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Principles of a client-centric innovative strategy \ """

for the development of business processes i

in the field of housing and communal services

L
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The article discusses the features, principles and efficiency factors of improving business processes as an object @
of digital transformation, and addresses a methodological model of a process-oriented approach to the main ’
business processes in the field of housing management and the implementation of engineering methods and
digital transformations. It is shown that housing and communal services are a system of business processes, or
a set of interrelated activities focused on the provision of services and performance of works aimed at creating a living
environment for consumers. Given that the present-day government policy is focused on aligning all state services
around the needs of people and digital transformation intensifies the use of more effective management models,
the article explores the transition from the principles of the client focus to client centricity, which allows targeting
the activities of organizations and enterprises onto a set of actions. The concepts of client centricity and a client centric
strategy based on the use of a process approach with the allocation of individual business processes and their further
improvement on the basis of a balanced scorecard, project management development, and quality management are
provided. The result of the study is decomposed into sub-processes and management functions using the example
of the business process of apartment building management. As a result of research-based business processes,
the qualitative value of services increases for the consumer, as well as the profitability of services accompanied by
the improvement of the quality of housing and communal services without increasing their cost by diminishing the role
of intermediaries, improving technological processes, creating the asset value for enterprises or the value of services
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INTRODUCTION

he current state of the management system of
Torganizations and enterprises of housing and

communal services poses the task of develo-
ping new approaches to the organization of their ac-
tivities to ensure its competitiveness and sustainable
financial and economic independence in the housing
and communal services market.

The strategic goal of the development of housing
and communal services at the present stage is an in-
tegrated approach to the formation of organizational
and economic transformations based on the digital
basis of the activities of enterprises and organizations
that increase productivity and accelerate the imple-
mentation of changes aimed at creating living comfort
conditions and opportunities for consumers to have
a service management system for individual require-
ments for the level of comfort regulation in residential
premises [1, 2]. The digital transformation of the eco-
nomy contributes to the realization of goals and ob-
jectives and to ensuring the effectiveness of manage-
ment processes, coordination and interaction of
organizations in the housing and communal services,
the formation of a comfortable urban environment,
accelerating decision-making on the modernization
of engineering networks, improving the quality of
housing and communal services, improving the effi-
ciency of business processes based on innovative
technical and digital equipment and relevant profes-
sional competencies of human potential [3-5].

It should be noted that modern state policy is
aimed at the transition “to building all the services of

the state around the needs of people”!, and digital
transformation activates the use of more effective
management models based on customer-centricity
in service and interaction with citizens.

MATERIALS AND METHODS

The need to improve the quality of public servic-
es and the comfort of living pose the task of moving
from the principles of customer-centricity to custom-
er-centricity, which allows us to form a targeted focus
in the activities of organizations and enterprises on a
set of actions that increase satisfaction with comfort
and enhance interaction with consumers [6].

Customer focus is actions that are aimed at mee-
ting the standard needs of homeowners, fulfilling ap-
plications and requirements for their implementation.

Client centricity is a model of building an activity
(business), an organizational structure that provides
services that are maximally adapted to meet the needs
for high-quality housing and communal services.

The client centric strategy is the process that
needs to be rebuilt in order to ensure that manage-
ment organizations and resource supplying enter-
prises are competitive in the long term at the inter-
section at three key points: these are housing repair
and utility services, their provision — that is, the pro-
cesses by which we satisfy residents — consumers
of these services and the services on the agenda for
managing individual requirements for the level of
comfort regulation in residential premises.

1 Annual Report of the Government of the Russian Federation
to the State Duma of the Russian Federation. URL: http://government.
ru/news/40074
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What makes housing and utilities customer centric? This is
the improvement or adjustment of the housing and communal ser-
vices management system and the formation of additional quality of
housing and communal services without increasing their cost by
reducing the role of intermediaries, improving technological pro-
cesses in the production of resources, controlling, first of all,
the use of financial resources to meet the requirements of full satis-
faction of the needs of owners as customers of paid services,
based on the use of a process approach, which consists in the al-
location of individual business processes with their further improve-
ment on the basis of a balanced scorecard, development project
management, quality management [7].

Continuous improvement of business processes is a necessary
client-centered strategy of activity in a competitive market, while
the degree of customer satisfaction depends on the magnitude of
the quality (or value for human life) of the service that is provided to
him and is the result of the business process.

Business processes are designed to create the value of an en-
terprise asset or the value of life services for consumers. At the out-
put of scientifically-based business processes, the qualitative value
of services (services) for the consumer increases, as well as
the equilibrium profitability of the cost of production of products,
works or services. Along with this, the introduction of a process-
oriented client-centric approach and the implementation of busi-
ness processes can be aimed more at the sustainable provision of
quality services under the established tariffs and on this basis ob-
taining greater efficiency at the same costs [8].

The purpose of improving business processes is to coordinate
and coordinate the interaction of structural units to increase efficien-
cy and more efficient use, accumulation of the potential of strategic
assets of the organization, resource conservation and digitalization,
sustainable provision and improvement of quality services.

The strategy of gradual change in the direction of improve-
ments carried out within the framework of existing processes can
be consistently extended to all business processes in the organiza-
tion. Most often, such a strategy is aimed at increasing the stability
and effectiveness of the process of improving individual operations.

The following types of organizational, managerial, economic
and technological processes are attributed to the sphere of hous-
ing and communal services, including: management of apartment
buildings, major repairs of common property in apartment buil-
dings, dismantling of dilapidated and dilapidated housing, land-
scaping and landscaping, renovation of the urban environment,
implementation of smart city solutions, waste management, pro-
duction, transportation, and provision of life services.

It is important to develop requirements for business processes,
determine the degree of maturity of the business processes of this
organization, carry out a cause-and-effect analysis of problems
and inconsistencies and develop corrective and preventive actions.

Process improvement should be based on modeling the de-
mand for works and services, concluding contracts with contrac-
tors, and distributing them across business processes.

Determining the list of components of a business process require-
ment must ensure that each requirement is met. It is important to cal-
culate the maturity levels of the business process for each component.

RESULTS

The following stages are distinguished in the life cycles of busi-
ness processes: development of a process-organizational model,
analysis and ranking and description of business processes and

their optimization, functional and cost analysis of processes, regu-
lations, regulations and technological maps. Changes and im-
provements in business processes are directly related to the de-
scription and design of the organizational structure based on
the analysis, calculation and optimization of the number of person-
nel, staffing, modeling and optimization of the organizational struc-
ture, regulations and job regulations, compliance of financial flows
at the level of individual business processes, as well as aggregated
to the level of the organization.

An integral part of the development of changes in business pro-
cesses is the assessment of the organization's activities, including
the development of criteria for assessing the level of responsibility
and managerial skills of department managers, decision-making
time, modeling the internal structure of regulatory documents.
The generally accepted efficiency analysis includes the develop-
ment of the financial and budgetary systems of the organization,
the development of models of categories and cost drivers,
the study of cash flows and the forecast of the balance of assets
and liabilities, profits and losses of the organization.

To switch to the process model of the management system and
its optimization, it is advisable to use functional-cost and process-
cost analyses.

Determining the effectiveness of the implementation of the pro-
cess approach involves carrying out a functional and cost analysis
of business processes with an assessment of cost indicators and
the duration of the business process, as well. the use of traditional
methods of evaluating effectiveness. For this purpose, the main
business processes of functioning are singled out, costs are deter-
mined for each business process, and high-cost subprocesses or
functions that can lead to an increase in the cost of services or
works that customers are not ready to pay for are excluded [8].

Achieving optimization of business processes involves: building
clear algorithms for each process, purposeful allocation of costs to
cost centers, identifying the causes of irrational costs and determining
their value in the total amount of costs. Thus, the results of functional
and cost analysis obtained in relation to business processes make it
possible to determine the primary tasks, the solution of which will allow
obtaining the required values of the cost of works and services, as well
as the growth of housing and communal services assets.

In modern conditions, the tasks of modeling business process-
es arise during the transition of an organization to digitalization. It is
obvious that the first stage should be the work on improving busi-
ness processes, and at the next stage proceed to the implementa-
tion of digital transformations. When implementing such systems,
a sufficient number of methods for assessing economic efficiency
have been developed. Models of the formation of business pro-
cesses with a certain adaptation are considered and found applica-
tion in the housing and utilities sector. Ivanov E.S. focuses attention
“on the need to achieve competitiveness in the housing and utilities
sector on the basis of a process approach, justifying the stages of
its implementation (Table)” [9].

When considering reengineering in the housing sector,
A.R. Ishmuratov gives the concept of business processes “as sys-
temically grouped, interacting functions of economic activity that
create, in conditions of limited resources, a product or groups of life
support products in the form of housing and communal services,
which are focused on achieving a balance of economic and social
interests of consumers, producers and other participants in
the housing market and are aimed at innovative development of
the housing sector” [10]. However, defining in his work “reengineer-
ing of business processes in the housing sector as an activity for



HeOBwXnUMOCTb: 3KOHOMUKaA, ynpaeneHue

MexayHapoaHbI Hay4HO-TEXHUHECKUIA XXYpHarn

URBAN REGULATION AND MANAGEMENT OF HOUSING AND PUBLIC UTILITIES

#1/2022

39

Stages of implementation of the process approach in housing and communal services organizations [9]

Stages Content

Identification of business processes

Study of civil legislation and adopted federal laws, regulatory and industry documents
Formation and approval of business processes

Development of a conceptual model of business processes

Identification of the main business processes and management business processes

Deployment of business processes
of business processes

Appointment of responsible persons and business process coordinators Definition of the main characteristics

Description and regulation of business processes and subprocesses

Determining the sequence and interaction
of business processes

Identification of structural units responsible for the implementation of business processes
Building a matrix of distribution of responsibility and authority in the implementation of business processes
Building a business process interaction scheme

Qualitative improvement of business processes

Verification of the correctness and control of the achievement of the assigned tasks and/or consideration of new
goals based on the results obtained

Choosing a strategy and methods for improving business processes

Business process analysis

Documenting business processes
and process maps

Definition of business process documentation and development of documented business process procedures

Regulations on divisions, job descriptions and work instructions

redesigning systematically grouped into business processes and
interrelated work operations and functions” [10], the author did not
pay attention to such features of the industry as the social signifi-
cance of continuity of processes and the need to ensure sustaina-
ble activities of organizations and enterprises that cannot be pro-
vided when creating an almost new business system.

The analysis shows that operational engineering related to
the improvement of business processes in the housing and utilities
sector is not sufficiently researched and requires a comprehensive
consideration of the interaction of industries with the necessary re-
sources and the development of a methodology for modeling pro-
cesses, methodologies, recommendations for integrating manage-
ment processes with existing and prospective planned information
and digital components and include process models, organiza-
tional and structural models, performance indicators, information
models and modeling of information systems [11].

Housing and communal services, as a complex of business
processes at the operational phase of the life cycle of real estate
objects, provides for a set of measures, including technical, orga-
nizational, financial, economic, informational — communication, en-
vironmental and social aspects of the safety management of facili-
ties that ensure their reliability, safety, durability and reliability due
to the technical operation of building structures and engineering
equipment to perform design functions during the service life or
inter-repair period, First of all, these are the processes of technical
operation of housing stock, which consist of a continuous manage-
ment cycle and maintenance work, repair systems, cleaning, land-
scaping and landscaping, collection and removal of MSW, etc. To
auxiliary processes we will refer dispatching of consumer incre-
ments, taking readings of household metering units and parameters
of consumed resources, billing services, etc. [12].

The goals and objectives of the operation of apartment build-
ings include: ensuring the parameters of design quality and opera-
tional safety; diagnostics of the technical condition and planning of
the system of repair and maintenance measures; regulation of op-
erating modes and standard operating conditions, provision of
utilities and energy efficiency; determination and implementation of
indicators of sanitary and epidemiological safety; maintaining

a comfortable level of living; .organization of service and informa-
tion and communication services in a residential environment [13].

When operating the common property of apartment buildings,
the main business processes are decomposed into the following
subprocesses: maintenance; current repairs; sanitary maintenance;
major repairs. The result of the study of the business process of
managing apartment buildings with decomposition into subproc-
esses and functions is shown in Fig. 1, respectively, the business
process of production of utility resources includes subprocesses:
generation — transportation of utility resources — connection — provi-
sion — consumption of utilities.

Each business process considered can be characterized by
a system of indicators included in four main groups: quantity, costs,
lead time, quality. Based on this, there is a need to conduct a struc-
tural and functional survey of the main production processes in or-
ganizations, taking into account the creation of an information man-
agement model.

In the transition to digital management in a generalized form,
the order of work may include:

1. A descriptive model with the identification of duplicate flows
and traditional inefficient methods of information processing.

2. Justification of new business processes with increased
speed of information flows and, on this basis, increased efficiency
of interaction and decision-making.

3. Formation of a project for improving business processes,
taking into account new software solutions to ensure a unified infor-
mation system in the organization.

4. Implementation of the introduction of new (improved) busi-
ness processes.

5. Evaluation of the results obtained and their economic efficiency.

It is important to develop requirements for business processes,
determine the degree of maturity of the business processes of this
organization, carry out a cause-and-effect analysis of problems
and inconsistencies and develop corrective and preventive actions.
Fig. 2 and 3 show as examples the graphic designs of the analysis
of the problems that need to be solved and the assessment of
the degree of maturity of business processes.
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Fig. 2. Business process maturity self-assessment diagram
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Provision of low quality
services

A

High cost of housing
and communal

A

Management and
controlling

A

Lack of owners’ interest in
control

A

High physical wear
and tear

A

Problematic nature of the process

Insufficiency of
professional
competencies of
junior service

A

Importance of the process

Funding shortfall

A

Fig. 3. Matrix of causal analysis of problems

The process change should be initiated by modeling the de-
mand for works and services, concluding contracts with contrac-
tors, and distributing them across business processes (Fig. 4, 5).

Review of the
contract

Agreement of
the contract
with the client

Preparation
of the
contract

Legal
agreement of
the contract

Signing of the  Signing of the
contract contract by
the client

Cost., rub.

Fig. 4. The process of concluding contracts with resource provi-
ders, contractors for outsourcing and cleaning, direct contracts with
homeowners, etc.

The contract of the resource
supply organization with the
management organization

A

Direct contracts of residents
with a resource-supplying
organization

A

Outsourcing contract

A

Lease agreement

A

Contract for the
management of
the common property
of an apartment building

A

Social employment
contract

A

Importance of the project

Cleaning contract
agreement

A

Resource intensity of the project
Fig. 5. Scheme of the project ranking matrix

CONCLUSIONS

Taking into account the social significance and the continuous
nature of the provision of housing and communal services, ensur-
ing the sustainable activities of management organizations and
resource-supplying enterprises on the principles of client-centri-
city is possible on the basis of process improvement using
the methodology of the process approach and innovative digital
technologies.

In the process of strategic changes, many management or-
ganizations seek to improve their activities using engineering
methods, as well as new management technologies of digital
transformation. In our opinion, at the first stage it is necessary to
implement measures to improve business processes, since at-
tempts to integrate inefficient traditional processes into a new
digital system will not achieve the desired effect. Therefore, it is
necessary first to ensure the implementation of organizational and
managerial transformation in the organization as a stage of pre-
paring the system for further digital transformations, and then to
form a project case of relevant technological solutions, on the ba-
sis of which the next stage should be to build the implementation
of digital activities. Based on the results of the analysis, the model
presented in Fig. 6 has been developed. methodological model of
a process-oriented approach to the main business processes in
the field of housing management with the implementation of engi-
neering methods and digital transformations. The model allows
you to visually see the map of the main business processes for
housing management, the flow of work performed as a factor of
creating additional value to ensure the working condition of build-
ing structures and in-house systems and the provision of utilities,
to understand the sequence and interaction of engineering pro-
cesses and digital transformations.
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Accelerating the pace
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Inspections, monitoring, adjustment of
engineering equipment

Monitoring of indicators
of the technical
condition of housing
facilities

Sanitary maintenance of common
property, adjacent territory,
landscaping, greening, etc.

Provision of public
services and ensuring
energy efficiency

Uninterrupted supply and provision of
utilities, verification of utility metering
devices

Capital repairs of common property

Collection and removal of municipal
solid waste

Maintenance of modes =
and standards

of operation of housing
stock

Ensuring operational
and environmental
safety requirements

Provision of material resources and staffing

Quality assurance of

services

Regulatory and information and
communication support

Supporting processes

Formation of the
comfort
of the living
environment

Maintenance of the
operation project
throughout the life
cvcle

Increasing the value
(market value) of
housing objects

Development of
innovative
technologies

Creation of a digital
platform as an accessible
infrastructure for housing
and communal services

entities

Formation of conditions for
access to the latest
technologies and
development of innovative
cases

g Ensuring the quality PN
of service to
residents

Reduction of
work deadlines

and irrational
costs

Optimization of
business processes

Achieving energy
efficiency indicators

Access to the best
workforce

Improving the
competitiveness
of management

organizations

Optimization of funds
for operation

Interaction on a digital
platform with residents and
the private sector

Implementation
of organizational and
managerial measures
for the economic
sustainability

of management
companies

Synchronization of
standards of current
and capital repairs on
the life cycle of objects

Fig. 6. Methodological model of a process-oriented approach to the main business processes

Increase productivity B
and reduce costs
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MpyHUMNbI KNIMEHTOLLEHTPUYHOCTU GU3HEeC-
npoLeccoB B UHHOBALWMOHHOW CTpaTeruu
pPasBUTUS XXUNULLHO-KOMMYHanbHOW cdepbl

B cTatbe paccmatpurBaroTcs 0CO6EHHOCTU, MPUHLIMIBI U haKTopbI
3(PHEKTUBHOCTM COBEPLLUEHCTBOBAHUS OU3HEC-MPOLIECCOB, Kak
obbekTa LUMAPOBLIX NpeobpasoBaHui, U packpbiBaeTcs MeTo-
pjornorvyeckas Mofesnb MPOLECCHO-OPMEHTUPOBAHHOMO noaxoAa
K OCHOBHbIM 6U3Hec-Mpoueccam B cdepe ynpaBneHns >XXUnuLL-
HbIM (POHAOM C peanu3aumet METOQOB UHXMHUPUHIA U Lmdpo-
BbIX Npeobpa3oBaHuii. MNokasaHo, YTO XWUNLLHO-KOMMYHaIIbHOE
x03arcTBo (PKKX) — 310 cuctema 6M3HEC-MpoLeccoB Kak COBO-
KYMHOCTb B3aMMOCBA3aHHbIX HAanpaBneHnii No peanuaauuv ycnyr
M Npou3BOLCTBY pa60T, HanpaeJieHHbIX Ha co3aaHne cpenbl XN3-
HeOeaTeNbHOCTN Ana notpebutenei. YuutbiBas, 4TO COBPEMEH-
Hasi rocyfapCTBEHHas MonuTuMKa HaueneHa Ha Mepexof K Bbl-
CTpanBaHWIO BCEX CEPBUCOB rOCYAAPCTBa BOKPYr NOTpebHOCTeN
nogen, a undposas TpaHcopmauma akTMBU3MPYET MpUMeHe-
Hye 6onee 3PPEKTUBHBIX MOAENEN yNpaBneHus, B CTaTbe nccre-
JyeTcs 3ajaya nepexofga oT NPUHLMMOB KIIMEHTOOPUEHTUPOBAH-
HOCTU K KJIMEHTOLIEHTPUYHOCTM, 4TO NO3BONSET CHOpMMpoBaTh
Lienesyto hOKYCUPOBKY B [EATENbHOCTU OpraHu3aunii u npeg-
NPUATUA Ha KOMMNEKC AENCTBUIN, o6ecrnevnsatoLnx noBbILLEHNE
YAOOBNETBOPEHHOCTN KOMGOPTHOCTBIO U YCUIIEHWEe B3anuMopewn-
CTBUA C I'IOTpe6I/ITeJ1$lMVI. ﬂaHbI NOHATUA KIIMEHTOLEHTPUYHOCTUN
N KIIMEHTOLEHTPUYHOW CTpaTerMm Ha OCHOBE WCMONb30BaHWsA
NMPOLECCHOr0 MOAXOAAa C BbIAENEHWEM OTAesNbHbIX 6U3Hec-npo-
LieCCOB W AanbHENLLIMM UX COBEPLLEHCTBOBAHMEM Ha OCHOBE cHa-
NaHCUPOBAHHOW CUCTEMBI NOKa3aTesien, ynpaBneHns npoeKkTaMu
pas3BuTUs, MEHEIKMEHTA KayecTBa. Pesynbrar nccnefgosanms Ha
npumepe 6U3Hec-npoLiecca ynpasneHns MHOroKBapTMPHbIMU [0-
MaMu NpeacTaBneH AeKOMMO3nLUMen Ha NOANPOLECCHI U PYHKLUK
ynpasneHus. Ha Bbixofe Hay4HO-060CHOBaHHbIX 6U3HeC-NpoLec-
COB YBe/IM4MBAETCA Ka4eCTBEHHAas LleHHOCTb yCnyr (o6¢nyxuBa-
HWSA) ona noTpebuTens, a Takke paBHOBECHAd PEHTabenbHOCTb
ce6ecToMMOCTN MPOU3BOACTBA YCNYr C BO3MOXHOCTbIO (DOPMM-
poBaHMs [O6ABOYHOI0 Ka4eCTBa XUIIMLLHO-KOMMYHambHbIX YCIyr
6e3 pocTa NX CTOMMOCTM 3@ CHET CHUDKEHWS POSIN MOCPEAHWKOB,
COBepLUeHCTBOBaHUA TEXHONOrm4ecknx npoLeccos B npoun3eon-
CTBE PecypcoB, CO3AaHNA CTOMMOCTY aKTuea NPeanpuaTui unm
LIEHHOCTW YCNYT XWU3HeAesATeIbHOCTU Af1s NoTpebutenen.

Kno4yeBble cnoBa: rpoueccHbIi nogxon, KIMeHTOOPUEHTUPO-
BaHHOCTb, KIIMEHTOLeHTPUYHOCTb, AEKOMIIO3ULUS MPoLjeccoB
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