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AKICTb - CKNTALOBA CNOXMBYOI LLIHHOCTI NOCNYrun
QUALITY IS A COMPONENT OF THE CONSUMER VALUE OF THE SERVICE
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Y cmammi po3esiiHymo OCHOBHI Midxoou 00
MOHSIMMS  «roc/yea». BusHayeHo ¢hakmopu
CroXus4020 BU6GOPY nocsyau. OCmaHHs moyka
30py € 6i/IbW rMpuUdamHor 07151 NPaKMUKU Aoc/li-
OXEHb CrIOXUBYOI YiHHOCMI 10C/1ye 3a paxyHoK
MOX/IUBOCMI  BUMIPHOBAHHS  BE/IUYUH  XEPMB
ma nepesaz y MopsiOKoBUX mMa iHMepPBa/TbHUX
WKasiax. BusHadeHo noHsmms «crioxusya yin-
HiCMb NOC/1y2u», NPOBeOeHO KOHYernmyasizayjito
y BU&/IsI0I Xepms ma repesae. SKicmb € 00HUM
3 OCHOBHUX efleMeHmis repesae KjiieHma. [1io
yac po3esisidy pisHI8 sKOCMI 3p06/1eHO po3WU-
PEHHS1 Ki/IbKOCMI PIBHIB, YMOYHEHHST MOHSIMb ma
3micmy 3 0271510y Ha KOHmekcm Ooc/lioXeHb. 3a
6a308uli piseHb MPUUHSMO SIKICMb BUKOHAHHS
BUPOBHUYUX poyecis. LLjodo nocnye, kpume-
pii OYiHKU SIKUX € 3pO3yMinumMu ma cma/iumu
B yaci, makuli nioxio € cripasednusuM. Ymou-
HEHO MOHSAIMMSI SIKOCMI 110C/1yaU, siKa € BaX/Iu-
BOKO PUHKOBOIO XapakmepucmuKor mosapy u
roc/yau, a ii OUYiHIBaHHS crioxusadamu 3asou
6yde sBu3Ha4amu 2ocmpomy 6opomsbu Ui cmpa-
mezit0  KOHKYPeHUii  BUPOBHUKIB.  CymHicmb
SIKOCMI 51K €KOHOMIYHOI Kamez20pii 3a1exums 8io
cghepu 3acmocyBaHHsI.

KntouoBi cnoBa: rocsyaa, YiHHICMb, crioxusya
YiHHICMb fioc/yau, pymuHHa rocsyaa, KOMIi/eK-
CHicmb roc/1yau, siKicms Mocsya2u.

B cmambe paccMompeHb! OCHOBHbIE M00X00b!
K MOHAMUO «ycryaa». OnpedeneHbl hak-

mopbl  nompebumesibcko2o BbIbopa ycryau.
locnedHsss moyka 3peHusi siensiemcsi 6osiee
rnooxodsiwell dns1  npakmuku  uccriedosaHuli
rompebumesibCKol YeHHOCMU ycrye 3a cyem
BO3MOXHOCMU U3MEPEHUsT BE/IUYUH Xepms U
npeumyujecms 8 MOPSIOKOBLIX U UHMEpPBa/ib-
HbIX WKasiax. OnpedesieHo MoHsmue «rompe-
bumesibCkasi YeHHOCMb  yciyeu», nposedeHa
KOHUenmyasnu3ayusi 8 Buoe Xepms U npeumy-
wecms. Kayecmso sie/isiemcsi OOHUM U3 OCHOB-
HbIX 3/1eMeHmos npednoymeHull kiueHma. Mpu
paccMompeHuu yposHell Kayecmsa coesiaHo
pacwiupeHue Kosiuyecmsa yposHed, ymo4HeHue
MOHAMUU U COOepXaHuUsi C y4yemom KoHmekcma
uccriedosaHull. 3a 6as308bIll yposeHb NPUHAMO
Kayecmso  BbIMTO/IHEHUS  MPOU3BOOCMBEHHbIX
npoyeccos. KacamesibHO ycriye,  Kpumepuu
OUEHKU KOMmOpPbIX MOHSAMHbI U MOCMOsIHHbI BO
BpeMeHU, makol nodxod sensiemcsi crpa-
Be0/IUBLIM.  YMOYHEHO [OHIMuUe kadecmsa
ycnyeu, Komopasi 18/11emcsi BaXKHOU PbIHOYHOL
Xapakmepucmukol mosapa usu ycnyeu, a ee
oyeHusaHue nompebumensamu scezda 6yoem
orpedesisimb ocmpomy 60pbbbl U cmpameauro
KOHKypeHyuu  rpou3sooumernedl.  CyujHocms
Kayecmsa Kak 3KOHOMUYECKOU Kame20puu
3asucum om cghepbl MPUMEHEHUS.

KntoueBble cnoBa: ycsyaa, YeHHOCMb, nompe-
bumeribCkasi UeHHOCMb  yC/iyau, PymuHHasi
ycryea, KOMI/IEKCHOCMb  yC/lyau, Kayecmso
ycnyeu.

The article considers the main approaches to the concept of “service”. The first one can also be considered descriptive, since the definitions in it are based
on the description of the service process. The second approach focuses on the consumer value created in the service process. The factors of consumer
choice of service are determined. The latter point of view is more suitable for the practice of researching the value of services by means of the ability to
measure the size of the victims and benefits in the ordinal and interval scales. The main factor in consumer choice of services is its consumer value. The
sources mentioned above indicate that there are a number of options for interpreting this concept. They are similar to the fact that the consumer value
of the service is the product of the assessment of the victims that the client will bring for the benefit of the service. The concept of “consumer value of the
service” is defined and conceptualization is presented in the form of victims and advantages. Quality is one of the main elements of customer benefits.
At consideration of quality levels, an expansion of the number of levels, clarification of concepts and content, based on the context of these studies. The
quality level of the production processes is accepted at the basic level. It is believed that production, which is within the boundaries of norms, is capable of
producing a quality product. For services, this will mean that the use of tools within the standards provides quality service. In services whose assessment
criteria are clear and consistent over time, this approach is fair. The concept of quality of service, which is an important market characteristic of a product
or service, is specified, and its estimation by consumers will always determine the severity of the struggle and the competition strategy of producers. The
concept of quality has undergone a long way of formation, and in each period of socio-economic development, it received a certain focus of interpretation.
The essence of quality as an economic category depends on the scope. Quality assessment will require the design or adaptation of methodological tools
in each case of its application. in the context of the design of this study, the service will be a proposal to interact with certain parameters, which the provider
offers to the client, and its subsequent realization, which aims to jointly create the consumer value of a certain value and content, and can ensure that the
client satisfaction and achieve market and other goals provider.

Key words: service, value, consumer value of services, routine service, complexity of service, quality of service.

MoctaHoBKa npoGnemu. CborogHi Bigomi asa
OCHOBHUX MiAXoau A0 po30y[0BM BU3HAYEHb NOHATTSA
«noc/yra», a came npowuecHuii Ta LiHHICHWIA. MepLunii
MOXHa BBaXaTu OMMUCOBWM, OCKI/IbKU BU3HAYEHHS B
HbOMY OyAYHTbCA Ha OCHOBI onucy npouecy obcny-
roByBaHHsi. [Lpyruin nigxig 30CepeaxeHo HaBKOso
CMOXMBYOT LIHHOCTI, fIka CTBOPIETLCA B CepBic-
Homy npoueci. Came BiH 6ye OCHOBOK BUKMafEHHSA
pesyneTatiB MpPOBEAEHOro O0C/iMKeHHA. PaHiwe
NOC/YrN HamarasMcb BWU3HAUMTW Ha OCHOBI 4OTU-
pPbOX BNACTUBOCTEN, TaKMX SIK HEBIAYYTHICTb, HEMo-
CTifiHICTb (MIH/MBICTb) AKOCTI, OAHOYACHICTb BMPOO-
HULTBA Ta CNOXMBaHHSA (HEBIAAINBHICTb Bif npouecy
BMPOOBHMLTBA), HEAOBIOBIYHICTE (HEMOX/IMBICTbL 36€-
piraHHs). MNpoTe 6ynu AOCNIAHVKK, SKi 3a3Ha4anu, Wwo
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MIHIMBICTb YCepeamnHi OKpeMoi BuLLe3ragaHoi 03HakKu
€ O6iNbLIO, HDK PI3HMUA MDK CaMUMKU O3HaKamm.
3 ogHOro 60Ky, Takuid Nigxig, CNpoLLye PO3yMiHHA CyT-
HOCTI MOCNyrK, a 3 iHWOoro 60Ky, B yMOBaX, B SIKMX npa-
LII0E CyyacHWin cepsic, BiH HE MaE [OCTaTHLOT MOSiC-
HIOBa/IbHOT NOTYXHOCTI [1, ¢. 41; 2, c. 10]. Ha aymky
aBTopa, Habip €NeMEHTIB KOMMIEKCY MapKETUHIY
NoCNyrn cTaB YHIKaSIbHUM (5K 3a KiSIbKICTIO eneMeH-
TiB, TakK i 38 IXHIM 3MICTOM) /159 KOXHOT MOCNYTK, AKLWO
6partun 0o yBarm YUHHUKN PUHKOBOT cUTYaLii.

AHani3 octaHHiX gocnimkeHb i nyonikayiv. Jocni-
[DKEHHIO CMOXMBYOI LHHOCTI nmocnyru Ta il AKoCTi npu-
CBsiUeHi npaLi Takunx BYeHuX, sk K. JlaBnok, O.B. bakasiiH-
cbkuid, P. bnekyenn, M. MiHiapg, k. EHgpxun, [.6. Opexos,
A.B. lNonbgwiteiin, K. Kyuepyk.



B EKOHOMIKA TA YIPABJIIHHA M AMPUEMCTBAMUN

MoctaHoBKa 3aBAaHHA. MeTol CTaTTi € BU3Ha-
YEHHS CMOXWMBYOI LIHHOCTI MOCAYrN Ta YTOYHEHHS
NOHATTA AKOCTi NOCNYTN.

Buknag oCHOBHOro matepiany AoOCNifKeHHS.
TUX, XTO OAEPXKYE Ta Kynye Nocnyru, HasmearTb Kii-
€HTaMu, a KOMNaHii, ki IX HajalTb, — cepBic-Npo-
Bailfjepamu, CepBiCHMMW OpraHisauiamu, obcnyro-
BYHOUMMKU dpipMmamMmn. YKpaiHCbKE C/10BOCMOJTyUYEHHS
«CMOXMBYA LIHHICTb NOCAYrU» € BigNOBIAHNKOM
aHrnicebkoro “customer service value”. OcTaHHE
4acTo CTOCYETbCHA MOKYMLUiB TOBapiB, OTXe, npa-
BW/IbHO 6yNo 6 roBOPUTU MPO KNIEHTCbKY LIHHICTb
nocnyrn. TepMiH «LUiHHICTb» 03Hayae soACbkKe,
coLujasibHe 1 KyNbTypHe 3Ha4YeHHS OKPeMUX 06'EKTIB.
Take 3arasibHe BW3HAYEHHS LiHHOCTI CTOCYETbCS
pi3HUX ccpep, a came cycninibCTBa, OCOOUCTOCTI
noanHW, MaTepianbHuUX 6nar, AyXOBHOIO PO3BUTKY,
a B eKOHOMILi KAEeTbCA NPO NpoLlecy BMbopy Ta cno-
XuBaHHA. focnigHukn P. Bnekyenn, M. MiHiapg i Ox.
EHAXN BU3HAYa/IM CMOXMBYY LIHHICTb SIK Pi3HULO
MK TMM, YUM [OBOAMTLCA XepPTBYyBaTW CNOXMBaYY
(vac, rpowoBi abo iHWI pecypcu), it Burogamu, Lo
BiH OTpMMmye. OCTaHHA Touka 30py € 6inblw npugar-
HOM A5 NPaKTUKN AOCMIAXKEHb CMOXMBYOI LiHHOCTI
nocayr 3a paxyHoK MOX/IMBOCTi BUMIpPIOBaHHS Benu-
YMH XepTB Ta nepesar y NOpsAKOBMX Ta iHTepBasib-
HUX LUKasIax.

HanpukiHui  MWHynoro crtopiyys  3'ABNSETLCA
OyMKa NpO HEeOAHO3HauYHICTb NPUPOAMN CMOXMBYOI
uiHHoCTi. i ekoHOMIuHa nNpupoaa nos’a3aHa 3 LiHOK
ToBapy (TpaH3akuiliHa LjiHHICTb). MNcuxonoriyHa cyT-
HICTb BMW3HAYa€TbCA KOTHITUBHUM, adeKTBHUM Ta
KOHaTUBHMM (OONOBHEHHS aBTOpa) BMMBOM Ha
BMGIp nNpoaykTy. HabyTy UiHHICTb 06YMOB/IOKTb
TaKOX CMMBOJTIYHOIK LiHHICTIO 6GpeHay. BuginsawoTscs
reOoHICTUYHI A yTUAiTapHi yHKLiOHa/bHI, couiasibHI,
€MOLiHI, NOHATIAHI Ta YMOBHI acnekTu CrnoXunB4oi
LiHHOCTI. K. JTaMbeH Mnofinse CnoXuBYi LiHHOCTI Ha
TepMiHasibHi (KIHLUEBI MepekoHaHHs!, SKUX CroXmneay
nparHe) Ta iHCTPYMEHTasIbHi (MepekoHaHHA LWoao
crnocobiB NoBediHKW, 3aBASKU SKUM AOCAratoTbCs
TepMiHanbHi  LiHHOCTI). CbOrofgHi CrnoxuBya LiiH-
HICTb MOCNYIK € CKNagHVM TEOPETUYHUM KOHCTPYK-
TOM, af)Xe BOHa Mo-pPi3HOMY CMpPUIIMaETbCS Pi3HUMM
cy6’ektamu; i BUHUKHEHHA nepefbadae B3aEMOLi0
HajaBaya Ta OTpMMyBadya MOC/Yyru; BOHa € BiAHOC-
HOM LOAO0 KOHKYPEHTHMUX MPONO3MLiiA, CUTYaLiiHO
(BifuyBaEe BNAWB YMHHWKIB cuUTyaUil), AUHAMIYHOO
(MOxe 3MiHBaTuCb), 6aratoBeKTOPHOW (Bennka
Ki/IbKICTb €/1eMEHTIB); BOHA CMpUYMHSE BU3HaYaslb-
HWIA BN/IMB Ha MNOBEAIHKY KNiEHTA.

OTxe, rofioBHMM (DAKTOPOM CMOXUBYOrO BUGOPY
nocnyrm € i cnoxueda UiHHICTb. [xepena, siki 3ra-
OyBanucb BuLle, cBigyatb Npo Te, WO iCHYE HU3Ka
BapiaHTiB TPAKTOBKU LibOro NOHATTA. CXOXUM Y HUX €
Te, WO CrnoXuBYa LjiHHICTb NOCAYT € NPOAYKTOM OLi-
HIOBaHHA XepTB, fKi KNIEHT NpuHece ANs 3406yTTA
nepesar Big 06C/1yroByBaHHs.

[ani nig cnoXmB4yoK LiHHICTIO nocnyrn 6yaemo
PO3yMITV Pi3HMLI0 MK MepeBaramMm Ta XepTBamu, siKy
BiguyBa€e KNIEHT Nif BNJMBOM €K30r€HHUX Ta eHfo-
TEHHUX YMHHWKIB.

MepeBaramn, $Ki KNiEHT 3400yBae B MNPOLECI
06cnyroByBaHHs, 6yae Bce Te, WO NOAINWYyE oro
NOTOYHUIA Ta MalibyTHIli o6po6yT. Takuii 4O6POGYT
cnig cnpuinmMaTtn He fie sK MaTtepiasibHUin, ane i
K (Di3MYHWIA, MCMXOMOriYHMIA  Towo. BignosigHo,
XepTBamu BBaXaloTb yce, WO CNPUYNHUTL 3BOPOTHIl
BM/IMB. XXepTBM Ta NMepeBaryu CKNagatTbCs 3 HU3KU
efleMeHTIB, ki NpUTamMaHHi 3MiCTy NeBHOI NOCNyru.

KnieHT BiggaBatMme nepesary TOMY BapiaHTy
BMOOPY, AKWIA, Ha Or0 AyMKY, NpMHEce MakCUMyMm
3a0BOJIEHHA. 3a[0BOJSIEHHA MOXHa BU3HAYUTU SK
BVHWKHEHHS B JTIOANHN NPUEMHNX eMOLA. PO3yMiHHSA
3aJ0BOJIEHHSA, SIKe oTpumana lAnHa, € MOXINBUM
nvwe yepes ii gil, To6T0 peakuji. 3a80BONEHHSA KIi-
€HTa € rO/I0BHOKO CK/1aZ0BOI0 MOr0 S1I05/1IbHOCTI, Sika
MOXe po3rnsgaTncsa B TPbOX Hanpsimax, a came eko-
HOMIYHOMY, NCUXONOriYHOMY Ta couiasibHoMy. OfHaK
3B’A30K MK 3a[0BOJIEHHSAM Ta TpbOMa HanpsMamm
BM3HAYEHHS JT0A/IbHOCTI € CKMagHMM, Yepes Lo He
3aBXau nignsrae BUMipoBaHHIO Ta (a60) NOSICHEHHIO.

Mocnyra, sIKy Hapjae ToW camuii nposaligep,
3[0aTHa CTBOPHOBATM BENUYE3HY KiSIbKICTb pisHOMa-
HITHMX edoekTiB y pi3HUX il oTpumyBadiB. Cuna edek-
TiB, IX CpsAMyBaHHA Ta 3MICT 3anexarb Bif 6ararbox
(oakTopiB, 30KpemMa 0CoOBUCTOCTi KMiEHTA, Oro CTaHy,
yacy [06u1, AOCTYMHOCTI MOCAYr, €/IEMEHTIB KOMI-
NleKcy MapKeTuHry uboro cepsicy. Kpim Toro, HOBI
BapiaHTM NOCAYrK, SIKi HAPOOKYHOTLCA Mif, Yac Yepro-
BOrO HaZiaHHS CepBiCy OAHOMY K/TIEHTY, TakOX npoay-
KyBaTMMYTb pi3Hi HAb0opW Ta BEIMUNHU edoekTiB.

Lle mosicHoe, YoMy B3aemogis nposaligepa 3
KNiEHTOM 34aTHa MOPOAXKYyBaTW CMOXMUBYY LiHHICTb
[OCUTb Pi3HOTO 3MICTOBHOIO HaroBHEHHS Ta Benu-
UMHW. BOHa € yHiKa/IbHUM NPOAYKTOM KOXHOrO OKpe-
MOro o6c¢nyropyBaHHs. Taka iMaHeHTHa BNacTUBICTb
pe3yneTaTiB CepBiCy NOSACHIOE CKNafHICTb A0Chi-
[XKeHb B CepBicHili ranysi. KoxxHoMy cepsicy nputa-
MaHHi 0COBMMBI €/IEMEHTN — AETEPMIHAHTU CMOXUB-
YOI LjiHHOCTI.

AKICTb € OOQHMM 3 OCHOBHWX €/IEMEHTIB nepe-
Bar knieHta. [Jani, cnupalouncb Ha y3arasibHEeHHs
L. FapBiHa, cchopMyNEMO BNACHWUIA NOrAsA Ha Moro
«PIiBHI SIKOCTi». Yepes Te, Lo Leli [oCNigHMK CnpsMO-
BYBaB yBary nepeBaXXHO Ha SKiICTb ToBapiB, nif 4ac
po3rnsgy PiBHIB AKOCTI pobUTMMEMO HEOOXigHI 4/1s
NoAasIbLLOro BUKMAAEHHA PO3LLUMPEHHSA KiNIbKOCTI piB-
HiB, YTOYHEHHS NOHATL Ta 3MICTY, BUXOAAYM 3 KOHTEK-
CTY AOCNIKEHD.

3a 6a30BuWii piBEHb NPUIAHATO SIKICTb BMKOHAHHS
BMPOGHNUYMX MNpOoLECiB. BBaxaeTbes, WO BMPOOGHM-
LTBO, sike nepebyBae B rpaHMLSAX HOPM, 34aTHe npo-
OyKyBaTun SIKICHMA ToBap. Ans nocnyr ue éyge o3Ha-
yaTu, LWO BMKOPUCTAHHA 3Hapsfb npaui B Mexax
cTaHAapTiB 3a6e3neuye sskicHe 06CNyroByBaHHS.
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CnpaBgi, AKICTb 4YaCTUHW MNOC/Yr € 3a/1eXHOK
nepeBaXxHO Bif 3HapAab NpaLi, ki BUKOPUCTOBYIOTb Y
cepBicHOMY npoLeci (conspii, disiotepanis). OgHak
po6oTta nepcoHasty 6e3 emnaTii NO3HAYNTLCA Ha Bif-
YyTTi AKOCTi NOCNyrW.

Ha apyromy piBHI BBaxaloTb, L0 TOBap i3 Xapak-
TEPUCTUKaMWN B MeXax CTaHAapTiB € skicHUM. Oue-
BMAHO, LLIO BiAbupaTy roMoreHizoBaHi BUMOr MOKyn-
LiB TOBapiB Nerwle, Hixk NoTpedu knieHTiB. Came ToOMy
Taka AymKa € crnpasei/IMBoI0 419 TOBapiB: 3p03yMiTH,
AKI XapakTePUCTUKM TOBapPy 3MOXYTb 3a40BOJIbHUATU
KpUTMYHY Macy MOKymnuiB, xoua W ckiagHo, npote
MOX/IMBO. HaTOMICTb HEBIAOMO, YM 3a[0BOSILHATU-
MyTb CTaHZapPTU NEBHOIO KOpUCTyBaya MoCnyr, ajxe
CTaB/fIEHHSI KNiEHTa A0 CTaHAapTIB MOXe CYTTEBO 3Mi-
HIOBATMCb Y Yaci nig, BNAVBOM BEJIMKOI KifIbKOCTi eK30-
FTeHHUX Ta eHA0reHHUX YNHHUKIB.

Ha TpeTbomy piBHi NaHye ines ctaHgapTHOro map-
KETUHIY: SKLLO MOKyMneLb BBaXae, L0 ToBap € fKic-
HUM, TO BIH TakuM € Hacnpasgi. 3p0o3ymisno, Wo Kni-
EHTY OLiHIOBATY SKICTb PYTUHHWUX NOC/YT SIerle, HiX y
BMNagKax CKafHoro 3a cueHapieM cepsicy, Wo Mae
BE/INKY Ki/IbKICTb TOYOK PO3XOMKEHHS, € KOMIIEK-
CHUM, a TakOX 3HA4YHO 3any4yye fauHy. B Takomy
pasi KNiEHT MOXe He maTu 6a3n AN NOPIBHAHHSA,
Bi4NOBIAHUX 3HaHb, He BOMOAITU 34ATHICTIO nepea-
6avaty 6axaHi i HebaxaHi edpekT 06CNyroByBaHHS
Towo. Takum 4YMHOM, CepBiC, AKWA NauHA BBaXa-
TUME SIKICHMM, MOXe TakMM He OyTW sK y Tenepiw-
HbOMY 4aci, Tak i B MaiibyTHbOMY (Hanpuknag, niky-
BaHHSA Ta lioro edoekTn).

PYTUHHI nocyry — Taki NoCnyru, 3MiCT SKMX € 3BUY-
HUM, a napameTpu cepBiCHUX edekTiB cTaimu. MNig
KOMMEKCHICTIO PO3yMitoTb KifIbKiCTb, MOCAIAOBHICTb
Ta CKNafHicTb eTanis cepsicHOro npouecy. Moroau-
Mocb 3 O.B. bakaniHcbkum Ta T.C. MenbHWK B TOMY,
LLO Lei TepMiH € HeBAaMM [2, €. 9]. PO3XOMXKEHHS €
MipOI0 BapiaTMBHOCTI BUKOHAHHS MEBHOro eTany (eta-
niB) npouecy [2, c. 9]. TOUKOK PO3XOMKEHHS CepBic-
HOro nNpoLecy € MOMEHT 4acy, 3 IKOro CepBiC MOXe
pO3BMBATUCA 3a Pi3HUMK Hanepes BU3HAYEeHUMM CLie-
Hapiamun. Mipo 3anyyeHHs 00 HaaHHA MOC/Ayrn €
CTyniHb B3aeMogii nposaigepa 3 Ti/IOM, CBiZOMICTHO
KnieHTa, oro MainHom.

OcHOBHa noc/yra CTBOPHE LEHTpasIbHUIA eqoekT
cepsicy, a nocnyra-foNoBHOBaY Oyae cnpsMoBaHa
Ha nosierlweHHa ofepXaHHs OCHOBHOI. Nocnyra-nia-
cunoBad 36isbLUye MMOBIPHICTb Npogaxy [1, c. 74].

Ha u4eTBepTOoMy piBHI B 0OMEXEHOMY BUrISg
3'ABNAETLCA ifeA CNOXMBYOI LIHHOCTI: AKWO SKICTb
NMEBHMM YMHOM CMIBBIAHOCUTLCS 3 LIHOK, TO Takuii
NpoaykT 6yae AKiICHUM.

TyT BapTO 3ayBaXuTw, LIO LWOAO MOCAYI, KpuUTe-
pil OUHKN SKUX € 3pO3yMiNMMKU Ta CTa/IMMW B 4aci,
Takuii migxig € cnpaseanvMsMM. Hanpuknag, y micb-
KNX MEepPEeBE3EHHSIX 3i CTaHAAPTHOK LIHOK KBUTKa
nacaxup Mae Oo4vikyBaTu Ha TPaHCMOPTHWUIA 3aci6 He
6inble 15 XBWAWH, NOro HacesneHiCTb Ma€e cknagatu
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He Ginble 95% cnasunx Micub, TOAi GiNbLUICTb K/iEH-
TiB BBXaTnMe HajaHy nocnyry sikicHoto. LliHy kBuTka
Ta yac O4iKyBaHHS BOHW BBaXXaTUMYTb XepTBamu, a
MOX/IMBICTb 3aHATM cugsaye MicLe — nepesaroo.

OpHak B pasi nepeBe3eHb Y fasieKOMy CroyYeHHi
Taka /iorika Bke He npautoe. M0/I0BHOK MPUYMHOKO €
3Ha4yHe po3LUMPEHHS 3MICTY XepTB Ta nepesar naca-
Xupa. Kpim TOro, UeHTpaslbHUI no3aTpaHCnopTHUIA
edpekT, Ha AKWil CNoABaETbCA Nacaxup, K Npasuo,
HabyBae GifbLLOT NMOPIBHAHO 3 MICbKMM NepeBe3eH-
HSAM Baru, TO6TO Ha Takomy (N'ATOMY) PiBHi SKOCTI
KOHLenNLUis CnoXxmBYoi LIHHOCTI nocnyru Habysae
3aBEpLUEHOro BUINSAaY.

HapewwTi, OCTaHHbOI  LUIOCTOK)  CXOAVHKONO
SIKOCTi € PO3YMiHHSI TpaHCUueHAeHTaslbHe (Big nar.
“transcendens” — «Te, L0 BUXOAMUTb 3a MeXi»), TO6TO
Take, WO NoB'A3ye YaCcTMHM 3MICTY, SKi nepebyBatoTb
MO Pi3Hi 6OKM Big, fEAKOT Mexi. O4eBUAHO, L0 rpaHu-
Liet0 EKOHOMIYHOT Hayku Byae po3rnsg AKoCTi Ha npo-
MiXKKY Bi, NepLIOro Ao M'siToro piBHIB BKKOYHO.

Bepyun po yBarM MeTy [OCAIMKEHHA, Aani
6y4eMO YTOYHIOBATU MOHATTA SAKOCTI NOCNYru, ska
€ BaX/MBOK PUHKOBOK XapaKTepPUCTUKOK TOBapy
UM nocnyru, a ii OUiHIOBaHHS CNOXMBaYaMm 3aBXAu
6yge Bu3HauyaTu rocTpoTy 60poTbOM I cTparteriio
KOHKYpeHLUiT BMPOGHWKIB. MOHATTA AKOCTI NPOMALLIO
OOBruii Wiax hopMyBaHHS, B KOXHWUIA nepiog, cyc-
MiSIbHO-eKOHOMIYHOTO PO3BUTKY OTPUMYHOUN MEBHUIA
hokyc TpakTyBaHHs [4, c. 56].

I1O. Kyuepyk cTBepaXYyE, LLO AKICTb HAJIEXUTb [0
HalcKNagHilLMX KOMMIEKCHUX KaTeropiidi, TOMy pos3-
rNSOAaeTbCA B PI3HNX acnekTax Ta Ma€ BeNUKY Kiflb-
KICTb BU3HA4YeHb CBOET CYTHOCTI 3a Pi3HNUX TEeopeTny-
HUX nigxoaax [3, c. 7]. Ii Bu3HauatoTh 3 hifiocodhCbKOi
Ta NPUKNagHoi TOYOK 30pY.

B pamkax hinocodcbKkoro nigxoay sikictb Tayma-
yaTb K abBCTPaKTHy kateropito. Tak, 3rigHo 3 doino-
cohom P. TipcuHIoM, AKICTb € YABHOK XapakTe-
PUCTMKOIO N TBEPMAXKEHHSIM, CNpaBed/IMBICTb SKOro
NepeBipsETbCA HE MNPOLECOM MUC/EHHS, TOMY
abCcTpakTHa AKICTb MoXe OyTu BU3HaYeHa /e ekc-
NepPUMEHTAJTLHO.

3 NpUKNagHoT TOUKN 30pY AKICTb € CY6'EKTUBHUM
MOHATTSAM, Bigobpaxawun neBHI BNACTUBOCTI KOH-
KPETHUX MpeaMeTiB, SBULL, CUCTEM Ta Cyb6’eKTUBHE
(ocobucte) ctaBneHHA Ao HuX. NpuknagHe (3okpema,
€KOHOMIYHE) BU3HAYEHHA SIKOCTi 3a/1eXUTb Bif KOH-
KPeTHUX 06’eKTIB, LLO OLiHIOITLCA, a came npeamve-
TiB, rpyn npegmertis, SABULL, MPOLECIB, KOMEKTUBIB,
CUCTEM abCTPaKTHUX YAB/EHb.

CyTHICTb SIKOCTi SIK eKOHOMIYHOI KaTeropii 3ase-
XWTb Bif, ccpepu 3aCToCyBaHHs. Ii BU3HAYEHHS MOXHA
o6’'egHaT B HOTMPWU TPYynu, Hanpuknag, sk ue 6yno
3p0o6/1eHO BULLE Mif, Yac aHaslisyBaHHS PIBHIB SKOCTI
3a [. MapsiHUM.

OnucoBuii Niaxig A0 BU3HAYEHHS SKOCTI, 3a SKOro
SIKICTb — L€ CYKYMHICTb B/1aCTMBOCTEN NPOAYKL,i, L0
3yMOB/IIOKOTL 1I NpUAATHICTb 3a40BOMIbHATM MEBHI



B EKOHOMIKA TA YIPABJIIHHA M AMPUEMCTBAMUN

noTpebu BiANOBIAHO A0 NPU3HAYEHHS, HE BPaxOoBYE,
Lo MOTPebu MOXYTb MaTu iHAMBIAYyaNbHUIA Xxapak-
Tep, MOXyTb ByTU nepefbadyBaHUMU UK Hi [2, c. 57].
FAKWO Tak, TO OUiHIOBaHHA SAKOCTIi noTpebyBaTume
KOHCTpYlOBaHHA abo aganTauii MeToA0/0rvYHOro
iHCTPYMEHTapIito B KOXXHOMY pasi i0ro 3aCToCyBaHHS.

MigcymoByouM, 3a3HauyvMMoO, LWO BU3HAYEHHSA
nocnyru BapTo hopmynioBaTu 3 orfisay Ha:

— PO3YMiHHA MpoLecy, Yacy Ta efnemeHTiB, SKi
BM/IMBAKOTb Ha MOABY i CNOXMBYOI LHHOCTI 418 KNi-
EHTA;

— IHpaCTPYKTYpy TEXHIKO-TEXHOMOTYHOT 6a3un
cepsicy;

— I'PYHT NPUIAHATTA pilleHb Y CNOXMBYOMY BUOOPI
KMiEHTA,

— UiNi Ta pMHKOBY NOBEAiHKY CepBic-npoBaligepa.

BucHoBKkM 3 npoBegeHOro gocnimpkeHHs. OTxe,
B KOHTEKCTi 3aAymMy AOCNifXeHHA nocnyrow oyae
Npono3uuis B3aeMOAIT 3 NeBHUMU napamMeTpamu, Ky
npoBaliep NPonoHye KMieHTy, Ta il nogansLia peani-
3auis, Wo Mae Ha MeTi CnisibHe CTBOPEHHS CMOXMBYOT
LiHHOCTI NEBHOT BE/IMYMHM 1 3MICTY, a TakoX 34aTHa
3a6e3MeunT BUHWKHEHHS B K/TiEHTA 3a40BOJEHHS 1
[LOCATHEHHS PUHKOBUX Ta iHLWKX Linei npoBaiigepom.

BpaxoBytoun BMKNageHe Ta BHECOK B YTBOPEHHS
CMNOXMBYOT LiHHOCTI NOC/YTY, BBXXAEMO, L0 PO3YMITU
1T AKICTb CNif TakuM YMHOM. FAKICTHO NOCAYrN € CyKyn-
HICTb XapakTepuCTUK cepBiCHOro npoecy (edekTis,
SKi BUHMKAOTb Nif Yac HadaHHA Ta Nicas 3aKiHYeHHs
o6cnyroByBaHHs), SKi 34aTHi 3abesnedvyBaTt 3af0-
BOMEHHSA NoTpeb KieHTa Ha Cy6'EKTUBHOMY PIBHI iX
YCBIOM/IEHHS, a/le He HWXKYe CYCnisibHO BU3HAHOro
(«06’EKTUBHOrO») PiBHSA.
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QUALITY IS A COMPONENT OF THE CONSUMER VALUE OF THE SERVICE

The purpose of the article. The article deals with the main approaches to the concept of service. The fac-
tors of consumer choice of service are determined. The latter point of view is more suitable for the practice of
researching the value of services by means of the ability to measure the size of the victims and benefits in the
ordinal and interval scales. The main factor in consumer choice of services is its consumer value. Quality is
one of the main elements of customer benefits. At consideration of quality levels, an expansion of the number
of levels, clarification of concepts and content, based on the context of these studies. The quality level of the
production processes is accepted at the basic level. In services whose assessment criteria are clear and con-
sistent over time, this approach is fair. The concept of quality of service, which is an important market charac-
teristic of a product or service, is specified, and its estimation by consumers will always determine the severity
of the struggle and the competition strategy of producers. The concept of quality has undergone a long way of
formation, and in each period of socio-economic development, it received a certain focus of interpretation. The
essence of quality as an economic category depends on the scope.

Methodology. Go to the assignment of the support service, analysis of the results of the service

Results. Quality assessment will require the design or adaptation of methodological tools in each case of
its application. To summarize, the definition of the service should be formulated taking into account: under-
standing how exactly, when and as a result of which the elements of the client give rise to its consumer value;
the infrastructure of the technical and technological base of the service, the basis of decision making in the
consumer choice of the customer, the goals and market behavior of the service provider. In the context of the
design of this study, the service will be a proposal to interact with certain parameters, which the provider offers
to the client, and its subsequent realization, which aims to jointly create the consumer value of a certain value
and content, and can ensure that the client satisfaction and achieve market and other goals provider.

Taking into account the above, and considering the contribution to the formation of the consumer value
of the service, to understand its quality should be as follows. The quality of the service is a set of charac-
teristics of the service process (effects that arise during the provision and after service) that are capable of
satisfying the needs of the client at the subjective level of awareness, but not below the socially recognized
(“objective”) level.

Practical implications. Quality assessment will require the design or adaptation of methodological tools
in each case of its application.

Valueloriginality. In our work, we considered the question of determining the quality of service. Problems
and problem issues determine prospects for further development quality service research.
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