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Abstract. The research explores the implementation of a performance evaluation system within the
technical support department of a Ukrainian IT company to improve service quality and streamline
internal business processes. The research was motivated by observed inefficiencies in support
workflows, such as delayed ticket resolutions and inconsistent handling of client requests, which
negatively impacted customer satisfaction. As a result, the research proposes a structured approach
to monitoring and improving performance using the Balanced Scorecard (BSC) framework. The BSC
methodology was chosen as it allows for a comprehensive view of performance across four key
dimensions: financial, customer, internal business processes, and learning and growth. This
multidimensional perspective ensured that the evaluation system aligned not only with operational
goals but also with broader strategic objectives. Within this framework, a set of relevant Key
Performance Indicators (KPIs) was selected based on industry best practices and internal process
needs. These KPIs included metrics such as response time to requests, the recurrence rate of
incidents, ticket backlog, and individual staff productivity. In order to make the evaluation system
actionable, a KPI monitoring dashboard was developed. The dashboard provided managers with a
visual and interactive tool to assess performance trends, identify bottlenecks, and implement timely
interventions. Early results showed measurable improvements in process consistency, response times,
and the quality of problem resolution. What is more, the ability to analyze individual and team
performance facilitated more targeted training, feedback, and process adjustments. Importantly, the
research highlights that performance metrics are most effective when they are visible, trustworthy,
and clearly linked to customer outcomes and business goals. Rather than being used purely for
control, KPIs should serve as instruments for continuous improvement and strategic alignment. The
next phase of the project will focus on automating data collection and refining the dashboard to
further enhance operational agility and data-driven decision-making.
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Anomauin. Y yiti npayi 00ciodxncyemvcs 6Npo8aONCEHHs. CUCeEMU OYIHKU eheKmueHocmi pobomu y
8I00Li MEXHIYHOI NIOMPUMKU OOHIEL 3 YKPATHCOKUX NPoOYKmosux IT-komnaniti 3 Memoro noKpaujeHHs.
AKOCMI 00C1Y208Y8AHHSL MA ONMUMI3AYLT BHYMPIUHIX OI3HEC-NpoYyecie ma 83aemMooii Midc niopo30iLiamu.
Hocniooicenuss 6y10 MOMUBOBAHO CNOCMEPEN’CEHHAM HeepeKkmueHocmeli 8 podO4Ux npoyecax
RIOMPUMKU, MAKUMU K 3aAMPUMKU 3 SUPIULEHHAM 3d580K, GION0BIOI 6 3AsA6KU I3 3ANi3HEeHHIM,
nepesuwyouU 2pAHUYHo OONYCMUMULL MEPMIH peazy8aHHs ma HenocliiooeHa 0OpobKa 3anumie
KIIEHMIB, W0 He2amueHO GNIUBAN0 HA 3A0080JEHICMb KilicHmie. Sk pe3yibmam, O00CHi0NCEeHHs
NPONOHYE CIMPYKMYPOBAHUL NIOXI0 00 MOHIMOPUHRY, CBOEUACHO20 pea2y8aHnHs, adanmayii poooyux
npoyecieé ma NOKpawjenHs egQexmueHocmi pobomu 3 SUKOPUCMAHHAM CUCmeMU 30a1aHCOBAHUX
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noxasnukie (BSC). Memooonocito BSC 6yno obpano, ocKiibKu 60HA 00380J51€ OMpPUMamu
KOMNIEKCHe VABIEeHHA Npo egheKmueHicms pobomu 3a 4OMupma Kio408UMU HANPABIEHHAMU:
Qinancosuii, KIEHMCbKUL, BHYMPIWHI Oi3HEC-npoyecu, a Mako;C HA84aHHs ma 3pocmanus. 1
bacamosumipHa nepcnekmuea 3a0e3nedyuna 8i0N0GIOHICMb CUCHEMU OYIHKU He Julle OnepayiitHum
yinam, ane U WuUpwum cmpameivHum 3a80aHusAM. YV pamkax yiei cucmemu 6yno obpano Hadip
8IONOBIOHUX KIIOYOBUX NOKA3HUKIE eghekmuenocmi (KPI) na ocnoi HauKpawux 2any3esux npakmux
ma nompe6 enympiwnix npoyecis. L{i KPI exniouanu maxi noOKasHuKu, K 4ac peacy8anus Ha 3anumiu,
uacmoma no8mMopO8aAHOCMI IHYUOEHMIB, KLIbKICMb HePO32NAHYMUX 3A8680K SKI 3ANUWUIUCA 8 KIHYI
OHsl, KILIbKICMb 3a860K wWo Oyau 00poOieHi 3 3ani3HeHHAM ma NpOoOYKMUBHICMb OKPEMUX
cnigpobimnuxie. o6 3pobumu cucmemy oyiHku 0i€or, OYI0 po3podieHo nauvenb MOHIMOPUHS)Y.
Inpopmayitina nanenv Haoana meHeodcepam Bi3yalbHULL Ma IHMEPAKMUBHUL [HCMPYMeHm OJisl
OYIHKU NOMOYHOI cumyayii a maxosc Onisl OYIiHKU MeHOeHYill epeKmMUEHOCMI, 8UAGNEHHS 6)Y3bKUX
Micyb ma ceoeuacHoz2o empyyanns. [lonepeouni pesynbmamu noxazanu NOMImHI NOKPAUWEHHs 8
V320001CeHOCMI  npoyecie, yaci peazy8awHs ma sKocmi eupiuieHHs npobaem. birvwe mozo,
MOJNCTUBICMb AHANIZYBAMU THOUBIOYAILHY MA KOMAHOHY eheKmuHicms Cnpusia Oiibd eHYYKOMY
PO3N00INY HABAHMANCEHHSA, HABYAHHIO 8 001ACMAX 0e CNoCmepieanacv npocadkd, 360POMHOMY
38'A3Ky ma KopucyeanHio npoyecis. Baswcnuso, wjo 00cniodxcenHs niOKpecuroe, w0 NOKASHUKU
epexmuerocmi € HatieheKmusHiUMU, KOTU 60OHU BUOUMI, 3PO3YMINI, HAOTUHI MA YIMKO NOB8'A3aHI 3
pe3yriomamamu pobomu KiieHmie ma Oi3Hec-yinamu. 3amicms moeo, wobd BUKOPUCTOB8YBAMUCS
BUKIIOYHO OJisL  KOHMPOJIO, K406l nokasuuku egexmusnocmi (KPI) nosunni cayocumu
IHCmpymeHmamu 0 ROCMIIHO20 800CKOHANEHHS MA CIMPAMe2iuH020 Y3200H4CEHHS [ 3POCMAHHSL.

Knrouoei cnosa: KPI, niosuwenns echexmuerocmi, 0aubopo, agmomamusayis, ynpasiiHHs npoyecamil.

EdexTuBHE ynipaBiaiHHS BHYTPIIIHIMU O13HEC-IIPOLIECAMU € TOJIOBHUM BUKIUKOM
CyyacHHMX KoMmnaHiil cepu iHbopMaLIiHUX TEXHOIOT1H JJ1s1 3a0e3MeueHHs THYYKOCTI
KOMIaHIA Ta MATPUMKH 3aT0BOJICHOCTI KJi€HTIB. JIJIsi mocsarHeHHS e()EeKTHBHOTO
yIpaBiaiHHSA OyJI0 JOCHIKEHO Ta TPAKTUYHO BIPOBAIHKEHO MOKA3HUKU €()EeKTUBHOCTI
B BIJJIIII TEXHIYHOI MiJTPUMKH, CIIMPAIOYUCH SK HAa TEOPETUYHI OCHOBH, TakK 1 Ha
MpakTUYHUM JocBiA. Lle M03BOMMIO CTPYKTYypyBaTh MOHITOPUHI €(pEKTHUBHOCTI Ta
TMOCTIPUSIIIO OUTBILI OTEPATUBHIN MITPUMIIL KITIEHTIB Ta MOKPAIIEHHIO SIKOCTI 00CITyTOBYBAHHSI.

[1ix yac poboTu B 011HIi 13 ykpaiHchkuXx [T - kommaniit Mo>kHa OyJ10 criocTepiraTu
K Hee(PEKTUBHICTh y POOOUYHX MpoIlecax MATPUMKH, TaKa K 3aTPUMKA 3 BUPIIICHHIM
3asiBOK a00 HEMOCHiOBHE OOpOOJICHHSI 3amHTiB, MOXE HETAaTUBHO BIUIMHYTH Ha
3aJI0BOJICHICTh KJIIEHTIB. B CBOI0O uepry e MIAMITOBXHYJIO /O BIPOBAIKCHHS
CTPYKTYpPOBaHOi CHUCTEMH OIIHKH €(EKTUBHOCTI, M0 KEPYEThCS CHUCTEMOIO
30aJlaHCOBaHUX MOKa3HUKIB [1].

IIpoekT cniupaBcs Ha 36anancoBaHy cucteMy noka3Hukis (BSC) sik ocHOBYy, 1110
J03BOJISIE  BIACTEXKYBaTU €(EKTUBHICTh Yy YOTHPbOX KaTeropisix: (QiHaHCOBA,
KIJIIEHTCHbKA, BHYTPINTHI O13HEC-TIPOIIECH, a TAKOXK HaBYaHHS Ta 3pocTaHHs [1].

J171s BU3HaYeHHsI B1MOBIAHUX MOKA3HUKIB, OyJI0 MPUIHATO PillIEeHHS 3BEPHYTUCS
710 CITUCKY KJTFOUOBHX MOKa3HUKIB eexktuBHOCTI (KPI) miist mokpamenHs nporiecis [2],
AKl BKJIIOYAIOTh 4Yac pearyBaHHA, KOE(IIIEHTH TIOBTOPEHHS IHIMACHTIB Ta
OPOAYKTUBHICTh IEPCOHANLy, SIKI B CBOIO 4YEpry HaroJIOUIylOTh Ha Y3TOKEHHI
IMOKA3HUKIB 13 3aralbHUMH O13Hec-IuIsIMu [3].
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Kpim Toro, meroauka nijisi aBToMaTu3allii 0i3HEC-IIPOIIECiB Halajaa MPaKTUIHUI
MOTJIS]] HA BUKOPUCTAHHS TMOKAa3HUKIB €(PEKTUBHOCTI TPOIECIB JJIs ITiIBUIICHHS
OTIepAIliifHOI y3TOKEHOCTI Ta 3MEHIIIEHHS TOBTOPIOBAHb y poboumx mporecax [4].

[Ticist BipoBaI>KeHHS MaHeNl IHCTPYMEHTIB i BijctesxkeHHs: KPI B peanbHOMY
qaci, MEHEKEP CITYKOU MiATPUMKHA OTPUMAB MOKIIMBICTh KOPUTYBATH MPOIIECH Ha OCHOBI
IIMKJIIB 3BOPOTHOTO 3B'sI3KY Ta KOHTPOJIbHUX MOKa3HUKIB epexTuBHOCTI. Hanpuknan:

- IKICTb BHUPIIIEHHA NpOOJIeM MOKpaIIWIacs 3aBASKH 3alpoBaKEHHIO 0a3u
3HAHb 1 BEJCHHIO BHYTPINIHIN TOKYMEHTAIlI Ta CTAHAAPTH30BAHUM ITPOIICTyPaM.

- Y3TO/KEHICTh  BIAMOBiNEH  3pOcCia,  OCKUIBKM  MEHEIKMEHT  MOXKeE
poaHai3yBaTH 1HAUBIIyadbHY €(DEKTUBHICTh KOKHOTO YJIEHA KOMaH/IH.

Xoya MOKpalleHHsS BCE e BIJICTEXKYIOThCSA, pPaHHI BIATYKU BiJ KEPIBHUKIB
KOMaH/I CB114aTh MPO MOMITHY MO3UTUBHY TE€HACHIIIIO.

OmHuM 13 HAWIIHHIIIUX BUCHOBKIB OYJIO Te, IO MOKA3HWUKH MPAITIOIOTH JIUIIE
TOJ1, KOJIM BOHM BHJMMI, HaJ1iHI Ta peneBaHTHi. HemoctatHbo Oyino BUMIpSATH oOCsT
3a5BOK — MOTPIOHO OYyJIO TMOSCHUTH, YOMY IEBHUM TMOKA3HUK BAXJIMBUM 1 SK BiH
[IOB'sI3aHUI 3 JOCBIIOM KJII€HTIB.

[Toxka3HukM TpPOIECY TMOBUHHI CIYXUTH I1HCTPYMEHTAMH [l TOCTIHHOTO
BJIOCKOHAJICHHS, @ HE KOHTpoJito [4]. 30amancoBaHa CHUCTEMa MOKa3HHUKIB, Y CBOIO
4epry, IOMOMOTJIa MiATPUMYBaTu cTpaTeriyauii gokyc [ 1], rapantyioun, Mo 3MiHU HA
oTepaliitHoMy piBHI MiATPUMYIOTh HIMPIII 1I1J11 KOMIaHI1.

3acToCyBaHHS TOKa3HUKIB e(eKTuBHOCTI B IT-miaTpumili — 1e HE MpOCTO
BUMIPIOBaHHs, a 1 poOOTa 3 alanTaIli€ro NpoleciB 1 IepCoHATy i peaii )KUTTS.

Sk pesynpraT Oyno BuzHaueHo, ki KPI MoxiauBO mpakTU4YHO perynispHO
KOHTPOJIIOBaTH, a SKI BHUMAaralTh 3aHaATO Oarato pPy4YHOTO BBEACHHS, 100
BUIIPaBAATH OTPUMAaH1 BUCHOBKU. ABTOMATH3allisl YaCTUHH 300py JaHHUX 3aJIUIIAETHCS
METOI0 HACTYIHOIO €TaIly.
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