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EFFECTIVE MOTIVATION, EFFECTIVE PERSONNEL MANAGEMENT
IN REHABILITATION CENTERS OF KAZAKHSTAN

Abstract

This article discusses effective personnel management in rehabilitation centers in Kazakhstan. In modern
business, with its inherent volatile competitive environment, the implementation of effective activities is impossible
without effective personnel management. As a result of sociological research, the degree of satisfaction with the
incentive system for medical personnel of the Rehabilitation Center Kokshe was revealed. From these data it can
be seen that for the employees of the rehabilitation center, the most significant motivational factors are economic
methods, and among the preferred motivational methods are socio-psychological ones. To substantiate the importance
of applying socio-psychological methods in the system of medical personnel management and the formation of
a personnel management model, methodological approaches of classical theories of motivation were considered:
a questionnaire according to A. Maslow's theory and F. Herzberg 's tests. The effectiveness of the organization's
activities is determined by the ratio of the results achieved and the resources expended on this and is made up of the
efficiency of using various factors, one of which is motivated work. The success of healthcare institutions, including
rehabilitation centers, depends on the extent to which medical workers realize their professional potential. We have
proposed a more advanced and effective management approach — the KPI method for motivating medical personnel
in Kazakhstan, which allows us to organically combine material and non-material incentives with the motivational
impact of all healthcare workers. The presented calculations showed that the introduction of personnel assessment
according to the KPI system for all medical services will provide a multiplier effect and improve the competitiveness
of rehabilitation centers and healthcare in general.

Key words: the sphere of health care, personnel management, medical workers, incentive system, rehabilitation
center, resources, sociological research.
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Introduction

The relevance of the research topic lies in the fact that the methods used in managing the medical
staff of most companies, especially rehabilitation centers, do not meet the expectations of employees,
the requirements of modern business as a whole. The choice of the topic of scientific research is
determined not only by the requirements of working out methodological issues in order to create an
effective system of personnel management, motivation, but also by the need to provide an industry-
specific approach to solving management problems in the healthcare sector. The main focus of this
study will be on the effectiveness of personnel management in medical institutions.

The purpose of the study is to develop recommendations for improving the personnel management
system and considering approaches to its implementation, in order to increase the satisfaction and
motivation of employees of healthcare institutions and, first of all, rehabilitation centers of the Republic
of Kazakhstan. Realization of the set goal requires the solution of the following tasks:

¢ cxplore the theoretical foundations of personnel management;

+ study the current state of the HR management system of the rehabilitation center “Kokshe”;

¢ improve the HR management system in a medical institution based on the use of effective
motivation, efficient management;

¢ introduce an approach to HR management in healthcare organizations developed on the basis
on the new model. This model allows to increase the level of motivation of employees and improve
the quality of medical services;

¢ develop practical recommendations on the application of socio-psychological and economic
methods in HR management in the healthcare of the Republic of Kazakhstan.

Materials and methods

When selecting the material and writing the article, we used a combination of the following
methods of economic research: monographic, abstract-logical, expert judgement. The work also
used such research methods as comparison and generalisation, scientific abstraction and synthesis.
Quantitative and qualitative research methods were used in the performance of the work [1]. In the
course of the study, the authors used the techniques of system analysis, graphical and tabular methods,
the method of coefficients, and questionnaires.

The questionnaire method was used to survey medical personnel for satisfaction with the existing
motivation system in the organisation. The motivation portfolio of personnel was analysed using the
F. Herzberg test. Economic calculations of the index of patients’ satisfaction with the work of medical
personnel was used to substantiate the KPI system on the example of a particular medical organisation.
Factor analysis was used in the work to calculate the effectiveness of measures from the introduction
of KPI for medical staff of a particular organisation.

Main provisions

The problem of effective motivation of employees of medical organisations is of particular
importance, because, firstly, financial resources of these institutions are limited, and secondly, the
average age of medical personnel exceeds 400 years. Motivation to work in the middle of the career is
significantly reduced, and this fact requires close attention and special approaches. In addition, not all
the tools used are highly effective in managing the behaviour of medical staff.

Staff needs change over time; as some needs are met, other needs may be prioritised (the law of
increasing needs). In this regard, a consistent assessment of the staff motivation system should include:

¢ quantitative assessment of the degree of satisfaction of employees’ motivational needs;

¢ identification of variable motivational needs of employees

¢ selection of updated incentives and KPI system corresponding to these needs;

¢ evaluation of the effectiveness of the implementation of the KPI system for medical personnel
on the example of a specific organisation.
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Literature review

The ideas about the possibilities of motivating employees’ labour have undergone great changes in
management practice. For a long time it was believed that the only and sufficient incentive to induce an
employee to work efficiently was material remuneration. Taylor, the founder of the school of scientific
management, developed his system of organising workers’ work, convincingly proving the connection
between labour productivity and remuneration. However, Mayo’s experiments at Hawthorne found
a significant influence of other factors — psychological factors — on labour productivity. Over time,
various psychological theories of motivation have emerged, attempting to examine the determinants
and structure of the motivational process from different perspectives. As a result, the so-called “carrot
and stick” policy was replaced by the development of more complex systems of stimulating the
motivation of employees to work, based on the results of its theoretical study [3].

Modern theoretical approaches to motivation are based on the ideas formulated by psychological
science, which studies the causes and mechanisms of purposeful human behaviour. From these
positions, motivation is defined as the driving force of human behaviour, which is based on the
interrelation of human needs, motives and goals.

To substantiate the importance of applying socio-psychological methods in the system of medical
personnel management and the formation of a personnel management model, methodological
approaches of classical theories of motivation were considered: a questionnaire according to
A. Maslow’s theory and F. Herzberg ‘s tests [6]. The distribution of the needs of the rehabilitation
center workers according to A. Maslow showed that the staff sees a direct connection between their
efforts and their remuneration [4]. Maslow presents his hierarchy of needs, integrating at the same
time the philosophies of humanism, Freudianism and behaviourism. Human needs can be presented
in a hierarchical order, which is reflected in Maslow’s pyramid. He goes on to examine in detail the
satisfaction of needs, its consequences, its relationship to learning, character development, mental
health and other phenomena, and revises the theory of instinct, which explains human behaviour from
a biological point of view. This, in turn, indicates that most medical workers are characterized by
devotion to their work, the constancy of the chosen place of work, social competence, which should
be valued and encouraged in all available ways.

In the future, to solve this problem, it is necessary to expand the possibilities of effective motivation
and management by improving the personnel management model. The imperfection of the system of
material incentives makes it necessary to look for other forms and incentive mechanisms. One of these
mechanisms is the mechanism of continuous motivation, based on the systematic monitoring of the
motivational needs of employees and the degree of their satisfaction through the use of appropriate
incentive packages for each employee.

For healthcare workers, social goals play a role in achieving a given level of employee satisfaction.
Based on the results of the conducted research, it can be concluded that for the employees of the
rehabilitation center, the most significant motivational factors are economic methods, and among the
preferred motivational methods are socio-psychological ones.

The role of psychological methods in the management of health organizations is especially great,
since all the activities of medical personnel are related to serving the population and providing them
with various kinds of services. In addition, this will increase the level of satisfaction with the work
of employees, and as a result will lead to an increase in the volume of medical services and there by
ensure the efficient functioning of the medical institution. Proper application of socio-psychological
methods in personnel management in medical organizations will change the motivational profile of
workers in this area, increase their level of satisfaction and improve the quality of customer service [3].

Results and discussion

At present, there are many ways of forming labour remuneration funds, forms and systems of
payment, and assessments of labour efficiency in the health care system. In health care, piecework and
hourly wages are used, funds are formed according to norms or percentages of income. All methods
differ in stimulating employees to achieve certain results, quantitative or qualitative. Therefore, the
main task of further improvement of labour remuneration in health care can be considered the creation
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of such a mechanism that would ensure optimal interest of health workers in the quantity and quality
of labour, correspond to the methods of financing and the objectives of the state policy in the field of
health care.

With a rather low level of wages, the work of medical workers is increasingly motivated by
internal factors. The imperfection of the system of material incentives makes it necessary to look for
other forms and incentive mechanisms. One of these mechanisms is the mechanism of continuous
motivation, based on the systematic monitoring of the motivational needs of employees and the degree
of their satisfaction through the use of appropriate incentive packages for each employee.

The technology for identifying the motivational needs of employees is known as the Richie-
Martin model [3], which interprets the results of such identification in the form of “Motivational
Profile” histograms. Formation of the personnel motivation mechanism begins with assessing the
degree of staff satisfaction with this incentive system. The essence of this analysis lies in the primary
identification of the current incentive bulletin in a particular healthcare organization and their division
into incentives of a material, non-material and mixed nature. The assessment of the real impact of these
incentives on medical personnel is carried out by means of a sociological survey of employees [3].
Evaluation criteria are noted in the questionnaire, which lists the elements of the incentive bulletin (ie
the incentives themselves) and five criteria: fully satisfied; more satisfied than dissatisfied; something
in between; more dissatisfied than satisfied; completely dissatisfied.

Let’s consider the results obtained in the study with the aim of forming the motivational profile of
employees according to F. Herzberg [6]. As a result of the survey, it was revealed that 56.25 and 49.72%
of respondents were completely satisfied with the incentive system, 34.94 and 31.25% were satisfied
to some extent, 3.98 and 11.36% found it difficult to answer, in 3.98% and 5.40% are dissatisfied to
some extent, 0.85% and 2.27% are not satisfied at all (figure 1).
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Figure 1 — Degree of satisfaction with the system of incentives for medical personnel
of the “Kokshe” Rehabilitation Center

Note: Compiled by the authors based on [5].

As can be seen in the histogram, the nature of the data obtained shows (figure 2, 138 p.) that the
key “motivating factors” according to Herzberg in the respondents’ answers are “job content” — 24,
“career” — 23, “achievements” — 22. Financial motives also play a special role — 28.

Most of the respondents, workers directly involved in the rehabilitation of patients, are result-
oriented and have a high level of success. The motivating factors for them are: interesting work,
recognition and respect, the possibility of career development and striving for achievements.
Orientation to the result in any kind of activity makes you look for ways to achieve the goal, and not
get hung up on the causes of failures.

The use of socio-psychological methods lies in the correct impact on relationships in the team. The
most common socio-psychological methods are: psychological motivation, selection of specialists and
professional training, optimal staffing of the team and its individual groups (subgroups). As the main
measures to improve the socio-psychological methods of managing the personnel of the rehabilitation
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center Kokshe, trainings (standards of professional behavior, quality standards of customer service,
development of conflict resolution skills, etc.) and motivation of employees can be offered.

Motivational profile of employees

Cooperation

Relationship with management
Responsibility

Achievements

Recognition and reward

Career

Job content

Financial incentives

Figure 2 — The results of a study of the company’s personnel
according to the F. Herzberg test

Note: Compiled by the authors based on [5].

Regarding motivation, it should contain material and non-material incentives [7]. Financial
incentives should also be associated with the organization of leisure (cultural events, corporate
meetings, etc.). Non-material incentives are any motivation that does not require material costs, but
has a certain impact on the level of employee satisfaction with work (recognition of merits, conferment
of titles, etc.). In many ways, the result of the action of non-material motivation is an improvement in
the attitude of workers to work, since most employees of medical institutions are characterized by a
desire to conform to the opinions of others, to earn the respect of colleagues and management, to be
an adherent of a socially significant organization.

The use of socio-psychological methods contributes to the improvement of the activities of a
medical institution as a whole, which will increase its competitiveness in the medical services market.
In our opinion, in order to improve all the performance indicators of the rehabilitation center, it is
necessary to improve the system of economic incentives. Modern personnel management systems
build their policy by linking all the resources of personnel policy and putting personnel assessment at
the head. Modern methods for assessing the effectiveness of the work of personnel are quantitative,
qualitative, combined, etc.

In the rehabilitation industry, the increasing role of personnel is due to two factors directly related
to the specifics of this industry. Therefore, in a medical rehabilitation institution, it is necessary to
stimulate the development of the staffitselfin two directions by increasing the level of professionalism of
each specialist and increasing the level of competitiveness of a professional. Not only professionalism,
but also the appearance, demeanor, courtesy and friendliness of employees are components of the
rehabilitation services they provide.

Currently, in order to motivate medical personnel, a number of systemic measures are being taken
by the Ministry of Healthcare of the Republic of Kazakhstan [8]. The salaries of medical workers
have been increased twice (from 07/01/2019 — by 30%, from 01/01/2020 — by 30%). Also, as part
of the implementation of the instructions of the Head of State, a gradual increase in the salaries of
doctors is envisaged, bringing its ratio to 2.5 times the average salary by 2023. Measures are being
taken to improve the status of medical workers and ensure professional protection of their activities,
the decriminalization and humanization of medical criminal offenses are envisaged, and professional
liability insurance will be gradually introduced.

The motivation of medical personnel is the main means of ensuring the optimal use of resources,
mobilizing the existing human resources. The main goal of the motivation process in healthcare is
to get the maximum return from the use of available labor resources, which improves the overall
performance of the medical organization. Modern personnel management systems build their policy

138



Hayunprii sxypHan «Bectauk yausepcurera « Typam» Ne 4(100) 2023 .

by linking all resources into personnel assessment. Modern methods for assessing the effectiveness of
the work of personnel are quantitative, qualitative, combined, etc.

After analyzing the satisfaction with the system of incentives for medical personnel of the “Kokshe”
rehabilitation center [5], we came to the conclusion that a little more than 56% of employees are
completely satisfied with material incentives; not fully satisfied almost 35%; 4% found it difficult to
answer, the remaining 5% were almost dissatisfied (figure 1). However, the indicators of satisfaction
with material incentives at the enterprise are somewhat higher, harsh working conditions, lack of
decent pay and motivation, lead to staff turnover. To improve all the performance indicators of the
rehabilitation center, it is necessary to improve the system of economic incentives.

The most effective, in terms of staff motivation, is the KPI method — “key performance
indicators” [9, 10]. The current ISO 9000:2008 standard characterizes two concepts. He divides the
word performance into two terms: effectiveness and efficiency. According to the standard, performance
is the ability of a company to focus on results. Efficiency is the ratio between the results achieved and
the resources expended. Thus, the word performance combines both effectiveness and efficiency. That
is, the spread of negative experience is twice as fast as positive.

The criteria are divided into group and individual. They include: result indicators, labor productivity
indicators, process (functional) indicators, performance indicators. According to the method of
calculation, they are divided into discrete, continuous, lowering. Discrete KPI or qualitative — show
the implementation of a given parameter and is marked in the results as “completed / not completed”.
Continuous KPIs take values in a given period of time (percentage of requests processed). Decreasing
KPIs are parameters that are aimed at lowering the final coefficient if the result is not achieved. One
of the most sought-after possible KPI parameters is the performance of an individual unit or the entire
organization.

When implementing KPI in a company, it is necessary to take into account its specifics, goals and
objectives, and the course of business processes. This system will fundamentally change the principle
of payroll, so it is important to explain to employees that the efficiency of their work will directly
affect the level of income, and this is useful in the first place for them.

Let’s get acquainted with some rules and principles of KPI.

1. Rule “10/80/10”. Kaplan and Norton recommended the use of more than 20

KPIs [35]. Hope and Fraser suggest using no more than [11]. The best current practice
recommendation is the 10/80/10 rule. This means that an organization should have around 10 KPIs,
up to 80 performance indicators and 10 KPIs. Panov recommends using no more than 10-15 KPIs
for departments, otherwise managers will be overloaded with planning, and the organization’s
management will be overwhelmed with a “debriefing” on the execution of KPIs, which do not greatly
affect the performance of both the department and the organization [12].

2. The principle of controllability and division, responsible for a certain indicator, resources
should be allocated for its management, and the result can be controlled.

3. The principle of transferring efforts to the main directions. Here rise performance requires
expanding the powers of the organization’s employees, especially those who work directly on the “front
line” (assisting employees in need of advanced training, providing training, transferring responsibility
for developing their own KPIs , effective communications.

4. The principle of coordinating production indicators with the strategy.

We have calculated key performance indicators for some services of the Kokshe Center . For each
service, two or three KPIs were developed, the most significant, and weights were selected that most
accurately characterize the significance of each criterion.

Approximate calculation of KPI for the “Department of physical methods of rehabilitation”,
which includes the department of physiotherapy, the department of exercise therapy and massage, the
department of balneology, the cabinet of reflexology (tables 1, p. 140; 2, p. 141). In our opinion, the
key performance indicators here will be: an increase in the number of recovering patients and patient
loyalty indicators (positive reviews, satisfaction index indicators).

First, let’s determine the patient satisfaction index.

The analysis and evaluation involved a number of steps. To calculate the satisfaction index, the
actual and standard level of satisfaction for each patient was determined. The actual level is determined
by multiplying the score of each criterion in points (out of 9 proposed in the questionnaire) by the
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weight of each criterion. The normative (desired) level of satisfaction is found by multiplying the
significance of the criterion (weight) by the highest score (5 points).

By the ratio of the actual assessment to the normative (desired) one, we obtain the “client
satisfaction index”.

¢ Sy % (one 1
Iy, v 5 x100 % (one) (1)
where:

Y f— actual customer satisfaction;

Y n — customer satisfaction is standard;

S f— the actual participants in the survey;

S pl — planned participants in the survey.

Table 1 — Calculation of the index of patient satisfaction with the work of the “Department of Physical
Methods of Rehabilitation”

Criteria Quality control Sum Average score | the weight Subject to
5 4 3 2 1 points weight
- quality of doctor-
patient relationship 18 15 8 0|0 174 4.35 0.7 3.05
- competence of
employees 8 18 | 3 2 1 126 3.15 0.8 2.52
- norms of behavior
of employees 10 16 (11 |3 |0 153 3.83 0.6 2.29
- participation

of patients in the
process of decision-

making on treatment 15 10 | 8 6 |14 152 3.8 0.5 1.9
- service cost 25 8 4 10 [0 169 4.45 0.9 4.0
- quality of medical

services 15 12 |8 |5 1]0 157 3.93 1.0 3.93

- patients’ rights:
strengthening and

protecting 29 10 | 1 010 188 4.7 0.4 1.88
- Availability of

new diagnostic and

treatment methods 25 9 6 [0 |0 179 4.47 0.75 3.35

- timely provision
of information to

patients 25 10 | 5 0|0 180 4.5 0.3 1.35
Actual level of

satisfaction 24.27

Normative level of

satisfaction 28.85

Satisfaction index (i) | i=VYd: Yu=24,27:28,85 = 0,84*100 = 84,0%
Note: Compiled by the authors based on data from [5].

Thus, the index of patient satisfaction with the work of the “Department of Physical Rehabilitation
Methods” i = 84.0%, i.e., patient satisfaction with treatment can be considered successful by 84% and
unsuccessful by 16%. Next, we proceed to the calculation of KPI (table 2, 6. 141).

The final stage of KPI calculation is the level of wages that the employees of the Department of
Physical Rehabilitation Methods will receive, taking into account the fulfillment of planned targets.
We proceed from the fact that wages (at the time of the events it was 138.5 thousand tenge) are divided
into two parts: a fixed part (60% of the salary) and a variable part (40%). An additional bonus, in case
of overfulfillment of the task, the employee receives to the variable part. Then, taking into account the
bonus, the doctor will receive: 60% + (40% * 1.35) (KPI index), i.e., 83.1 thousand tenge — 60% of
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the salary equal to 138.5 thousand tenge and 55.4 thousand tenge 40% of the amount of wages equal
to 138.5 thousand tenge, then, taking into account the KPI index, earnings will be:

83.1 +(55.4*1.35) =83.1 + 74.79 = 157.89 thousand tenge.

Table 2 — Calculation of KPI for the “Department of Physical Rehabilitation Methods”

Parameters for calculating the KPI index

Key Performance Indicators Initial data for calculating KPI | Planned data for

KPI calculations
1. Increasing number of sick people | 100% +20% (120)
recovering
2. Satisfaction index Actualrate 84% +4% (90%)

KPI calculation

Key performance indicators and | Planneddata,% Actual data received KPI index
their weight
KPI 1 (0.5) twenty 25 0.6
KPI 2 (0.5) four 6 0.75
Result 1.35=135%
Index calculation: i = weight * actual data / plan. data
Note: Compiled by the authors based on data from [5].

According to the statements and calculations of many analysts, the results of the implementation
of KPI are:

+ revenue growth, according to statistics it is 10%;

+ growth in the number of customers and, as a result, an increase in profits (according to statistics,
an increase in the influx of customers by 5% gives up to 15% growth in profits);

+ increase in the level of labor productivity by increasing motivation and improving the efficiency
of all business processes, by an average of 5%;

¢ reducing costs, as a result of the growth of labor productivity and the volume of services
rendered, by an average of 10-20%.

Taking into account all the factors listed above, we calculate the effectiveness of the introduction
of the motivation system at the enterprise (table 3).

Table 3 — The effectiveness of activities from the implementation of KPI

Index Before the Growth Percentage+ After the proposed Effect

proposed (decreases-) activities

events

Sales proceeds, tystg . 107048.4 +10 117753.24 +10704.84
Costs for the production 98695.65 -10 88826.08 -98691.56
and sale of services, tystg .
Average annual number of 140 5 147 7
employees, people
Labor productivity, 764.63 5 891.04 +36.41
thousand tenge for one
employee
Profit, tystg . 8352.75 15 12529.12 +4176.37
Profitability,% 8.46 - 14.1 +5.64
Note: Compiled by the authors based on the data of the “Kokshe” rehabilitation center [5].

The data of the above calculations (tables 1-3) show that the introduction of personnel assessment
according to the KPI system for all services of the enterprise will provide a multiplier effect and
improve the competitiveness of the enterprise in the medical services market. As you know, the
existing system for assessing and controlling the quality of the medical care system is mainly
aimed at identifying a “bad doctor” or “bad structural unit”, which led to the emergence of fear and
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distrust among medical workers in the very process of quality assurance. In the current conditions
of the functioning of medical institutions, the methods of analysis, evaluation and quality control
of the medical care provided were aimed at identifying cases of deviation (medical errors) in the
implementation of medical and diagnostic measures. At the same time, the further development of the
system for improving the quality of medical care by tightening control only partially affects the state
of public health, payment for medical services is made not for achieving the final result, but for their
number in accordance with the normative technology. Management decisions within the framework
of quality control were possible only in the form of penalties and other punitive measures. The desire
to put the quality of medical care at all levels of the health care system under strict and precise control
led to the complication and cost of the control system itself, which makes it less effective. Thus, the
effectiveness of the inspection control of medical care remains low, no more than 5% of defects in the
treatment and diagnosis of patients are detected, and even then only after the fact.

The above problems confirm the need to introduce a new policy in quality assurance: continuous
improvement of the quality of medical care to the population by making additions to the system of
management methods. This policy predetermines the need for a systematic approach to all aspects of
the quality of medical care using international experience; includes a methodology for a comprehensive
study of an object as a system, its structure, functions, identification of problems, development and
implementation of measures to solve them.

The last decades in world practice are marked by fundamental and fundamental changes in the
system of motivation in ensuring the quality of products and services: the transition from the search
and punishment of the guilty to stimulating the identification and solution of existing problems. It is
not punishment that is promising, but active stimulation of medical workers to find and admit their
own mistakes in the process of medical and diagnostic care, which allows them to quickly make a
decision without waiting for instructions from controlling and inspecting organizations. Therefore, the
method of internal audit of the quality of medical care by the employees themselves is an important
lever for improving quality and meets the requirements of health care reform. It refers to a low-cost
and more effective model for monitoring medical services.

The main goal of health care quality management is to improve the clinical performance, cost-
effectiveness and social utility of treatment. As a tool for its implementation, the Donabedian triad,
generally recognized in world practice, is used - structure, process, result. The positive effect of using
foreign experience in healthcare management in the conditions of our country forms approaches to the
introduction of a fundamentally unified mechanism for assessing the quality of medical care.

Conclusion

1. The personnel management systemis a set of techniques, methods, technologies for organizing
work with personnel. Its main goal is to provide the organization with highly qualified personnel, its
effective use, ensuring the professional and social development of personnel.

2. The specific features of the functioning of healthcare institutions in modern market conditions
and the significant dependence of effective activity on the effectiveness of personnel impose
requirements for the flexibility of the personnel management system. In this regard, in order to increase
the motivation of employees, satisfaction with their work and create a supportive environment in
economic uncertainty, an integrated personnel management system is needed.

3. The study revealed a low level of employee satisfaction with many components of working life,
including the following methods: organizational, administrative and economic. The research results
show the primary importance for workers in this area of material incentives, and moral incentives are
among the preferred motivational factors.

4. The role of psychological methods in personnel management in health care institutions is
especially great, since all the activities of medical personnel are related to serving the population and
providing them with various kinds of services. Proper application of socio-psychological methods in
personnel management in medical institutions will change the motivational profile of workers in this
area and increase the level of satisfaction, will improve the performance of the medical institution as
a whole, which will increase its competitiveness in the medical services market.
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5. A huge role in the personnel management system is played by non-material incentives. It
includes any motivation that does not require material costs, but has a certain impact on the level of
employee satisfaction with work (recognition of merits, conferment of titles, etc.)

6. As the main measures to improve the socio-psychological methods of managing the
personneltrainings of the “Kokshe” rehabilitation center (standards of professional behavior, standards
for the quality of customer service, development of conflict resolution skills, etc.) and motivation of
employees can be offered. Regarding motivation, it should contain social and material incentives for
organizing leisure activities (cultural events, corporate meetings, etc.).

7. To improve all the performance indicators of the rehabilitation center, it is necessary to increase
the effectiveness of economic incentives in the personnel management system. Modern personnel
management systems build their policies by linking all the resources of personnel policy, headed
by personnel assessment. The most effective, in terms of staff motivation, is the KPI method. The
introduction of personnel assessment according to the KPI system, in our opinion, will provide a
multiplier effect and improve the competitiveness of the enterprise in the medical services market,
especially in rehabilitation centers in Kazakhstan.

8. We have proposed a more advanced and effective management approach — the KPI method for
motivating medical personnel in Kazakhstan, which allows us to organically combine material and
non-material incentives with the motivational impact of all healthcare workers.

REFERENCES

1 PamoBa A.E. CoBpeMeHHbIE METOJIBI MOTHBAIMK TIEPCOHANA OpraHW3anui // Mup TeIarorukda u
nicuxonorun. — 2021. — No. 2(55). — C. 50-55.

2 JloopenpkoB B.M., KpaBueHko A. MeTombl comuoniorndeckoro uccienoBanus. — M.: THOPA-M,
2017.-768 c.

3 Tlopommu A.C. MoTHuBanus NepcoHaia: peaiii ¥ MEepCeKTUBBI // DKOHOMHKA M OW3HEC: TEOpHUs U
npaktuka. — 2021. — No. — 1-2(71). — C. 78-81.

4 Kabene S.M., Orchard C., Howard J.M., Soriano M.A., Leduc R. The importance of human resources
management in health care: a global context / Human Resources for Health. 2006, no. 4, p. 20.

5 Sami A., Murad S., Rawan O.D., Samer H. The impact of digital HRM on employee performance
through employee motivation // International Journal of Data and Network Science. 2022, no. 7(1), pp. 275—
282.

6 Ahmad A., Muhammad A., Khaled A., Barween A., Haitham A., Salima H., SuliemanA. The effect of
electronic human resources management on organizational health of telecommunications companies in Jordan //
International Journal of Data and Network Science. 2022, no. 6, pp. 429-438.

7 butioxoBa C.C. CoBeplIeHCTBOBaHHAE CUCTEMbI MOTHBAIIUH TIepcoHana // Mosomoit y4yensrit. — 2019. —
Ne 15(253). — C. 187-190. URL: https://moluch.ru/archive/253/58040/ (nata odpamenus: 26.01.2023)

8 Camoykmna H.B. DddextuBHas MOTHBAIMS IMEpCcOHANAa TPH MHUHUMAIBHBIX 3aTparax: COOPHHUK
MIPaKTUIECKUX HHCTPYMEHTOB. — M.: Dkemo, 2015. — 272 c.

9 Kirouersle nmokasarenu s¢p¢dexruHoctd. Bee o KPI. URL: https://vklady-investicii.ru/articles/biznes/
klyuchevye-pokazateli-effektivnosti-vse-o-kpi.html

10 Jleccnep I'. Yrpaenenwue nepconanoMm. — M.: Jlaboparopus 3Hanuii, 2020. 802 c.

11 Batovrina E., Oparina N., Cherniaeva G. Modern HR Analytics: Digital Opportunities in Assessing the
Effectiveness of Personnel Management // Lecture Notes in Networks and Systems book series. 2022, vol. 380.

12 Wneuna U.B. Menununckas peadunuTanus. Y 4eOHuK st By30B. — M.: M3aarensctBo FOpaiit, 2019. —
276 c.

13 IleseneBa H.M., Ab6nmpaxmanoBa A.O., MwunOaeBa JI.C. [IpoGnembl pa3BUTHS MEIUIUHCKON
peabunutanuu B pecnyonnke Kasaxcran / Yenexu coBpeMeHHOro ecrectBo3Hanus. — 2015. — Ne 6. — C. 77-81.

14 Bykova A., Lobza A., Gavrysh J., Soroka I., Karpenko Y. The Effectiveness of Bonus Payment as a
Financial Incentive for Top Management / WSEAS Transactions on Business and Economics. 2022, no. 19,
pp- 1476-1492.

15 Puum L., Maptur I1. Ynpasnenue moruBanuei: 12 ¢axropoB mMoruanuu. — M.: IOunTH-/lana,
2009. — 230 c.

16 JlaHHBIEC COIMONOTHYECKUX UCCIIENOBAaHUN peadmuTanrnonHoro neHTpa «Koxkmey. — 2021.

143



«Typan» yHUBEpCUTETIHIH XabapIIbIChly FRUIBIMU KypHabl 2023 . Ne 4(100)

17 Macnoy A. Mortusanust u imaHocts. — CI16.: [Tutep, 2014. — 74 c.

18. Tect I'epubepra: Kak onpenesuTh Bexymuil MmoTuBatop cotpymnanka 30 ampens 2021. URL: https://
www.hr-director.ru/article/66997-test-gertsberga-19-m3

19 Jlecuna T.B., Yepno [I.A. KitoueBbie mokazarenu 3(p(eKTHBHOCTH Ha ciayx0e. DPPEKTHBHOCTH
pabotel roccnyxamux // Bectauk EBpasuiickoit Hayku. — 2018. — Ne 2. — Tom 10. — C. 9.

20 Asikhia O., Ogunode O., Oladipo S. Effective Management Decision Making and Organisational
Excellence: A Theoretical Review // The International Journal of Business & Management. 2021, no. 9(1),
pp- 144-150.

REFERENCES

1 RadovaA.E. (2021) Sovremennye metody motivacii personala organizacij // Mir pedagogiki i psihologii.
No. 2(55). P. 50-55. (In Russian).

2 Dobren'kov V.I., Kravchenko A. (2017) Metody sociologicheskogo issledovanija. M.: INFRA-M, 768 p.
(In Russian).

3 Poroshin A.S. (2021) Motivacija personala: realii i perspektivy // Jekonomika i biznes: teorija i praktika.
No. 1-2(71). P. 78-81. (In Russian).

4 Kabene S.M., Orchard C., Howard J.M., Soriano M.A., Leduc R. (2006) The importance of human
resources management in health care: a global context / Human Resources for Health, no. 4, p. 20. (In English).

5 SamiA., Murad S., Rawan O.D., Samer H. (2022) The impact of digital HRM on employee performance
through employee motivation // International Journal of Data and Network Science, no. 7(1), pp. 275-282. (In
English).

6 Ahmad A., Muhammad A., Khaled A., Barween A., Haitham A., Salima H., SuliemanA. (2022) The
effect of electronic human resources management on organizational health of telecommunications companies in
Jordan // International Journal of Data and Network Science, no. 6, pp. 429—438. (In English).

7 Bitjukova S.S. (2019) Sovershenstvovanie sistemy motivacii personala // Molodoj uchenyj. No. 15(253).
P. 187-190. URL: https://moluch.ru/archive/253/58040/ (data obrashhenija: 26.01.2023). (In Russian).

8 Samoukina N.V. (2015) Jeffektivnaja motivacija personala pri minimalnyh zatratah: sbornik
prakticheskih instrumentov. M.: Jeksmo, 272 p. (In Russian).

9 Kljuchevye pokazateli jeffektivnosti. Vse o KPI. URL: https://vklady-investicii.ru/articles/biznes/
klyuchevye-pokazateli-effektivnosti-vse-o-kpi.html. (In Russian).

10 Dessler G. (2020) Upravlenie personalom. M.: Laboratorija znanij, 802 p. (In Russian).

11 Batovrina E., Oparina N., Cherniaeva G. (2022) Modern HR Analytics: Digital Opportunities in
Assessing the Effectiveness of Personnel Management // Lecture Notes in Networks and Systems book series,
vol. 380. (In English).

12 Il'ina L.V. (2019) Medicinskaja reabilitacija. Uchebnik dlja vuzov. M.: Izdatel'stvo Jurajt, 276 p. (In
Russian).

13 Sheveleva N.I., Abdrahmanova A.O., Minbaeva L.S. (2015) Problemy razvitija medicinskoj reabilitacii
v respublike Kazahstan // Uspehi sovremennogo estestvoznanija. No. 6. P. 77-81. (In Russian).

14 Bykova A., Lobza A., Gavrysh J., Soroka 1., Karpenko Y. (2022) The Effectiveness of Bonus Payment
as a Financial Incentive for Top Management // WSEAS Transactions on Business and Economics, no. 19,
pp. 1476-1492. (In English).

15 Richi Sh., Martin P. (2009) Upravlenie motivaciej: 12 faktorov motivacii. M.: Juniti-Dana, 230 p. (In
Russian).

16 Dannye sociologicheskih issledovanij reabilitacionnogo centra «Kokshe». 2021. (In Russian).

17 Maslou A. (2014) Motivacija i lichnost'. SPb.: Piter, 74 p. (In Russian).

18. Test Gercberga: kak opredelit' vedushhij motivator sotrudnika 30 aprelja 2021. URL: https://www.hr-
director.ru/article/66997-test-gertsberga-19-m3. (In Russian).

19 Lesina T.V., Chernov D.A. (2018) Kljuchevye pokazateli jeffektivnosti na sluzhbe. Jeffektivnost' raboty
gossluzhashhih // Vestnik Evrazijskoj nauki. No. 2. Tom 10. P. 9. (In Russian).

20 Asikhia O., Ogunode O., Oladipo S. (2021) Effective Management Decision Making and Organisational
Excellence: A Theoretical Review // The International Journal of Business & Management, no. 9(1), pp. 144—
150. (In English).

144



Hayunprii sxypHan «Bectauk yausepcurera « Typam» Ne 4(100) 2023 .

K.I. CBI3ABIKOBA,*!

K.3.H., ipodeccop.

*e-mail: syzdykova-k@mail.ru,

ORCID ID: 0000-0001-5228-1842

I1.P. KAPBETOBA,?

K.?.H, aCCOLIMMPOBAHHBIN MIpodeccop.
e-mail: karbetova 2013@mail.ru

ORCID ID: 0000-0002-0765-5590

A.A. MAYKEHOBA}?

K.3.H., JIOLIEHT.

e-mail: maukenova.a@kaznmu.kz

ORCID ID: 0000-0001-7725-2845

3.P. KAPBETOBA,*

K.T.H., poeccop.

e-mail: kzr 2011 (@mail.ru

ORCID ID: 0000-0001-2345-6789
'Akanemus «Kaitaapy,

r. Anmarsl, Kazaxcran

“MeXTyHapOIHBI TPAHCIIOPTHO-TYMAaHUTAPHBIA YHUBEPCHUTET,
r. AnMmartel, Kazaxcran

*Kazaxckuii HAMOHAIBHBIH MEHIIUTHCKAT
yausepcuteT uM. C.JI. Achennuspona,

r. Anmarsl, Kazaxcran

*Kazaxckuii yHUBEpCHUTET TEXHOJIOTUY U OU3Heca,
I. Acrana, Kazaxcran

IPOEKTUBHAA MOTHUBALUA, DOPO®EKTUBHOE YIIPABJIEHUE
MHNEPCOHAJIOM B PEABWINTAIIMOHHBIX HEHTPAX KA3AXCTAHA

AHHOTAIHA

B mannoii crathe paccMoTpeH Borpoc 00 3¢ GEeKTUBHOM YIIPABICHHN TEPCOHAIOM B PEaOMINTAMOHHBIX IEHT-
pax Kazaxcrana. B coBpeMeHHOM OM3HECE ¢ MPUCYIIEH eMy M3MEHUYHBON KOHKYPEHTHON CpPEeloi OCYIIECTBICHUE
3 PeKTHBHON NEeITENLHOCTH HEBO3MOXKHO 0e3 3(h(eKTHBHOTO yIpaBieHUs NepcoHaioM. B pesynbrare cormosno-
TUYCCKUX I/ICCJ'ICILOBaHI/Iﬁ 6])1.]18. BbISIBJICHA CTCICHL YIOBJICTBOPEHHOCTHU CUCTEMOM CTUMYJIMPOBAHUA MEIUIIUHCKO-
ro mnepcoHana peadunurannonHoro nenrpa «Koxme». M3 naHHBIX BHIHO, YTO sl paOOTHUKOB peadMIMTalMOH-
HOTO ILIEHTpa Hanbojee 3HAYMMBIMH MOTHBAIIMOHHBIMH (DaKTOpaMH SIBJISIFOTCSI SKOHOMUYECKHE METOJbI, a B YNCIIe
MIPEANOYTUTENBHBIX MOTHBALMOHHBIX METO/IOB — COLIMATIbHO-TICHX0J0Tn4eckue. /i1 000CHOBaHMS BaKHOCTH IPH-
MEHEHHS COIMAIbHO-TICHXOIOTHYECKIX METO/IOB B CUCTEME YIPABICHHUS MEIUIUHCKAM MIEPCOHAIOM U (OpMHpPO-
BaHHUA MOACTIN YIIPABJICHUA ITEPCOHATIOM ObLTH PaCCMOTPEHBI METOAOJIOTHUYECKHUE TTOAXOAbI KIaCCHYCCKUX TCOpI/IFI
MOTHBAIHIA: ONPOCHUK 110 Teopuu A. Macioy u tectsl ®. ['epudepra. DhGeKTHBHOCTD ACSATEIBLHOCTH OPraHU3aluN
OIIPEEIISIeTCS] OTHOICHHEM JOCTUTHYTBIX PE3YyJIbTAaTOB 1 3aTPaueHHBIX Ha 3TO PECYPCOB M CKJIaibIBaeTcs U3 addex-
TUBHOCTH HMCIOJIb30BAHHS PA3IMYHBIX (PaKTOPOB, OAHUM M3 KOTOPBIX SIBIISICTCS MOTUBHPOBAHHBIN Tpya. Ycrex Je-
ATENFHOCTH YUPEXKICHUH c(hephl 3ApaBOOXPAHEHHS, B TOM YHCIIE B pea0MINTAIMOHHBIX [IEHTPax, 3aBUCUT OT TOTO,
B KaKO# CTETeHN MEeTUIIMHCKHAE paOOTHUKN PeaM30BBIBAIOT CBOH MPOoQeCCHOHANBHBIN moTeHral. Hamu mpemo-
JKeH OoJsiee coBepIeHHBIH U d(PPEeKTUBHBINA ypaBieHdeckuid moaxoa — metoa KPI k MOTHBalMu METUITMHCKOTO
nepconana Kasaxcrana, mo3BOSIOIIMNA OPraHUYHO COUETaTh MaTepuajbHOE M HEMaTepHAJIbHOE CTHUMYIHPOBAHUE
C MOTHUBAIIMOHHBIM BO3/I€IICTBHEM BCEX COTPYIHHUKOB 3[paBooxpaHeHus. IIpencTaBieHHbIe pacyeThl OKa3auu, 9To
BHEJIPEHHE OLICHKH IepcoHasna 1o cucreme KPI st Bcex MEeANIMHCKUX CITYKO TO3BOJIMT TOJIYYUTh MYJIbTHITIIHKA-
TUBHBIA 3P (EKT 1 yIydIUTh KOHKYPEHTOCIOCOOHOCTh PEAOMINTAMOHHBIX IIEHTPOB U 3[JPaBOOXPAHEHHS B LIEJIOM.

KitroueBble ciioBa: cdepa 31paBoOXpaHEHHMs, YIPABICHNAE TIEPCOHAIOM, MEIUIIMHCKNE paOOTHUKH, CHCTEMa
CTUMYJIUPOBAHUS, peaOMINTAMOHHBINA IIEHTP, PECYPCHI, COLHOIOTMYECKHE UCCIIEIOBAHMS.
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KA3AKCTAH OHAJITY OPTAJIBIKTAPBIH/ATbBI
TUIMAI YOXKIEME KOHE IHHEPCOHAJIABI TUIMAI BACKAPY

AnjiaTna

Bbyn makanana KazakcTanmaarbl OHAITY OPTaIbIKTAPBIHIA THIMII YOKIEME KOHE MePCOHAIbI THIMIII OacKapy
Mocernenepi KapacTeIpsutafgsl. Kasipri OmsHecTe e3iHe TOH KyObUIManbl O9CEKeNecTiK opTajga THIMII KBI3METTi
JKy3€ere achlpy MepCOHA B THIMIIL 6acKapychli3 MyMKiH eMec. COIMONOTHSIIBIK 3epTTeyiep HoTmkeciHae «Kokie»
OHAJITY OPTAJIBIFBIHBIH MEAWIMHA KbI3METKEpJICPIH BIHTAJIAHABIPY JKYyHeciHe KaHaraTTaHYIIbUIBIK JIOpexeci
aHBIKTAIIBL. JlepeKkTep KepCeTKeH e, OHAITY OpPTaJbIFBIHBIH KbI3METKEpJIepl YIIIH €H MaHbI3Abl MOTHBAIMSIIBIK
(hakTOpIap IKOHOMHUKAJBIK OMICTEP, Al KOJAIIBI MOTHBALMSUIBIK OICTEPIIH IMNIHIE OJICyMETTIK-TICHXOIOTHSITBIK
omic 6omapl. MemuITMHAIBIK IEPCOHANIBI 0acKapy JKYHECIHIE QIeYMETTiK-TICHXOIOTHASIIBIK 9IICTePAl KOMTaHyIbIH
JKOHE MePCOHANJIbI 0acKapy MOJIEIIH KaJbINTACThIPYAbIH MAHBI3/IbIIBIFbIH HETI3/ICY YIIIH KIACCUKAIIBIK MOTHBALIUS
TEOPUSIIAPBIHBIH 9MIICTEMENIK TACiAepi KapacThIpeUiAbl: A. Macnoy Teopusichl OOibIHINA cayanHama koHe D.
I'epubepr rectrepi. ¥ ibIM KbI3METIHIH THIMILTIT KOJDKETKI3UITeH HOTHIKEIIEP MEH OCBIFaH )KYMCAIIFaH peCcypcTapbiy
apa KaTblHAChl MEH aHBIKTAJIa bl )KOHE OpTYpIi (haKTopiapAbl MaijanaHy THIMIUINIHEH Typajbl, ojlapAblH 0ipi —
YOXKII JKymblc. JeHcaynmblK cakTay MeEKeMeJepiHiH, OHBIH IIIHAE OHAITY OPTaJIBIKTAPBIHBIH TaOBICTHI OOTYBI
MENIUIIMHA KBI3METKEPJICPIHIH KOCIOM oNleyeTiH KaHIIATBIKTHI iCKe achpyblHa OaimaHbIcTHL. biz Ka3zakcTaHHBIH
MEIUIMHATBIK, TIePCOHANBIH BIHTATAHABIPY YIIIH HEFYPIIBIM JKETULAIpIIreH jkoHe ThiMAlI Oackapy Tocimin — KPI
SJICIH YCHIHABIK, Oy 0i3re MaTepuaIbIK KOHE MATePHANIBIK €MeC BIHTAAHABIPYAbl OapiblK JCHCAYIIBIK CaKTay
KbI3METKEPJICPIHIH MOTHBALMSIIBIK SCEPIMEH OpPraHUKaJbIK TYpJE YHIECTipyre MYMKiHAIK Oepeni. ¥ ChIHBUIFaH
ecenreyiep 0apiblK MequUMHAIBIK Kbi3MeTTep yiniH KPI xyiiecin naiijanana oThIpbII, NMepcoHai bl Oaraiayibl
SHTi3y MYJIBTUIUIMKATUBTI HOTIKE OEPETIHIH JKoHE OHAJITY OPTaJIBIKTAPhl MEH JKaJIITbl JICHCAYJIBIK CaKTay CalaChIHBIH
Oocekere KaOIETTLITiH apTTHIPATHIHBIH KOPCETTI.

Tipek ce3mep: neHcaylmbIK cakTay cajachkl, HEPCOHAIIBI OacKapy, MEANIMHA KbI3METKEpJIepi, bIHTAIAH/IBIPY
JKyleci, OHaNTy OPTAJIBIFbL, PECYPCTAp, JICYMETTAHYIBIK 3€PTTEYIIED.
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