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During the martial law in Ukraine, precise and timely feedback is crucial not only as a tool 

for managing performance but also as a means to support employees' emotional well-being, 

resilience, and motivation. In organizational practice, a variety of feedback analysis methods 

are employed to evaluate communication effectiveness and identify growth opportunities. 

For instance, the 360° feedback method collects evaluations from peers, subordinates, 

supervisors, and clients to provide a comprehensive analysis of professional competencies. 

Pulse surveys consist of short, frequent questionnaires (e.g., weekly) to monitor employee 

sentiment and facilitate rapid response. The Employee Net Prom oter Score (eNPS) 

measures staff loyalty by assessing their willingness to recommend the organization as a 

workplace.

In our study, we chose the SMART analysis methodology because it offers a dynamic yet 

straightforward framework that is especially valuable under continuous operational 

challenges. SMART evaluates feedback through five criteria: Specific—how clearly and 

unambiguously messages are formulated; Measurable—the extent to which one can assess 

the outcome or impact o f feedback on employee performance; Achievable—whether 

proposed actions or expectations are realistic given the organization's resources; 

Relevant—whether feedback aligns with employees' needs and the organization's strategic 

objectives; and Time-bound—whether feedback is delivered at the moment when it can have 

the greatest effect.

To apply this methodology, we selected the specialized enterprise "Tilarme Security LLC," 

which provides design, installation, and maintenance of fire safety systems. Together with 

the organization's management, we surveyed 54 employees, asking them to rate the 

presence of each SMART criterion in the company's feedback practices on a scale from 0 to 

5. The results revealed the following average scores: Specific—3.2; Measurable—2.8; 

Achievable—3.9; Relevant—3.1; Time-bound—2.5. These findings indicate a basic level of 

feedback capability but highlight weaknesses such as irregular delivery, vague formulations 

without clear KPIs, delayed timing, and lack of connection to individual employee goals.

In addition to the SMART survey, we interviewed the company's leadership and discovered 

the existing feedback channels and tools: oral briefings at the beginning of shifts, real-time 

messages in Viber and Telegram, monthly review meetings, and situational remarks or 

expressions of gratitude on site. We also conducted a series of follow-up questions with 

employees to uncover the reasons behind these scores. This qualitative investigation
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confirmed the absence o f a formal feedback protocol, low process transparency, lack of 

documentation mechanisms, unidirectional communication, and no anonymous platforms for 

unrestricted idea exchange.

Synthesizing these data, we formulated recommendations to improve the organization's 

feedback system. First, establish an official feedback policy document specifying feedback 

formats, freguency, responsible parties, and data-collection tools. Second, organize regular 

one-on-one meetings between managers and employees for performance evaluation and 

developm ent planning, preceded by coaching and e ffective  feedback training for 

supervisors. Third, develop an anonymous electronic feedback channel—an online platform 

for secure expression o f suggestions and concerns. Fourth, define key performance 

indicators (KPIs) relevant to fire safety services, for example: percentage of scheduled 

inspections completed on time, rate of corrective actions resolved within 24 hours, level of 

customer satisfaction, and system uptime percentage.

In conclusion, applying the SMART analysis methodology enabled us to identify problem 

areas and propose targeted enhancements to the feedback process. Implementing these 

recommendations will transform "Tilarme Security LLC" from a reactive feedback approach 

to a systematic, development-oriented model—an essential shift in an environment 

characterized by ongoing uncertainty and elevated risk.
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