYiV

Abstract. In 2018 the transformation of primary healthcare and the autono-
my of healthcare facilities began. In many developed countries around the world 
primary care, namely family doctors, addresses the majority of patients’ referrals, 
which is effective because it helps prevent many diseases before they require com-
plex, expensive and not always successful treatment.

It has been determined that in the conditions of transformation of the health-
care sector the pressing issues for today are the development of human resources 
of the healthcare sector, in particular improvement of working conditions of the 
medical staff at the primary level of providing medical care.

It has been established that there is a need to analyze the needs of working 
conditions of the medical staff providing primary healthcare, which involves the 
complex application of both direct and indirect methods of obtaining statistical 
information.

The article is devoted to the research and determination of satisfaction of  
working conditions of the medical workers of the Municipal non-commercial en-
terprise “Center of Primary Health Care No. 2” of Svyatoshynsky district of Kyiv 
with the help of expert survey.

The article emphasizes the importance of developing and approving the 
“Regulation on the system of motivation and stimulation of work of the medical  
workers of the Municipal non-commercial enterprise “Center of Primary Health 
Care No. 2” of Svyatoshynsky district of Kyiv” as a normative-legal act regulating 
the management actions and relationships of motivation and stimulation of the 
work of the medical staff. 

It is proved that in the conditions of transformation of the healthcare sector it 
is important to monitor and evaluate the activities of CPHC No. 2 as a whole, the 
structural units and the personal of each healthcare worker, in particular, as well 
as to analyze the work of CPHC No. 2 on the quality of care delivery by develo- 
ping questionnaires for patients on the level of satisfaction of the provided medical 
services and introduction of an anonymous questionnaire for users of services in 
order to determine the level of satisfaction of the patients with the level of qualifi-
cation of the medical stuff and others.

Keywords: healthcare workers, healthcare management, healthcare policy, 
motivation and stimulation of work of the medical staff, management of the staff 
in a healthcare facility.
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ЕКСПЕРТНЕ  ОПИТУВАННЯ  ЯК  ІНСТРУМЕНТ  
ДЛЯ  ДОСЛІДЖЕННЯ  ЗАДОВОЛЕНОСТІ  УМОВАМИ  

ПРАЦІ МЕДИЧНИХ  ПРАЦІВНИКІВ  КОМУНАЛЬНОГО 
НЕКОМЕРЦІЙНОГО  ПІДПРИЄМСТВА  “ЦЕНТР  ПЕРВИННОЇ 

МЕДИКО-САНІТАРНОЇ  ДОПОМОГИ  № 2”  СВЯТОШИНСЬКОГО 
РАЙОНУ  м.  КИЄВА 

Анотація. У 2018 році розпочалася трансформація первинної медичної 
допомоги та автономізація закладів охорони здоров’я. У багатьох розвине-
них країнах світу первинна медична допомога, а саме сімейні лікарі вирі-
шують більшість звернень пацієнтів, що є ефективним, адже допомагає за-
побігати багатьом хворобам до того, як вони потребуватимуть складного, 
дорогого і не завжди успішного лікування.

Визначено, що в умовах трансформації сфери охорони здоров’я акту-
альними питаннями на сьогодні є розвиток кадрового забезпечення сфери 
охорони здоров’я, зокрема покращення умов праці медичного персоналу на 
первинному рівні надання медичної допомоги.

Встановлено, що виникає необхідність в аналізі потреб задоволеності 
умовами праці медичного персоналу, які надають первинну медичну допо-
могу, що передбачає комплексне застосування як безпосередніх, так і опосе-
редкованих методів отримання статистичної інформації.

Досліджено та визначено чи задоволені умовами праці медичні праців-
ники Комунального некомерційного підприємства “Центр первинної меди-
ко-санітарної допомоги № 2” Святошинського району м. Києва на основі 
експертного опитування. 

Наголошено на важливості розроблення та затвердження “Положення 
про систему мотивації та стимулювання праці медичних працівників Кому-
нального некомерційного підприємства “Центр первинної медико-санітар-
ної допомоги № 2” Святошинського району м. Києва” як нормативно-пра-
вового акту, що регламентує управлінські дії і взаємини щодо мотивації та 
стимулювання праці медичного персоналу.

Доведено, що в умовах трансформації сфери охорони здоров’я важли-
вим є здійснення моніторингу та оцінка діяльності ЦПМСД № 2 загалом та  
структурних підрозділів і персонально кожного медичного працівника 
зокрема, а також проведення аналізу роботи ЦПМСД № 2 щодо якості  
надання медичної допомоги шляхом розроблення анкети для пацієнтів що-
до рівня задоволеності наданих медичних послуг та запровадження про-
цедури анонімного анкетування споживачів послуг з метою визначення 
ступеня задоволеності пацієнтів рівнем кваліфікації медичних працівників 
тощо.

Ключові слова: медичні працівники, управління у сфері охорони 
здоров’я, кадрова політика в охороні здоров’я, мотивація та стимулюван-
ня праці медичного персоналу, управління персоналом в закладі охорони 
здоров’я.
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ЭКСПЕРТНЫЙ  ОПРОС  КАК  ИНСТРУМЕНТ  
ДЛЯ  ИССЛЕДОВАНИЯ  УДОВЛЕТВОРЕННОСТИ  УСЛОВИЯМИ 

ТРУДА  МЕДИЦИНСКИХ  РАБОТНИКОВ  КОММУНАЛЬНОГО 
НЕКОММЕРЧЕСКОГО  ПРЕДПРИЯТИЯ  “ЦЕНТР  ПЕРВИЧНОЙ 
МЕДИКО-САНИТАРНОЙ  ПОМОЩИ  № 2” СВЯТОШИНСКОГО 

РАЙОНА  г.  КИЕВА

Аннотация. В 2018 году началась трансформация первичной медицин-
ской помощи и автономизация учреждений здравоохранения. Во многих 
развитых странах мира первичная медицинская помощь, а именно семейные 
врачи решают большинство обращений пациентов, что является эффектив-
ным, ведь помогает предотвращать многие болезни до того, как они будут 
нуждаться в сложном, дорогом и не всегда успешном лечении.

Определено, что в условиях трансформации области здравоохранения 
актуальными вопросами сегодня является развитие кадрового обеспечения 
здравоохранения, в частности улучшение условий труда медицинского пер-
сонала на первичном уровне оказания медицинской помощи.

Установлено, что возникает необходимость в анализе потребностей удов-
летворенности условиями труда медицинского персонала, оказывающих 
первичную медицинскую помощь, предусматривающую комплексное при-
менение как непосредственных, так и опосредованных методов получения 
статистической информации.

Исследовано и определено удовлетворены ли условиями труда медицин-
ские работники Коммунального некоммерческого предприятия “Центр пер-
вичной медико-санитарной помощи № 2” Святошинского района г. Киева с 
помощью экспертного опроса.

Подчеркнуто важность разработки и утверждения “Положения о системе 
мотивации и стимулирования труда медицинских работников Коммуналь-
ного некоммерческого предприятия “Центр первичной медико-санитарной 
помощи № 2” Святошинского района г. Киева” как нормативно-правового 
акта, регламентирующего управленческие действия и взаимоотношения по 
мотивации и стимулированию труда медицинского персонала.

Доказано, что в условиях трансформации области здравоохранения 
важным является осуществление мониторинга и оценки деятельности  
ЦПМСД № 2 в целом и структурных подразделений и персонально каждого 
медицинского работника в частности, а также проведения анализа работы 
ЦПМСД № 2 по качеству оказания медицинской помощи путем разработки 
анкеты для пациентов по уровню удовлетворенности предоставленных ме-
дицинских услуг и внедрение процедуры анонимного анкетирования потре-
бителей услуг с целью определения степени удовлетворенности пациентов 
уровнем квалификации медицинских работников и т. п.

Ключевые слова: медицинские работники, управление в области здраво-
охранения, кадровая политика в здравоохранении, мотивация и стимулиро-
вание труда медицинского персонала, управление персоналом в учреждении 
здравоохранения.
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Formulation of the problem. The 
transformation of the healthcare sys-
tem has been put to the forefront of 
reforms, as the current state of the na-
tion’s healthcare policy has a number 
of problems, as the preconditions for 
a real threat to public health arise. In 
2018 the transformation of primary 
care and the autonomy of healthcare fa-
cilities began. In many developed coun-
tries of the world, primary care, namely 
family doctors, handles the majority of 
patients’ referrals. This is effective be-
cause it helps prevent many diseases 
before they require complex, expensive 
and not always successful treatment 
[1].

Therefore, pressing issues today are 
the development of healthcare staff, in-
cluding improving the working condi-
tions of the medical staff at the primary 
level of care.

In this regard, there is a need to ana-
lyze the needs of healthcare staff that 
provide primary care, which involves 
the comprehensive application of both 
direct and indirect methods of obtai- 
ning statistical information [2].

Analysis of the recent research 
and publications. Questionnaire is the 
most popular method of quantitative 
sociological research [3]. H. Dvoretska 
notes that among the main methods of 
sociological research the special place is 
the questionnaire, which gives the most 
objective results [4]. O. Braichenko,  
T. Sachenko, N. Konyashyna determine 
that among other sources of informa-
tion preparation are the methods of 
survey and questioning [5].

We agree with T. Lukina that ques-
tioning is one of the types of survey that 
involves respondent filling in a special 
questionnaire with questions, which 

has become widespread especially in 
recent years in connection with the ac-
tivation of civil processes around the 
world, the formation of open civil soci-
ety, conducting a large number of opi- 
nion polls, etc. [6].

B. Savchenko and A. Danilenko em-
phasize the importance of questioning 
and its role in the sociological research, 
because it is used to simulate different 
experimental situations in order to ob-
tain information directly from the spe-
cialist; to find out his opinion on vari-
ous issues of collective activity, first of 
all, concerning what was not reflected 
in the official documents, in the results 
of observation and other methods of  
research [7].

Purpose of the article. Determi-
nation of satisfaction of working con-
ditions of the medical workers of the 
Municipal non-commercial enterprise 
“Center of Primary Health Care No. 2” 
of Svyatoshynsky district of Kyiv 
(hereinafter — CPHC No. 2) by means 
of expert survey.

Presentation of the main mate-
rial. The satisfaction of the healthcare 
workers with work affects the quality 
of healthcare. In addition, the satisfac-
tion of healthcare workers is a criterion 
for the effectiveness of the personnel 
management in a healthcare facility 
[8].

The peculiarity of the problem of 
creating motivation for qualitative 
fulfillment of their professional duties 
among medical workers is that in the 
conditions of transformation of the 
healthcare system the existing mecha-
nisms of labour organization become in-
effective, and new ones must go through 
a difficult path of formation, which is 
the basis of an effective system of work 
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with the staff aimed at the formation 
and development of professional skills, 
to provide opportunities for their im-
plementation [9].

By examining employee satisfaction, 
the management receives information 
about the strength of staff commitment 
to the organization in which he ope- 
rates, including the healthcare facility 
[10]. Therefore, determining the level 
of employee satisfaction should be a 
priority of the personnel management 
system [11].

The purpose of the expert survey 
is to obtain the necessary information 
reflected in the knowledge, opinions 
and evaluations of the respondents that 
are competent persons who have deep 
knowledge of the subject or object of 
the research and have valuable prac- 
tical experience in a particular field 
[12].

Thus, by means of an expert survey 
by the method of questioning can de- 
monstrate the algorithm of conducting 
a survey of satisfaction with the wor- 
king conditions of healthcare workers 
providing primary medical care and 
identifying measures to improve the 
mechanisms of improving the working 
conditions.

Thus, in the period from November 
to December 2019 an expert survey 
was conducted on the satisfaction with 
the working conditions of the medical 
workers of the CPHC No. 2.

The questionnaire was used as a tool 
that included the socio-demographic 
characteristics of the respondents and 
the criteria that influence the level 
of satisfaction of healthcare workers 
with the working conditions. The sur-
vey asked the respondents to answer 
the questions with detailed answers to 

open-ended questions, as well as ques-
tions with specific options for answer-
ing them.

In total 101 respondents took part 
in the survey — medical workers of 
CPHC No. 2, including women —  
91,1 %, men — 1 % (7,9 % did not spe- 
cify gender); age of the respondents: 
18–24 years — 1 %; 25–35 years —  
18,8 %; 36–49 years — 37,9 %; 50–59 
years — 11,9 %; 60 years and older — 
19,8 % (10,9 % did not specify age); 
education of the respondents: incom-
plete secondary school — 1 %, medical  
secondary school — 24,8 %, professional 
secondary school — 14,9 %, incomplete 
higher — 1 %, higher — 58,4 %; category  
of the medical staff: junior medical  
staff — 2 %, secondary medical staff — 
43,6 %, doctor — 36,6 %, head of the 
outpatient clinic of general practice 
of family medicine — 2 % (15,8 % did 
not specify the category); respondents’ 
work experience in the medical center: 
less than a year — 5,9 %, 1–3 years —  
5 %, 3–7 years — 17,8 %, 7–15 years — 
12,9 %, more than 15 years — 47,5 % 
(see Table 1).

Based on the results of the expert 
survey we can draw the following con-
clusions.

The study of the motivation and 
stimulation of work of the healthcare 
workers showed that 71 % of respon- 
dents agree that wages at the enterprise 
are paid on time and in full. At the same 
time 51 % of respondents are dissatis-
fied with their wages. 39 % believe that 
they will be rewarded with high perfor-
mance, and 55 % are not sure. 46 % — 
believe that being responsible by atti-
tude to work — the initiative is encou- 
raged, and 77 % of respondents have the 
opportunity to receive additional trai- 
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ning, which helps to perform the work 
at a higher level (Fig. 1).

Almost all the respondents (87 %) 
believe that CPHC No. 2 employees 
adhere to the rules, instructions and 
regulations adopted at the healthcare 
facility. 74 % believe that the unit in 
which they work is a reasonably secure 
and safe place to work. In the work-
place comfortable working conditions 
are created — consider 65 %. 80 % of 

respondents believe in the high quali-
fication of the employees. 73 % of re-
spondents believe that all employees 
carry out the production plan and are 
responsible for the quality of healthcare 
(Fig. 2).

Table 2 illustrates the level of corpo-
rate culture in CPHC No. 2. Thus, 64 
% of respondents believe that the team 
is friendly and close-knit. In case of 
contradictions or conflicting points in 

Table 1

Socio-demographic characteristics of the respondents – medical workers  
of the cPHc no. 2

1 gender: Woman – 92 man 1

2 your age: 18–24 years
1

25–35 
years

19

36–49 
years

38

50–59 
years

12

60 years 
and older

20

3 your education: Incomplete 
secondary 1

secondary 
medical 

25

secondary 
profes-

sional 15

Incomplete 
higher 1

Higher 
59

4 category 
of medical staff

Junior medical 
staff 

2

secondary 
medical staff

44

doctor
37

Head of the 
ocgPfm

2

5 Work experience in 
the medical center

less than 1 
year

6

1–3 years
5

3–7 years
18

7–15 years
13

more than 
15 years

48

Fig. 1. level of motivation and stimulation of work of the healthcare workers  
of the cPHc no. 2 (%)
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the group, 71 % of respondents always 
manage to overcome the differences.  
76 % consider themselves to be a mem-
ber of the unified team of CPHC No. 2. 
79 % of respondents believe that in-
teraction with the immediate leader 
is built freely and openly. 58 % of re-
spondents believe that the leadership of 
CPHC No. 2 builds with the employees 
fair, open relations.

The communicative connections in 
the CPHC No. 2 allowed the survey 
method to reveal the following data:  
61 % of respondents were informed 
about different aspects of the Center’s 
life and activities. Only up to 60 % of 
the required business information is 
communicated in a timely, clear and 
neatly manner. 75 % know exactly 
what results the management expects 

Fig. 2. Satisfaction with working conditions and observance by the medical workers  
of the current normative-legal acts regulating activity of the cPHc no. 2 (%)

Table 2
level of corporate culture in the cPHc no. 2

№
assertion  

of the questionnaire
agree % not sure % Disagree %

1 our medical center has a friendly 
and close-knit team

65 64,4 27 26,7 5 4,9

2 When there are conflicts in the 
team or conflicting moments, we 
almost always manage to over-
come our differences

72 71,3 24 23,8 5 4,9

3 I can say for myself that I am a 
member of an unified team of our 
center

77 76,2 15 14,9 5 4,9

4 my interaction with the immediate 
manager is built freely and openly

80 79,2 16 15,8 5 4,9

5 the leadership of the medical 
center builds fair, open relation-
ships with the staff

59 58,4 28 27,7 11 10,9
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from their work. Only 56 % have suf-
ficient capacity to express their opinion 
on emerging issues or problems to the 
immediate manager and senior manage-
ment (Fig. 3).

Conclusions and suggestions. 
Thus, the conducted expert survey on 
satisfaction with the working condi-
tions of the medical workers of the 
CPHC No. 2 gives grounds to conclude 
that, in general, the healthcare workers 
are satisfied with the existing working 
conditions. Thus, 58 % of respondents 
are ready to recommend work in our 
institution to their friends and rela-
tives. 60 % of respondents will refuse to 
offer to work elsewhere with the same 
working conditions and wages. 68 % of 
respondents believe that they have eve-
rything they need to do their work in 
the best way. That the management of 
our Center does everything possible to 
provide decent working conditions are 
sure 72 % of respondents. 73 % believe 
that the Center pays sufficient atten-
tion to young workers. 59 % of respon- 
dents are satisfied with the work and  
81 % plan to work in our institution for 
at least 12 months. 60 % are proud to 

work at the CPHC No. 2. According 
to 71 % the colleagues with whom the  
respondents work do full-time work.

The survey also highlighted weak-
nesses in the staff motivation and sti- 
mulation processes. Thus, only 45 % in 
the last 6 months have received praise 
from their leader for their good work, 
only 52 % of respondents consider the 
CPHC No. 2 an excellent place of work, 
which allows to distinguish for the 
leaders of the CPHC No. 2 the direc-
tions of improvement of the activities 
for improvement and creation of condi-
tions for formation of work satisfaction 
for the medical workers.

At the same time, 82 % of healthcare 
workers are ready to make additional 
efforts to participate in the improve-
ment of the CPHC No. 2, which has a 
positive dynamic.

We believe that it is necessary to de-
velop and approve the “Regulations on 
the system of motivation and stimula-
tion of work of the medical workers of 
the Municipal non-commercial enter-
prise “Center of Primary Health Care 
No. 2” of Svyatoshynsky district of 
Kyiv” as a normative-legal act regula- 

Fig. 3. communicative connections in the cPHc no. 2 (%)
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ting the managerial actions and rela-
tionships regarding motives and stimu-
lating the work of the medical staff.

In the context of the transformation 
of the healthcare sector, it is advisable 
to monitor and evaluate the activities 
of the CPHC No. 2 as a whole, of the 
structural units and the staff of each 
healthcare worker, in particular, and 
to analyze the work of the CPHC No. 2 
on the quality of care delivery by de-
veloping a questionnaire for patients 
regarding the level of satisfaction of the 
provided medical services and the in-
troduction of an anonymous question-
naire of users of the services in order to 
determine the degree of satisfaction of 
the patients with the level of qualifica-
tion of the medical workers, etc.

The prospects for further research 
are to perform a comparative analysis 
of healthcare workers’ satisfaction with 
the working conditions and patients’ 
satisfaction with the provision of medi-
cal care at the CPHC No. 2.
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