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Y cmammi OoC/lOXeHO pobiemMy sKocmi
06C/1y208yBaHHST Ha MIOMPUEMCMBaX 20Me/lbHO-
pecmopaHHo20 20crodapecmsa. Sikicmb 06c¢/y-
20ByBaHHs1 BU3Ha4YeHO 5K BioYymmsi 3a0080-
JIEHHS1 20cms1 Bi0 Ha0aHo20 Cepsicy, a siKiCHa
2o0mesibHa rnoc/y2a — ye ma, wo siorosioae
lioeo nompebam. O6rpyHmMosaHo, WO pPiseHb
SIKOCMI 3a/1eXUMb 8i0 cmyrieHsi 36iey ysie/ieHb
20cms po peasibHe U baxkaHe 06C/1y208yBaHHS.
NokasaHo, WO OCHOBOK Kamee2opii sikocmi €
cmaHoapmu, Wo su3Ha4aoms ghopMy ma 3micm
moeo, siKk Mae 8i0bysamuch poyec 06c¢/y208y-
BaHHS1. PosasisiHymo 0sa muriu ssikocmi 06¢/1yeo-
ByBaHHSI, & came mexHiYHy ma QOyHKUIOHa/IbHY
sKicmb.  [JoBeOEHO, WO MiOBUWEHHS SIKOCMI
06C/1y208yBaHHsS  YMOXJIUB/IHOEMbBCS  Yepes
3anposadXeHHs1 cuCMeMU 3a2a/lbHo20 yrpas-
JIiHHS SIKICMIO Ha nionpuemMcmsax 20mesibHO-
pecmopaHHo20  2ocrodapcmsa.  BusHaueHo
OCHOBHI CK/1a008i CUCMEMU 3a2a/1bH020 yrpas-
NiHHS siKicmio. NepepaxosaHo 6a308i MPUHYUNU,
Ha SIKUX IpyHMyembCsl cucmema 3a2a/lbHo20
ynpas/iHHs sikicmio Ha nionpuememsax Pl
KniouoBi cnoBa: sikicmb 06C/y208yBaHHS,
20me/ibHO-pecmopaHHe 20crnodapcmso, cmaH-
dapmu, cucmemMa 3a2a/lbHo20  Yrpas/iHHS
SIKICMI0, MPUHYUNU SIKICHO20 06C/Ty208YBaHHSI.

B cmamebe uccsiedosaHa npob/iema kadecmsa
06C/1yKUBAHUST HA MPEONMPUSIMUSIX 20CMUHUYHO-

pecmopaHHo20 xo3slicmsa. Kauecmso 06c/1y-
JKUBAHUS1 OrpedesieHo Kak 4yscmso y0081emso-
peHusi 2ocmsi om rpedocmag/ieHHo20 CepauCa,
a Ka4ecmseHHast 20CMUHUYHasi ycryaa — 3mo
ma, Kkomopasi coomgemcmsyem e2o rnompeob-
Hocmsim. OB6OCHOBAHO, YMO YPOBEHL Ka4ecmsa
3asucum om cmereHu cosradeHusi npeocmas-
eHuli 20cmsi 0 peaslbHOM U XesiaeMoM 06C/1y-
JugaHuu. MoKasaHo, Ymo OCHOBOU Kamezopuu
Kauecmsa S8/1SOMCs1 CmaHoapmbl, Orpeoesisio-
wue ¢hopmy u cooepxaHue moeao, Kak 0o/mkeH
fpoucxooums  npoyecc 06C/yxusaHusi. Pac-
CcMompeHbI 08a murna Ka4ecmaa 06C/TyXusaHUs,
a UMEHHO MmexHUYecKoe U (hyHKYUOHa/IbHOe
Kauecmso. [JokazaHo, YmO rOBbILEHUE Kade-
cmga 06C/TyXUBaHUS CMaHOBUMCS BO3MOXHbIM
U3-3a BBEOEHUST CUCMEMbI 006WE20 Yrpas/eHuUst
KauecmsoM Ha Mpeornpusimusix 20CMUHUYHO-
pecmopaHHo20  xo3slicmsa.  OnpedesieHbl
OCHOBHbIE COCMag/IsloWue cucmemsl 06weao
yripag/ieHusi kadecmsoM. [lepequcsieHbl 6a30-
Bble MPUHYUNbI, HA KOMOPbIX OCHOBbIBAEMCS
cucmema 06Weza0 ynpasieHusi Ka4ecmsoM Ha
npednpusimusix ['PX.

KnioueBble cnoBa: kayecmso O6C/yxuBa-
HUSl, 20CMUHUYHO-pecmopaHHoe Xo3silicmso,
cmaHOapmbl, cucmema 06Wez0 ynpasneHust
Ka4uecmsoM, MPUHYUIbI Ka4eCMBEHHO20 06C/Ty-
JKUBAHUS.

The article deals with the problem of the quality of service at the enterprises of hotel and restaurant business. The quality of service is defined as a sense of
satisfaction of the guest from the provided service, and a quality hotel service is the one that meets guest's needs. It is substantiated that the level of quality
depends on the degree of coincidence of the visitor’s representations about the real and desired service. It is shown that the bases of the category of quality
are standards that define the form and content of how the process of service should take place. Two types of service quality are considered: technical and
functional. Technical quality is determined by compliance with the standard requirements for the material provision of hospitality, the use of innovations in
the process of customer service, the availability of information technologies in the management of enterprises of hotel and restaurant business. Functional
quality is directly related to the very process of services provision, the way they are provided to the client. It is proved that enhancement of the quality of
service is possible through the introduction of a total quality management system in the hospitality industry. The quality system contains the following ele-
ments: effective business management based on marketing; creation of a corporate culture; implementation of standards of technical quality of service;
implementation of standards of functional quality of service; input quality control for products and services of providers; output quality control of services
provided at the hotel (restaurant) and their sales by intermediaries. It has been determined that the system of total quality management is based on the
following principles: improvement of the quality of the provided services should be of a continuous nature; to improve the quality of services, it is necessary
to implement a new philosophy of business, which consists in the inadmissibility of non-conformities; complete discontinuation of contracts on the basis of
the lowest prices; widespread application of innovations and know-how; introduction of new management methods, which motivate high-quality work of
personnel; removing barriers among divisions and employees; encouraging employees to self-improvement and advanced training; involving of all staff in
the process of improving of the quality at all levels of the organization.

Key words: quality of service, hotel and restaurant business, standards, system of total quality management, principles of quality service.

MoctaHoBka npo6nemun. Cdhepa rOCTUHHOCTI
BBa)XKAETbLCA OAHIEHD 3 HABINbLI BaXK/IMBMX CKNado-
BUX ranysi Typusmy. Lle noTy)kHa iHaycTpisi, roNI0BHUM
3aBAaHHAM SKOi € 06C/TyroByBaHHSA TYpPUCTIB Nig, Yac
IXHbOro nepebyBaHHA No3a MiCLEeM MOCTINHOIO Npo-
XMBaHHA. Y OGINbLIOCTI KpaiH, WO creuianisyrTbes
Ha B'I3HOMY TYpuW3Mi, rOTeNbHO-pPecTopaHHa rasysb
cTana OfHIE 3 MpiopuTETHMX chep HauioHa/IbHOI
€KOHOMIKWN Ta € OQHUM 3 OCHOBHMWX [pKepes NonoBHe-
HHA OIOMKETIB UMX KpaiH. OnA nigBULWEHHA KOHKY-
PEeHTO30aTHOCTI BITYM3HAHUX NIAMNPUEMCTB roTe/IbHO-
pecTopaHHOro rocrnogapcrea Heoo6XiAHO BUPIWINTK
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HU3KY Npo6sieM, NOB’A3aHNX 3 YAOCKOHAIEHHAM CUC-
TEMU MEHEMKMEHTY SKOCTI.

AHani3 ocTaHHiX pocnigpkeHb i nyo6nikauii.
JocnigpkeHHo npobnem (hyHKUiOHYBaHHSA Ta poO3-
BUTKY rOTe/IbHO-PECTOPAHHOIO 6i3HEeCy npUCBAYEHI
po60oTn BITUM3HAHNX (haxiBUiB, Takmx SK . BOH-
JapeHko, A. BakyneHko, M. Fonuk, M. Masbcbka,
J1. MinkeBwuy, /1. Hevatok, T. Tomani, [l. YepHABCLKUIA,
A. WunaHos. Cepepg, 3apybikHMX JOCMIAHVKIB BApTO
Bif3HauMTK Takumx, Sk M. Boenn, 6. BpoTepToH, Y. YeH,
A. Knapk, C. l'occ-TbopHep, Y. NlerpaHg, . Kotnep,
T. Hoync, P. CneH, [. TecoH. He3saxatoun Ha Te, LU0



B EKOHOMIKA TA YIPABJIIHHA M AMPUEMCTBAMUN

pi3HUM acnekTam pPO3BUTKY Ta ynpas/iHHA Yy cdepi
roTe/IbHO-pecTopaHHOro rocnogapcTsa MNPUCBAYEHO
YyMano HayKoBWUX Mpalb, Y BiTYM3HSHIA €KOHOMIY-
Hiin Teopii Ta NpakTuLi npobnema nigBULLIEHHS SKOCTI
06CNyroByBaHHs y rasysi roteslbHo-pecTopaHHOro
rocnogapctea (PlN) € HepgocTaTHLO AOCNIAKEHOK Ta
noTpebye NoAa/IbLIOTO BUBYEHHS.

MocTtaHoBKa 3aBAaHHA. MeTow cTarTi € Aochi-
[DKEHHS NOHATTA SKOCTI K K/IIOYOBOIO YMHHUKA KOH-
KYPEHTOCMPOMOXHOCTI MiANPUEMCTB cepU roCTUH-
HOCTI Ta BU3HAYEeHHS LWAAXIB 1T NigBULLLEHHSA B yMOBax
MOCTIHO 3POCTalY0l KOHKYPEHLiT.

Buknag ocHOBHOro marepiany pocnigXeHHs.
CbOrogHi iHOYCTPIA FOCTUHHOCTI € BaXX/IMBOK COLi-
a/TbHO-€KOHOMIYHOK KaTeropietn. HapgaHHA nocnyr
y cchepi rocTMHHOCTI HabyBae Aefani 6inbLIOro pos-
BUTKY SIK YACTUHU TYPUCTUYHOTO CEKTOPY E€KOHOMIKM
KpaiHu, a TakoX € O4HUM 3 MPIOPUTETHUX HaNPSAMIB
pO3BUTKY HaLiOHa/IbHOT EKOHOMIKW, afeKBaTHUX Y
CBOEMY CTaHOB/IEHHI OCHOBHMM €Tanam €eBOJItoLji
cycninbCTBa.

IHOYCTPIS TOCTUHHOCTI — Lle caMocCTiiiHa cdiepa
€KOHOMIKU, L0 CKafdaEeTbCsa 3 rpynu ranysei ta nig-
NPUEMCTB, (PYHKLii AKMX MONSAralTb Yy 3a[0BOJSIEHHI
Pi3HOMAHITHOTO NOMNUTY Ha Pi3Hi BUAM BIANOYNHKY
Ta posBar. [HoyCTpis rOCTUHHOCTI BK/KOYae roteni 1a
opraHisauii, ki BUnyckaroTb NeBHi ToBapw it HAQaKTb
MocC/yru, Wo TiCHO NOB’A3aHi 3 roTeNlbHUM 6i3HecomMm,
a came roteni, NignpMeEMCTBa XapyyBaHHS, 30Kkpema
pPeCcTopaHHOrO rocnogapcTBa, €EKCKypciliHi - 6topo,
TpaHCMopTHI NigNpUMeEMCTBa, NignpueMcTBa 3 BMPOOL-
HMLUTBA CYBEHIpPiB, HaBYas/ibHi 3aknagn, HayKoBO-
[OCNiaHi Ta NPOEKTHI opraHizayii rotesnibHo-rocnogap-
CbKOro npodinis, iHghopmauiiHi Ta peknamMHi Cryxou,
nignpMemcTBa 3 BUPOOGHULTBA FOTE/IbHO-rocnogap-
CbKMX TOBapiB, AKi HeOOXiaAHI TypucTy [1].

BigMiHHOIO puCOKO NIAMNPUEMCTB IHOYCTPIT rOCTUH-
HOCTi € BUPOBHULTBO He TiNIbkN MaTepiasibHOi npo-
OYKUiT, ane i nocnyr, OCHOBHMM KPUTEPIEM OLiHI0-
BaHHA AKUX € AKICTb. Tak, AKICTb 06C/TyroByBaHHS,
ab0 piBeEHb CepBiCY, CbOroAHi € UM He eANHUM DakTo-
pom audpepeHLiayii rotesis Yn pectopaHis aHasioriy-
Horo knacy. MepeBara B KOHKYPEHTHIili 60poTb6I MiX
nignpuemcTBamn HAYCTPIi TOCTUHHOCTI BM3HaYaslb-
HOIO MipOI0 CTaula 3a1exarun came Bif, pPiBHS CepBicy.
Lle niaTBEpOKYETLCA HAABHICTIO NPSIMOI 3a/1€XKHOCTI
MiXX HaZaHHSIM SIKICHOTO 06C/lyroByBaHHs Ta BE/IMYM-
HOlO NpMBYTKY Ha BKNageHwi kanitasl, Wo Biag3Hava-
€TbCHA ekcnepTamu B ranysi rote/ibHo-pecTopaHHoro
rocnogapcrsa.

AKICTb 06CNYyroByBaHHS — L€ KOMM/IEKCHA KaTero-
pisi, Baromuii NoKasHWK epeKTUBHOCTI AiS/IbHOCTI Nig-
npuemcTB 'PI, 06’eKT aHani3y, naHyBaHHS 14 ynpas-
NiHHA. OCHOBHOK CKNaZoBOK CUCTEMU AKICHOIO
06CyroByBaHHA € AKICTb HalaHNX NOCAYT.

3arasiom SIKICTb — Lie KaTeropisi, Lo BUpaxXae CyT-
TEBY BM3HAYEHICTb 06’€KTa, 3aBAAKN SAKill BiH € came
TUM, @ He iHWNM. AKICTb — e 06’eKTUBHA 1 y3arasib-

HIOKHa XapakTepucTnka 06’eKTiB, L0 BUABMSETLCS B
CYKYMNHOCTI iX BnactusocTei [2].

AKICTb — Lie YacTuHa 3a[0BO/IEHHA NOTPe6 crno-
XMBaya, fika NpMBOAUTbL A0 BUCOKOTO 337 0BOJSIEHHS
MOKYMLiB, OTXe, BE/MKOro npubyTtky. BoHa € Bupi-
Wa/TbHAM  MOKAa3HMKOM  KOHKYPEHTOCMPOMOXHOCTI,
eheKkTMBHOCTI Ta HaAiHOCTI NiANPUEMCTB, LU0 3yMOB-
JI0E PO3BUTOK HOBOTO MiAX0Ay A0 yNpaBAiHHSA SIKICTHO
Ha nignpuemcTtaax [3].

AKICTb — L@ CYKYNHICTb BNacTUBOCTEN Ta Xapak-
TEPUCTVK MOCAYT, SKi AalTb 3MOTYy 3a40BOSIbHATY
3yMOB/ieHi abo nepefbdadyBaHi NoTpebu; piBeHb
SIKOCTi 06C/TyroByBaHHS 3a/1€XMNTb Bif, TOr0, HACKINTbKM
BiANOBIJal0Tb YAB/IEHHSA rOCTA NPO peasibHe 06cnyro-
BYBaHHS1 6akaHOMy 06C/1yroByBaHHIO [4].

BianosigHO A0 MixHapogHoro crtaHpapty 1SO
9000 SIKicTb — Lie CyKyMHICTb BflacTUBOCTEN Ta Xxapak-
TEPUCTVK MOCAYr, 34aTHUX 3a40BOMbHATA 0BYyMOB-
NeHi abo nepenbdavyBaHi NOTpe6U CnoXxmBadis. AKICTb
CMOHYKae K/lieHTa BMOpaTV TOW UM IHLIWIA NPOAYKT
(AKWwo He 6paTy [0 yBarM YMHHKK LiHW), BM/IMBAE Ha
piLLeHHS KNiEHTa CKOpPUCTATUCh Nocnyramv neBHOro
BUPOBHMKA, a He Moro KOHKypeHTa [5].

Mu nigTPUMYEMO AYMKY Takux BYEHUX, 5K |. Menb-
HUK Ta T. XuMud, Npo Te, Lo SKICTb roTeIbHOro 06¢/1y-
rOBYBaHHS — Le Big4yTTs 3a40BOMIEHHSA TOCTA Bif
Ha[aHOro CepBicy, a siKicHa rotesibHa nocnyra — ue
Taka nocnyra, Lo Bignosigae ioro notpebam. PiBeHb
SKOCTi 3aNeXxuTb Bif, CTyneHsi 36iry ysBMeHb rocts
npo peasibHe i baxkaHe 06¢cnyroByBaHHS [6].

OCHOBOK BMBYEHHSI KaTeropii SIKOCTi € CcTaH-
0apTu, WO BM3HaYaTb OOPMY 11 3MICT TOr0, SIK Ma€e
BifbyBaTuUCh npouec o6cnyroByBaHHs. Lle nepw 3a
BCE MNIATBEPMKYETLCA CyvyaCHUMU TeHAeHUisMU B
iHAYCTPIT TOCTMHHOCTI, AKi Bigo6GpaxatoTb 3arasibHy
CMPSAMOBAHICTb Ha NiABULLEHHA CTaHAapTiB AKOCTI
06CNyroByBaHHs.

®. KoTnep posrnsgae gga Tunm sskocTi 06¢yrosy-
BaHHS, a camMe TeXHiUHY Ta OyHKLiOHaNbHY. TeXHiYHa
AKICTb BM3HAYAETbCA [OTPYMAaHHAM CTaHOAPTHMX
BMMOr LWOAO MaTepiasibHOro 3abesneyeHHs rocTuH-
HOCTi, BMKOPUCTaHHAM iHHOBaUjili B 06C/yroByBaHHI
KNiEHTIB, HasABHICTIO iH(OPMALiiHNX TEXHOMOrin B
ynpaeniHHi rOTE/bHO-PECTOPaHHNUM TOCMOAAPCTBOM.
®yHKUiOHa/IbHA AKICTb MOB’A3aHa 6e3nocepeHbO i3
caMMM NpoLecoM HadaHHA nocnyr, 3 TUM, SIK BOHM
HaAalTbCs K/IiEHTY (OnepaTuBHICTbL npouecy 6po-
HIOBaHHS, NMOCENIEHHS], 0O6CNYrOBYBaHHSA B HOMepax
Towo). BBaxaeTbcA, WO QYyHKUIOHaIbHA SAKICTb,
HajaHa Ha Ha/BULLOMY PiBHi, MOXe NoMiNWuTK Bpa-
XXEHHS Bif, roTesnto, SIKWii HENOBHICTIO BUMNpPaBAOBYE
OuiKyBaHHA KnieHTa. OfHaK fAKWO (yHKLiOHabHa
SIKICTb MoraHa, TO HaBiTb Halkpalla KiMHaTa B roteni
He 3MOXe BUMPaBUTU NOYYTTA HE3a40BOMIEHOCTI KNi-
eHTa [7].

MocCTiHO 3pocTaroda  KOHKYPEHList Ha  PUHKY
roTeNbHNX-PECTOPaHHMX MNOCAYr CApuYnHMNA Taky
cuTyalilo, KoM B roTensx Ta pectopaHax aHasno-
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rYHOrO Knacy, SK NpaBuio, HadalTbCA MNOCNYru,
iJEHTUYHI OofHa OAHI/ 3a CBOEK TEXHIYHOK SKICTH).
BHacnigok uporo Biabynochb NiagBULLEHHS poni doyHK-
LioHa/TbHOT AKOCTI B Npoueci HanaHHS nocnyr. Came
oyHKLiOHabHA AKICTb CbOroAHI € BaXK/IMBUM (hakTO-
pom audpepeHLiauii rotenis aHanoriyHoro knacy Tta
OJHI€l0 3 HaWbiNbLL BAroMmUX CKNafo0BUX iX KOHKYPEH-
TOCMPOMOXXHOCTI.

O6cnyroByBaHHA MOXe ByTU SAKICHUM TiflbKn Tofi,
KoM NignpUEMCTBO cpepyn FTOCTUHHOCTI YiTKO cnpsi-
MOBaHe Ha CroXuBadiB, TOGTO BEKTOpPM O4iKyBaHb
KNIEHTIB, MepcoHasly Ta KepiBHULUTBA LWOAO SAKOCTI
06CyroByBaHHS MaloTb €4MHY TPAEKTOPIO Pyxy, a
NPIOPUTETHOID METO AiA/ILHOCTI NiANPUEMCTBA €
MakcuMMasibHe 3a0BOsIeEHHsT NOTPeb KnieHTiB. Came
TOMYy 3HayHa 4acTka MignpueEMCTB cdhepy roCcTuH-
HOCTI BUKOPUCTOBYE MNOKa3HWK 3a[0BOJIEHOCTI Cno-
XXMBauiB SK HaMBavKMUBILLNIA iHAVKATOP SKOCTI CBOEN
po6oTU.

KOHTpoOsb 3a SKICTIO HafaHHS MOCayr ycknagHs-
ETbCA CY6’EKTUBHMM XapakTepoM OLHIOBaHHSA PiBHSA
006CnyroByBaHHs (s1IK 3 OOKY KiEHTIB, TaK i 3 GOKYy
MeHekepiB Ta 6e3nocepefHix BMKOHaBLiB). OgHak
Taki ycknagHeHHst MoXyTb 6yT1 nogonaHi B ToMy pasi,
AKWO KepiBHULUTBO NiANpUEMCTBA rOTENbHO-PEeCcTo-
paHHOro rocrnogapcrea BMBYaAE Cy6’'€KTUBHI NOTpedu
CBOIX KJ/IEHTIB, pPO3pobnsie cTaHgapTu 06CNyroBy-
BaHHA BiANOBIAHO A0 1X Nob6axaHb, a 3a A0NOMOro
eDEKTMBHUX CUCTEM MOTUBALLii OPIEHTYE CBOIX CNYX-
60BLiB Ha sIKiICHY pO6OTY BifNOBIAHO A0 LMX CTaHAap-
TiB 337191 MaKC/MaJ/lbHOrO 3a40BOJIEHHS CNOXUBAYIB.

MpoTe HaBiTb AKWO CMYX60BLi NparHyTb AOTPU-
MyBaTuCA CTaHAapTiB y CBOI poboTi, Hemae abco-
JIOTHUX rapaHTiii TOro, WO BOHW Ha[AaloTb MOCAYyru
came Ti€El AKOCTI, SIKOT xoTinocs 6 cnoxueadvam. Lle
noB’si3aHe 3 TaK 3BaHUMW Mnpobremamy SKOCTi, 3
AKUMM TIEK YW IHLLIOK MipOI0 CTUKAKOTLCA BCi Nignpu-
€EMCTBA iHOYCTPIT TOCTUHHOCTI.

BinblwicTb Npobnem, NoB’A3aHMX i3 3abe3neyeH-
HSIM SIKICHOTO 06C/yroByBaHHsi, 06ymMoOB/ieHa obme-
XEHUMU MOX/IMBOCTSAMMU KOHTPOJIIO 3a SAKICTIO NOCAYT,
OCKi/IbKM, MO-neplie, npaus cayxo6oBuiB y cdepi
FOCTUHHOCTI, Ha BiAMIHY Bif, MaTepiasibHOro BUPO6-
HMLUTBA, MEHLIOK MIpOK MiggaeTbCcsa Tunizauii Ta
pernameHTauii, a no-gpyre, cami cnyx6o0BLi nig yac
6e3nocepefHbOr0 KOHTaKTy 3 KieHTamu, K npa-
BW/IO, HE MigAalTbCcA 6e3nepepBHOMY KOHTPOMHO 3
6OKY KepiBHULTBA.

Okpim TOrOo, ANA NiANPUEMCTB rOTe/IbHO-PeCcTo-
paHHOro rocnogapcTBa HabaraTo 6inblie 3HaYeHHs
MaE He CTiNIbKM MOX/IMBICTb BWABMEHHSA NPUYUH
HesKiCHOro 06C/yroByBaHHA 33478 MO4A/IbLUOrOo
X YCYHEHHSs, CKifibku iX 3anobiraHHs. [lo-nepue,
BUSIBUTU BCi MPUYUHWN HESKICHOrO O06C/TyroByBaHHS
NPakTUYHO HEMOX/IMBO, OCKISIbKN BiNbLUICTL HE3a40-
BOIEHMX 06CTYyroByBaHHAM CMOXMBaYiB, K NpaBuso,
He BMpaXa€e CBOr0 HEBAOBOJSIEHHS, ane Mpu LbOoMy
NigANPUEMCTBO BTpadae X sK NOCTINHUX KNIEHTIB. TUM

(Gf:]| Bunyck 28. 2019

yacom [OCNiMXeHHA cBigyaTb Npo Te, WO 3a1yyunuTu
HOBOrO K/lieHTa B 5—6 pasiB Baxye, HiXX yTpumMaTu BXe
HasiBHOro. lMo-apyre, HaBiTb Yy pasi BUSIBNEHHS Npu-
UMH HesIKICHOro 06CnyroByBaHHs, Aii 3 IX YCYHEHHs
AafyTb 3MOTY NIULLE YHUKHYTU NOAi6HOro B MaiibyT-
HbOMY, &/1€ HisiKk HEe BUNPAaB/SATbL BXEe HasiBHOIO B K/li-
€HTIB BiguyTTA HE3a[0BONEHOCTI, OCKi/IbKA MOC/yrK,
Ha BiAMIHY Big MaTepiasibHOI NPOAYKLUIT, HE MOXHa
«nepepoouTn».

YHUKHYTW Npo6/1eM, NOB'A3aHUX 3 AKICTIO HaZaHHSA
Nnocnyr, MoXHa 3a [AOMOMOroH TakK 3BaHOI CUCTEMU
3ara/ibHOr0 yMpaB/liHHA SKICTIO, fika BCe LuMpLue
3aCTOCOBYETLCSA B TOTE/IbHO-PECTOPAHHOMY TrOCHMO-
AapcTBi.

Cuctema SIKOCTi — L@ CYKYMHICTb opraHisauiinHol
CTPYKTYpY, METOAMK, MPOLECIB Ta pecypcis, HeoobXia-
HUX ANS 3[iICHEHHS 3ara/ibHOro yNpaB/iHHA SKICTHO.
YnpaBniHHA SKICTIO — Le 6e3nepepsBHMii npouec, B
AKWIA 3a1y4deHi BCi opraHisauiiiHi piBHi nignprvemMmcTaa
ONns TOro, Wo6u BUSIBUTW O4iKyBaHHSI CroXuBauiB
nocnyr Ta BM3HAYUTK HaWlkpawmii crnocié 3ag0Bo-
NIEHHS LMX OYiKyBaHb abo HaBiTb X NepeBepLUEHHS.

CucTtema AKOCTi MICTUTb Taki e/leMeHTU:

— edeKkTuBHe ynpasniHHA NiANPUEMCTBOM Ha
OCHOBI MapKETUHTY;

— CTBOPEHHS KOPMOPATUBHOI KY/IbTYpH;

— BNPOBaKEHHs1 CTaHAapTiB TEXHIYHOI SKOCTI
06C/TyroByBaHHS;

— BNpOBaMKeHHs CTaHAapTiB  (PYHKLiOHabHOI
SKOCTi 06CyroByBaHHS;

— BXiQHWIA KOHTPONb AKOCTI Ha MNpoAyKuilo Ta
nocayry noctavasibHNUKIB;

— BUXiIAHWIA KOHTPO/Ib SKOCTI MOCAYT, WO Haja-
I0TbCS B roTeni (pectopati), Ta iIXHbOro 36yTy noce-
peaHvkamu [8].

Cuctema 3arasibHOro yrnpas/liHHA AKICTIO I'PYHTY-
€TbCA Ha TakMX 3acajax: NoKpaLleHHS SKOCTi Haja-
HWX MOCAYr NOBWHHE MaTW NOCTINHWIA 6e3nepepBHUii
Xapaktep; ANs NiABULIEHHST SIKOCTI MOCNYrU Heoob-
XiIHO 3ano4yaTkyBaTu HOBY chinocodito Gi3Hecy, sAka
nonsrae B HeNpUNyCcTUMOCTI HeBiANOBiAHOCTEN;
NMOBHE MPUNMHEHHS YKNaAaHHA KOHTPaKTIiB Ha OCHOBI
HaliHWXYMX LiH; LUMPOKe 3aCTOCOBYBaHHSA iHHOBALL
Ta HOy-xay; 3anpoBapKeHHS HOBWX METOAIB ynpas-
NiHHA 3 MOTUBALEID HA BUCOKOSAKICHY PO6OTY; yCy-
BaHHA Gap’epiB MiX nigposginamn Ta npauiBHUKamu;
3a0X04YEHHA NpauiBHUKIB [0 CaMOBAOCKOHasIEHHS,
HaBYaHHA Ta NiABULLEHHA KBautidpikauii; 3asyyeHHs
BCbOrO MNEepcoHasly A0 Mpouecy BAOCKOHA/IEHHSA
AKOCTI Ha BCiX PiBHAX opraHisaw,i.

BucHOBKU 3 NnpoBeAeHOoro aocnimkeHHsA. OgHUM
3 HaliBaromilLmx cpakTopiB 3a6e3neueHHss KOHKYPEHTO-
CNPOMOXHOCTI MiANPUEMCTB rOTE/IbHO-PECTOPAHHOIO
rocnogapcrea € SKiCTb MOCAYr, Ska BW3HAYaETbCA
CTyNneHeMm BIiANOBIAHOCTI peaslbHO HaJaHux Mocnyr
ouikyBaHMM CTaHgapTam. CTaHgapTv3auis MoCAyr,
po3po6eHa Ha OCHOBI OYiKyBaHb KJTiEHTIB, Ta OpraHi-
3aLjis pob0oTn NepcoHasy, Wo MakCMMasibHO BifgnoBi-



B EKOHOMIKA TA YIPABJIIHHA M AMPUEMCTBAMUN

[Jae uum ctaHgaptam, MalTb NPOBOAUTUCH B pamMKax
3ara/ibHOI cTparteril ynpas/liHHA AKICTIO, WO NMPOHU3YE
BCi opraHisaLiliHi piBHI NignpuemMcTBa i1 6a3yeTbCA Ha
FHY4YKOCTi, afanTUBHOCTI Ta e(eKTUBHOCTI cuctemm
ynpasniHHA NEPCOHAIOM.
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QUALITY AS A DEFINING FACTOR OF PROVISION OF COMPETITIVENESS
OF ENTERPRISES OF HOTEL AND RESTAURANT BUSINESS

The purpose of the article. The article deals with the problem of the quality of service at the enterprises
of hotel and restaurant business. The purpose of the article is to examine the concept of quality as a key fac-
tor of the competitiveness of enterprises of the hospitality industry and to identify the ways to increase it in the
conditions of constantly increasing competition.

Methodology. In the process of research study, the following methods were used: analysis of scientific
literature, classification (for the defining of the main concepts of research), systematization and generalization
(to determine the chief results as well as for the formulation of conclusions).

Results. The quality of service is defined as a sense of satisfaction of the guest from the provided service,
and a quality hotel service is the one that meets guest's needs. It is substantiated that the level of quality
depends on the degree of coincidence of the visitor's representations about the real and desired service. It
is shown that the bases of the category of quality are standards that define the form and content of how the
process of service should take place. Two types of service quality are considered: technical and functional.
Technical quality is determined by compliance with the standard requirements for the material provision of
hospitality, the use of innovations in the process of customer service, the availability of information technolo-
gies in the management of enterprises of hotel and restaurant business. Functional quality is directly related to
the very process of services provision, the way they are provided to the client. It is proved that enhancement
of the quality of service is possible through the introduction of a total quality management system in the hos-
pitality industry. The quality system contains the following elements: effective business management based
on marketing; creation of a corporate culture; implementation of standards of technical quality of service;
implementation of standards of functional quality of service; input quality control for products and services of
providers; output quality control of services provided at the hotel (restaurant) and their sales by intermediar-
ies. It has been determined that the system of total quality management is based on the following principles:
improvement of the quality of the provided services should be of a continuous nature; to improve the quality
of services, it is necessary to implement a new philosophy of business, which consists in the inadmissibility of
non-conformities; complete discontinuation of contracts on the basis of the lowest prices; widespread applica-
tion of innovations and know-how; introduction of new management methods, which motivate high-quality work
of personnel; removing barriers among divisions and employees; encouraging employees to self-improvement
and advanced training; involving of all staff in the process of improving of the quality at all levels of the orga-
nization.

Practical implications. The results of the research can be used in the process of formation and imple-
mentation of the system of quality management at the enterprises of the hospitality industry, namely at the
enterprises of hotel and restaurant business.

Valueloriginality. The value of the research study: analyzing and definition of the concepts of quality, distin-
guishing of the components of the system of quality of service, determination of the principles of its functioning.
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