View metadata, citation and similar papers at core.ac.uk

R
ISSN 2223-3822

provided by Electronic archive of Ternopil National Ivan Puluj Technical University

Socio-Economic Problems and the State
journal home page: http://sepd.tntu.edu.ua

Balabanits, A., & Gaponiuk, 0. (2019) Metodychnyi pidkhid do otsinky yakosti obsluhovuvannia
spozhyvachiv hotelnykh posluh [The methodical approach to the assessment of the hospitality
consumer service quality]. Sotsialno-ekonomichni problemy i derzhava [Socio-Economic Problems
and the State] (electronic journal), Vol.21, no.2, pp.259-270. Available at:
http://sepd.tntu.edu.ua/images/stories/pdf/2019/19bavshp.pdf

brought to you by

Journal

Socio-Economic
Problems and the State

METOAWYHUN MIAXIJA 10 OLITHKH AKOCTI OBCJIYTOBYBAHHS

CIIO?KUBAYIB I'OTEJIbHUX ITOCJIYT

Anxenika banaéanunbs*, Osbra FanmoHok**

Mapiynoavcokuil depicagHull yHigepcumem

np. bydisesnvHukis, 129a, M. Mapiynoas, 87500, Ykpaina
*e-mail: balabanits@ukr.net

**e-mail: gaponiuk-olga@ukr.net

\ ®
OPEN 8"”7““ i d

Article history:
Received: October, 2019

Accepted: November, 2019

JEL classification:

AHoTauia. Y cmammi po3aasiHymo cymHicmos skocmi
06C/1y208Y8AHHS K KA0Y0801 MempuKu
K/AIEHMoopieHmosaHocmi  nidnpuemMcms,  po3Kpumo
npobsiemu 3ab6e3nevyeHHs1 AKOCmMi 06C/y208Y8aHHS NiONpuUeEmMcma
iHdycmpii 2cocmunHocmi. O6rpyHmo8aHo KoHYyenmya/abHull nioxio
1st Revision: October, 2019 9o  cmpykmypusayii  skocmi  06cay208ysaHHs,
6a2amoKkoMnoHeHmMHe Hano8HeHHs Yiei kamezopii ma HasedeHO
xapakmepucmuky ii cksaadosux: 8iduymHi nepeeazu, cnoxicugua

OYIHKU

OCHOBHI

BU3HAYEHO

J02icmuka, cmuab npodaxcy, cepgicHa hidmpumka, HadiliHicmb

8I0HOCUH, KOMNEeMeHMHICMb NepcoHay.

M31 HasedeHo pe3ysbmamu OYIHKU piBHSI BUKOPUCMAHHA
KOoMnoHeHmie  sikocmi  00C/1y208y8aHHS  00CAIOHCYBAHUMU
UDC: nionpuemcmeamu  Ha  OCHOBI  po3po6/eHoi  MemOoJuKu.
338.46:640.4 3anponoHogaHo  memodu4Hull nidxid do pieHs
3adososieHocmi  cnodxcusavie. Ha  ocHogsi  nhposedeHozo
docaidxceHHs1 BU3HAYEHO nepesazu ma cAa6Ki cmopoHU NoAIMuKu
DOI: 3abe3neyeHHs1 ~ sIKocmi  06CAy208Y8aHHSI  00CAIOHCYBAHUX

nionpuemcme cgepu 20cmuHHOCMi ma 06TPYHMOBAHO 3aX00U
w000 yJOCKOHA/IeHHS npoyecy 06Cay208Y8AHHA MA NIOBUWEHHS

IX pI8HA KAIEHMOOPIEHMOBAHOCMI.

KU1r04oBi c/ioBa: kii€cHmoopieHmogsaHicms, MapKemuH208i
gi0HOcuUHU 31  cnoxusayamu,  AKicmb  00C/1y208Y8AHHS,

3adoeo.ieHicmb cnoxcusaduis, YNpasaiHHA AKicmio
06C/1y208Y8AHHSL.
Bana6anunp A, TamoHok O. MeTOAUYHMN WigXiA [0 OIHKA SKOCTI 006C/JAyroByBaHHS

CIO’KMBaYiB rOTEJbHUX MOCAYT. CoyianbHO-eKOHOMIYHI npobaemu i depaxcasa. 2019. Bumn. 2 (21).

C.259-270. URL: http://sepd.tntu.edu.ua/images/stories/pdf/2019/19bavshp.pdf

This open access article is distributed under a Creative Commons Attribution (CC-BY) 4.0 license.

259


https://core.ac.uk/display/286944704?utm_source=pdf&utm_medium=banner&utm_campaign=pdf-decoration-v1
http://sepd.tntu.edu.ua/
mailto:balabanits@ukr.net

ISSN 2223-3822 © CouianbHO-eKOHOMIYHI po6eMu i gepxxaBa. — Bum. 2 (21). — 2019

1. IlocTaHOBKA NpoGJI€eMHU.

3a cy4yacHUX YMOB PO3BUTKY PHUHKOBOI'O TOCNOJAApCTBa BU3HA4YaJbHHUM (GaKTOPOM
iMipKy Ta KOHKYPEHTOCIPOMOXKHOCTI MiANPUEMCTB Oyab skoi cdepu € cTabinbHI
MapKeTHHIOBi BiJHOCHHU 3i CHOXMBa4vaMH, AKi 3a0e3Meuy0ThbCd KOMIIJIEKCHOK MOJIITUKOIO
sikocTi. OCo6JIMBY aKTyasIbHICTb HabyBa€e MmpobseMa 3abe3ledyeHHs BiJiMOBiAHOIO piBHSA
AKOCTI MOCJAyr MiJNPUEMCTB IHAYCTPil TOCTUHHOCTI, B AKIM CIIOCTEPIraeTbCsd 3POCTAaHHA
npono3uuii i BOAHOYAC CKOPOYEHHHA IONUTY Ha MOCAYyrd pO3MillleHHd, a OTXe 3HayHe
IIOCUJIEHHA KOHKypeHLil B raiy3i. [oTesbHe rocnoZapcTBo 3a Cy4aCHUX YMOB
NO3ULIIOHYETbCA AK BaXKJIMBA rajly3b iHAYCTpil TypU3My Ta HaLliOHAJBHOI'O I'OCIOAAPCTBA,
siKa 3/laTHA IPUHOCUTU BUCOKUU NPUOYTOK Ta aKTUBHO COPUATU €KOHOMIYHOMY PO3BUTKOBI
CycnisibcTBa. B ocCTaHHI poOKHU roTesibHe TOCIOJAAPCTBO KpPAiHU AKTHUBHO PO3BUBAETHCA.
HaiBulili TeMnu 3pocTaHHS KiJIbKOCTI rOTeJiB B YKpaiHi criocTepirasucs 3a nepioa 3 2007 no
2013 p., KoM IX KiJIbKiCTh 3pocsa Ha 544 oaununi, abo Ha 49,0 %. Ciaifg BiA3HAYKTH, 1[0 HE
BCi perioHM YKpaiHU aKTHUBHO 3AiMCHIOIOTH NOJIITUKY PO3BUTKY IOTEJBHOrO rOCHOJapCTBa
NOpIiBHAHO i3 CepejHbOCTATUCTUYHOIO JAWHaMikow. Tak, CcTabiIbHO HapOLIYIOTh CBOIO
rotesbHy 6a3y BosinHcbka, JIbBiBcbka o6usacTi, M. KuiB. HeraTuBHa AuHaMika LOpPOKY
xapakTepHa AJs BiHHUIbKOI Ta 3anopi3bkoi obJiactei [13].

3a panumMu JlepkkoMmctaT YKpaiHM Ta MiHicTepcTBa €KOHOMIKM, TOpriBjai Ta
cirbcbkoro rocmogapcrBa Ha 01.01.2019 poky B YkpaiHi ¢yHKuionye, moHaza, 4000
KOJIEKTUBHHUX 3ac06iB po3MilleHHs, 3 HUX 341 MawTb KaTteropiw. [I'aTusipkoBux 3acobiB
pO3MillleHHS HapaXOBYETbCA 43, 4OTUPU3IpKOBUX — 123, TpUsipKoBUX - 122, ABO3IpKOBUX -
32, onHo3ipkoBUX - 24. B Ykpaini 258 roTeJii oTpuMaJ/iv YMHHE CBiZOIITBO PO BCTAHOBJIEHHS
KaTeropii roresw, 3 HUX I'ATU3ipKOBUX — 33, 4yoTHpU3ipkoBUX - 85, TpusipkoBux - 91,
JIBO3ipKOBUX — 27, 0AHO3ipKOBuUX — 22 [5,11].

Ciify 3a3HAaYUTH, WO HAKICTb MOCAYr y BITYU3HAHUX MiANPUEMCTBAX IHAYCTPIl
FOCTUHHOCTI ICTOTHO NMOCTYNA€ETbCA PiBHIO SKOCTi Y PO3BUHEHUX KpalHax, YMHHA Yy Hallii
KpaiHi cuctema cepTudikalii Mae HU3Ky HeJOJIiKiB, HeJOCTAaTHs yBara MNPUAIJISETbCS
pO3pO6JIEHHIO i AOTPUMAHHIO BUMOI BHYTPILIHIX CTaHJAApTiB 0OCAYroBYBaHHS KJIEHTIB
TOLLO.

3a yMOB NOCHUJIEHHS KOHKYPEHTHOI O0pOTbOM Ha PUHKY TYPUCTUUYHUX MOCAYT 3
npo6JieMOI0 SIKOCTi 06C/AyroByBaHHSl CHOXHBA4diB 3iTKHYJUCh YCi BITUM3HSIHI BUPOOHUKHU
roTeJbHUX NOCAYT, TMepej SKUMHM aKTyasi3yeTbcsl mpobJseMa NiJIBULEHHA CBOEI
KJIIEHTOOPIEHTOBAHOCTI.

Buiie3asHaveHi npo6JsieMU aKkTyasli3yloTh MPOBeAEHHS A0CAiAKeHb 3 GOpMYBaHHSA Ta
3abe3MevyeHHs] MeXaHi3My BHUMipIOBaHHSl SIKOCTi 0OCAYrOoBYBaHHs CHOXHWBa4diB TOTeJbHHUX
MOCJIYT.

2. Amnasi3 ocTaHHIX AOC/iJKeHb Ta MyOIiKaLii.

[IUTaHHSAMU SIKOCTi TOTeJIbHUX NOCJAYyr i 06C/JAyroByBaHHsI KJIIEHTIB 3alMaJlUCh
yKpaiHCcbki Ta iHO3eMHi aBTopu, cepend  skux: boiiko M. [10], Bouskos 0. [4],
Ay6oaenoBa A. [12], 3aiiuesa B. [13], IanoBaJl.[7], Jlagnuuenko K. [9], Jlumuyk B. [10],
JlicoBcbka JI. [12], Humora A. [12], Hlyabrina JI. [11].

He3BakaloyM Ha BeJIMKY KiJIbKiCTb HAayKOBHUX Mpallb i HA 3HA4Hi JJOCATHEHHS Y LiH
cbepi, MUTAaHHA MOIIYKy ONTUMAJbHOrO MiAX0Ay [0 OLIHKHU $SIKOCTi 00C/IyroBYBaHHS
CIO0>KHBAYiB rOTeJbHUX MOCJYT MOTPEOYIOTh A0AATKOBOTO BUBYEHHS.

3. IlocraHoBKa 3aBAaHHA.

Buxo/ 14y 3 HaBeJleHOr0, BBA)KAaEMO 3a JOIliJibHE B Meax Ii€l CTATTi NOCTaBUTH Ta
BUPILIUTHU 3aBJaHHSI OOIPYHTYBATHU CKJIAZOBI MoJesi IKOCTi 006CIYyroByBaHHSI CIIOXKUBaYiB
NiZANPUEMCTB rOTeJbHOI0 rOCIOAApPCTBA.
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4. BukJiaja 0OCHOBHOrO Martepiany.

AxicTb 06C/AyroByBaHHS - 1Lle CYKYIHICTb XapaKTepPUCTHUK IMpouecy i yMOB
00C/IyroByBaHHf, fKi 3a0e3le4yl0Tb 3a/l0BOJIEHHS MOTpPed ClNOoXWBaya Ta BiANOBigHICTb
MOro 04iKyBaHHSM.

Jx. ETKiHCOH | . Yincon CIpaBeAJIMBO BKa3ylThb, 10 “CepLEBHUHOI0 KOHIEMIil
MapKeTHHTY B3aEMO/Iii € BCe 3pocTaloue YCBiIOMJIEHHS I[iHHOCTI SIKiCHOT0 06C/IyrOByBaHHS,
110 BeJe [0 3pOCTAl4oro JOBrOCTPOKOBOTO 33a/J0BOJIEHHA CIOXHWBaya 1 BTPUMaHHIO
roro” [15].

PiBeHb AKOCTi 06C/IyrOByBaHHS Yy TOTeJi 3a/I€XKUTh BiJl TOTO, HACKIJIbKU BiJITOBIAHUMU
€ YSIBJIEHHS TOCTS PO peasibHe i 6axkaHe 00C/IyroByBaHHSA Yy FOTEJIbHOMY NiITPUEMCTBI.

HeoOxiiHiCTh yJOCKOHaJIEeHHsI MOJITUKMU 3a6e3Me4yeHHsl $KOCTIi 00CAyroByBaHHS
CIOKUBa4yiB Ha BITYA3HAHUX TOTEJbHUX [MiJAIPUEMCTBAX 3yMOBJI€EHA ICHYIOYUMU
npo6JsieMaMU B 1ijikl cepi:

- BIiJICYTHICTb Ha OULIBLIOCTI BITYU3HSHUX TOTEJbHUX MiJNPUEMCTB CTaHAAPTIB
00C/IyrOBYBaHHS, 1110 IPU3BOAUTH [10 HEY3TO/X)KEHOCTI yIPaBJIiHCbKUX pillleHb, pi3HOT0 pPiBHA
SIKOCTi Ha/JaHUX MOC/YT, HEOOI'PYHTOBAHOT0 3POCTAHHS LiiH TOLIO;

- HasABHICTB Y JleIKUX BITUM3HAHUX FOTEJbHUX MIiJIIPUEMCTBAX BJIACHUX CTaHJAPTIB
006C/IyroBYBaHHS, SIKi He BiilIOBiJal0Th BUMOraM Mi>KHapO/AHOI HOPMATHUBHOI 6a3u;

- HeedeKTHMBHA CHUCTEMa CTUMYJIIOBAaHHS T[EepPCOHaJNy: OILiHIOBaHHA mpalni 3a
aKTUBHICTB, a He 3a pe3yJIbTaTUBHICTb;

- pearyBaHHs “Ha CMMIOTOMM’, a He Ha NPUYMHHU HeJOJIKIB B 06CIyroBYBaHHI
CIIO>KUBayYiB MIOCJYT;

- BIJICYTHICTb HaJarOJKEHOT0 3B’'AA3Ky MiXK KepiBHULITBOM, O0OOCJYyrOBYHOYUM
IepCcoHaJIOM i CloXKMBayaMH y Mpolieci BUpilleHHs Npo6J/eM, MOB'sI3aHUX 31 cKapraMu Ha
006C/IyrOBYBaHHS;

- BIJICYTHICTb KOHTpPOJIIO 3a $KICTIO O0O6CJAyroByBaHHSl CHOXHBa4diB 3 OOKY
KepiBHULITBA.

OCHOBHUMM 3aBJaHHAM MPOLeCy yIpaBJiHHA SKICTI0O 00CIYyrOoBYBaHHSI CIIOXKUBAYiB y
HiITPUEMCTBAX rOTEJbLHOTO IOCNOAAPCTBA MOBUHHO OYTHU PO3p0OOKA MOKA3HUKIB i KpHUTepiiB
onjiHku sKocTi. [Ipy nboMy He06XiIHO BpaXxOBYBaTH BCIO CYKYIHICTb BJIACTUBOCTEM Mpolecy
06c/yroByBaHHA: (YHKI[IOHA/JbHUX, TEXHIYHHX, €CTETUYHHUX, CaHITapHO-TirieHiYHUX, sKi
3a/10BOJIbHAIOTh PiI3HOCTOPOHHI MOTPEOH CNOXKHUBAYiB.

AxicTb 06cayroByBaHHS — CKJIaZjHa, 6araToacnekTHa KaTeropis. HaykoBui no pisHomy
pO3raA4a0Th II KOMIIOHEHTHe HanoBHeHHA. Tak, JOoCAiJpKyoUHu AKICTb TOTEJIbHOTO CEpBicy,
BomoTa H. B. BUOKpeMmJ1t0€ Taki Horo ckJajioBi [3]:

- Micue po3TallyBaHHs TOTeJil0 (3py4yHe Miclle po3TallyBaHHS, HpUBabJMBa
iHQpacTpyKTypa AJs1 NPUDKIKUX TOCTeH);

- 3acob6u o6cayroByBaHHs (Ti 3aco6u, iKi OyAyTh 3py4Hi /151 CIIOKUBaYiB 3a LiHOIO,
po3MipoM abo TUIIOM, HANIPUKJIaJ, 6apy, PECTOPAHHU);

- cepsic, To6TO Horo piBeHb (BiH Oy/e BKJIIOYATH NepeJiiK MOoCayT, 0 COPSIMOBaHIN
Ha CTHJIb i AKICTb, Ta, AKi 3pelITol0, NOBHHEH 33/[0BOJIbHUTU MOTPEOH KJIi€EHTA);

- iMigx (Zo yboro pakTopy MOKHA BifjHECTH Bce, 10 6e3nocepeiHbO BIJIMBAE Ha
COPUUHATTSA TOTEJNI0 KJIIEHTOM; [0 HbOTO MOXHa BiZJHECTH caMe MicClie pO3TallyBaHHH
roTeJilo, OCJAYTH, IKi BiH HaJla€, piBeHb 3pY4YHOCTI, KBasidikalito cniBpo6iTHUKIB TOI0);

- 1njiHa (e oiUH 3 HalBaXXJIMUBIIKX PAKTOPIB, OCKIJIbKY OyZie Bijo6pakaTu BapTiCThb
06CJIyroByBaHHS ).

3a aymkoto I1. ol “oCHOBHUM crnioci6 3MilHEHHS JIOSIIBHOCTI — MiABUIIeHHS piBHSA
3a/I0BOJIEHOCTI CMNOXMUBaviB fKicTI0 o6ciayroByBaHHs” [6]. Jlo ocHOBHUX ¢aKTOpiB, Lo,
BIUIMBAIOTh Ha $KIiCTb 06C/AYyroBYBaHHS BiH BiJHOCUTb HACTyNHi: HaJilHicTH (yMiHHA
HaJIe)KHO W aKypaTHO HaJlaBaTH CepBic), OMepaTUBHICTb (CBOEYAaCHE O0OCJAYrOBYBaHHS),
yIeBHEeHICTh (3HaI0yi, yBiU/IKBI ClIiBpOOITHUKY, sIKi BUKJIMKAIOTh A0Bipy), eMnaTis (Typ6oTa,
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yBara [0 CHOXHBaudiB), MaTepiasbHi CK/aaJoBi (30BHIWIHIK BUIJIAJ [PUMIllEHb,
yCTaTKyBaHHS, IepCOHAJy, CIIJIKYBaHHS NPaLiiBHUKIB Mi>K C006010).

Y po3BUTOK 1UX MNiAXOAIB MM I[POINOHYEMO OLHIOBATHU IOKAa3HUK HAKOCTI
00C/IyrOBYBaHHSI 3a METOJUKOIO, NPeACTaBJEHO Ha pUC. 1, po3rasafamnydu Uoro y sIKOCTI
y3araJibHII040ro NOKa3HHUKa OLiHKM TaKUX PaKTOPIiB, AK:

- BiUyTHI nepeBarv - xapakTepU3y€ BiJJHOLIEHHA CHOXXWBayiB 10 MaTepiaJbHO-
TexHi4YHOI 6a3yd MigNPUEMCTBA, PiBHA Cy4aCHOCTIi o06J1afilHaHHS, 30BHIUIHBOTO BHUAY
TOProBeJIbHOTO NepCOHAJY MiANPUEMCTBA;

- CIOXWBYa JIOTICTMKA — BAXKJIMBUU  eJIeMeHT KOMILJIEKCY MepyaHJaW3uHTY
NiANPUEMCTBA, XapaKTepHU3y€E OLIHKY CIOXUBAadyeM CTYIEeHs 3pY4YHOCTI NepeMilieHHA B
roTeJii Ta AKiCTb TpaHcdepy;

- CTHWJIb IIPOJAXKY IOCJYT — PO3KPUBAE CTYIiHb aleKBAaTHOCTI IOBE/iHKHU IIepCOHALY
IIpU NPOAAXKI FOTEJIbHUX MOCAYT O4iKyBaHHAM CII0KHWBaYiB;

- CepBicHa MiATpUMKa — PO3KPUBAE CIIEKTP MOCJIYT, 110 HaZLAlThCAd CIIOXKUBA4YaM y
roTeJi;

- HaJiMHICTb BiJHOCHH — OKA3y€E OL[IHKY CIOXXUBA4YaMHU CIIPOMOKHOCTI MepcoHaly
NiANPUEMCTBA BUKOHYBAaTH CBOI 0OOB’SI3KM HAAiWHO, NMPaBUJbHO i MOCAiAOBHO, MOJITHKHU
NiANPpUEMCTBA BiJHOCHO CKapT;

-  KOMIIETEHTHICTb MepcoHasly — pO3KpUBa€E NpodeciiHy KBaJjidikalilo nepcoHasny,
SKUA Oe3nocepeHbO 3[iMCHIOE MPOLLEC 0OCIYroByBaHHS CHOKUBAYiB IOTEJbHUX MOCJYT.
KoMneTeHTHICTh epcoHay 3a/Ie)KUTh BiJi TUX 3HaHb | HABUYOK, IKUMH BOJIOZIE NIEepPCOHAJ
rotesito (3HaHHS NP0 TYPUCTUYHUM NPOAYKT, HMOro sKicHi 0co6JMBOCTI i mMoaudikarii;
3HaHHA 0po ¢ipMy; 3HAHHA MNpPO MNapTHepiB; KOMyHiKaliliHi HaBWUYKH; 3HAaHHA IpO
iHAUBiAyasbHI 0COGJIMBOCTI LiJIbOBUX CIO>KHMBAayiB; 3HAHHsS MNP0 INOCTIMHY KJIIEHTYPY;
HaBUYKHU BeJIeHHS YCHOI peKJlaMU TOlI110).

[lizBUIIIeHHST SKOCTI OOCJYroByBaHHSI CIIOXKMBA4iB - Ile OJHE 3 HAWBaXKIUBIIIHUX
HalpsMKIiB PO3BUTKY OINBLIOCTI MiANIPUEMCTB B Cy4yaCHUX PHUHKOBUX yMoBax. OpHak
HaWyacTille OljiHKa JOCATHYTUX Pe3yJbTaTiB NIPOBOAUTLCA CAMUMHU MiJIPUEMCTBAMHU, B TOU
4yac gK B LIbOMY IIPOLeCi OCHOBHY POJIb Ma€ BiZjirpaBaTH JyMKa CII0>KWBayviB.

B mignpueMcTBax roTeJbHOTO TOCHOAAPCTBA MOIIMPEHOH (GOPMOK eKCIePTHOIo
JIOCJIi/PKeHHSI € BU3HAYeHHS OCHOBHMX MpPo6JieM 06C/AYyroByBaHHsS Ha OCHOBi aHKeTYBaHHS
CHO>KMBa4iB TOTeJbHUX Mocayr. /[l OUiHKU $SKOCTI 0OC/IYyroByBaHHS CIOXHUBayiB y
HiJIpUEMCTBAX TOTeJbHOI iHAycTpii M. Mapiynosib Hamu 6yJio po3po6JieHO aHKeTy i
NpOBe/IeHO ONUTYBaHHA BiZiBiZlyBauiB Ta crokMBauiB rotTesibHUX nocayr (150 pecnoHgeHTIB)
rotesiiB Micta: [otenb [locerpoH, 'oTenbHO-pecTopaHHUM KoMiuviekc Cnaprtak, ['oTesb
Reikartz Mapiynosb, T'oTesbr Santa Maria, Ta Mari Hotel. OnuTaHi ekcnepTH OILiHUIM
CKJIaJIOBi IKOCTi 06CIYTOBYBaHHS y AOCTIPKYBaHUX NMiATpUEMCcTBax 3a 10 6asbHOIO0 MIKAJIOH0:
1-3 - HallHMKYa OLliHKA CKJIaJIOBUX SIKICHOTO 0OC/IyroByBaHHs, 4-7 — cepeiHd OljiHKa Ta 8-
10 - BUCOKa OIliHKa CKJaZJ0BUX $KICHOrO 0O0C/JIyroByBaHHs. Pe3y/ibTaTu ONUTYBaHHSA
HaBeJleHO Ha pUC. 2.

B pesysbTaTi gociaigkeHHs O6yJio BU3HAYEHO, 1110 HAaWBUINA SKiCTb 006CAyroByBaHHS
cnoctepiraetbcsa B ['oTeni [loceiifjoH - yci ck/a1afoBi SIKOCTI 06CAYyroBYBaHHSI OTpPUMAJIU
BUCOKY OIIiHKy. HalGisiblll BUCOKO PECNOHJEeHTH OI[iHWJIM TaKi iHAMKATOpH, SK: Bi4yTHI
nepeBaru (55 %), HaailHicTh BifHOCHUH (56 %), cTuab npogaxy nocayr (57 %), cepsicHa
nigTpuMka (63 %). JlocuTh BHCOKY OLIHKY OTPHUMaJIM CKJIaZ0BiI AKOCTI 00C/IyroByBaHHfA
[otento Reikartz Mapiynosib. HaliBUllly OLIiHKY OTpUMaJM Taki iHAMKATOPH, K CHOKUBYA
jgorictruka (56 %) 1 cepBicHa miaTpumka (58 %). CaMy HU3BKY OI[iHKYy SIKOCTI
00C/IyroByBaHHSI OTPMMaB roTesb Santa Maria, B 1KOMy criocTepiraeTbCsl HAWHMK4YA OLiHKA
yCiX CKJIaJ0BUX SIKICHOTO 0OC/AyroByBaHHS. [3 BCiX CKJIaZJoOBUX SIKOCTi 0OC/IyrOByBaHHSf
GI/IbII-MEHII MO3UTHUBHO CIIOKHBayYi OLIHUJ/IH JIMIIE TaKUH KOMIIOHEHT, IK KOMIIETEHTHICTh
nepcoHany (43 %), 3a iHIIMMU esieMeHTaMM Oyja OTpUMaHa OLiHKAa HHW)XX4Ye cepeiHbOro
3HAYeHHs.
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[lix yac aHKeTHOro ONMMUTYBAaHHA CIIOXKMBAayaM IOTeJIbHUX MOCAYT M. MapiyIoJsb TakoX
NpONOHYBasocd OLIHUTU 3a 10-TM 6aJbHOKW0 IIKaJ0K CTYNiHb IX 3aJ0BOJIEHOCTI
BU3HAYeHUMHU aclleKTaMU MapKeTUHT0BOI JiJIbHOCTI AOCAIPKYBAaHUX NiAIIPUEMCTB.

B pesysabTaTi mocaifpkeHHA OyJiOo 3'SCOBAHO, 110 HaWBHUILUK piBEHb 33/l0BOJIEHOCTI
CIIOXKHMBauiB cHocTepira€eTbcsd no BigHoumeHHI Jo ['otento [loceiifon (Tabs. 1), B KoMy
3Ha4YHA yBara INpUAUIAETbCA aHa/li3y BiJAHOIIEHHA CHOXWBa4yiB [0 pi3HUX AaCIEeKTIiB
MapKeTUHIOBOI [isIJIbHOCTI MiANPUEMCTB, i, B IIEPILY YepTy, [0 MOJITUKH AKOCTI nocayr. Tak,
Hanpuknaaj, B [oreni [locelloH MOHITOPUHI 3a/l0BOJIEHOCTI CIOKMBA4YiB 3[iMCHIETbCSA
CUCTEMAaTHUYHO Ha OCHOBI BUKOPUCTAHHS HACTYITHUX METO/iB OTpUMaHHA iHpopMalii:

- aHaJi3 BUMOT Jj0 OCIYT 3 OOKY CIIO>KUBayiB;

- po3rJsj, pekjaMaliil i mpeTeH3id BiJi 3aMOBHMKIB (3a yciMa pek/jaMalisiMU
NpeTeH3isIMHU CIIO’KMBa4viB MPOBOAUTHCS BiZiOBigHaA poboTa).

[—y

Ta6aung 1. PparMeHT OLiHKHU 3a40B0JIEHOCTI CIOKMUBayviB (Ha npukaazgi l'oresb

IMoceigoH, M. MapiynoJib)

E = Q E‘: E =
. - = A B =
Baxx/uBicTh =) 5 E = (3}
sE |28 | ¢ |
L = Q = ) ) =
S>d 8 5.8 S
e sy g g = S a ]
g ) 5 g =] = R o Q
daxTopy, 110 5 2 g T8 SE =S
PpO3r/AalnThbCs 8= 8 g = g- o
sflzz | 7| &
) = 3
o] = --B=] — =
§c | & S =
&8 | &¢ B =
= &}
ai yi[,l y|¢ r Yi I Yi
1 2 3 4 5 6
1. AcopTMMeHTHa NOJIiTHKA BaxxsinBicTb
UIMPOTa aCOPTUMEHTY,
(ump p y | . ]| 345 | 456 | 1824 | 444
rJIM6HMHA aCOPTHMEHTY, He BaxsuBuu Jyxe BaXXJIMBUU
OHOBJIEHHS] aCOPTUMEHTY) 1 2 3@(@)5 6 7 8 9 10
BaxxkiuBicThb
2. fkicTh TOBapiB | He Ba)xniuBUU L[y)}(e Ba)KJIUBUU | 4’,77 4,13 41,3 '6,4'

1 2 34567 89 ()
BaxxiuBicTb

3. llinoBa nmoustiTHKa (piBeHB
1IiH, CTyHiHb BiJMIOBiTHOCTI ‘ He Ba)xiuBuUU Ay}Ke BaXKJIUBUU ‘ 2,56 3,01 24,08 0,45

I[iHU SIKOCTi TOBapiB) 1 2 3 45 6 7 (8) 9 10

.36 ) ( Bas/IMBICTb
. 36yToBa noJiiTHKa (MeTOAU - -
36yTy, MepuaHai3uHT) I He BaxinBui Jyxe BaXKJIUBUU | 4,71 4,76 23,8 | 0,25

1 2 34(B6 7 8 9 10
BaxknuBicTb

5. CepBicHa nosliTHKa | He BauBwmit Jlyxe paxuusuin | | 3,24 4,51 | 13,53 | 3,81

1 2084567 8 9 10
BaxknuBicTb

6. PexsiaMHa noJliTHKa | He BauBHit Jlyxe paxuuuin | | 2,87 2,66 | 15,96 | -1,26
1 2 34507 8 9 10
) Baxk1uBicTh
7'32(;};;THK3CTHMYH}OMHHH ‘He BaXKJINBUU Jyxe BaXKJIMBUU ‘ 2,45 3,14 28,26 | 6,21
1 2 34567 8(910
BaxxnuBicTb
8. BigHoweHHsA nepcoHaty ‘He BAKIMBUIA ?me BaKJIMBUIA ‘ 3,77 346 | 24,22 | -2,17
1 2 3 45 6(7)8 9 10
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IIpogoBKeHHA Ta6aMLi 1.

1 2 3 4 5 6
BaxxnuBicTb
9. Mlicast npoAaxHi KomMynikauii | | He sawiusuit Jywe paxomsuit | | 1,23 | 144 | 2,88 | 042
1(2) 3 456 7 8 9 10
n n
Pi . Z ryi Z yi\ g 19227
iBeHb 3210B0I€HOCTI _ izt % _ i _ Tl _ 0
CIIO’KHUBaviB Ry = L 100% = — — 100% =72,21%
2N 2V *ay
i-1 i=1
n
IHAeKc 3aA0B0JIEHOCTI |y = zai *(yit - yiH) =10,09;—216 < |y <216
i-1

OfHoyacHO 3 1@poliecaMd TMiJBUIIEHHS PiBHS 0OCAYroByBaHHsS UM OI[iHKH
3a/I0BOJIEHOCTI CIIOKMBayiB TOTEeJbHUM MiANPUEMCTBAM HeOOXiIHO 3/iMCHIOBAaTH 30ip
JlojaTkoBoi iHdopMalil nmpo cmnoXuBadiB, fKka MOXe OYTH OCHOBOW JJs MiITOTOBKH
iHAUBiAyaJIbHUX TMPOMO3UIIK CIOXUBayaM; IMiABUILYBAaTH IHTEPAaKTUBHUKW BIJIMB Ha
MOBE/IiIHKY CI0KUBA4YiB; KOHTPOJIIOBATU CTYIiHb OXOIJIEHHS LiJIbOBOTO PHHKY; 3aJy4aTHU
HOBUX CIIOXKHMBaviB.

[Tocayru migNnpHUEMCTB TOCTUHHOIO TOCHOJAPCTBA, 10 3a6e3MevyyloTh 3a/l0BOJIEHHS
noTpeb i BpaxyBaHHS iHTepeciB CoXKKMBauiB i MiANPUEMCTB, MOBUHHI BiZjIOBiJaT BUMOraMm:
[i/IbOBe TNMpPU3HAYE€HHS], TOYHICTb i CBOEYACHICTb HaJaHHS, 0e3MeYHIiCTb i eKOJIOTIYHICTh,
€proHOMIYHICTh Ta KOMQOPTHICTb, €CTETUYHICTb, KYyJbTypa 0OCJAYroBYBaHHS, COlliaJibHa
aJipecHicTb Ta iHpOPMATUBHICTD.

[locTiiiHa po60Ta 3 y/[OCKOHaJ/IeHHS1 O0OCJAyroByBaHHSl CHOXHBa4yiB y TOTeJIbHOMY
HiIIPUEMCTBI MNOBUHHA OYyTH CIpsIMOBaHA Ha CTBOPEHHS CUCTEMM SKOCTI — CyKYyNHOCTI
OpraHi3anivHOl CTPYKTypH, BIiJANOBiJAJbHOCTI, NpoLeAyp, NpouLeciB 1 pecypciB, ki
3a0e3Meuyl0Tb 3[iACHEHHS 3arajbHOr0 KepIBHULTBA SKICTIO NOCAYr 1 fAKICTIO
06CJlyroByBaHHS.

Jisi roTeNbHUX NiJANPUEMCTB BJOCKOHAJIEHHS SIKOCTi 06C/JYroBYBaHHS MOBHUHHO
CTaTU CYTTEBOK YACTUHOW iX 3arajibHOI cTpaTeril, mIpu4oMy po3pobKa i BIPOBAa/KEHHS
porpam IKOCTi B IPAaKTUKY POOOTH roTesiiB Ma€ 6YTH >KUBUM i TBOPUUM MPOIECOM.

3 MeTOW IMiJBUILEHHA CBO€l KJIIEHTOOPIEHTOBAHOCTI JOCJIJKYBaHI TrOTeJsIbHI
HiIpUEMCTBA NOBUHHI 6y)yBaTHU CBOI MapKETUHIOBI BiIHOCMHMU 3i ClI0KMBayaMHy Ha OCHOBI
chopmyaboBaHoi AHoM KapsizoHOM KoHUemnlii, ika oTpuMaJsia Ha3By «MOMeHTH icTUHU» [8].
KoxkeH cnoxvBau roTeJIbHUX MOCJAYT KOHTAKTY€E IOHAlMeHlle 3 MN'STbMa POOITHHKAMHU
roTes0, i KOXeH KOHTAaKT € JJd NiAIpUEMCTBA «MOMEHTOM icThuHu». Ilponec
00C/IyroByBaHHSI B iHAYCTpil TOCTUHHOCTI OyJe yCOilIHWUKA B TOMYy BUNAJKy, SKIIO
niiIpUeEMCTBA OylyTh BPaxOByBaTH BCi «MOMEHTH iCTUHU» B CBOil pOOOTi, HE HEXTYIOYHU
HaBiTh HaWJPiOHIIIMMU JAeTanssMH. Big nporo Gyze 3anexaTH ixX 3/aTHICTb 3aBOMOBYBATHU
HOBHUX CIIO’KMBAYiB, 36epiraTv HassBHUX i BIJIMBAaTH HA NOTEeHLiHHUX.

Oco6siMBy yBary [JOCAiIKYBaHUM MigNpUEMCTBAM Npd (GOpPMyBaHHI CUCTEMH
yHIpaBJliHHSA SAKICTIO CJ1iJ NIPUAIIMTH NPOLLeCy pearyBaHHs Ha ckapru. Heo6xijHO po3po6UTH i
BIPOBA/IUTU MeXaHi3M ab0 MOCHiJOBHY CUCTEMY Al AJs1 BUPilleHHS] KOHQJIIKTHUX CUTYaLil.
[Ipy uboMy Llell MexaHi3M MOBHUHEH JiSITHM NOCTiIKHO, TOJi BCi NpaBuUJa i npoueaypu 6yayTh
BU3HAYeHi 3a3jalierib i mepcoHan OyAe TOTOBUM MpallOBaTH B CKJI3JHUX 1 HaBIiTh
KPUTUYHHUX CUTYaLifIX.

5. BHCHOBKM Ta nepcrneKTUBM NOJaJbIINUX AOCAiJKeHb B JAHOMY HANIPSIMKY.

TakuM 4YMHOM, MOXKHa 3p06I/ITI/I BUCHOBOK, MO KJ/IHY0BOKO METPHUKOIO OL[IHKU
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KJIIEHTOOPIEHTOBAHOCTI MiANPUEMCTB IrOTeJIbHOI iIHAYCTPil € piBEHb AKOCTi 06CAYrOBYBaHHS
crnokuBauiB. fKicTb 00C/JyroByBaHHSl fBJIAIE CO00I IHTErpoBaHy XapaKTePUCTUKY
KOMIIOHEHTIB: BiJYyTHI I@lepeBary, CIHOXHWBYa JIOTICTUKA, CTWJIb IMPOLAXy, CepBicHa
NiATPUMKA, HaAiNHICTb BiJHOCHMH, KOMIIETEHTHICTb MEPCOHAJY.

OuiHKy SIKOCTi 06C/IyrOBYBaHHS JIOLiJIbHO 3/1iHCHIOBAaTU Ha OCHOBI 3alpONIOHOBAHOTO
MEeTOAMYHOr0 MiAX0AY, 110 A03BOJIUTh BU3HAYUTH MepeBaru Ta CJabKi CTOPOHU MOJIITUKU
3a0e3MedyeHHs SKOCTI 0OCJYyroBYBaHHS MiANPUEMCTB Cpepu TOCTUHHOCTI Ta pPO3POOUTH
peJieBaHTHI 3aX0Ju LI0A0 Y[ OCKOHAJIeHHS Ipoliecy 00C/AyroByBaHHS Ta MiZBULIEHHA IX
piBHA KJIIIEHTOOPIEHTOBAHOCTI.

3axoAu 100 MiABUILIEHHS fAKOCTIi O0O0CJAyroByBaHHA MiJIPUEMCTB MOBHUHHI
BiZIOMBATUCA B CTPATeTisIX CHHEPTiYHOI0 BIJIMBY Ha L{IJIbOBUM PHUHOK, IPOLIEC PO3POOKU AKUX
noTpebye AeTaJlbHOTO PO3IJAAy Ta € NPpeAMeTOM NoJa/bIINX JOCIiKeHb y L€l cdepi.
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Abstract. The essence of service quality as a key metric for assessing the customer-
oriented approach of enterprises is defined in the article. The main problems arising under
ensuring the service quality of the hospitality industry enterprises are described. The conceptual
approach to the structuring of service quality is grounded, the multicomponent content of this
category is determined, the characteristics of such its components as: tangible advantages,
consumer logistics, sales pattern, service support, reliability of relations, and competence of
personnel are presented.

The results of the assessment of service quality components use level of the researched
enterprises based on the developed methodology are shown. A methodological approach to
assessing the level of customer satisfaction is suggested. The advantages and weaknesses of the
policy ensuring the service quality of the researched hospitality enterprises based on the
conducted research are determined; measures to improve the service process and increase their
level of customer orientation are grounded.

Keywords: customer orientation, marketing relations with consumers, quality of service,
customer satisfaction, management of service quality.
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