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J11507-001 
Galeev E.V., Ivashova V.A., Fedkova T.V. 

MODEL «PERFECT EMPLOYEE» AS A TOOL TO IMPROVE THE 
UNIVERSITY ACTIVITY  

Stavropol State Agrarian University  
Stavropol, Zootekhnicheskiy Lane 12, 355017 

 
Annotation: The article presents the model of the "perfect employee" and the 

experience of its use in the Russian university. The possibilities of harmonizing the 
strategic goals and objectives of the University and the personal goals of employees 
to achieve business results ensure sustainable development; procedures for 
identifying and nurturing talents of employees, their motivation in the personnel 
management system are demonstrated in the article. And as a result of the 
introduction of the model "perfect employee" brings employees’ loyalty and 
willingness to change in accordance with the challenges of time and personal 
professional ambitions 

Key words : model «Perfect employee», motivation in the personnel 
management system, strategic objectives of the personnel and organizations, 
professional and personal growth. 

"I respect people who know exactly what they want. Most of the troubles in the 
world come from the fact that people do not precisely understand their objectives. 
Beginning to erect a building, they make too little effort to make the foundations the 
tower could stand on"(Goethe J.)  This statement defined the contents of the key 
approach that the SSAU has chosen for its employees – the "Perfect employee" 
approach. 

The "Perfect employee" is a harmonious blend of the SSAU strategic goals, 
needs, and opportunities for professional and personal growth of each employee. It is 
the foundation of the sustainable development: both for the SSAU and the entire 
regional community (residents of the Southern Russia). 

Key objectives of the "Perfect employee" approach: 
– Coordination of the strategic goals and objectives of the SSAU (indicators of 

the "Ideal worker") and the personal goals of employees (priorities, building self-
esteem, achievement motives, the possibility of career planning) to achieve business 
results that support a sustainable development; 

– Identifying and nurturing the talents of the employees as a constant source of 
creativity and innovation on the SSAU processes; 

– Inspirational motivation in the system of the personnel management to ensure 
a balance between the necessary (for the SSAU) and desired (for an employee); 

– Loyalty of employees (as a result of awareness of their own contribution to the 
SSAU business results and achievements), and a willingness to change in accordance 
with the challenges of time and personal professional ambitions. 

The Model “Perfect employee” defines areas in which an employee can be 
perfect [1]. 

We strive to see and understand what each employee is capable for, no matter if 
he is perfect in one area or several areas at the same time. 
URL: http://www.sworldjournal.com/e-journal/j11507.pdf  
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Only by changing yourself in the dynamic environment, one can change the 
world for the better. 

As a part of the approach "Ideal employee" the SSAU introduced improvements 
in the system: 

– Selection of personnel in the SSAU – Maps of indicators of professional 
achievements for various positions are detailed and developed ;  competitive process 
procedure for establishing terms of their employment contracts (from 1 year to 5 
years, depending on the level of competence and priorities required for the SSAU and  
established by an employee in a personal development plan); 

– Identifying potential employee skills - the list of indicators of the level of 
professional achievement has been widened (in 2009 there were three groups of 
indicators – achievements in education, science, production, while in 2011 there were 
8 groups: achievements in  teaching, methodical work, science and research, 
education, socio-useful activity, qualification, commercial projects, awards and 
recognition) The standard indicators benchmarks that characterize the level of 
development for  required competencies are defined; 

– Measuring the contribution of each employee to the overall SSAU strategic 
goals achievement through the introduction of a regular plan-fact analysis and public 
presentation of the performance of each employee to ensure the availability and 
transparency of information about individual achievements; 

– Internal and external mobility – the mechanism for the staff promotion to a 
higher position or a new position in a related field of activity in accordance with the 
detected level of professional achievement, and the mechanism for promoting the 
employee to higher positions outside the SSAU (for example, to the ministries of the 
Stavropol Territory, the city administration and the Stavropol region, public 
organizations); 

– Education and improving the qualification of the SSAU employees – the 
practice of selection of individual programs, workshops, seminars, in accordance with 
the SSAU strategic goals was introduced, in accordance to the level of professional 
achievement, personal characteristics and professional ambitions [5]; 

– Staff self-education- maintaining a culture of continuous improvement as a 
basis for achieving the SSAU strategic goals, professional and personal growth 
(implementation of proposals to improve, encourage participation in competitions, 
grants, creating the conditions for a professional, recreational, sporting and creative 
activity). 

The "Perfect employee" is an image of an employee annually developed and 
maintained by staff combining several components: 

– Maps of indicators of professional achievements in 8-integrated groups of 
indicators (level of development is determined by the procedure of the employees’ 
ranking); 

– Maps of competencies that reveal the personality characteristics and the 
hidden talents of employees (determined by the method "360"); 

– Personal development plan for the employee with the priorities of 
development indicators and time frames for achieving them (the procedure is 
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determined by the level of achievement of self-assessment and peer assessment, 
which is carried out by the Attestation Commission). 

The following elements are realized in the development of the "Perfect 
employee" approach: 

– Map indicators of professional achievement for the various positions 
(administrative and educational support of the personnel, teachers, etc.)are developed 
in detail, the obligatory level of achievement required for each position as a basis for 
self-assessment and correction of personal development plans for the staff is set, five 
possible levels of professional achievement are identified; 

– Maps of competencies and parameters for the estimation of personal 
characteristics of employees are developed, the mechanism of the choice of people 
involved into the evaluation has been established ,the channels of the feedback on the 
results of application of the methodology are tuned (for example, in the map of 
managers' competencies the indicators relating to the support of the subordinates’ 
initiatives , individual initiatives to improve the efficiency of processes, including in 
the adjacent units, in addition, for all employees there is a list of the added  most 
important indicators such as: sharing of experiences and best practices in the SSAU 
structural subdivisions, teamwork skills, initiative); 

– Peer review procedure for the expert evaluation of the rating results and 
methodology "360 degrees" as a basis for self-improvement, self-education, the 
choice of individual incentives for the professional and personal growth, the 
scheduling of the employment contract between an employee and the SSAU has been 
introduced; 

– Socially useful activities has been allocated in a separate group of professional 
achievement indicators to activate the hidden talents of employees to achieve the 
SSAU and regional community sustainable development (encouragement for the 
development and implementation of charity, environmental, social, volunteer 
projects); 

– Implementing the staff rotation  both on the initiative of the expert committee, 
and on the initiative of the employees to maintain a balance between traditional and 
innovation SSAU processes at a relatively  staff low turnover rate (through the 
creation of innovative laboratories, foundation of new schools, implementation of 
projects, programs, grants for key and support processes); 

– Unrestricted exchange of information – both required for the strategic 
objectives accomplishment  and highlighting the contribution of each employee to the 
achievement of these objectives (including via the SSAU web-site , information 
plasma, University newspaper, rituals of public recognition, weekly exchange of 
information along the horizontal and vertical channels ); 

– Mechanism for obtaining feedback from employees and making management 
decisions on the results of a series of annual surveys conducted by the Sociological 
Research and Marketing department [4]. 

The implementation of the "Perfect employee" Model is inextricably linked with 
the implementation of the SSAU Mission - to expand the boundaries of knowledge 
and learning, to provide graduates professionals with the training, to improve the 
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quality of life of the South of Russia population and contribute to the preservation 
and enhancement of moral, cultural and scientific values of the society. 

In accordance with the Mission, the SSAU builds relationships with employees, 
on the basis of the common set of values - Quality, Ethics, Professionalism, and 
Creativity. The SSAU aims to be the perfect employer who welcomes the initiative 
and dedication of the staff in the achievement of strategic objectives, provides equal 
opportunities for professional and personal growth. 

In the implementation of the SSAU "Ideal employee" approach a number of 
stages can be identified: 

– Preliminary study of the experience of implementing systems of the 
professional competence assessment, development of staff professiogrames in 
educational institutions both in the Russian federation and countries of the 
Commonwealth of Independent States (CIS) ,selection of good practice as a basis for 
developing their own model of the "Ideal employee"; 

– Development of the image of the "Ideal employee" and mechanism to 
implement it as a key approach to the SSAU personnel management (exclusive Maps 
of indicators of professional achievements for the university staff ranking, Maps of 
competencies of the university staff to implement the "360" methodology, optimal 
format of employees’ personal development plan); 

– Involvement in efforts to evaluate and improve the image of the "Ideal 
employee" of all SSAU employees who have specific activities, the level of 
qualification and are at different career stages (through the annual discussion and 
making suggestions for improvement in the structural subdivisions, expert evaluation 
of the proposals, confirming changes at academic councils, introduction of changes in 
the SSAU regulatory framework); 

– Defining the level of compliance of an employee image with the image of the 
"Ideal employee" – the procedure  is carried out 2 times during the  calendar year 
and includes: employee’s self-evaluation (in accordance with the Map of indicators of 
professional achievements, parameters of Maps of competencies and personal 
development indicators, highlighted in the development plans – in the middle of the 
year) , correction of personal development plans (2 times a year), an expert 
assessment of the level of an employee’s achievements (with the subsequent 
recommendation to promote to a higher position or to related fields of activity – at the 
end of the year), establishing terms of the employment contract – during the hiring 
procedure, recommendations for the transfer to another position or at the end of the 
previous term of the employment contract; 

Such a deployment approach "Perfect employee" provides with constant changes 
not only in the very image of the "Perfect employee", but also to the SSAU strategic 
objectives as a whole, allows reacting flexibly to any changes in the internal and 
external environment [2]. 

In the process of implementation of "Perfect employee" approach the SSAU had 
to overcome a number of challenges, including: 

– Need for updating the quality of the SSAU legal framework governing the 
staff management - revision and introduction of new provisions, regulations, 
standards; 
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– Need for the individualized system of non-financial incentives – to select the 
forms of stimulation for several reasons: 

- In accordance with age-related stages of career paths (honorary appointment to 
the post of  Rector’s advisor and assistants, vice-rectors, leadership mentoring, 
appointing as chairmen or members of expertise, qualification, contest committees on 
the SSAU processes, information on achievements within the university, city, 
regional, national media, etc.); 

– In accordance with professional ambitions (appointment to leadership 
positions, management / leadership projects of different scales and to ensure the 
implementation of innovative ideas on the SSAU processes, information on 
achievements within the university, city, regional, national media, etc.); 

– Promotion and assistance in obtaining public, industry and public recognition 
(diplomas, thank you letters, medals, honors, badges); 

– Need to change the system of remuneration and incentive - revised payroll 
system for each calendar year in accordance with the level of professional 
achievement; revised criteria for the establishment of incentive and incentive 
payments, among which, along with the traditional criteria (ensuring quality of the 
structural units, for intensity of labor , allowance for the quality of work and 
professionalism, etc.) we added new ones (the introduction of innovative 
technologies in the educational, scientific, manufacturing processes, engineering, and 
economic services, the timely putting the object of construction into operation, etc.). 

The implementation of the "Perfect employee" approach brought a number of 
advantages for the SSAU, including: 

– Coordination of employee personal life goals with the SSAU strategic goals 
providing employees’ motivated behavior towards these goals; 

– A high degree of employee involvement in the development both of the SSAU 
Mission, Vision, strategic goals and objectives and its structural subdivisions, the 
principles of the SSAU domestic and foreign policy; 

– Building human resources to meet the requirements and conditions of the 
SSAU Development Strategy in conjunction with the strategies of all levels and 
personnel policy in general; 

– Renewal of the personnel reserve in different areas of activities for the needs 
of both the SSAU and its partners, stakeholders in order to achieve sustainable 
development; 

– Optimal use of the creative potential of employees to generate and implement 
new ideas and technologies that improve the quality and competitiveness of the 
SSAU products and services; 

– Effective system of internal and external communications, contributing to 
strengthening of the SSAU positive image in education, science and socio-economic 
life of the region and the Southern region of Russia; 

– Management through delegation of authority, based on a targeted, informed 
staff planning their career path. 

In the process of implementation of the "Perfect employee" approach, the SSAU 
learnt some lessons for itself, including: 
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The "Perfect employee" is an application tool for a variety of tasks relating to 
the recruitment, assessment, training and personal development of the working 
personnel, getting feedback, etc. Therefore, this approach requires a comprehensive 
system of personnel management, involving all categories of employees in the 
process of self-improvement and self-realization in all key areas of activities carried 
out in the framework of the current organization strategy; 

– Dependence of the "Perfect employee" image on the situation and conditions 
in the SSAU external and internal environment and, as a consequence, the 
recognition of the need for the constant review of the principal components of the 
"Perfect employee" – Maps of  indicators of professional achievements and 
Competence maps that reveal the personality characteristics of employees; 

– The "Perfect employee" is a powerful tool of the employee self-motivation , it 
not only makes it possible to achieve sound planning and career development, setting 
goals of personal development, influencing the level of wages, but it also gives the 
employee the right to choose - whether to move forward, seeking new achievements, 
or stay at a certain level of progress. Thus, in the SSAU the responsibility for moving 
up the career ladder is equally shared  between the SSAU (employee empowerment, 
resources, creation of necessary conditions), and by the employee (achieving the 
desired results, even exceeded, or staying in stagnation, leading to a revision of the 
employment contract) ; 

– The "Perfect employee" is a versatile tool that allows us using the 
benchmarking technology to improve the employee professional and personal growth 
and maintain a culture of continuous improvement in the SSAU. 

The University provides employees with a choice - whether to move forward, 
seeking new achievements in the University or beyond, or to stay at a certain reached 
level.  

Only changing yourself in a dynamic environment one may change the world for 
the better.  

The practical experience of the approach implementation "Perfect employee" 
resource potential of the SSAU, the SSAU high status in education, science, and 
social life of the Stavropol Territory and southern Russia, the region's needs for 
qualified personnel have brought us to an understanding of the need to create on the 
basis of the SSAU the "Regional center for planning, development and support of 
staff career in the agro-industrial complex" [3]. The Centre will promote the 
dissemination of best practices in the area of personnel management for all 
stakeholders, qualitative renewal of personnel potential of the agribusiness in the 
Stavropol Territory and southern Russia. 
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FUNDAMENTAL CONCEPTS OF EFQM AS THE BASIS FOR THE 
UNIVERSITY ORGANIZATIONAL DEVELOPMENT  

Stavropol State Agrarian University  
Stavropol, Zootekhnicheskiy lane, 12, 355017 

 
Annotation: The paper presents an original vision of the implementation process 

of the fundamental concepts of the European Foundation of Quality Management in 
terms of Russian universities. Identifying priority areas at different stages of its 
development, the Universities focuses on the fundamental concepts of the EFQM 
Excellence , which formed the basis of the philosophy of quality and inspired 
University in search of new areas for the application of acquired knowledge and 
experience. 

Key words: quality management system, process management, customers, 
competitive advantages.  

The fundamental basis of the SSAU life is the principle of freedom in 
educational and scientific-research activities proclaimed by the Magna Charta of 
European Universities. This principle allows preserving and efficiently developing 
the identity of the SSAU, stimulates creativity and innovation, and highlights the 
University in a competitive environment. 

Enhancing the competitive advantages of the University is largely possible due 
to the fact that in 2002, the University began to develop the quality management 
system in accordance with the EFQM Excellence Model. 

Why have we made a choice of the EFQM? First, The EFQM Excellence is a 
practical tool that allows you opening new market segments, generating new 
knowledge, creates a need for a constant change and grow in the desires and 
purposes. 

Secondly, when using the model the university receives a comprehensive picture 
of its activities, assesses the level of satisfaction of its customers, staff, suppliers, 
society, and on this basis identifies the priority areas for improvement. 

Thirdly, understanding of the model’s criteria and their relationship with the 
University processes enables timely identification of areas for improvement and 
taking the necessary managerial decisions to improve performance. 

Thus, implementing the EFQM Excellence Model the University is constantly 
increasing its competitive advantage, while using some other tools. 

The University staff – is a dynamic living organism and it needs to keep 
constantly "abreast" – studying the needs of employees and providing timely 
opportunities to meet them, and also to evaluate the contribution of staff to the 
strategic goals of the University. 

To do this, we have developed a versatile tool – the Model of the "Perfect 
employee". It defines the area in which the employee may be perfect [2]. 

We strive to see what each employee is able and to understand and whether he 
will be perfect in one area or in several areas at the same time. This allows optimally 
reallocating the personnel, attracting and retaining qualified employees, encouraging 
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young and energetic talents and increasing the competitive advantages of the 
University. 

On the Journey towards Excellence the University supports and encourages each 
employee, creates all conditions for his professional and personal growth. 

For example, the University has a program of creation of small innovative 
enterprises, on which basis innovative developments, products and services of 
employees for education, science and production are tested, allowing the University 
and its customers to keeping up with the progress and be a locomotive.  

Thus, the balance between the objectives of the University, the employee 
personal goals and expectations of consumers is obtained. 

In the educational sphere there is a pronounced independence of the consumer, 
which primarily focuses on a specific goal - professional development and personal 
development [1]. Educational services can be offered to them in the extent to which 
they conform to its demands. Therefore, the understanding the needs and expectations 
are going through a permanent process informing managers about the motives of 
consumers that they are driven by, behavior in general. 

To do this, the University developed the evaluation model of the customer 
satisfaction. Monitoring of customer satisfaction, benchmarking with the best-in-class 
Russian and foreign organizations can properly understand consumers. 

Image policy is an important tool of administrative activities of the University 
and its resource mobilization capacity. Therefore, the University provides the 
necessary conditions for the unrestricted exchange of information between staff, 
students, partners and stakeholders. 

For concentrated impact on target groups of the Society the University uses a 
corporate portal as a tool to promote services and maintain the image of the 
university. 

The corporate portal is constantly being improved, so that all stakeholders would 
always have the opportunity to get all necessary confirmed information about the 
University need to confirm the information in a simple and understandable form. 

Defining priorities at different stages of development, the University was driven 
by the fundamental concepts of the EFQM Excellence Model, which shaped on the 
basis of the philosophy of quality and inspired the University for search of new areas 
for application of obtained knowledge and experience. 

In 1999 the University was in a state of crisis: the decline of the material and 
technical base, aging professionals, a significant lack of funds even to pay salaries to 
employees, and as a result, high turnover. This situation was a characteristic 
phenomenon for the higher education system in this historic period of Russia, which 
was in a state of political and economic crisis. 

Obviously, to overcome these challenges extraordinary approaches and people 
were required, those who were ready to put these approaches into practice, confident 
in their own abilities, that is why a new system of the university management was 
being built in accordance with one of the fundamental concepts - leadership with 
vision, inspiration and integrity. 
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The implementation of the main approaches in the leadership already during the 
next 5 years allowed restructuring the management of the university, reconstructing a 
series of processes - education, scientific-research, personnel management process. 

In accordance with this the Concept of development of the university was 
annually amended, priorities were determined; the professional team of staff was 
shaped. 

To ensure the effective management system in 2004, the University developed, 
implemented and certified the quality management system in compliance to the 
international standard ISO 9000. In 2014, the University re recertified and received a 
certificate of conformity to ISO 9001:2011. 

The Certificate ISO 9001-2011, as a guarantor of quality and stability, had a 
positive influence on the formation of public opinion on the situation of the enterprise 
at the market of products, and as a result, increased the number of orders and appeals. 
It also became a guarantor for our customers - students, parents, employers, business 
partners, investment companies, etc. 

At the stage of the development of the quality management system preserving 
and increasing the results achieved by the University became an important factor was 
the appeal and understanding of another fundamental concept – Achieving balanced 
results. 

In accordance with this concept, the University turned to the study of the best 
practices in the area of quality management, started to use increasingly benchmarking 
as the tool for improving activities, updated the system of customer feedback to build 
the optimal marketing strategy. 

During this period, there was an intensive development of the material and 
technical base of the production infrastructure and internal environment of work, 
designing and development of key and auxiliary processes took place, optimal 
communication channels were formed within the University and the external 
environment. 

This ensured the modernization of the educational process, support and further 
development of scientific research, a clear focus on consumers. 

The years 2005-2007 is the Period of shaping of the Russian market of 
educational services, the time when universities were searching for their unique 
segment in it, building competitive advantages. Diving into the world's best practices 
in the area of the quality management, studying various models of excellence, 
analyses of the key ideas of the concept "Building partnership relationships" gave the 
University its understanding of the necessity of embedding successful development 
experience of European organizations in their activities as the basic platform to 
achieve sustainable development of the University in the future. 

Active participation in contests in the area of quality has helped to expand the 
circle of business partners, contributed to the consolidation of the values of 
excellence in the organizational culture of the University, has raised the level of 
involvement of staff and students in the project activities and provided with the 
successful transformation of the University from the state of deep crisis to the stable 
sustainable development. 
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The main result of the transformation is obtaining for the University's new status 
– "innovative university" and state funding for the modernization of material and 
technical and laboratory facilities, updating methodical software in the processes of 
education and science, training and retraining of employees. 

During 2 years of the realization of the project "Education", the University 
opened more than 50 innovative subdivisions, which activities provided with the 
breakthrough in the scientific-research activity and now promotes the social- 
economical development of the rural areas of the Stavropol Territory and the North-
Caucasus federal district. 

In general, it allowed the University introducing qualitatively new proposals for 
staff (conditions and opportunities for professional self-realization), consumers and 
society (innovative technologies, experimental constructive developments, programs 
of additional education, consulting services). 

In addition, it promoted the preservation and development of fundamental and 
applied science as the basis of main educational programs. 

Crystallization of the experience gained in previous years of the University 
development, philosophical understanding and practical implementation of some 
fundamental concepts prioritized "Nurturing creativity and innovation" and 
"Leadership with vision, inspiration and integrity" made a focus on leadership and 
nurturing creativity and innovations in the University's continued effort to Excellence 

Therefore, the University tested the mechanisms for coordinating its strategic 
objectives and personal goals of employees, considering the staff as a constant source 
of creativity and innovation in all processes, and leadership – the potential for their 
implementation. 

Skillful management of the accumulated potential at this stage gave an 
opportunity to move to the commercialization of research and advisory services in the 
region, to reactivate the powerful teaching and experimental farm as the area for 
innovation and practical skills of students received in the framework of their 
professions. 

Widespread awareness of the public of the achieved progress, raising 
partnership capacities, including in the social sphere, influenced the formation of the 
image of the university, as the university, characterized by high-quality services and 
professional staff. 

This perception of the university has received confirmation from the Russian 
and international professional community. In 2008 the team decided one more serious 
test for the University – to take part in the European contest "Excellence Award – 
2008." The assessment conducted by experts from different countries: Germany, 
Netherlands, Holland, Cyprus. Assessors for the first time arrived in Russia and on 
the spot and assessed the management of the University. 

By the results of the contest the University became the first Russian organization 
- EFQM Excellence Award Finalist. The final report of the team of assessors helped 
vector for further development and progress forward. 

In 2010, the University again took part in the European contest "Excellence 
Award" (EFQM Excellence Award) and as a result of this contest became the first 
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Russian-organization Prize Winner in the categories "Leadership through the vision, 
inspiration and integrity", "Nurturing creativity and innovations". 

The contest participation shapes a special mentality in the staff and students. 
Those who passed the contest preparation think and act differently. They realize that 
the scopes of their activities are open educational space, people and resources that are 
in different cities and countries. It's a fantastic feeling of national unity, peace and 
humanity. 

Therefore, in 2008 the University became a member of the Magna Charta of 
universities uniting 570 elite universities in the world. 

On the Journey to Excellence the higher management skills were manifested in 
the leaders' ability to predict long-term development of the University and to 
determine the optimal point of growth to achieve key results. In doing it one should 
reach the understanding of what each employee is capable for in certain activities and 
make optimal use of its potential. 

Such approach ensured a high level of employee loyalty and their willingness to 
changes in accordance with the challenges of time and personal professional 
ambitions. 

The implementation of the concept "Achieving success through people" has 
provided a high degree of employee involvement in the development of mission, 
vision, strategic goals and objectives of the University and its individual structural 
subdivisions [3]. 

 During this period the organizational culture of the University is assigned a 
single system of values - Quality, Ethics, Professionalism, and Creativity, which 
covers all core and support processes. 

The University is perceived by the staff as the perfect employer who welcomes 
the initiative and dedication of the staff in the achievement of strategic objectives, 
creates equal opportunities for professional and personal growth. 

In 2010 the University developed, implemented and certified the environmental 
management system in accordance with the Russian standard ISO 14001-2007 (ISO 
14001:2004) "Environmental Management Systems. Requirements with guidance for 
use. "A certified environmental management system is a single practice for the 
educational institutions of the North Caucasus Federal District.  
In January 2013 the University passed the inspection audit as a result of which the 
certification body decided to extend the environmental certificate for up to 2016. 

The quality of results achieved by the University became the starting point for 
the university revaluation of its role in society. There came the understanding that the 
University is not just a center of education, science and culture, but above all a socio-
cultural area. The area is enriched with professional and life experiences of 
employees, customers, and partners and is able to exercise significant influence on 
those who are involved in it. 

This perception is reflected in the new Mission of the University, which has 
shifted the main focus on improving the quality of life of the population of the 
Southern Russia and the multiplication of the moral, cultural and scientific values. 

The University saw directions of the realization of a new mission in the key 
ideas of the fundamental concept of "Creating a Sustainable Future": having a 
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positive influence on the formation of favorable ecological, economic and social 
environment of the region.  

In 2013 the University for the third time participated in the European contest 
"Excellence Award- 2013" (EFQM "Excellence Award - 2013"). 

On October 23, 2013 at the ceremony of the celebration award "EFQM 
Excellence Award" in Vienna (Austria) the University confirmed its status. Marc 
Amblard, the CEO of EFQM said that the University for a Number of years had been 
demonstrating the strong commitment to Excellence philosophy and social 
responsibility in all areas of its work in addressing stakeholders in the region. 

Sustainable development at the University is supported at all levels of its 
development.  

Today we are building a new model of university based on European standards. 
The new Russia is a country of technologies and innovations. The country of 
creativity and success. The country of enormous possibilities and talents. In the new 
Russia the University is the flagship of education and science. Smithy of young 
specialists. Example of development and prosperity. 
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Abstract. The aim of the article is to study the information and analytical 

technologies are the basis of the development of regional strategies for innovation. 
The analysis of the information support of innovation, characterize the structure of 
IT-monitoring system development of innovative processes, analyzed the methods 
used in situational centers. As an organizational and technical core information and 
analytical support the development process of innovative development strategies 
proposed to use control technology situational centers. 

Key words: region innovative development, information and analytical support, 
situational center, intelligent data processing, decision-making. 

In modern conditions of possible solutions to the problems of innovative process 
management becomes one of the major challenges of sustainable development, both 
social and economic systems on a regional scale, as well as for systems of higher 
level: national, international, world. Effective management of innovation processes, 
as the most important sub-task of sustainable development territory, requires the 
creation of new and development of existing approaches to solve it. Another 
important task in the field of management support scientific innovation and socio-
economic sustainable development strategy is to create new and innovative structures 
that will stabilize the economic situation through the implementation of cost-effective 
business -Projects, development of market research and commercialization of new 
scientific developments. 

Formation of strategy of innovative development of the region, taking into 
account not one - two scenarios, and the whole range of options socio-economic 
system of the region requires detailed coordination impressive volume of incomplete, 
unstructured, contradictory socio-economic and technological information from the 
various levels of government in the region. Until recently, the authorities and the 
management did not have the information and analytical and communication systems 
required power with such functional characteristics that would allow to generate 
adequate mathematical models of complex socio-economic and technological 
systems. Therefore, the requirement of mutual coordination scenarios for the various 
branches of federal and regional economy to be unenforceable [10]. 

To solve the above problems it is necessary to form an open multi-function 
information infrastructure to support the development of innovation, endowed with 
the potential for self-development, ability to accumulate information component of 
the innovation potential of the regional economy and generate the necessary impetus 
to its innovative development. Information infrastructure should be the basic 
foundation of the logical integration and automated decentralized processing of 
heterogeneous information resources innovation. 
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As a technology platform for the practical implementation and deployment of 
such infrastructure can act modern technology peer distributed information systems, 
data mining systems, multi-agent systems technology, Internet technology and 
telecommunications facilities [2]. The use of multi-agent systems technology will 
create an adequate environment of information and analytical support the 
development strategy of innovative development of the region, taking into account 
the distributed, dynamic and structural complexity of its constituent subsystems and 
actors of innovation [3]. 

In the process of monitoring of Regional Development analytically processed 
massive amounts of information, so it is advisable to use modern information 
technology data, particularly mining. At the same time, the accumulated information 
contained in the data warehouse, implemented on the basis of the concepts of OLAP 
and Data Mining, is an information basis for the work of analysts. OLAP-technology 
will provide rapid access to data organized in a multidimensional database. With the 
help of Data Mining can reveal hidden patterns in large volumes of information. The 
above technologies cover various aspects of the process of data analysis, 
complementing each other, so it is advisable to share them in the monitoring system 
of innovation development of the region. Information-analytical system of 
monitoring the development of innovative processes in the region include the data 
repository containing statistics, analytical platform that allows assessment of data 
using data mining technology - Data Mining (Fig. 1) [1]. 

Monitoring of 
innovative 

development of 
regions

Region

year

Indicator

Data
Facts Measurement

Scenario data 
download

Data warehouse

Data analysis  
Fig. 1. The information-analytical monitoring system of innovation 

processes 
In an analysis of data from the repository loaded into analytical platform 

Deductor, which implements various technologies Data Mining: a multidimensional 
view of data; correlation analysis; calculating rating of regional development [9]. 

The region is a complex object that has properties of heterogeneous, and 
heterochrony geterarhirovannosti, and a successful strategy development process of 
innovative development of the region requires a more powerful tool than the scenario 
approach. You must use a concept based on a synthesis of methodological, scientific 
and design approaches. The synthesis problem is reduced to the formation of complex 
heterogeneous structure consisting of interconnected circuits activities, information 
models and models of knowledge: a simulation or game, reproducing and fixing 
scheme gaming interaction between participants of socio-economic relations; 
mathematical describing the behavior of the quantitative characteristics of the socio-
economic and technological processes on the basis of theoretical, experimental and 
statistical data that can fix or conjectured participants gaming interaction; information 
model, which describes the structure of data and information flows in the simulated 
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system [10]. Organizational and technical solution in this case can serve the regional 
situation center, which offers the possibility of information and analytical support the 
process of developing strategies for innovative development [5, 6]. 

Currently based control technology situational centers, allowing to create 
adaptive management model and develop effective solutions to the unpredictable 
conditions of the environment, waste and continue to evolve. Situational centers 
provide two qualitative aspects of data processing and the provision of information: 
mnogoekrannost user information field and the application of information processing 
highly intelligent information and communication technology [4, 7, 8]. 

Thus, the trend of treatment areas for strategic planning and innovative attempts 
to go beyond current activities as a new phenomenon in the regional policy of recent 
years is extremely important. She puts the regional authorities in the new, more 
powerful position in which there is a paradigm shift from the paradigm of 
development to operation. Unified methodological framework for the development 
strategy of innovative development of the region can be obtained by combining 
different scientific concepts, information technology and modeling tools, such as 
conceptual modeling, the theory of self-organization, multi-agent technology, system 
dynamics, mathematical theory of security and risk analysis methods of nonlinear 
dynamic stability systems, control theory of complex dynamic systems under 
uncertainty, methods of system modeling complex heterogeneous systems. 
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Abstract. The paper deals with the currently topical issues optimization of retail 

trade enterprises by improving the quality of service. One of the most effective 
methods used for this purpose is a technique «SERVQUAL». In this paper we 
describe a scheme of its application, is an example of the practical implementation of 
techniques for retail digital technology. According to a study made recommendations 
to improve the effectiveness of the identification of negative factors in the business 
processes of service and the development of measures to improve customer service in 
retail environments. 

Key words: method «SERVQUAL», quality of service, retail. 
Introduction. Today's consumer when choosing the place of purchase, a 

supplier of goods and services focuses not only on the quality of the product 
(service), its price, but also the quality of service. In the case of the fierce competition 
in the market, a high level of service quality often become the main argument of 
consumer choice. That is why service quality standards are defined according to the 
characteristics of the market and the degree of competition in it [4]. 

Review of the literature. The study of literature on the evaluation of quality of 
service (Service) allows us to conclude that the majority of authors agree that the 
most effective, clear and useful in a service organization is to use a technique 
«SERVQUAL». It was designed to overcome the complexity of the translation of 
abstract reasoning about the quality of services into specific management decisions to 
improve the quality of customer service. [2] 

Using the method of interview survey of consumers (in various areas of service), 
A. Parasuraman, V. and L. Berry Zeytamal their response to the quality of service for 
the ten criteria. The survey showed that the established measurement parameters are 
not independent. As a result of their application, the researchers reduced them to five: 
physical state; reliability; responsiveness; confidence; empathy. Based on this, the 
authors developed a model of quality of service, known model of "discrepancies" [5]. 

Physical condition - it's all the material, all that the client can see, hear, and feel. 
This measurement of quality of service concerns all that is connected with the things 
involved in the process of maintenance. 

Reliability - is the company's ability to meet its obligations to customers 
accurately and on time. 

Responsiveness - that's how easy it is, according to the client, a company 
spokesman responds to his requests, wishes, sentiments. 

Confidence - is the perceived competence of the client, who provides 
professional services or sells a particular product and its ability to inspire confidence. 
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Empathy involves individual attention to each client, taking into account 
individual characteristics, the desire to understand the needs of a particular customer 
and adjust to them the desire and willingness to provide personalized service. 

Input data and methods. Practical implementation and effectiveness of the use 
of the methodology «SERVQUAL» to prioritize innovation activities of service 
companies will present the example of a retail network of digital technology. 

All parameters of assessing the quality of customer service, it is applicable for a 
particular audited company should be formulated on the basis of how it was built a 
particular business, how the direct interaction with the client (Table. 1). 

In most cases, the objective assessments of quality of service criteria do not exist 
yet. In this case we can speak only of subjective satisfaction with the services the 
majority of users [4]. 

The unit of measurement is the quality factor, Q, which is a numerical 
expression status of five quality criteria. The quality factor Q is calculated as the 
difference between the ratings of perception and expectations for each of the 17 sub-
criteria: Q = P- E, where Qn- factor of quality on n; Pn- consumer perception of 
quality on n; En - consumer expectations of quality on n. 

17 based on the received quality factors can be calculated as five general quality 
factors for each of the five tests (mean values of sub-criteria for the sum of each of 
the five criteria), and the global quality factor (average value of the sum of all 17 
quality factors). Next, these 17 factors are weighed against the importance ratings of 
17 for the purpose of analysis. 

Table 1 
Parameters estimation of quality of customer service retail selling digital 

materiality 
1M. Clean and presentable entrance to the sales point Trade Organization 
2M. The interiors trade organizations meet corporate style and are in excellent condition 
3M. Managers outlet neat, neatly dressed and pleasant to look 
4M. Informational materials about Trade Organization contain full information on the types 

and conditions of services and well decorated 
reliability 

5R. Trade Organization fulfill promises to perform work at the appointed time 
6R. In the event of a customer problem situation Trade Organization sincerely trying to solve 

it 
7R. At Trade Organization reliable reputation in the professional environment 
8R. Trade Organization tries to avoid errors in the provision of services 

tenderness 
9T. Managers Trade Organization polite and disciplined 
10T.Menedzhery Trade Organization shall interact with customers quickly and efficiently 
11T. Managers Trade Organization willing to compromise with the client's request 

conviction 
12C. Between clients and managers of an atmosphere of trust and mutual understanding 
13C. Manual Trade Organization helps managers for effective customer service 

sympathy 
14S. For each client is shown individual approach 
15S. Managers of trade organizations are actively involved in providing advice and solving 
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customer problems 

16S. Managers Trade Organization in the interaction oriented to actual problems of customers 

17S. Operating Mode Trade Organization is convenient for customers 
 
It is necessary to emphasize the importance of the preparatory phase of the study, 

which includes in particular the procedure justify sample size and selection method of 
forming the aggregate sample. On the correct organization of the preparatory phase 
dependent results and conclusions of this study the viability of [3]. 

Zero value of any quality factor means a coincidence level expectations of quality 
and level of perception of the quality of this criterion. Negative values indicate that the 
level of expectation exceeds the level of perception. Finally, the positive values 
indicate that the perception of quality above expectations. 

The Results. Discussion and Analysis. 
The results of the survey of clients retailer selling digital presented in the table 

(Table. 2). 
Table 2 

The results of the survey 
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1М. 4,65 4,20 4,71 0,94 -0,45 -0,42 
2М. 4,71 4,59 4,24 0,85 -0,12 -0,10 
3М. 4,88 4,65 4,71 0,94 -0,23 -0,22 
4М. 4,59 4,12 4,41 0,88 -0,47 -0,42 
5R. 4,35 4,41 4,88 0,98 0,06 0,06 
6R. 4,59 4,65 4,88 0,98 0,06 0,06 
7R. 4,59 4,59 4,59 0,92 0 0 
8R. 4,41 4,18 4,47 0,89 -0,23 -0,21 
9T. 4,65 4,65 4,94 0,99 0 0 
10T. 4,65 4,35 4,94 0,99 -0,30 -0,30 
11T. 4,65 4,65 4,76 0,95 0 0 
12C. 4,53 4,35 4,59 0,92 -0,18 -0,16 
13C. 4,29 4,47 4,29 0,86 0,18 0,15 
14S. 4,65 4,47 4,82 0,96 -0,18 -0,17 
15S. 4,59 4,53 4,65 0,93 -0,06 -0,05 
16S. 4,82 4,53 4,76 0,95 -0,29 -0,28 
17S. 4,82 4,76 4,71 0,94 -0,06 -0,06 

materiality 4,71 4,39 4,51 0,90 -0,32 -0,29 
reliability 4,49 4,46 4,71 0,94 -0,03 -0,03 
tenderness 4,65 4,55 4,88 0,98 -0,10 -0,10 
conviction 4,47 4,41 4,44 0,89 -0,06 -0,05 
sympathy 4,72 4,57 4,74 0,95 -0,15 -0,14 

Global quality factor 4,61 4,48 4,66 0,93 -0,13 -0,12 
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High quality and high importance in the criteria R5, R6, C13. This suggests that 
the staff is focused on customers in any problem situation sincerely trying to solve 
the problem. In this they are also always ready to help leaders outlets. 

High importance and to varying degrees in low quality criteria: M1, M2, M3, 
M4, R8, T10, C12, S14, S15, S16, S17. Extremely low quality of the M1, M4 shows 
the weakness of the company in the information materials in retail outlets, as well as 
the need to focus on the management of the maintenance of cleanliness and 
presentability store throughout the day. It is also necessary to pay attention not only 
presentable interior, but also of the staff, as evidenced by our criterion M3. Criterion 
M2 indicates minor inconsistencies room high demands of customers, it follows that 
in the future you must quickly identify substandard elements and replace them with 
new ones. Despite the fact that the staff is always ready to respond to the request of 
clients, you must also not forget about the quality of the provision of any services and 
minimize errors during the work. Another important point is the rapid response to 
potential buyers included, as this is a priority objective, and secondary tasks must be 
performed after direct customer service, this figure T10 in the shortest time necessary 
to translate into a quality, as is the foundation stage greeting dealings with the buyer. 
In a conversation with buyers need to pay more attention to the real problems and 
desires in choosing equipment, try less openly impose additional services and various 
benefits do not create value and the need for them to the client, it is also an important 
point, which is signaled by the criteria of S14 and S16. There are also minor 
differences in the desired time of the outlets, a possible way out of this situation is to 
redirect the client to other outlets of the same firm that works with a more flexible 
schedule for the buyer. 

Combining all indicators into a single global quality factor, which amounted to -
0,12 suggests that companies need to finalize all the points that lead away from its 
desired level of quality in the eyes of customers. Emphasis needs to be done to 
correct blocks: materiality, responsiveness, empathy. Buyers have high requirements 
for modern companies on the retail market and the goal of any business endeavor at 
least to the quality index 0 and above. 

Summary and Conclusions. Following the interview, the company's customers 
can get a full assessment of the service by comparing participants' views of customer 
service with the opinion of the company's employees and identify discrepancies. 

Another result of the application of the model in the marketing audit can use 
these parameters in the development of standards of customer service. If standards of 
customer service in the company does not need to develop rules for staff, which they 
must comply, conduct the necessary training and certification. 
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