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Abstract. The article states problems encountered in assessing the quality of services during the
formation of the digital economy and society. These problems include the need to transform approaches for
assessing the quality of services by taking into account new techno-economic trends and the needs of
consumers, the permanent appearance of new services and the need to assess the quality of service. The
analysis of the state of development of the market of communication services and informatization is carried
out. Structuring the services market and mobile communication have shown that trends in demand decline
due to increased demand for Internet access services, however, remain prevalent over other types of
communications by income and number of subscribers. The basic criteria of quality evaluation system
services include network availability and suitability, availability, adequacy and continuity of services. The
main shortcomings of the existing criteria are in terms of operator interaction with consumers, including the
lack of accounting requirements and expectations. The transition from quality assurance system to quality
management system with customer orientation and quality of service is proposed. To identify the gap
between the expected and real level of service quality and mobile service, a consumer survey was
conducted that identified the main gaps: lack of understanding by the operator of customer expectations,
inaccessibility of information to customers about quality standards, lack of confidence in the proper service,
inconsistency of the declared quality of service the actual level, lack of dialogue with consumers, etc.
Proposed quality indicators that most closely reflect the requirements of consumers regarding the quality of
services and services in the development of digital telecommunication services, namely materiality, reliability,
responsiveness, reliability, image, user-friendliness of the interface, correctness of financial relations,
digitalization.

Key words: quality, mobile communications services, maintenance, digitalization, evaluation,
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AHoTauis. B ctatTi chopMynboBaHi npobnemu, WO BUHMKAKOTL Y cdhepi OLiHKM SKOCTI nocnyr nig
yac opmyBaHHS UMAPOBOI €KOHOMikM Ta cycninectBa. [o umx npobnem BigHECEHO: HeobXigHICTb
TpaHcdpopmauii niaxodiB OO YNPasriHHA W OLHKA SAKOCTi MOCIYr LWMAXOM YpaxXyBaHHS HOBUX TEXHIKO-
€KOHOMIYHMX TpeHZiB Ta NOoTped crnoxuBadiB, NEPMaHEHTHOI MOSIBM HOBUX MOCMYr Ta HEOOXiOHICTb OLiHM
AKocTi obcnyroByBaHHsA. [MpoBeAeHO aHami3a cTaHy pO3BWUTKY PWHKY MOCAyr 3B’A3Ky Ta iHopmaTtu3aadii.
3AiNCHEHO CTPYKTYpYBaHHSA PUHKY MOCAYr Ta BU3HAYEHO, WO MOOINbHWUIA 3B'A30K OEMOHCTPYE TeHAEHL;i
Wwogo crnagy nonuty 4epes3 30iNbLUEHHA MNONUTY Ha MOCAyrM JOCTyny OO Mepexi IHTepHeT, BTiM,
3anvaeTbCca TakuM, WO MNpeBanie Had iHWUMMUM BuOaMU 3B’A3KY 3@ MNOKA3HUMKOM [OXOAIB Ta KifbKOCTI
aboHeHTiB. CdopMynbOBaHO OCHOBHI KpUTEpPii CMCTEMM OUHKM SAKOCTI MOCMyr, A0 SKUX BigHECEHO
NpUAATHICTb Ta OOCTYMHICTb MepeXi, AOCTYMHICTb, MOBHOLHHICTL Ta Ge3nepepBHiCTb nocnyr. BusHaveHo
OCHOBHI HefonikvM iCHylouMx KpuTepiiB 3 nornggy B3aemofil onepaTopiB 3i cnoXxuBadamu, 30Kpema,
BIJCYTHICTb BpaxyBaHHS BUMOT Ta O4iKyBaHb CMOXWBa4iB. 3anponoHOBaHO Nnepexig Big CMCTEMM KOHCTaTauil
AKOCTi 4O CUCTEMM YMpaBIiHHA SKICTHO 3 OpIiEHTALiEl0 Ha CnoXuBaya Ta Ha SAKiCTb obcnyroByBaHHSA. [Ons
BUSIBINIEHHSA PO3PMBY MK OYiKyBaHWMM i pearlbHUM PiBHAMW SKOCTi nocryr Ta obcryroByBaHHS MOGIinbHOro
3B'A3KYy NpoBeAeHe ONUTYBaHHS CMOXWBAuiB, K& BU3HAYUMNO OCHOBHI PO3pUMBU: HEPO3YMIHHSI ONepaTopoMm
OuiKyBaHb KMIEHTIB, HEOOCSXKHICTb OMs CnoXueadiB iHopmMauil Wwoao craHaapTiB SKOCTI, BiACYTHICTb
BMNEBHEHOCTI y BignoBiAHOMY OGCNyroByBaHHi, HEBIAMOBIAHICTb 3a4eKnapoBaHoi iHopMaUii Npo SKiCTb
nocnyr pakTM4HOMY PiBHIO, BIACYTHICTb Aianory 3i cnoxveadamu Towo. 3anponoHOBaHi NMOKa3HMKN AKOCTI,
AKi HanbiNbLL BiAGMBaOTL BUMOTY CMIOXUBAYIB LLOAO AKOCTi Nnocnyr Ta obcrnyroByBaHHA B YMOBaX pPO3BUTKY
UMdpoBMX TeneKkoMyHiKaUinHUX cepBiciB, a came: MaTtepianbHiCTb, HAQIMHICTb, YYNHICTb, NEPEKOHNUBICTD,
iIMiDK, 3pYYHICTb iHTepency, KOPEKTHICTb (piHAHCOBUX BIAHOCUH, OimkuTanisadis.

KntouoBi crnoBa: sikicTb, MOGINbHMI 3B'AI30K, NOCIyrn, oOCMyroByBaHHs, AigKuTarnisauis, ouiHka,
MOKa3HWUKN, CNoXnBaui.

AHHoTaums. B ctaTbe cchopMynupoBaHHble NPOGNEMbI, KOTOPble BO3HMKAIOT B MPOLIECCe OLIeHKU
KayecTBa YCNyr B YCMOBUAX (POPMMPOBaHMS LIMPPOBOM SKOHOMUKM M obuiectBa. K aTum npoGnemam
OTHECEHbI: HEOGXOAMMOCTb TpaHcdOopMaLUMM NOAXOAO0B K YrpaBeHU0 U OLEHKe KadyecTBa ycnyr, nytem
yyeTa HOBbIX TEXHUKO-9KOHOMUYECKNX TPEHOOB U NOTpeGHOCTeN noTpebuTeneil, nepmMaHeHTHoe NosiBreHne
HOBbIX YCNYT U HEOGXOAMMOCTb OLIEHKU KadecTBa oGcnyxvBaHus. [poBedeH aHann3 COCTOSIHUS PasBUTUS
pblHKa ycnyr cBsian U uHdgopmMaTmaaumm. OCyLLIEeCTBIIEHO CTPYKTYpMpOBaHME pbiHKa YCIyr U onpeneneHo,
YTo MOOUNbHas CBSA3b AEMOHCTPUPYET TeHOeHUUM cnafa crpoca M3-3a YBEenMYeHUsl crpoca Ha Ycryru
JocTyna K ceTu VIHTepHeT, npu 3TOM, OCTaeTcs NpeBanupylolMM Hag ApYrMMyi Bugamy CBSI3W MO
nokasaTero JOXOAO0B U KonuyecTBy aboHeHToB. CopMynMpoBaHbl OCHOBHbIE KPUTEPUM CUCTEMbI OLIEHKU
KayecTBa YCMyr, K KOTOpbIM OTHEceHa NpUrogHoOCTb W [OOCTYMHOCTb CEeTM, a Takke [AOCTYMHOCTb,
MOSTHOLIEHHOCTb M HeMnpepbIBHOCTb ycnyr. OnpeaeneHbl OCHOBHbIE HEQOCTaTKM CYLLECTBYOLIUX KPUTEPUEB C
TOYKM 3pPEHNSA B3aUMOOENCTBUS ONEpaTopoB C NOTPEBUTENSIMU, B YaCTHOCTM, OTCYTCTBUE yyeTa TpeboBaHuii
U oxugaHuii notpebuteneit. [MpeanoxkeH nepexod OT CUCTEMbI KOHCTaTauuM KavecTBa K CUCTEME
yNpaBreHUsl KAYeCTBOM C OpUEHTaLMeN Ha NOTpeduTensa 1 Ha kayecTBo obcnyxuBaHus. [na onpeaeneHust
pa3pbiBa MeXay oXuaaemMbiM U peanbHbIM YPOBHSAIMM KauyecTBa YCryr U 06CnyXMBaHWEM MOOUIbHON CBA3M,
npoBedeH OMNpoc MNOTpebuTenen, KOTOPLIA MoKasan OCHOBHblE Pa3pbiBbl: HEMOHWMAaHWE OrNepaTopoMm
OXWUOAHWIA KITMEHTOB, HEOOCAraeMocTb Ans noTpebutener WHGOPMaLMM OTHOCUTENIbHO CTaHOapToB
KayecTBa, OTCYTCTBME YBEPEHHOCTW B  COOTBETCTBYIOLLEM  OGCNyXWBaHWM,  HECOOTBETCTBUE
3a[eKnapupoBaHHOli MHOPMaLMM O KayecTBe YCnyr (pakTUYecKoMy YPOBHIO, OTCYTCTBME Auarnora c
notpebutensmu u T.n. MpeanoxeHbl nokasaTenu KayecTBa, KOTopble Haubornee oTpaxaloT TpeGoBaHus
notpebuteneil OTHOCUTENbHO KayecTBa YCNyr U OBCNyXMBaHWA B YCINOBUSAX PasBUTUS LMPOBbIX
TENeKOMMYHUKALMOHHBIX CepPBUCOB, @ UMEHHO: MaTepuarnbHOCTb, HAAEXHOCTb, YyTKOCTb, YOeauTensHoCTb,
UMMOX, yoobcTBo MHTepdeiica, KOPPEKTHOCTb PUHAHCOBBIX OTHOLLEHWI, ANOXKUTann3aums.

KnioueBble crnoBa: kayecTBO, MoOWINbHas CBA3b, YCNyru, OGCNyXuBaHWe, OUMKUTANM3aums,
OLIeHKa, NnokasaTenu, NoTpeduTenu.

The processes of globalization and the transition to a digital economy (digitalization),
international integration and convergence of services require a rethinking of many parameters of the
activities of enterprises operating in national and international markets. The concept of the
development of the digital economy and society of Ukraine [1] states that the digitalization
processes will lead to the development of an open information society based on information and
communication technologies (ICT). Therefore, the successful development of ICT, their
implementation in all areas of the socio-economic life of society is the basis for the successful
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development of the digital economy. At the same time, the characteristics of communication
services and information on the development of ICT in many ways affect the consumers of services
in the conditions of forming the basis of the demand on competition of its consumer priorities. In
turn, these priorities are based on both operator tariffs, and on quality indicators of services and
maintenance. Therefore, the quality of services and services is one of the most important facets that
create the factors for the successful development of both ICT and the digital economy and society
as a whole.

In this way, in the conditions of digitalization of the economy, there is a problem of
transforming approaches to managing and assessing the quality of communication services and
informatization, based on the need to take into account both new technical and economic trends and
permanently changing consumer needs for service. New ICT allows the introduction of an
increasing number of services and force the world telecommunication community to look at the
issues of assessing the quality of services and quality management system as one of the most
important factors in the development of effective national and global markets. This is caused by the
relevance of research and experimentation towards the development of new approaches to the
management and evaluation of service quality and service in the field of mobile communication.

The quality of telecommunication services and services is addressed in the research of many
scientists, among which are the works of Bazhanov T.T, Granaturov V.M., Vorobienko S.P.,
Zaplotinsky B.A., Tikhvinsky V.O., Hoyer R. and others [2-6]. The noted scientific papers are
devoted to the analysis of methods and approaches to the evaluation of traditional communication
services. However, there are few studies on the scientific problem of the effect of thought and the
level of customer satisfaction and service quality service quality in terms of constant changes of
customer requirements. Therefore there is a need for improved approaches to assessing the quality
of telecommunications services in the new environment of economic development to meet the
requirements of consumers, i.e. the formation of approaches to assessing service quality and
service.

Based on the fact that one of the most developed segment of the market of communication
services and information is the mobile segment, it is advisable to focus on it. Therefore, the goal is
an improvement of approaches to assess which mobile services.

The current state of development of the domestic market of telecommunication services and
informatization shows that the revenues from the sale of services (for 9 months of 2018) amounts to
53292.8 million UAH, which is 10.9% more than for the same period in the prvious year. At the
same time, the revenues from the provision of telecommunication services in comparison with the
same period last year increased by 9.8% and amounted to 49062.2 million UAH, their share in total
revenues of the communications industry is 92.1%. The main segments in the telecommunications
market are mobile communications, fixed-line telephony and Internet access services, the share of
which in total revenues from telecommunication services is 84.8% [7, 8].

The main operators of mobile communication are: PJSC Kyivstar, PJSC «VF Ukrainey,
LLC «Lifesell», LLC «International Telecommunications», LLC «Trimoby», PJSC «Telesystems of
Ukraine» and PJSC «Ukrtelecom». During 9 months of 2018, revenues from the provision of
mobile communication services increased by 9.4% compared to the same period last year and
amounted to UAH 28393.9 million. The number of mobile communication subscribers amounted to
54682.8 thousand people, which is by 2.1% less than in the same period last year. The population's
coverage of mobile communications per 100 inhabitants in Ukraine is 129.8%.

Despite a slight reduction in revenues and subscriber base, mobile communications is a
popular type of connection as it provides not only voice, but other access services to the Internet,
the demand for which is growing.. Proceeding from this, the share of revenues from the provision of
mobile communication services in the total revenues of communication and informatization is (as at
the beginning of 2019) 53.3% [7, 8]. The importance of mobile communication services makes
scientific and practical interest in the development of this particular segment of the market.
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Today global and national markets mobile services in the development oriented technology
transition to the fourth and fifth generations (4G, 5G), which affects both the technological and
economic aspects of the operators. In terms of market saturation, competition and availability of
advanced capabilities replacement mobile Internet voice services (IP-telephony, Skype, etc.) one of
the regulatory elements of the market of mobile services in terms of digitalization economy is the
quality of service.

Most international and national mobile operators in the provision of new generation services
stress the primary criterion of speed. Thus, in the fourth generation networks it is only effective
packet data unlike the existing batch transmission, combined with the transmission of voice traffic,
which eliminates the "braking" technology and replace them with productive, leaving and thus
improving their functionality and speed. In 4G networks speeds have been reached of 1 Gbit/s to
the subscriber at a speed of movement of 20 km/h, which is quite high for existing technologies [6].
Network parameters are also important for determining the quality of services.

The existing set of indicators and parameters of the quality of services reflects the main
criteria for the quality of interaction of the consumer with the telecommunication network and
service as a commodity. Characteristics of the service quality criteria are as follows:

— network availability (Network Availability) - the ability of the network to provide the
customer with the services of the MT;

— access network (Network Accessibility) - the ability of the network to provide consumer
(user) after a request to obtain a signal of readiness, in which is possible to perform a successful
registration with the PLMN;

— service availability (Service Accessibility) - the ability to provide the customer with the
opportunity to use the ordered service as quickly as possible;

— service value (Service Integrity) - the service's ability to provide the required quality
during its use;

— service continuity (Service Retainability) - the ability to provide the service without
interruptions over the required time interval.

As you can see, this is mainly about technological aspects of quality. It can be noted that the
existing system for assessing the quality of mobile communication services is based on indicators
that do not take into account the consumer's response to the quality of services. This creates
differences between the estimated and actually provided level of quality, reduces the efficiency of
efforts of telecommunication operators to maintain and improve the quality of the service itself and
the quality of customer service. The main drawbacks that determine such a state of the existing
quality assessment system can be attributed [9]:

- the system provides for the use of indicators, the quantitative assessment of which is
calculated on the basis of data for a certain period in the past, which does not allow them to be used
for planning the level of quality of telecommunication services in on-line mode;

- the indicators used to assess the quality level, in most cases, either do not take into account
or take into account the consumer's response indirectly (through the registration of complaints).
That is, the existing system of service quality indicators is mainly focused on the operator, on
compliance with standards, and not on the perception of the service consumer. It does not take into
account the quality of service;

- there is no system for determining the relationship and interaction of the level of quality
and economic performance of the operator.

Therefore, in our opinion, it is advisable to give equal attention to both the quality of
services and the services themselves, since in a competitive environment, customer service
satisfaction depends largely on its relationship to a particular operator, and, as a consequence, the
continued use of its services.

For the solution of these and other problems it is necessary to move from the system of
evaluation (actually establishing) the quality of services to the quality management system with
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customer orientation and satisfaction with the quality of service.. Thischange should be based on the
following procedures:

— study of customer requirements for quality of services in the short and long term, as
well as in real time by polling through digital, commercial, service and other platforms;

— formation and management of demand based on the results of the study of consumer
needs;

— management of service standards based on changes in the market situation (changes in
market conditions, consumer priorities, scientific and technical progress), transition to new service
methods based on innovative technologies;

— taking into account the processes of digitalization, convergence and globalization in
determining the standards and parameters of the quality of services and services;

— ensuring the security of personal information, the preservation of trade secrets, the
safety of children on the Internet; and

— harmonization of approaches to assessing the quality of communication services with
EU standards.

The methodical basis for the transition from the ascertaining system to quality control in real
time can be SERVQUAL [10]. This technique is based on the principle of "perception minus
expectation" that analyzes estimated consumer expectations of services to its receipt, acceptance
and service after receiving a defined gap between expectations and reality perception. The challenge
is to reduce this gap.

The authors conducted a survey of mobile consumers on their expectations and perceptions
of service quality and service. The survey gave the results shown in Table 1.

Table 1 - Results of the survey of consumers about the availability of the gap between
expectations and perceptions of services and mobile services

Existing gaps The content of the gap
Misunderstanding Ignorance or misunderstanding of the current needs of consumers in
operator customer | a difficult socio-economic situation and demands the availability of
expectations different services and different populations
Inaccessibility for | The lack of information about existing standards of service quality
consumers of technical | and service, the inability to obtain information on services received
information on quality | compliance standards
standards

Lack of confidence in the
proper service

Even with the availability requirements for quality of service staff
can not always and/or wish to meet the existing quality of service

Inconsistency declared
information about the
actual quality of service
PiBHIO

Advertising generates high expectations (regarding speed network
coverage, additional free services, etc.) that is not always true

The lack of dialogue with
consumers

Availability of cases where the operator puts the consumer at the
new rate automatically, without his consent or change package

Imperfect payment system
for services

Cases of long-term period, cash deposit, the complexity of tracking
costs for prepaid service, etc.

Source: authors' own development
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All these and other gaps between expectations and perceptions of services and mobile
communication services lead to a reduction in demand due to the refusal of dissatisfied consumers
for the services of the operator, which, in turn, reduces incomes of operators. The availability of
new digital services in the future will aggravate this problem, as dissatisfied consumers will be able
to switch to more convenient Internet services by giving up mobile communication services.

In these conditions, there is a need for a timely response to reducing customer dissatisfaction
by providing services and services. To this end, it is advisable to introduce a list of indicators that
can be used to determine the gap between expectations and perceptions of the service. These
indicators should be such that they can be easily obtained from consumers through a survey. That is,
it is impractical to implement such indicators that require additional measurements, studies or
calculations, since this will complicate management processes. Therefore, we propose the use of
indicators that can reflect the quality of services and services in real time:

— materiality - the opportunity to see and feel the material base operator via online cameras
monitor the company's activities in the office, appearance and competence of staff, advertising
materials, additional services, etc.;

— reliability - the company's ability to timely provide full services, no interruptions holiday
periods branching networks and access to services in transport (especially metro and railway);

— responsiveness - willingness to help the client in a convenient way (in person at the office
telephone, the Internet, etc.), access to social assistance (care of persons with hearing or vision, the
elderly or children), general culture and courtesy;

— credibility - staff competence, professionalism, availability of additional knowledge
(foreign languages, financial literacy);

— 1mage - the appearance of the office, the availability of places for recreation and customer
expectations, the opportunity to use lavatories, etc.;

— user-friendly interface - ease of use WEDbSite operator, availability of online cabinets,
other services;

— correct financial relations - a warning about the state of balance, the rate rebalancing, the
ability to control costs; and

— dizigitalization of services - the possibility of convergence services with other modes of
communication, most Internet services, operator services listed match the realities of the digital
economy and society, digital image changing nature (support Internet of things, e-government etc.).

However, it is necessary to improve the list of quality indicators by introducing impressions
that highlight the consumer's suitability and competitiveness of the services, their conformity to
changing requirements of consumers, and the ability to quickly implement the new services. That is
to develop exactly the quality of service, which, in conditions of competition, is sometimes more
significant for the conquest of the consumer. This will bring the quality of services and service to a
new level of comprehension, which is typical of the emerging digital society.

In further research, it is planned to develop a methodological approach for calculating the
quantitative significance of the proposed qualitative characteristics, methods of their integration into
the existing system of evaluation and approach to the formation of an integrated indicator of the
quality of services and mobile communication services.
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