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Abstract. The relevance of the research topic lies in the need to find effective ways to optimize the activities of enterprises
in the field of medical services based on improving their interaction with all stakeholders, organizations and institutions
in the health care industry, which is a critical infrastructure. The main goal of the study was to substantiate the conceptual
foundations of managing relationships with stakeholders at medical enterprises. At the same time, the state of the social
and economic sphere of Ukraine in 2022-2023 and the main goals of sustainable development were taken into account. The
following methods of acquiring scientific knowledge were used in the work: logical generalization, comparative analysis,
content analysis, desk research. The list of problems and contradictions in the health care system of Ukraine which require
improvement of approaches to managing interaction with stakeholders in the field of medical services, is substantiated.
The principles of managing interaction with stakeholders at medical service enterprises are defined. Three groups of
principles are proposed, which take into account, firstly, the need to manage the quality of medical services, secondly, the
current political and socio-economic situation in Ukraine, and, thirdly, the goals of sustainable development. An improved
list of functions of managing relations with stakeholders of enterprises in the field of medical services is proposed, which
includes both justification of the specifics of general functions and justification of the list of specific functions. The list
and interrelationships between the elements of the concept of managing relationships with stakeholders in the medical
services industry are substantiated, including a set of hypotheses and basic provisions of the concept. The developed
concept of managing relationships with stakeholders of enterprises in the field of medical services allows to implement
a comprehensive and systematic approach to improving interaction between all participants and representatives of this
industry and increasing the efficiency of its functioning in modern conditions
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¢ INTRODUCTION

An important role in the process of managing the adap-
tation of the healthcare industry to functioning in crisis
conditions is played by the effective and coordinated in-
teraction of enterprises with all participants in this indus-
try, and first of all, with stakeholders. It is the speed and
effectiveness of such interaction, as well as the established
logistics, that are crucial today for patients, enterprises
and the country as a whole. Problems of relations with
stakeholders were considered in many classic and modern
scientific works. In a number of studies, special attention
is paid to the descriptive, instrumental and normative ap-
proaches of stakeholder theory. Modern studies focus on
various aspects of interaction with stakeholders. Ethical
and social aspects of doing business, based on interaction
with stakeholders, were considered by K.]J.P. Quintelier et
al. (2021). This work highlighted the problems of human-
izing business stakeholders and provided evidence that by
treating them with respect and taking into account not
only financial, but also moral obligations to them, busi-
ness will receive additional benefits. However, the authors
of this study note that it has certain limitations, since the
experiments conducted in it do not cover all possible op-
tions for the reactions of the respondents to the attitude
of business to stakeholders, and therefore, further system-
atization and deepening of similar studies is necessary.
C. D’Souza et al. (2022) studied the influence of primary
and secondary stakeholders on social and environmental
responsibility of enterprises. The advantage of this work is
that structural equation modelling, that is, specific quan-
titative methods were used to substantiate the results.
The results detail the prospects for the development of
the stakeholder theory, but the problem of clear under-
standing of the principles of assigning stakeholders to one
or another group, and therefore, more systematic under-
standing of the general algorithm of such classification,
remain partly unresolved.

In recent years, scientists have significantly deepened
and expanded research within the framework of stakehold-
er theory and these studies touched various fields of activ-
ity, including the health care industry. The work of L. Ka-
piriri & D.S. Razavi (2021) substantiated the influence of
stakeholders on determining the priorities of health care
policy and highlighted the most priority and significant
stakeholders for this industry. The limitation of the pro-
posed approach is the lack of a strong theoretical founda-
tion. The authors emphasize that the conclusions are not
universal and cannot be widely applied to different levels
of management. It is appropriate to develop fundamen-
tal principles for managing interaction with stakeholders,
which is provided by this research. A certain impetus for an
in-depth study of the problems of interaction with stake-
holders in the medical field was due to the coronavirus
pandemic in 2020-2022. This has not gone unnoticed by
modern researchers. G. Bel & M. Esteve (2020) highlighted
the question of whether private medical institutions can
surpass the system of public medical institutions in the
provision of medical services. The authors note that the
advantage of the public health care sector is the possibility
of providing cheaper medical services, which, in the long
run, ensures a higher level of efficiency. The evidence pre-
sented in this work once again proves the importance of

public and private partnerships between stakeholders in
the field of health services.

The principles of management and involvement of
stakeholders in the field of medical services are covered in
the recommendations and standards of the Patient-Cen-
tered Outcomes Research Institute (2022) and Principles
and guidelines for governance in hospitals (2014). A num-
ber of modern works are dedicated to improving the quality
of medical services due to co-design and co-production of
medical services and creation of a common space for inter-
action of stakeholders. B. Ku & E. Lupton (2022) in their
work emphasized the principles and methods of joint for-
mation of an effective space for providing medical care, as
well as practical applications from the health care industry.
However, the authors did not pay attention to the theoret-
ical foundations of joint construction of design thinking
with stakeholders. This work is aimed at filling in such gaps
and forming the conceptual basis of interaction with stake-
holders in medicine. The works of M.A. Sujan et al. (2022),
A. Garcia-Perez et al. (2023) devoted to the issues of con-
nection of the quality of medical information and success-
ful interaction of enterprises in the field of medical services
with stakeholders, mainly consider the role of stakeholder
management in the organization of information flows in
health care. Each new wave of research actualizes various
issues that are urgent for certain conditions and trends in
the development of enterprises, industries, countries, etc.

Despite the presence of certain developments regard-
ing relations with stakeholders of enterprises in the field
of medical services, this direction remains insufficiently
widely covered, and the works require systematization and
generalization in the form of the development of a con-
ceptual basis. The purpose of the study was to develop the
concept of managing relations with stakeholders of med-
ical services enterprises, taking into account the goals of
sustainable development and the situation in Ukraine as
of 2023. To achieve this goal, the following tasks were set
in the work: to identify problems and contradictions in the
field of providing medical services in Ukraine in modern
conditions in connection with the types of stakeholders
affected by these or other problems; to systematize theo-
retical approaches to managing relationships with stake-
holders and to develop relevant management principles
and functions; to substantiate the elements of the concept
of managing relationships with stakeholders, including the
hypotheses and provisions of this concept.

e MATERIALS AND METHODS

The development of the concept of managing relationships
with stakeholders at enterprises in the field of medical
services was carried out in several stages. At each of them,
certain methods of scientific research were used, which to-
gether make up the general methodology of this work. In
general, the method of desk research, methods of logical
generalization, comparative analysis and content analysis
were applied. At the first stage of the research, the reports
of the State Statistics Service of Ukraine (2023), Project of
the strategy for the development of the health care system
in Ukraine until 2030 (2023), as well as the current data on
the emergency state of the health care system in Ukraine,
were used as initial data, which are given in regular reports
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and reports of the World Health Organization (Ukraine
emergency..., 2023). To analyse and systematize informa-
tion and data regarding the most acute problems faced by
enterprises in the field of medical services and their stake-
holders, which affect the management of relations with
them, the method of logical generalization was used, which
made it possible to compare the list of problems and con-
tradictions with the list of key stakeholders who are most
affected by these problems. At the second stage of the re-
search, methods of comparative analysis and content anal-
ysis were used in order to substantiate the theoretical basis
of the concept of managing relationships with stakeholders
in the medical services industry and to find common provi-
sions and areas of intersection of the theory of stakehold-
ers with the concepts of socially responsible management
and P4 medicine and with the theories of organizational
behaviour, knowledge management, decision-making, sus-
tainable development, intellectual capital, self-developing
systems (by the theory of synergy). The main results re-
garding the development of a theoretical basis for manag-
ing relations with stakeholders of enterprises in the field
of medical services were published in the work of O. Potii
(2022). At the third stage of the research, normative doc-
uments and international recommendations on the prin-
ciples and standards of stakeholder engagement, namely,
the AA1000 stakeholder engagement standard (2015) and
Principles to guide health system recovery and transfor-
mation in Ukraine (2022), were used as initial information
materials. In order to substantiate the main principles of
managing relations with stakeholders, the method of desk
research and the method of logical generalization were
used. At the fourth stage, the methods of desk research and
comparative analysis were used to systematize scientific
approaches to the interpretation of the function of man-
aging relationships with stakeholders. The information

base of the study was made up of modern scientific works
of researchers N.J.E van Vooren et al. (2020) and B. Ku &
E. Lupton (2022). At the fifth stage, the methods of logical
generalization, comparative analysis, and content analysis
were used to build hypotheses and justify the concept of
managing relationships with stakeholders in the medical
services industry.

e RESULTS AND DISCUSSION

The development of the concept of managing relationships
with stakeholders at enterprises in the field of medical
services involves the need to formulate its purpose and
theoretical provisions on the basis of proposed and test-
ed hypotheses, as well as to determine the key principles
and functions of such management together with the jus-
tification of the theoretical basis of the concept. An im-
portant component of this concept is the development of
a methodological basis for managing relationships with
stakeholders as a tool for its implementation. It is advisa-
ble to sequentially consider all the listed elements of this
concept. When considering the purpose of this concept, it
should be noted that it consists in substantiating the theo-
retical and methodological foundations, as well as a practi-
cal toolkit for managing relationships with stakeholders of
enterprises in the field of medical services in order to solve
the problems and contradictions faced by the latter in crisis
conditions of uncertainty and taking into account the goals
of sustainable development. The list of problems faced by
enterprises in the field of medical services when interact-
ing with stakeholders was formed, based on the analysis of
sources (Principles to guide health system..., 2022; Ukraine
emergency..., 2023). Table 1 systematizes the indicated
problems and contradictions affecting the management of
relationships with stakeholders and their connection with
the types of the latter.

Table 1. The main problems and contradictions affecting the management
of relations with stakeholders of enterprises in the field of medical services

The essence of the problem

A significant lack of the material and technical base due to
destruction and military operations with a sharp increase in
the need for medical assistance, especially for certain types of it
(emergency, urgent, etc.).

Which stakeholders are most affected by this problem

Management, medical staff, shareholders and owners, patients,
local authorities, Ministry of Health.

A decrease in the investment attractiveness of projects related to
the reconstruction of structures and buildings in connection with
increased risks due to military actions and the growing need for
such projects.

Shareholders and owners of medical businesses, local authorities,
patients.

Imperfect legislative and regulatory basis for working in
wartime conditions and for rapid interaction with humanitarian
organizations. The mechanisms of control over the movement
of humanitarian aid need to be refined. At the same time, the
number of humanitarian organizations of various formats has
increased.

Heads of enterprises in the field of medical services, humanitarian
headquarters and volunteer organizations, public organizations,
the Ministry of Health, local authorities and communities.

Shortage of medical personnel as a result of their outflow from
medical institutions with increased demand for qualified medical
specialists of a certain specialty.

Managers of enterprises in the field of medical services, owners of
medical businesses, patients.

A sharp reduction in non-medical staff, especially in private
health care facilities, which leads to a decrease in the efficiency of
business processes as a whole.

Patients, managers of enterprises in the field of medical services,
employees of enterprises in the field of medical services (doctors,
middle and junior medical staff, administrative staff).

The ties between medical educational institutions and practice
bases, which formally remained, were de facto severed due to

the impossibility of conducting practical classes in some regions
of Ukraine because of military actions and the impossibility for
students to be in these regions. Many classes that used to be held
in clinics are now held online.

Medical educational institutions, students and entrants of
medical educational institutions, enterprises in the field of
medical services, patients.
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The essence of the problem

The change in the priority of medical services necessitates
the revision of medical guarantees programs. A sharp shift in
emphasis from planned to emergency medical care requires a
review of funding priorities.

Table 1, Continued

Which stakeholders are most affected by this problem

The Ministry of Health, central and local authorities, insurance
companies, patients and their relatives, companies in the field of
medical services.

Uneven load on institutions of the health care system in the
regions of Ukraine.

The Ministry of Health, central and local authorities, territorial
communities, patients, enterprises in the field of medical services.

As aresult of the hostilities, many businesses that before the
war implemented health insurance programs and other social
packages to support the health of employees, at the moment do
not finance such programs or have ceased operations altogether,
which has led to a sharp reduction in customer service within
health insurance programs.

Insurance companies, patients and their relatives, companies in
the field of medical services.

Limited technical capabilities for the urgent entry of patient data
into the electronic health care system due to the lack of light,
communication and other circumstances.

The Ministry of Health, central and local authorities, territorial
communities, patients, enterprises in the field of medical services.

Failure of outsourcing companies to fulfil their obligations
to hospitals regarding the provision of catering services,
transportation, etc.

Patients, companies in the field of medical services.

Source: developed by the authors based on the data of Principles to guide health system recovery and transformation in Ukraine (2022),

Ukraine emergency — Situation reports (2023)

To solve most of these problems and contradictions,
some issues have been settled at the macroeconomic
level by the Ministry of Health and approved by the rel-
evant regulatory acts (Resolution of the Cabinet of Min-
isters..., 2022), but new problems arise every day. The
adopted and updated Program of Medical Guarantees
envisaged both new packages of medical services, taking
into account the state of war, which include rehabilita-
tion services and the expansion of psychological support
for the population (The Ministry of Health..., 2022). In-
ternational organizations also play a significant role in
solving these problems. An example of such joint work is
the priorities in the restoration of the Ukrainian health
care system developed by the Ministry of Health togeth-
er with the World Bank within the framework of the pro-
ject “Strengthening the health care system and saving
life (HEAL Ukraine)”, including: professional training
of specialists to expand services to support the mental
health of the population, improving the work of multi-
functional teams for the organization of aid and rehabil-
itation, including the de-occupied territories, increasing
the number and quality of equipment for rehabilitation
centres, reconstruction of medical facilities, and others
(The Ministry of Health..., 2022).

The most important issue today is not only the solu-
tion of the problems which arise, but also the development

of a proactive system of managing relationships with stake-
holders, which will allow to quickly rearrange priorities
and flexibly respond to constant changes in the external
environment in crisis conditions. For this, it is important
to take into account the theoretical and practical aspects
of interaction with stakeholders. The theoretical basis of
such interaction is the theory of stakeholders. In addition
to this theory, the following theories and concepts play a
significant role: theories of intellectual capital, knowledge
management, organizational behaviour, decision-making,
sustainable development, strategic management, syner-
gistic theory, as well as concepts of socially responsible
management and P4 medicine. The relationship between
all these theories and their importance as a basis for the
concept of managing relationships with stakeholders are
carefully explained in the work of O. Potii (2022). To fur-
ther define the components of the concept, it is advisable
to consider the main principles of management, involve-
ment and interaction with stakeholders. These principles
in a general form, without taking into account the specifics
of the field, are given in various works of academic econo-
mists, as well as in guidelines offered by research centres,
practically oriented standards, etc. Table 2 shows the re-
sults of logical generalization of scientific approaches to
distinguish the principles of stakeholder involvement in
the field of medical services.

Table 2. Principles of involvement and management of relationships
with stakeholders in the field of medical services

Author or source |

Patient-Centered

Outcomes Research Coeducation.
Institute (2022) Trust, honesty and transparency.
Partnership.

Mutual relations and clarity of roles and powers of stakeholders.

The essence of the principles

Principles and guidelines
for governance in

Coordination of clinical process management practices and corporate management practices.
Effective structure of the board of directors of a medical institution for the possibility of making

hospitals (2014) coordinated management decisions.
Systematic audit, control and risk management with appropriate policies, structures and procedures.
Compliance with responsibility, ethics and exclusivity, taking into account the specifics of the enterprise
and the environment.
Transparency and prevention of unethical practices when interacting with stakeholders.
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Table 2, Continued

The essence of the principles

N.J.E. van Vooren et al.
(2020)
them.

the well-being of the population.

A shared vision of public health management.
Mutual understanding of norms, values and roles of all system participants and building trust between

Accountability and shared responsibility for both successes and risks.

Political support for regional agreements in the field of health care.

Alignment of financial incentives with system goals.

Training at organizational and regional levels.

Involvement of communities and study of their needs regarding medical services.

Representation of stakeholders and management to promote the development of the health system and

B.Ku & E. Lupton (2022)

Human-centeredness: empathy, co-development and social factors.
Creative worldview: correct questioning, visualization, prototyping and storytelling.

Source: systematized by the authors

Based on the above table, it is advisable to focus on
those principles which correspond to the field of medical
services as much as possible. An important role in deter-
mining the principles of managing relations with stake-
holders in modern conditions is played by the goals of sus-
tainable development and recommendations developed by
international organizations regarding the restoration of the
health care system in Ukraine. The goals of sustainable de-
velopment, adopted at the summit of the 70t session of the
UN General Assembly in 2015 (Transforming our world...,
2015), should be taken into account when determining the
principles of managing relationships with stakeholders.
Within the scope of this study, the following goals deserve
special attention: No. 3 (good health and well-being), No. 4
(quality education), No. 9 (industry, innovations and infra-
structure), No. 10 (reduction of inequality), No. 16 (peace,
justice and strong institutions) and No. 17 (partnership for
sustainable development). Other objectives are also rele-
vant to the development of partnerships in the process of
managing interactions with stakeholders in the field of
health services, but the ones listed are directly related to
this problem. Taking into account the goals of sustainable
development and the current situation, the WHO (World
Health Organization) developed Principles to guide health
system recovery and transformation in Ukraine (2022), the
list of which is as follows: patient-centricity (orientation
on people); equality and financial protection; resilience
(stability); efficiency and stability; accountability. The ba-
sis for choosing a list of principles for managing relation-
ships with stakeholders of medical services enterprises in
modern conditions in Ukraine is: firstly, the specificity and
state of this industry in Ukraine, taking into account the
impact of the consequences of the corona virus pandemic
and military operations; secondly, the general principles
of managing interaction with stakeholders and their in-
volvement, as well as existing developments regarding the
principles of stakeholder involvement in the medical field;
thirdly, the goals of sustainable development approved at
the global level and the recommendations of international
organizations (WHO and others) regarding the reconstruc-
tion of the Ukrainian health care system.

In this work, it is proposed to single out three groups
of such principles, taking into account the urgent and most
important directions of managing relations with stake-
holders: the first group are principles that support ensur-
ing the quality of medical services, which is the main prior-
ity of any enterprise in this industry; the second group are

Development Management. 2023. Vol. 21, No. 2

principles aimed at restructuring approaches to managing
relationships with stakeholders, taking into account mod-
ern conditions and martial law, in which enterprises in the
field of medical services have to work; the third group are
principles that ensure the achievement of the goals of sus-
tainable development and focus on international coopera-
tion in the field of medical service, since for Ukraine, at the
moment, it is extremely important to get support from in-
ternational partners, stakeholders who take an active part
in the reconstruction of the entire health care system, both
through direct humanitarian aid and by developing recom-
mendations for enterprises in the field of medical services.
Figure 1 shows the main principles of managing interac-
tion with stakeholders of enterprises in the field of medical
services in modern conditions.

In addition to the proposed principles for substantiat-
ing the concept of managing relations with stakeholders, it
is advisable to consider the functions of the latter for en-
terprises in the field of medical services. Such functions in-
clude: firstly, the general functions of management, which
are widely known, namely, the functions of organization,
motivation, planning and control. At the same time, it is
advisable to consider these functions precisely in connec-
tion with stakeholder management and its features; sec-
ondly, functions determined by the specifics of enterpris-
es in the field of medical services. These functions relate
to the quality and process of providing medical services,
they are partially reflected in various scientific works, but
require further generalization and systematization. The
stakeholder approach in the field of medical services with-
in the framework of the considered concept transforms the
essence of general management functions.

The content of the planning function is the need to
form the goal and strategy of the enterprise in the field of
medical services, taking into account the interests of stake-
holders in health care, planning measures for the active
involvement of stakeholders to promote the activities of
enterprises and measures to influence internal and exter-
nal stakeholders in order to achieve the goals of the enter-
prise. The function of the organization is embodied in the
coordination of the actions of the company’s stakeholders
in the field of medical services, the coordination of their
meetings and the fair distribution of both benefits and risks
from the company’s activities among stakeholders, gener-
alization and search for common areas of intersection of
stakeholders’ interests. The motivation function is imple-
mented in influencing internal and external stakeholders
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in order to attract them to participate in the activities of
the enterprise in the field of medical services. Control as a
general function of management is embodied in the meas-
urement of the influence of stakeholders on the results of
the enterprise in the field of medical services, the assess-
ment of various types of influence from the point of view of
social, economic, psychological, environmental and other
types of effects, the implementation of constant feedback

with stakeholders and the assessment of their attitude to
the company’s activities. In addition to the listed general
functions, it is advisable to consider the specific functions
of managing relations with stakeholders in the field of
medical services, which are due to the peculiarities of the
latter. Such functions were considered in various works of
researchers, but their list needs systematization, which is
given in Table 3.

Problems of the Ukrainian
health care sector in
modern conditions

General principles of
managing interaction
with stakeholders

Industry-specific
principles of managing
interaction with
stakeholders

WHO recommendations on the
restoration and transformation of
the health care system of Ukraine

v v

v v

Principles of managing relations with stakeholders of enterprises

in the field of medical services in modern conditions

v

v

Principles aimed at improving the
quality of medical services

Principles that take into account the
influence of martial law and adverse
environmental conditions

Principles contributing to the
achievement of the goals of sustainable
development and international
cooperation

v
Orientation to the needs of
patients

Preservation of personnel
and educational potential of
the health care system

Focus on innovation and
resource-saving

technologies

Active involvement of
patients in the process of
providing medical services

A4
Proactivity and mutual work on risk
prevention

Revising the value of medical
logistics towards its growth

Priority of informatization and
implementation of digital
technologies

Flexibility and quick response to
changes in the external environment
Readiness for changes in the
priority of medical services

A4
Orientation to the goals of
sustainable development

Transparency, controllability and
accountability of financial
transactions

Expanding communications with
international partners, volunteers
and humanitarian headquarters and
other new stakeholders in the field of
health care

Development of private-public
partnership in the field of health care

Figure 1. Principles of managing relationships with stakeholders of enterprises
in the field of medical services in modern conditions

Source: compiled by the authors

Table 3. Specific functions of managing relationships with stakeholders at enterprises in the medical services industry

Description of the essence of a specific function

Improving the quality of medical services

Authors of works that
mentioned the function

The active participation of patients in the process of production of medical services helps to take
into account their needs and improve both the clinical and service components (co-design and co-
production of medical services), a common space is created to take into account differences in the
perception of the quality of medical services by different types of stakeholders.

S.J. Williams & L. Caley
(2020)

S.M. Kearney et al. (2021)
A.C. Stolk-Vos et al. (2022)

Promoting the development of innovations at an enterprise and in the medical field

Joint participation in the organization of the provision of medical services together with medical
workers of such stakeholders as IT specialists and companies, pharmaceutical companies,
manufacturers of medical equipment and medical goods and other representatives of business closely
related or related to the field of health care contributes to the development of these businesses and to
the emergence of new solutions that clinics, hospitals, and medical centres need.

C. Gjellebaek et al. (2020)

M. Segarra-Ona et al. (2020)
G.J. Miller (2022)

F. Santarsiero et al. (2023)

Increasing the added value of medical services
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Description of the essence of a specific function

The direct or indirect participation of stakeholders in the organization of internal business processes
at an enterprise in the field of medical services will contribute to increasing the added value of these
services due to the experience of both external and internal stakeholders.

Table 3, Continued
Authors of works that
mentioned the function

F. Schiavone et al. (2021)
R. Spano et al. (2023)

Increasing intellectual potential both at the level of an enterprise and at the level of the medical field

medical specialists of a new generation.

Interaction with medical educational institutions, as well as with institutions, organizations and other
stakeholders that ensure the improvement of the qualifications of medical workers, contributes to the
increase of intellectual capital, the formation of a personnel professional reserve and the training of

]J.L. Newlon et al. (2023)

Increasing the efficiency of the process of providing medical services

Based on the involvement of stakeholders in the analysis of the process of providing medical services,
it is possible to significantly reduce unnecessary costs and obtain a synergistic effect from the joint
participation of stakeholders in improving management approaches in the medical services industry, to
optimize the use of resources, and to invent more effective ways of organizing activities.

M. Dionisio et al. (2023)

Ensuring the quality of medical information and the efficiency of its use

of patients.

The involvement of IT specialists and specialists in the processing of large databases as stakeholders,
the use of modern information technologies, the coordination of the exchange of relevant information
between stakeholders, including other medical institutions and diagnostic laboratories, provides an
opportunity to make a diagnosis in a timely manner and to guarantee the safety of storing personal data

M.A. Sujan et al. (2022)
A. Garcia-Perez et al. (2023)

Promotion of sustainable development of enterprises in the field of medical services

enterprises in the field of medical services.

Orientation to the principles of social responsibility, along with other principles presented in this
work, contributes to sustainable development, which, in the conditions of military operations and
the unpredictable influence of external factors, is becoming even more important today for Ukrainian

A. Pereno & D. Eriksson
(2020)

L.D. Breeman et al. (2021)
0.A. Chukwu & C.C. Nnogo
(2022)

Source: developed by the authors

After defining the key principles and functions of man-
aging relations with stakeholders of medical services enter-
prises, it is advisable to consider the set of hypotheses and
theoretical propositions that form the basis of the above
concept, and to single out the main and clarifying hypothe-
ses. Hypothesis 1 (main): about the integration of relations
with stakeholders into the general management system of
enterprises in the field of medical services on an ongoing ba-
sis, which will contribute to ensuring the quality of the lat-
ter, a proactive and flexible approach to strategic planning
and sustainable development in conditions of uncertainty,
global changes and military actions. Hypothesis 2 (clarify-
ing): about the impact of socio-psychological factors, the
pandemic and military operations in Ukraine on the trans-
formation of approaches to managing relationships with
stakeholders in the medical services industry, taking into
account the goals of sustainable development. Hypothesis
3 (clarifying): on the increase of intellectual capital and
the level of qualification of employees of the medical ser-
vices industry as a result of improving the management of
relationships with stakeholders. Hypothesis 4 (clarifying)
about the influence of information and communication
technologies and partnership relations with IT companies
on the improvement of management business processes
at enterprises in the field of medical services. Hypothesis
5 (clarifying): about improving the quality of medical ser-
vices of enterprises due to the service component, patient
orientation and partnership relations with stakeholders in
the field of health care. Hypothesis 6 (clarifying): about in-
creasing the flexibility and proactivity of management and
the emergence of synergistic effects as a result of a systemic
approach to relations with stakeholders of medical servic-
es enterprises. The presented hypotheses, in turn, form the
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basis for the formulation of the key provisions of the concept
of managing relationships with stakeholders of enterprises
in the field of medical services. To justify these provisions,
it is advisable to take into account both the theoretical and
practical basis on which the management of relations with
stakeholders is based, and which makes it possible to for-
mulate the provisions of the concept which are given below.

Provisions: (1) regarding the need to involve stake-
holders and develop approaches to managing relation-
ships with them at enterprises in the field of medical ser-
vices to ensure the sustainable development of the latter
in modern conditions; (2) regarding the peculiarities of
the principles and functions of managing relations with
stakeholders in the field of medical services; (3) regarding
the formation of intellectual capital of enterprises in the
field of medical services, based on integration relations
with stakeholders and management of mutual relations
with them; (4) regarding the development of business
processes of an enterprise in the field of medical servic-
es based on the management of relationships with stake-
holders; (5) regarding the improvement of the quality of
medical services based on the involvement of stakehold-
ers; (6) regarding the role and structure of stakeholders in
the medical services industry in conditions of uncertainty;
(7) regarding the synergistic effect of proactive manage-
ment of relations with stakeholders on the activities of the
enterprise in the field of medical services and directions
for its improvement; (8) regarding the improvement of the
management of relations with stakeholders of the medical
services industry based on a comprehensive methodologi-
cal approach, which is based on the methodological foun-
dations of the theories of stakeholders and sustainable
development, as well as specific methods and approaches
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to the management of enterprises of the medical servic-
es industry. Figure 2 shows the structural elements of the

concept of managing relationships with stakeholders at
enterprises in the field of medical services.

- Problems and contradictions of enterprises in the field of medical services -~
in the process of managing relations with stakeholders \

_—) \

The concept of managing relationships with stakeholders of enterprises in the field of medical services

The purpose of the concept: substantiation of theoretical and methodological foundations, as well as a practical

problems and contradictions faced by the latter in crisis conditions of uncertainty and taking into account the goals

of sustainable development
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The features of the proposed concept are the com-
bination of the principles of stakeholder theory with the
specifics of management of enterprises in the field of med-
ical services based on a systemic approach and taking into
account the state of the Ukrainian health care system and
the goals of sustainable development. As points of discus-
sion, the approaches to distinguishing the principles dis-
cussed above should be compared. A number of scientists
consider the principles of stakeholder involvement while
other works highlight the principles of management of
stakeholders or the principles of stakeholder management,
and the principles of interaction with stakeholders. For
this studyj, it is important to determine the difference be-
tween these groups of principles. In addition to scientific
developments, the practical and internationally approved
AA1000 stakeholder engagement standard (2015) lists the
principles of stakeholder engagement. A separate group of
studies is made up of those that highlight the peculiari-
ties of the principles of involvement of stakeholders in the
medical services industry, including N.]J.E. van Vooren et al.
(2020), B. Ku & E. Lupton (2022).

The principles developed in this study differ, firstly, in
that they summarize existing approaches under the catego-
ry of principles of managing relationships with stakehold-
ers in the field of medical services, and, secondly, they are
combined into three groups that reflect the most relevant
trends in this industry, namely: improving the quality of
medical services, the influence of martial law and adverse
environmental conditions on health care enterprises, and
achieving the goals of sustainable development and inter-
national cooperation. An active discussion in the scien-
tific literature is also observed, regarding the functions of
managing relations with stakeholders in the field of med-
ical services. The problem is that in many works these or
other functions are not clearly called functions, but are
considered as control elements or additional effects, etc.,
although they are specific functions of managing relations
with stakeholders. Among such works, it is appropriate to
single out the work of S.]J. Williams & L. Caley (2020), which
explores the role of co-production and co-design in improv-
ing the quality of healthcare services. In essence, the basis
of co-production and co-design is precisely the involve-
ment of stakeholders in the process of management and de-
cision-making regarding the provision of medical services.
A similar question, but from the other side, was revealed by
A.C. Stolk-Vos et al. (2022), who investigated whether pa-
tients and other stakeholders perceive the quality of medi-
cal services in the same way. Research by S.M. Kearney et al.
(2021) is dedicated to the role of stakeholders in ensuring
transparency and quantitative and qualitative performance
of enterprises in the field of medical services, as well as in
the implementation of integrated patient-oriented medical
care. The cited works, in one way or another, raise the issue
of the influence of interaction with stakeholders on improv-
ing the quality of medical services, and therefore confirm
the feasibility of allocating the appropriate specific man-
agement function, which was done in this scientific study.

In his work, F. Santarsiero et al. (2023) considered the
interaction with stakeholders in medicine through the lens
of creating innovation laboratories. As a conclusion, scien-
tists emphasize the positive impact of such laboratories on
the development of digital innovations. However, the role
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of different categories of stakeholders in the creation of
such laboratories is not given special attention. Therefore,
the issue of defining key stakeholders in this process is de-
batable. M. Segarra-Ona et al. (2020) provide arguments
for the promotion of stakeholders in the development of
innovations in medical enterprises. In this work, the influ-
ence of stakeholders on the development of innovations in
the enterprises of the medical industry is determined, and
also the emphasis is placed on the implementation of in-
teraction models aimed at the joint creation of value. The
authors of the study acknowledge as a limitation that it
was not possible to examine the relationship between in-
novation and satisfaction of the end user of healthcare ser-
vices. Integration of the results obtained in their research
with the concept of P4 medicine and other related theories
would allow to solve this issue. The works of F. Schiavone et
al. (2021), R. Spano et al. (2023) testify in favour of increas-
ing the added value of medical services due to the interac-
tion of the enterprise with stakeholders.

A discussion of the role of such stakeholders as med-
ical educational institutions in increasing the intellectual
potential of healthcare enterprises is given in the study of
J.L. Newlon et al. (2023). M. Dionisio et al. (2023) in their
work provide evidence regarding the expediency of isolat-
ing such functions of managing relations with stakeholders
as improvement of the efficiency of the process of provid-
ing medical services, and A. Garcia-Perez et al. (2023) and
M.A. Sujan et al. (2022) also provide evidence regarding
the quality assurance of medical information. A. Pereno &
D. Eriksson (2020), considered a systemic approach to the
organization of health care on the basis of sustainable de-
velopment in the context of three main directions, such as
sustaining, disruptive and transformational innovations.
This work also highlights strategies for the transition to sus-
tainable development in the field of health care, which are
based on cooperation, innovation and information. The con-
clusions of the mentioned work contain recommendations
for the involvement of stakeholders outside the health care
system. However, a limitation to the implementation of the
results is that they can be applied only to countries that pay
the necessary attention to the problems of sustainable de-
velopment in health care. The authors note that without this
condition, the implementation of the results is debatable.

The question of whether all the listed impacts and
effects that are the result of interaction with stakehold-
ers can be called functions is debatable. According to the
generally accepted interpretation of functions as stable
and regular actions of the management subject, which
lead to the achievement of management goals, this paper
maintains the point of view that the listed aspects can be
systematized and classified as specific functions of man-
aging relations with stakeholders of the medical services
industry. Thus, the problems of managing relations with
stakeholders in the field of medical services are considered
in modern works, but they are covered mainly in fragments
and require systematization and the development of a
comprehensive conceptual approach.

e CONCLUSION

The peculiarity of the approach proposed in the work con-
sists in the systematization of different points of view not
only of economists, but also of specialists in the medical
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field and the substantiation of the theoretical background
and a clear list of principles and functions of managing
relationships with stakeholders of medical service enter-
prises. The hypotheses and theoretical propositions for-
mulated in the article are linked into a single system and
aimed at achieving the main goal of the concept. The main
results of the study are: a list of problems and contradic-
tions relevant for the Ukrainian health care system as of
2023, which determine the need to improve the conceptual
principles of managing relationships with stakeholders of
medical services enterprises. The principles of managing
relationships with stakeholders at enterprises in the field
of medical services are substantiated and three groups of
such principles are proposed: those aimed at improving the
quality of medical services, those that take into account the
influence of martial law and adverse environmental con-
ditions and those that contribute to the achievement of
the goals of sustainable development and international
cooperation. The system of hypotheses and provisions of
the concept of managing relationships with stakeholders
of medical services enterprises was also substantiated. The
article systematizes approaches to defining the functions

The scientific novelty of the research lies in the fact
that for the first time the concept of managing relation-
ships with stakeholders of medical services enterprises
is proposed, taking into account the current state of the
healthcare system in Ukraine, the specifics of this indus-
try, the recommendations of international organizations
regarding its restoration, as well as the goals of sustainable
development. The main achievement of the work is that,
for the first time, a holistic concept of managing relations
with stakeholders in the field of medical services has been
developed, based on the generalization and systematiza-
tion of various scientific works which only partially re-
flect certain aspects of this problem. Prospective areas of
further research are the systematization of methodologi-
cal approaches to the management of relationships with
stakeholders in the medical services industry and the sub-
stantiation of the methodological basis of the developed
concept, taking into account modern standards and goals
of sustainable development.
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Tnepiie, HeOOXigHICTh YIIPaBIiHHS SIKICTI0 MeOUYHUX MOCIYT, IO-Apyre, IOTOUHY MOMITUYHY Ta COLiaJbHO-eKOHOMIUHY
cuTyariito B YKpaiHi, i, mo-TpeTe, 1isi CTiikoro po3BUTKY. 3aITPOIIOHOBAHO YAOCKOHAIEHN ! Tiepestik QyHKILil yrpaBIiHHS
B3aEMOBITHOCMHAMM 3i CTeIKXOAepaMy MiJIMPUEMCTB Taly3i MEAVMYHUX TOCIYT, IO BKIIOYAE SIK OOIPYHTYBaHHS
cnenmdiky 3aranbHUX (GYHKIIA, TaK i OOIPYHTYBaHHS Tepesiky crenudiuanx byHKiiin. O6rpyHTOBAHO Iepestik Ta
B3a€MO3B’SI3KM MiX eJleMeHTaMM KOHIIEIii yIpaBliHHA B3a€MOBiZHOCMHAMM 3i cTeliKxojmepamMu MigIpPUEMCTB
rajiysi MeIMUYHUX MOC/TYT, BKIIOYAIOUM CYKYITHICTh IillOTe3 Ta OCHOBHMX ITOJIOKEHb KOHIIEINIii. Po3po6ieHa KOHLIEIMIist
YIpaBJIiHHS B3a€MOBiTHOCMHAMM 3i CTEMKXOJAepaMM MiAMPUEMCTB Taay3i MeIUUHMUX TOCTYT TO3BOJISE BIPOBAAUTHU
KOMIUIEKCHMIA i CMCTEMHMIA TiAXin A0 YIOCKOHaJIeHHSI B3a€EMO[il MiXK BciMa yyacHMKaMM Ta TMpeACcTaBHMKAMMU JAHOL
ranysi i maBummuT eeKTUBHICTD ii QYHKITIOHYBAaHHS B Cy4yaCHUX yMOBaXx

KirouoBi cmoBa: Teopisl 3alikaB/leHMX CTOPiH; OXOpOHA 3[OPOB’SI; MPUHLMIIMA CTEHMKXOIep-MeHeIKMeHTY; (GyHKIii
CTeitKXonaep-MeHeIKMEeHTY; CTa/lnit PO3BUTOK
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