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The problems caused by the protracted crises in an economy by the decline of purchasing
demand on insurance services, strengthened a competition at the insurance market. Quality
becomes the main reference-point of success today. High-quality insurance service is able
not only to attract a client but also form preference for an insurance company. Therefore,
the question of quality of insurance service acquires special actuality today. The aim of
this article is a theoretical ground of approach to forming of quality of insurance as to the
process. The article researches factors of upgrading of insurance on all stages of creation of
insurance product and providing of insurance service (marketing, insurance product
development, sale, accompaniment of agreement, settlement of losses.). Attention is
accented on the necessity of separate consideration of each business process with the aim
of exposure of its internal factors of influence on quality of insurance service on the whole.
Quality of insurance service on the first stage of its realization is basis for «quality of
insurer» in sense of estimation by the consumer of its reliability, popularity, authoritativeness.
The level of reliability of insurance companies is determined by rating agencies, but the
study of this question resulted in a conclusion about possibility of insolvency of rating (on
the example of rating of the prominent American insurer). Leaning on opinion of practical
experts-workers, the article offers to consider indexes stabilities of work of insurance
company in Ukraine: an insurance brief-case is diversified (balanced and reliable); possibility
of proprietors of insurance company, their fate is in a charter capital, participating of
company in financially-industrial groups, associations, holding or joint ventures; adequacy
of insurance tariffs of risk; level and quality of reinsurance; personnel qualification,
presence in the staff of insurance company of competent underwriters, risk managers,
appraisers and other specialists; story of company at the market and its openness. The
concept of insurance product and insurance service is in-process specified and delimited.
It is well-proven that quality of insurance service, first of all, is characterized quality of
service, measure of satisfaction of insure. An author comes to the conclusion, that insurance
service has an invisible (imperceptible) constituent – psychological basis of insurance, it is
sense of confidence and minimization of disturbance (to fear) for the property, life, health
to the moment of realization of risk, and material constituent as an insurance compensation
on condition of realization of risk. After the insurance accident took place insured quality
is estimated on results of implementation of the obligations of an insurer. As perceptibility
of material constituent is more substantial for insure than psychological, the timeliness of
insurance payments in full or reasonable refuse (only on condition of the complete
understanding reasons of refuse) reserve the loop of satisfaction and desire to continue a
collaboration.
Keywords: insurance defense, insurance product, insurance service, quality of insurance
service, description of quality, factors of influence on quality of services, reliability of
insurance company, psychological basis of insurance service, material constituent of
insurance service.
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The forming of quality of the insurance service
Entry and raising of problem
Insurance companies in the conditions of crisis
and negative political and economic events, the
declines of level of material welfare of population
ran into the problem of considerable reduction of
consumer demand on insurance services, that assisted
intensifying of competition between them. Having
regard to economic terms insurers (inflation, increase
of tariffs on utility bills, unemployment, decline of
income of population) appeared in that, the problem
of support of consumer demand of population and
competitiveness of insurance companies acquires the
special actuality. Maintenance of already existing
client base can become the decision of this problem
due to upgrading of insurance service and insurer
orientation on a consumer.
Analysis and research of publications
Research in the sphere of forming and
development of insurance and its market in Ukraine,
estimations of his functioning are conducted by the
leading scientists of our country: V. Basilevich, Ê.
Basilevich, Ò. Vasyleva, N. Vnukova, Ò. Govorushko,
V. Grushko, Î. Zaletov, Î. Êozmenko, S.
Êozmenko, Ì. Klapkiv, V. Mal’ko, S. Osadets, À.
Tarkutsiak, Y. Shumelda and other local and foreign
economists. They investigated questions of risks of
insurance brief-cases of domestic insurance
companies, function of local and foreign financial
markets, adaptation of local insurance to the
international standards. But question of provided
quality of insurance services, that are basis of trust,
which is the main factor of forming of image of
insurer, yet needs attention. By research of quality
in the field of services the devoted works of such
scientists, as L. Barry, Ê. Grenroosa, V. Zeythaml’a,
Ê. Lavlok, À. Parasuraman, Fr. Rarhel’d, D.
Fleming, Y.À. Gorbashko, A. Kurochkina, D.
Maslova, A. Novatorova, À. Chelenkov and other.
The purpose of the article
Theoretical ground of approach to forming of
quality of insurance as the process.
Exposition of basic material
The primary objective of insurance is defense
of property interests of different subjects at the insured
accident. Procedure of insurance consists of separate
business processes (stages) that come true in parallel
and consistently: marketing, insurance product
development, sale, accompaniment of agreement,
settlement of losses. Each of the stages is
characterized as the complex of quality parameters
that provide an opportunity to give the intermediate
estimation of quality of insurance service.
Quality starts with research of necessities,
complex study of certain market, its problems and
prospects of demand on corresponding service. It is
the major stage of life cycle of any commodity
(services), as general intention is focused precisely
on it, character is formed, the most general

descriptions are determined. On this stage the
objective requirement of potential insure appears in
protection from a risk, possibilities of organization
of such defense are estimated by the method of
insurance (as not every risk on technical, economic,
legal and ethic reasons can be carried from a client
on an insurance company). From position of
marketing it is important to orient insurance service
on the target group of consumers educed in good
time, to go out the necessities of «average» not client,
but certain homogeneous group.
Within the limits of planning of insurance
service, a risk and its dynamics are estimated,
possibilities of optimization of insurance coverage
are examined, an insurance tariff is determined,
methodologies of leading to insurance product are
developed to the having a special purpose consumer
(charts of sales), economic efficiency of insurance
product is estimated for an insurance company.
Further stage is development of terms of insurance
(on occasion – to the type), regulation of rights and
duties of parties, and also suggestion of additional
services (service, legal and other), that not only
improve the process of granting insurance service
but also are the instrument of additional acquisition
of customers.
If product development is appraised positively
by an insurance company management, a company
passes licensing and moves forward a product to the
market due to an advertisement, professional
retraining and additional stimulation of salespeople,
forming of new channels of sales, PR-companies.
Service appears on this stage. Publications from the
economy of insurance contain the large variety of
determinations of this concept. As a rule, it is
correlated with an «insurance product», substituted
or equated. [1–4]. We insist on that during the first
two business processes, an insurance product acquires
the lines of insurance service on the next stage and
is moved to the next stage – the stage of sale.
Insurance service is a type of economic activity,
that creates a value (useful effect) for a consumer as
insurance defense and certain advantages (insurance
compensation, additional services and others like
that) as a result of actions of insurer (or his mediators)
of material and non-material character, aimed to
please the consumer [5]. That means that important
description of insurance service is its quality.
According to determination of International
Organization of Standardizations, quality of products
and services is characterized as the ability to satisfy
consumers, including the functions and parameters
stopped up not only in them, but also perception of
their value and benefit a consumer.
Insurance service is a process of granting of
insurance defense that contains, firstly, psychological
basis of insurance in sense of confidence and
minimization of disturbance (to fear) for the property,
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life, health, and, secondly, material constituent as
an insurance compensation on condition of
realization of risk. Some researchers cast aside
psychological basis so, for example, À. Pr’adka asserts
that the «moment of origin of insurance product
coincides with the moment of the first insurance
payment or with the moment of signing of contract
of insurance, while insurance service arises up and
realized only in case of offensive of accident insured.
If an accident insured did not take place - insurance
service will not be able to be realized» [6, p. 83]. We
cannot agree with such determination of insurance
service. Insurance relations are grouded with the
insurance interest that is expressed in aspiring to the
state of calmnes. This interest on the essence is a
necessity that grounds realization and consumption
of useful properties of insurance service and to the
offensive of accident insured. Before the accident
insured and therefore receipting of compensation,
insurance supports sense of confidence in the
reconstruction of property at the certain unfavorable
events. «Consumption» of insurance, positively effects
it, thus, begins from the moment of inuring contract
of insurance, but not from a moment, when an
insurer carried out insurance payment. After an
accident insured fundamental basis of insurance
(nocifensor) doesn’t change, but simply acquires the
second form (stage) of development (payment of
compensation), remaining here a relation on defense
of interests of physical and legal persons. Civil legal
relations in insurance are folded not concerning a
visible result (insurance payment), but concerning
service that is expressed in securing of interests of
consumer for all period of action of agreement and
after the accident.
Organization of granting of insurance services
includes the enormous amount of sub functions, such
as work with insurer, contiguous organizations and
other insured, and divided into two stages: before
the accident insured and after the accident.
Before accident insured an insurer estimates
an insurance risk, insurance cost, amount covered,
expects an insurance bonus, folds together with insure
a statement and designs an insurance agreement. In
connection with that on the first stage the aim of
calmness is pursued, the question of quality of
insurance service on this stage is carried in the sphere
of «reliability of insurer». Therefore, a near-term
criterion after that a consumer chooses an insurance
company is exactly reliability of insurer. Quality of
insurance service, thus, on the first stage of its
realization is based on «quality of insurer» in sense
of estimation by the consumer of his reliability,
popularity, authoritativeness, etc. The level of
reliability of insurance companies is determined by
rating agencies that directly cooperate with insurers,
conducting an audit. Using rating clients can estimate
stability, reliability of insurance company and make
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decision in relation to expediency of collaboration
with one or another insurance company. The
presence of rating of financial firmness allows to the
insurer to distinguish itself among other insurance
companies, not exposing public with confidential
information, to produce a positive image at the
market, and also to show the openness and loyalty
to the potential and existent clients. But there are
examples of well-known cases of insolvency of rating.
Yes, on the estimations of leading international rating
agencies of «Moody’s» and «Standard & Poor’s», a
company AIG (American International Group) had
the greatest rating of solvency (A++), that was proof
of its strong financial state. However, to save from
bankruptcy during the world financial crisis of
prominent insurer of country, with its 90-years-old
history of successful experience and service of
customers, managed only the sponsorship of the
American government. Therefore, there is a necessity
for the search of new criteria of estimation of
reliability of insurance companies.
The experts of IC «Indigo» recommend to pay
attention to next 7 criteria of stability of work of
insurance company in Ukraine» [7].
Criterion 1 – basic, diversified portfolio of
insurance services. The more types of insurance are
in-process of insurance company, the more reliable
it is. It is thus important to mark, that all types of
insurance must be on the active go de facto. A «variety
of services that is given by a company is comfortable
for both parties: a client gets the wide spectrum of
services, and a company has more balanced and more
reliable portfolio», – asserts Ò. Radionova, the head
of IC «Indigo».
Criterion 2 is sourcing. It is important to have
information about basic proprietors and their fates
in a charter capital, dynamics of change of
composition of proprietors. It is necessary to specify
participating of company in financially-industrial
groups, associations, holding or joint ventures. If a
company is the participant of strategic alliances, note
should be taken on financial firmness of strategic
partners, strategic meaningfulness of partnership for
its participants, possibilities of granting of help on
either side and facts of mutual support in the past.
Criterion 3 is a legal aspect. Companies that
understate market tariffs as a rule, compensate the
risks legal «loop-holes». Thus contracts of insurance
can be practically «unpaid». It is important to learn
text of agreement before his signing. The presence
of references and foot-notes needs additional
attention and realization. Upon difficult or
incomprehensible moments, independent legal advice
should be taken.
Criterion 4 is a level and quality of reinsurance.
Information about company-reinsurer must be open.
You examine suggestions only from those companies,
which risks will be accommodated in reliable and
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large insurance companies, desirably – foreign. For
reinsure it is also important to have the name and
reliable reputation.
Criterion 5 is qualification of command. For
today quite a bit insurance companies in Ukraine
use such method of risk estimation as borrowing of
methodology of calculation or already prepared tariffs
for foreign insurers. However such data can be not
relevant situations in Ukraine. Thus not every
insurance company can to the soba to allow the
state of competent underwriters, managers of risks,
appraisers and other specialists that will count the
adequate to our country cost of insurance. To get
reliable data about qualification of command isn’t
simply, however, it is possible to try.
Criterion 6 is history of stay of company at the
market. It follows to specify, as long a company
works at the home market, to become familiar with
its portfolio and reviews about it.
Criterion 7 is publicity of team. Than more
open company that works in a financial sector, that
it is more reliable. Company-for-one-day does not
care of forming of reputation in a long-term prospect
and, as a rule, does not aim operatively to promulgate
own financial indexes. Today a situation at the
insurance market is very changeable. Thus, as insurers
so insure, unfortunately, does not have operative
exhaustive information. Reliable data can be got as
a result of realization of macroeconomic market
research that hasn’t been conducted yet.
A consumer chooses at price, and on the certain
elements of insurance product (terms of insurance
agreement). The cost of insurance product determines
success of sales in a great deal. On results researches
of foreign insurers the change of insurance tariff on
10% results in a loss or acquisition to the 30% clients.
From data of sociological researches priorities
of population on the choice of insurer are distributed
thus:
– reliability of insurer – 80%;
– a cost of insurance services – 31%;
– a clearness of terms of insurance – 18%;
– popularity of insurer – 17%;
– recommendations of acquaintances – 17%;
– an assortment of insurance services – 16%;
– professionalism and original appearance of
insurance agents – 12%.[8]
Thus, all these priorities of insurer are necessary
to be considered criteria forming of quality of
insurance service on the stage of her realization to
the offensive of accident insured.
On the second stage of realization of insurance
service (after the accident insured) quality is estimated
upon results implementation of the obligations of
insurer. If an insurer carried out insurance payment
in a necessary size and in the proper term (or
reasonably said no in insurance payment), then
insurance service answers the requirements of quality.

If there are claims against the term of payment or
her size, then insurance service off-grade. Therefore,
quality of insurance service after the accident insured
for a consumer is characterized quality of its service.
In March-September, 2017 there were 2774 appeals
and complaints about insurance companies for work
from physical and legal persons, that is on 341
(+14%) more than for analogical period of previous
year. With the assistance of National Committee of
Financial Services there were provided 45,65 million
hrn. of insurance compensations. In 2017 insurer
mostly complained of:
– violation of terms of payment or reduction
of sum of insurance compensation;
– refuse in payment of fine for an ill-timed
insurance compensation;
– groundless refuse of insurance company in
payment;
– disagreement of insure with determining size
of compensation of the charges related to the damage
of transport vehicle [9].
As insurance service can be considered of good
quality only on condition of satisfaction of consumer,
the brought information over testifies to the presence
of substantial problems in this question.
Insurance service can fully answer all indexes
of quality and a refuse in payment can have under
itself legal soil, but that insure did not expect this
refuse through ignorance of terminology, rules of
insurance, testifies to quality not enough service. The
level of being informed of insure in large part depends
on an insurer and characterizes quality of insurance
service. Quality of insurance is correct procedure of
sale, fulfilling promise and other great deal – all
that allows to use insurance as effective financial
instrument in life of everybody and activity of every
enterprise.
Conclusions
Quality of insurance service is formed on all
stages of her creation and grant, and in large part
depends on the level of professionalism of employees
of insurance company, as insurance service is
inalienable from a performer. «Quality of insurer» is
a major criterion of choice of consumer of insurance
services, first of all, it is determined by reliability of
insurance company. The level of reliability of
insurance companies is determined by rating agencies,
but histories well-known cases of insolvency of rating.
To Tom, except the high rating, in Ukraine it is
necessary the indexes of stability of work of insurance
company to consider: an insurance portfolio is
diversified (balanced and reliable); possibility of
proprietors of insurance company, their fate is in a
charter capital, participating of company in
financially-industrial groups, associations, holding or
joint ventures; adequacy of insurance tariffs of risk;
level and quality of reinsurance; qualification of
personnel, presence of competent underwriters, risk-
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managers and other professionals; the story of the
company and its openness.
Insurance defense, that an insurer gives as
insurance service, contains psychological basis of
insurance is sense of confidence and minimization
of disturbance for the property, life, health, and
material constituent as an insurance compensation
on condition of realization of risk. «Consumption»
of insurance, positive affect on him begins from the
moment of inuring contract of insurance, but not
from a moment, when an insurer carried out
insurance payment.
The real actions of insurer appear on the stage
of realization of insurance risk, when the necessity
of insure consists of defense of his interest by
realization of insurance payment. Therefore, at this
stage insurance service obtains material expression
that is easily felt by insure. And exactly on results of
implementation of the obligations an insurer, insure
judges about quality of both insurance service and
insurance company.
REFERENCES
1. S. Osadets. Strahuvannya: pidruchnik. (2002)[Insurance:
Students’ book] – 599 p. [in Ukrainian].
2. V. Basilevich. Strahova sprava: pidruchnik (2002)
[Insurance: Students’ book] – 271 p. [in Ukrainian].
3. M. Aleksandrova. Strahuvannya: navchalno-metodichny
posibnik (2002)[Insurance: teaching guide.] – 208 p. [in
Ukrainian].
4. M. Sukhorukov.Tehlolohia prodazh stakhovih posluh
(2004) [Technology of sales of insurance services] . – 136 p. [in
Ukrainian].
5. S. Skibinsky. Ponyattya strakhovoyi posluhi, ii specifika
ta kharakteristiki. (2007) [The meaning of insurance service, its
specification and characteristics]– ¹ 17.8. – p.156–165. [in
Ukrainian].
6. A. Priadka Zahalne ta vidminne “strahovoho productu”
ta “strahovoi posluhi” (2007)[Mutual and difference in “insurance
product” and “insurance servise” ]// Strakhova sprava. – ¹ 2. –
p. 82-83. [in Ukrainian].
7. Finansy Ukraini - bigmir.net. - [Online resource].-: http:/
/finance.bigmir.net/useful_articles/insurance/187277 ©
Finance.bigmir.net
8. A. Arkhipov Strakhovoe delo: uchebno-metodicheskiy
kompleks.(2008) [Insurance: teacher’s book] « 424 p. [in Russian].
9. Forinshurer - [Online resource ]. - https://forinsurer.com/
news/17/11/14/35642

ÔÎÐÌÓÂÀÍÍß ßÊÎÑÒ² ÑÒÐÀÕÎÂÎ¯ ÏÎÑËÓÃÈ
ßâîðñüêà Î.Á.
Ïðîáëåìè, ñïðè÷èíåí³ çàòÿæíèìè êðèçàìè â åêîíîì³ö³,
çíèæåííÿì êóï³âåëüíîãî ïîïèòó íà ñòðàõîâ³ ïîñëóãè, ïîñèëèëè
êîíêóðåíö³þ íà ñòðàõîâîìó ðèíêó. Ãîëîâíèì îð³ºíòèðîì óñï³õó
ñüîãîäí³ ñòàº ÿê³ñòü. ßê³ñíà ñòðàõîâà ïîñëóãà çäàòíà íå ëèøå
ïðèòÿãíóòè êë³ºíòà, à ³ ñôîðìóâàòè ïðèõèëüí³ñòü äî ñòðàõîâî¿ êîìïàí³¿. Òîìó ïèòàííÿ ÿêîñò³ ñòðàõîâî¿ ïîñëóãè ñüîãîäí³
íàáóâàº îñîáëèâî¿ àêòóàëüíîñò³. Ìåòîþ äàíî¿ ðîáîòè º òåîðåòè÷íå îá´ðóíòóâàííÿ ï³äõîäó äî ôîðìóâàííÿ ÿêîñò³ ñòðàõóâàííÿ ÿê äî ïðîöåñó. Â ñòàòò³ äîñë³äæåí³ ÷èííèêè ï³äâèùåííÿ ÿêîñò³ ñòðàõóâàííÿ íà âñ³õ åòàïàõ ñòâîðåííÿ ñòðàõîâîãî ïðîäóêòó òà íàäàííÿ ñòðàõîâî¿ ïîñëóãè (ìàðêåòèíã, ðîçðîáêà ñòðàõîâîãî ïðîäóêòó, ïðîäàæ, ñóïðîâ³ä äîãîâîðó, âðåãóëþâàííÿ çáèòê³â.). Àêöåíòóºòüñÿ óâàãà íà íåîáõ³äíîñò³ îêðåìîãî ðîçãëÿäó êîæíîãî á³çíåñ-ïðîöåñó ç ìåòîþ âèÿâëåííÿ éîãî
âíóòð³øí³õ ÷èííèê³â âïëèâó íà ÿê³ñòü ñòðàõîâî¿ ïîñëóãè â ö³ëîìó.
ßê³ñòü ñòðàõîâî¿ ïîñëóãè íà ïåðø³é ñòàä³¿ ¿¿ ðåàë³çàö³¿ ´ðóíòóºòüñÿ íà «ÿêîñò³ ñòðàõîâèêà» â ñåíñ³ îö³íþâàíî¿ ñïîæèâà÷åì éîãî íàä³éíîñò³, ïîïóëÿðíîñò³, àâòîðèòåòíîñò³. Ð³âåíü
íàä³éíîñò³ ñòðàõîâèõ êîìïàí³é âèçíà÷àþòü ðåéòèíãîâ³ àãåíòñòâà, àëå âèâ÷åííÿ äàíîãî ïèòàííÿ ïðèâåëî äî âèñíîâêó ïðî
ìîæëèâ³ñòü íåñïðîìîæíîñò³ ðåéòèíã³â (íà ïðèêëàä³ ðåéòèíãó
âèäàòíîãî àìåðèêàíñüêîãî ñòðàõîâèêà). Ñïèðàþ÷èñü íà äóìêó
åêñïåðò³â-ïðàêòèê³â, â ñòàòò³ ïðîïîíóºòüñÿ îêð³ì âèñîêîãî
ðåéòèíãó, ââàæàòè ïîêàçíèêàìè ñòàá³ëüíîñò³ ðîáîòè ñòðàõîâî¿ êîìïàí³¿ â Óêðà¿í³: äèâåðñèô³êîâàíèé (çáàëàíñîâàíèé òà
íàä³éíèé) ñòðàõîâèé ïîðòôåëü; ñïðîìîæí³ñòü âëàñíèê³â ñòðàõîâî¿ êîìïàí³¿, ¿õ äîë³ â óñòàâíîìó êàï³òàë³, ó÷àñòü êîìïàí³¿ ó
ô³íàíñîâî-ïðîìèñëîâèõ ãðóïàõ, îá’ºäíàííÿõ, õîëäèíãàõ àáî
ñï³ëüíèõ ï³äïðèºìñòâàõ; àäåêâàòí³ñòü ñòðàõîâèõ òàðèô³â ðèçèêó; ð³âåíü ³ ÿê³ñòü ïåðåñòðàõóâàííÿ; êâàë³ô³êàö³þ ïåðñîíàëó,
òîáòî íàÿâí³ñòü ó øòàò³ ñòðàõîâî¿ êîìïàí³¿ êîìïåòåíòíèõ
àíäåððàéòåð³â, ðèçèê-ìåíåäæåð³â, îö³íþâà÷³â ³ ³íøèõ ôàõ³âö³â;
³ñòîð³þ ïåðåáóâàííÿ êîìïàí³¿ íà ðèíêó òà ¿¿ â³äêðèò³ñòü. Â
ðîáîò³ óòî÷íåíî òà ðîçìåæîâàíî ïîíÿòòÿ ñòðàõîâîãî ïðîäóêòó òà ñòðàõîâî¿ ïîñëóãè. Äîâåäåíî, ùî ÿê³ñòü ñòðàõîâî¿
ïîñëóãè, â ïåðøó ÷åðãó, õàðàêòåðèçóºòüñÿ ÿê³ñòþ îáñëóãîâóâàííÿ, ì³ðîþ çàäîâîëåíîñò³ ñòðàõóâàëüíèêà. Àâòîð ïðèõîäèòü
äî âèñíîâêó, ùî ñòðàõîâà ïîñëóãà ìàº íåâèäèìó (íåâ³ä÷óòíó)
ñêëàäîâó - ïñèõîëîã³÷íó îñíîâó ñòðàõóâàííÿ, öå ïî÷óòòÿ óïåâíåíîñò³ ³ ì³í³ì³çàö³ÿ çàíåïîêîºííÿ (ñòðàõó) çà ñâîº ìàéíî,
æèòòÿ, çäîðîâ’ÿ äî ìîìåíòó ðåàë³çàö³¿ ðèçèêó, òà ìàòåð³àëüíó ñêëàäîâó ó âèãëÿä³ ñòðàõîâîãî â³äøêîäóâàííÿ çà óìîâè ðåàë³çàö³¿ ðèçèêó. Ï³ñëÿ íàñòàííÿ ñòðàõîâîãî âèïàäêó ÿê³ñòü îö³íþºòüñÿ çà ðåçóëüòàòàìè âèêîíàííÿ ñòðàõîâèêîì ñâî¿õ çîáîâ’ÿçàíü. Îñê³ëüêè â³ä÷óòí³ñòü ìàòåð³àëüíî¿ ñêëàäîâî¿ á³ëüø ñóòòºâà äëÿ ñòðàõóâàëüíèêà í³æ ïñèõîëîã³÷íî¿, ñâîº÷àñí³ñòü ñòðàõîâèõ âèïëàò ó ïîâíîìó îáñÿç³ àáî îá´ðóíòîâàíà â³äìîâà (ò³ëüêè
çà óìîâè ïîâíîãî ðîçóì³ííÿ ñòðàõóâàëüíèêîì ïðè÷èí â³äìîâè)
çàëèøàþòü çà ñîáîþ øëåéô çàäîâîëåíîñò³ ³ áàæàííÿ ïðîäîâæèòè ñï³âïðàöþ.
Êëþ÷îâ³ ñëîâà: ñòðàõîâèé çàõèñò, ñòðàõîâèé ïðîäóêò,
ñòðàõîâà ïîñëóãà, ÿê³ñòü ñòðàõîâî¿ ïîñëóãè, õàðàêòåðèñòèêè
ÿêîñò³, ÷èííèêè âïëèâó íà ÿê³ñòü ïîñëóã, íàä³éí³ñòü ñòðàõîâî¿
êîìïàí³¿, ïñèõîëîã³÷íà îñíîâà ñòðàõîâî¿ ïîñëóãè, ìàòåð³àëüíà
ñêëàäîâà ñòðàõîâî¿ ïîñëóãè
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The forming of quality of the insurance service
ÔÎÐÌÈÐÎÂÀÍÈÅ ÊÀ×ÅÑÒÂÀ ÑÒÐÀÕÎÂÎÉ ÓÑËÓÃÈ
ßâîðñêàÿ Å.Á.
Ïðîáëåìû, âûçâàííûå çàòÿæíûìè êðèçèñàìè â ýêîíîìèêå, ñíèæåíèåì ïîêóïàòåëüíîãî ñïðîñà íà ñòðàõîâûå óñëóãè,
óñèëèëè êîíêóðåíöèþ íà ñòðàõîâîì ðûíêå. Ãëàâíûì îðèåíòèðîì óñïåõà ñåãîäíÿ ñòàíîâèòñÿ êà÷åñòâî. Êà÷åñòâåííàÿ ñòðàõîâàÿ óñëóãà ñïîñîáíà íå òîëüêî ïðèâëå÷ü êëèåíòà, íî è ñôîðìèðîâàòü ðàñïîëîæåíèå ê ñòðàõîâîé êîìïàíèè. Ïîýòîìó âîïðîñ êà÷åñòâà ñòðàõîâîé óñëóãè ñåãîäíÿ ïðèîáðåòàåò îñîáåííóþ àêòóàëüíîñòü. Öåëüþ äàííîé ðàáîòû ÿâëÿåòñÿ òåîðåòè÷åñêîå îáîñíîâàíèå ïîäõîäà ê ôîðìèðîâàíèþ êà÷åñòâà ñòðàõîâàíèÿ êàê ê ïðîöåññó. Â ñòàòüå èññëåäîâàíû ôàêòîðû ïîâûøåíèÿ êà÷åñòâà ñòðàõîâàíèÿ íà âñåõ ýòàïàõ ñîçäàíèÿ ñòðàõîâîãî ïðîäóêòà è ïðåäîñòàâëåíèÿ ñòðàõîâîé óñëóãè (ìàðêåòèíã,
ðàçðàáîòêà ñòðàõîâîãî ïðîäóêòà, ïðîäàæà, ñîïðîâîæäåíèå
äîãîâîðà, óðåãóëèðîâàíèå óáûòêîâ). Àêöåíòèðóåòñÿ âíèìàíèå
íà íåîáõîäèìîñòè îòäåëüíîãî ðàññìîòðåíèÿ êàæäîãî áèçíåñïðîöåññà ñ öåëüþ âûÿâëåíèÿ åãî âíóòðåííèõ ôàêòîðîâ âëèÿíèÿ
íà êà÷åñòâî ñòðàõîâîé óñëóãè â öåëîì. Êà÷åñòâî ñòðàõîâîé
óñëóãè íà ïåðâîé ñòàäèè åå ðåàëèçàöèè îñíîâûâàåòñÿ íà «êà÷åñòâå ñòðàõîâùèêà» â ñìûñëå îöåíèâàåìîé ïîòðåáèòåëåì åãî
íàäåæíîñòè, ïîïóëÿðíîñòè, àâòîðèòåòíîñòè. Óðîâåíü íàäåæíîñòè ñòðàõîâûõ êîìïàíèé îïðåäåëÿþò ðåéòèíãîâûå àãåíòñòâà, íî èçó÷åíèå äàííîãî âîïðîñà ïðèâåëî ê âûâîäó î âîçìîæíîñòè íåñîñòîÿòåëüíîñòè ðåéòèíãîâ (íà ïðèìåðå ðåéòèíãà
âûäàþùåãîñÿ àìåðèêàíñêîãî ñòðàõîâùèêà). Îïèðàÿñü íà ìíåíèå ýêñïåðòîâ-ïðàêòèêîâ, â ñòàòüå ïðåäëàãàåòñÿ êðîìå âûñîêîãî ðåéòèíãà, ñ÷èòàòü ïîêàçàòåëÿìè ñòàáèëüíîñòè ðàáîòû ñòðàõîâîé êîìïàíèè â Óêðàèíå: äèâåðñèôèöèðîâàííûé (ñáàëàíñèðîâàííûé è íàäåæíûé) ñòðàõîâîé ïîðòôåëü; âîçìîæíîñòè âëàäåëüöåâ ñòðàõîâîé êîìïàíèè, èõ äîëè â óñòàâíîì êàïèòàëå, ó÷àñòèå êîìïàíèè â ôèíàíñîâî-ïðîìûøëåííûõ ãðóïïàõ,
îáúåäèíåíèÿõ, õîëäèíãàõ èëè ñîâìåñòíûõ ïðåäïðèÿòèÿõ; àäåêâàòíîñòü ñòðàõîâûõ òàðèôîâ ðèñêó; óðîâåíü è êà÷åñòâî ïåðåñòðàõîâàíèÿ; êâàëèôèêàöèþ ïåðñîíàëà, òî åñòü íàëè÷èå â
øòàòå ñòðàõîâîé êîìïàíèè êîìïåòåíòíûõ àíäåððàéòåðîâ,
ðèñêîâûõ ìåíåäæåðîâ, îöåíùèêîâ è äðóãèõ ñïåöèàëèñòîâ; èñòîðèþ ïðåáûâàíèÿ êîìïàíèè íà ðûíêå è åå îòêðûòîñòü. Â
ðàáîòå óòî÷íåíî è ðàçìåæåâàíî ïîíÿòèå ñòðàõîâîãî ïðîäóêòà è ñòðàõîâîé óñëóãè. Äîêàçàíî, ÷òî êà÷åñòâî ñòðàõîâîé óñëóãè, â ïåðâóþ î÷åðåäü, õàðàêòåðèçóåòñÿ êà÷åñòâîì îáñëóæèâàíèÿ, ìåðîé óäîâëåòâîðåííîñòè ñòðàõîâàòåëÿ. Àâòîð ïðèõîäèò ê âûâîäó, ÷òî ñòðàõîâàÿ óñëóãà èìååò íåâèäèìóþ (íåîùóòèìóþ) ñîñòàâëÿþùóþ - ïñèõîëîãè÷åñêóþ îñíîâó ñòðàõîâàíèÿ, ýòî ÷óâñòâî óâåðåííîñòè è ìèíèìèçàöèÿ îáåñïîêîåííîñòè (ñòðàõà) çà ñâîå èìóùåñòâî, æèçíü, çäîðîâüå ê ìîìåíòó
ðåàëèçàöèè ðèñêà, è ìàòåðèàëüíóþ ñîñòàâëÿþùóþ â âèäå ñòðàõîâîãî âîçìåùåíèÿ ïðè óñëîâèè ðåàëèçàöèè ðèñêà. Ïîñëå íàñòóïëåíèÿ ñòðàõîâîãî ñëó÷àÿ êà÷åñòâî îöåíèâàåòñÿ ïî ðåçóëüòàòàì âûïîëíåíèÿ ñòðàõîâùèêîì ñâîèõ îáÿçàòåëüñòâ. Ïîñêîëüêó îùóòèìîñòü ìàòåðèàëüíîé ñîñòàâëÿþùåé áîëåå ñóùåñòâåííà äëÿ ñòðàõîâàòåëÿ ÷åì ïñèõîëîãè÷åñêîé, ñâîåâðåìåííîñòü ñòðàõîâûõ âûïëàò â ïîëíîì îáúåìå èëè îáîñíîâàííûé
îòêàç (òîëüêî ïðè óñëîâèè ïîëíîãî ïîíèìàíèÿ ñòðàõîâàòåëåì
ïðè÷èí îòêàçà) îñòàâëÿþò çà ñîáîé øëåéô óäîâëåòâîðåííîñòè è æåëàíèÿ ïðîäîëæèòü ñîòðóäíè÷åñòâî.
Êëþ÷åâûå ñëîâà: ñòðàõîâàÿ çàùèòà, ñòðàõîâîé ïðîäóêò,
ñòðàõîâàÿ óñëóãà, êà÷åñòâî ñòðàõîâîé óñëóãè, õàðàêòåðèñòèêè
êà÷åñòâà, ôàêòîðû âëèÿíèÿ íà êà÷åñòâî óñëóã, íàäåæíîñòü
ñòðàõîâîé êîìïàíèè, ïñèõîëîãè÷åñêàÿ îñíîâà ñòðàõîâîé
óñëóãè, ìàòåðèàëüíàÿ ñîñòàâëÿþùàÿ ñòðàõîâîé óñëóãè.
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