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AHOTAIIA

JikryramBizii HM. YnpapiiiHHA KJi€HT-OPi€HTOBAHICTIO MiANPHUEMCTB
roTeJibHO-pecTopaHHoro 0izHecy. — Kamidikariiina HaykoBa mpalis Ha MpaBax
PYKOTIHCY.

Jucepraitiss Ha 3700yTTs HAyKOBOTO CTyMeHs AoKTopa ¢inocodii 3 ramysi
3HaHb 07 YpaBiaiHHS Ta aqMiHICTpYyBaHHS 3a criemianbHicTIo 073 MeHepKMeHT. —
XapKiBCHKUM JIep)KaBHUN YHIBEpCUTET XapdyyBaHHS Ta TOPriBiai MiHicTepcTBa
OCBITH 1 Hayku Ykpainu, Xapkis, 2020.

JlucepTallisi npUCBsiY€HA BUPIIIEHHIO KOMIUIEKCHOTO 3aBJIaHHs, 10 TOJIsArae
B OOIPYHTYBaHHI TEOPETHYHHMX 3acajy Ta po3poOIl HAYKOBO-NPAKTUYHHUX
pEeKOMeHAaIli MI0JI0 YIPABIIHHS KIE€HT-OPIEHTOBAHICTIO MIAMPUEMCTB TOTEIBHO-
pecTtopaHHOro 0i3HECy.

B yMoBax cy4acHUX BUKIIMKIB aKTYyaJIbHUM € MEPEX1] 10 IUTICHOTO MIAXOILY
JI0 YIpaBJIiHHS KII1EHT-OPIEHTOBAHICTIO CEPBICY B FOTEJILHO-PECTOPAHHIN 1HIYCTpIi
3a]71s1 IUIECTIPSIMOBAHOTO (DOPMYBaHHSI KIIEHTCHKOTO JOCBIAY, SIKHWA CTAaHOBUTH
NIAIPYHTS KOHKYPEHTHUX MepeBar MminprueMCTBA.

OcMmucnenHsi Teopii CEpBICHOI E€KOHOMIKH, XapakTEpHOi i TOTEIbHO-
pecTtopaHHoro 0i3Hecy, ocoOmuBocTel (OpPMYBaHHS CEpPBICHOTO MPOAYKTY
JO3BOJIIIO  OOIPYHTYBaTW  KOHLENTyalbHI  3acagud  YNpaBIiHHA  KIIEHT-
OpIEHTOBAHICTIO CEPBICY TOTENI0. Y POOOTI KIIEHT-OPIEHTOBAHICTH MIAMPHUEMCTB
TOTEIBHO-PECTOPAHHOTO Oi13HECY PO3MIIAJAETHCS 3 TO3MINM: CTpaTerii BeIeHHS
O13HECYy; CEpBICHOI CKJIaJ0BOI TOTEIBHOrO OI3HECY; KIIEHTCHKOTO JIOCBIAY.
YpaxoByrouu JBOICTICTH PO3YMIHHS KJIII€HTA, BUAUICHO BHYTPIIIHIO Ta 30BHIITHIO
KJIIEHT-OP1€EHTOBAHICTb. Buoxpemiieno IIPOSIBU KJIIEHT-OP1EHTOBAHOCTI
Ha MIDKOCOOHMCTICHOMY Ta OpraHi3alliiHOMY piBHSIX.

3MO/IeIbOBAHO CEPBICHUMA TPOAYKT TOTEN0 SK KOMIUIEKCHY TOCHIYTY,
[0 BKJIIOYA€ YOTHPHU HEBIJ €MHI Ta B3a€EMOINOB’S3aHI CKJIAJOBI: MaTepiaibHO-
TeXHIYHa 0a3a; mepcoHa; MPoIleC; IHCTUTYTH TOCTUHHOCTI. [HTEerparis ckiagoBux

bopMmye KIIEHTCHKY I[IHHICTh 3aKJally TOTEJIBbHOro rocmnogapcTBa. Buxopsuu
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13 BUOKPEMJIEHUX CKJIaJ0BUX CEPBICHOTO MPOAYKTY, CUCTEMATH30BaHO (aKTOpH,
aTpuOyTH Ta IHIUKATOPU OLIIHKU CTYIEHS KIIEHT-OPIEHTOBAHOCTI CEpPBICY TOTEITIO.

Po3BUHYTO TOHATIMHO-KAaTEeropiaibHUM  amapar Teopili MEHEIKMEHTY
B YaCTUHI YTOYHEHHA 3MICTY TIOHSTTA YIOPAaBIIHHSA KII€HT-OPIEHTOBAHICTIO
CepBICY TIJMPUEMCTB TOTEILHO-PECTOPAHHOTO Oi3HECY SK IIJICCIPSIMOBAHOTO
YIOPABIIHCHKOTO BIUIUBY Ha (OPMYBaHHSA IMO3UTHUBHOTO KIIEHTCHKOTO JOCBiAY
yepe3 MexaHi3MH  (QOpMYyBaHHS  BHYTPIIIHBOI Ta  30BHINIHBOI  KJIEHT-
OpPIEHTOBAHOCTI CEpBICY TOTENI0, aJEKBAaTHOTO IEPMAHEHTHUM JAUHAMIYHUM
3MiHaM MOro CKJIaJ0BUX.

3anponoHOBAHO KOHUEIMLIID YIPaBIiHHSA KIIE€HT-OPIEHTOBAHICTIO CEPBICY
roTeio, sfKa Ha BIAMIHY BIJ ICHYIOYMX 3aCHOBaHa Ha MDKIUCHUIUIIHAPHOMY
NIOXO/1, [0 CIHPAETHCA HA TEOPETHUUHMIA Oazuc: 1HCTUTYLINHOI Teopil (ipmu;
TeOpii TUHAMIYHUX MOXJIMBOCTEH; XOJIICTUYHOI T€OPii MApKETUHTY 1 Mapagurmy
CEpPBICHOTO MEHEI)KMEHTY Ta CIpHUS€ JOCATHEHHIO Oi3Hec-Iiiel uepe3 BHUCOKI
3HAYEHHS KIIOYOBHMX TOBEIIHKOBUX ITOKa3HHUKIB (3a0BOJICHOCTI, JOSILHOCTI,
aJBOKAIlil; HaIMHOCTI KJIi€HTIB). Peamizallis maHoi KOHIEMIIIT 311HCHeHA IITXOM
KOMOIHaIli MPOIECHOr0, I[IHHICHOTO 1 MOBEAIHKOBOrO TiAXO0Mdy, CIpsSMOBaHa
Ha (OPMYBaHHS TO3UTHBHOTO KIIEHTCHKOTO JOCBIy Ta KIIIEHT-OPIEHTOBAHOI
KOPIOPATUBHOI KYJITYpPH MIAIMPUEMCTB TOTEIHHO-PECTOPAHHOTO Oi3HECY.

BusHaueHo eMmipuyHi NEepeyMOBH YIPABIIHHA KIIIEHT-OPIEHTOBAHICTIO
B TOTEJIHHO-PECTOPAHHIN 1HIYCTPii, MPOaHAII30BAaHO CTAH Ta TEHICHIIT PO3BUTKY
PUHKY TOTEJIbHO-PECTOpPaHHUX NOCAyr B YKpaini. CHCTeMAaTH30BaHO 30BHIIIHI
YHHHUKYU BIUIMBY HAa JUHAMIKY PUHKY, 3 SKHX BHOKPEMJICHO KIIFOUOBI: MPOIECH
riobamizaiii, mudpoBa PEBONIONISA, CHOXKWBYI TPEHAMW, NPHHIUIHN CTaJOTO
PO3BUTKY, HACHIAKM TOLIMPEHHS Ta OOpOTHOM 3 MaHAEMIEI0 KOPOHABIPYCY
COVID-109.

Habyna nonansioro po3BUTKY MOJIEIb YIPABIIHHS KII1€HT-OPIEHTOBAHICTIO
HIJIPUEMCTB ~ TOTEJIBHO-PECTOPAHHOTO  OI3HECY, SKa  BKJIIOYAE  CHCTEMY
TJIaHyBaHHS, OpraHi3allli, MOTHUBAIlll Ta KOHTPOJIO 3a MOKAa3HUKAMU: 30BHIIIHBOT

KJIIEHT-OPIEHTOBAHOCTI (guest experience) Ta BHYTPIIIHLOT KIE€HT-OPIEHTOBAHOCTI
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nepconany (employee experience). 3ampolOHOBAHO CHCTEMY JT1arHOCTHKHU
Ta MOHITOPUHTY KIII€HT-OPIEHTOBAHOCTI, IO Meperdavae MOCTiHY Ta MEPIOAUYHY
KOMIIOHEHTY BIJICTE)KCHHSI B3a€MO3B’SI3Ky OdYiKyBaHOi (expected) IIHHOCTI;
KIIEHTCHKOTO JOCBiAY; CHpUMaHOi MLIHHOCTI (€X post) HaZaHOTO TOTeleM
CEPBICHOTO MIPOAYKTY. EMIIIpHUYHI HOCIIKEHHS TPOBOAMINCE Y (HOPMI aHKETHOTO
OMUTYBAaHHSI TOCTEH Ta MepCoOHaly TOTEMIB.

3anmponoHOBAaHO CHCTEMY OIIIHIOBAaHHS pIBHSA 3a0€3MeuUeHHs KIIIEHT-
OpPIEHTOBAHOCTI MIANMPUEMCTB TOTEILHO-PECTOPAHHOTO Ol13HECY, SKa BKJIIOYAE
IHTErpajgbHl MOKa3HUKU (PYHKI[IOHAIBHOI IKOCTI CEPBICHOTO MPOAYKTY; MIATPUMKH
CEpPBICHOTO MPOJYKTY Ta MIJACUCTEMY pPO3yMIHHS KileHTa (customer insight)
Ha JIBOX DIBHAX: 30BHINIHHOMY Ta BHYTPIIIHHOMY, IO JO3BOJSE 3I1ACHIOBATH
MONIYK 1HHOBAI[IMHUX pIlIEHb Ui MOTHUBAIlll Ta CTUMYJIIOBAaHHS MEPCOHAITY
MOCTIIHO MiJIBUIIYBATH KJI1€EHT-OPIEHTOBAHICTb.

Y 10CKOHAJIEHO HAayKOBO-METOJWYHUN TMIAX1A [0 YHOPABIIHHS —KIEHT-
OpPIEHTOBAHICTIO HAa OCHOBHI IPOLECHOTIO MIAXOAY 0 YIPABIIHHSA KIIE€HTCHKUM
JIOCBIZIOM B 3aKkjiaJax TOTeIbHO-PECTOPAHHOTO TOCIOAApCTBA, 3aCHOBAHUMN
Ha TOCIIJOBHOCTI KOMIUIEKCY IOCHIJIHHUIIBKUX, AHAIITUYHUX Ta YHOPaBIIHCHKHUX
3ax0/AiB. BiAMIHHICTH 3aMpOMOHOBAHOTO MIAXOAY Tmojsrac y ¢GopMyBaHHI
cnenuiYHUX OpraHi3alifHUX KOMIIETEHTHOCTEH I0JI0 3HAHHS Ta PO3YMIHHS
KJIIEHTA, 3aCTOCYBaHHS IHCTPYMEHTIB BHYTPIIIHHOTO MApKETUHTY, a TAKOX KapTh
KJIIEHT-OPIEHTOBAHOCTI, SKa BIJAMOBIAA€ CTaHAAPTaM OPTaHI3allIiHOl KYJIbTYypH
TOTEJIIO.

P03BUHYTO HAyKOBO-METOJUYHUIN THCTPYMEHTAPIN yNPaBIIHHS KIIEHTCHKUM
JIOCBIZIOM, IO TPYHTYETbCS Ha B3a€EMO3B’s3Ky cdep (GopMyBaHHS CEpPBICHOTO
MPOAYKTY 1 Pe3yJbTaTiB MOHITOPUHTY KJIIEHTCHKOTO JIOCBIAY 3a METOJOM TOYOK
koHTakty 3 rocteM (GEJ — Guest Experience Journey) Ta maTpuill KIIEHTCHKOT
IIHHOCTI, fKa JEMOHCTpPY€ Tipamiay KII€HTCHKOTO J0CBiAy (O4iKyBaHUH,
CTATUYHUN, TUHAMIYHUM, cripuitManuii). Lle mo3BoJise 3a1iCHIOBaTH KOHBEPTAIIIIO

NOBENIHKOBUX (DaKTOpIB ycHiXy MiANpUEMCTBA y Oi3HEC-pe3yJbTaTH ILISTXOM
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CTBOpPEHHS He3a0yTHIX Bpak€Hb, MO3UTUBHOIO JOCBIJy Ha BCbOMY MUISIXY
B3a€MO/I1 3 KITIEHTOM.

VYpaxoByloun KIIOUOBY pOJib MEpPCOHATYy y 3a0e3MeueHHi KIIEHT-
OpPIEHTOBAHOCTI  MIANPHEMCTB TOTEIHLHO-PECTOPAHHOTO  Oi3HECY, JTOBEICHO
B3a€MO3B’SI30K BHYTPIIIHBOI KJIIEHT-OPIEHTOBAHOCTI, 3aJ0BOJICHOCTI IEpPCOHATY,
3a]ly4€HOCTI TEPCOHANY, 30BHIIIHBOT KIIEHT-OPIEHTOBAHOCTI. 3apONOHOBAHO
HAyKOBO-TIPAKTUYHUNA TiAXiT 10 MIarHOCTUKHU KIIIEHT-OPIEHTOBAHOCTI MEPCOHAITY,
SKWW Ha BIIMIHY BiJ ICHYIOUHX, Mependavae BU3HAYEHHS BIAMOBITHUX YaCTKOBHUX
1HJIEKCIB Ta IHTETPAJIbLHOIO MOKa3HUKA KIIIEHT-OPIEHTOBAHOCTI MEPCOHAITY.

HaOyB mopanpmioro po3BUTKY METOAUYHUN MIAXiA [0 IMIIEMEHTAIlll
3alpONOHOBAHOI MOJIENI CEPBICHOTO MPOJYKTY B CHUCTEMY YIPaBJIiHHS KII€HT-
OPIEHTOBAHICTIO TOTENIO, SIKUM 3aCHOBAaHMM Ha CIEHApPHOMY  MiJXO/l
JI0 OpraHi3allifHO-YIPaBIIHCHKUX 3MIH 1 mepeadavyae BUOIp CTUIIIO YIPaBIiHHA
(mpoakTuBHe a00 pEaKTUBHE), AJbTEPHATUB YIPABIMHCHKUX PIIIEHb MI0JI0
3aCTOCYBaHHSA 1HCTPYMEHTIB (TpaauiiiiHi, 1u(poBl) ¢(opMyBaHHS aTpuUOyTIB
CEPBICHOTO TIPOJIYKTY 3aJICKHO BIJ CTyIHEHS SKOCTI HAOYTOro KJIIEHTCHKOTO
JIOCBIJTY.

HaykoBi pesynpTaTé anpoOoBaHi B ISTIBHOCTI MIAIPHEMCTB TOTEIHHO-
GbopMyBaHHSIM TO3UTUBHOTO KIIIEHTCHKOTO JOCBITY, HAJaro/KEHHS B3aeMOAIl
3 TIEPCOHAJIOM JIJIsl CHIIBHOTO TBOPEHHS I[IHHOCTI CEPBICHOTO MPOJYKTY TOTEIIO
1 3a0e3MeyeHHs HOTo KIE€HT-OPIEHTOBAHOCTI.

Kntouosi  cnosea: KI€eHT-OPIEHTOBAHICTh, CEPBICHUN MPOJYKT TOTEIIO,

yIpaBIiHHS, KIIEHTCHKUAN JOCBI, TOTEIBHO-PECTOPAaHHA THAYCTPIS.



ANNOTATION

Jgutashvili N.M. Customer-oriented management of hotel and
restaurant business enterprises. — Qualifying scientific work on the rights of the
manuscript.

Thesis for the degree of Philosophy Doctor in the field of knowledge
of 07 Management and Administration in the specialty 073 — Management. —
Kharkiv State University of Food Technology and Trade, Kharkiv, 2020.

The thesis is devoted to the complex task solution, which consists
of theoretical bases substantiation and scientific and practical recommendations
development for customer-oriented management of hotel and restaurant business
enterprises.

Under today’s challenges, it is important to switch over to holistic approach
to customer-oriented management in the hotel and restaurant industry for the
customer experience purposeful formation, which is the basis of enterprise’s
competitive advantages.

Service economy theory understanding, which is characteristic of the hotel
and restaurant business, and service product formation peculiarities allow
substantiating the conceptual principles of hotel service customer-oriented
management. In the work the customer-orientation of hotel and restaurant business
enterprises is considered from the following positions: business strategies; service
component of the hotel business; customer experience. The internal and external
customer-orientations are marked out with taking into account the customer
understanding duality. Customer-orientation display is identified at the
interpersonal and organizational levels.

The hotel service product is modeled as a complex service, which includes
four integral and interconnected components: material and technical base;
personnel; process; hospitality institutions. The components integration forms the

customer value of the hotel industry. Factors, attributes and indicators of hotel
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service customer-orientation assessing degree are systematized on the base of the
service product selected components.

The conceptual and categorical apparatus of the management theory
is developed in terms of clarifying the concept content of customer-orientation
management of hotel and restaurant business enterprises service as a purposeful
managerial effect on the positive customer experience formation through
mechanisms of internal and external customer-orientation hotel service which
IS adequate to the permanent dynamic changes of its components.

The concept of customer-oriented hotel service management is proposed,
which, in contrast to the existing ones, is based on interdisciplinary approach that
is based on theoretical basis: firm institutional theory; dynamic possibilities theory;
holistic marketing theory and service management paradigm and provides
the achievement of business goals through high values of key behavioral indices
(satisfaction, loyalty, advocacy; customer reliability). This concept implementation
is carried out through combination of process, value and behavioral approach,
aimed at forming of positive customer experience and customer-oriented corporate
culture of the hotel and restaurant business.

Empirical prerequisites of customer-oriented management in the hotel and
restaurant industry are determined, the state and tendencies of the hotel and
restaurant services market development in Ukraine are analyzed. The external
influencing factors on the market dynamics are systematized, from which the key
ones are singled out: globalization processes; digital revolution; consumer trends;
sustainable development principles; spreading and combating the COVID-19
coronavirus pandemic consequences.

The model of customer-orientation management of hotel and restaurant
business enterprises is further developed; it includes the system of planning,
organization, motivation and control over indices of external customer-orientation
(guest experience) and internal personnel customer-orientation (employee
experience). The customer-orientation diagnostics and monitoring system

Is proposed, which provides constant and periodic component of tracking the
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relationship of expected value; customer experience; accepted value of the
provided by the hotel service product. Empirical research was conducted in the
form of guests and hotel personnel questionnaire survey.

The assessment system of hotel and restaurant business enterprises
customer-orientation level providing is proposed, which includes integral indices
of service product functional quality; service product supporting and customer
insight subsystem at two levels: external and internal, which allows searching for
innovative solutions for motivation and personnel encourage to constantly
customer-orientation improving.

The scientific and methodological approach to customer-oriented
management is improved on the base of the process approach to customer
experience management in hotel and restaurant business enterprises that is based
on the set sequence of research, analytical and management activities. The
difference of the proposed approach is formation of specific organizational
competencies for customer understanding, the use of internal marketing tools, as
well as customer orientation map, which meets the standards of the hotel
organizational culture,

Scientific and methodological toolkit of customer experience management is
developed, which is based on the relationship of service product and monitoring
results of customer experience formation areas by Guest Experience Journey
method and the customer value matrix, which demonstrates the customer
experience pyramid (expected, static, dynamic, accepted). It allows converting the
behavioral factors of enterprise success into business results by unforgettable
impressions and positive experience creating throughout the interaction with the
customer.

The relationship between internal customer-orientation, personnel
satisfaction, personnel involvement, external customer-orientation is proved with
taking into account the personnel key role in hotel and restaurant business
enterprises customer-orientation providing. The scientific and practical approach

to the diagnosis of customer-oriented personnel is proposed, which, in contrast
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to the existing ones, involves the determination of the relevant partial indices and
the integrated indicator of customer-oriented personnel.

The methodical approach to the service product proposed model
implementation into the hotel customer-orientation management system has further
development; it is based on the scenario approach to organizational and managerial
changes and provides management style choice (proactive or reactive), alternatives
to management decisions in terms of tools (traditional, digital) of service product
attributes formation depending on the quality degree of the acquired customer
experience.

Scientific results are implemented into the hotel and restaurant industry
enterprises activity, their practical value lies in the possibility to manage
the positive customer experience formation, interaction with personnel for the
hotel service product value joint creating and its customer orientation providing.

Keywords: customer-orientation, hotel service product, management,

customer experience, hotel and restaurant industry.

MYBJIKAIII, IO BIATBOPIOIOTH HAYKOBI PE3YJIbTATH
JTUCEPTAIIII:

Cmamms 8 nepioOUyHOMY HAYKOBOMY BUOAHHI IHULUX 0epHCas, sIKi 6X00smb

0o Opeanizayii eKOHOMIUHO20 CHIBPOOIMHUYMBA MA PO3BUMK) Ma/aAb0

€8poneticokozo Coro3y, 3 HAYKOBO20 HANPAMY, 3d AKUM NIO20MOBIEHO

oucepmayiro 3000y8aua:

1. CaBunpbka H., Jxryramsini H. KonuentyanbHa Mofenb ymnpaBiliHHS
KJIIEHT-OPIEHTOBAHICTIO cepBicy rotemio. Evropsky casopis ekonomiky a
managementu. 2020. Tom 6. Bumn. 3. C. 88-98. (1,0 apyk. apk., ocobucTto aBTOpa
0,5 npyk. apk.; 0ocCOOMCTUI BHECOK 3/100yBaya: BU3HAUYEHO O3HAKH, BUIU Ta PiBHI
KJIIEHT-OPIEHTOBAHOCT] 3aKJaJy TOTENbHOI I1HAYCTpii, 3alpOIIOHOBAHO CHCTEMY

YOpaBIiHHS KJIEHT-OPIEHTOBAHICTIO CEPBICY TOTEN0, PO3pO0JIECHO MOJACHb


https://eujem.cz/wp-content/uploads/2020/eujem_2020_6_3/eujem_2020_6_3.pdf
https://eujem.cz/wp-content/uploads/2020/eujem_2020_6_3/eujem_2020_6_3.pdf
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YIPaBIiHHS KJIIEHT-OPIEHTOBAHICTIO, SKa JI03BOJISIE BU3HAYUTH CTYIIHb KIIEHT-
OpIEHTOBAHOCTI Ha PiBHI MI>KOCOOMCTICHMX B3a€MOJIIM Ta Ha PIiBHI OpraHisaiii,

Yexis;, MibkHapoaHa iHaekcarris sxypHaiy: Index Copernicus).

Cmammi 6 HAyKOBUX BUOAHHSX, BKIIOYEHUX 00 NepeniKy HAYKOsUX (haxosux
suoaHv Ykpainu 3 npuceoennsam kameeopii “b”:

2. IxryramBiai H.M. KiieaToopieHTOBaHMI cepBiC y TOTeILHOMY Oi3HECI:
TEOPETUYHI aCHEKTH. EKOHOMIuHaQ cmpameeisi i nepcnekmusu po3eumky cepu
mopeieni ma nocaye. 2017. Bum. 2 (26). C. 279-293. (0,9 npyk. apk.; MibKHapOIHA
iHaekcauiss  kypHamy:  Index  Copernicus,  Google  Scholar, HBY
iM. B.I. Bepnanacbkoro Ta iH.).

3. xryramBini H.M. BB B’{3HOTO TYypHCTUYHOTO MOTOKY Ha PO3BUTOK
rOTENIBLHOTO cepBicy B YkpaiHi. [lionpuemnuymeo ma innosayii. 2019. Bum. 9.
C. 98-105. (1,2 npyk. apk.; MbKHapoJaHa iHaekcamis xypHany: Google Scholar,
HBY iMm. B.1. Bepnaacrkoro).

4. Jlxryramsini H.M. CyTHICTB Ta OCOOJMBOCTI CEPBICHOTO MPOIYKTY
roteno. [ugpacmpykmypa punxy. 2020. Bumn. 43. C. 146-153. (1,25 npyk. apk.;
MDbKHapoaHa iHmekcaris xypHany: Index Copernicus, Google Scholar, HBY
iM. B.I. BepHazicbkoro).

5. JbxkryramBumti H.M. VYmopaBiiHHS KJII€HT-OPIEHTOBAHICTIO TMEPCOHATY
SK THCTPYMEHT MIJBUINEHHS SKOCTI CEpBICHOTO MPOAYKTY TOTENI0. Bueni 3anucku
THY imeni B.l. Bepuaocvrkoco. Cepia: Exonomika i ynpaeninua. 2020.
Tom 31 (70). Ne 4. Y. 1. C.108-116. (1,0 npyk. apk.; MDKHApOAHA IHJACKCALIis
xypaainy: Index Copernicus).

6. Umins I'JIL., JLxryramsim H.M. udposizaiis ynpaBiaiHHS KII1€EHTCHKUM
JIOCBIZIOM y TOTEIBHO-pecTOpanHii iuaycTpii. hiznec Inghopm. 2020. Ne 8. C. 237—
245. (3ar. obcar 1,25 nmpyk. apk., ocobucro aBtopa 0,65 nmpyk. apk.; ocoOHCTHIA
BHECOK 3/00yBaya: BHM3HAYEHO 3aMKHEHMM UMKJI (POpMyBaHHS IIHHOCTI
KJIIEHTCHKOTO JIOCBITY SIK TIOCIIJIOBHICTH: TOCWJICHHS KOHKYPEHTHHUX IIepeBar,

M1JIBUIIICHHS 3aJI0BOJIEHOCTI KJIIEHTIB, (POPMYBaHHS JOSILHOCTI, TPUXWIBHICTD 0


https://zakon.rada.gov.ua/laws/show/v05_2330-09
https://zakon.rada.gov.ua/laws/show/v05_2330-09
http://www.econ.vernadskyjournals.in.ua/journals/2020/31_70_4/31_70_4_1.pdf
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TOTENII0  Ta aJBOKAIlisg, MPUBAOJICHHS HOBHX KIIEHTIB, 3alpONOHOBAHO
CTPYKTYPHO-JIOTIYHY  TIOCHIJOBHICTh  YOPABIIHHS  KIIEHTCHBKUM  JOCBIZOM;
MiKHapoaHa iHAekcanis xypHany: Index Copernicus, Ulrichsweb Global Serials
Directory, Research Papers in Economics, Directory of Open Access Journals

Ta 1H.).

Hayxosi npayi, siki 3acgiouyroms anpobayiro mamepianie oucepmauyii:

7. JLkryramBini H.M. KiieHT-OpieHTOBaHICTh TOTENIO Kpi3h MPU3MY
MapKETUHTOBOI Teopii. Mapkemuneosi inHosayii 6 oceimi, mypusmi, 20meibHO-
pecmoparHtiil, xapyogitl iHoycmpii ma mopeieni : matepianu MiXHapoaHOi HayK.-
npakT. [HTepHeT-koH}., mpucBsueHoi S0-piuuto 3acHyBanHs XY XT, m. Xapkis,
3 xoBTH 2017 p. X. : XJAYXT, 2017. C. 381-382. (0,1 mpyk. apk.).

8. JbxryramBinmi H.M. CrioxkuBua HIHHICTh KJIIIEHTOOPIEHTOBAHOTO CEPBICY
rorento. Mapkemuneosi mexHonozii 8 ymosax 2nobanizayii ekOHoMiku Yxpainu
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B TOTCNBHIA 1HAYCTpii. Pozsumox xapuosux eupoOHUYME, pPecmopanHO20
ma 20meabHo20  20Cnooapcme i mopeieni:  npobaemu,  NepcneKmueu,
egpekmusnicme . Marepianm MiKHApPOJHOT HayK.-TIpakT. KOH{}., M. XapKiB.,
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BCTVII

OOrpyntyBanHss BUOOpPY TeMH AocjigxeHHs. [lin BumBOM cydacHHX
BUKJIMKIB 3MIHIOIOThCS MIIXOAU J0 YMPABIIHHSA CyO’ €KTaMH TOCIIOJaprOBaHHS
1 HAsSBHICTH CEPBICY CTaja HEBI €MHOIO XapaKTEPUCTUKOIO OYIb-IKOTO Oi3HECY.
["oTenpHO-pecTOpaHHa 1HIYCTPis TPAAULIMHO HAJEKUTh A0 cepu Mociyr, OTikKe,
MPOIIECH B3aEMOJIT 3/IIMCHIOIOTHCS 32 CEPBICHUM THIIOM, OPIEHTOBAHUM Ha SIKICTh
0OCIIyroByBaHHS KIII€HTIB. B yMoBax cy4acHHMX BUKIIMKIB aKTyaJlbHUM € TEPEXif
JI0 IUTICHOTO MIJAXOAY YHPABIIHHS KIIE€HT-OPIEHTOBAHICTIO CEPBICY B TOTEIHHO-
pECTOpaHHIA 1HAYCTpIi 3aaisl IUIeCHpSIMOBAHOrO0 (OpMyBaHHS KIIEHTCHKOTO
TOCBIY, IKM CTAHOBUTH MIATPYHTS KOHKYPEHTHHUX ITepeBar MiANMpUEMCTBA.

Po3BuTKy Teopii Ta METOMOJIOTIi yHpaBiiHHS MiANPUEMCTBAMHU TOTEIHHO-
pecTopaHHOTO O13HECY MPUCBSIYEHO TMpalll BITYU3HSHHUX 1 3apyODKHUX BUYCHUX-
exoHomictiB: M. boiiko, B. I'pocyn, C. 3y6koa, JI. bosm, O.Moprymeip,
A. Tlapacypaman, B. 3aititamn 1 JI. beppi, M. Muxaitnosoi, I'. benpanina,
O. Bouk, H. XaputoHnoBoi Ta iHIKX. PI3HOMaHITHI TEOPETUKO-METOANYHI aCIIEKTH
VOPaBIIHHSA ~ KJIIEHT-OPIEHTOBAHICTIO € TIPEAMETOM JIOCII/PKeHb HAYKOBIIIB
Ta npakTukiB: B. Anbkema Ta FO. Apmox , O. Kerye, A. Koyni 1 b. SBopchki,
JIx. Hapsepa 1 C. Caelitepa, P. Hopmanna, H. KpacHokytcekoi, B. Pe3si6inof,
A. PoxxkoBa, H. CaBuinbkoi, C. Tuxonuenka, II. ®Delinepa, x. XeHaepcoHa
I'. YUmuns, b. X. IlImiTTa T2 1H.

Paszom 3 TuM, BHBYEHHS OIyOJIKOBAaHUX IMpalb 1 MPAKTUKUA ISTIBHOCTI
Cy0’€KTIB TOTEIBHO-PECTOPAHHOT 1HAYCTPIi CBIAYATH MPO HEAOCTATHE BUCBITIICHHS
MPUHITUIIOBO BAXKJIMBHX IHWTaHb, ITOB’S3aHMX 13 TEOPETUKO-METOJAMYHUM Ta
HAyKOBO-TIPAKTUYHUM  3a0€3MEYEHHSM  TPOLeCy  YNPaBIiHHA  KIIIE€HT-
OpPIEHTOBAHICTIO CEPBICY MIAMPUEMCTB TOTEIBHO-PECTOPAHHOTO Oi13HECY, METO/IB
Ta KpUTepii Horo opieHTAIli HA KITIE€HTA.

AKTyanbHICTh BUIIEBUKIAJICHUX AacCMEKTIB, HEJOCTATHIN iX TEOPETUUHHIA
PO3TIIsi 1 IPaKTHYHE 3aCTOCYBaHHS 3aKjaJlaMd TOTEIBHO-PECTOPaHHOTO Oi3HECy
3yMOBHWJIM BHOIp TeMH AMCEPTaliifHOi poOoTH, ii MeTy, 3aBJaHHS Ta HAIPSIMKHU

JOCITIIKEHHS.



14

3B’830Kk po00TM 3 HAYKOBHUMM MpOorpamMaMu, IUJIaHAMH, TeMaMM.
OOpanuii HampsM JOCTIIKEHb TOB’SI3aHUN 13 3arajbHOI0 TEMATHKOI0 HAYKOBHX
JOCITIKeHb XapKIBCHKOTO JIEP)KaBHOTO YHIBEPCHUTETY XapuyyBaHHS Ta TOPTIBII,
30KpeMa, 3 HAyKOBO-AOCHIAHOIO Temoro «Teopis Ta mpakTWKa MOBEIIHKOBOTO
MapKeTUHTY (rajay3eBHi acIekT)» (Homep naeprkaBHOi peectparii 0118U007213)
(ocoOHCTHII BHECOK TMOJIATa€ B OOIPYHTYBaHHI TEOPETHUKO-METOJUYHUX 3acajl
VIOPABIIHHSA ~ KJIIE€HT-OPIEHTOBAHICTIO  MIJMPUEMCTB  T'OTEIBbHO-PECTOPAHHOIO
013HeCY).

Mera i 3aBaaHHsi [JOcJilKeHHsl. Memoro aucepTaliiiHoi poOoTH
€ OOTpyHTyBaHHS TEOPETHYHMX 3acaj, pPO3poO0Ka METOAUYHUX 1 MPAKTHUHUX
PEKOMEHIallli MI0JI0 YIPABIIHHS KIIEHT-OPIEHTOBAHICTIO MIAMPUEMCTB FOTEIHLHO-
pectopanHoro Oi3Hecy. IlocTaBieHa MeTa BU3HAUMJIA HACTYIIHI 3aBJaHHS, SKI
BUPIIICHO Yy pOOOTI:

— OIpalbOBaHO TEOPETUYHI 3aCajJi CEPBICHOTO MEHEPKMEHTY SIK KOHIICTIIIi1
YIOPABIIHHS B TOTEIbHIN 1HIYCTPI;

— y3arajJlbHeHO Cy4YacHI MiJIXOJU Ta 3alpONOHOBAHO KIIIEHT-OPIEHTOBAHY
MOJIeJTb CEPBICHOTO MPOAYKTY TOTEIIO;

— OOTPYHTOBAHO KOHIICTITYaJIbHI 3aca/id YIPaBIiHHS KJIIEHT-OPIEHTOBAHICTIO
CEPBICY TOTEIIIO;

— 3MIMCHEHO aHadi3 ™I00aJbHUX BHUKJIUKIB Ta BUSIBICHO EMIIIPUYHI
nepeayMoBu (hopMyBaHHS KII€EHT-OPIEHTOBAHICTIO CEPBICY B TOTEIBHIN 1HIYCTPIi,

— 3allPONIOHOBAHO  HAyKOBO-METOJMYHUN  Oa3uC  yNpaBIIIHHS  KIIIEHT-
OpIEHTOBAHICTIO TOTEIIO;

— po3pobsieH0 Ta ampoOOBaHO HAa BUOIPKOBIM CYKYMHOCTI METOIUYHHIMA
IHCTpYMEHTAapii OLIIHIOBAHHS KIIEHT-OPIEHTOBAHOCTI MEPCOHAITY TOTENIO;

— BU3HAYEHO OCOOIMBOCTI YMPaBIiHHS KIIEHTCHKUM JOCBIZIOM Yy 3aKiiajgax
rOTENbHOI THAYCTPIT ;

— 3[IACHEHO anpoOaIlit0 CUCTEMHU 3a0€3MEUEHHS KJIIEHT-OPIEHTOBAHOCTI

CEpBICY TOTEIIO;
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— OOTPYHTOBAaHO HAYKOBO-TIPAKTUYHI PEKOMEH/aIlii JO yMpaBIiHHS KII€HT-
Op1EHTOBAHICTIO MIAIPUEMCTB TOTEIBHO-PECTOPAHHOT 1IHIYCTPIi.

06 ’exkmom OocniodicenHs: € TPOLEC YIPaBIIHHS KIIE€HT-OPIEHTOBAHICTIO
HiAIpUEMCTBA.

Ilpeomemom  Oocnidxcenns  BUCTYINAIOTh  TEOPETUYHI,  METOJMYHI
Ta TPUKIAJHI  3acad  yOpPaBIiHHA  KJIE€HT-OPIEHTOBAHICTIO  MiAIPHEMCTB
rOTEJIHHO-PECTOPAHHOTO O13HECY.

Metoaun nociaigxenns. OCHOBHI pe3yJIbTaTH JUCEPTALINHOTO TOCTIIKEHHS
OJIep’)KaHO 3 BUKOPHCTAHHSM 3aralbHOHAYKOBHX Ta CIHELIaJIbHUX METO/IB
JTOCHIKeHHsI. MeToau KOHTEHT-aHalli3y, CUCTeMaTu3allli, y3aralbHEHHsI, aHaJli3y,
CUHTE3y, CHUCTEMHOIO TIJIXOJy, MOJEIIOBaHHS 3aCTOCOBAaHO JUIsl BHBYCHHS
Ta PO3BUTKY TEOPETHYHUX IMIOJOXKEHb YIPABIIHHSA KJIIEHT-OPIEHTOBAHICTIO
HIANPUEMCTB  TOTEIBHO-PECTOpPAHHOTrO Oi3Hecy. BukopucrtoByrounm Meroau
CUTYaIIITHOT0, EKOHOMIKO-CTATUCTUYHOTO aHaJIi3y BU3HAYEHO TEeHJICHIIII PO3BUTKY
PUHKY TOTEIbHUX IMOCIYT. 3acCTOCYBaHHS METOIB KOPEIALIIMHOr0 aHaizy
JTI03BOJIMJIO BCTAHOBHUTH TICHOTY 3B 513Ky MK MOKa3HUKaMU Ta (aKTOpamMu KIII€HT-
OpIEHTOBAHOCTI, OZICPKAaHUMH 3a Pe3yJIbTaTaMH ONMMUTYBaHHS TOCTEH Ta EpCOHAITY
romiB. Mertogu  MOpQOJIOTIYHOTO,  SKICHOTO ¥ KUIBKICHOTO  aHamizy,
CIIOCTEPE)KCHHS, TIOPIBHSHHS, OaabHOIO OIIHIOBAHHS 3aCTOCOBAHO IIJI dac
pPO3pPOOKH METOJIMYHOrO 1HCTPYMEHTAPII0 JIarHOCTUKH CEPBICHOTO MPOAYKTY
Ta KJIIE€HT-OPIEHTOBAHOCTI BITUU3HSHUX 3aKJIaJiB TOTEIHHOTO TOCIOJApPCTBA.
MeTonu COLIOJIOTIYHUX AOCHIIKEHb Ta CTATUCTHUYHOI OOpPOOKH iX pe3yJibTaTiB
BUKOPUCTAHO Y TPOLECI aHaNI3y KIIEHT-OPIEHTOBAHOCTI CEPBICHUM IMPOAYKTOM
rOTEJiB Ta OIIHIOBAHHS KJIIEHT-OPIEHTOBAHOCTI TepcoHany rotemiB. CiieHapHUN
MiIX1J] BUKOPUCTAHO IIiJI Yac PO3POOKH TMPaKTUYHUX PEKOMEHJAIllil 110110
YOPaBIIHHS ~ KJIIE€HT-OPIEHTOBAHICTIO  MIAMPUEMCTB  TOTEIHLHO-PECTOPAHHOTO
Oiznecy. Jlms cucremarmsanii Ta Bi3yanmizamii  pe3yibTaTiB  AOCTIHKCHHS
3aCTOCOBaHO TaOIM4YHI Ta rpadiyHi METOIH.

Indopmaniiinoro 06a3orw gocaigkeHHs € pgaHi odimiiHOI 1HGOpPMaITi

JepxaBHOI CIIy»KOW CTaTUCTUKU YKpaiHu, 1HOpMaIliliHi pecypcu TOTeliB,
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pe3ynbTaTH BJIACHUX JOCHIKEHb, 30KpeMa OMHUTYBAaHHS KIIEHTIB, KEPIBHUKIB
1 QaxiBuiB roreniB, MoHorpadii, M0BiAKOBO-1H(OpMaILiiiHI BUIAHHS, MaTepiaiu
HAyKOBUX KOH(EpeHIi, EeJIeKTPOHHI pecypcH, JOTIYHI Yy3araJlbHEHHS Ta
aHAMTHYHI po3paxyHKu. OOpoOka maHWX 3IACHIOBAjacs 3 BHKOPUCTAHHIM
nakety koM torepHux nporpam MS Office, Microsoft Excel.

HaykoBa HOBH3HA oJep:KaHMX Ppe3yJbTATIB TOJSITa€ Yy PO3BUTKY
TEOPETUKO-METOJAMYHUX TIOJIO)KEHbh Ta pO3po0Ili HAyKOBO OOIPYHTOBaHHX
peKOMEH Al 1010 YIPABIIHHS KIIIEHT-OPIEHTOBAHICTIO MIAMPUEMCTB IOTEIBHO-
pecTopaHHOTro Oi3HECY.

VY mpoueci JOCHIIKEHHS 0IEpKAHO TaKl HANCYTTEBIII PE3YIbTAaTH.

Y 10CKOHAJIEHO:

— CUCTEMY YNPABIIHHA KIIIEHT-OPIEHTOBAHICTIO TMIJMNPUEMCTB TOTEIBHO-
pecTopaHHOro O13HECY, SKa Ha BIAMIHY BiJl ICHYIOUMX BKJIIOYA€ TPH MIJICUCTEMU:
3a0€3MeUeHHs KITIEHT-OPIEHTOBAHOCTI CEPBICY TOTEINIO; YNPABIIHHS KIIEHTCHKUM
JIOCBIIOM; JIarHOCTUKHM IIOBSIIHKM KIIEHTIB Ta JIO3BOJAE  3IMCHIOBATH
OIIHIOBAHHSI CTYIMEHsS OpI€HTAIlli 3aKjiajy Ha 1HTEpeCH KIII€HTa Ta MEPEeUTH Bij
IHTYiITUBHOTO  OOCIYrOBYBaHHS [0 BIOPOBAIKEHHA  LUJILOBOTO  MIIXOIY
(dbopMyBaHHS MO3UTUBHOTO KIIIEHTCHKOTO JOCBIAY;

— METOJIMYHUN  THCTpYMEHTapiii  OIlIHIOBAaHHA  KJIIE€HT-OPIEHTOBAHOCTI
MepcoHaly 3aKjiaay roTelbHO-PECTOPAHHOIO TOCIOAPCTBA, SIKUM Ha BIAMIHY BiJl
ICHYIOUUX CHHPAETbCS Ha MOPGOJIOTIYHUN MiAXi J0 BU3HAYEHHS YaCTKOBHX
1HAEKCIB:  3aJ0BOJIEHOCTI, 3aJlydeHOCTI MEPCOHANy, BHYTPIIIHbOI KIIIEHT-
OpPIEHTOBAHOCTI, Ta JO3BOJISIE HA OCHOBI IHTETPAJILHOTO 1HAEKCY KIIEHT-
OpPIEHTOBAaHOCTI TIEpPCOHATy BHUSBUTU pO3pHUBHU/TIEpEBard y (QoOpMyBaHHI
B32€EMOBIJHOCHH 3 BHYTPIIIHIM KIIIEHTOM;

— HAYKOBO-METOAMYHUHN MIAX1 10 YIPABIIHHS KI1EHTCHKUM JOCBIIOM IOCTS
rOTeNI0, SIKHH Ha BIAMIHY BiJ ICHYIOUHX OO’€JIHy€ MOKa3HHMK 3aJJ0BOJIEHOCTI
KJIIEHTIB (YHKLIOHATBHOIO SIKICTIO CEpBICY 13 OI[IHKAMHM emnaTii (3HaHHS Ta
pPO3yMIHHSI KIII€HTA), JIETKOCTI MNUISIXY KII€HTa (B3aEMOMIi 13 CEPBICHUM

MPOJYKTOM) Ta JI0O3BOJISIE TTOOYyBaTH KapTy KJIIE€HT-OPIEHTOBAHOCTI, HA OCHOBI
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SKOi BCTAHOBJIOETHCSI MEXaHI3MHM MiJATPUMKH TOBEIIHKOBUX (DAKTOPIB YCIIXY
HiANPUEMCTBA, CTBOPIOIOThCS — crenuiuHi  opraHizaliiHi  KOMIIETEHTHOCTI
dbopmyBaHHS HE3a0yTHBHOTO (BpaKarouoro) KJIIEHTCHKOTO JIOCBIAY;

— HAYKOBO-TIPAKTUYHHUM MiJIX1A M0 IMIUIEMEHTAIlli 3alpONOHOBAaHOI MOJeNi
CEPBICHOTO TMPOAYKTY B CHUCTEMY YIPaBIIHHS KIIEHT-OPIEHTOBAHICTIO TOTENIO,
SKUW BIJIPI3HSAETHCS 3aIIPOMIOHOBAHUM CIIEHAPHUM IIIJIXOJOM J0 OpTraHizaiiiHo-
YIPaBIiHCHKUX 3MIH 1 mependayae BUOIp CTHIIIO yHpaBiiHHS (MIPOAaKTUBHE abo
peaKkTUBHE), aJIbTEPHATUB YIPABIHCHKUX PilllecHb (IHHOBAIlIMHI, KapJIuHAJbHI,
KOpPUTYBaJIbHI) IIIOJO0 3aCTOCYBaHHA IHCTPYMEHTIB (OpPMYBaHHS aTpuUOYTIB
CEPBICHOTO TPOJYKTY B3aJIEKHO BiJ] CTYNEHS SIKOCTI HAOYTOro KIIE€HTCHKOTO
nocBigy. lle m03Bosis€ MIABUIIMTH KIIE€HTCHKY LIHHICTH CEPBICHOTO MPOAYKTY
TOTEJIO.

Habyn0 nonanbioro po3BUTKY:

— MOHSATIMHO-KaTerOpiaibHUI ~ amapaT Teopli MEHEHKMEHTY B YacTHHI
YTOYHEHHS 3MICTY TOHSTTS VYOPABIIHHS KIIEHT-OPIEHTOBAHICTIO  CEpBICY
MIJIPUEMCTB ~ TOTEIBHO-PECTOPAaHHOTO  Oi3HEeCy  AK  HUIECHPSIMOBAHOTO
YIOPABIIHCHKOTO BIUIMBY Ha (OPMYBaHHS MO3UTHBHOTO KIIEHTCHKOTO AOCBiAY
yepe3 MexaHi3MH  (OpMyBaHHS ~ BHYTPIIHBOI Ta  30BHINIHBOT  KIIIEHT-
OpPIEHTOBAHOCTI CEpPBICY TOTEII0, aJeKBAaTHOIO IEPMAHEHTHUM JHHAMIYHUM
3MIHaM HOT0 CKJIaJOBHX;

— MOJIETIb CEPBICHOTO MPOAYKTY TOTEN0, SiKa Ha BIAMIHY BiJl ICHYIOUHX
IHTErpye YOTUPH B3AEMOIIOB’S3aHI CKJIAJOBl: MareplalbHO-TEXHIYHa 0a3a,
NEpPCOHAJ, MPOLECH Ta IHCTUTYTH TOCTUHHOCTI, YTBOPEHI METOJOM CHHTE3Y
BU3HAYCHUX aTPHOYTIB, Ta O3BOJISIE B PO3TOPHYTOMY BUTJISIII YIPABJISTH KITI€HT-
OpIEHTOBAHICTIO CEPBICY TOTENIO B LIJIOMY Ta/a00 MOEJIEMEHTHO;

— OOIpYyHTYBaHHS KOHIICMINi yNpaBIiHHS KII€EHT-OPIEHTOBAHICTIO CEPBICY
rOTeNI0, SKa Ha BIAMIHY BiJ ICHYIOUMX 3aCHOBaHAa Ha MDKIMCHUIUTIHAPHOMY
MIIXO/1, 10 CIHPAETHCA HAa TEOPETHUYHMMA Oa3uc: 1HCTUTYILINHHOI Teopii (ipmu;
TeOpii TUHAMIYHUX MOMJIMBOCTEH; XOJICTUYHOI TEOPii MAPKETHHTY 1 MapagurMmy

CCpBiCHOFO MCHC/PKMCHTY, INO AJO3BOJHJIO 3MOACIIOBATH CHUCTCMY yr[paBJIiHHSI
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KJIIEHT-OPIEHTOBAHICTIO Ta BU3HAYMTU MEXaH13MH BIUIMBY Ha ii MIACHCTEMH, SIKI
COpPUAIOTh JOCSITHEHHIO Oi3Hec-I[ied dYepe3 BHCOKI 3HAUEHHS KIIOYOBHX
MOBEIIHKOBUX MOKA3HUKIB (JIOSUTBHOCTI, aABOKAIIi1; HAIIMHOCT1 KJIIE€HTIB);

— HAYKOBO-METOAMYHUN TIAX1J A0 OIIHIOBAHHS KJII€HT-OPIEHTOBAHOCTI
HIJIPUEMCTB ~ TOTEIBHO-PECTOPAHHOI  1HAYCTpli, SKUW  TIPYHTYeETbCA  Ha
3alpOIOHOBAaHIA CHUCTEM1 [IIaTHOCTUKHM Ta MOHITOPUHTY, 10 mepeadadae
BIJICTe)KCHHSI B3a€MO3B’SI3Ky OUYIKYBaHOi IIHHOCTI; KIIE€HTCHKOTO JTOCBIAY
1 cnpuiiMaHoi IIHHOCTI HAJaHOTO TOTEJIEM CEpBICHOrO MpoaykTy. Lle mo3Bosse
3MIMCHIOBATH IUJIAaHYBaHHSA, 1 KOHTPOJIb 3a MOKa3HUKAMH: 30BHIIIHBOI KIIIEHT-
OpPIEHTOBAHOCTI ~ Ta  BHYTPIIIHBOI  KJIIEHT-OPIEHTOBAHOCTI  MEpPCOHAINY,
o 3a0e3MeuyIoTh MOBEIIHKOBY 1 EMOIIIOHAIBHY JOSUTbHICTh TOCTEH TOTEIIO.

IIpakTyHe 3HAYeHHS OJep:KaHUX pe3yJbTarTiB. HaykoBi pesynbratu
anpoOoBaHi B JISUIBHOCTI  MIANPUEMCTB TOTEIILHO-PECTOPAHHOT  1HAYCTPIi,
iX MpakTUYHA I[IHHICTh TMOJISITAa€ Yy MOXKIMBOCTI YIpaBIiHHSA (OopMyBaHHSIM
MO3UTHUBHOTO KIIIEHTCHKOTO OCBIAY, HAJaroXKEHHsS B3a€MOIi 3 IEPCOHATIOM st
CHJIBHOTO TBOPEHHS LIHHOCTI CEPBICHOTO MPOYKTY TOTEIIO 1 3a0€3MeueHHs Horo
KJIIEHT-OP1€EHTOBAHOCTI.

[IpakTiuHa CHOPSIMOBAHICTH OTPUMAHUX TEOPETHUYHUX 1 METOJUYHHUX
pPO3p00OK  MIATBEPIKYETHCS  BIPOBAIKEHHSAM Y  JISJBHICTh  ITIATPHEMCTB
roTeJIbHO-PECTOpaHHOTO Oi13Hecy, 3o0kpeMa: B JistibHICTh I «l'oTenpHuii
komrieke «KwuiB» VYmpasninas crpaBamu Anapary BepxoBnoi Paam VYkpainu
(Ne 2/51 Big 14.05.2019 p.); HAIT «otenpHuii komiuiekc «HamioHanbHMI
VYopasninus cnopaBamu Amnapary BepxoBnoi Pagum VYkpainw» (mosigka Ne 15
Big 10.09.2019 p.); TOB «MOKA» (rorenp Xpematuk) (moBimka Ne 181
Bix 19.11.2019 p.); Acomianii rorenbHUXx 00’€JHAHb Ta TOTENIB MICT YKpaiHu
(moBimka Ne 14-12 Big 22.09.2020 p.).

Pesynbrati mucepTamiiiHOro AOCTIPKEHHS BIPOBAPKEHO B HaBUYAIBHUIN
nporiec Kaenpu TypusMy Ta TOTEIbHO-PECTOpaHHOi cmpaBu KuiBchkoro
JIEP’)KaBHOTO KOJEIKY TYPH3MY Ta TOTEIHLHOTO TOCTIOAPCTRA M1l YaC BUKIIAaHHS

I[I/ICHI/IHJIiHI/II «M@HC,Z[}KMCHT roTCJIbHO-PECTOPAHHOIO rocruoagapcrBa»
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(axt BopoBamkenns Big 01.09.2020 p.), a Takox Kadeapu MApPKETUHTY
1 KOMEpIIIHOI AisTbHOCTI XapKIBCHKOTO ACPKABHOTO YHIBEPCUTETY Xap4yyBaHHS
Ta TOPriBIl MiJ Yac BHUKJIAJAAHHS JUCUUIUIIHU «MapKeTUHI B TOTEIbHO-
pecTOpaHHOMY TocIoAapcTB» (akT BnpoBamkeHHs Big 21.09.2020 p.).

Anpobanisi matepiagiB auceprauii. OCHOBHI NOJIOXKEHHS JAUCEPTAIlIHOI
pobOTH  JOMOBiAAMMCh Ta OOrOBOPIOBAIMCS Ha MDKHAPOJHUX HAayKOBO-
NPAKTUUYHUX KOH(EpPEeHIIAX, 30KpemMa: MIDKHApOJAHIN HAyKOBO-TIPAKTHYHIN
IHTEepHEeT-KOHepeHiii,  npucBsiyeHoi  50-piuuto  3acHyBaHHs — XAYXT
«MapKeTHHroBI 1HHOBAIlll B OCBITI, TYpH3MI, IOTEJIbHO-PECTOPaHHIN, Xap4yOBIi
1HaycTpli Ta Topriiai» (M. XapkiB, 3 xoBTHA 2017 p.); XIII MixuHapoaHii
HAyKOBO-TIPaKTUYHIM  KOH(pepeHIli «MapKeTHHIOBI TEXHOJOrli B yMOBax
rno0amizamii  eKoHOMIKM  Ykpainum» (M. XMmenbHullbkui —  Kam’siHelb-
[Mominbebkuit, 29 nucromana-1 rtpyans 2018 p.); MixuapoaHid HayKOBO-
npakTU4YHiA KoHdepeHii «PO3BUTOK XapyoBHX BHUPOOHUITB, PECTOPAHHOIO
Ta TOTEIBHOTO rOCHOJAPCTB 1 TOPTiBIL: MPOOJIEMH, NEPCIEKTUBH, €PEKTUBHICTh
(M. XapkiB, 14 tpaBus 2020 p.).

Iy6aikanii. OcHOBHI  pe3yJbTaTd  JUCEPTALIAHOIO  JOCIHIIXKECHHS
OImyOJIIKOBaHO B 6 HAYKOBHMX TpallsiX, cepel HHUX: | CTarTs y MNeploAudyHOMY
HAyKOBOMY BHJIaHHI IHIIUX JEpKaB, sKi BXOAATh A0 Opranizaiii eKOHOMIYHOTO
CHIBPOOITHUIITBA Ta PO3BUTKY Ta/abo €Bpornelicbkoro Coro3y (3arajisHuM 00CsroM
1,0 opyk. apk., nme ocobucro 3m00yBauril Hamexuth 0,5 mpyk. apk.), 5 crareil y
HayKOBHX (DaxoBUX BHJIAHHAX YKpaiHH, IKI BHECEH1 10 Kareropli “b” 3a Hanpsamom
nvcepTalii (3araibHUM 00csroM 5,6 ApyK. apk., € 0COOMCTO 3/100yBauy HAJICKUTh
5,0 apyk. apk.). Anmpo0arrito pe3ysbTaTiB TaKOX 3aCBIIUYIOTh 3 TE3W JNOMOBIACH Y
30ipHMKax 3a MarepiasiaMu KoH(epeHiiil (oocsrom 0,3 apyk. apk.). 3aranbHUNA
oOcsr myOumikaIiii cTaHOBUTH 6,9 NpyK. apk., A€ 0coOMCTO 3700yBady HAJICKUTh
5,8 npyk. apk.).

OcolOucTuii BHecok 3100yBaua. Jluceprailiiina poOoTa € pe3yabTaToM
CaMOCTIMHOTO JOCTiHKeHHS. TeopeTnyHi OOTpyHTYBaHHS, MPAKTUYHI PO3POOKH,

BUCHOBKM Ta PEKOMEHJAIlli, 0 MICTIThCI B pPOOOTI, OTPUMAHO aBTOPOM
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CaMOCTIITHO Ha OCHOBI aHaJ3y Ta y3arajbHEHHS TEOPETUYHOTO Ta MPAKTUYHOTO
maTepiany. Y po0OoTi 3 mpailb, OmyOJiKOBaHHUX y CIIBaBTOPCTBI, BUKOPHCTAHO
JIMIIE pe3ybTaTH, 1110 CTAHOBJISATh OCOOMCTUIM BHECOK JMCEPTAHTA.

CTpykrypa Ta obcar aucepranii. J/[uceprariiina poOoTa CKIamga€ThCs
31 BCTYyNy, TPbOX PO3AiIiB, BUCHOBKIB, CIUCKY BUKOPHUCTAHHMX JIXKEpeN 1 J10JaTKiB.
OCHOBHMI TEKCT AucepTaIlli BUKIaAeHO Ha 221 cTOPiHIII KOMIT FOTEPHOTO TEKCTY.
Po6ora wmictuteh 36 Tabmuup Ta 50 pucynkiB ta 11 pomatkiB. Cnmcok
BUKOPUCTAaHUX  jpkepen  Hamiuye 206  HailMeHyBaHb 1 PO3MIIICHUM

Ha 20 cropiHkax. 3araqbHui 00CAT aucepTalii ctaHoBUTH 305 CTOPIHOK.
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PO3JILJI 1
TEOPETUYHI 3ACAN ®OPMYBAHHS KJIIEHT-OPICHTOBAHOCTI
MIAIIPUEMCTB T'OTEJIbHO-PECTOPAHHOTO BI3HECY

1.1. CepBicHUli MEHEDKMEHT SIK  KOHIICHIS  YIOpaBIiHHS  KJIIEHT-

OpIEHTOBAHICTIO B TOTENbHIN 1HIYCTPIl

PosropranHs MOCTIHAYCTpIaJIbHUX TEHJCHIN HAmpUKIHII XX CTOMITTS
3MIHWJIO MIAXOAW JI0 YHpaBiiHHA CyO’€KTaMM TOCHOJApIOBaHHS 1 HAsIBHICTb
CEpBICY CTajia HEB1JI’€MHOIO XapaKTEPUCTUKOIO Oynb-akoro Oi3Hecy. ['oTenbHO-
pecTopaHHa IHIYCTpis TPATUILIMHO HAICKUTH J0 CcPEepu MOCIyT, BIAMNOBIAHO,
C€KOHOMIYHI TPOIIECH B3a€EMOJII B CHUCTEMI TOCIOJAPIOBAHHS 3I1MCHIOIOTHCS
32 CEpBICHUM THUIIOM, OPIEHTOBAHMM Ha SKICTh OOCIYrOBYBaHHSI KJIIEHTIB.
B ymoBax  pyxJqMBHX 3MIH pPHHKY ONEpaTopud  TOTEIbHOro  Oi3Hecy
BUKOPHCTOBYIOTh ~ CTAHJApTU30BaHI TOTENIbHI MOCIYrHM, U0 MPU3BOJIUTH
10 (opMyBaHHS MOBTOPIOBAHUX YIPABIIHCHKUX pillleHb. ToMy €IUHUN crociO
yTpUMaTU CIIOXHWBadya — I 1HJAUBiAyasi3allis BIAHOCHMH 3 HUM, III0 MOXKJIMBa
Ha OCHOBI PO3BHUTKY JOBIOCTPOKOBOI B3a€MOJii Ha NPUHIUIAX IapTHEPCTBA.
CrocyHkH SIK pe3yibTaT €(pEeKTUBHOI B3aEMOIl CTAalOTh MPOAYKTOM, y SKOMY
IHTETPOBaHI 1HTEJIEKTyaIbHUI Ta 1H()OpPMAIIHHUNA pecypcu — TOJIOBHI YMHHUKU
Oe3mepepBHOCTI i e(heKTUBHOCTI PUHKOBHUX BigHOCHH [118].

['otenpHa 1HAYCTPIA PYHKIIIOHYE BIAMOBIIHO 10 3aKOHOMIPHOCTEH PO3BUTKY
C€KOHOMIKM CEpBICHOTO THWITY, OJIHIEIO 13 KIFOYOBUX OCOOJIMBOCTEH SIKOT
€ TIPOTO3UIliI Ha PUHKY CHerudiuHoi IIHHOCTI, 10 00’€IHYy€ MaTepilaabHUN
OPOAYKT 1 TMOCIYTH, a CTYNiHb KOPHCHOCTI SIKHX OLIHIOETBCS B TIPOLECI
CTIIO’KMBAHHS TAaKOTO MaTepiabHO-CEPBICHOTO HAOOPY.

CepBiCHMII MEHEIPKMEHT SIK KaTeropis ympaBiiHHS YyBIHIUIa B HAayKOBUU
o0ir HanpukiHii XX cromiTTs cnoyatky B IlIBenii 1 BenukoOpuranii. Kinacukamu
nanoro nigxonay Beaxkarotecs K. Albrecht [4] Ta R. Norman [43]. Ilix cepBicHuM

MEHEPKMEHTOM PO3YMIIOTh 3arajlbHO-OpTaHi3alliiHui MIAXiJ, SKUW CTaBUTh Y
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HeHTp Oi3HEeC-MisUTbHOCTI SIKICTh CEpBiCYy, IIO CHpHIMAaEThcs KiIieHTOM [4].
b. UepHuUiioB po3risagae cepBiCHUNA MEHEKMEHT AK (Pinocodiro ynpaBiaiHH, sKa
HaIllJIeHAa HAa MaKCUMalbHO MOXIIMBE 3a/I0BOJICHHS cHelU(pIYHUX MOTped
KOHKPETHOTO  KJII€HTa M[UIIXOM HAQJaHHA WOMY «CEpBICHOTO  MPOIYKTY
(caMoCTIiHOI Mocayrd abo CHUCTEMH, IO O00’€IHY€ MaTepialbHUN MPOAYKT 1
CYNyTHI MMOCIYTH), IKMH Ma€ BU3HAUCHY SKICTh, OLIHIOBaHY CIlOXHBaduem» [194,
c. 109]. ®inocodiss cepBiCHOTO MEHEIHKMEHTY 0a3yeThCsi Ha MPHHIUIAX
3a0e3reueHHs] TOTpe® He JIMIINE KIIIE€HTIB, aje M IHIIMX 3aiHTepeCOBaHMX OCi0
(BIacHUKIB, TMpalliBHUKIB, MEHeIKepiB Tomio). Kpim Toro, BoHa mnependayae
CTBOPEHHsI B OpraHi3alli MOXJIMBOCTE Ta yMOB JUisi BUPOOHHULITBA TaKOIO
CEpBICHOTO NPOAYKTY: 3a0€3ME€UYEHHs MEPCOHAJIOM, MaTeplajJbHUMH pecypcami,
TE€XHOJIOT1€10, BBIWIMBICTh 1 y4YacTb NEPCOHANy, 3a0€3MEYEeHHS 3PY4YHOCTI 1
KOM(OpPTY KIIEHTIB, BIIUYyTTS HUMH Oe3meku 1 HamidHocti. Ilapagurma
CEPBICHOTO MEHEIPKMEHTY cpOpMyBajach Mij BILIMBOM: MAPKETUHTY, YIIPABIIHHS
MIEPCOHAJIOM 1 OTIEPALITHOTO MEHEIKMEHTY.

O. Moprynenps akieHTye yBary Ha TaKUX BaXKJIMBUX TOJIOXKEHHSIX
CEpBICHOTO MEHEIKMEHTY: KOMaHJIHAa po0OTa Ta HAsBHICTh BUCOKOI KYyIbTYpH
oOCITyroByBaHHs, HABUYKH CIIBPOOITHUIITBA Ta TMapTHEPCTBA B KOMAaHII,
OpI€HTAIlIS Ha TOBTOCTPOKOBY MEPCIIEKTUBRY; OpIE€HTAITISl HA KITI€HTA; 3a0€3MeUeHHS
SKOCTI cepaicy [134].

VY KoHIIenIii cepBICHOTO MEHEIKMEHTY MPOJIYKT PO3TJISIIAETHCS HE TITBKU
K CYKYNHICTh HOTO OCHOBHMX BJIACTUBOCTEH, aje€ 1 SIK CYKYIHICTb OYIKYBaHHMX
nociayr, siki (GOpPMYIOTHCS 1HAUBIAYadbHO TIiJI 3alUTH KOHKPETHOTO KIIIEHTA,
0 POOUTH MPOTO3UINII0 KACTOMI30BaHOI0. [IpOAYKT 1 cepBic 3MMBAIOTHCS B €IUHE
e, iX MPOeKTyBaHHS MiAMOPSAKOBAHO CIIOKMBUMM IepeBaraM, a OmepyBaHHS
JOJJATKOBUMU CEPBICHUMH MOCITyraMu J103BoJIsi€ c(hOopMyBaTH CyTO 1HAMBIAyalIbHE
IPOMO3UIIIO AJIS Ti€T UM 1HIIO! TPYNHU CHOKMBAYiB. 3a TAKUX YMOB CTpaTeriyHUM
OpPIEHTHPOM OpTaHi3allii CTa€ KJIEHT, IO O3HAYae€, KIIEHT-OPIEHTOBAHICTh YCIX

O13HEeC-TIPOIIECIB MiAMPUEMCTBA.
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Ockinpku O13HEC-IIUTI JOCSTaloThCs Yepe3 HaJaHHS CEPBICHOTO MPOIYKTY,
10 33JJ0BOJIbHSIE MOTPEOM KIIIEHTA Ta BIANOBiJA€ HOTO OUIKYBaHHSM, TO HAJaHHS
CEPBICHOTO MPOJYKTY € JDKEPEJIOM JOXOy CHIBPOOITHUKIB, OpraHizailii B HIJIOMY
Ta BUT1I HIIMX CTEUKXOJACPIB. YMOBHO JaHUIN B3a€MO3B’SI30K MPOITIOCTPOBAHO

Ha puc. 1.1.

Hoxin [ToTpebu 1 nmepeBaru
CIiBpOOITHHKIB m KJI€HTIB

\ V4
>~ < 7 a"
Jloxin oprauizanii MoxauBocTi 1
- < CepsicHuii IpoayKT YMOBH HaJlaHHs
LliHHICTD s \ b
KJI€HTA CucreMa MOTHBALIIT

2'g
A

Y
AN

OuikyBaHHS )
Buroau inmmx CrannapTtu sSKOCTI

CTEUKXOJIZIEPIB .
L Acp ) \\/ KonTposnb sxocti

Puc. 1.1. B3aemM03B’s30k NOpPOAYKTY Ta NPUHIUIIB CEPBICHOTO

Y
A

MCHC/’KMCHTY

3 mo3uIli CepBICHOTO MeEHEHKMEHTY (muB. puc. 1.1), mpoaykr Mae
BIJINOBIJIATH HACTYNMHUM BUMOraM: MmoTpebaM 1 mepeBaraMm KIII€HTIB; MOro CKJaf
OyTH YITKO BU3HAYEHHUM 1 BUMIPIOBAaHUM 3 METOIO KOHTPOJIIO SIKOCTI (TIOKa3HUKH,
METOJ 1X BHUMIPIOBaHHS); KEPOBAHMM (MOKJIMBICTh BIJIMBATH HA PE3YyJbTaTH);
BIJINOBIJIATA  OYIKYBAaHHSAM  KJIl€HTa. I[HCTpyMEHTaMH  CepBIC-MEHEHKMEHTY
B JIaHOMY BHUIMAJKy BUCTYINAIOTh: MOJEJNI CIPUNHATTS Ui BUBUCHHS CHOKUBUMX
nepeBar 1 OlLIHKM SIKOCTI cepBicy; Mystery Shopping A1t KOHTPOJIIO SIKOCTI pOOOTH
(bpoHT-TIepCOHATy; METOJAW CTaHAApPTH3allli SKOCTI TPOAYKTY Ta CHCTEMH
MOTHBAIIIT IEpCOHAITY.

Jlo cepBicy B TOTeNsIX TOCTI BUCYBAIOTh JOCUTh BUCOKI BUMOTH. Bcl mpoiiecu
MOBUHHI TPOTIKATH INBUAKO, a 3aBJaHHS BUPINIYBATUCS B CTHUCII TEPMIHHU.

Bucokuii 1 cTabinpHUN cepBiC € HEOOXIIHICTIO JJIi CYYaCHOT'O TOTEILHOTO
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Oi3HECy, IO BUMAara€ po3pOOKH CEpPBICHHX CTpaTeriii, BIPOBAIKCHHS HOBHUX
MPUHITUIIB 00CITyrOByBaHHS, BUOYIOBYBAaHHS XOJICTUYHOI CHCTEMH CEPBICHOTO
MEHEJDKMEHTY, sIka Ha JOBIOTPUBAIiN OCHOBI Oyje MPUHOCUTU Oi3HECY BHUTOIU
1 3a70BOJICHICTh KiIi€eHTaM. HeoOXiHO pPO3MEKOBYBATH YIPABIIHHS SIKICTIO
CEpBICY 1 CEpBICHUN MEHEIPKMEHT.

VYrpaBiaiHHS SKICTIO CepBICY — HEOOXiHa 1 Jy)Ke Ba)JHBa CKJIaJ0Ba
CEpBICHOTO MEHEIKMEHTY, SIKa CIIMPAEThCSA HA YITKO PEerjJaMeHTOBaHI MPOLEAYypH
Ta IIEHTPU BIAMOBIJAIBLHOCTI 3a cepBic. Y Tabnumi 1.1. BOHM mojaHi

y CHUCTEMAaTHU30BAHOMY BUIJIS/II BUXOJISAUH 13 CYy4aCHOI MPAKTUKHU O13HECY.

Tabnuys 1.1.

LleHTpH yrpaBiiHHA AKICTIO CEpPBICY MIANPHUEMCTB FOTENBHOI IHTYCTPIi

I{eHTpH BIANOBIAAIBHOCTI [Ipouenypu

* IOUUTBHICTh 1 MPaBHJIBHICT OpraHi3aliiHo-
(GYHKIIIOHATBHOT CTPYKTYPHU MiITPUEMCTBA;

* HAsIBHICTH/BIICYTHICTh HEOOXIIHUX TOCA,
CucreMa MEHEDKMEHTY 1 OpraHi3aliisl | ¢opManizoBaHHX ONHCIB POOOYHX MiCIIb;

BCiX O13HEC-TIPOIIECIB * PO3CTaHOBKa MEPCOHAIY;
* cucreMa i ITOTOBKH, peaizarii
Ta KOHTPONIO  IUIaHiB  (MapKeTHHTOBHIA,
(diHaHCOBHUIA).

_ ) ) * CTaHAAPTHICTH NPOIIEyp OOCIYrOBYBaHHS;
Iixpo3aunu roTento, skl * HEOOXI/IHI JI0JIATKOBI OMepalliiiHi mpoLeaypu;
0e3nocepelHbO 0OCITYTOBYIOTh TOCTEH | * JOILITBHICTE ~ CHOTOJHINIHEOTO  CIIEKTpa
1 HaJIAl0Th TTOCIYTH IOCITYT;

* MOYJIMBI JTOJIATKOB1 TIOCITYTH.

* 3aX0JM IIOAO MOJIMIIEHHS (PYHKI[IOHYBaHHS
CIIy’kOU Xap4yyBaHHS 1 HaIOiB,;

Cnyx0a xapuyBaHHs (Xap4yyBaHHsI/ * ONTHMI3aLlis KOHIIENIT XapuyBaHHS,
HAaroi) * ONTUMI3aIlisl TEXHOJIOT1] 00CIyrOBYBaHHS;
* MEHIO;

* poboTa IepCcCoHay.

e mig0ip, OLIHKA, HaBYaHHSA,  aTecTallis
Kanposa nomituka 1 ynpasiiHHS MepCcoHaly, MocaaoBi 000B’SI3KH;
IEPCOHAIIOM * ONTHUMI3aIlisl YUCETHHOCTI IEPCOHAITY,

* 3aXO0JIM MIOJI0 MiABUIICHHS KBaTiikairii.

* [UTaH TIPOJIAXY MOCIIYT TOTEIIO;
* IHCTPYMEHTH TPOCYBAHHS TOTEI0 HA PUHKY,
BKJIFOUAIOYH CAWT;

* CHCTEMa OCHOBHHX MMOKa3HUKIB MPOJAXKIB;

* Oprasizallis MApKeTUHTOBOI CTPYKTYPH;

* OCHOBU ISl PO3POOKHM THYUYKOi «TapudHOi
CITKH» TOTEITBHOT'O KOMILJIEKCY;

* aHAJTI3 BIATYKIB Ta PEUTHHTIB.

MapkeTuHr 1 IpoCyBaHHs
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Cepen mpencraBineHux y Tabm. 1.1 1eHTpiB BiAMOBITATBHOCTI 3a CEpBiC,
KIFOUOBUMH TTIPO3AUIAMHA €. MApKETUHT 1 MPOCYBAaHHS, MEPCOHAT 1 CHUCTEMa
MEHE/UKMEHTY. Buxoasuum 3 4YOro UEHTpPaIbHUMHU MPOIECAaMU CEPBICHOTO
MEHE[KMEHTY BUCTYIIAIOTh:

- CTaHJapTHU3allisg 00CIyrOBYBaHHs, 110 Mependayae CTBOPEHHS CTaHAAPTIB
3a TPUHLUIOM ypaxyBaHHSM JyMKHA KIIOYOBUX CTEUKXOJAEPIB: KIIEHTIB,
CHIBPOOITHHKIB 1 IHTEPECIB OpraHizarii;

- OIlIHKAa SKOCTI  CEepBICY, TPOIECIB OOCIyroByBaHHs, Iiepeadadae
y3TOJIKEHHS METOJIB OLIHKH Ta KOHTPOJIO, SIKICHI Ta KUIBKICHI BUMIPH, CUCTEMY
poOOTH 31 CKapramu;

- nporiecu ympaiiHHg TniepcoHamom (HR), BiamoBimHO 110 cepBicHOT
CTpaTeri€lo OpraHizallii;

— MapKeTHHT 1 3B’s13kH 13 TpoMajckKicTio (PR), mo 6e3nocepeabo TBOPSTH
penyTarliiiny nojiTUKY TOTEiB.

OpieHTaliss Ha SKICTb Ma€ BHpIMIAJbHE 3HAYEHHS JUISI CEPBICHOTO
MEHEKMEHTY 1 JISKUTh B OCHOBI YIIPABIIHHS MPOIIECaMU 3aJ10BOJICHOCTI KIIIEHTA.
[le o3Havae, 10 CTBOPEHHS KOHKYPEHTHMX IiepeBar 1 BIANOBIAHO JOXOIY
MIJIPUEMCTBA JOCSTAIOTBCS 3a PaXyHOK TICHIIIOI PHUHKOBOI Opi€HTAaIlli, TOIl
AK €KOHOMisl BiJT CKOPOYEHHS BHUTpPAT MOXKE€ 3HWXKYBAaTH 3aJJ0OBOJICHICTb
BIJl IPOJYKTY rotento. HallBaxmuBilui e1eMeHT B L1 poOoTI — e Oe3nepepBHe,
[UKIIYHE BJOCKOHAJIGHHA CEpBICY, IO JO3BOJISE YTPUMYBaTH PpiBEHb
00CIyroByBaHHsI Ha BUCOKOMY I11a0JI1 y TOBFOCTPOKOBOMY IEPIOI.

Konmenitiss  cepBiCHOrO MEHEIKMEHTY BHUHHUKIA 3aBISKU  JOCBIY
3aCTOCYBaHHS MOro  OKPEeMHX  €JIIEMEHTIB y  TPAaKTUYHIA  JisUTBHOCTI.
TpancdopmalliiiHi 3MiHM B 30BHIITHBOMY CEPEIOBHUII — MOCHJICHHS KOHKYPEHIi
MDK y4YaCHUKAMH pPHHKY; IBHJAKA AuQy3id OpraHizamiiHUX I1HHOBAIIH,
10 TPU3BOJUTH JI0 iX IMITaIlii; HAPOIICHHS CUJIM BIUIMBY CIIOKMBada Ha MPOIECH
B CEpEIMHI KOMIIAaHIi; MiJABUIIEHHS BHUMOIJIMBOCTI KIIEHTIB — BHUKJIUKAJIH
HEOOX1/IHICTh 3aCTOCYBaHHS IMPOLIECHOTO MIAXOAY N0 YNPaBIiHHA 1 MOOYI0BU

Teopii Ta IIJIICHOI CUCTEMHU CEPBICHOTO MEHEIPKMEHTY.
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OcoOMMBICTIO CEpPBICHUX OpTaHi3alliid, M0 SKUX HAJIEKATh IMANPUEMCTBA
TOTEJILHO-PECTOPAHHOTO Oi3HECY € ToW ¢akr, M0 OACPKAHHA JTOXOMIY
0e3mocepeIHbO 3aJEKUTh Bl TTTMOOKOTO pO3yMIHHA Ta €(EKTUBHOTO 33/I0BOJICHHS
notped 1 ouikyBaHb KiieHTa. KilieHT-Opi€HTOBaHMN TOTENb MPOMOHYE
rapaHTOBAaHWM CEPBICHUM TIPOJIYKT, SIKMM TOYHO 1ICHTHU(DIKYETHCA KIIEHTOM,
BIJIMOBIA€ 1X moTpebdaM Ta repeBaram.

3a manumu ECC Net y cBITOBiil 1HAYCTpii TOCTUHHOCTI Hapa3i BiICYTHIH
€IMHUN TiAXig A0 Kiacuikaiii IANPUEMCTB TOTENbHOro 0Oiznecy [17].
[TosicHO€TBCS 1€ 3/1e01IBIIOT0 CHEU(IKOK KOH IOHKTYpU TOTEIIBHOIO PHUHKY,
BIZIMIHHOCTSIMH  COI[10-€KOJIOTO-€KOHOMIYHOTO  PO3BUTKY,  HaIl[lOHAILHUMU
TpaJUIIisIMU KpaiH, 0COOJIMBOCTSMHU 3aKOHO/IaBYOTO peryJtoBaHHS,
PO30DKHOCTAMM KPUTEPIiB paH)KyBaHHS, CTaHAApTHU3allll Ta KaTeropisaiii Micib
po3MillleHHs, ToIlo. Binrak, s 3a0esneueHHs €()EKTUBHOTO (DYHKIIIOHYBaHHS
HIIPUEMCTB  1HAYCTPli TOCTUHHOCTI B yMOBax rio0aiizaiii akTyalbHOIO
€ CHUCTEMAaTHKa Ta yHi(iKalis p13HOILUIAHOBOCTI CEPBICHOTO MPOIYKTY TOTEIbHUX
3aKJIa/iB PI3HUX KpaiH.

JlocnipKeHHsT ICHYIOYMX MiAXOAIB A0 1AeHTU(IKalii BHUAIB TOTEIbHUX
MIJIPUEMCTB  JTO3BOJWJIO BUSIBUTH, IO Y PI3HUX KpaiHaX CBITY 30BCIM
HE 3aCTOCOBYETHCS a00 MPAKTUKYETHCS 000B’S3KOBA (IPYHTYETHCS Ha CTaHIapTax
KaTeropusailii, 1[0 BU3HAYEHI OpraHaMu JIEPKaBHOTO YIPABIIHHS) Ta T00pOBLIbHA
(TpyHTY€TbCA Ha CTaHAapTax, BHU3HAUYCHMX CICHIATI30BAaHUMHU  CIILIKAMHU
rOTENBEPIB YU EKCIIEPTHUMHU OpraHi3alisiMh) CUCTEMHU iX paHXyBaHHs. [lompu
PO301KHICTh KPUTEPIiB, 1110 MOKIAJEHI B OCHOBY PO3MOJLITY CY0’€KTIB TOTEIBHOTO
Oi3HEeCy 3a IIMMU CHUCTEMaMH, BC1 BOHHU BIJIMOBIJIAalI0OTh MPUAHATUM BCECBITHBOIO
typuctuunoro opranizaiiero (UNWTO) crangapram kiacudikairii rorenei [78].

KommapaTtuBHamii aHaiiz MexaHI3MIB cHCTeMaTH3allii O3HaK 1 KpUTEpiiB
imeHTUdIKaIi TOTeNbHUX 3aKIadiB, SKi 3aCTOCOBYIOThCS Yy BITUM3HSHIN
Ta CBITOBIA MpaKTHIll, 30KpeMa B KpaiHax-uieHax €C (Bkmtouaroun Icrmanmiro
ta HopBerito), 103BONHMB BUSBUTH, 110 OCHOBHUMH O3HAKaMH iX PO3MOJLIY €:

piBeHb KOM(DOPTY; MICIIe 3HAXOKEHHS; (DYHKI[IOHAJIbHE MPU3HAYEHHS Ta TEPMIiH
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nepeOyBaHHs; PEXHUM EKCIUTyarallii; MICTKICTb HOMEPHOTO (OHIY; CTaHAapTH
OOCIIyroByBaHHSI Ta NPONOHOBaHI MOCIyrd; (opma BIACHOCTI; piBEHb IIiH;
KOHTHHTEHT CIHOXKMBa4iB rorenpbHUX mociayr. Cepen 3a3Had4eHUX  O3HAK
CHUCTEMATHU3aIlli TOMIHAHTHOIO JIUI PO3MOJIITY TOTEJIB 3a KaTEropisMH, € O3HaKa
KoM$popTHOCTI. BOHA BHUKOPHCTOBYETHCS Yy OUIBIIOCTI HAIIOHAJIBHUX CHCTEM,
MPOTE BUPIZHAETHCA BapIaTHBHICTIO CTaHJAPTIB SKOCTI HAJaHHA IOCIYT
3a OKpPEeMHUMH KaTeropisMu. 3arajioM i iaeHTu@ikamii KoM(GOpTHOCTI YMOB
nepeOyBaHHS y MIDKHApOAHOMY TOTEIbHOMY Oi3HECI 3aCTOCOBYIOThCS pi3HI

cucremu (Tadi. 1.2).

Tabnuys 1.2

CBIiTOBI cHCTEMHM KaTeropisailii rotesis 3a piBHeM kombopTy [92]

Cucremn
Kyacudikaiii

Kareropis xomdpopty

Kpaina 3actocyBaHHs

Cucrema «31poK»

1%, 2%, 3%, 4%, 5%

VYkpaina, @panuis, Yropiusa,
Hanisg, Isemiss, Hopseris,
CIIA, Pocis, Kurai,
Agctpaunis, Kanana ta iH.

Cucrema «OyKB»

A, B, C, D, De luxe

I'peris

Cucrema «KOpoOH»
a00 «KJIFOY1B»

Listed, 1%, 2% 3W gW
5% Ensuite

Benuka bputanis

Cucrema 1V, 2V, 3V, 4V, 5Y CIIA, Kanmama, Mekcuka,
«JIIaMaHTIB KapuOcbki octpoBu
Cucrema Ilepma, npyra, Tpers, | Itamis, Icnanis, JlarBis
KaTeropii YyeTBepTa
Cucrema Ki1aciB Bin 0 1o 5 [otnanmis Ta Yenbce
T @ o Q0 0 o :
Cucrema KBITIB 1% 2% 3% 4% 5 Pymynis
Cucrema s101yK 19,29, 30 49 CroBenis

Cucrema OajiB

100-150 6ams— 17*;
150-210 GamiB — 2%*;
210-260 oainiB — 3*;
260-290 OaiiB — 4*;
290 1 OinbmIe OamB — 5*

[Hmis, kpaiam Asii

HaBenene moBoauTh, M0 B CyYacHiM MPAKTHUIll BEACHHS TOTEIBHOTO Oi3HECY

JUISL  PO3MOAUTY 3aKJajiB PO3MIMICHHS 3a piBHEM KOMGOPTY 37e01IBIIIOTO

BUKOPHUCTOBYETHCSI CUCTEMA «3IPOK», 1[0 0a3y€eThCsl HAa ppaHIly3bKii HAIllOHATBHIN
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cucteMi Kiacudikallii, 1 B OCHOBI fKOi JIKHUTbh PO3MOALI TOTEIiB HAa KaTeropii
Bil onHi€l 1o 1Ty 3ipok. JlaHa cuctema imeHTu(IKaIli roTeNiB A BITYN3HIHIX
CIIO’KMBaviB TOTEJILHUX MOCTYT CTa€ Jie/aii O1abl 3po3yMisioro. Lleit MoMeHT Oyie
BOXUJIMBUM TiJ 4ac BUOOPY roTento, (GOpMyBaHHsS OYIKYBaHb Ta 3aJ0BOJICHOCTI
KJIIEHTA SIKICTIO CEPBICY.

Y po3MexxyBaHHI YHOpPAaBIIHHS CEPBICOM Ta CEPBICHOTO MEHEIKMEHTY
MU MATpUMYeEMO HaykoBy mo3umito O. Mopryneup 1040 BH3HAYECHHSA
CEpBICHOTO MEHEHPKMEHTY 4Yepe3 BHBEACHHS KII€HTA Yy LEHTP MEpPCHEKTUBH
po3BUTKY O13Hecy. CepBiCHUII MEHEIKMEHT IPYHTYETHCS Ha 3acaiax MPOLECHOTO
1 1IHHOBAIIMHOTO MIAXOY A0 3a0e3MedYeHHs SIKOCTI 0OCIYyroByBaHHS, sIka y CBOIO
4yepry CIyrye 1HCTPYMEHTOM (OpMYyBaHHS MO3UTUBHOIO KIIEHTCHKOTO OCBIAY
Ta JOsUIbHOCTI crmokuBaya [135, c.113]. 3micT cepBICHOTO MEHEIKMEHTY
SK opraHizauiiHoi QyHKIIi MOXKHAa OXapakTepU3yBaTH HACTYITHUMU CKJIAIOBUMHU:
BUPOOJICHHS 1 NPUMHATTSA PIIICHb BIAMOBIIHO JIO 3a3HAYCHOI MPUHIIUIIOBOT
YCTaHOBKHU; 3a0€3MEYEeHHs] BHYTPIIIHBbO-(IPMOBOI KOOpPAMHAIT MAiil; YIpaBiIiHHSA
AKICTIO SIK CUCTeMHHMM  (aKTOpOM; YIPaBIIHHA  KJIIEHT-OPIEHTOBAHICTIO
1 (pakTOpamu BIUIMBY Ha PUHOK; PO3BUTOK MEPCOHATY SIK OCHOBHOTO 1HCTPYMEHTY
Opl€eHTaIlli Ha CHOXHMBaya 1 KIIOYOBOI TEPEIyMOBH ycmixy. Takum YHHOM,
bimocodiss  cepBICHOTO  MEHEHKMEHTY  KpHUCTadidyBajach Ha  TEPETHHI
MDKIUCUUIUTIHAPHUX AOCHIDKEHb Y MApKETHUHTY, ONEpaliiiHOMY MEHEIKMEHTI,
oprasizaiiitHiit Teopii.

AHaJ3yl0uM CYTHICTh 1 3HAUYEHHSI MOHSATTS KJII€HT-OPIEHTOBAHICTh, HAJlaHE
y CyyacHid  HayKOBIM  JiTepaTypi, MOXHAa BHJIUIUTH  Taki  acCHEKTH,
K1 XapaKTepusye KJIIEHTOOP1€HTOBAHUI X1 IIIHHOCTI KOMMaHii,
ne (pOpMyeThCS PO3YMIHHSA 3HAYEHHS KIIIEHTa JUIsl yCHIXY Oprasizauii; sapo
cTparerii kommanii (abo Ti eleMeHT), BiJ YOro 3ajJeXuTh, 4d OyayTh Oi3HEC-
MPOIIECH OPIEHTOBAHI HA KIIIEHTa YW Hi; (YHKIII MapKeTHHTY, 30Kpema, poboTa
3 BU3HAYEHHS CBO€I WITBOBOI ayAuTopli Ta ii moTped; cucrteMa B3aeMOJIl

13 xmmientamu [97].
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TepMiH KII€EHT-OPIEHTOBAHICTH CTa€ BCE OLIbII MOMYJSIPHUM Yy Oi3Hecl,
ocoOmBO 'y cdepi ToTenpbHO-pEeCTOpaHHOl 1HAYCTpii. [HTYCTpis TOCTUHHOCTI
cnenudiuna cepa, e mporec BUpOOHUIITBA OB’ I3aHUH 13 B3aEMOJIIEIO «IHOIUHA-
JIOJMHA», a HE «I0JuHa-MamuHay (ycrarkyBaHHs). Came TOMY MEHEIKMEHTY
rOTEII0 B Cy4YaCHUX YMOBAax TOCIOJAPIOBaHHS HEOOXITHO PO3YMITH PI3HMIIIO
MK CEpBICOM Ta KJIIEHT-OPIEHTOBAHUM CEPBICOM.

Knient-opientoBaHicTh — 1€ ¢igocodis BeneHHS Oi3Hecy, Opi€HTOBaHa
Ha BHSBJICHHS Ta 3aJI0BOJICHHSI MOTPEO KIIEHTIB, MIJBHUIICHHS iX JIOSJIBHOCTI,
HalllJleHa Ha  OTPUMaHHA  MNpUOYTKY B  JIOBTOCTPOKOBOMY  NEPIOIL.
KJ11€HTOOPIEHTOBAHICTh € IHCTPYMEHTOM MApPKETHHIY, IO MIABUIILYE JIOSIBHICT
KJIIEHTIB BIJHOCHO JO MmiAnpueMcTBa. ToMy BOHa € 3aco0OM, IO J103BOJISIE
BUKOPHCTOBYBaTH  JOJATKOBI ~ pecypcd  MIANPHEMCTBA s TEPEMOTH
HaJ KOHKYpEHTaMHu. 3BHUYailHE MIJIPUEMCTBO OPIEHTYETHCS Ha KIIE€HTA JIMIIE
B IeBHUX cdepax, TOAl K KIIEHTOOPIEHTOBAHUHN Ol3HEC IOBHICTIO HAaIllJICHUN
Ha KJII€HTa, 1 TOMY B CY4YaCHHX YMOBax BIH Ma€ CTpaTeriuHi KOHKYPEHTHI
nepeBaru. CydacHuil Oi13HEC-CIIOBHUK TPAKTYE TMOHSATTS «KJIIEHT-OPIEHTOBAHICTH
y KOHTEKCTI cepBicy ab00 MapKeTHUHTYy, a IHKOJM — Y 3Hauy€HHI OJHOIO
3 1X OCHOBHHX eJieMeHTiB [187].

Knient-opientoBanicts (customer-centric, customer-oriented) TiymMaunThCs
K (OpMyBaHHsS TO3UTHBHOIO JOCBIAY CIIOXHMBaya MiJ Yac KyHIBIl TOBapy
abo TOCIyrd, a TaKOoX ] 4Yac TOJAJbIIOro cepBicy. Takox 3a3HaAYa€ThCH,
10 KJIIEHTOOPIEHTOBAHWUM MIAX1J CTBOPIOE AOJATKOBY IIHHICTH MIJNPUEMCTBA
32 paxyHOK BHOKPEMJIEHHS MOro cepell KOHKYPEHTIB, SKIi HE MOXYTh
3alIPOINIOHYBATH CIIOXKMBAaYaM TaKi MOCIYTH, AKi Hajae mianpueMcTso [112].

HaiisckpaBiiie KIi€HT-OPIEHTOBAHUM CEPBICHUM MIAXiA MPEACTaBICHUMA
y nocmimkennsx C. Bapro 1 P.Jlam [7/5], axi € BusHanumMu (QyHmaTopamu
CEPBICHO-IOMIHAHTHOT JIOTiKH. ABTOpU [/5] CTBEPIKYIOTh, IO Cy4YacCHUU
MapKETUHI PO3BUBAETHCA B HAMpsIMI BiJ TOBApHO-IOMIHAHTHOI Joriku (good

dominantlogic, GD) no cepBicHO-goMiHaHTHOI Joriku (service dominantlogic,

SD).
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PI3HOMAHITHUX  HAyKOBO-TIPAKTUYHHUX  MIJXOIB

70 TIYMadCHHS MOHATTS «KJIII€HT-OPIEHTOBAHICTh» HaBEACHO B TaOmIl 1.3.

Tabnuys 1.3

[Tinxoau 10 BU3HAYCHHS MOHATTS KJIIEHT-OPIEHTOBAHICTh

ABTOpH

[ToHATTS KIT1€HT-OPIEHTOBAHICTD

IMigxin

13 MO3MIIT cTpaTerii BeAeHHs O13HeCy

['ony6oBchkuit P. [81],
Tummaa H. [180],
Kapeesa 10. [108],
LingR., Yen D.C,,
Myxoptosa O. [136],
Mann 1. [129],

Fader P.[19], Lin S-Y.
[37], Narver J., Slater S.
[42], Saxe R., Weitz B
[53].

Crpateriyauii miaXiJg 70 PO3BUTKY OpTraHi3aiii, KUl
3a0e3rneyvye MiABULICHHS 11 KOHKYPEHTOCIPOMOKHOCTI
1 3pocTanHsi NpuUOyTKOBOCTI. KIll€eHT-Opi€HTOBaHICTH
a0o opieHTaIlis Ha KIIIEHTA — 1€ 1H1IaIis MTO3UTUBHUX
eMOIlill 1 3axBaTy B ICHYIOYHX KIJIEHTIB, 110 BeJe
70 TOBTOPHUX MOKYIMOK 1 3/100yTTSI HOBUX KIJIIEHTIB
3a paxyHOK pEKOMEHJAIlld ICHYIYUX  KJI€HTIB.
3alydeHHs Ta YTPUMaHHS KIIE€HTIB BiI0OYyBa€ThCS
paxyHOK  TIABUIICHHS  SIKOCTI  OOCIyTOBYBaHHS
KJIIEHTIB 1 3aJ]0BOJICHHS iXHIX moTped. Pe3dynbraTamu
i€ cTpaTerii €: JOSUIbHICTh KIIIEHTIB, MNPUOYTOK,
CTAaOUIBHUI TPOIIOBHI TMOTIK, TMIJABUILIEHHS PIBHSA
nepeaoavyBaHOCT TOBEIIHKH KITIEHTIB.

[Tigxim 13 mo3utiii XapaKTepUCTUKH Oi3HECY

Hosgikos O. [140],
Opuak O. [203],
Jlyuxos B. [127],
I'em6mn I1., Ctoyn M.,

KiieHT-0pi€eHTOBaHICTh — II€ XapaKTEPUCTUKA CAMOTO
Oi3Hecy, 10 BigoOpaxae MiClie IHTEpPECIB KJIE€HTa
B CUCTEMI NPIOPUTETIB KEPIBHUITBA 1 BIIACHHKIB.
bazoBuii Habip XapakTepucTHK, M0 (OPMYIOThH

ITpart b., Anbkema B.,
Aprox [O.

Bynkok H. [79], KOPIIOPaTUBHY  KyJibTypy.  [HIIMMH  cloBaMu
Cross V [13]. e K TeHeTHYHWH KOJa opradizamii, ToO0TO HabIp
I[IHHOCTEW, CTBOPIOBAHUM pOKAMH, KOJ, SKUU
HEMOYKJINBO 3MIHUTH 3a KLJIbKa MICSIIIIB,
ajie HeMOXKJIMBO 1 3pyHHYBaTH.
[Tigxim 13 MO3UIlT KIIIEHTCHKOTO TOCBITY
I'macep P., KiieHT-0pi€eHTOBaHICTh — I1€ IHCTPYMEHT YIPaBIIIHHS
[TaTmax 1. [149], CTOCYHKaMH 3 KJII€HTaMH, HAIllJIEHUA Ha OTpUMAaHHS
Egepr C., CTIMKOro mnpuUOYyTKY B JOBFOCTPOKOBOMY TNEpPIOJi,
Anensbaywm C., 0 TPYHTYEThCSI HA TPHOX KPHUTEPISAX: KIFOYOBOI

KOMITETCHIIIT, IbOBUX KJII€HTAX 1 PIBHOCTI ITO3HITIH.
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HaBeneni B Tabmuil TpakTyBaHHS TIOHATTSA  KIII€EHT-OPIEHTOBAHICTH
3rPYMOBAHO B TPH MiAXOH, IO PO3KPUBAIOTH CYTh MOHATTS 3 MO3UIIIi:

1) crparerii BeaeHHs Oi3HECY;

2) XapaKTepUCTUKHU Oi3HECY;

3) xaieraTcbkoro moceimy [90].

Bin xmieHT-OpieHTOBaHOI opraHizaiii motpiOHa, IMo-mepiie, MaHEBPEHICTD,
TOOTO 3MATHICTH 3MIHIOBAaTH CBil TOPOAYKT 1 OI3HEC-POLIECH IIBUIIIE
3a KOHKYPEHTIB, IO-ApPYyre, PO3yMiHHS KII€HTa, IMO-TPETE, THYYKICTh B POOOTI
3 KJieHTaM. HeoOX1JHO 3MIHIOBaTH CBOI IMPOIECH, CTAHJIAPTH OOCIYTrOBYBaHHS
y BIJNOBi/Ib HA TOBTOPIOBAHI MPOOJIEMH, a HE TUIbKU PEaryroTh Ha CKApry KJIl€HTa
B KOHKPETHOMY I1HIMJEHTI. [IpoTe HasBHICTh CTaHAAPTIB OOCIYrOBYBaHHS
Ta BHCOKOI SIKOCTI CEpBICY HE € O3HAKOK KJIE€HT-OpieHTOBaHOCTI. KiieHT-
OpIEHTOBAHICTh — 1€ 3/IaTHICTh OpraHizailii OTPUMYBATH LIHHICTh T4 KOHKYPEHTHI1
nepeBart 3a paXyHOK TJTMOOKOTO pO3yMIHHS 1 €(PEKTUBHOIO 3a/I0BOJICHHS MOTPEO
KIi€HTIB. Jl0 OCHOBHUX €JIEMEHTIB KJIIEHTOOPIEHTOBAHOCTI, BHUKJIAJCHUX
B HAYyKOBIH JiTeparypi [56], BimHOCATHCS:

1) po3yMiHHS KITI€HTA;

2) BUPOIIyBaHHS KYJIbTYPH KJIIEHT-OPIEHTOBAHOCTI — MNPHUIICTIIICHHS
I[IHHOCTEHN Opl€HTAIlli HA KIIIEHTA;

3) HaBYaHHS CITIBPOOITHUKIB TEXHOJIOTISIM B3a€MO/II;

4) MoTHBAIliSl CITIBPOOITHHUKIB, SKi POOJIATH HAHOUIBIINN BHECOK Y KITIEHT-
OpIEHTOBAHICTh OpTraHi3arlii;

5) miarHOCTHKa KIIIEHT-OPIEHTOBAHOCTI — BIJACTEXKYBAHICTh ITOKA3HHKIB
KJIIEHT-OP1EHTOBAHOCTI.

Takum YMHOM, ISl MIANPUEMCTB TOTEIBLHOIO Oi3HECY BKpall Ba)KJIMBO
YCBIAOMJIIOBAJIM MOTpeOU, OUIKYBaHHS Ta 3aJ0BOJICHICTh CBOiX KJi€HTIB. OTxe,
KJIIFOYOBUM TIPUHIIUIIOM KIIIEHT-OPIEHTOBAHOI OpraHizamii € IHHICTh CBOIX
KIIieHTiB. KIlieHT-opieHTOBaHI oOpradizaiii B OyKBaJbHOMY CEHCI BHUPOIIYIOTh
KOPIOPAaTUBHY KYJIbTYPY, 3aCHOBAaHY Ha IIHHOCTI Ta PO3yMiHHI MOTPeO KITIEHTIB.

s 1bOTO PO3POOISIOTHCS METPUKHM Ta 30UpaeThbes 1HGOPMAIlIIO NMPO BpaKeHHS
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KIIEHTIB, X MOTpeOH, BIMHOCHMHAX 3 HUMHU. PO3yMiHHS KIi€HTa — L€ HEOoOX1aHA
CKJIaJ0Ba HAIIUTIOBAHHS BCI€I CHUCTEMH MEHEHKMEHTY Ha 1HIIIATHBH OO
MIJBUIICHHS MPOIYKTUBHOCTI, SKI MOXXYTb MIJBUINUTH 3arajbHy 3a70BOJICHICTb
rocreii. OkpemMol0 CKIaoBOI0 € (DOKYCYBaHHS Ha PO3BUTKY BHYTPIIIHHOTO
KJII€HTA.

OCKIUIBKH CepBiIC € BIAKPUTOIO COIIaIbHOIO CUCTEMOIO, B SIKiM IEHTPAJIbHUM
a KOMYHIKaIiiHI HaCHYCHI1

Cy0’€KTOM € He TpPOCTO JIFOJIMHA, MPOIIECH,

MDKOCOOMCTICHUMH  BIJHOCMHAaMH, TO  PO3PI3HAKOTH  MIKOCOOUCTICHUM

Ta OpraHi3alifHui piBHI KIIEHT-OPIEHTOBAHOCTI. MIXKOCOOUCTICHA KJIIEHT-
OpPIEHTOBAHICTH BCTAHOBIIOETHCS SIK PE3YyIbTAT OKPEMHUX, TOUYKOBHUX B3a€MOJIM
MDK KJII€EHTOM Ta TIEPCOHAJIOM, CEpPBICHUM IMEPCOHAIIOM 1 YIPaBIIHCHKUM
nepcoHanoMm. Toxl K opraHizaliifHUI piBEHb — B1I0OpaXkae LUIICHY CTPATEr4HO
CKEpOBaHy OpTraHi3aliiiHy MOBEAIHKY KIIEHT-OPIEHTOBAHOCTI CEPBICY.
BpaxoByroun [BOICTICTH PO3YMIHHSI KJII€HTA, BUAUISIOTH BHYTPIIIHIO

Ta 30BHINIHIO KIII€EHT-OPi€HTOBAHICTH (puc. 1.2).

Kutienr-
OPIEHTOBAHICTH
roTeJso
v \ 4
BayTpimHs kiieHT- 30BHINIHS KITIEHT-
OpIEHTOBAHICTh OpPIEHTOBAHICTH
v v
¥ ¥ ¥ ¥
f N
Komymnikartii mix Tpancnsis [TposiB M’siKHX Bzaemonist
YIPaBIIHCHKUM T4 KOPITOPaTUBHOI KOMIIETEHT- MIXK TOCTEM 1
00CITyrOBYHOHM KyJIbTYpH LIHHOCTI HOCTEH IIEPCOHAIIOM
MEPCOHAIOM . o
KITIEHTA oprasizarii TOTEJI0
\_ J

Puc. 1.2. ®opMu KIII€HT-OPIEHTOBAHOCTI TOTEIIO
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BHyTpimHs  KITIEHT-OPIEHTOBAHICTh — 1€ OpI€HTAlld MIAIPUEMCTBA
Ha 3aJ0BOJICHHS MOTPeO BHYTPINIHBOTO KIIIEHTA, TOOTO CIIBPOOITHHKA KOMIIAHII.
BHyTpimHIi KIIEHT BUCTYNAa€e SK CHOXXKHBA4Y KOPIOPATUBHUX IIHHOCTEH 1 AyXy
Openay rotemo. OTxke, B TEOPETUUHOMY IUIaH1, BHYTPIIIHS KIIE€HT-OPIEHTOBAHICTh
— 1€ CYKYIIHICTh KOMIIETEHTHOCTEH opraHizailii, SKki 3aBISKH BIAMOBIIHIN
MOTHBAIlli, IIHHOCTAM, YCTAaHOBKaM 1 OCOOMCTHM SIKOCTSM CIHIBpOOITHUKIB
COpPUAIOTH JOCSTHEHHIO Oi3HEec-lJIed ToTento. 3 MPaKTUYHOI TOYKH 30Dy,
BHYTPIIIHA  KJIIEHT-OPIEHTOBAHICTh  BioOpaxkae  SKICTh  KOPIOPATUBHUX
KOMYHIKAIiil MK CIIBPOOITHUKAMH TOTEIIO MPU BUPILIEHH] PI3HUX MPOPECIiHUX
3aB/aHb, SKOCTI B3a€EMOJII MIDXK oOprasizaui€ro 1 crmiBpoOITHUKOM. CTBOpEHHS
KJIIEHT-OPIEHTOBAHOT ~ KYJBTYPH Ta  BHYTPIIIHBOTO  KIIIEHT-OPIEHTOBAHOIO
Cepe/ioBUIIA 3IACHIOETHCSI HA OCHOBI HAaBYaHHS KOMIIETEHIN  KJI€EHT-
OpIEHTOBAHOCTI, IIJTOTOBKM IE€PCOHAy Ta YMPABIIHHSI MPOIECOM KIIIE€HT-
OpPIEHTOBAHOCTI.

30BHIIIHS KIIIEHT-OPIEHTOBAHICTh — 30PIEHTOBAHA HA 3aJI0BOJIEHICTh T'OCTS
SKICTIO HaJaHUX TIOCITYT TOTENIO, 1[0 CTBOPIOE MO3UTUBHE BpaX€HHA Ta (Hopmye
JOSUTBHICTh 70 OpeHay. Opranizailis € KJIIEHT-OPIEHTOBAHOIO JIMIIIE 3a YMOBH
HAsIBHOCTI BHCOKOI 1 BHYTpIIIHBOI, 1 30BHINIHBOI OpI€HTAIll Ha KIIIEHTA.
3a/10BOJICHUI BHYTPINIHIA KIIEHT 3aTHUN CTBOPUTH 3aJI0BOJICHOT'O 30BHIITHHOTO
kiieHTa. [le o3Hauae, 110 KOXKeH CHiBpOOITHUK YCBIIOMIIIOE ce0€ BIJIMOBIAAIBHUM
3a OpeHja, 3a Moro pemyTaiio 1 Hajae KIIEHTOBI IMOCAYTH, IO BiJIMOBIAAIOTH
CTaHJapTaM 1 MpaBwjiaM Kommanii. J[eMOHCTpyBaTH BHCOKI CTaHAApPTH POOOTH
13 30BHIIIHIMHM KJII€EHTAMHA MOKJIMBO TIJIbKM B TOMY BHIAJKy, KOJIM aHAJOTI4HI
CTaHJapTH CIOBIJAIOTHCS BCEPEIMHI KOMITaHIi.

Mu nmoroKyeMoch 13 MO3MINED MIOAO0 PO3YMIHHS KIIEHT-OPIEHTOBAHOCTI
rOTENI0 AK IHCTPYMEHTY YINpaBIiHHS B3a€MOBIJTHOCMHAMU 3 KJIIEHTaMH,
CIIOKMBAYaMH TOTEJIBHUX TOCTYT, CIPSIMOBAHWN Ha OTPUMAaHHS CTa0lJILHOTO
KOHKYPEHTHOTO CTaTyCy B JOBrOCTpOKOBoMy miepiofi [206]. BianoBiaHO IiIbOBUM
3aBIaHHAM € (HOPMYBAHHS JIOSJIBHOCTI KIIEHTIB (3aJ0BOJICHUIN KIIIEHT 30UIBIIYE

qaCTOTy 1 o0car IMOBTOPHUX BaMOBJ'IeHB); SMCHIICHHA BHTpAT Ha 3al1y4YCHHA
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KIIEHTIB, IO JOCATAEThCA e(EeKTOM aJBOKaIlii; CTBOPEHHS YHIKaJIbHOTO
CEPBICHOTO TIPOIYKTY 3 JOJAHOIO CTIIOKMBUOIO IIHHICTIO; OfepKaHHs iH(pOpMAaIii
PO HAIPSIMU MOKPAIICHHS CEPBICY TOTEIIO.

KiieHT-Opi€eHTOBaHICTh TOTENIO BKJIIOYa€E B ce0e 1 SKICTh CepBicy,
1 BHYTpPIIIIHI ~ yCTAHOBKM  KOXXHOTO  CIIBpPOOITHMKA, 1  TMpakTU4HI  ii,
10 peaji3yloThCA IpalliBHUKAMHU Y B3a€MOJIIi 13 TOCTSIMH, 1 MO3HUII0 Oi3Hecy
Ha puHKY. Kii€eHT-OpieHTOBaHICTh O€3mocepenHbO TOB’S3aHA 13 KOMEPIHHUM
ycrixoM oprasizariii. JlociaimKkeHHs T0BOJATh, 10 PiBEHb KIIIEHT-OPIEHTOBAHOCTI
0e3mocepeIHbO KOPENIOE 3 TAKMMH MOKa3HUKaMU SIK JOXOJIHICTh OJHOTO HOMEpa,
3aITOBHIOBAHICTh TOTEIIO, JIOSUTbHICTD KITi€HTIB [121].

[IpoBeneHi DOCHITKEHHS JT03BOJSIOTH JIWTH BUCHOBKY IPO JOLLUIBHICTD
(GopMyBaHHS  KJIIEHT-OPIEHTOBAHOI CHUCTEMH YHPABIIHHS  SAKICTIO  CEpBICY
B NIJNPUEMCTBAX TOTEIbHO-pECTOpaHHOro Oi3Hecy. KirieHT-Opi€eHTOBaHICThH
CEpBICY CIHPAETHCA HA SKICHUM cepBic, aje ¥ BpaxOBye€ BpaXEHHS KIIEHTA,
notpedye crnenudiyHUX oOpraHi3alifHUX KOMIIETEHTHOCTEH: BITUYTTS (3HAHHS
Ta PO3YMIHHS) KJII€HTA, HASBHICTh OpraHi3aIiiiHO KyJIbTYPHU KIIIEHT-OPIEHTOBAHOI
NOBEAIHKA BCEpPEAMHI OpraHizalli, 1o nepeadavyae 3acTOCYBaHHS 1HCTPYMEHTIB
BHYTPIIIIHHOTO MApKETUHTY, CIIOCOOIB peajbHO ICHYIOUOTO CHIBPOOITHUIITBA MIXK
mpalriBHUKaMHU, a TaKOX KOPIMOPAaTUBHOI KYJIbTYypH, fKa BHU3HAYAE CTAHIAPTH
MOBEAIHKA CEPBICHOIO MEPCOHATY, OPIEHTUPHU OpraHi3aliifHUX 3MIH 1 PO3BUTKY.
[{inHicHI oOpi€HTallli, YCTaHOBKH 1 CTEPEOTHIIH, MOTHUBAIlisl, KOMIIETEHTHOCTI
(3HaHHS 1 MOJIMBICTh HABYaHHS) MEPCOHANY, OCOOJUBO CEPBICHOTO MEPCOHAIY
(bpoHT-IEpCOHAT) TOTENIO, BHUCTYIAKOTh 0a30BOI0  CKJIAJIOBOIO  OplEHTAIll]
Ha KJIIEHTA.

Buknanene Buile 103BOJISIE YTOYHUTH TOHSTIHHO-KATEropiaJIbHUM amapar
Teopli MEHEIKMEHTY B YaCTHUHI 3MICTYy TMOHSTTS YIPaBIiHHSI KJIIEHT-
OpPIEHTOBAHICTIO  CEPBICY  MIANPUEMCTB  TOTEIHLHO-PECTOPAHHOTO  Oi3HECY
SK IIUIECTIPSIMOBAHOTO YIPABIIHCHKOTO BIUIMBY Ha (OPMYBaHHS TIO3UTHBHOTO

KJIIEHTCHKOTO JIOCB1Ty Yepe3 MexaH13MHu (hOpMYBaHHS BHYTPIIIHHOI Ta 30BHIITHBOT
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KJIIEHT-OPIEHTOBAHOCTI ~ CEepBiCY  TOTEN0,  aJ€KBATHOTO  IMEPMAHEHTHUM
JUHAMIYHAM 3MIHAM HOTr'0 CKJIAIOBUX.

Otxe, OOOB’SI3KOBUMM CKJIAJIOBUMH KIIIEHT-OPIEHTOBAHOCTI €: KJIIE€HT-
OpI€EHTOBaHA CTpaTeris Oi3HEeCy, ypaxyBaHHS IMOOaXaHb Ta OYIKYBaHb KJII€HTA,
KOPIIOpaTUBHA KYJbTYypa, KIIEHT-OpPiEHTOBAaHE KEPIBHMIITBO, CTpATETis HalMy
nepcoHady, HaBYaHHS CIHIBPOOITHUKIB. TakUM YHMHOM, KIIEHT-OPIEHTOBAHICTH
noJisirae He B HAOOp1 MOCHYr YM I[IHOBIM TOJMITHI, a B XapakKTepl B3aeMOIil
TOTEJIBHOTO TIAMPUEMCTBA 3 KIIIEHTOM: 30BHIIIHIM — TOCTEM Ta BHYTPIIIHIM —

TIEPCOHAJIOM.

1.2. OcobmmBocTi PopMyBaHHS CEPBICHOTO MPOTYKTY TOTEIIO

JIJist yTOYHEHHS MOHATIMHO-KATeTOpi1aJIbHOTO arapara MpoBEJCHO KOHTEHT-
aHaji3 HOPMAaTUBHO-TIPABOBUX aKTiB, LIO0 PETYIIOOTh MJiSUIBHICTE Yy cdepl
TOCTUHHOCTI, Ta HayKOBUX NyOmikariii, 3a pe3yJbTaTaMu SKOTO YCTaHOBJICHO
HAsBHICTh BEJIMKOI PI3HOMAHITHOCTI AYMOK I0oAO0 JediHilii, sika BimoOpaxkae
pE3yNbTaT MISUTBHOCTI TOTEJIB HA PUHKY, TaK 1 TIIyMa4eHHS 3MICTY MOHSTH, SIK1 U
IIbOMY BHUKOPHUCTOBYIOTHCS. YCTAaHOBJICHO HAsBHICTh y HAyKOBOMY OOITy TaKHX
nedinimii sk «rorenmbHa mociyray [102; 128; 142; 153; 155; 205], «mociyra
roctuHHOCTI» [130; 156], «rorempHuit mpomykTt» [125; 130; 131; 148]
(Jomatok A).

VY HopMaTuBHO-TIpaBOBUX akTax [157, 159] BukopucToByeThCS AediHiIisA
«roTeabHAa TOCIyray 1 TIyMauuThes sK Al (omeparili) miaAOpueEMCTBA 3
PO3MIIIIEHHST CIOXKKBaya IUISIXOM HaJaHHS Homepa (MiCIls) IJii THMYacOBOIO
OpOXHUBAaHHS B TOTENI, @ TaKOX IHUIY IISIbHICTb, MOB’A3aHY 3 PO3MIIIEHHSM 1
THMYaCOBUM TIPOXKUBAaHHSAM. B OCHOBI TaHOTO BH3HAYCHHSI 3aKJIaJCHO MPOIICCHUN
migxig (mii (omeparii) MIAMPUEMCTBA) Ta KOMIUIEKCHICTh (OCHOBHa (HaJgaHHS
HOMEpIB) Ta IHINA [ISUTBHICTh MMIANPUEMCTBA, IIOB’Si3aHA 3 PO3MIIICHHIM 1

TUMYaCOBUM l'IpO}KI/IBaHHSIM).
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VY ToOif e "Yac B HAyKOBHX MYyOJiKaIlisX aBTOpaMu HATAIOTHCS 3/1€01IBIIIOT0
OJTHOOTYHI BU3HAYCHHS TOHSTTS «TOTENbHA MOCIyra». 3 TOYKH 30PY MPOIECHOTO
iaXoay 11 po3riisaaaroTh Sk Komiuieke i [99; 205], cykymHicts omepartii [102;
128], nismpHicTs [186], a BIAMOBIAHO 10 KOMITJIEKCHOTO MiIXO0Ty — K KOMIUIEKCHY
CUCTEMY MaTeplalbHUX 1 HeMarepiaibHuX ejaeMeHTiB [155], cykymHicTh
B3a€MOIONOBHIOKOYUX TociyT [102].

Crnig BIA3HAYUTH OCOOJUBICTH PO3IVISY TMOHATTS «TOTEJNbHA MOCITYyTray
3 TOYKU 30py MapKeTUHTY. SIK 00’€KT MapKETHHTYy TOTEJbHY MOCIYTY PO3Tisaac
Kpacuiti [110], mnHaronomyrodn Ha HEOOXiMHOCTI JOTPUMaHHSI TOTEIIMHU
KJIFOUOBOTO TPHUHIIMITY MapKETUHTy — OpIEHTAlllsl Ha CIOXHUBAYiB, MPU IBOMY
3aJI0BOJICHICTh CIOKMBaua BH3HAYAETHCS HUM SIK CITIBBIIHOIICHHSIM OYIKYBaHb
1 peanbHOI0 SKICTIO OTpuMaHOi mociayru. O4eBHIHUM TPU IBOMY € T€, IO IS
OUIBIII TMOBHOTO 33J0BOJICHHSI MOTPEeO CIOXKKBayl 1 BIAMOBIAHOCTI OYIKYBAHHSM,
3aKjiaZaM TOTEJbHOIO TOCIoAapcTBa IMOTPIOHO CHPSIMOBYBaTH 3yCHIUIA Ha
HaJeXXHE MarepialbHO-TeXHIYHE 3a0e3neyeHHss B 3akiafl, (popMyBaHHsA
KOM(OPTHOTO CEPENOBHINA Ta KOHIEHII TOCTHHHOCTI — HOPM Ta IMPaBHI
oOCIyroByBaHHs, fAKi O y CYKymHOCTI (OpMYBalld €IUHY CHUCTEMY HaJaHHS
MOCJIYT 3aKJIaJ0OM T'OTEJIbHOTO TOCTIONAPCTBA BIAMOBITHO /10 OTO PIBHSL.

Pi3HOMaHITHICTh PO3MISIHYTUX MIAXOAIB CBIAYUTH PO PI3HOIIAHOBICTH
MPOLIECIB Ta PE3yJbTATIB JISJBHOCTI 3aKjIaAiB TOTEJIBHOIO TOCMOAAPCTBA LIOJIO0
HaJaHHS TOCIYT, ajleé HaBeJIeH! BU3HAYECHHS MOTPEOYIOTh YTOUHEHHS 3 TOUKH 30PY
ypaxyBaHHs crieli(piYHUX yMOB 1 YHHHHUKIB 3aKJaJiB TOTEJIBHOIO TOCIOApPCTBA,
K1 BITHOCSTHCS 710 0COOIUBO1 chepu AiSTbHOCTI — Chepr TOCTUHHOCTI.

Binbi MIMPOKO TIIyMAyUTbCS TMOHSTTS «IOCIyra TOCTUHHOCTI» B OCHOBI
sxoro aBropu [130; 156] ypaxoByBaiau came 0COOJIMBI XapaKTEPUCTUKU TOTEIBHOT
MOCJIYTH, SIK1 MOB’s13aH1 31 CTBOPEHHSIM OCOOJIMBUX YMOB Ta aTMoc(epu B 3aKJIal,
SK1 pa3oM 13 OCHOBHUMH Ta JOJATKOBUMH MOCIyTaMH TroTeno GOpMyIOTh OB
MO>KJIMBOCTI JJIsl 33J0BOJICHOCTI crokuBada (roctsi rorento). IlommaBchka 1.B.
BKa3y€ Ha CHPSIMOBAHICTh MOCIYT TOCTUHHOCTI Ha 3aJI0BOJICHHS 1HJUBIIyaJIbHUX

MaTepiagbHO-MOOYTOBUX Ta COLIAJBHUX MOTPed 1 HArojourye Ha HEOOX1AHOCTI


http://www.irbis-nbuv.gov.ua/cgi-bin/irbis_nbuv/cgiirbis_64.exe?Z21ID=&I21DBN=ARD&P21DBN=ARD&S21STN=1&S21REF=10&S21FMT=fullwebr&C21COM=S&S21CNR=20&S21P01=0&S21P02=0&S21P03=A=&S21COLORTERMS=1&S21STR=%D0%9F%D0%BE%D0%BF%D0%BB%D0%B0%D0%B2%D1%81%D1%8C%D0%BA%D0%B0%20%D0%86.%20%D0%92.$
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CTBOpEHHS Oe3nmeyHux 1 KoM(pOpTHUX YMOB niepedyBanHs rocts [156]. [Ipu upomy
aBTOP HAroJIONIy€e Ha 1HJIUBIAYAJIBHOCTI Ta PI3HOIUIAHOBOCTI MOTPeO CIIOKHBAYIB,
M0 aKTyali3ye KIIEHTOPIEHTOBAaHWUN TMIAXiM JO OOCIYrOBYBaHHS CIIOKHBAYiB
rOTEIBHUX TMOCYT, SIKUM O3BOJUTH BUSBUTH Ta ypaxyBaTH MOTpeOH, OaxkaHHS,
OUIKyBaHHS CBOiX MOTCHI[IMHUX KITIEHTIB.

Maprienko A.l, Humxantiok O.B., po3rasmaroud MOHSATTS «IOCITyra
TOCTUHHOCTI»,  aKIICHTYIOTh  yBary Ha  JUHaMI4HOCTI  (HEMOCTIHHOCTI)
HeMaTepiaibHOI CKJIamoBoi rorenbHoi nocayru [130], 3miHa skoi y kpamuii Oik
MO>K€ TTOKPAIIUTH SKICTh BPAXKEHHS TOCTS 3aKJIay BiJl 1l CIIOKUBAaHHSA, 1 HABIAKU.
[Ipote, BBakarouM KJIOYOBUMH JIMIIE BUKOPUCTAaHHSA 3aco0lB BUPOOHUIITBA
Ta J0OPO3UUIMBE BIAHOMIEHHS, 3HAYHO 3BYKYIOTh MOJIUBUI HaO1p IHCTPYMEHTIB
BIUIMBY Ha 33JJ0OBOJICHICTh T4 BPaKECHHSI.

Cnmig 3ayBaKuTd, IO  KpIM  MOCIYr, Kl  XapaKTEPHU3YHOThCA
HEMaTepialbHICTIO, 3aKJIaJ1 TOTEJIBHOTO TOCIOIAPCTBA HAAI0Th MEBHUMN TMEPENTiK
MaTeplalbHUX TOBapiB, HEBIIPUBHUX OJMH BIJl OJHOrO. YPaxoOBYIOUH
KOMITJIEKCHHM XapakTep, a caMe B3a€MOTIOB’si3aHe CIIBICHYBaHHSI HEMaTEPiaJIbHOI
1 MaTepiaJIbHOI CKJIQJ0BOi, OUIBIII KOPEKTHUM BBa)XKA€EMO BUKOPUCTAHHS TMOHSTTS
«TOTENbHUM NPOAYKT» — K ClieHU(PIUHy IHTErpoBaHy GopMy (CUCTEMY), IKY BOHU
Ha0yBalOTh HA PUHKY.

Anamizyroun migxoau HaykoBmiB [125; 130; 131; 148] nmo po3ymiHHA
MOHATTS. «TOTEJIIbHUM TPOAYKT» TaKOX BHSIBIECHO HEOJHO3HAYHICTh JAYMOK 1
norssiaiB. O. OmaHamryk B3aradi OTOTOXKHIOE TOHSTTS, BU3HAUAIOUU «TOTEJIHHY
MOCIIYTY» SIK MPOAYKT TOTEJBHOI 1HIYCTPii, 0 BUCTYMAE OCOOJMBUM 00’ €KTOM
MINPUEMHUITBKOT JISTIBHOCT] MIANPUEMCTBA TOTEJIBHOTO TOCIOJApPCTBA II0JI0
3aJIOBOJICHHS 0COOMCTHX moTped cmoxuBauiB [142]. VYV Takiii pemakimii Tou
KOMIUUIEKCHUM TPOAYKT, SKHW NPOINOHYE 3aKjaJ TOTEIBHOIO TIOCIOAApCTBa,
BUCTYIA€ HE MPOCTO 00’ €EKTOM I AMPUEMHUIIBKOT TISITBHOCTI, @ 00’ €KTOM TIPOJAKY
Ha PUHKY, IPOTE HE PO3KPUBAE CIIEUUPIKU.

Posrasgatroun iHOI MIAXOAM 1O PO3YMIHHSI TOHSITTSI «TOTEIbHUM MPOLYKT»

YCTaHOBJICHO, 1110 aBTOPU MarTh a0COJIOTHO Pi3HI AyMku: I'. MyHiH po3rismae
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HOTrOo SIK pe3yNbTaT AiSTILHOCTI roTeapHoro mianpueMctsa [125]; B. JIyk’ssHOB — sk
pe3ynbTaT B3aEMO/IIi TOCTUHHOTO Oi3Hecy Ta kiieHTa [125]; A. [lapdinenko Ta iH.
JOTPUMYIOTBCSL  TyMKH I0J0 0araroacnekTHOCTI TOTEIbHOTO  IPOIYKTY,
PO3KpUBAOYM MOTO OJHOYACHO SIK CYKYNHICTh YMHHUKIB Ta PE3yJbTAT B3a€MO/IIi
[148]; . Mamexa, C. bypuili BBaXarOTh TOTEIbHUI MNPOAYKT CYKYHHICTIO
CIIO’KMBYOI BapTOCTi, IO BHUPAKAETHCS Y KOHKPETHUX TOTEIBHUX 1 KypPOPTHHUX
npoaykrax [131]; A. Maprienko, O. JIMIIKaHTIOK 3BOASTHh TOTEILHUN MPOAYKT 10
komruiekcy nociyr [130].

3aCHOBYIOUHCHh Ha TOHSTTIX €KOHOMIYHOI TEOpii, MPOAYKTOM BBaXKAETHCS
pe3ynbTaT AiSUIbHOCTI, MIPOTE 3 MAPKETUHTOBOI TOYKU 30pYy MPOAYKT — II€ BCE T€,
0 MOKE MPOMOHYBATHCS HA PUHKY JUJISl MPOJAXKY, TOMY BU3HAUECHHS TMOHSATTS
«TOTEIILHUIA MPOIAYKT» € OUTBII MIMPOKUM, HI’K TTIOHATTS «TOTEJIbHA MTOCITYTa), BOHO
Ma€ KOMIUIEKCHO XapaKTepu3yBaTH EKOHOMIYHY, PEUOBY, CIIOKHBYY MPUPOIY,
TOBapHY (hopMy, 3aBASKH SIKHM MOXKYTb 3aI0BOJIBHSATUCS TOTPEOH CIIOKUBAYIB.

[lincymoByrour  HaBe[€HI  MIPKyBaHHS Ta  MPUBEACHI  MIAXOAH
JI0 BU3HAYEHHS TOHSTTS, KOHCTATyEMO, IO TOTEIbHUN MPOIYKT MAa€ HACTYIHI
0COOJIMBOCTI:

— IHTETpy€e MaTepiaibHy Ta HeMartepiaiabHy popmy;

— 3a0e3Meuy€e B3a€EMOJIII0 YYACHUKIB MPOIECY HAJAHHS Ta CIIOXUBAHHS
IIOCIIYT TOTEJII0 Ta BU3HAYAE 11 pe3yJIbTaT;

— CTBOPIOE YABJICHHS MPO OCOOIMBOCTI MISUIBHOCTI B TOTEJNI, BUCTYIAE
THIUKATOPOM SIKOCTI IMOCIYT JIJIS CTIOKHBAYIB;

— 0a3yeThCs Ha MaTepiaIbHUX, TEXHIYHUX, JIOJCHKUX, 1H(MOpMAIiHUX,
YaCOBMX Ta IHIINUX YMHHUKAX JISVILHOCTI TOTEIIO 3 HaJaHHS KJII€EHTaM OJar;

— BUpOOJIEH] Y MEBHOMY NMPUPOJHOMY 1 CYCHUIBHOMY CEpeIOBUIIl 1 HasBHI
y BU3HAUEHUH MepioJ] yacy, 110 3yMOBIIIOE JIXKepesia 0COOIMBOCTEH, BIIMIHHOCTEN
rOTEeJIIB OJIMH BiJ] OJTHOTO Ta KOHKYPEHTHHX IepeBar.

Hasunosa O.YO., Ycina A.l, Cerena [.B. moninsitoTh rOTENbHUA MPOTYKT

Ha MarepiajibHI MOCIYTH, Ha3UBalOYM iX TBEPAUI MPOIYKT, 1 HA HeMaTepialbHi,
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Ha3uBarO4M iX M skuil mpoaykt [86]. Ciig morogutvcs 13 aBTOpaMH TaKOIo
M1X0/y, Y TOMY 1110 TBEpIUH MPOIYKT Ma€ KOPOTKOCTPOKOBHM BILJIUB, & M’ SIKUNA —
JIOBTOCTPOKOBHH, Y CYKYITHOCTI BOHH BEAYTh O MPUUHSATTS PIIICHHS MPO KYMiBIIO
Ta COPUUHSTTS SKOCTI CIIOKMBadeM. Y 3B’S3KY 3 IIMM Ta YpaxOBYIOUM HaBEJICHI
BUILIE OCOOJIMBOCTI TOTEIBHOTO MPOIYKTY, s (OpPMYBaHHS JIOBFOCTPOKOBOT
B3a€EMOIII 3aKJay TOTEIBHOTO TOCTOJApPCTBA 31 CIOKMBAadyaMU MPIOPUTETH
YOpaBIiHHS MarOTh 3MillyBaTuca y OIK M’SKUX HOpoaykTiB. Hesix’eMHOIO
Ta BaroMor CKJIAJ0BOIO TOTEIHLHOTO MPOIYKTY € MPOIeC 0OCIyrOBYBaHHS, TOMY
OBII KOPEKTHO Ha3MBaTH MOr0 CEPBICHUM MPOAYKTOM TOTedt0. ToMmy
aJICKBaTHOIO KOHIICMINEI0 YIPaBIiHHSA B TOTENbHIN 1HIYCTpli € CepBICHUM
MEHE[KMEHT.

Crnin BI3HAYUTH, 10 MaTepiaibHa (opmMa TOTEIBHOTO MPOIYKTY € OUIbII
MEHIII CTajiol0, 3MIHIOETHCS PIJIIC 1 MPOMOHYETHCS MailKe OJIHAKOBOIO JJISl BCIX
CIOXKMBauiB  (Au3aiiH  HOMeEpy, MeOJll, TEeKCTWIb, OuIM3Ha, MO0yTOBa
T€ CJIEKTOpOTEXHiKa, ©Oap B HOMepi, OaceilH, CHOPTUBHMUIA 3al1 TOUIO),
a HemaTepialibHa CKJIaJJ0Ba — CEpBICHA, siKa 37e0UTbIIOro (opMye BpakKeHHs, BOHA
MIHJIMBA Ta HEBU3HAYCHA, MOXKE CYTTEBO NH(EPEHIIIFOBATHCS BiJ OJTHOTO KJIIE€HTA
JI0 1HIIIOT'O, 3MIHIOBATHCS NPOTATOM J100M, Ha HET MPUXOJAUTHCS 3HAYHA, a B JIESTKUX
BUMAJKaX HaBITh OlIbIIAa YACTKA TOTEJILHOTO MPOIYKTY, YUM BUIIE PIBEHb TOTEIIO,
THUM CYTTEBIIIOI0 € HEMaTeplajabHa CKIAJ0Ba rOTEIHHOTO MPOAYKTY.

YpaxoByrouu 3pOCTaHHS POJIi €JIEMEHTIB OOCIyrOBYBaHHS B TOTEILHOMY
MPOJYKTI, TTPOTIOHYEMO TIOHSTTS «CEPBICHUN TPOIYKT TOTEIIO», CYTHICTH SIKOTO
PO3IIIAIAEMO SIK KOMIUICKCHY TOCITYTY, HaJlaHHS SIKOT Tiepeidavac mijieCrpsiMOBaHe
KJIIEHT-OPEHTOBAHE OOCIYrOBYBaHHS, B TMPOIECI SIKOTO  3aJ0BOJIbHSIOTHCS
IHAUBIyalbHI 3amuTu (3a0araHku, MPUMXHU) TOCTS (-€il), TPU I[OMY 3yCHILISA
CIPSIMOBYIOTBCSI Ha OpTaHi3allif0 Ta HaJaHHS BHCOKOSKICHOTO CEPBICY 3 METOIO
3a0€e3TeUCHHS IIEPEeBEPIICHHS 0JICPKAHOTO Pe3yIbTaTy HaJl OUiKyBaHUM.

Ockinbku cepBic mepeadadae 00OB’S3KOBY HASBHICThH I[UIECTIPSIMOBAHOTO,
TEXHOJIOTIYHO 3a0€3MEeYEeHOro MpoIlecy OOCIYroByBaHHS, IO TIPYHTYETHCA

Ha MpodeciiiHiii MATrOTOBLI MEPCOHANTy, YITKMX METOAaX MEHEIKMEHTY
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(ynpaBiiHHs1) Ta 000B’s3Kk0OBiM edexTuBHOCTI [133], cepBiCHUI NPOIYKT TOTEIIO
CKJIaJIAa€ThCsl 13 CYKYMHOCTI CKJIaJIOBUX, IHTErpallis sSKUX 3a0e3reuye KiHIEBHM
pe3ynbTart.

VY3aranpHIOIOYM HAYKOBI TIpari BiTum3HAHUX YyudeHux [83; 175] momo
YUHHHKIB, SIKI 3a0e3MeuyloTh SKICTh MOCAYr Ta OOCIYyrOBYBaHHS B TOTENbHIN
IHIYCTpii, BUSBJIICHO, IO HaW4acTillle BiA3HAYAIOTHCA HACTYIIHI TPYNH: CTaH
MaTepiaTbHO-TEXHIYHOT ~ 0a3u; BHUKOPUCTAHHA  MPOTPECHBHUX  TEXHOJOTIH
oOcITyroByBaHHs, piBeHb KBamidikallii, mpodeciiiHol MATOTOBKK Ta KOMIICTCHIII1
O0OCITyroByHOYOT0 TMEpCOHaNTy; 3alpOoBa/PKCHHS Ta JOTPUMAaHHI BHYTPIIIHIX
CTaHIapTiB OOCIYroByBaHHA. Y IIJIOMY JOTPUMYIOYHCh TakKOTO IMIIXOAY,
BBAKAEMO 3a HEOOXIJHE YTOYHWUTH, II0 HE JIMILIE TEXHOJIOTii OOCIyroByBaHHS
3a0e3MevyIoTh SIKICTh HaJaHHS TOTEIbHOI MOCTYTH, a BECh MPOLEC SK CKIATHHM,
OpraHizallifiHUil MexaHI3M, SKAW OO0 ’€AHye€ TEXHOJIOrll B pI3HUX AaCHEeKTax
JISUIBHOCTI  3aKJIaAy TOTEJIbHOTO TOCIOAAapCTBa, TOMY OKPEMOKO CKJIAZOBOIO
BHU3HAYEHO «mpouec». KpiM Toro, B yMOBax KOHKYpPEHI[li 3a CIOXHBayiB Ha
BITUYM3HSIHOMY PHHKY TOTEJBHHUX IMOCIYT HE JIUIIE CTaHAApTH OOCITYyrOBYBaHHS
3YMOBIIIOIOTH 33JJ0OBOJICHICTh T'OCTS, (OPMYIOTh HOr0 Bpa)KEHHS Ta CTaBJICHHS /10
TOTENI0, 3pOCTae poOJIb HEMaTepialbHUX aKTHUBIB 3aKjiaay PECTOPAHHOTO
roCroAapcTBa, SIKi pa3oM 3 MpaBUJIaMU Ta MPUHIMUIIAMH TOCTUHHOCTI (POPMYIOTh
KOMIUIEKCHY CKJIa/IOBY «IHCTUTYTH TOCTHHHOCTI».

VY 3B’53Ky 3 HaBEJIEHUM Cepel KIIOUOBUX CKIIAJJOBUX CEPBICHOIO MPOAYKTY
rOTeI0 BUAUISIEMO MaTeplabHO-TEXHIUHY 0a3y, MepcoHaj, Ipolec Ta iIHCTUTYTH
TOCTUHHOCTI. 3aCHOBYIOUHCh Ha MAapKETMHTOBOMY MiAXOAl JI0 TOBapy, KU
0a3yeTbcsi Ha TphOXpiBHEBIM Mozem (1 piBeHb — sagpo TOBapy, abo ToBap
3a 3a7yMOM; 2 pIBEHb — TOBAap y pEaJbHOMY BHKOHaHHI, 3 pIBEHb — TOBap
3 MIAKPIMJICHHSM), 3alpOINIOHOBAHO MOJICNIb CEPBICHOTO MPOAYKTY TOTEIIO

(puc. 1.3).
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Puc. 1.3. PiBai (Mozenbp) cepBiCHOTO MPOTYKTY TOTEIIO

Moro sapoM BH3HAYEHO MaTepiaibHO-TEXHIUHy 6a3y, SKa € CTATHYHOKO
CKJIAJ0BOIO JOCHUTHh TpUBAJIMWA 4Yac, a JpPYrud Ta TPeTid pIBHI YTBOPIOIOTH
JUHAMIYHI CKJIQJ0BI — TMEpCOHal, MpPOIeC, IHCTUTYTH TOCTMHHOCTI (TpaBuIia
Ta TPUHIMIN OOCIYroBYBaHHS), BIANOBIAHO. SKIO MaTepiaibHO-TEXHIYHA 0aza
3a0e3neyye OCHOBHY TMOCIYTY — 3aJ0BOJICHHS TMOTpeOM y THUMYAacCOBOMY
pPO3MIIlIEHH], TO JMINE IMiJ 4Yac 3AIHCHEHHS oIepamiii 3a ydyacTi0 MEepCOHaTy
B110yBa€ThCs MpOIeC OOCTYrOBYBaHHSA. Y CYKYITHOCTI 3 MaTepiaJbHO-TEXHIYHOIO
0a3010, mepcoHan Ta mporec (GOPMYIOTh TOTEIBHUN TPOIAYKT. Y CBOIO HEpTy,
IHCTUTYTH TOCTHHHOCTI CHpsSMOBaHI Ha (OpPMyBaHHS CEPBICHOI CKIJIAJIOBOI,
MIJBUIIYIOTh CHOXXUBYY IIHHICTh TOTENBHOI mMociayru. BoHu BimoOpaxaroTh

KOHIEMI[II0 TOTEI0, HOro MICilo, MPIOPUTETH, MIHHOCTI W MPHUHIUIN
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OOCIIyroByBaHHS, SIKI Yy CYKyOHOCTI 3 MaTeplajJbHO-TEXHIUHOIO 0a30io,
NEPCOHAJIOM Ta  TPOLECOM  YTBOPIOIOTH  CEPBICHHM  MPOAYKT  TOTEJIO
1 3a0e3meuyroTh 3aJ0BOJICHICTh T'OCTS, PIBEHB SIKOI 3aJIeKUTh BiJ BIAMOBITHOCTI
KIHIIEBOTO PE3yJIbTaTy HOTO OUiKyBaHHSIM.

Takum 4MHOM, 3aIPOIIOHOBAHA MOJIEINIb CEPBICHOTO MPOIYKTY BIIPI3HIETHCS
CIUJIBHICTIO MaTepilalbHO-TEXHIYHOI 0a3M, TEXHOJIOTTYHUX IIPOIIECIB, MEPCOHAITY,
IHCTUTYTIB TOCTUHHOCTI, Kl y CYKYIMHOCTI YTBOPIOIOTh OUIBII BUCOKY CIIOXKHBUY
IIHHICTh 1 37aTHI 3a0e3MeYMTH OYIKyBaHY CIIOKMBAaYeM SKICTh, (hOpMyBaTu
BpaXXEHHS y KJI€HTIB, BIUIMBATH Ha iX NpUXUIbHICTh. KOXKHa 13 CKIIaOBUX MOJIEN]
CEpPBICHOTO TMPOAYKTY TOTEII0 SBISE COOOI0 KOMIUIEKCHY KOHCTPYKIIIIO,
gKa 1HTErpye y €001 CYKYIHICTh aTpuOyTIB, SKI BIUIMBAIOTh Ha KOHIICTIIIO
Ta KaTeropilo roTeilto, a iX peaJlbHUi CTaH Ta YIPABIIHHA HUMH — Ha PIBEHb
KJIIEHT-OPIEHTOBAHOCT1 CEPBICHOTO TMPOJYKTY. 3HAYHUW TMEpeliK YUHHUKIB,
0 HAa HUX BIUIMBAIOTh BHMAarae JjeTaiizalii Ta cucTeMarusalli MnapamerpiB
CKJIQIOBUX CEPBICHOTO MPOYKTY TOTEJIIO.

['otens y 3aragbHOMY BUIJISAL SIBJISIE COOOIO CKJIQAHHMM TOCHOJAPCHKHIMA
Ta MalHOBUN KOMIUIEKC, TOMY CaM€ MaTepiaJbHO-TEXHIYHA 0a3a BUCTYMA€E SIPOM
CEpBICHOIO TNPOAYKTYy roTento. Bona 3abe3nedye HaJaHHS  KOMIUIEKCY
pPI3HOMaHITHUX TMIOCIYT, a ii cTraH ¢opMye piBeHb KoMmdopTy Ta 3abe3nedye
BIJIOBIJIHY SIKICTh OOCIIyTOBYBAaHHSI, TOMY BUCTYNAa€ YAHHUKOM, KWW HaHO1IbIle
BIJTUBA€ HA KaTEropito rorento. PiBeHb MarepiaabHO-TEXHIYHOT 0a3 3aJIeKUTh
B/l CcTaHy OYJIBJi, Cy4aCHOCTI CIIOPYJU, HOMEPHOTO (OHY, PIBHS Ta CYy4aCHOCTI
MeOiB, TOOYTOBOi TEXHIKH, €JIEKTPONPUIIAAiB, BHUKOPUCTAHUX O300HHMX
MaTepiajgiB TOIIO, a TaKOX I1HXXEHEPHO-TEXHIYHOI CHCTEMH, SKa 3abe3nedye
CJIEKTPOTIOCTAYaHHs, OCBITIICHHS, XOJOJHE W  Tapsde  BOAOIMOCTaYaHHS
1 KaHaJi3aIliio, OmaJieHHs, KOHIUIIOHYBAaHHS, BEHTUJISAIIIIO TOIIO.

MarepianbHy CKJIQJIOBY CEPBICHOTO MPOJIYKTY TOTEIIO0 3HAYHOIO MIipOIO
XapaKTEepU3y€e PO3BUHYTICTh 1HPPACTPYKTYpPH, 30KpEMa CIHOPTUBHOI, 0310POBUOI,
JIJI0BOi, TOProBOi Ta 1H(PPACTPYKTYpH pPO3BaAr, BiJ SIKUX 3aJI€KaTh MOMKIHUBOCTI

HaJlaHHs JTOAaTKOBUX Mochyr. OcoOnuBy pojb Bijirpae 0Jiaroyctpii tepurtopii
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roTeNo, MpHU I[bOMY Ha HWOTO PIBEHb BIUIMBAIOTh HASBHICTh BJIACHOI MAapKOBKH,
il 3py4HICTh, JOCTATHICTh MAapKyBaJIbHHUX MICIlb, HAsBHICTb Ta OOJAIITYBaHHS
JUTSYOr0 MaljaH4MKa, MapKOBOi 30HH, MICIb JUISl BIJMOYMHKY Ta MPOTYISTHOK;
YUCTOTA MPUJIETIIOI TepUTOpIi Ta 1 opopMIIeHHS, BAKOPUCTAHHS MPHU IIOMY >KMBHX
KBITIB Ta JEPEB, CKYJBIITYpP, KPEATUBHOCTI JJAHAIIAPTHOTO AU3aitHY TOIIO.

MarepianbHO-TEXHIYHY CKJAJOBY CEPBICHOIO MPOAYKTY TOTEII0 TaKOX
XapakTEepU3ye  MICIe  pO3TallyBaHHS, SK€  BIAHOCHTBCS 7O  OJHIET
3 KiIacu(iKalifHUX O3HaK, IO BIUIMBAE HA THUI TOTENIO, MOr0 KOHIIEIIIIO.
Big #ioro ocoGnuBOCTEN 3alie’kaTh TPAHCIOPTHA JOCTYIIHICTh, ApXITEKTYpPHO-
JaHAIAQTHI MOXIMBOCTI Ta €KOJOTIYHI XapakTepucTUkd. [ligBUIIEHHIO
CIOKHUBYOI IIIHHOCTI CEPBICHOTO MPOAYKTY TOTEN0 CHPHUATUMYTh OJIU3BKICTh
70 TEHTPY MiCTa, TPAHCIOPTHHUX PO3B’SI30K, aCpOMOPTY, BOK3aliB. UMHHHKH,
0 XapaKTepU3yITh MICIE pO3TalTyBaHHS T'OTENIO, € TOCTIMHUMH 1 HE3MIHHUMH,
BJlaJie TPEACTABJICHHS IX TMepeBar s TMOTEHIIMHUX CIOXKMBA4diB J103BOJIUTH
MIJBUIIUTH CIIOKUBYY IIHHICTH CEPBICHOTO MPOJYKTY TOTEIIO.

Y cykymHOCTI  KOMGOPTaOCNbHICTh,  OCHAIIEHICTh,  PO3BHUHYTICTH
1H(GpacTpyKTypH, OnaroycTpiif, Miclle pO3TalllyBaHHSI €  [apamMeTpamu
MaTepialbHO-TEXHIYHOI CKJIaJJOBOI CEPBICHOTO MPOMYKTY TOTENI0, KOXKEH 3 SIKUX
XapaKTEPU3y€EThCS IEBHUM HAOOpOM aTpuUOyTiB.

VYpaxoByrouu crienidiky CEpBICHOTO MPOAYKTY TOTEIIO sIK HEeMaTepiaIbHOTO
MPOJYKTYy, MOro HaJaHHSA TIOB’SI3aHO 3 CYKYIHICTIO il Ta omepari,
K1 YTBOPIOIOTH MPOLIEC, 110 CKIIAJAETHCS 3 HAOOPY TEXHOJIOTH, K1 BAKOHYIOTHCS
y TEBHIM MOCIIIOBHOCTI 1 3aJIEKHO BiJl omepalid Ta 3aBAaHb NepeadadaroTh
BUKOPUCTaHHI BIAMOBIAHOTO HAOOPY 3ax0JliB, METOMIB Ta IHCTPYMEHTIB.
OOcnyroByBaHHs y  TroTenbHid  chept  3abe3neyyerbcs — CKIAAHOIO
Ta 6aratodyHKIIOHATHFHOK CHCTEMOIO MPOIIECIB, TOMY TIpPOIEC, SK CKJIaJ0Ba
CEpBICHOTO TMPOAYKTY, TaKOXX KOMIUIEKCHUH MmapaMeTp, Crenudiky sSKoro
3YMOBIIIOIOTh Yac Ta TEXHOJIOTI].

Y cdepi mocayr wac € ogHUM 13 TapaMmeTpiB, SKUM BU3HAYA€ PIBEHb

Ta SKICTb OOCIYyrOBYBaHHS 1 BIUIMBA€ Ha 3aJ0BOJICHICTh CIOXKHUBAYiB. Y TOTEl
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JAHUW TapaMeTp XapaKTepu3ylTh Taki aTpuOyTH SK IIBUIKICTh pearyBaHHS
Ha 3alHUT KII€HTa, CBOEYACHICTh OOCITYyroBYBaHHs, ONEPATUBHICTh HAaJaHHS
MOCIIYT, 3pPYYHICTh Hacy pobotu ciayx0 rortemto. Ilepiie BpakeHHS TOCTS
PO pIBEHb OOCIYrOBYBaHHS B roTeii (pOpMyeThCs y MpoLeci MepIIoro eTamy —
peectpamii Ta OGQOpPMIICHHS TMPOXKUBAHHS, TOMY JYXE BaXKIWBO IIBHUIKO
OpraHizoByBaTh Ta 3JIMCHIOBaTH JaHuil mpouec. HactymHuMm BaxxiIuMBUM
YUHHUKOM 3aJI0BOJICHOCTI TOCTSl TOTENI0 € OINEpPaTUBHICTb HAJAHHS IMOCIYT,
YUM MEHIIUM Yac OYIKYBaHHs, TUM OUIbII 3aJ0BOJICHUM OyJie TICTh, TOMY
y KOHTEKCTI MpOIECY Ba)JIMBO HAa BHCOKOMY pIiBHI HAaJaroJAWTH OIEpaliiHy
JISUTBHICTD MO0 OOCIYyrOBYBaHHSI TOCTEH. YPaxoByIOUH, 110 Y TOCTEH TOTEIIO
MOXXYTh BUHUKATH Pi3HI MOTpeOM y TMpolleci MPOKUBAaHHS, 1HOJI HAaBITh, Taki
3aJJOBOJICHHS SKMX HE Mepen0adeHo MmepesikoM OCHOBHHUX Ta JOJAaTKOBUX MOCTYT,
ajsie HeoOXITHO 3a0e3MeYUTH IIBUIKE pearyBaHHs Ha OY/b-AKi 3alUTH TOCTS,
3aJI0BOJICHHSI SIKUX JIO3BOJIUTh 3HAYHO IMIJBUIIUTH PIBEHb KIIEHT-OPIEHTOBAHOCTI
CEpBICHOTO MPOAYKTY TOTEITIO.

OcHOBY TIpoI1IeCy, SIK CKJIQJIOBOi CEPBICHOTO MPOAYKTY, CKIAAa€ TEXHOJOT1SA
TOCTUHHOCTI, MiJ SIKOI0 PO3YMIEMO CYKYIHICTh MPOLEAYpP, KOHKPETHUX J1i 00
HAJlaHHS OCHOBHOI TOCITYTHM PO3MIIICHHS Ta JOAATKOBUX MOcCiyr. TexHomorii
oOCIyroByBaHHsS y TIpoIlleCi HaJlaHHA TIOCIYTHM PO3MIIIEHHSI Tiependavae
OpraHizalil0 HACTYNMHHMX MpPOLECIB: OpOHIOBaHHS; NPUIOMY Ta PpPO3MIILIECHHS
rocrei, 00CIyroByBaHHS Y HOMEpPAX; PO3PAXYHKIB 3 TOCTSIMHU, TOMY KIIFOUOBY POJIb
BIJIIFPA€ TEXHOJIOTIS Ta OpraHi3auis NpuioMy-pO3MILIEHH-BHI3y TOCTEH.

B sapi cepBiCHOrO MpPOJYKTY TOTENO — OCHOBHA IMOCIyra 3 TUMYacOBOIO
PO3MIIIEHHS, TOMY 3aJ0BOJICHICTD TOCTS 37e01IBIIOr0 Oy/e 3ajekaTH Bia PiBHA
Ta SKOCTI OOCIYrOBYBaHHS B KUTJOBIA YacTHHI roTeito. BiqMIHHICTH HaJaHHS
OCHOBHOI TIOCIIYTH XapaKTepU3YEThCS OOOB’SI3KOBICTIO TMPOIIECIB, IO BHMAarae
HaJIaro/PKCHHS MEXaHI3MIB OpraHizallii Ta 3/1CHEeHHS MOBHOTO CIIEKTPY OIepariini
Ta il epcoHaty, nepeadadeHrux OCHOBHOIO MOCTYTO0.

VYpaxoByroun 3HAUHUN BIUIMB Ha COPUUHATTS CEPBICHOTO MPOIYKTY TOTEIIO

YUCTOTH Y TOJIOBHUX TMPHUMIIICHHSAX Ta KIMHATI, OCOOJMBY pOJb BIAIrParOTh
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KJIIHIHTOBI ~ TEXHOJOTIi, SKI MepeadavyaroTh BUKOPUCTAHHS  CIHEI[iabHOTO
oOnagHaHHSA,  IHBEHTapr, MHUIOYMX  3aco0iB, a  TaKoX  3allydeHHS
BUCOKOKBaMi(iKOBaHOTO  MpodeciiiHO  MIATOTOBJICHOTO  IEpCOoHalTy, IO
y CYKYNHOCTI BIUIMBa€ Ha MpodeciiiHICTh MpuOHpaHHs HpuMilieHb. Bix piBHsA
SKO1, 3 OJTHOTO OOKY, 3aJICKHUTh SKICTh IPUOMPAHHS 1 CAHITAPHO-TITIEHIYHUMN CTaH
HOMEpIB 1 MOMEIIKaHb, a 3 1HIIOTO — YMOBH ISl 30€peKEeHHS 1 MiATPUMAaHHS
HAJIe)KHOTO CTaHy MeOJIiB, YCTaTKyBaHHs, 03/J00TI0BAIbHUX MaTepiajiB TOLIO.

VYpaxoByrouu, 1o roteiab — 1€ 3aci0 pO3MIIICHHS, 10 HaJa€ KOMIUIEKC
MOCJIYT, CEPBICHUU TMPOAYKT XapaKTEPU3YIOTh TEXHOJOTIl OO0CTyroByBaHHS,
[0 BUKOPUCTOBYIOThCSL M TIJI 4Yac HaJaHHSA JOAATKOBUX MOCHYr (TOOYTOBHX,
XapuyBaHHS, TPAHCIOPTHHUX, PO3BAXKAIBHUX, CIOPTUBHHUX,  O3J0POBYHX,
eKCKypciiHux Toio). CaMe OAAaTKOBI MOCIYTH 3[aTHI IMIJBUIIUTH CIIOXKUBYY
IIHHICTh  CEpPBICHOTO TPOJYKTY, BOHH 3a0€3MeuyloTh WOro IUICHICTh
Ta KOMIUIEKCHICTh Yy CHPUMHSTTI CIIOKMBayaMU, TOMY OpraHizaiis iX HaJlaHHS
3a0e3nedye SIKICHI XapaKTEPUCTHKU CEPBICHOTO NPOAYKTY. Y 3B’A3Ky 13 LUM
TEXHOJIOT1i 00CIyrOBYBaHHS y Tpolieci HaJAaHHS JOJATKOBUX MOCIYT € HE MEHII
BAKJIMBUMH, HIXK y MPOLIEC] HATAHHSI OCHOBHUX TOCIIYT.

Cepen atpuOyTiB TEXHOJIOT1H TOCTUHHOCTI CJI1JT BUAUTHTH B3a€EMO/IIIO CITYKO
roTeNo, SKi 3a0e3MeuyloTh TEXHOJIOTIYHUN IMKJI BUPOOHWIITBA Ta HaJAaHHS
cepBICHOr0O MpoaykTy. OCHOBHMMH 3 HHUX € aJMiHICTpalis, ciayx0a npuiiomy
Ta PO3MIIIEHHS, TOCOJapChKa, THKEHEpHA, O€3IeKH, KoMepIliiiHa (MapKETHUHTY)
Ta 1HII, IO 3aleKUTh 3AEOUIBIIOTO BIJ PO3MIPY TOTEII0 Ta OCOOJUBOCTEH
NPONOHOBAaHUX mochayr. KOXHUN CTPYKTYpHUH MIAPO3/A1I BHUKOHYE MEBHHIMA
MepeTiK B3a€EMOIIOB si3aHUX (DYHKIIIH, TOMY BiJ HaJIaro/KeHHs 1H(GOpPMAIIHIX
MOTOKIB Ta 3BOPOTHOTO 3B’SI3KY, B3a€EMOJIl MPAIlIBHUKIB PI3HUX CIYXKO,
3JIar0JPKEHOCTI, Y3TOXKEHOCTI iX Jii, 3ayie’KaTuMe KiHIIEBUN PE3YJIbTAT, B/l IKOTO
3aJIeKUTh 3arajbHe YSIBJICHHS TOCTS TPO CEPBICHUM TMPOAYKT TOTEIIO
Ta 3a0BOJICHICTH HUM.

VYce OuIblll BaXXJIMBUMHU B Cy4yaCHUX YMOBax Ui CIHOXXHBAdiB IOTEIbHUX

nociayr € Oe3neyHicTh mepeOyBaHHS, 30epeXeHHS O0COOMCTOro  MaiHa
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Ta I[IHHOCTEeW, a TaKoXX KOH(DEIeHiiHICTh I1HAMBIAYadbHOI i1HGOpPMAIIl, TOMY
K OKpEeMYy CKJIQJIOBY MpOIecy BUALIIEMO TexHoorii 0e3neku. Cepen OCHOBHHUX
napameTpiB, IO 1 XapaKTEepU3yIOTh CIiJ BIJ3HAUWTH MpPaBUIIa MPOTUIONKEKHOI
0e3neKu Ta IHCTPYKIIII MO0 i B €eKCTPEMAJIbHUX YMOBaX, PiBEHb CaHITapHOTO
CTaHy HOMEpIB, KOMIUICKTHICTh 1 CHPABHICTh iX OOJIaJIHAHHSA, BiJl SKUX 3QJICKATh
YyMOBU TMpOXHBaHHA B rorenai. Hopmoro s OLIBIIOCTI TOTENIB  BXKE
€ BHKOPHWCTAHHS CICIIaIbHOTO OOJaJHAaHHS Ta TEXHOJIOTIM il 3a0e3MedeHHS
30epiraHHs pedeil Ta MIHHOCTEH TrocTei, OCKIJIBKU T1 UM 1HII BTPATH TOCTS 3HAYHO
NOTIPpUIYIOTh  IMIIDK  3aKjagy, MWoOro pemyramiro. B ymoBax pO3BUTKY
1H(pOpMaIITHO-KOMYHIKAIIMHUX TEXHOJOT1H, MOIIMPEHHS XakKepcTBa Ta Kidep-
aTak, IIaxpaiWcTtBa y Mepexi I[HTepHeT, 3JI0YMHHUX BYMUHKIB BIJHOCHO
BUKOPUCTAHHA OCOOMCTHX JaHUX JIIOJIEM HE MOKHA I03a yBaroko TEXHOJIOT1H
TOCTUHHOCTI 3aJIMIIATH MUTAaHHS KOH(IACHINHHOCTI Ta 1HGOpMaIliitHOi Oe3meKu.
Tomy sik mapameTp TIpoLEeCy y CKJIaJli CEPBICHOTO MPOAYKTY TOTEIIO BHUILUICHO
TEXHOJIOT1i Oe3MeKH.

VY CmimHiCTh TiSTBHOCTI Ta CTaOUTBHICTh PO3BUTKY TOTENIO 3HAYHO 3aJICKHUTh
BiJl 3aJI0BOJICHOCTI TOCTE€M SIKICTIO Ta pIBHEM OOCIYrOBYBaHHS, TOMY OCOOJIMBOI
HAsSBHICTIO Ta  BHUKOHAHHSAM  CTaHJAApTIiB  OOCIyrOBYBaHHS,  METOJaMH,
IHCTPYMEHTAapIeEM Ta MEPIOJUYHICTIO OI[IHKUA Ta KOHTPOJIIO SIKOCTI CEpPBICY, PIBHEM
Ta SKICTIO BHYTPIIIHIX MPOIIECIB, BiJ SKHX 3aJIeKaTh YMOBHU OOCITyTrOBYBaHHS.
VY cBow depry, piBeHb PO3BUTKY TEXHOJIOTIH KOHTPOJIO SIKOCTI 3aJiekKUTh
BiJI HasIBHOCTI IIEHTPIB BIAMOBIJAIBHOCTI, X 31aTHOCTI KOHTPOJIOBATH MPOILIECH,
OIIHIOBATH 1X Ta MPHUHMAaTH KOPUTYBAJbHI PINICHHS IMOJ0 YCYHEHHS HEIOIKIB
Ta TOAANBIIOTO YAOCKOHAICHHS.

B emoxy mudpoBoi peBoIOIT MpOIECH B TOTENI HE MOXKIMBO YSBHUTH
0e3 BUKOPUCTaHHS  Cy4yaCcHMX 1H(QOpMAIIITHO-KOMYHIKAIlIHHUX  TEXHOJIOTIN
Ta €JEeKTPOHHUX 3aco0iB. SIKIIO KOMIUIEKCHI aBTOMAaTH30BaHI CHCTEMHU
VOpaBIIHHSA Ta CHUCTEeMH OpOHIOBaHHS 3ampoBa/KEHI B OUIBIIOCTI 3aKIajiB

1 BHUKOPHUCTOBYIOTHCS ITPOTATOM TPHUBAJIOro 4aCy, TO BUKOPUCTAHHS Ta IIOIIHUPCHHA
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rNI00ANbHUX PO3MOAUIBYUX CUCTEM Juine HaOyBae TemmiB. OCKUIBKH CydYacHI
iHbopMaIliiHI TEXHOJOTIl BIAITPalOTh BKpail BaXJIWBY pOJb Yy MpoIieci
BUPOOHMIITBA Ta HAJAHHS CEPBICHOTO MPOAYKTY TOTEII0 Ta TEMI iX PO3BUTKY
€ BHUCOKUM, HEOOXIJTHUM € MOCTIHE BiICTEKEHHSI 3MiH, TPEH/IIB Ta BIIPOBAIKCHHSI
IHHOBAIlIH, K1 3’SBISAIOTHCS B IUM(poBid chepi. OkpeMuUM 3aBAaHHSIM PO3BUTKY
iHQOpMaIITHUX ~ TEXHOJIOTIH B TroTelNsX € 3a0e3MeueHHs TOBCIOJHOTO
Ta HEOOMEXEHOTO [OCTYyNy KJIEHTIB Ta TNpAaliBHUKIB A0 Mepexi I[HTepHer
JUIS 3aJI0BOJIeHHA iX 1HQopMmamiiiHux Ta 1HmmMX notpe6. Hosi Bumoru
BHUCYBAIOThCS /10 1H(POPMaALIMHUX MaTepialiB, SIKI MOIIMPIOIOTECA B rotemi. Kpim
KpEaTUBHOCTI, IPUBAOJIMBOrO JU3aiiHy, HOBHOTH 1H(QOpMaIlli, MaTepiaiad MOBHHHI
JIPYKyBaTHCSl PI3HHMU MOBAaMH, MOCTIHHO OHOBIIIOBATHCS aJ€KBATHO 10 3MIH,
AK1 BIOOYBAIOTBCA B TOTENl, a TAaKOX IOMIMPIOBATHCS 3 BUKOPUCTAHHAM
PI3HOMAaHITHHUX 3aC001B, y TOMY YHCI1 TUDPOBUX.

VY ckiagHuUX YMOBax MIBUAKUX Ta TIMOMHHUX 3MIH JUJIsi 3a0€3MEeUCHHS
CTa01IbHOTO (PYHKIIIOHYBAHHS Ta PO3BUTKY TOTENO MOTPiOHA aJieKBaTHA IO HOBUX
BUKJIMKIB CHUCTeMa ympaBiiHHsS. J[OCATHEHHS CTpaTEriuyHoi METH TOTENt0 0araTto
B YOMY 3QJIEKUTh BiJ 00paHO1 MOJEII YIIpaBiiHHsA, AKka (popmye 0a30B1 MPUHIUITU
MEHE/KMEHTY B TOTEJi, CTpareriyHe OadeHHs MHOro pO3BUTKY, MNPIOPUTETHI
[IJTHOB1 OPIEHTUPH 1 3aBJIaHHS; MPABIIIA, CTPYKTYPY 1 MOPSIIOK B3a€EMOJIIT OKPEMUX
MPAIiBHUKIB 1 LUIMX CIYX 0, BU3HA4Ya€ KOPHNOPATUBHY KYJIbTYpPY, PYLIIHHI CHUIU
pPO3BUTKY, MOTHBAIlIHHY TOJITUKY TOIIO. 3a TPHUBAJUH Yac EBOJIOLIMHOTO
PO3BUTKY Te€Opii Ta MPAKTUKH MEHEIKMEHTY c(hOopMyBaJlUuci pIi3HI MOAeNl
Ta MIIXOAW JO  YOPABIIHCBKOT  JISUIBHOCTI  (aganTuBHA, pedIiekcuBHA,
OCOOHMCTICHO-OpIEHTOBaHa,  ONTHUMI3alliiiHa,  aBTOpUTapHa, JAEMOKPATHYHA,
3MilllaHa, TPUPOJHOIO YIPaBJIHHS; CUCTEMHHM, CHUTYalllMHUN, KOMIUICKCHUM,
MPOTPAMHO-IIJIBOBUM, TMPOSKTHUH TIAXOAM TOINO), BHOIp SKUX 3aJCKHUTh
BiJl PO3MIPY Ta THITy TOTEJIO, IPIOPUTETIB HOTO (DYHKIIIOHYBAHHS Ta PO3BUTKY.
OOpana Mojeiab BHU3HA4Ya€ OCHOBOIOJIOKHI TPHUHIMIM Ta CTWIb YINPABIIHHS,
3B’SI3KH, TIPAaBHJIa B3a€MOJI1 amapaTy YIpaBJIiHHS 3 MpariBHUKaMU Ta CIyKO0amu,

a TaKOXX B3aEMOBIAHOCHMHM MK ciyxOamu. KoMmIuiekCHUN XapakTep CepBICHOTO
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OPOAYKTY TOTENI0 3yMOBIIIOE€ 3HAYHY PI3HOMAHITHICTh BHKOHYBaHUX poOOIT
1 3a]y4eHHs J0 OOCIYroBYBaHHS Pi3HUX CIIYXkO, BiJl B3a€EMOJIii Ta y3TOJKEHOCTI
T SIKUX 3aleKUTh KIHIIEBUHW  pe3yjbTaT HAJaHHS IMOCIYr TOCTAM. Tomy
BAXUIUBUM € (OpPMYBaHHS DAlllOHANIBHOI OpraHi3aliiiHoOl CTPYKTypH, SKa Mae
3a0€3MeUNTH ONTUMATBHUN CKJIaJ CIYXKO TOTeN0, po3noaul (GPyHKIN 1 3aBaaHb
MDK HUMHU Ta HaJeXHI YMOBHU JJis X BUKOHAHHS, ONTHUMAJbHICTh BHYTPIIIHBO
OpraHi3amiifHuX BiIHOCHH Ta KOMYHIKaITliH.

B yMoBax mocTiiiHUX 3MiH Ta MPUCKOPEHHS TpaHChOpMAaILIMHUX MPOIECiB
aKTyali3yloTbCAd TaKl MPUHLMIMA YOPaBIiHHSA SK THYYKICTh, AaJalTHBHICTB,
IPUCTOCYBaHHS, AKI XapaKTepU3YyIOTh 3JaTHICTh YHPABIIHCHKOI JIAHKU IIBUIKO
pearyBaT Ha MOJIi Ta SBHINA W CBOEYACHO PO3pOOJSATH Ta BIPOBAIKYBATU
HEOOX1H1 PIIIEHHS II0J0 YMNPABIIHCHKOTO BIUIMBY BIAMOBIAHO JO CHUTYAIliH,
o yTBOpuiucs. ['Hy4yKicTh Ta aJanTUBHICTh YINPABIIHHA TOTEIEM 3aJICKHUTh
B1JI JI1F0YOi Ha MIAMPHUEMCTRBI MPAKTUKH OIIIHIOBAHHS Ta aHaJ13y 3MiH, 3yMOBJICHUX
YUHHUKAMHM 30BHIIIHBOIO CEpPEJOBUINA, IPOEKTYBaHHS MOKIMBHUX HACIHIJIKIB
iX BIUIMBY Ta MEXaHI3MIB MIPUIHATTS 1 BIPOBAPKEHHS YIIPABIIHCHKHUX PIIICHb.

B ymoBax mnepexony (a0o BOpoOBaKeHHsS, a00 TMOCWUJICHHS) Ha KJIIEHT-
OpPIEHTOBAaHWUW MiAXiJ, B I1HAYCTpll TOCTHMHHOCTI HEBIJ €EMHUM aTpUOYTOM
TEXHOJIOT1M YIPaBIiHHA € 3aCTOCYBaHHS MAapPKETUHIOBOTO MEHEIHKMEHTY —
PUHKOBOTO IMAXOAY M0 YMPaBIiHHS MiANPUEMCTBOM Ha MPUHITUNIAX MApPKETHHTY.
[Ippyyomy n0  GyHKIIH  MEHEIKMEHTY  BIIHOCATBCSA  IIUICTIOKJIaJaHHS
Ta B3a€EMOIIOB’SI3aHHS PECYpPCiB 1 PHUHKOBUX MOXIJIHMBOCTEH, a 3aBIaHHS
MapKETHUHTY — 3a0e3MeYUTH JOCATHEHHsI TMOCTABICHUX Il 3a JOTOMOTOIO
METO/IIB, IHCTPYMEHTIB Ta TEXHOJOT1 MapKETHHTY IUIIXOM KOHIEHTpALli 3yCUIIb
yCiX MPAIiBHUKIB 1 MIIPO3/1IiB HA BUSBJICHHS Ta 3aJ0BOJICHHS 1HIUBIAYyaJlbHUX,
KOJICKTUBHHUX Ta CYCHIJIbHUX MOTPeO, BUMOT, OUIKYyBaHb BHYTPINIHIX (TIEpCOHAN)
Ta 30BHIMHIX (KJIIEHTH) CHOXKMBaudiB. MapKEeTUHTOBUN MEHEIKMEHT (opmye
OCOOJIMBUI THUIl YNPABIIHCHKOTO YSBJICHHS Ta MUCJEHHS, 3a SIKOro po3poOKa
Ta TPUUHATTS YIPABIIHCHKUX PIIIEHh 3aCHOBAHO HA 3HAHHSAX Ta ypaxyBaHHI

BUMOT PUHKY, 3 OJHOTO OOKY, a 3 1HIIOTO — 3a0e3Meuy€eThcsl MOCTIHHA ajanTalis
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70 3MiH, TOOTO YHpaBIiHHS TOTEJIEM 3 OpIEHTAIlll HAa BHYTPILIIHI MOJIMBOCTI
TpaHC(HOPMYETHCS B YIIPABIIHHS BiAMOBIIHO A0 BIUIMBY 30BHIIIHIX YMOB.

B emnoxy cTpiMKOT0o po3BUTKY HAYKOBO-TEXHIYHOT'O MPOrPECY Ta EKOHOMIKH
3HAaHb PYIIEM PO3BUTKY CYO’€KTIB TOCIOJAPIOBAHHS € 1HHOBAIIMHA JisSTBHICTB.
3naTtHICT  BUPOOJSTH Ta  BIPOBAKYBaTH  MPOAYKTOBI,  OprasizaliiHi,
TEXHOJIOT1YHI, YIpPaBIIHChKI, MApKETHHIOBlI 1HHOBAIlli € HEOOXIJHOK YMOBOIO
dbopMyBaHHS KOHKYPEHTHHX TII€peBar 3akiajiB TOTEIHLHOTO TOCIOJIapCTBa
Ta MIJBUIICHHS X KOHKYPEHTOCIIPOMOXXHOCTI. Bia i1HHOBaIiitHOT aKTUBHOCTI
3aKJ1aly TOTEJIbHOIO IOCIOIaPCTBA 3aJ€XKATh SIKICHI IEPETBOPEHHS, @ CAM€ PIBEHb
OHOBJICHHS, yJOCKOHAJIEHHS, TIOKPAIICHHS CEpPBICHOTO TMPOAYKTY, HOTO
BIJIMOBIJIHICTh 3pPOCTAIOYMM TOTpedaM, BUMOraM Ta OYIKYBAHHSM CIIOKHBAYiB.
CamMe 1HHOBAIiHI pIIIEHHS MOXYTh CHPUSTH MIJBUILIEHHIO PIBHSA KIIIE€HT-
OpPIEHTOBAHOCTI ~ CEPBICHOTO  MPOJAYKTH, 3abe3redyyrour  TpaHcPopMalliro
BiJl MACOBOTO  YHI(IKOBAaHOTO  OOCIIyTOBYBaHHS  JI0  I1HAMBIAYalbHOTO,
AK€ CIPUSATUME  TMIJBHUIICHHIO  3a0BOJieHOCTI  roctedl.  IlepemymoBoro
IHHOBAIIIMHOTO ~ PO3BUTKY 3aKjaay TOTEIBHOTO TOCHOJAapCTBa € TBOpYI
Ta MIJNPUEMHUIILKI KOMIIETEHTHOCTI TIPaIliBHUKIB.

VY3aranpHIOIOYM YMHHHUKH, [0 XapaKTepU3YIOTh  CKIAJOBY «IIPOIIECH,
il mapameTpaMu BU3HAYEHO Yac Ta TEXHOJOTIi, cepeln SKUX JeTalai30BaHO TaKl
K TEXHOJIOT1i TOCTHMHHOCTI, O€3MeKH, KOHTPOIK SKOCTI, 1H(opMaIliiiHi,
yIpaBIiHHS.

Bignocsiuuck 10 chepu nociyr, crnenudikoro CEpBICHOTO MPOAYKTY TOTEIIO
€ Oe3mocepenHss B3aEMOis TOCTEH 3 TMEPCOHAJOM Ta BHCOKa 3aJICKHICTh
pe3ynbTaTy HaJaHHS TOCIYT Bia KBamidikarli, piBHS BUKOHAaHHS MPOdeCciiHUX
000B’5I3KIB, OCOOMCTICHHUX SIKOCTEH MpaliBHUKIB, 10 BUMAarae (popmyBaHHS
i edeKTUBHOTO BUKOPUCTAHHS JIIOJCHKOTO KamiTaiy. Tomy TepcOoHall TOps
13 MPOIIECOM BHUJILJIEHO B OKPEMY CKJIQJOBY CEPBICHOTO MPOAYKTY roremto. Cepen
napameTpiB, MO0 HOro XapaKTEPH3YIOTh CIIiJI BUAUIMTH KaJIpOBHH MEHEKMEHT,
BIJI SKOTO 3aJIe’KUTh KaJAPOBHM IOTEHIaN Toremo. KaapoBuii MeHETKMEHT

BIJIIFPA€ KJIKOYOBY POJIb Y BU3HAUYEHHI BUMOTI JI0 MEPCOHANy, MOr0 YMCEIbHOCTI
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Ta CTPYKTYpH, 3a0e3leueHHl 3akjaay TrOTEeIbHOTO TOCIOAapCTBa KaapaMmu
noTpiOHOT KBamidikaiii Ta HamaHHS YMOB I i1 miaBuIeHHs. [ 3a0e3neueHHs
MOCTIHOCTI SIKOCTI CEpPBICHOIO MPOAYKTY TOTENI0 BaXKJIMBUM € YTpUMaHHS
MEPCOHANTy Ta 3amoOiraHHs BHCOKOI IUIMHHOCTI, fKa, HaXajib, MpUTaMaHHA
JUISL 1HAYCTPil TOCTUHHOCTI. Y 1IbOMY acleKTi 0COOJIMBOI yBaru B roTeii norpedye
CTBOPEHHSI CIPUATIMBUX YMOB Mpalli, BUCOKHI piBEHbh MOTHBAIIil Ta 3a0XOUYECHHS,
HaJaHHS MOXJIMBOCTEH JJI1 HaBUAHHS Ta MIABUIICHHS KBamidikamii. Came CTpiMKi
TEMIT HAYKOBO-TEXHIYHOI'O MPOTpecy B LIIOMY Ta, 30KpeMa, OCTIHHUI PO3BUTOK
HOBUX TEXHOJIOTIH B c(epl TroTenbHOI 1HAYCTPIi, 3aCTOCYBaHHS SKUX HEOOX1THO
JUIS HaJaHHS SKICHOTO Ta CydYaCHOTO CEpBICHOTO TPOAYKTY, 3YMOBIIOIOTH
HEOOX1THICTh MOCTIMHOTO MiIBUINEHHS KBai(ikallli Ta mepeHaB4YaHHs MepCOHATY
JUTS 3a0€31eUeHHs HEOOX1THUX 3HaHb 1 KOMIIETEHTHOCTEH, BIJMOBIIHO JIO 3MIH.

Jlist BupillieHHS TpoOJeM HEMOCTIMHOCTI SKOCTI CEPBICHOTO MPOIYKTY
rOTEII0 HEOOXIHO BUPIIIUTA TPUEAUHE 3aBJIaHHA: MIABUIIUTH MPUBAOIUBICTH
3aKjiaay TOTENbHOTO TOCHOJApCTBA I Kpalmux MOpoQecioHamB B I1HAYCTPIl
TOCTUHHOCTI, MIHIMI3yBaTH TIMHHICTh KaJpiB Ta 3a0€3MEUYUTH MOBHY peai3alliio
3HAaHb, HABHKIB 1 3[[I0HOCTEN MpaliBHUKIB, TOMY OCOOJMBOi yBard B yIpaBiiHHI
nepcoHanom notpedye dhopmyBaHHs cucteMu MoTuBailii. KitodoBy poib y BuOOpi
TOTENI0 U1 TPAICBIANITYBAaHHA BUCOKOKBATI(PIKOBAHUMH  TpalliBHUKaAMU
Ta TapaHTOM iX JOBTOTPUBAJIOI YCHIIIHOI ISJIBHOCTI € PiBEHb 3apO0ITHOI IJIaTH.
VY ToOli e Yac CTaBJIGHHS 70 BHUKOHAHHS MpoQeciiHuX 000B’sI3KiB, Oa’kaHHS
K MOXKHa Hailkpamie 3pOoOMTH CBOIO POOOTY CYTTEBO 3aJE€KHUTh BiJ CHUCTEMHU
3a0XOUYEHHA. Y CYKYMHOCTI JOCTaTHbO BUCOKHH piBEHb 3apOOITHOI IUIaTH, Jl€BA
CHUCTEMa MaTepiajbHOTO Ta HEMaTepiaJbHOTO 3a0XOUYEHHS, HAJICKHI YMOBH Tparli
B TOTEl JO3BOJISATH C(HOPMYBATH 3TypTOBAHMU KOJIEKTHB KIIIEHT-OPIEHTOBAHMX
MPAaIliBHUKIB, IO € YMOBOIO HaJIaHHS BUCOKOSIKICHOTO CEPBICHOTO MPOIYKTY.

SIk OCHOBHHH pecypc OpraHizamiiHOl AISUTBHOCTI 3aKJiaJy TOTEIbHOTO
rocriogapctea O.B. Kunun, FO.B. Tumuynmma [111] cnpaBeanvBo Big3HA4YaroTh
piBeHb KBamidikallii mpariBHUKIB, KW 3aJ€KUTh B1J BOJIOJIHHS MpalliBHUKOM

npodeciiHUMU 3HAHHSAMU T4 KOMIIETEHTHOCTSIMH, a TaKOK MOTO JOCBiLy poOOTH
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y rorenbHiN iHAycTpii. Came kBamidikaiis MEpCOHATY 3yYMOBIIOE MOXKIJIHUBOCTI
JOCSTaTH BUCOKUX pE3YyJbTaTiB pOOOTH, IO TOB’S3aHO 31 3JATHICTIO
y HEoOXiJTHOMY 00Cs31 SAKICHO BHUKOHYBAaTH TpodeciiiHl 3aBIaHHS Ta OOOB’S3KH
BIMOBIIHO 70 MOCaad, 30KpeMa BUKOHYBATH iX TaKUM YWHOM, 00 IMOBHOIO
MIpOIO 3aJI0BOJIBHATH OYIKYBaHI Ta HE3BUYHI MOTpeOM TOCTEH, BHUPINITyBaTH
iX mpoOJyieMH, 10 BUHUKAIOTH MiJ 4ac nepeOyBaHHSA B roTeli. li piBeHb BILUTHBA€E
Ha SKICTh HAJaBaHUX TIIOCIYT, PIBEHb CEPBICHOTO OOCIYrOBYBaHHS, 3/aTHICTh
nepeadayyBaTH Ta MIBUAKO pearyBaTH Ha 3alUTU TOCTEH, NJIi 4Oro HEoOXIJH1
K MEBHUM piBeHb KBaii(ikalli, TaKk 1 MpOsB OCOOUCTOI 1HILIATUBU MpalliBHUKA.
KBamigikaiis mnpaiiBHUKa Ma€ NIATBEPIKYBAaTUCA BIANOBIAHUM JOKYMEHTOM
PO OCBITY, PIBEHb SKOI Ma€ BIAMOBITATH IOCal Ta BUMOTraMm 10 mHpodeciiHux
00OB’sI3KiB. Y CYKYMHOCTI piBeHb KBami(ikaiii 3 OCOOMCTUMH SIKOCTSIMHU
dbopmytoTh npodecioHani3M MpaiiBHUKIB B cpepi TOCTUHHOCTI.

3a5ie’)KHO BiJI YMOB B3a€MOJIT 3 KIIEHTaAMH CIY:KOM B TOTENISIX YMOBHO
NOAUISIOTh Ha JBI KaTeropii — KOHTAKTHI, MEPCOHAN SIKUX Ma€ Oe3MOoCepeaHIo
B3aEMOJIII0 3 KJIIEHTaMH, Ta OE3KOHTAaKTHI, y (YHKIIIOHYBaHHI SKHX
HE 3MIMCHIOEThCS Oe3mocepeHsl B3aeMoOlisl 3 KiieHTamHu. J[o 00CIyroByrO4uOro
NEepCOHAly Ta MEpCOHaly, SKMM BCTymae B Oe3mocepelHi KOHTaKT 3 TOCTeEM
TOTEJI0, BUCYBAIOTHCA OCO0JMBI BUMOTH. [IpailiBHUKH TOTENI0 TMOBUHHI BMITH
IpaioBaTl B KOMaHJI, CTBOPIOBATH aTMoc(epy TOCTHHHOCTI, OYyTH 3aBXIu
JOOPO3UWIMBUMH Ta YBAXHUMH JI0 TOCTSI, TOTOBUMH JOMNOMOITH iM y BUPIILIEHH]
npoOjieM Ta BUKOHYBATH IX TIPOXaHHSA, BOHU MAalOTh MPOSBIATH TEPHiHHS
1 CTPUMaHICTh, YTPUMYBaTH TO3WTUBHUM HACTpIi, 3AATHICTh BHUPIUIYBAaTH
KOH(IIIKTHI cuTyarlii. Y TOTenbHIM I1HAYCTpii, SK CHOpaBeUIMBO 3a3HA4YaE
JI. TitoMup, KOXeH 13 CiBpOOITHUKIB BHOCUTh CB1il BHECOK Y CTBOPEHHS y TOCTS
rapHoro BpaxeHHs npo rortenb [182], Tomy ocoOiuBe 3HaYeHHS Mae miaAdip
NEpPCOHATY 32 BCTAHOBJICHUMH BUMOTaMH.

Jnsg  3abe3nedyeHHss BHUCOKOTO  pIBHA  OOCIyroByBaHHS  MOTpiOHA
KOpPIOpaTUBHA KYJIbTYpa, AKa € CKIAQJHUM KOMIUIEKCHUM MOHATTSM. BinmoinHo

no BusHaueHHa b. [lomotaii BoHa sBnsie coOoro cuctemy (GopMaIbHUX
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1 HeOpMaJIbHUX TpPaBWJI Ta HOPM JISJBHOCTI, 3BUYAiB 1 Tpaauuil,
1HAMBIAyaIbHUX 1 TPYNOBUX IHTEPECIB, OCOOIMBOCTEM MOBEIIHKH MEPCOHAITY
JIaHO1 OpraHi3aIlifHol CTPYKTYPH, CTUIIO KEPIBHUIITBA, TOKA3HUKIB 3a/I0BOJICHOCTI
MpaliBHUKIB YMOBaMH Tpalli, PiBHS B3aEMHOTO CIIBPOOITHUIITBA Ta CYMICHOCTI
IpaliBHUKIB MDK C€O000I0 1 3 Oprasizalfi€ro, NepcrneKTuB po3BUTKY [154].
Oco0nMMBOCTI  KOPHOpPAaTHUBHOI KyJIbTypd B TIEBHOMY 3aKjajil TOTEIbHOTO
rOCHOJIapCTBa BHU3HAUYAIOTHCA TaKUMHU aTpUOyTaMH $K CHUCTEMa KOHKPETHHX
[IHHOCTEH Ta TMEepPEeKOHaHb, KOPIIOPATUBHUX HOPM, TPaIuIliil, fKi BIOOpaxaroTh
KynbTypy oOciayroByBaHHi. BoHa BH3Hauae OCHOBOMOJOXHI MPHHIMIIN
oprasizaiiii Ta HaJaHHs MOCIYT, K1 TPAHCIIOOTh NPUIHATY B roTemi giiocodiro
BIIHOCUH 3 KiieHTamu. DopMmyBaHHS KyJIbTypd OOCIYyrOBYBaHHS B TOTENl
nependavae BU3HAUYEHHSI CHUCTEMHU LIIHHOCTEH, 30KpeMa, YCTAHOBJIEHHS YITKHUX Ta
OOOB’SI3KOBUX [0 BHUKOPUCTaHHS €TUYHHX TMPUHIUIIB, 3arajlbHUX MPaBHIL,
NPUIOMIB, METOJIB, TEXHOJOTrIH, SIKI B CYKYINHOCTI BH3HA4yalOTh CIYXOOBHUUI
eTUKET, OpraHizaliiiHy Ta KOpHOPaTHBHY KyIbTypy. IX HasSBHICTb Ta JOTPUMAHHS
3YMOBJIIOIOTh OYiKyBaHy IOBEIIHKY MpPAILiBHUKIB, SIKI MalOTh HECTH OCOOUCTY
BIIMOBIAANBHICTh 3a KIHIICBUM pPE3YybTaT iX MISUIBHOCTI. Y I[bOMY HampsMi
0oco0JMMBa yBara Mae€ MNPUAUIATACA KOHTPOJIIO 3a JOTPUMAaHHSM IMEPCOHAIOM
JTUCIMIUTIHK, BHU3HAYEHOTO TMOPSAKY OOCITYrOBYBaHHS, NPUHIUIIB €TUKH Ta
eTuKeTy. PiBeHb KyIbTypu OOCIYroBYBaHHSI TIJIKPECTIOE€ 1HIWBIIYaIbHICTh
1 HEMOBTOPHICTh CEPBICHOIO MPOAYKTY TOTENIO 1 XapaKTepU3ye PiBEHb PO3BUTKY
CEpBICY B LIVIOMY.

Jlist 3a6e3nedeHHs BUCOKOTO PIBHS CEpBICY HEOOXITHUM € CIPSMYBaHHS
3yCUJIb Ha TIJABUIIEHHS 3aJy4€HOCTI TIepCOHaNy, HOro MOTHUBAIIIIO J0 BIJAAHOCTI
CIpaBi, HaMaraHHs BHKOHYBaTH TMpoQeciiiHl 3aBHaHHA Ta  OOOB’SI3KHU
Ha HABUIIOMY pIBHI, MPOSBJICHHS IHIMIATUBHOCTI Ta KpeaTuBHOCTI. OmgHUM
13 BOXJIMBHUX 3aBJaHb (OPMYBAHHS KOPIOPATHBHOI KYJIbTYpH € CTBOPCHHS
CIPHUSTIUBOTO COIIATBHO-TICUXOJOTIYHOTO KJIIMAaTy B TOTENI, IO JI03BOJIUTH
copMyBaTH 3rypTOBaHy KOMaHIy, HaJaroAUTH ONTHUMAJbHY B3a€MOJIIO

Ta 37ar0JHKEHY CITIBIPAIIIO.
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B yMmoBax cydacHUX BHKIIHKIB, CE€pell SIKHX OCOOJIMBAa yBara MpUALISAETHCS
['mo0anpHUM LIJSIM CTAJIOTO PO3BUTKY, Bu3HaueHUM y 2015 poui Ha camiti OOH,
aKTyaJi3yIOTbCS TUTAHHS COIlaJIbHOI BiANMOBIJAIBLHOCTI B TOTENBHIN 1HIYCTPIi.
BiamoBimHO 10 BU3HAYEHHS CTPATETii COMAIbHOI BIAMOBITAIbHOCTI TYPUCTUIHOTO
mignpuemctBa b. bBaiiam [69], 3akmamu TOTENRHOTO TOCTHOAApPCTBA MAalOTh
YCTaHOBJIIOBATH COI1aTbHO-OPIEHTOBAHI I[IHHOCTI, CTaHAApTH 1 HOPMH, SKUMHU
OyIyTh KepyBaTHCS B CBOIM JISUTBHOCTI IMOJO CIHOXXKHBAaYiB, CIIBPOOITHUKIB,
napTHepiB, rpoman i ekosorii. I[lpu 1pOMy KII€EHT-OPIEHTOBAHICTH CEPBICHOTO
OpOAYKTYy Oyle BHU3HAYATHUCA THM, HACKUIBKM TOTEJIh HAMAraeThCs 1HTETPyBaTH
MPUHITUIHN COLIIAJIBHOT BIAMOBIJATBHOCTI B yC1 O13HEC-TIpoliecH. YBary HE0O0X11HO
aKIEHTYBAaTH Ha HAJaHHS BHCOKOSKICHHX MOCIYT Ta HaJIeXXHE OOCIyroBYyBaHHS,
JIOTPUMAaHHSI €TUYHUX 1 COLIIAJIbHUX HOPM, BUKOPUCTAHHS €KOJIOT1YHUX, PECypco-
Ta €Hepro30epeXKHUX TEXHOJIOTIHM, MIKIyBaHHS NPO BJIACHUWA MEpCOHA,
HaJaro/)KeHHsI B3aEMOBHIIIHOI B3a€MOJIi 3 MapTHEPAMU Ta 1HIIMMHU yYaCHUKaMU
TYPUCTUYHOTO pPHUHKY, peaizaiii coIllaJbHuX Ta OJaroJiMHUX MPOEKTIB.
[TocunenHs comianbHOI BIANOBIAAIBHOCTI OCOOJIMBY POJIb BIAITPA€ y BIAHOCHHAX
3 mepcoHanioM. BimuyBatoun TypOOTy 3 OOKY MpaiiefaBIls MPO YMOBH Ta OIUJIATy
mpairli, 3a0X04YEHHS, MOKJIUBOCTI JOMOMOTH Y BHpIIIEHHI HaWPI3HOMAaHITHINIUX
npo0sem, NpaliBHUKA HaMaraTUMyThCsl BUIIPABAATH JOBIpY 1 OyAyTh MpautoBaTH
3 TOBHOK BIJJIAHICTIO ISl JOCATHEHHS KpalluX pe3yJbTaTiB, y TOMY YHCII
B mpoleci OOCIyroByBaHHSI KIJIE€HTIB, THUM CcaMUM 3a0€3Ieuyloud KIIE€HT-
OpIEHTOBAHICTH CEPBICHOTO MPOIYKTY.

VY KOHTEKCTI KOPHMOPATUBHOI KYJIBTYpH BAXJIMBO CHPSMYBATH 3YCHIUIS
Ha (OPMYBaHHS CWJIbHOI, 3TypTOBaHOI KOMaHAM MpAalLIBHUKIB, B SKIH KOXEH
13 CHIBpOOITHUKIB TOTOBHM JO B3a€EMOBHPYYKH, MIIATPUMKH, TIPOSBIISE
BUMOTJIMBICT, 0 cebe Ta i”HmmX. Kpaeens [. 3a3Hauae, 1o ogHUM
3 HaWBaXJIMBIIMIUX TMOKAa3HUKIB, IO KOJEKTUB — 1€ «KOMaHAa» — € XOPOIIHUH
COIIAIBHO-TICUXOJIOTIYHUHN KIJIIMAT, TOOTO TaKHil CTaH B KOJIEKTHUBI, KOJH KOXKHOMY
HOro ujeHy HaJalThCS ONTUMAJIbHI YMOBM JJis peajizalii ioro 3ai10HOcTen

1 cxupHOcTed [120]. Bin Xxapaktepusye Mi>XKOCOOHUCTICHI CTOCYHKH, iX BIUIMB
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Ha TPOAYKTUBHICTh CHUTBHOI MisTTBHOCTI. [l 3a0e3redeHHsT BHCOKOTO PiBHS
oOCIyroByBaHHS B 3akjajl TOTEIHHOTO TOCTOJAApPCTBA MOTPIOHI B3aEMOJIOBIpa
1 B3aEMOMIATPUMKA, KOMAHJHICTh Ta 3J1aro/DKEHICTh B POOOTI, CIIpaBeIJIMBHI
pO3MOJNT  BIAMOBIIATBHOCTI, CTBOPEHHS YMOB Ui IHIIIATMBHOI Ta TBOPYOi
JISITBHOCTI, 3a1100iranHs Ta/abo MIBUJIKE BUPIIICHHS KOH(IIKTHUX CUTYAaIlIN.

3a yMOB CHPUSTIMBOTO COLIIAIbHO-TICUXOJIOTIYHOTO KJIIMATy Ta YMOB Mpalli,
BITUYTTS TypOOTH 3 OOKY KEpiBHHULTBA (DOPMYETHCS BHYTPIIIHS JIOSUIBHICTD —
JOSUTBHICTh ~ TIEPCOHANy, BHUCOKHMUA pIBEHb $KOi 3a0e3neuye MNpUXUIIBHICTh
MpaIiBHUKIB 10 TOTENIO0, 3aBMISIKU SIKI BOHU CBIJJOMO 3/IIMCHIOIOTH JIii B IHTEpecax
HOro MisfIbHOCTI, a0COMIOTHO JOTPUMYIOTHCS BCTAHOBJIEHUX HOPM, IpaBuI,
IHCTPYKIIH, CYMJIIHHO BHUKOHYIOTH CBOi MpodeciiiHi 000B’S3KH, MPOSIBISIOTH
BJIACHY IHIIIaTUBY, IOKJIQJAl0Th MaKCHUMaJIbHUX 3YCWIb JJIS JOCATHEHHS
MOCTAaBJICHOI MeETH. Y 3aKkjajax TOTEeJbHOrOo TocrogapcTBa (HOpMyBaHHS
BHYTPIIIHBOI  JIOSJIBHOCTI  CTa€ BaXJIMBUM  3aBJIaHHSAM, OCKUJIBKA — came
MOTHMBOBAHUN Ta 3allIKaBJICHUM MpaIiBHUK Oyjae AOKIaAaTH CBOI 3YCHILISA s
MPOCYBaHHS 3aKJiaay, NpUBAOJICHHS KIIEHTIB, 3a0€3MEUCHHS BHCOKOTO PIBHSA
SAKOCTI TMOCIyr Ta o0OciayroByBaHHs. Jlinsi MHoro BHpIIIEHHS HEOOX1THUM
€ BHYTPINIHIA MapKETUHT, AKUH, SK 3a3Hadae . PemerHikoBa, mpu3HAYCHUIN 1S
CTBOPEHHSI TaKMX MOTHBAIIMHUX 1 OpraHi3alliiHUX yMOB Tpalli, ki 0 aKTHUBHO
CIPHSUIA CTBOPEHHIO (DYHKIIIOHAJIBHOI SKOCTI OOCIYroByBaHHs. ABTOp BijJ3Hayae
JI0 TOTO, K MPOJATH SKICHY MOCIYTY 30BHINIHROMY CIIOKHMBAa4Y€Bi, BOHA MMOBUHHA
OyTH CIOYaTKy «IPOJAaHOIO» BHYTPIITHROMY 3 METOK MOTHBYBAaHHS HOTO [0
SKICHHX  CTAaHAAapTiB  OOCIyroByBaHHS  3OBHIIIHIX  croxuBagiB.  Moro
KOHIICTITYQJIbHUI 3MICT 3BOJUTHCS 10 JOBEICHHS JO KEPIBHUIITBA 1 MEPCOHATY
LIHHOCTEN MIANPUEMCTBA 1 MOr0 MapKETMHTOBUX IliJIeil, HABYAHHS KOHTAKTHOTO
MEePCOHATY MIAMPUEMCTBA MO0 XapaKTEPUCTUK TOBAPY, METOIB 1 MPUIOMIB HOTO
PO 13 METOI HAWKPAIIOro 3aJ0BOJICHHS IMOTPEO CIOXKHUBAYIB 1 301IBIICHHS
KIEHTChKOI 0a3u mimmpuemctBa [164]. Came BIPOBaKEHHS BHYTPINIHHOTO
MapKeTUHIy B 3akKjiaflax TOTEJbHOI0 TOCHOAApCTBa JO03BOJUTH I1HTErpyBaTH

OCHOBOITOJIOKHI TPUHITUNIN CTBOPEHHS I[IHHOCTI JJIA CIIOKWBAadiB, B3a€MOJI1
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3 HUMH Ha BCIX eTamax Ipoiecy o0CIyroByBaHHS: BiJ MPUUHSATTS PILICHHS 1010
BUOOpPY TOTENIO0 W 110 BHUIi3Ay 3 HBHOTO, IO B pe3yibTaTi 3a0e3MEUHTh KIIIEHT-
OpPIEHTOBAHICTh CEPBICHOTO MPOAYKTY.

["apaHTOM NOCSTHEHHS CTPATETIYHUX I[UIeH AiSUTBHOCTI 3aKJIagy TOTEIbHOTO
rocrofapcTBa € HasBHICTb KEpIBHHMKA, SKUM BUCTyHae 1 CHPUHAMAETHCS
KOJIGKTUBOM SIK CIIpaBXKHIM Jijiep, 3JaTHUM JIO0 CHPSMOBAHOTO (Ha OCHOBI
pO3MOily 3aBAaHb, JAPYYEHb) Ta HECHPSAMOBAHOTO (32 pPaxyHOK AaBTOPUTETY
Ta TIOBarv) BIUIMBY Ha MPAI[iBHUKIB ISl JOCSITHEHHS HUMH TOCTABJICHHUX LIJIEH
1 pe3yabTaTiB. B yMOBaxX Cy4yacHHX BUKJIMKIB JIIEPCTBO B YIPABIIHHI B 3aKJIaJ1ax
rOTEIHLHOTO T'OCMOIAPCTBA BUMArae HasgBHOCTI B KepiBHMKA 1115101 HU3kH puc [107;
200]: mopsiAHICTB, €HTYy31a3M, JPYKENOOHICTh, KpPEAaTHUBHICTb, 3JATHICTH [0
1HHOBAlll{, (p13MYHA Ta €MOIlliiHa BUTPUBAJIICTh, BMIHHS HIBUAKO Ta €()EKTHUBHO
IpUiiMaTy PIlIEHHS Y HECTaHAAPTHHUX, (OPCMAKOPHUX Ta KPUTHUUYHUX CUTYaIlisIX;
po3B’sa3yBaTH KOHGIIKTH; 30UpaTH Ta 0O0poONISATH 1H(OpMAIlil0, 3AIHMCHIOBATH
camoaHalli3 Ta 0yTH caMOKpUTHUYHUM. OCKUIBKM came JIJEp 3a/J1a€ BEKTOp 3yCHIIb
oprasizaiiii, HasBHICTH Jifilepa B CHCTEMi YMPaBIIHHS 3aKJIaJOM TOTEIHLHOTO
rocroJiapcTBa 3 3a3HAUYEHUMHU pPHCAMU € HEOOXIJHOI YMOBOIO 3a0e3NeUEHHs
KJIIEHT-OP1EHTOBAHOCT1 CEPBICHOTO MPOAYKTY.

VYpaxoByrouu, 10 HEBiJ €MHOIO CKJIAJ0BOIO OpeHIy rotento € (pipMoBHii
CTWJIb, OCOOJIMBO BaXJMBUM aTpUOYyTOM € 3O0BHILIHIA BUIJIA MEPCOHATY.
HasBHIiCTh ¢ipMOBOro 0OJAry pa3oM 13 MPUEMHOIO 30BHINIHICTIO Ta OXaWHUM
BUTJISIJIOM ITIITBEP/KYE HASBHICTH BJIACHOTO «OOJUYYS» TOTEII0, KW 37aTHUN
CIPUSATA TIOKPAIEHHIO TPUBAOIMBOCTI HOro Jyisi TMOTEHIIIWHUX KJIIEHTIB
Ta TIABUIICHHIO 3aI0BOJICHOCTI TOCTEMH, SIK1 CKOPUCTAIUCS HOTO TTOCITyTaMH.

Y CyKymHOCTI KaapOBUH MEHEKMEHT, OCOOHCTI SKOCTI MpaIliBHUKIB,
30BHIIIHIA  BUTJISAL, CHCTEMa MOTHBAIlll, KOPIOPAaTUBHA, XapaKTepU3YIOTh
TepcoHa, K CKIag0By CEpBICHOTO MPOAYKTY IOTENI0. IX 0cO6IMBA POIIb MONArae
B TOMY, II0 came MpPaIiBHUKHU TOTEII0 BUCTYNAIOTh Oe3MocepeaHIM MPOBIAHUKOM

y Tpoliecl oOprasizamii Ta HaJaHHA MPOMOHOBAHUX TMOCIYT, 3a0e3MevyloTh
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BIMOBIIHUN KaTeropii TOTENI0 PiBeHb CepBicy, (HOPMYIOTh CIOXHBUY IIHHICTh
CEpBICHOTO MPOAYKTY B IILIIOMY.

CTBOpeHHsT MNPUXWIBHOCTI Ta BpPaXXEHb TOCTEM roTento 0a3yeThes
Ha €MOIliSX, YIPaBIiHHS 1 CTBOPEHHS SKUX B 3aKJaJl TOTEIHHOrO TOCHOJapCTBa
3a0e3Meuy€eThCsl  IHCTUTyTaMU  TOCTMHHOCTI. Y  Tpoueci  NpuBaOJIeHHS
Ta 3aJ0BOJICHHS KJIIEHTIB BaXKJIWBO HE TUIBKM CTBOPUTH BHUCOKO I[IHHICHUMN
CEpBICHUH TMPOAYKT, a W JOBECTH WOTO TOJOBHY 1AC€H0 M0 TMOTCHIIHHUX
crokuBaviB. [lpm 1bOMYy akIEHTH y KOMYHIKAIliHHOMY IIpoleci HeoOXiJTHO
CKOHLEHTPYBATH Ha JOBEJEHHI JI0 LIJIbOBOI ayJUTOpIli YHIKAIbHUX BIAMIHHOCTEH
1 BIIACTUBOCTEW MPOTMOHOBAHOTO TMPOAYKTY, 1IX 3HaTHOCTSIX HE  TUIBKH
3aJI0BOJIBHUTH NOTPEOH, a i BUPIIIUTH MOXKJIMBI ITpo0iemMu. 3aco00M KOMYyHIKaIIii
B JaHOMY BHUIIQJKy BHUCTyHa€ OpEeHJ, SK KOMIUICKCHE IIOHATTS, SKE IHTETPYeE
ycl 3ajisiHI MApKETHUHTOBI €JIEMEHTHU 1 BiJJoOpa)ka€ KOPIOpPaTUBHI IHHOCTI 1010
CTBOPEHHSI MPOAYKTY TOTENIO Ta HaJaHHS CEPBICY Y MPOIleCi HOro CHOKUBaHHS.
VY cBolo uepry, KOprnopaTUBHI I[IHHOCTI Ta iX 3/IaTHICTh 3aJI0BOJIBHITH MOTpeOU
MOTEHIIHHUX CIOXKUBAYlB BUPAKAIOTHCS B MICii TOTENt0, (POPMYITIOBAHHS SKO1
KOHIICHTPY€ETHCS Ha TOMY, SIKOI METH MparHe JOCSITHYTH 3aKJaj Ta 3aBISKUA YOMY.
VY pasi, KoM OCHOBHI MecCe/K1 Micli CHiBHaAaloTh 3 IOTJISAIaMH, CYIKCHHSIMH,
IIHHOCTSIMUA  IIUThOBOi ~ ayAMTOpPii, MOXHA BBa)XaTH JIOCSATHEHHS  KIJIIEHT-
opieHToBaHOCTI. ToMy 3aBnaHHsM 1i (OpMYJIIOBaHHS B 3akjadl TOTEIBHOTO
rocrofiapcTBa € JIOBENICHHS JI0 CIIOKMBAYiB PO3YyMIHHS iX IHTEPECIB, BHUMOT,
OUIKYBaHb, NOTPEO 1 TOTOBHICTh JO CTBOPEHHS 1 MPOMOHYBAHHA TaKOTO CEPBICHOTO
NPOIYKTY, AKUHA MaKCUMaJIbHO OPIEHTOBAHUM HA HUX.

[HCTpyMEHTOM BI3yallbHOTO BiIOOpaKEHHS MICli Ta IMIIKYy TOTEIIO
€ (ipmoBuii ctuiib. OcobMBICTIO HOro (GOpMYBaHHS B TOTEIbHIN 1HIYCTPIi € Te,
0 JI0 WOr0 OCHOBHHMX €JIEMEHTIB (KOJIIp, CHMBOJI, HAJIKC, CJIOTaH, JOTOTHI)
y (ipMoBOMY CTHIII MalOTh BiAOOpakaTHUCs €IEMEHTH MPUHWHATOI KOPIOPATUBHOI
KYJbTYpH Ta CTaHJAPTIB 0OCIyroByBaHHs (II€BHI OCOOJIMBOCTI MPOIECY HaJAaHHS
MOCJIYT, KOMIUIEMEHTH BIiJl TOTEI0 B HOMEpi, MOKpalleHi yMOBH KOM(OPTY,

MIJBUIIICH] CaHITAPHO-TITIEHIYHI XapaKTEPUCTUKU TOIIO). Y I[bOMY KOHTEKCTI
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¢bipMOBHIl CTUIb BHUCTYNA€ YAaCTHHOIO CEPBICHOTO MPOAYKTY roremto. Paxisii
BIJ[3HA4YalOTh, 10 (IPMOBHI CTUJIb TOTENIO MOBUHEH OXOIUTIOBATH O()OPMIICHHS
OpUMIlIeHb, poOOYy JOKYMEHTAllll0, MaHepy MPOBEIACHHS PEKIAMHHUX 3aXOJIiB
1 Bce iHINE, IO CHOpHUSE€ MIABHIIEHHIO CTAaTyCy TOTENI0 1 3aly4€HHIO HOBUX
kieHTiB [172]. YV dipmoBOMYy CTHIII TOTENIO 3 YpaxXyBaHHSAM CHEHM(IKU IIITHOBOT
ayauTopii Ta 0a)XaHOTro MiClid HA PUHKY NMOBHUHHI OPraHidYHO MOEIHYBATHUCA KIIac,
KOHIICTINISA, apXiTEeKTypa, BHYTPINIHIA JW3aliH Ta MapKETHHIOBI 3aco0M HOro
inentudikarii. ®ipMOBHUIl CTUIH TOTENIO BUKOHYE HE TUIBKM KOMYHIKAIHY, a i
IMIJKEBY (PYHKIIIO.

Yce Ounbmoro 3HaueHHs HaOyBae (opMyBaHHS  1HJMBIAYyaldbHOTO,
YVHIKQJIBHOTO, BIJIMIHHOTO BIJ IHIIMX 00Opa3y roTel0, MOro HasBHICTh CHPOUIYE
1meHTUdIKaIli0 3aKiIaay y CBIJIOMOCTI peaIbHUX Ta MOTCHIIMHHMX CIOKUBAYiB,
BIH € IHCTPYMEHTOM IIJITBEP/UKEHHSI MPONOHOBAHMX IMEpeBar Ta 0COOJMBOCTEN
CEpBICHOTO TMPOAYKTY. BinmoBigHO A0 crenu(iku TOTEIbHUX MOCIYT OCOOJIMBO
BAXUIMBUM CKJIQJJOBUMM IMUJKY JUIsl 3aKjiadiB TOTEJIBHOTO TOCIOAApCTBa
BUCTYTAIOTh XapaKTEPUCTUKN MIPOMOHOBAHOTO MPOAYKTY, OCOOIMBO cPOPMOBAHUI
piBeHb cepBicy. [lo3uTHBHUN Ta COPUSTIMBUIN IMIDK CHPHSE MiJBUIIEHHIO HOTO
I[IHHOCTI, TOMY YTIPaBJIIHHS HUM, B TOMY YHCJIi KJIIEHT OPIEHTOBaHICTIO CEPBICHOTO
NPOAYKTY, Ma€ 3IIHCHIOBATUCS YCBIAOMJICHO, IIJIECIPSIMOBAHO, IO TO3BOJIUTH
3a0€3MeUYUTH TMOKPAIEHHS MPUBAOIUBOCTI TOTEN0, YKPIIUIEHHS WOro MO3MINT
Ha PUHKY.

[lin yac mnepeOyBaHHS B TOTENl BPAKEHHS KII€HTa (QOPMYIOTHCA
HABKOJIMILIHIMU YMOBaMH, SIKI TICTbh TOTEJIIO BIJUyBa€ Pi3HUMH OpraHaMu MOYYTTiB.
VY CyKyIHOCTI MPOCTOPOBE OTOYEHHS, (POHOBa My3HWKa, 3arax, raCTPOHOMIYHI
Tpaauiii (GopmyroTh armocdepy, sSka TpU3HAYEHA [JIsi aKTUBI3AIlll EMOIIii,
BpaX€Hb 1 NOYYTTIB rocTeil. ['apMoOHiliHE CcHoJdy4YeHHs 3a3HauyeHUX 3acoOiB
dbopMyBaHHS aTMOC(Eepr CTUMYIIOIOTh Y TOCTEH MOYYTTSI €CTETHYHOI HACOJIOMH,
3aXOIJICHHS, 0COOJIMBOTO 3a/I0BOJIEHHS. 3a JOTIOMOTOI0 CTBOPEHHS YHIKAJIbHOT J1JIs1
roTeNIl0  arMoc(epu TMOCUJIIOIOTBCS  CEHCOpHI, €MOIliHI, TBOpYl, (Hi3UUHI

NEepeKUBaHHS, SKI 37aTHI OUIbILIE BIUIMHYTH Ha PE3yJbTaT mepeOdyBaHHSA TOCTS
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B ToTell, HK (PyHKIIOHANbHI XapakTepucTuku. [lpu mipomy atmocdepy BaxInBO
MiAKPECTUTH COLIaJbHUMH aTpUOyTamMH, NMPUTAMAHHUMH [JIsI TEBHOTO CTHIIIO
KUTTS, COIIIAIBHOTO CTaTycy, peQepeHTHOi rpynu adbo KyJIbTypHU, TUM CaMUM
3a0€3MEeYUTH KIII€EHT-OPIEHTOBAHICTh CEPBICHOTO MPOAYKTY TOTEITIO.

Sk okpeMuil mapameTp CKJIaJ0BOi IHCTUTYTH TOCTHHHOCTI BBa)Ka€MO
3a JIOILJIbHE BUJIUTUTHU PEIyTaIlil0 rOTeNo, sika (POPMYy€eThCsl MPUPOTHUM HUISIXOM
OPOTSATOM TPHUBAJOrO Yacy SK Yy3arajJbHeHa, O0’€KTHBHA CYCIJIbHA OI[IHKA
3aKkianay. B emoxy po3BUTKY iH(POpMAIIHUX TEXHOJOTIM peryTallis cTae OJHUM
13 YMHHUKIB HPUUHATTS PIMICHHA II0J0 BUOOpPY TOTENI0. 3I1MCHIOIOYM MOIIYK
Ta OpOHIOBaHHS TOTENIO, MOTEHUINHI KJIIEHTH PETEIbHO BUBYAIOTH 1H(OpPMAIIIIO
Opo roTeiab B MEpexXi, OCOOMUBY yBary HPHUIUISIOTE PEHTHUHTOBUM OILIIHKAM
Ta BIAryKam. /[ns npruBaOieHHs KIIE€HTIB, TOCUJIEHHS KOHKYPEHTOCIPOMOXHOCTI,
NOKPAILIEHHS MO3UIII0OBAHHS TOTENI0 BaXKJIMBO JTOKIAAATU 3yCUIIb 10 (POpMyBaHHS
MO3UTHUBHOI CYCNUIBHOT JyMKH, 1i mATpUMKH. [loKpamieHHI0 OILIHOYHOTO
VSBJIEHHS IIOAO TOTENI0 CHPUATUMYTh JAEMOHCTpalis HasBHHUX CEpTU(IKATIB,
pE3yNbTATIB IEPEBIPOK, HATOPOI.

VY KoX)HOMY roTeii HamararoThcsi chOpMyBaTH BJIACHY, YHIKaJIbHY MOJIEIb
TOCTUHHOCTI, SIKa 3aKPIIUTIOETHCS CTaHAApTaMHu OOCIYyrOBYBaHHS. 3aCHOBYIOYHCH
Ha 3araJlbHONPUHHATUX HOpMax Ta BHUMOTax J0 3a0€3NEeYeHHs SKOCTI
OoOCIIyTOBYBaHHSI B IHAYCTpli TOCTHUHHOCTI, BaXJMBO JIOKJIQJHO MPOMUCATH
MOCJIJIOBHICTh Ta BUIU OINEpaliid TEXHOJOTIYHOTO TMPOIECy, AeTali3yBaTH
IMPUHIMON OOCIYTrOBYBaHHS, HOPMU €THKETY Ta MpaBUJjia CIUIKYBaHHS MEPCOHAILY
3  KJIIEHTaMH, pEeXUM poboTu ciayx0. J[ns peanizamii npuiHITOI Momeni
oOCITyroByBaHHS HEOOXIIHUM € pPO3pOoOKa TIMOCAJOBUX IHCTPYKIM Ta 1HIIMX
JIOKYMEHTIB, 5Kl 3aTBEPKYIOTh PUUHSATI B TOTENI CTAHIAPTH OOCITYyTOBYBaHHS.

VY pe3ynbTari y3arajJbHEHHS CKJIaJ0BUX CEPBICHOTO TMPOIYKTY TOTEIIO
Ta MapaMeTpiB, MO0 IX XapaKTepU3ylTh, CHOPMOBAHO CUCTEMY, IPEICTABICHY

Ha puc. 1.4.
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* KoMopTadenbHICTh,
* OCHAIIEHICTE,
* PO3BHHYTICT

IH(PaCTPYKTYPH,
* Gmaroycrpiit
TEpHIOpLL, MarepiansHo-
* MICIIS pO3Tally- TexHIYHa 6a3a
\ BAHHT
’
F rgéimgi [Tepcoran
* OpeH,
* pemyTaIsg roTento,
* CTAHAAPTI
OOCTYTOBYBAHHA,
* KpeaTHBHICTh
\. ) L

* TeXHOIOTI:
TOCTHHHOCTI,
OesIeKi,
KOHTPOITEO AKOCTI,
1HpOpPMAITIITHI
VITPABTIHHL.

* Yac:

* KaJIpOBUIl
MEHE/KMEHT,

* 0COOHCTI SIKOCTI
MpaIliBHUKIB;

* 30BHIIIHIN BHIJIS;
* KyJIbTypa
00CITyroByBaHHS;

* CHCTEMA MOTHBAIIIT;

* KOpIIOpaTHUBHA
KyJIbTYypa

J/

Puc. 1.4. Cuctema mapaMeTpiB, 110 XapaKTEPU3YIOTh CKJIAI0BI CEPBICHOTO

IIPOJYKTY FOTENIO

Buxonsuu 13 HaBeeHUX Ta OXapaKTEPU30BAHUX BUIIE YMHHHKIB, BiJl SIKHX

3QJICKUTh PIBEHb KJIIEHT-OPIEHTOBAHOCTI BUAICHUX IapaMeTpiB, 3alpOIIOHOBAHO

JIEeTali30BaHy CTPYKTYpPY CEpPBICHOTO TMPOJIYKTY TOTENI0 32 CKJIAJI0BUMH,

napameTpamu Ta atpubyramu (ta6mn. 1.4.). Ii BukopucTanus y npoueci ynpasiinas

B TOTEN JO3BOJUTH OIHIOBATH, aHATI3yBaTH Ta MPUHAMATH IIJIECIPSIMOBaH1

YOPaBIIHCHKI PIIIEHHS IOAO 1HIIali 3MIH B MapaMeTpax CKJIaJI0BUX CEPBICHOTO

IPOAYKTY TOTEIIO JIsl MMiIBUILEHHS OTr0 KIE€HT-OPIEHTOBAHOCTI.
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Tabnuysa 1.4.

CTpyKTypHi €I€eMEHTH CEpPBICHOTO MPOIYKTY TOTEIIO

CxkrnagoBa ITapamerp ATpulyTH, 1110
CEPBICHOTO * CEPBICHOTO * XapaKTepU3yrTh *
POJIYKTY MPOJYKTY CKJIaJIOBY
1 2 3 4 5 6
S CyuacHicTb ciopyau, Aq
OyiBIIi
) KomdoprabenbHicTs KIMHAT | A,
KomdoprabenbHicts | P1 .
O3710061eHHS HOMEPIB Ta Az
MIPUMIIICHb
Ju3aiin iHTEep €py Ay
OO6namTyBaHHS HOMEpIB As
Ta MPUMINICHb
[HXeHepHO-TEXHIYHI Ag
CHCTEMU
OCHaHJ;GHiCTI: P2 CaHiTapHe YCTAaTKyYBaHH: A7
Ta OCHAIICHHS 3aC00aMH
0COOHCTOT Tiri€HN
Penenmis Ag
BnacHuit aBTomapk Ag
[ndpactpykrypa po3sar Aqo
MarepiajibHO- Jlinosa indpacTpykTypa Al
TexHluHa 0asza . O3nopoBya iHppacTpykTypa | A
PO3BHHYTICTE P dpacTpyKTyp 12
. P3 | Cnoprusna A3
1HMpaCTPYKTypHu .
1HpPaCTPyKTypa
Toproga iHppacTpykTypa A1
[TapkyBanus Axs
OdopmiteHHSs Ta YUCTOTA A
bnaroyctpiit p IpUIIErIIoi TepUTOpii
TepI/ITOpﬁ 4 JuTaunii Maiiianduk, Micus | Aqy
TUTSL TIPOTYJISTHOK
Tum Ta KOHLEMIIS TOTETIO0 Aqg
IImoma roreinto A1
. ApxiTekTypHO-nanqmadrai | Aoq
Micne Ps MOKJIMBOCTI
po3TallyBaHH: TpancnopTHa fOCTynHICTE | Ao
(3py4HICTH PO3MIIIICHHS])
Exomoriuni Ao

XaPaAKTCPUCTHKHN
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IIpooosocennus maon. 1.4

1 3 4 S 6
[IBuAKICTh pearyBaHHS Ha Az
3aIUT KIIIEHTA
CBO€YACHICTH Aos

Yac P, 06cnyr03y§aHHﬁ
OmnepaTHBHICTh HaTaHHS Aos
OCITYT
3py4HICTB Yacy poOOTH Aog
CIryx0
TexHosoris Ta Oprani3anis Ar7
MPUITOMY-PO3MIIIICHHS-
BHi3ly rOCTeH
OOcnyroByBaHHsI TOCTEH y Aog
JKUTIIOBIH YaCTHUHI TOTEIIO
TeXHOHOFH. pg | Kuininrosi rexnouorii Asg
TOCTHHHOCT1 TexHonorii xapuyBaHHs Az
JlonatkoBi mociayru
(moOyTOBi, TPAaHCHOPTHI,
€KCKYpCIiiHi, TOIIO)
B3aemois ciryx06 rorento Az
IIpaBuna mpoOTUITOKEKHOL As
0e3meKy Ta IHCTPYKIIIT 010
Il B €KCTpEMaIbHUX
YMOBax
ITpomec HaniitaicTs 36epiranus Az3
Texuomnorii petei, BHECEHHX 0 TOTeNo
Py | coxuBauem, sxuii mpoxxuBae
Oe3nexku ¥ HBOMY
PiBeHb caHiTapHOTO CTaHy Az
HOMEpIB, KOMIUICKTHICTB 1
CIPABHICTH iX 00 THAHHS
Koudinenmiitnicts Ta Ass
iHpopmaniiiHa Oe3neka
Pecypcu cepsicy (ueHTpH Aszg
B1JITTOB1TaJTLHOCT!)
Texnomnorii .| Py, | Crannapru obciyrosysanns | Ag
KOHTPOJIIO SAKOCTI OliHKa Ta KOHTPOJIb CEPBICY | Asg
BryTpiHi cepBic-nipouecu Azg
Indopmartis Ta pexiiamHi Auo
MaTepiaiu, y T.9. Ha
1HO3EMHHIX MOBaX
Cucrema OpoHIOBaHHS Ta A
[ndopmarniitai p pe3epByBaHHs
TeXHOJIOTIi 11| Bukopucranss rnobansHux | Ay
PO3MOUIHUUX CHCTEM
KommiekcHi aBToMaTn30BaHl | Az

CHUCTEMH YIPABIIIHHS

Joctyn Ta sikicts [HTEpHETY



https://zakon.rada.gov.ua/laws/show/z0413-04/ed20101112/find?text=%C3%EE%F2%E5%EB%FC#w1103
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IIpooosocenus maon. 1.4

1 2 3 4 S 6
Oprani3amiiiHa CTpykTypa Aus
['ayukicTh METOIIB Ausg
TIPaBJTIHHS
TexHomorii TP .
) Py, | Mognens ynpasiiHHsA Au7
yIpPaBJI1HHSI =
MapkeTHHroBHit Aug
MEHE/PKMEHT
IaHOBAaIIiHA aKTUBHICTD Ausg
Ss3 PiBens kBamidikarrii Asp
o KpearusHicTh nepconan
Kanposwuii p Hp : P Y ﬁf’l
1 JTUHHICTH Ka/IpiB
MEHEKMEHT 3 A 52
MoXITHMBOCTI HABYAHHS Ta Ass3
PO3BHUTKY
Posyminns npo0iem KimieHTa | Ag,
Ta 3AaTHICTH O BUPIMICHHS
OcoBHCT: ) KOH(JTIKTIB
co HC_TI HKQCTl P,, | Komynikabenbnicts Ass
IIpa1BHUKIB BwminHS mpaiioBaty B Asg
KOMaHIi
J10OpO3UwINBICTH As7
Kynberypa 00ciayroByBaHHsI Asg
3any4eHicTh MepcoHaTy A
[Tepconan . . . . >9
CouianpHa BIANMOBINANBHICTE | Ag
KopnoparnsHa Py | CouianpHo-nicnxonoriunmii A1
KyJIbTypa KJIIMaT B KOJIEKTHBI
JlinepcTBO B KOJIEKTHBI Ago
BHyTpilHS N0SIBHICTD 10 Ag3
OpeHy TOTelNo
PiBens omutatu mparri Aga
Cucrema p MarepiaibHi 3280X0YEHHS Ags
17 - - -
MOTHBAIIll MopaitpHi Ta coltianbHi Aes
320X0YCHHS
S dipMoBuit ofsT
30BHIMIHIN pMOr : At
P15 | OxaiinicTs 30BHIIIEBOTO Ass
BUTJISI
BUTJISTY
30BHIIIHICTh Asgo
Micisg A7
Imimx A71
dipMOBHIl CTHITH A
[HcTUTYTH S4 bpenn P19 " P 5 A72
. T™MOCc(hepa
TOCTUHHOCT1 p 3
KpeaTuBHicTh HalaHHS A7a
TOCITYT
) HasBHicTb cepTudikatiB A7s
Penyramis -
P, | Pe3ynbratu nepesipok A
TOTEJIIO

Haropoau




63

IIpooosocenus maon. 1.4

1 2 3 4 5 6
Micue y pedtunry Azg
OI11iHKY y BIAT'YKax KJII€HTIB Asgo
[TpaBuia eTukeTy Asgy
Cranzapmu [MpuHIUTIHA o6cnyr01inaH§ﬂ Ag
P21 | Pesxum ciysx6u npuiiomy i Ags
00CITyrOByBaHHSI

00CIIyrOByBaHHs

[TocamoBi iHCTPYKITIT Aga

VY CyKymHOCTI BH3Hay€Hl MapaMeTpu KOXKHOI 31 CKJIaJ0BOi CEPBICHOTO
MPOAYKTY TOTEIIO XapaKTepU3yeEThCSl IEBHUM HAOOPOM aTpuOyTiB, BUOKPEMIICHHS
AKUX  JIO3BOJIUTh CHUTyallMHO Ta/ab0 KOMIUIEKCHO  YOPABJISTH  KIIEHT-

OpIEHTOBAHICTIO 3aJIKHO BiJl iX CTaHY Ta PiBHS BIUIUBY HA CIIOKUBYY IIHHICTb.

1.3. KoHuenryanbHi 3acaj iy ypaBlliHHS KIIEHT-OPIEHTOBAHICTIO TOTEIIO

BignoBigno no BumineHux I'. XemenoMm CyTTEBHX 3pYyIICHb Yy IMapaaurmi
MEHE/KMEHTY: 3pPOCTaHHI €TMYHMX LIHHOCTEH KOHUeMNLUIi Oi3Hecy 1 CoLiyMy;
NpIOpUTETI 1HHOBALIMHOI CKJIAal0BOI y CTparterii Oi13HeCcy; MexaHi3Max ajanTarlii
(BUHUKHEHHS KOHIENIi yMNpaBIiHHS 3MIHAMH); 30€pEeKEHHS 3HAYYIIOCTI
MICUXOJIOT1i MOBEAIHKY 1 MOTUBAIIIT JIIOJUHU; TpaHchopMallil 11€0JI0Ti] yIpaBIIiHHS
(KoHIIEeMIIIT OpraHi3aliitHoOT KyJbTYpH, TeOpis JigepcTBa Ta iH.) [192], 3MiHIOIOThCS
NIIX0AU 0 BU3HAUYEHHs (akTopiB ycmixy OizHecy. Y Tabmuui 1.5 mpeacrtaBieHo
0auenns [15] o010 paguKaIbHUX 3MiH Y CYy4aCHOMY MEHEKMEHTI.

OpieHTariss AisUTBHOCTI HAa KITIEHTIB MPOCTEXKYETHCA Bil MeTH Oi3Hecy
70 OLIIHIOBaHHS  Horo  pesynbTariB.  KilleHT-OopieHTOBaHe  yINpaBJiHHSA
NEPETBOPIOETHCSI HAa KIIOUOBY 3a4auy (OpMyBaHHS KOHKYPEHTOCHPOMOKHOCTI

TIITPHUEMCTB.
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Tabnuysa 1.5
OcHOBHI 3pylIeHHs B cucTeMi yrpaBiiHHas [15]
TpamuimiiHmA miaxis CyJacHuil miaxin
Mera 6i3HECY BupoOHUIITBO TOBapIB 1 3a/10BOJICHHS KJTIEHTIB
OCITyT
XapakTep KOMyHIKaIii VY mipy HE0OXiTHOCTI PanukanbHa BIAKPUTICTH
OTpUMaHHs 1HpopMaIlii Openga sl KIII€HTA
HanpasineHictsb 3Bepxy — BHU3 [HTEpaKkTUBHICTH
KOMYHIKaIIii
DoKyc KOHKYPEHIIii 3HUKEHHS BUTPAT [TocTiiiHi 1HHOBAIII,
KpPEaTHUBHICTb,
3aJI0BOJICHICTh KJIIEHTIB
O1iHIOBaHHSA 3a 00CAroM BUKOHAHUX | 3a J0JAHOKO CHOKUBUYOIO
pe3yJIbTaTIB 3aBJIaHb I[IHHICTIO

BignoBigHo 10 TPOBEACHUX Yy TOMEPEAHIX MIAPO3AiIax AOCTIIXKEHb,
MPOJYKTOM JISUTbHOCTI TOTENbHOI 1HIYCTpli BHUCTYIA€ CEPBICHUU MPOJYKT, IO
ABJIIE COOOK KOMIUIEKCHY IIOCHYTYy, $IKa IIUIICHO IHTErpy€e MaTepiajibHl U
HeMarepiaibHl CKJIaJ0BI MPOLECY TOCTUHHOCTI 4Yepe3 B3aEMOII0 MEepCoHaly 1
KIIIEHTa Ta nepeadavae MUIECIPSIMOBAaHE KIIIEHT-OPIEHTOBAHE OOCITYrOBYBaHHS.
TeopernyHuM  TAIPYHTAM  (HOpMYBaHHS  CUCTEMHU  YNPABIIHHS  KIIEHT-
OpIEHTOBAHICTIO CEPBICHUX OpTraHi3allii CcTajlu 1HCTUTYLIOHAJIbHA Teopis (QipMu
O. YinMcona [68]: xonmeniis cnenudidyHux Ta iHTepcnenuiuHux pecypcis [67],
JIOTITYHUM TPOJOBKEHHSIM SIKO1 cTasia Teopid AuHaMiyHuX MoxuuBocten /. Ticca,
I'. ITizano, E.Illyena [59], mo po3BuHYyNa pecypcHHMi MiaXiJ CTpaTeriaHoro
MeHeKMEeHTY [18]. y HampsiMKy CTBOpEHHS 1HTErpajbHOI KOMIIETEHTHOCTI
oprasizaiiii, Tak 3BaHOi KOPIIOPATUBHOI MAHEBPEHOCTI.

IIpu pecypcHomy migxomi (resource-based model of the firm)
70 YOpaBIIHHS CTIAKY KOHKYPEHTHY IepeBary oprasizailisi HaOyBae 3aBASKA
CBOIM MiIKOHTPOJIBHUM pecypcaM, GopMyrouH ix xapakrepuctuku. KoprnopatusHa
MaHEBPEHICTh MIANPUEMCTB TOTEILHO-PECTOPAHHOTO O13HECY TOJIATAE Y 3AATHOCTI

CHiBpOOITHUKIB /10 HAaBYaHHS; IIBUIKO IMEPETBOPIOBATH PE3YIbTaTH 3BOPOTHOTO
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3B’A3KY 3 KJIIEHTaMU Y OHOBJIEHHSI INPOIIECIB OOCIYrOBYBaHHS, HOBI TE€XHOJOTI1
TOCTUHHOCTI Ta CTpaTeTiyH1 aKTUBH.

VY cTpareriyHOMy MEHEKMEHTI OKpPEeMO BHUIIISETHCSA ACKIIbKA HAIPSMIB
B Mexax pecypcHoro miaxomy [109]. Buxomsuum 3 Toro, mo QopmyBaHHS
KOHKYPEHTHHUX TIIepeBar CTBOPIOETHCSA 3aBJSKH YHIKaJbHIM KOMOIHAIli pecypciB
1 KOMIIETEHII (ipMH, pPO3PI3HAIOTH cTaTHyHUi [67] Ta guHamiunmii [59]
niaxoan 10 ¢GopMyBaHHS KOHKYPEHTHUX IepeBar. 3acTOCYBaHHS PECypCHOTO
MIIX0AY B yOpPaBIiHHI MANPUEMCTBAMH TOTEIBLHO-PECTOPAHHOI 1HAYCTPIi
IPYHTYETbCS HA PI3HOMAHITHOCTI PECYpCIB, SIKI YTBOPIOIOTHCA CHEU(IYHUMU
Ta 1HTepcnenupiuHuMu  pecypcamu. CTBOPIOIOYM BJacHI, BaKKO KOMIHOBaHi
IHIIMMH TOTEJSIMH KOMIICTEHIIIi, OpraHi3allisi 3MII[HIOE CBOIO PUHKOBY ITO3HIIIIO.
[lomryk KOHKYpEHTHUX IIepeBar oOprasizauis 3I1MCHIOE Yy BHYTPIIIHbOMY
CEPEAOBHIII, [0 HAWIIIIIUM YMHOM OMHUCYeThcs Mojaemuto McKinsey 7S [46], ii
MPUKJIAJHE 3aCTOCYBAHHSA MO0 YIPABIIHHS KIIEHT-OPIEHTOBAHICTIO HABEJEHO Ha
puc. 1.5.

JUist 1ineil ynpaBiliHHS KIIE€HT-OPIEHTOBAHICTIO TMIAMPUEMCTB TOTEIBHO-
pectopanHoi iHaycTpii Moaenb McKinsey 7S, HaBeaena Ha puc. 1.5 maTume Taki
oOMexeHHs. JKOpCTKi eleMeHTaMU MIiKpOCEepeIoBHUINa, M0 BUCTYNAKOTh (ipMo-
cnenniyHuMU pecypcamu [45] — cTpyKTypa, CTpaTeris i mpoueaypH yrnpaBTiHHS
B OpraHizalli € HalOUIbII NepeadavyBaHl 3 TOUYKU 30py KEPOBAHOCTI, TOA1 SIK M’ SIK1
€JIEMEHTH: I[IHHOCTI; HaBUYKHW; CTWJIb YIIPABIiHHSA Ta TOBEAIHKA MPAaIiBHUKIB —
CKJIAJHIIIE MiAAAI0ThCS YIPABIIHHIO Ta OLIHII. BoHU B 1isioMy OpMYIOTH BiacH1
KOMIIETEHII11, 3yMOBJIEHI BHYTPIIIHIM PO3BUTKOM OpraHizailii B il MOBCSIKIECHHOMY
(GYHKITIOHYBaHHI.

Kommnekc kommeTteHiiil opranizamii GopMyeThCsl MiJ] BIUIMBOM (DAKTOpIB
OpraHizamiifHoi KyJabTypu 1 TpaAuIliii oprasisaimii; oprasizamii mporecy
oOCITyroByBaHHs 1 MPOIECY yNpaBiiHHI. PO3pI3HAIOTH IMIUTIIIUTHI Ta EKCIUTIITUTHI
kommneTeHIii. P. Pix 1 ge ®urinm BUPI3HAIOTH JKepena HAOyTTsS KOMIIETEHIIIH,
JI0 SKUX BIIHOCATDH: BHYTPIIIHIO AisUTBHICTH OpraHi3allii Ta MpoIrec KOHKYPEeHTHOT

oopote0u [49]. Jlyis 3akianiB TOTENBHOI 1HAYCTPli BaXXJIUBY pOJb TPalOTh SK
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IMIUTIIATHI, TaK 1 eKCIUTIIUTHI KOMIIETEHTHOCTI  KJIIEHT-OPIEHTOBAHOCTI.
IMIITIIKATHI KOMIETEHTHOCTI — BHYTPIIIHBO HANPallbOBaH! KOXKHHUM MPaIliBHUKOM
«HaBYaHHS Ha mnpakturi» («learning by doing») [109], a ekcrumiuTHI

MPOSIBISIOTHCA Y CPOPMYITHOBAHHMX MPaBHIaX 1 MpOLEAypax.

Crpareris Ipouenypu
KJIIEHT-
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Puc. 1.5. EnemenTu yrpaBiiHHS KJIIEHT-OPIEHTOBAHICTIO 332 MOJIEIUIIO

McKinsey 7S [46]

[HIIMMH  TEOpEeTMYHUMHU BUTOKAMM IPOBEAEHOTO JOCIIKEHHS CTalld
XomicTUuHa Teopis Mapketunry [2; 118; 188] 1 mapagurma cepBicHOTO
meHemkMenTy [11; 43]. Came Teopis Ta THpakTHKa CEPBICHOIO MEHEIKMEHTY
MOKJIaJICHa B OCHOBY YNPAaBJIIHHS KJIIE€HT-OPIEHTOBAHICTIO MIAMPUEMCTB FOTEIHHO-
pecTopanHoi iHAYCcTpii. CepBICHUN MEHEI)KMEHT BUHUK Ha CTUKY PI3HUX raimy3eu
3HaHb, 0a3ylUHMCh Ha MDKIUCIUIUIIHAPDHOMY TMIAXOMl, IOEIHAB METOA0JOrI0
MapKETHHTOBOTO MEHEIDKMEHTY 3 aKIIEHTOM Ha YIPAaBIIiHHS CIIOKUBYMUM JTOCBIIOM
(CEM Customer Experience Management) [6] Ta MapKeTHHIOM B3aEMO/II;
yhnpaBiiHHA JoackkuMu  pecypcamu (HRM Human Resource Management);
ONepaliiHOro MEHEIKMEHTY, 30KpeMa TOTalbHOTO ympaBiiHHS skicTio (TQM

Total Quality Management); ynpaBiiHHs oprasizamiiHor moBeainkoro (OBM —
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Organizational Behavior Management) B TpaktyBanHi M. bipa [7], 1. Hamepa i
M. Tymwmana [41].

VYrpaBiiHHS KIIEHT-OPIEHTOBAaHUM CEpPBICOM — OaraToeTanmHuil 6e3nepepBHU
npolec TMPUHHATTS Ta peaizamii yHpaBIiHCBKUX (QYHKIN (TIaHyBaHHS,
opraHizailis, MOTHBAIlif, KOHTPOJIb) IIOJI0 BHUPOOHHUIITBA Ta MPOCYBAHHS
CEPBICHOTO MPOJIYKTY 3 MiJBUILEHOIO CIIOKUBYOIO I[IHHICTIO, CIIPSIMYBAHHS 3yCUIIb
Ha 3a0e3meueHHsl 3aJ0BOJICHOCTI KIIEHTIB, (JOPMYBaHHS iX MOBIPH, JOSIBHOCTI
Ta NPUXUIBHOCTI 10 rotemo. Ha puc. 1.6 mogaHo aBTOpChbKE KOHIENTYyalbHE
OaueHHs TMpPOIECIB YNPABIIHHSI KIIEHT-OPIEHTOBAHICTIO CEPBICY B 3aKjIaaax

rOTENBHOT 1HYCTPII.

CucreMa NpUHUMIIIB TA METOiB
YIPABJIHHS KJIIEHT-0picHTOBaHIiCcTIO cepBicy (COSM)

TQM CEM OBM HRM
| JliarHOCTHKa Ta MOHITOPHHT
| | KJIIEHT-OPIEHTOBAHOCTI g
[MinTpumka dopmyBaHHS E
| KJIIEHT- < KJIIEHTCHKOTO o
OpIEHTOBAHOCTI JIOCBITY %
dopmyBaHHA j ‘ 8
yHKIIOHAEHOT SKOCTI ()
CEpBICHOTIO POAYKTY @
(4
0
p—y p—y p—y p—y p—y p—y p—y p—y p—y p—y p—y — Si—
" » Konremniis [Mapamurma Xoxi .
HCTHUTYIIHA . ) JTICTUYHA TEOPist
Ty JMHAMIYHHX CEepBICHOTO ome cop
Teopis GpipMu N
eopis Gip MO>KJTHBOCTEH MEHEJKMEHTY MApKETHHTY

Teopernunuii 6azuc

Puc. 1.6. Konneniiist ynpaBiaiHHS KJI1€HT-OPI€EHTOBAHICTIO CEPBICY TOTEIIO

(aBTOpCHKA pO3p0oOKa [167])
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300paxena Ha puc. 1.6 KOHLEMIIsS YHPaBIiHHSA KII€HT-OPIEHTOBAHICTIO
CepBiCy TOTENIO SIBJISIE COOOI0 CUCTEMY TEOPETHUHUX 1 METOAOJIOTIYHUX TOTJISIIB.
B ocHOBI Hamoro mociiKeHHs TMOKJIaAeHo 171ei B3aeMOOOYMOBJIEHOCTI PO3BUTKY
THCTUTYIIIHHOTO CEpEeJOBUINA 1 TTOBEAIHKU JIIOJUHU, METOIOJIOTIYHOTO MPUHIUITY
XOJicTHYHOro  mepcoHamsmy [169]; kpurepii sKoCTI  mOCHyr, 3ajaaHi
K. I'perpoocom, sikuii BUAUINB TeXHIYHY 1 (DYHKIIOHAIBHY CTOPOHHU SKOCTI [24],
110 JIFOTh Ha COPUUHATTS CIOXKHBAYEM OTPUMAHOI MOCIHyru. TakoX BUKOPHUCTAHO
posmupeny mojnenb skocti mocayr 0. Jlixtinena 1 Sl. JlixTiHeHa, sika BKJIIOYAE
MatepianbHy (II0 camMe OTPUMY€E CIHOXKHMBad); IHTEPAKTUBHY (SIK BIIOYBA€ETHCS
00CIyroByBaHHs); KOPIOPATUBHY (BIUIUB IMIJIKY, penyTaillii) Ta GyHKIIOHAJIbHY —
CrpuiiMaHy Crio)kuBadeM skicTh nmocayru [33]. 3a maHoro miaxoay (GyHKI[IOHATBHA
AKICTb IHTErpy€E BC1 1HII CTOPOHU SIKOCT1 MOCITYTH.

Oxkpemy BaxymBicTh Mae Meroauunui miaxinm SERVQUAL (SERV Bix
anri. service — cepeic i QUAL Bix anri. Quality — sIKiCTh), 3alpOIOHOBAHHIA
A. Ilapacypaman, B. 3aittamn 1 JI. beppi mjisi oOIiHIOBaHHS SIKOCTI TMOCIYT.
ABTOpChKa Tpymna 3amporoHyBasia 22 MapKepu SKOCTI TOCIyTH, 00’ €IHaHUX
y 5 KpuTepiiB: HAAINWHICTh SK 3JAaTHICTh HAJaTh BC1 OOIISMHI TOCIYTM TOYHO
B CTPOK 1B TOBHOMY 00CS31; 4YyWHICTb, TOOTO TOTOBHICTh IEPCOHATY
CHIBIPAIIOBATH 3 KJIIE€HTOM, IIBUIKE OOCIYrOBYBaHHS 1 IWIUpe OakaHHS
KEpIBHUIITBA 1 MEPCOHANy JOMOMOITH; IHIMBIAYyAIbHUN MIAX1T 10 KOMXKHOTO
MOKYMII Ha OCHOBI HOro ocobuctux moTped (KacTomiszallisf); KpUTepin
BIIYYTHOCTI (MAaTeplajbHICTh), TOOTO OYIKYBaHHS KIIEHTIB BlJ OTOYYHYOIrO
Cepe/ioBUIIIa HaJaHHSA TMOCAyrd (cydyacHe oOJagHaHHs, 1HTEp €p, 3O0BHINIHIN
BUTJISIT  TEPCOHANTY); TIEPEKOHAHICTh:  KOMIETEHTHICTh,  BIAMOBIJAIBHICTH
1 BIEBHEHICTh 0OCIyroByIOUOro nepconany ¢ipmu. JlaHuii MeTo 3aCHOBaHUN Ha
OIiHIIi PO3PUBIB Mik OUiKYBAHOIO Ta CIIPUIMAHOIO AKICTIO Hociyr. Moro miHHICTS
noJiirae y 1HTerpamii MapKeTUHTOBHUX METOMIB aHKETHOTO OIMTYBaHHS
13 yIOpaBIiHCHKUMH METOJaMHU TOJIOJIaHHS BUSBICHUX po3puBiB [44]. [lanwmii

MIX11 3aCTOCOBYETHCS ISl OIIHKH SIKOCTI TIOCIYT CEPBICHUX OpraHi3aIlii, s



69

YKpailHCBKUX TOTENIB BiH OyB amnpoOOBaHHWIl, a pe3ynbTaTh OIMyOJiKOBaHI
y mpami [71].

[TonoxkeHHAX Cy4yacHOTo ONepariitHoro MEHeHKMEHTY KpUCTaII3yBaJIUCs HA
IPYHTI €BOJIOLII MEHEI)KMEHTY SIKOCTI: BiJl iHCHeKIii skocTi (quality inspection —
QI) — xouTpons sikocti (quality control — QC) — cratucTuuHe ympaBIiHHS
skicTio (statistic QC — SQC) — 3abe3neuenns sikocTi (quality assurance — QA) —
KOMITJIEKCHE yIpaBiiHHS sSKicTio (integrated quality control — IQC) — 3aranpuuit
KOHTpoJib sikocTi (total quality control —TQC) — menemxmeHT saxocti (quality
management — QM) 1o totansHOro ynpasiiHHA sKkicTio (TQM). Skicts cepBicHUX
NOCIIYT € JNUHAMIYHUM IPOLECOM, OTKE€ MOTpeOye MEPMaHEHTHOTO MIJBUIIEHHS
PIBHSI HaJlaHUX TOTEJIEM TapaHTii 1 JOBIpH J0 HEl 3 OOKY KIIIEHTIB, 10 aJIEKBATHO
ONMHCYETHCA MoJeLT0 Oe3nepepBHoro BaockoHaneHHss PDCA Jleminra—Illyxapra
[88] (Plan — Do — Check — Act) maHyBaHHS — 3AiHCHEHHS — IEpeBipka —
Kopuryroua aisg, abo moaemwno DMAIC (anrn. define — Bu3Hawath, measure —
BUMIpIOBaTH, analyze — anHami3yBaTH, improve — BIOCKOHAJIOBaTH, control —
KOHTPOJIFOBATH).

Micis HRM € BaXJIMBOIO CKJIaJJOBOK KOPIIOPATHBHOI CTpaTerii KI€HT-
OpIEHTOBAHOCTI, IO Tepeadadae peanizaifito HacTymHUX (yHkiii. OO0’ e€qHaHHS
IiJIeH, I[IHHOCTEH, IOCBily, KOMIIETEHIIIM 1 OakKaHHsS CIIBPOOITHUKIB CITIJIHBHO
TBOPUTH KJIIEHT-OPIEHTOBAHUW JOCBIJ OpraHizaiii. ¥Y3roJKeHHs 1HAUBITyalIbHUX
3yCuib B 3arajbHUX I1HTEpecax; aKTHUBI3alllsl KPEaTUBHOTO TMOTEHINATy
CHiBpOOITHMKIB B MpOLECI  BUKOHAHHA  (YHKUIOHAJbHUX  OOOB’SI3KiB;
CTUMYJIIOBaHHSI TICHXO-EMOILIIMHUX 1 MOBEAIHKOBUX YCTaHOBOK CIIBPOOITHUKIB
10 poOOTH B KOMaHi; (OPMYBaHHS Ta PO3BUTOK CTAHNAPTIB KOPHOPATHUBHOI
KJIIEHT-OP1EHTOBAHOT KYJIbTYPH, LIIHHOCTEW, KOJEKCIB 1 HOPM MOBEAIHKH.

[Ipy 1pOMY BaXIMBO BpaxoBYBaTH BHUXIJAHI TMOJIOKEHHS TOTAJIbHOTO
YIOPaBIIHHS SKICTIO cepBicHOTO TPoaykTy (TQM), sKi CIUparOThCs HAa HACTYITHI
NPUHIUIA Ta JIATJIA B OCHOBY MikHapoaHy cranmapty ISO 9000:2015 [132],
0 BU3HAYAE CHCTEMY YIPaBJIIHHS SKICTIO, 30KpeMa B cepi TOTEIHHUX MOCTYT.

Jlanuii ctanAapT BU3HAYA€ HACTYIHI 3arajibHl IPUHIIUIHN YIIPABIIHHS.
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1. Opienranis Ha cnoxuBaya — € (pyHAaMEHTaIbHUM npuHIUIOM TQM,
KU PO3KPUBAETHCS B TOMY, IO CIOXXMBAY OIIHIOE CEPBICHUU MPOIYKT depes
MPU3MY BIACHOTO CIPUMHSTTS PIBHS SIKOCTI.

2. 3amyueHHs TIepcoHally — 3a0e3ledyye MOCTIHHY CHUIbHY poOOTY BCIX
CIIBpOOITHUKIB TOTEJNIO 13 CTBOPEHHS IIIHHOCTI CEPBICHOTO  MPOJIYKTY
Ta TOCTIMHOMY HOT0 BJOCKOHAJIEHHIO.

3. [IpouiecHuii migxia po3riiAgaEe ASUIbHICT OpraHizamii sk HaOip mii,
110 MEPETBOPIOIOTh  BKJIAJEHI PECYpCH B CEPBICHUM MPOAYKT — TMOCIHYTY,
110 peali3ye€ThCs CIIOKUBAYAM.

4. XOJICTUYHICTh CHUCTEMHU MOJSAra€ B IHTErpalii MPOIECIB OKPEMHUX
MIPO3/1IIB, IO JO3BOJISE i JOCATATH CTPATETIYHHUX LIJICH.

5. be3nepepBHe MONIMNIIEHHS SKOCTI Ta MPOIIECIB T03BOJISIE OpraHizaiii 0yTu
JUHAMIYHOIO 1 THYYKOIO, MOCTIMHO 3aCTOCOBYBATH HOBI METO/H IiJBUIIICHHS CBOET
KOHKYPEHTOCTIPOMOYKHOCTI Ta €(PEKTUBHOCTI.

6. [IpuitHATTS yNpaBIiHCHKUX pIllIEHb Ha OCHOBI (PakTiB, IMiATBEPIKEHUX
CBIJIOIITB IIPO MISUIBHICTH OpraHizallii, siki MOCTIHHO 30MparOThCS M aHAII3YHOTHCS
321715 TOJIIIIEHHS] pOOOTH.

7. KomyHikaiii Ta B3a€MOBIIHOCMHHU 13 BHYTPIIIHIMH Ta 30BHINIHIMH
3alHTEPECOBAHUMH CTOPOHAMHU, YMPABIIHHS 1 MATPUMKA 3BOPOTHOTO 3B’SI3KY
13 KJIIEHTaMH, TMOCTayaJlbHUKaMHM, MOTHUBAIllSl CHIBPOOITHUKIB yCIX pIBHIB
ynpasiinas [132].

dokyc ympaBmiHHS KiieHT-opieHTOBaHicTIO cepBicy (COSM Customer-
oriented Service Management) CripsIMOBY€ETbCS Ha CTaHIApTU3ALIIIO SKOCTI CEPBICY
3 OJJTHOTO OOKY Ta MOHITOPUHT ¥ OIIIHKY KJIIEHTCHKOTO JOCBIly 3 1HIIOTO. YKa3aHi
MPOLIECH MAIOTh IIUKJIIYHUI XapakTep Ta TICHO B3a€MOIOB’sI3aHI.

VY mpaii [6] mpoBeneHO METaTCOPETHYHHMI aHajli3 BU3HAYEHb KI1E€HTCHKOTO
JOCBIy 1 3’5ICOBaHO, IO y Cy4YacHi JITeparypl HEMae €IMHOI AYMKH MPO HOTO
cytHicTh. OCHOBHa IUTyTaHWHA BUHHUKAa€ HABKOJIO OTOTOXXHEHHS  SIKOCTI
oOCITyroByBaHHS KIIIEHTIB 13 3aJJ0OBOJICHICTIO a00 MiHHICTIO. OKpeMi TOCIHiTHUKH

PO3TIIAIAI0Th KIIEHTCHKUN JOCBII SIK peakiliero Ha mpono3ulio [40]; sk ouiHKy
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SKOCTI mpomno3uii [32]; Ik XapaKkTEepUCTUKY MPOIYKTY, a HE PEaKI[io MOKYIMIS Ha
HBOTO [47], 0 CynepeyuTh TPATUIIHHOMY MOHSATTIO TOCBIAY SIK CyO’€KTHBHOTO
CIPUUHATTS 1HAMBIAA IIIHHOCTI [1]. MU po3risgaemMo J0CBI KIIEHTIB IBOICTO: K
BITUYTTS KJIIEHTIB Y PE3yibTaTi MPOLECIB CIIOKMBAHHS MPOAYKTY Ta K BIAMOBIII
Ha yOopaBiaiHCBhKI cTuMyiu. bepnang XepOept IIIMITT BHU3HAUMB  KIHOYOBUM
3aBJIaHHSAM MApPKETHHIY — CTBOPIOBATH «IIHHUN KIIEHTCHKUH H0OCBiay» [56], skuii
CTaHOBHUTH OCHOBY JUIsI YIPaBIiHHs BpaKeHHsIMH KinieHTiB — Customer Experience
Management [55]. BiH BuOKpeMHB IT’SITh PI3HHMX THIIIB JOCBiIy, Ha3BaBIIH

iX CTpaTerYyHUMU eKCIIepUMEHTaIbHUMU MoaysiMu (SEM):

cencopuuit gocsig (SENSE);

adextuBH1 nepexkuBanus (FEEL);

tBOpumi mizHaBaabHUH q0cBiT (THINK);

b13udHMM TOCB1, MOBEMIHKY 1 criociO kutts (ACT);

— JIOCBIJ COIIaIbHOI 1ICHTHUYHOCTI, 1[0 BUHUKAE B PE3yJIbTAaTi BITHOCHHU
1o pedepentHoi rpynu ado kynsTypu (RELATE) [54].

['onoBHUM 3aBHaHHSIM YIPaBIiHHSA KIIEHTCHKUM JOCBIZIOM € CTBOPEHHS
He3a0yTHIX Bpa)XeHb, IO3UTUBHOTO JOCBIAY Ha BCbOMY MLUISXY B3a€MO/III
13 KJITIEHTOM. [HCTpYyMEHTOM BUSIBJICHHSI TOUYOK JOTHUKY 13 KJIIIEHTOM € KapTa HUIIXY
kiaienta (Customer Journey Mapping), B skiit 3a3Ha4ar0ThCsl CHIOXKHMBYI peakilii Ha
B3a€EMO/IIIO 13 MEPCOHANIOM. Y TOTENbHIN 1HAYCTPIl 3aCTOCOBYETHCS KapTa JOCBIY
kiienta. Ha puc. 1.7 HaBegeHo JOTIKY B3a€MO3B’SI3Ky cdep (opmyBaHHS
CEpBICHOTO MPOAYKTY (MaTepiasibHI YMOBH; MPOLIECH OOCIYyTOBYBAHHS; EPCOHA,
IHCTUTYTH TOCTMHHOCTI), 13 IHCTPYMEHTAPIEM BIJICT€KEHHS KIIIEHTCHKOTO JIOCBIY
GEJ (Guest Experience Journey) 3a TOukaM¥ KOHTAKTY.

OuikyBaHHs BiJ cepBicy, (POPMYIOTh OYIKYBaHy LIHHICThH BiJ CIIOKHUBaHHS
CEpBICHOTO NPOAYKTY TOTENI0 1 CTAHOBJIATH KpPUTEPiaJibHy OCHOBY Oa)kKaHOTO
KIIEHTCHKOTO J0cBimy. Ha Ham mormsia, MoKHAa BWAUIMTA YOTHPU  PIBHS

KJIIEHTCHKOTO JIOCBIY:
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- ouikyBaHMW (OakaHuii) (QOpPMYeTbCS MApPKETUHTOBUMHU CTUMYJIaMU
(perryTarii€ro, pekJIIaMoOl0, BIATYKAaMHU KITIE€HTIB) a00 BXKE HAsBHUM BJIACHUM
JIOCB1JIOM BiJIBITyBaHHS TOTEJIIO;

- CTaTUYHUH — y JaHWA MOMEHT 4Yacy, MOXKE CTOCYBaTHCh OKPEMHUX
MIPOIIECIB Y JIAHITIOTY B3a€MO/IIT 13 KJIIEHTOM (Ha pHC. HaBEACHO TOYKH KOHTAKTY
Guest Experience Journey (Toiryk rotesto, MpoKUBaHHs, XapuyBaHHS TOLIO);

— IWHAMIYHUN — 3arajJbHUN TOTJISA, 0 BUSBIISIETHCS M1 Yac mepeOyBaHHS
B TOTEJI0, B PE3YJIbTATI CIIO’KMBAHHS CEPBICHOTO MPOAYKTY;

— CIpUAMaHUN — HUTICHE BPa)KE€HHA B1Jl B3a€MO/II 13 CEPBICHUM IPOIYKTOM

TOTEJIO ITICJIS BUCEJICHHS 3 HHOTO.

CEPBICHUM

. MPOAYKT
OuikyBaHa
IIHHICTh MarepianbHi yMOBHU
« Penyrarnis ITpouecu o0OCTyroByBaHHs
TOTEIO; “~
« Binryku; [Tepconan
« Biracaun —
IOCBI :
[HCTUTYTH TOCTUHHOCTI

KII€EHTCBKUH
Guest \ JOCBIJ
Experience
Jourmey

Q|

CnpuiimaHa
o [Tomyk roremnto; iHHICTE
« bpoHIOBaHHS;
« [Tocenenns / BuceneHHs :
« [TpoxxuBaHHs « 3a10BOJICHICTB;
« Xap4yBaHHS; . Hosummgn;; |
« Po3Baru oo « An1BOKaIA

Puc. 1.7. Jlorika  B3a€MO3B’SI3Ky  CEpPBICHOTO  MEHEKMEHTY
Ta KJIIEHTCHKOTO JIOCBiY
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VY mporueci B3aeMOAil KIIi€HTa 3 CEPBICHUM MPOAYKTOM KPHUCTAI3YEThCS
HoTo crnpuiiMaHa IIHHICTh, OIIHIOETHCS SKICTh Ta OPIEHTOBAHICTH MEPCOHATY Ha
noTpedu, 1HTEepecH KIIEHTA, IO B Pe3yJbTaTl BUPAKAETHCA Y IOBEIIHKOBHUX
XapaKTEPUCTUKAX: TIO3UTUBHOMY  KIIEHTCBKOMY  JIOCBiZi,  3aJI0BOJICHOCTI,
JOSUTBHOCTI, Oa)XaHHI pEeKOMEHAyBaTh ToTedb 1HmUM. ChnpuiiMaHa SIKICTb
CEpPBICHOTO MPOJYKTY, Ha BIAMIHY BiJI TOBapHOTO NPOJIYKTY, € HEMOCTIHHOIO,
CYTTEBO BapiliOBaHOIO 13aJCKHUTh SK BiJ] OCOOMCTICHUX PHUC KITi€HTA, (TICUXOTHUII
OCOOMCTOCTI, IIIHHOCTI, 3BHWYKH, KOJIMIIHIM JIOCBiJI OTPUMaHHS aHAJIOTIYHUX
MOCHIYT), TaK 1 BIJ OpraHi3aiiiHOi KOMIETEHTHOCTI, TICUXOJIOT1YHOI CTIMKOCTI Ta
MO3UTUBHOI EMOLIIMHOCTI EPCOHAITY.

BiamoBigHO 10 MOBEAIHKOBOI T€OPii, CHPUMHATTSA — Cy0 €KTUBHA KaTeropis,
10 Bi0Opakae MiMCHICTD y (hopMi uyTTeEBOro oOpaszy 00’ekta. Tomy oauH 1 TOH
K€ CEpBICHHUM MPOJIYKT MOKE BUKIMKATH y PI3HUX KIIEHTIB PI3HOBAJICHTHI €MOIIi1
Ta BIOYYTTA: 3aXOIUICHHS, 3aJ0BOJICHHS, HE3aJ0BOJICHHA, a00 pPO3/ApaTyBaHHS.
PiBeHb SIKOCTI, B CBOIO YE€pry, 3aJ€KHUTh BiJ CTyNEHS BIAMOBIIHOCTI YSIBJIEHb
KJIIEHTA TIPO peayibHUi 1 OakaHu¥ piBeHb 0OCIyroByBaHHI B roreini. Kpurepiem
CTyNEHs 3aJ0BOJICHOCTI KIJIIEHTA € WOro NOBEAIHKOBA peakiliss — OaxaHHs
MOBEPHYTUCSA B TOTENb IIE pa3, ado eMmoIliiiHa — MOpaguTH IIe 3pOOUTH CBOIM
JIPY35IM 1 3HAHOMUM.

OcCoOMMBICTIO TOTENBHOT 1HAYCTPII € BaXJIMBICTh EMOLINMHOI CKJIaJa0BO1
B3a€EMOBIJJHOCUH MDK OpraHizali€ro 1 KiieHToM. J[oCBiJl KIli€eHTa — I pealibHi
G13M4HI, 1HTENEeKTyaJbHI Ta €MOUIWHI CHUTyalli, B SKI BIH [OTPAaILIiE,
nepedyBaour B roteni. KileHT-Opi€eHTOBaHICTh HEMOXKIIMBO CIPOEKTYBaTHU 0e3
BpaxyBaHHS KIIEHTCHKOTO JOCBIY, SIKAW ampiopi MOYHMHAETHCS 3 PO3YMIHHS
KJIIEHTAa Ta €MIarii 7o Hboro. Y cdepl TOCTUHHOCTI JIOAU 3aBXKIU XOUyTh
OTpUMAaTH Kpamui J0cBiA B Oyap-sikiil cuTyamii. BoHu 3aBXIuW OYIKYIOThH
Ha 1J€JIbHUIA CepBiC, 1 MOBa Jle HE MPO PO3KIII, a MPO 3PYUHICTh, IHTYITUBHO
3pO3YyMUTY B3a€MOJIII0 TIEPCOHATY, KOJIM 1HTEpecCH 1 MOTpeOu KIIIEHTa CTOATH
3aBXIU B IEHTPl moaii. Buxoasum 3 11b0T0, OUIKYBaHHS KIIE€HTIB CTaBIATH IIE

O11BIII BUCOKI CTAaHAAPTH JIJISL IHIYCTPIi.
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OdikyBaHHSI TOCTSI TOTENIO y pe3ynbTari HAOYTTSA KIIEHTCHKOTO IOCBIIY
CTBOPIOIOTh BpaXCHHsI BiJ HAJAHOTO cepBicy. BiamoBimHO 10 HaBeneHOl
Ha puc. 1.8 mipamiam cepBicy, mia yac mepeOyBaHHS B ToTell, abo Ticis
BUCEJICHHSI KIIIEHT CIIBBIIHOCUTH CBOI OYIKYBaHHS LIOJ0 SKOCTI HaJIaHUX TMOCIYT,
BIIMOBIHOCTI IIIHU 1 SKOCTI OOCIyrOBYBaHHS 1 BIANOBIIHO OIiHIOE cepBic. Jlis
NOJANBIINX JOCHIPKEHb MU MPOMOHYEMO HOTO OIIHIOBATH 3a I’ SITUOAIBHOIO
MIKANOK0. SIKIIO O4YiKYBaHHS HE BHUIPABIAINCh, TO CEPBIC € «HEBIAMOBIIHUM;
SKIO OYIKYBaHHS BHUIIPaBIAJMCh, TO Tpajallisi SKOCTI CEPBICY 3MIHIOETHCS Bij
«3aJIOBUTBHOTO» «JI00pOro» N0 «Iayke J00poro». Y BHUMNAAKY IEpPEBEPIICHHS

OUIKYBaHb — CEPBIC BBAXKAETHCS «1JCATbHUM).

4 N

O IneanbHui -
L= | ) IlepeBepuieni

I cepBic

i — > \ )

K Hy:xe nodpuii

y io L cepBic )

B [ . h Bunpasaainch
a 0 JoOpwuii

E cepaic

A 3a10BUIbHUIL cepBic

J P

I HeBignoBinnui He

(c) 00 cepBic BHUIIPaBIAJINCH
T

- |

Puc. 1.8. Ilipamina cepBicy y B3a€MO3B’SI3KY 13 OUIKYBaHHSIMHU

rocCTs roTeiiro

Hageneni Ha puc. 1.8 cmiBBiHOIIEHHS O4iKyBaHb TOCTS 13 OILIHKOIO SIKOCTI
cCepBicy 3 OOKy TOTEII0 TEX MOXYTh OyTH pi3HUMH. Tak s TOTEIHHOTO
HiANPUEMCTBA HaJaHl MOCIYTd MOXYTh OyTH BU3HAHI 1/I€aIbHUMH 3 TOUKH 30PY

IIBUJIKOCTI OOCITYTOBYBaHHSI; CAaHITAPHOI TIT€HHU, OE3MEYHOCTI TPOKUBAHHS TOIIIO,
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a nans KIieHTa piBeHb KoMdopTy B TOoTednl Moxe OyTH He BIANOBIIHUN
70 oIIaueHol LiHu (Buie abo Hikye). | B mepmomy , 1 B APYyromMy BHIAJKY
y TOCTSl BUHUKAE BIAUYTTS, 110 BIH «IIEPEIIavye» 3a MOCIYTY.

Takum dYWHOM, METOIO YOPABIIHHS KIIEHT-OPIEHTOBAHICTIO CEPBICY
€ (GopMyBaHHS MO3WTHBHOTO KIIEHTCHKOTO JOCBITY, BpaK€Hb 1 €MOIlIM KJI€HTa
IIPU B3aEMOJIT 13 3aKJIaJIOM TOTEJBHOI 1HIYCTpii 32111 JOCATHEHHS Oi3Hec-IiJIeH
Yyepe3 BUCOKI 3HAYCHHSI KITFOYOBHUX MOBEIHKOBUX XapaKTEPHUCTHK.

BpaxoByroun  BuIlle  BHUKJIaJCHE, O3HAKU  KJIIEHT-OPIEHTOBAHOCTI
H1JIPUEMCTB TOTENBHOL 1HAYCTPIi BKIFOYAIOTh HACTYIIHI.

1. HasiBHICTB MiCii 1 CTpaTerii, OplIEHTOBAaHUX Ha MOTPEOM (3aMMUTH) KIIIE€HTA.
Opranizaiiisi HaliJleHa Ha PO3BUTOK JOBIOTPUBAJIMX BITHOCHH 13 KIIIEHTAMH, MICIS
€ 3pO3yMUIOIO JIJIsl KOXKHOT'O CITIBPOOITHUKA.

2. [{1HHICTh KIII€EHTA SIK JOMIHAHTa KOPHOPATUBHOI KYJIBTYPH Peali3yeThCs
Ha BCIX PIBHSAX YMPaBIiHHI, B yCIX MIJCUCTEMax Ta MIAPO3JLJIaX OpraHizarfi.
[{iHHICTh KJII€EHTAa TPOSBISETHCS HA JBOX PIBHAX: BHYTPIIIHBOMY — TMEPCOHAI
1 30BHINIHBOMY — TOCTSI TOTEITIO.

3. Cy0’exToM pearizarlii cepBicy — € IepCcoHa TOTEIO.

4. Toten CTBOPIOIOTH KOPIMOPATUBHY KYJIbTYPY YBaKHOTO CTaBIICHHS
70 KJIIEHTAa SK JIOAUHU — 1 BHYTPIIIHBOTO, 1 30BHINIHBOTO. 3a70BOJICHICTH
1 3a]ly4eHICTh  MEPCOHATY  CTAHOBUTh  MIAIPYHTS  SKICHOTO  CEpBICY,
a 3aJ0BOJICHICTh TOCTSI TOTENIO, MOTO JIOSUIBHICTh Ta MPUXHIIBHICTD — JIKEPEIIO
JIOXOJTy TiAIMTPUEMCTBA.

5. 3HaHHS 1 pO3yMiHHS OTPeO KOKHOTO OKPEMOT0 KJIIEHTA Ja€ MOXKJIUBICTh
dbopMyBaTH YHIKaJIbHI TPOIMO3MINI, HAAABAaTH SKICHUH CEPBICHUMA TPOIYKT,
10 SIK HAMMEHIIIE  BIJMOBIJIA€ OYIKYBaHIM IIHHOCTI Ta CIYrye KOMIIacOM
MOKPAIICHHS KIIEHTCHKOTO JOCBIY.

6. CTBOpIOIOTBCS MOJKJIMBOCTI 1 YMOBH [JI1 BUPOOHUIITBA CEPBICHOTO
NPOAYKTY (3a0e3medyeHHs] HaBYEHUM IIEPCOHAJIOM, MaTepiaJbHUMHU pPecypcamu,
TEXHOJIOT1sIMH). BpaxoByrOTbCS Il Ta 1HTEPECH BCIX 3aIyYEHUX y CEPBICHY

JISUTBHICTB CTOPIH.
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VY rtabmuui 1.6. HaBeAeHI NPUHIUIU YOPABIIHHSA KII€EHT-OPIEHTOBAHUM
CEpBICOM, III0 IHTETPYIOTh METOOJIOTIUHI 3aCay MAPKETHHTOBOTO MEHEIPKMEHTY,
YIOPaBIiHHSA TIEPCOHAIOM, TOTAJIBHOTO VIMPABIiHHSA SKICTIO Ta YIpPaBIiHHSA

OpraHi3aliifHO0 MOBEAIHKOIO.

Tabnuys 1.6

[TpuHIMNN ypaBIiHHS KIIEHT-OPIEHTOBAHUM CEPBICOM

1. linicnicmb cUCTEMH KIIEHT-OPIEHTOBAHOCTI, 11 3B’SI30K 3 1HIIUMHU
IpoliecaMt 1 XapaKTePUCTUKAMHU MIAMPUEMCTBA, OCKUIBKH OKPEMO 11 €JIEMEHTH He
JAI0Th Pe3yNbTaTy.

2. linnicmv  308HIWHLO20 Ma BHYMPIWHBLO2O KIiEHMA — TIPIOPUTET
JISIBHOCT1 Oprasizaiii. Po3ymiHHS KJli€HTa Ta BIJICTEXKEHHS HOro CHOKHMBYUX
repeBar Ha MOCTiINMHINA OCHOBI.

3. Monimopune oyinku sxKocmi CEpBICHOTO TMPOAYKTY Ta JiarHOCTHUKA
3aJI0BOJICHOCTI KJIIEHTA 3 BUKOPUCTAHHIM MOJIEI COPUMHSITTS SIKOCTI.

4. @opmysanua  Kyiemypu — IIHHOCTEH  KJIE€HT-OPIEHTOBAHOCTI B
oprasi3artii.

5. Haguanns mepcoHany Ta PO3BUTOK KOMIIETCHTHOCTEH, YIPOBAHKCHHS
METO/1B B3a€EMOII.

6. Cmanoapmu3zayis po6OTH TIEPCOHATY Ta KOHTPOJb SIKOCTI poOOTH (HPOHT-
IIEPCOHAIY.

{. Jlosinbnicmes 10 CHIBPOOITHUKIB Ta CTBOPEHHSI A1€BOI CUCTEMHU MOTHUBAIi
IIepCOHAIY.

8. Bionogioanbhocmi. ~ Opraizaiis  yIpaBJIiHHS  TPOIECOM  KIIIE€HT-
OpIEHTOBAHOCTI (HAsIBHICTD IIEHTPY BIJNOBIIAILHOCTI 3@ KIIIEHTCHKHI CEPBIC).

9. Texnonociunocmi. YTPOBAIKEHHSI TEXHOJOTIA KJIIE€HT-OPIEHTOBAHOCTI
(CRM, cuctem# JIOSJILHOCTI KJTIEHTIB).

10. Buympiwnwvo-opienmogarnuii cepsic. HasBHICTh BHYTPINTHBOTO CEPBICY
Ta BHYTPIIIHHOTO MAPKETUHTY.

11. Coyianvnoi éionosioanvrnocmi. DOpMyBaHHS COLIATBHO-BIAMOBITATIEHUX
KOMYHIKaIliii, OpeHAIHT Ta yIPABIIHHS PEIyTaIl€lo.

12. Ilepioouunocmi  oyinku. IlepiogudyHa OiarHOCTHKA 1 TOCTIMHUI
MOHITOPUHT CTYIICHSI KIIIEHT-OPIEHTOBAHOCTI.

13. Junamiunicms Ta eHyuxicms OpraHi3aliifHUX 3MIH 3a0e3leuye TapaHTii
CepBicy, HOro HAINWHICTh, TOOTO MI€BICTH HA MOCTIMHIN OCHOBI.

14. Bumiprosanocmi.  OLIHOYHI ~ TOKA3HUKU  KJIE€HT-OPIEHTOBAHOCTI
BHU3HAYAIOTHCS YEPEe3 pe3yJbTaTUBHICTh YIPABITHCHKOI JISJILHOCTI.

Konmnenris yIpaBJIiHHS KJIIEHT-OP1€HTOBAHICTIO PO3pOOIISIETHCS

3 ypaxyBaHHSM IIOTOYHUX 3MIH TOTpeOd, BUMOT, TIOBEAIHKHA CITOKHBAYIB,
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TEXHOJIOTIM TOCTMHHOCTI, a TaKOXX KOHKYPEHTHOTO CEpEeOBHUIA TOTEIHHOTO
0i3Hecy. 3anmponoHOBaHa KOHIEMIIS YIPaBIiHHS KJIIEHT-OPIEHTOBAHICTIO CEpPBICY
rOTEeJII0  3aCHOBaHa  HAa  MUKAUCHUIUIIHADHOMY  ITAXO., CIIUPAETHCS
Ha TEOPETUYHHMM Oa3uc: I1HCTUTYLIWHOT Teopili ¢ipmu; Teopii IUHAMIYHHX
MO>KJIMBOCTEH; XOJIICTUYHOI Teopii MapKETUHTY 1 MapajurMy CEepBICHOTO
MeHeKMeHTy. Ha 11 oCHOBI 3MOJ€ThbOBAaHO CHCTEMY YIPABIIHHS KIII€EHT-

Op1EHTOBAHICTIO, HaBeZIeHY Ha puc. 1.9, 10 BKIIt0OYa€ HACTYMHI MiICHCTEMH.

Kiienr-
OPIEHTOBAHICTH
roTeio

A\ 4 \ 4

BHyTpimHs KiieHT- 30BHILIHSA KITI€HT-
OpIEHTOBAHICTH OpIEHTOBAHICTH

v v

KnieHT-0pi€eHTOBaHICTH EPCOHATY KiTieHTChKMI IOCB1JT TOCTS

P e

KHIGHT-ODIGHTOB&HlCTB T'OTCJIIO «— |

——

COopuHHATTA KI1€EHTCEKOTO JIOCBIAY

——

IToBemiHKOBA JNOSJILHICTD

——

EMoiniiga JosIpHICTh (aABOKALIIs)

e

HaiiHicTh K1I€HTIB

Al ITlincucrema 1iarHOCTHKH A

CHUCTEMA YIIPABJIHHSA
KJIIEHT-OPIEHTOBAHICTIO CEPBICY I'OTEJIIO

HJ’IaHVBaHHHJ Opranizaris J Morusariis || KonTpoas

1| 1L
|| IlincucreMu 3a0e3nmeYeHHA ||

D VHKINOHAIBLHOI IKOCTI CEPBICHOI'O ONPOAVKTY

[TixTpuMKa KJIIIEHT-OPIEHTOBAHOCTI

Puc. 1.9. CxianoBi cucteMu ynpaBJiiHHS KJI1€HT-OPIEHTOBAHICTIO

rorenio [167]
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1. ®opmyBanHs ~ (QYHKIIOHAIBHOI ~ SKOCTI ~ CEpPBICHOTO  MPOAYKTY.
OyHKIIOHANIBHA AKICTh BKJIIOYA€ MaTepiayibHi (BIIUyTHI) Ta HEBIOBHMI SKOCTI
nociayr roremto. Jlo Hei BITHOCHUTBCS: KOMMOPTHICTH MaTepiaibHUX YMOB
POXHUBAHHS; SIKICTh MPOIECIB OOCIYrOBYBaHHSM, CY4aCHICTh TEXHOJOT1H; SIKICTh
B32€EMOBIJHOCHH 3 MIEPCOHATIOM.

2. [linTpuMKa CepBICHOTO MPOAYKTY. 3abe3nedyeThCcsi 3aJ0BOJICHICTIO
MepcoHaay yMOBaMH TIparlli, COIiadbHO-TICHXOJIOTIYHUM KJIIMaTOM B KOJIGKTHBI,
NEPCIIEKTUBAMH Kap €PHOTO POCTY, CTHJIEM Ta METOJaMH YIPAaBIiHHS B LILJIOMY;
B3aEMOJIIEI0 Y KOJEKTHBI. TakoX JaHa MijJcucTeMa 3ade3nedye 0e3mpoOIeMHICTh
B3a€EMOJIIi KJIIEHTA 31 CIy)KOaMM TOTEII0, BU3HAYA€ HA CKUIBKA MIHIMAJIbHUMHU
€ 3yCHIJIS KJII€EHTA HA BCbOMY LUISIXY KJIIEHTCHKOTO JIOCBIJY.

3. IlinTpuMKa KIII€EHT-OPIEHTOBAHOCTI BIAOYBa€ThCA HaA JIBOX PIBHAX:
30BHIIIHBOMY Ta BHYTPIIIHBOMY. Y MEPIIOMY BHIMAJAKYy 3I1MCHIOETHCSA 3aBISKU
(GOopMyBaHHIO y MEpPCOHATY KOMIIETEHTHOCTEH KIIIEHT-OPIEHTOBAHOTO CEPBICY,
30KpeMa 3allydy€HOCTl MepcoHaly (IMpOSBISIETbCS Yy OOI3HAHOCTI 13 MICIEIO
Ta IUIAMH  KIIEHT-OPIEHTOBAHOCTI  OpraHizamii Ta [IOACHHIA  TpaHCIIT
KOPHOPATUBHOI KYJbTYypH; YYyTJIMBOCTI (€Mmarii) mepcoHaldy OO0 MpoOJeM TocT,
BOKJIMBOCTI IHTEPECIB KIIEHTIB i1 TOTENIO. Y JPYyroMy BHIIQJKy MiATPUMKA
NpOSIBISIETbCSL Y OPMYBAaHHI ~ BHYTPIIIHBOI  KIIIEHT-OPIEHTOBAHOCTI, TOOTO
OIMIKYBaHHI KEPIBHUITBA TOTEJIO MUTAHHAMH HaBYaHHS NEPCOHATY, KOMPOPTHOCTI
YMOB Tpaili, IHHOCTI 3yCHJIb MPAIIBHUKIB TOIIIO.

4. JliarHOCTHMKa Ta MOHITOPUHI KJIIEHT-OpieHTOBaHOCTI. JlaHa miacucTema
IPYHTYETHCSI Ha BIJICTEKEHHI HA TMOCTIWHIA OCHOBI KJIIFOYOBUX METPHUK KIIIE€HT-
OpPIEHTOBAHOCTI, BCTAHOBJIEHHSI B3a€MO3B’SI3Ky MDK (haKTOpamu, IHJIMKATOpaMu
Ta MOBEJAIHKOBUMH PEAKIsIMU KJIIEHTIB. 3a pe3ylbTaTaMu JaHUX MPOIEIYP
3MIIACHIOETHCS OILIIHKA YMOPABIIHHS KJIIEHT-OPIEHTOBAHICTIO OpraHizailii, ms
MPOBENCHHS SIKOT 3aCTOCOBYIOTHCS E€MIIIPUYHI MApPKETHHTOBI  JOCIIKEHHS
CIIO>KMBYOTO CHPUUHATTS KIIEHTCHKOTO JIOCBiAY, Ha OCHOBI SIKUX BHOCSTHCS
KOPEKTUBH y CTAaHJIApPTH OOCIYyroByBaHHS, [ii (pOHT-TIEpcoHANY, 3ax0lu
yIpaBJIiHHS B3a€EMOBIIHOCHHAMM 13 KJIIEHTAMHU.

HaBenena na puc. 1.9 cucrema ympaBiiHHS J03BOJISIE BU3HAYUTH CTYITIHB
KJIIEHT-OPIEHTOBAHOCTI HA PIBHI MIKOCOOMCTICHUX B3a€EMOJIA Ta Ha piBHI

oprasizariii, ciyrye 6a3or JJis MPOBEICHHS JOCIPKEHb Y HACTYITHUX PO3/1JIax.
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BMCHOBKHA 10 PO3JUIY 1

1. [TinmpueMcTBa TOTEIBHO-PECTOPAHHOTO OI13HECY TPAAMIIIAHO HAJICKATh
JI0 CEpBICHO-OPIEHTOBAHUX €KOHOMIYHUX CHCTEM, 1[0 BUMAarae BiJ MEHEHKMEHTY
HIJIPUEMCTBA 3aCTOCYBAHHS OCOOJIMBOI YMNPABIIHCHKOT MapagurMH CEPBICHOTO
MEHE/KMEHTY, y IIEHTpl SKOi JeXaTb MPUHIUIKA BHUCOKOSIKICHOIO CEpBICY
Ta KJIIEHT-OPI€EHTOBAHOCTI 6i13Hecy. Ha OCHOBI ompalfoBaHHS TEOPETHUYHUX 3acajl
CEpPBICHOTO MEHEDKMEHTY 3alpOIlOHOBAHO IIUTiCHE OaudeHHs yIpaBIlIHCHKUX
acnekTiB (popMyBaHHS KJIIEHT-OPIEHTOBAHOCTI MIAIPHUEMCTB TOTENIBHOI 1HAYCTPII,
peamizailisi SKUX JIEKUTh Ha TMEPETUHI MDKIUCIUIUIIHAPHUX  JTOCIIKEHb
y MapKeTHUHTY,  OINEpalliiHOMy  MEHEUKMEHTI, YIOpaBIiHHI  MEePCOHAIOM
Ta OpraHi3auiiHiil Teopii.

2. BuznaueHo, 110 HEHTPaJbHUMHU MPOIECAMU CEPBICHOTO MEHEIKMEHTY
BUCTYNAIOTh: CTaHJApTH3allisl 0OCIyroByBaHHS, OIlIHKA SIKOCTI CEPBICY; KIIIEHT-
LEHTPOBAHICTh MPOLECIB OOCIYyrOoByBaHHS; MPOLECH YIPABIIHHSI IEPCOHATIOM
(HR); penyramiiina momituka roremniB. Crnuparouuch Ha KOHIICTIIIO CEPBICHOTO
MEHEP)KMEHTY, BHU3HAYEHO pOJOBI TMOHSTTSA, IO CTAHOBJIATH 1i SAPO — 1I€
YOPABIIHHS SKICTIO CEPBICY 1 KIIIEHT-OPIEHTOBAHICTh. KIll€EHT-Opi€HTOBaHICTH
BUSIBISIETBCSL Y  XapakKTepl B3aeMOJii MIANPUEMCTBA TOTEIBHOI I1HAYCTPIl
3 KIJIIEHTOM: 30BHIIIHIM — TFOCTEM Ta BHYTPIIIHIM — MEpCOHaTOM. BiamosigHo,
y poOOTI pO3TIASAAETHCS BHYTPINIHS KIIIEHT-OPIEHTOBAHICTh, TOOTO HAIIIJIEHICTh
oprasizaiii Ha 1HTEpecH CHIBPOOITHUKIB Ta 30BHILIHS KJIIEHT-OPIEHTOBAHICTh —
CIPSMOBAHICTh Ha IHTEPECH TOCTEH TOTENI0. YPaxXxOoBYHOUHW, IO crenudikoro
CEpBICHOI OpraHizaiii € coIiaabHO-CIPAMOBaHA MiSUTBHICTH, CHCTEMa B3aeMOIl
MDK yYaCHMKaMHU TMPOLIECY HAJaHHS TOTEJbHUX MOCIYyI BU3HA4Ya€ OCOOJIMBOCTI
MDKOCOOMCTICHUX B3a€EMOJIIM, IO XapaKTepu3ylTh JaHUN PIBEHb KIIIEHT-
OpPIEHTOBAHOCTI Ta JOIIIBHICTh OKPEMOTO JOCITIHKEHHS OPraHi3alliiHOTO PiBHS
KJIIEHT-OP1EHTOBAHOCTI1. MI>)KOCOOMCTICHA KIIIEHT-OPIEHTOBAHICTh BCTAHOBIIIOETHCS
K pe3yJbTaT OKPEMHUX, TOYKOBUX B3aEMOJMIN MK KIIEHTOM Ta MEPCOHAIIOM,

CEPBICHUM TEPCOHAJIOM 1 YIPaBIIHCHKUM MepcoHasioM. OpraHizaiiiHuii piBeHb —
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BimoOpaskae IIUTICHY CTpPATEriyHO CKEpOBaHy OpraHizaliiiHy MOBEIIHKY KJIIEHT-
OpIEHTOBAHOCTI CEPBICY.

3. 3aCHOBYIOUHMCh Ha TIO€JIHAHHI CHCTEMHOrO0 1 TMPOLECHOTO IMiJAXOMdIB
JI0 CEpBICHOTO MEHEKMEHTY Ta BCTAaHOBIICHHX B3a€MO3B’SI3KaX MIXK SKICTIO
CEepBICY Ta KIIEHT-OPIEHTOBAHICTIO  JISUIBHOCTI  MIJANPUEMCTB  T'OTEJIHHO-
pecTopaHHOro Oi3HECy, 3alpONOHOBAHO YTOUHEHHS 3MICTY MOHSATTS YIpPaBIiHHA
KIIIEHT-OPIEHTOBAHICTIO CEPBICY. 3a aBTOPCHKOIO IMO3HUIIIEI0 YIPABIIHHS KII€HT-
OpPIEHTOBAHICTIO CEPBICY MOJIATAE Y IUJISCIPIMOBAHOMY BIUIMBI Ha (HOpPMyBaHHS
KJIIIEHTCBKOTO JIOCBIy TOCTS MEXaHI3MIB 3aJI0BOJICHHS IHTEPECIB HE JIMIIE
30BHIIIHBOTO, aji¢ i BHYTPIIIHHOTO KJIIEHTA, 110 JO3BOJISIE 3a0€3MEUUTU BUCOKY
AKICTh cepBicy. Cepell CyKYIMHOCTI JaHUX MEXaH13MiB BU3HAUEHO MPIOPUTETHI IS
chepu roTeabLHOrO TOCMOJAPCTBA - 1€ PO3poOKa CTaHAAPTIB SKOCTI; CTBOPEHHS
KJIIEHT-OPIEHTOBAHOT ~ KOPHOPATUBHOI  KYJIBTYpH Ta  KIIEHT-OPIEHTOBAHOTO
CEpellOBUINA, CHUCTEMH  JIIaTHOCTUKU  KJIIE€HT-OPIEHTOBAHOCTI,  BHSBJICHHS
cHeniaJbHUX HABUYOK, HEOOXITHUX JJI1 pOOOTH 3 PI3HUMH IPYIIaMH KJII€HTIB.

4.V pesynbTaTi CcuUCTEMaru3allii MIIXOMIB N0 TJIyMay€HHsS CYTHOCTI
Ta 0COOJMBOCTEN TOTENBHOI MOCTYTH 3aIPONOHOBAHO BHKOPUCTOBYBATH TOHATTS
«CEpBICHHUM MPOIYKT TOTEIIOY, IKE Ha BIIMIHY BiJI 1HIIMX, XapaKTEPU3YE I[IHHICHY
MIPOTIO3HUIIIIO 3aKJIAAIB TOTEIBHOI 1HAYCTPIT 1 sIBJIsIE COO0I0 KOMIUIEKCHY TOCIHYTY,
TOJIOBHMM TPUHIIMIIOM HAJaHHS SIKOi BHU3HAYEHO KIIIEHT-OPIEHTOBAHICTD.
BiamoBinHO, TPIOPUTETOM MEHEIKMEHTY TOTEII0 € YIOpaBIiHHA  HEI IS
3aJI0BOJICHHSI 1HAMBIAYyaJIbHUX 3aluTIB TOcTed 1 (QopMyBaHHA Ha LI OCHOBI
MO3UTHUBHOIO KJIIEHTCHKOIO JTOCBITY. APryMEHTOBAHO, IO cHelu(ika CepBICHOTO
OPOAYKTY TOTEN0 TOJSArae y B3a€MOIl MEpPCOHANy 1 KIIEHTA, B3aEMO3B’SI3KY
MaTepiaiabHOI Ta HeMaTepialbHOI CKIIAJOBUX, 3AJIEKHOCTI SIKOCTI OOCITYyrOBYyBaHHS
Ta TEXHOJIOT1H TOCTUHHOCTI Bl KATEropii roTeto.

5. 3aCHOBYIOUHCh Ha MApPKETUHTOBOMY MIAXOAl M0 PO3IIISALY TOBapy

3a pPIBHSIMH, 3alPOIIOHOBAHO MOJIENH CEPBICHOTO MPOAYKTY TOTEIIO, SIAPOM SIKO1
BHU3HAUEHO CTaTHYHY CKJIAJ0BY — MaTepiallbHO-TEXHIYHY 0a3y, a mepiuil, Apyrui

Ta TpETid piBeHb (POPMYIOTH TaKl JAWHAMIYHI CKJIQJO0BI SIK TPOIEC, MEPCOHAI
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Ta TMPUHIUIN TOCTUHHOCTI. 3 METOI0 MOJAJBLIOTO OLIHIOBAaHHS Ta YIpPABIIHHSA
KOXHY 13 CKJIQJOBHUX MOJENI CEPBICHOTO TMPOIYKTY TOTENIO TPEICTABICHO
K KOMIUICEKCHY KOHCTPYKIIIIO, IO 1HTETPYE y CcOO1 CYKYIHICTh aTpUOYTIB, SKi
BIUTMBAIOTh HAa KOHIICTILIIIO Ta KaTETOpio TOTEN0, a IX peaabHUil CTaH — Ha PIBEHb
KJIIEHT-OPIEHTOBAHOCTI IPOTIOHOBAHOTO CEPBICHOTO TMPOAYKTY. Takuil miaxin
70 YOPaBJIIHHS  CEPBICHUM  MPOIYKTOM TOTEII0  JO3BOJUTH  OIIHIOBATH,
aHaATI3yBaTH Ta MPUIMATH IUICCTIPSIMOBAaHI yIPABIIHCHKI PIIEHHS MO0 1HIMaIil
3MIH B MapameTpax CKIAJI0OBUX CEPBICHOTO MPOAYKTY TOTENO JJIS MHiABUIICHHS
HOT0 KIIIEHT-OPIEHTOBAHOCTI.

6. OnpartoBadHsl TEOPETUYHHX MIAXOMIB 10 (OpMyBaHHS CHUCTEMH
VOpPaBIIHHSA ~ KJIE€HT-OPIEHTOBAHICTIO  CEPBICHUX  OpraHizamiii  J103BOJIUIJIO
OXapaKTepu3yBaTH 0a3UC 3aMpPONOHOBAHOI KOHIEIIIII, IKUH CKJIAJIM: XOJICTUYHA
TEOpisi MAPKETUHTY 1 MapaJlurMa CEpBICHOIO MEHEIKMEHTY; Teopis Ccrenu(iaHnx
Ta  1HTepcHenuIYHUX  pecypciB, Teopis  AUHAMIYHUX  MOMKIJIMBOCTEH,
MapKETHHTOBOTO MEHEDKMEHTY 3 aKIIEHTOM Ha YIPABIIHHS CIIOKHUBYUM JIOCBIIOM
Ta MapKETUHIOM B3a€MOJIi; TeOpis YIpPaBIiHHA JIOJCHKUMHU pPecypcamu;
OMepaliiHOr0 MEHEKMEHTY, 30KpEeMa TOTAJbHOIO YMPAaBIIHHS  SAKICTIO;
YIOPABIIHHS OPraHi3aliifHOI MOBEIIHKO0, 1/1e1 B3a€MOOOYMOBIIEHOCTI PO3BUTKY
IHCTUTYLIMHOTO CEPEIOBHINA 1 TOBEIIHKH JIFOJMHHU, METOIOJIOTIYHOTO TPUHITUITY
XOJIICTUYHOrO  MepcoHani3My.  BiamoBigHO 10  OOIPYHTOBaHOI  JIOTIKH,
chOpMyIHLOBAHO  TMPHUHIUIK  KJIIEHT-OPIEHTOBAHOCTI ~ CEPBICY:  OpiEHTAIlis
Ha KJII€HTA; HASBHICTb  KIIEHT-OPIEHTOBAHOI  KOPHOPAaTUBHOI  KYJIbTYpPHU
(L[IHHICHOTO CTaBJEHHS A0 KJIIE€HTA 1 BHYTPIIIHBOTO, 1 30BHIIIHBOTO); 3aly4YeHHS
MEepPCOHATy; KOMYHIKallli Ta B3a€MOBIJIHOCHMHHU 13 BHYTPIINIHIMUA Ta 30BHINIHIMHU
KJIIEHTaMH{, YIpPaBIiHHA 1 MIATPUMKA 3BOPOTHOrO 3B’SI3KY 13  KIIIEHTaMH,
Oe3rnepepBHE MOJIMIIEHHS SKOCTI TPOIECIB 00CTYyroByBaHHS. Y MpoIieci B3aeMOIii
KIII€EHTA 3 CEPBICHUM IMPOJYKTOM KPHCTAII3YEThCA HOr0 CIpuiiMaHa IiHHICTS,
OLIIHIOETHCS AKICTh Ta OPIEHTOBAHICTh MEPCOHANY HA MOTPeOH, IHTEPECH KIIIEHTA,

0 B pe3yJIbTaTl BUPAKAETHCSA Y MOBEAIHKOBUX XapaKTEPUCTUKAX: MMO3UTUBHOMY
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KIIIEHTCHKOMY JIOCBifi, 3aJ0BOJICHOCTI, JIOSJILHOCTI, Oa)kKaHHI PEKOMEHIyBaTh
TOTEJb 1HIITHM.

7. loBeiIeHO HEOOXiAHICTh MOOYJAOBH XOJICTHYHOI CUCTEMHU YIIPaBIIIHHS
KIIIEHT-OPIEHTOBAaHUM CEPBICOM SK 0araToeTarmHoro Oe3MmepepBHOrO IMPOIECY
NPUUHATTS Ta peajizamii ynpaBliHCBKMX (YyHKIIN (TIaHyBaHHS, OpraHizallis,
MOTHBAIlIS, KOHTPOJIb) 1100 BUPOOHUIITBA Ta MPOCYBAHHS CEPBICHOTO MPOAYKTY
3 TABHUIIEHOIO CHOKMBYOIO I[IHHICTIO, CIPSMYBaHHS 3yCHJIb Ha 3a0e3meueHHs
3aJI0BOJICHOCTI KJIIEHTIB, ()OPMYyBaHHs iX JOBIPH, JIOSJIBHOCTI Ta MPUXUIBLHOCTI
70 TOTEIIO.

8.Ha ocHOBI 0OrpyHTOBaHOi KOHIIEMIli 3alMpPOTIOHOBAHO CHCTEMY
VIOPABIIHHS KJIIEHT-OPIEHTOBAHICTIO CEpBICY, IO BKJIIOYAE TaKl EJIEMEHTH:
dbopmyBaHHS (YHKIIOHAJIBHOI SKOCTI CEpPBICHOTO MPOAYKTY (MaTepiaibHl -
BIIYyTHI Ta HEBJIOBHMI aTpUOYTH SKOCTI MOCIYT TOTENIO); MIATPUMKA KIIEHT-
OpIEHTOBAHOCTI Ha JBOX PIBHIX: 30BHIIIHROMY (3aBASKA (POPMYBaHHIO
y HEPCOHAILY KOMIIETEHTHOCTEN KJIIEHT-OP1EHTOBAHOTO CEpBICy)
Ta BHYTPIIIHbOMY (OMIKYBaHHI KEPIBHUIITBA TOTEII0 TUTAHHSMU HaBYAHHS
nepcoHany, KoM(pOPTHOCTI YMOB Tpalli, IHHOCTI 3yCHJIb NpaliBHUKIB). [loBeaeHO
JOIUTBHICTh BIJICTEXKEHHS Ha TIOCTIMHIA OCHOBI KJIIOYOBHUX METPUK KIIE€HT-
OpPIEHTOBAHOCTI, BCTAHOBJIEHHS B3a€MO3B’SI3Ky MDK (aKTopamu, I1HIUKATOpaMu

Ta TOBEIIHKOBUMH PEAKIIISIMU KJIIEHTIB.

HayxoBi pe3ynbraté Ta BUCHOBKM JAHOTO PO3UTY AMCepTallii BimoOpaxeHi
B nyouikamisx [90], [94], [167], [91].
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PO3JILI 2
EMITIPUKO-METOJIMYHI 3ACAJIY OIITHIOBAHHS
KJIICHT-OPICHTOBAHOCTI TOTEJTIO

2.1. I'mobanpHl  BUKIMKH Ta  TEepeaAyMOBH  (POpMyBaHHS  KJIEHT-

OpPIEHTOBAHOTO CEPBICY B rOTEIBHIN 1HAYCTPIi

3a pe3yabTaTaMu po3BUTKY Typusmy y 2017-2018 pp. 1to chepy y CBITOBUX
MacmTabdax BHU3HAHO TJI00ANBHOIO CHUJIOK €KOHOMIYHOTO 3pPOCTaHHs. 3a JaHUMU
cBiToBO1 opranizauii Typusmy UNWTO nume 3a 2018 p. MiKHApOIHI TYpUCTUYHI
IOTOKM 3pociaud Ha 5%, BUIIEPEIKAIOYM IPU LBOMY TOBApHHUI EKCIOPT,
a MpuOYTOK B1J €KCHOPTY TYPUCTHYHUX MOCHYT 301IbIIMBCA A0 1,7 TpaH. 1O,
mo Ha 4% mnepeBuirye mokasHuk 2017 p. [28]. VY minoMmy Temmm 3pocTaHHS
NpUOYTKIB Ta HAJAXOMKEHb BIJl TYPU3MYy BHUIEPEIKAIOTh TEMIIU PO3BUTKY CBITOBOI
ekoHOMikH, 4% y Typusmi npotu 3,6% 3poctanns cBitoBoro BBII. Tpurepamu
TaKOTO CTPIMKOT'O PO3BUTKY TYPHU3MY B CBITI CTaJld 3pOCTAIOUUM CEepeHIN KIlac B
€KOHOMIKaX, 1110 PO3BUBAIOTHCS; PO3ZBUTOK TEXHOJOTIN, MIABUIIEHHS JOCTYITHOCTI
BUTpPAT Ha TMOJOPOXIi, croporieHHs odopmieHHs Bi3. [lpu 1mpomy B ramysi
BIIOYBA€ThCS 30LIBIIEHHS POOOYMX MICHb, SKI XapaKTEPU3YIOThCA KpalUMU
YMOBaMHU, HIK B IHIIIUX CEKTOPAaX €KOHOMIKH, THM CAMUM BHUPIITYIOTHCS MPOOIeMu
3aHATOCTI HacesneHHs. KpiM Toro, came Typu3M CIIyrye KaTaiai3aTopoM 1HHOBAIii
Ta MIANPUEMHULTBA. SIBISIIOYUCH HEBIJ €EMHOIO Ta BArOMOIO CKJIaJIOBOIO TYpU3MY,
IHAYCTpisl TOCTUHHOCTI TaKOX HaOyBa€ BCE€ OUIBIIOTO COLIATIbHO-€KOHOMIYHOTO
3HAYEHHS, JIJISl PO3BUTKY AKOI MOTPIOHI cydacHi Oi3Hec-Moeni, epeKTUBHI METOIU
rOCIOJIapIOBaHHS Ta YIPaBIiHHSA y HaJ3BUYaHO JUHAMIYHUX YMOBAaX.

3a panumu UNWTO HaifOupmmii nmoTik TypucTiB y 2018 p. y cBITOBUX
MaciiTadax croctepirascsi B €Bporii — Outbie 710 MiIH 0ci0, 1110 TPUHECITO AO0XI]
y 570 tpnn non. (puc. 2.1), mpupict BianosiaHo a0 2017 p. 3a 06oMa moKa3HUKAMU
cki1aB 5%. Y nBa pa3u MeHiue, a came Oau3bko 350 MIH 0ci0 MOJOpOXKyBalIH

no kpain Asii Ta Oxeanii, mpu oMy A0XiA ckiaB 435 TpiaH A0A., MPHUPICT
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noka3HukiB — 1o 7%. Ha 7% y 2018 p. 3011b1IuBCs MOTIK TYpUCTIB i1 10 Adpukwy,
Ky BiABimamu 216 MIH TYpHUCTIB, MpoTe M0xi7 30iuabimmBes jume Ha 2%.
HaiimeHme Typuctu BiABiAyIOTh Kpainu AMepuku Ta CepeaHbOro CXOony, HMOTIK

TYPHUCTIB A0 HUX CTaHOBUTH 60-67 MIIH OCi0.

.-

MIIH OC10

Amepuka AnigTa €Bporma Adpuka  Cepenuiil
OxeaH1g Cx11
UicenbHICT TYPUCTIR, MITH. 0C10 = J[0X1]T TYpH3MY, TPJIH. JOTT

Puc. 2.1. Po3noain TypuCTUYHUX MOTOKIB 32 pET1IOHAMU CBITY™
*CK1aJieHO aBTOPOM 3a JaHuMH [28]

AHani3ylouu perioHabHI OCOOJMBOCTI PO3MOALTY TYPUCTHUHUX IOTOKIB
B €Bpomni (puc. 2.2) BUSBJICHO, 110 HaWOUIbIIA YaCcTKa TYPUCTIB MPUXOAUTHCS
Ha kpainu [liBHiuHOI €Bpomnu (cepen HUX HalOULIBbI onyssipHi Icnanis — 11,7%
TYpPHUCTIB, sIK1 BiaBigyBanu €Bpony, Itamis — 8,8%, I'peuis — 4,2%, Xopsatis —
2,3%), a came Oumpme 40%. 3aBasgku 3HayHIA mnomynspHocTi Dpaniii,
aky BimBigaim y 2018 p. 12,6% TypuctiB, mo MOAOPOXKyBaau 10 EBpoIH,
Ha JIpyroMy MicCll 3a po3MipoM TypucTHUHHUX T1OTOKIB IliBHIYHAa €Bpomna,
Ha 4acTKy skoi mpuitnmiocs maixke 30% TtypuctiB. Ha gactky kpain CxigHoi
Ta 1HeHTpanbHoi €Bponu y 2018 p. npuitnuiocs mume 20% TypuCTIB,
aki BigBimyBanu €Bpory. Cepen KpaiH aHOTO PErioHy HAaWOIIBIN MOMYJISIPHUMHU
oymu Pocis, Tloneima, Yropmumna ta Ykpaini, siky Bigsimamu 14207 Tuc. ocibd
a6o 2% TypucTiB, 1110 TOAOPOXKYBaK €Bpornoro. CiiJl BIA3HAYUTH, 1110 MTOPIBHSIHO

3 2017 p. nanuii noka3HuK B YKpaiHi 3uu3uBcs Ha 1,5%, a mopiBHsHO 3 2010 p. —
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Ha 6%. 3a TakMX YMOB CIIOCTEPITAEThCS HETaTUBHA TEHJICHINIS, SIKa CIPUYUHSIE
3arpo3u IS PO3BUTKY Ta MEPEAYMOBH HECTAOITBLHOCTI MISUTBHOCTI TIAIPHEMCTB
IHIYCTpPii TOCTUHHOCTI, 1110 MOTpeOye BiJ HUX BKUBAHHSI aKTHMBHUX 3aXOJIB 11010
3armo0iraHHs MaaiHHS X BiABIyBaHOCTI.

[TiBHITHA [TiBHITHA

€poma €poma
41% 11%

™~ 3axiTHa
Cppoma
28%

eHTpaTbHa

ta CximHa

EBPOIIa
20%

Puc. 2.2. Po3noain TypuCTUUHUX MOTOKIB 32 perionaMu €Bpornu

VYpaxoByroun 3HaYHHWI BIUIMB Ha PO3BUTOK 1HAYCTPii TOCTUHHOCTI MOTOKIB
1HO3EMHHUX TPOMAJsH, Kl B DKIDKAIOTh J0 KpaiHW, CIIJ BiA3HAYUTH HETATUBHI
TEHJEHII1i, Kl MalTh Micle B YkpaiHi. ko npotsrom 2010-2013 pp. Ykpainy
MOpiYHO BiABiAyBam 21-24,7 MIH 1HO3EMHHX TpPOMAJSIH, OLIbIIE BCHOTO
y 2013 p., To 3 2014 p. YHUCENBHICTb  NPHUDKIDKAX 1HO3EMHUX T'POMAJISH
CKopoTuiacs oxpaszy Maibke y 2 pasu 1o 12-13 mun y 2014-2016 pp., y 2017 p.
BoHa ckiana 14,2 miH., mo Ha 6,7% Oinbine mopiBHsAHO 3 2016 p., ane Ha 33%
MeHie, Hixk y 2010 p. (puc. 2.3). 3a ganumu Jlep:kaBHO1 CIyXOM CTaTUCTUKHU
[117], migpaxoBaHo, 1m0 Jwmire 6-7% I1HO3EMHHUX TPOMAJISH, SKI B’ DKIKAIA 10
Vkpainu y 2010-2017 pp., nepeOyBaiu y KOJEKTUBHUX 3ac00ax PpO3MIIIEHHS
(K3P), a y 2013 — me menme — nume 2,2%. Takum unHOM, mepeOyBaiouu B
VYkpaini, nepeBaxHa OUTBIIICTh 1HO3EMHUX TPOMAJISIH MPOXKUBAIOTH Yy JPY3AX 4Ud
3HailoMHX a00 IJI1 TUMYAcCOBOIO PO3MIIICHHS OOMPAIOTh AIbTEPHATUBHI BaplaHTU

PO3MIIIEHHS: OPEHIYIOTh KBapTHpH (KIMHATH), IpUBaTHI OyAuHKHA a00 KIMHATH B
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HUX, KIMHATH B TecTxaycaxX. TUM caMuM TIOMHT HA TOCIYTH 3aKJIaJiB TOTEIHLHOTO
rocrmojapcTBa B YKpaidi 3 00Ky 1HO3eMHHUX T'POMAJSIH € HU3BKUM, IO 3YMOBIIIOE
HEOOXIJTHICTh MO0 CTUMYJIIOBAHHS, a TAKOX MiABUIIECHHS MPUBAOIUBOCTI TOTENIB
JUTS] HUX.

30000000
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25000000

20000000
14229 642

1111

2010 2011 2012 2013 2014 2015 2016 2017

15000000

10000000

5000000

0

s KiTBEKICTE IHOBEMHIIX TPOMAIAH, IKI B'IXAIH B YKpaiHy
= K1TBKICTE 1HO3eMHIIX T'POMAIIH, IO ITepedveaman v K3P
Puc. 2.3. JluHamika KUIBKOCTI 1HO3EMHHUX TPOMAJsSH, SKI B DKIKAIM

B Ykpainy B 2010-2017 pp.

Bubip wmicug s THMYacoBOTO pPO3MIIIEHHS T 4ac TmepeOyBaHHS
B 1HO3EMHIM KpaiHi MEBHOIO MIPOIO0 3aJICKUTh B METU MOI3AKU. 3a JaHUMHU
UNWTO [78] cepen MOTHBIB TypHUCTHYHHUX TMOJOPOKEH Yy CBITI NEpEeBaXKalOTh
BIJINYCTKA, JO3BULISA, BIAMOYMHOK, KaHIKYJIM, Ha iX YacTKy NPUXOIUThCA 56%
(puc. 2.4), npuuomy mopiBassHO 3 2000 p. BoHa 3pocina Ha 6%. Bumoru mux
TYpPUCTIB JO TOTENIB OyAyTh MOJSATaTH y MakcuMizaiii kKomMdOopTy, CTBOPEHHI
COpUATANBOI aTMochepu A CHUIKyBaHHS, po3Bar, y TOMY YMCI JUIsl JITEH,
3a0e3meueHHl BIANOBIAHMMM TOCIyraMH. 3 METOIO BIiJBIIyBaHHS JApYy3iB Ta
poauyiB, Il 3MILHEHHS 370pOB’Sl, 3 PEITiHHUMH MOTHUBaMH, MOAOPOKYye 27%
TYpPHUCTIB, 3 HUX JIMIIE MEBHA YAaCTUHA KOPUCTYETHCS TOTENSIMHU, a 1HII MOXYTb
nepedyBaTl y poJaWYiB Ta JApy3iB. JJIsi MOJOPOXKYIOUUX 3 METOI 03I0POBJICHHS
npiopuTeToM BHOOpPY Oyae mepenik Ta SKICTh caMe O30pPOBYHMX IOCIYT

Ta xapuyBaHHs. [logopoxyrouu 3 peniriiHIMH MOTHBaMH, TYPUCTH, SIK MPABUIIO,
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MeHII BHOarmMBi A0 KoMdopTy Ta mepeniky mociayr B rotem. bizHec
Ta mpodeciitHi moaopoxi 3aiMaroTh 13%,

He BisHec Ta
BigmycTKa, BII3HAUEHO mpodye c1itHL
TOIBIMTIA, 40 MOZOPOKL
BIITIOUHHOK, 13%
KaHIKYITH
56%

BiaBiayBan
HI APY3iB Ta
POAITIIB,
3IOPOB'A,
pemiris,
1HITIe

Puc. 2.4. Po3noaun TypuCTIB, SIKi MOJOPOXYBalIW B CBITi, 32 MOTHMBAMH

IOA0POXKI1

Crneundika po3nojuly TYpPUCTIB 3a MOTHBAMH TIOJIOpPOXKI B YKpaiHi
XapaKTEPU3Y€EThCsl TEPEBAXAHHSM MPUBATHUX MOi3A0K (puc. 2.5), 3 METoI
TypusMmy YKpainy BiaBinanu juime 38 Tuc. ocid abo 0,27% Big 4YUCETBLHOCTI
1HO3eMHHUX TPOMAsH, SKi B DKmMKamu B Ykpainy B 2017 p. 31 cmyx00BoI0,
JIJIOBOIO, JUIIJIOMAaTUYHOIO METOK YKpaiHy BifBijaiu Maibke 89 tuc. ocid, abo
0,63%; 3 METOI0 KyJbTYPHOTO Ta CIIOPTUBHOTO OOMiHY, PENITriHHUX MOTHUBIB —
348,8 tHc. ocib, mo ckiano 2,45%. 3a Takux YMOB MOMHUT Ha TOCIYTH TOTENIB

€ 3HAYHO HMKYMM, 32 OTEHIIIITHY MICTKICTh PUHKY F'OTEIbHUX MOCITYT.

u CiayxOoBa, OLT0BA,
OITTTOMATHYIHA
= Typism

ITpiBaTHa

m HapuaHHA

Puc. 2.5. Po3nogin TypucTiB, siki B iXKIKaId B YKpaiHy, 3a MOTHBAMHU

nomopoxi y 2018 p.
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[locmyramu  3akmaaiB ~ TOTENBHOTO  TOCHOJAPCTBA B~ OCHOBHOMY
KOPHUCTYIOTHCSI YOTUPH KATETOPii IHO3eMHHUX TPOMAJISH, K1 B 1KIKaIN B YKpaiHy,
— TYPUCTH; TPOMAJsIHU, $KI TMpHUiXadu y CIyKO0BYy, IIJIOBY, AUILUIOMATUYHY
noi3AKy; $KI MpHiXadd 3 METOI 3aJ0BOJICHHS KYJIbTYpHUX, CIOPTUBHHX,
peniriiHuX TMoTped Ta JuIle He3HAayHa 4YacTUHA TPOMAJsH, SIKI MpHIXaH
3 mpuBaTHOIO MeToro. Cepesl IMX KaTeropii MOTEHIIHHUX CIIOXKUBaviB B YKpaiHi
MOTOKA TYPHUCTIB CKOPOTHJIMCA 3a JOCHiIKyBaHui mepiog 3 1,08 muH. ocid
10 38 tuc., T06T0 Ha 96,4%: MOTOKM 1HO3EMHHUX TPOMAJSH, SKI MPHUDKIKAINA
B YKpaiHy B CIyxO0OBy, OBy, JUIUIOMAaTUYHY TOI3AKy — Ha 87,2%,
CKOPOTHUJIUCS 1 MIOTOKM 1HO3EMHHMX FPOMAJISIH, K1 IPUDKIXKAIN B YKpaiHy 3 METOIO
3aJI0BOJICHHS KYJIbTYPHHUX, CHOPTUBHHUX, peMiriiHux morped — Ha 28% (tabim. 2.1).
OpHi€0 3 MPUYMH CUTYAIlll, 0 CKJIajacs, CTalld BINCHKOBUN KOH(JIIKT Ha CXOJi

kpainu Ta BTpata AP Kpum, po 1o cBiguate gaHi 3mid y 2014 p.

Tabnuys 2.1.
Jlunamika MOTOKIB 1HO3EMHUX TPOMAJISIH, K1 IPUDKIKAIN B YKpaiHy

y 2010-2017 pp, 3a MeTOO TOT3AKH

IToToxku
1HO3EMHUX
Motoki IToToku 1HO3EMHHUX TpOMaJIsH, 5K
OTOK TpOMaJisH, SIKi IPUDKIHKATU B
yTyp.I./I CTIB B Temn MPUDKJDKAIIN B Temn VYkpainy 3 Temn
Pix KpaiHl cepei pocrty Ykpainy B pocry. METOIO pocry
1HO3EMHUX ’ . i i
POMAISIH % ciyx00By, ILIOBY, % 3aJ0BOJICHHS %
po I6[ ’ TUTUIOMATUYHY KYJIbTYPHHX,
oct MOi3/Ky, 0Cci0 CIIOPTUBHHUX,
peniriiHux
notpe0, ocid
2010 1083015 - 694557 - 19089067 -
2011 1225954 113,2 644992 92,9 19180171 100,5
2012 940052 76,7 350224 54,3 16795240 87,6
2013 488496 52,0 167416 47,8 18167742 108,2
2014 146804 30,1 49437 29,5 9696854 53,4
2015 137906 93,9 41169 83,3 11525239 118,9
2016 172848 125,3 33397 81,1 12953702 112,4
2017 38 958 22,5 88 976 266,4 13 741 653 106,1
Temn
pocty
2017 10 3,6 - 12,8 - 72,0 -
2010, %
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[Tig BruinBOM rio0amizaliiHUX MPOLECIB B1IOYBA€THCA CTPIMKUN PO3BUTOK
TYpU3My B YCIX pErioHax CBITYy, I[0 3YMOBJIOE MEPCHEKTUBU AJsi cep MOCIyT,
K1 OOCIIYyTOBYIOTH TYpPHCTIB, y TOMy 4HCIl — cdepu roctunHocTi. Ilpote
B YKpaiHi CIIOCTEPIraloThCsl HU3bKUI PIBEHb Ta YIOBUILHEHHS PO3BUTKY TYPHU3MY.
HaykoBui BigzHauatots [80], mo He3Baxaroyn Ha pecypcHy 3abe3leueHICTh Ta
Oe3MEeXHI TOTEHIIHI TYpUCTUYHI MOJIHMBOCTI, YKpaiHa CbOTOJHI HE MOXe
KOHKYPYBaTH 3 PO3BHUHYTUMH TYpPUCTUYHUMH JIE€p)KaBaMH Ha CBITOBOMY PHHKY
TYPUCTHYHUX TIOCTYT, y 3B’S3KYy 3 UMM TajbMY€ThCS W PO3BUTOK TOTEIHHOI
THIYCTPil SIK CKIAJ0BOI TYPUCTUUHOI IHPPACTPYKTYPH.

Ha minTtBepmkennst mporo 3a mannmu World Economic Forum [61; 62] B
MDKHApOJHOMY PEHUTHHTY TYPUCTHYHOI KOHKYPEHTOCIPOMOXHOCTI YKpaiHa y
2018 p. cepen 140 xpain mocimana 78 wmicme 3 iHgekcom 3,7 (tabm. 2.2).
[To3uTUBHUM € TOKpalleHHs 1i€i nmo3uiii nopiBHsAHO 3 2017 p. Ha 10 micup, ane
iHaekc 3pic jume Ha (0,2, 1m0 Jae IiJCTaBM BU3HAYUTH ITOBUIBHICTH TEMITIB
PO3BUTKY TYpU3MYy Ta YMHHHKIB, II0 HOro 3ade3neuyroTs. CiiJ BIA3HAYUTH, 10 Y
2011 p. 3a 1HAEKCOM TYPUCTUYHOI KOHKYPEHTOCIPOMOKHOCTI YKpaiHa mocimana
85 Mmiclie, MpoTe MOPIBHAHHS CKJIAJOBHUX 1HJIEKCY YCKIAIHEHO, OCKUIBKU 3MIHEHO
METOJI0JIOTII0 1HJIEKCY, a caMe, YPaxOBYIOUH 1[Il CTAJIOT0 PO3BUTKY Oy BBEACHI
Taki CKJIaJO0Bl SK TOTOBHICTH J0 1H(OPMAIIHHO-KOMYHIKAIIMHUX TEXHOJIOTIH,
€KOJIOTIYHa CTIMKICTh, MIXKHApOJHA BILAKPHUTICTh. [IpoTe cepen HalCyTTEBIINX
no3uTuBHUX 3MiH 3a 2011-2018 pp. cmig BiA3HAYWTH MIiABUINECHHS I[IHOBOI
KOHKYPEHTOCTIPOMOKHOCTI TYPUCTHYHUX TOCIYT YKpaiHu, MOKpalleHHs Oi3Hec-
cepenoBumia. 3a nanumu pedtunry 2017-2018 pp. Hailkpammmy MOKa3HUKaAMU
IHJEKCIB TYPUCTHYHOI KOHKYPEHTOCIPOMOXHOCTI YKpaiHU XapaKTepU3yIOThCs
CTaH OXOpPOHU 3JI0pPOB’S Ta TIri€Ha, I[IHOBA KOHKYPEHTOCIPOMOKHICTb, JIOJCHKI
pecypcu Ta PHUHOK IIpalli, TOTOBHICTH J0 1H(QOpMAIIHHO-KOMYHIKAIIHHUX
TEXHOJOT1M, €KOJIOriuHa CTIWKICTh, SKI Yy CYKYIHOCTI MOJKHA BBa)XaTu
KOHKYPEHTHUMU TepeBaraMu Ha CBITOBOMY PHHKY TypPUCTHYHHX TOCITYT. Y TOH
K€ 4ac HU3bKUMHU MOKa3HUKAMU XapaKTePU3yIOThCs 1HQPACTPYKTypa MOBITPSIHOTO

TPAHCIIOPTY, TYPUCTUUHA 1IHPPACTPYKTYypa, MPUPOAHI Ta KYJIbTYPHI pecypcHu.
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Tabnuys 2.2.
[Toka3HHUKH TYPUCTUIHOT KOHKYPEHTOCIIPOMOXHOCTI YKpaiHH B CBITOBOMY

peuitunry y 2017-2018 pp.

3MiHa
[Toka3uuk 2011 | 2017 | 2018 | 2017 nmo
2018 +/-
[HAeKC TYpUCTHYHOT KOHKYpeHTOocpoMoxkHocTi | 3,83 | 3,5 3,7 0,2
Panr y peiitunry 85 88 /8 +10
bi3nec-cepenosuie 35 | 3,7 | 41 0,4
PiBens Oe3nexn 45 3,5 4.8 1,3
OxopoHa 370pOB’S Ta riri€Ha 6,5 6,6 6,5 -0,1
JItoCchKi pecypcH Ta puHOK Tpaiii 4,9 4,9 4,8 -0,1
FOTOBHIC’FE 10 1HGOpMaIIHHO-KOMYHIKAIlIHHUX i 42 45 0.3
TEXHOJIOT1i
[TpiopeTu3ariis chepu 4,1 4,3 4.3 0
MixkHapoiHa BIAKPUTICTh - 296 | 3,7 0,74
I{iHOBa KOHKYPEHTOCIIPOMOKHICTh 4,0 5,2 59 0,7
Exosoriuga cTiMKICTE - 3,9 4.1 0,2
[HdpacTpykTypa NOBITPSHOTO TPAHCTIOPTY 2,6 2,4 2,6 0,2
[HdpacTpyKkTypa HA3eMHOTO Ta BOIHOTO 3.4 3 3.9 0.9
TPAHCIIOPTY
Typuctuyna indpacTpykrypa 3,2 4 3,2 -0,8
ITpuponani pecypcu 2,3 2,3 2,2 -0,1
KynbpTypHI pecypcu Ta A1JI0BI MOT3JIKH 1,9 2,1 19 -0,2

BignoBimno nmo pedituary 2017 p. 3a  CKJIQJ0BOK  «TYpUCTHYHA
iH(ppacTpykTypa» Ykpaina nocinana 77 micue. Cepel TOKa3HHUKIB 1€ CKIaI0BO1
HaAMTIPILI MO3UIIII CHOCTEPIraloThCs 3a KUIBKICTIO rOTeNbHUX HOMEPIB — 103 Micle,
a 3a SAKICTIO TypUCTHYHOI iHpacTpyktypu — 107, Haiikpame, 21 micue, cepen
CKJIQJIOBUX «TYPUCTHYHA 1HPPACTPYKTypa» — 3a 3a0€3MeUeHICTI0O OaHKOMaTaMu
(tabmn. 2.3). [yig miIBUIICHHS KOHKYPEHTOCIIPOMOXKHOCTI YKpaiHH Ha CBITOBOMY
PUHKY TYPUCTHYHHX TIOCIYyT OJHHUM 13 KIIOUOBHX HANpPsSMIB € TOKpaIeHHS
Ta PO3BUTOK TYPUCTHUYHOI 1HOPACTPYKTYpH, MEpUI 3a BCE, IHIAYCTPii TOCTUHHOCTI.
Y 1poMy HampsiMi MEpIIOYEPTOBUMHU 3aBIAHHSMU BBaXaEMO HEOOXIIHICTH
PO3BUTKY MEpEXl TOTENIB, IIJBUIIEHHS KOM(MOPTHOCTI yMOB TIPOXKUBAHHS,

ONTUMI3AIlA  I[IHOBOI  MOJMITUKA  mIoA0  3a0e3nmedyeHHs  ONTHUMAJIbHOIO
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CHBBITHOIIEHHS 111HA/SIKICTh, BUCOKI CTAaHAAPTHA TOCTHHHOCTI, [0 3HAYHOIO MipOIO

3a0e3neuyeThest mpodecionanizMoM Ta piBHeM KBami(ikallii mepcoHay.

Tabnuys 2.3
[Toka3HUKH CKJIAIOBOI «TypHCTHYHA iHPpacTpykTypa» B 2017 p.
IToka3Huk Panr | Iloka3Huk

Typuctuuna indpacTpykTypa, y T4. 77 4,0

— HasBHICTh BEJIMKUX KOMIIAHIM 3 MPOKaTy aBTOMOO1IIB 72 5

— rotenbH1 HomepH (KutbKicTh Ha 100 ocil ) 103 0,2

— SIKICTh TYPUCTHYHOI IHPPACTPYKTYpHU 107 3,9

— KUIBKICTh OaHkomaTiB (kuibkicTh Ha 1000 mopocnoro

HACEJICHHS ) 21 94.6

3a JaHUMU JIepKaBHOT CITy>kOU cTaTUCTUKU YKpainu [117] mpotsrom 2011-
2013 pp. cnocrtepiraBcsi po3BUTOK Mepexki KOJEKTUBHHX 3acO0IB PO3MIIIIEHHS B
VYkpaiHi (puc. 2.6), 0JHI€I0 3 TPUYUH IKOT0 OYJI0 MIArOTOBKA 10 MpoBeAeHHs YE 3

byT6omy «EBpo 2012», X KUIBKICTB 3a JIBa POKU 3pociia Maiike Ha 9%.

8000 -
6000 _ 17
4572 4341 4256 4115 1V
4000
2000 l
0 1 T T T T T T _ T T 300,0
2010 2011 2012 2013 2014 2015 2016 2017 2018
B K1meK1CcTE —K1IBKIcTE MICIIL

KOJIEKTHBHIIX 3aCO01B pORMIIIYBAHHA, O v K3P, Tic. o

Puc. 2.6. lunamika KUTBKOCTI KOJIGKTUBHUX 3aC001B PO3MIIICHHS B YKpaiHi

y 2010-2018 pp.

IIpote 3 2014 pp. KUIBKICTh KOJEKTHUBHUX 3aCc001B PO3MIIICHHS B YKpaiHi
ckopotuiacs 10 4572 op., 1O TMOB’SI3aHO 3 BTPATOK 00’€KTIB HA TUMYACOBO
OKymoBaHUX Teputopisix ABToHOMHOiI Pecnybmiku Kpum, ™. CeBacromors

Ta TUMYAacOBO OKYIOBAaHMUX TepuTopisx y Jloneupkiil Tta Jlyrancbkiii oGnactsx.
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[Ipotsirom 2015-2017 pp. BigOyBamocss MIOpIYHE 3MEHIICHHS KIUTBKOCTI
KOJICKTUBHUX 3ac00iB pO3MIIIEHHS B VYKpaiHi, [0 3YMOBJICHO CKJIAaJHUMHU
YMOBaMH TOCIOJAPIOBAaHHSI Ta HECIPOMOXKHICTIO OKPEMHX KOJEKTHBHHX 3aC001B
pPO3MIIIIEHHsI KOHKYPYBAaTH Ha PUHKY TOTEIBHUX TOCIYT, YHACTIJOK YOTO BOHU
3akpuBaiucs. HeratuBHO XxapakTepu3ye TEHJACHII HA PUHKY TOTEIbHUX IMOCITYT
B YKpaiHi CyTT€BE 3MEHIICHHS KUIBKOCTI MICHh Y KOJEKTUBHHUX 3aco0ax
po3MimieHHs, skmo y 2011 p. ix Oymno Oinpmie 567 tuc., To y 2018 p. — mume
0am3bpko 300 Tuc., mo Ha 43% MeHiie. TakuM YUHOM, CIIIJ BIAMITUTH 3MEHIIICHHS
CepeAHBOT MICTKOCTI Y CYYaCHUX KOJICKTUBHUX 3aco0ax po3MilleHHs, 3 96,4 Micilb
Ha 1 rotens y 2011 p. no 63,6 —y 2018 p. Ilpu nipomy Koe(ilieHT BUKOPUCTAHHS
MICTKOCTI TOTeliB B YKpaiHi 3a JaHUMHU po3paxyHKiB [70] xomuBaeThCs HA PiBHI
0,22-0,26, moO € OOCUTh HU3BKUM IIOKa3HUKOM, SKHHM HE MOXKe 3a0e3IeYUTH
CTaOUTbHUNA Ta TPUOYTKOBUUA PO3BUTOK OUIBIIOCTI KOJIEKTUBHUX 3acO0IB
pPO3MILIEHHS B YKpaiHi.

He 3Bakaroum Ha €KOHOMIYHI, IOJITHYHI TIpoOJeMH Ta CKJIQIHOIIII
PO3BUTKY, 1HIYCTpisi TOCTUHHOCTI CTa€ BCE OUIbII MPUBAOJIMBOIO JJII PO3BUTKY
Oi3Hecy, camMe LHUM MOXHa MOACHUTH ToM (Qakrt, mo y 2018 p. KIIBKICTH
KOJIEKTUBHHX 3ac00IB po3MillleHHs B YKpaiHi 3pocia Ha 604 06’ekTa abo Maibxe
Ha 15%, nopiBHsiHO 3 2017 p. 1 crana HaiOubmow 3 2014 p. Takum yuHOM,
BIJIMIYA€THCS 3POCTAHHS MPOMO3MILT TOTETFHUX TOCIYT, M0 X04a 1 BiI0OYBAETHCS
Ha (HOHI MIOPIYHOrO 3POCTAaHHS KUIBKOCTI OCIO, sIKI MepedyBalid y KOJIEKTUBHUX
3aco0ax posmimieHHst (puc. 2.7), ane mpotsrom 2014-2018 p, 3aBaHTaKEHICTb
TOTENIB 3aJMINAEThCA HHU3bKOI. 3a IMHMX YMOB 3aBIaHHSM MEHEIHKMEHTY
KOJIEKTUBHMX 3ac00ax po3MilieHHs € (opMmyBaHHS iX MpuBaOIUBOCTI

Ta TIOCWJIEHHS KOHKYPEHTOCTPOMOYKHOCTI MTOCIIYT.
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= KIIBKICTE 1HOZeMINEB, o nepedyeanny K3P, Tiic. ocio

Puc. 2.7. lunamika KiTbKOCTI 0OCi0, 110 TIepeOyBaan y KOJICKTUBHUX 3ac00ax

po3MitieHHs B Ykpaini y 2011-2018 pp.

['padik Ha puc. 2.7. BKa3ye Ha NpAMY 3aJI€KHICTh KUTBKOCTI 1HO3eMHHX 0Ci0,
1o nepedyBalii y KOJIEKTUBHUX 3ac00ax po3MillleHHs B YKpaiHi, BiJ JTWHAMIKH
KUIBKOCTI 1HO3EMIIIB, fKI B’IAKMKaIM A0 YKpaiHW. 3MEHIIEHHS iX MOTOKIB,
ke OyJI0 yCTaHOBJIEHO BHIIE, BIUIMHYJIO Ha 3MEHILIECHHS KUIBKOCTI 1HO3EMHHUX
0ci0, 1o nepedyBalid y KOJIEKTUBHUX 3ac00ax po3mimieHHs. Y 2014 p. iX KUIbKICTh
3MeHImmIacs 10 551,5 tuc. ocid, mo Maixke y Tpu pa3u MeHIie nokaznukis 2011-
2013 pp. [lor’s3aH0 1€ Oyn0 TEpPEeBa)XKHO 13 3POCTAHHSIM HeOe3neku B YKpaiHi
BHACIIJIOK BiCHKOBOrO KOH(IIIKTY Ha cxomi. Xoua mpotsarom 2014-2018 pp.
CUTyalllsl BUIMpABIsUIAcs, KUIBKICTh 1HO3€MHHMX 0ci0, 1m0 mnepeldyBaiu
y KOJIGKTUBHUX 3ac0o0ax po3MilleHHs B YKpaiHi, mopiyHO 3pocTtana, y 2018 p.
mumie 917,9 Tuc. ocié CkOpucCTaaucs MOCIyraMu TOTEIIB Ta aHAJOTTYHUX 3ac001B
po3MimieHHsa, mo Ha 40% wmenme nokasHukiB 2011-2013 pp. Tum camum,
KOJICKTUBHUMH 3acO00aMU PO3MIIICHHS BTPA4Ya€ThCsl TAKUA BaXXITMBUW CETMEHT
K 1HO3€MHI1 TOCTI, SIKUH € OlIbIl MNpUBAOJMBUAM 3 TOYKU 30pPy JTOXOJHOCTI
Ta OOCSTIB CHOXKMBAaHHS TOTEIBHUX MOCIYT 1 CHpHs€ OUIBIIOMY HAIXOMKEHHIO

rpomoBux pecypciB. Came i1HO3eMIll BiIJal0Th IepeBary OuIbIl KOM(OPTHUM
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HOMEpaM, a 3HA4YUTh OUTBII JOPOTHM, a MiJ 4Yac rnepeOyBaHHS BOHH CIIOXHBAIOTh
OBy KIJTBKICTh JOAATKOBHX TMOCIYT, IO 30UIbLIye JDKEpena JIOXOJiB
KOJIGKTUBHMX 3aC001B PO3MIILICHHS.

Buecok cepr roCTUHHOCTI B €KOHOMIKY KpaiHH MPOTATOM JTOCI1KYBaHOTO
Hepiofly XapakTepU3yeThCs IOCUTh HHU3BKOIO YacTKOIO 00cCATy peaizoBaHoi
npoayKIlli (ToBapiB, MOCIAYr) 3aco0iB TUMYACOBOI'O PO3MIIICHHS Y 3arajbHOMY

00cs131 peanizoBaHOi MPOAYKIIiT (TOBapiB, MOCTYT) MAMPHUEMCTB B YKpaiHi, y 2010-

2018 pp. BoHa konuBanacs Ha piBai 0,1-0,15% (tadi. 2.4.).

Tabnuys 2.4
JluHaMmika MOKa3HUKIB OOCATY peali30BaHOl MPOAYKIIi (TOBAPIB, MOCIIYT)
Yactka
obcAary
peanizoBaHoi
POAYKIIT Temn pocty
Q6c;1r . O6csr (ToBapis, Temn pocty o0csry
pealizoBartol pealti3oBaHoOl MIOCITYT) o0csTy peaiti3oBaHOl
IEESEZKS;I MPOIYKIIii 3ac00iB peari3oBaHol IPOAYKIIii
Pokit nocnl})lr)’ (ToBapis, | ™aMuacoBoro HpOILYK‘IIi'l' (ToBapis,
(ToBapis MOCTYT) 3aCO0IB | PO3MILICHHS (ToBapis, nocny'r)
nocnyr), THMHYACOBOTO y ‘ TOCITYT) 3aco0iB
i ApHEMCT PO3MILIEHHS, 3arallbHOMY | MITPUEMCTB, | THMYACOBOTO
THC. TpH ’ THUC. TPH. o0cs31 % PO3MILIEHHS,
T peasizoBaHol %
MPOAYKIIIT
HiAIPUEMCTB,
%
2010 3366228252 3870360,9 0,11 — —
2011 3991239440 4681326,5 0,12 118,57 120,95
2012 4203169573 5541985,4 0,13 105,31 118,38
2013 4050214971 6048780 0,15 96,36 109,14
2014 4170659906 3858570,1 0,09 102,97 63,79
2015 5159067140 5136271,7 0,10 123,70 133,11
2016 6237535214 7113861,8 0,11 120,90 138,50
2017 7707935219 8894504,4 0,12 123,57 125,03
2018 9206049546 10694391,5 0,12 119,44 120,24
Ty 2018
1o 2010, - - - 273,48 276,32
%

Haiiripin nmokasHukH CTaHy Ta TEHJIEHLIM PO3BUTKY PUHKY MOCIYT 3ac001B

TUMYAacOBOTO po3MilleHHsT Maiu micie y 2014 p., oOcsr peanizoBaHOi MPOTYKINT
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(ToBapiB, MOCITYT) 3aCO0IB THMYACOBOTO PO3MIIIEHHSI CKOpoTuBCs 10 3858570,1
TUC. TPH., o Ha 36,2% wMenme nmopiBHsHO 3 2013 p. 3 2015 p. crocTepiraeTses
TEHJEHI[I IIOPIYHOIO 3pPOCTAaHHS TMOKA3HUKIB, MPUYOMY JOCUTh BHUCOKHMU
TEMITaMH, MOPIYHUN TIPUPICT ckiaaaB Big 20 10 38%, sSKi MEepeBHIYBaIN TEMITH
pPOCTy 3arajbHOTO O0CSTYy peali30BaHOi MPOAYKIli (TOBapiB, MOCIyTr) (TOBapiB,
NoCJIyr) miaAnpueMcTB B Ykpaini mnporsarom 2015-2018 pp. V uiomy
3a JIOCHIKYBaHMM TMepioJi MPUPICT 0O0CITy peani3oBaHOi MPOAYyKIi (TOBapis,
MOCJIyT) 3aco0iB TUMYacoOBOTO po3MimleHHs ckiaB 176,3%, mo Ha 3% Ouibl,
HDK B LIJIOMY 10 PEAIbHOMY CEKTOPY €KOHOMIKM. TakuM YMHOM, CLIOCTEPITa€ThCS
MO3UTHBHA JIMHAMIKa 3pOCTaHHS MICTKOCTI PUHKY MOCIYT 1HAYCTpPii TOCTUHHOCTI,
a TaKO OLIBII BUCOKI TEMITH MOTO HAPOILEHHS, HIXK B LINIOMY CIIOKUBUOTO PUHKY
B YKpaiHl, HIATBEPIKYE BAKIMBE 3HAUYECHHS PO3BUTKY I1HIAYCTPili TOCTHHHOCTI
JUI. €KOHOMIKH B LIIJIOMY.

Y cdepi iHIYCTpii TOCTHHHOCTI OlbIlIa YacTHHA OOCATY peai30BaHOl
OpoayKuii (TOBapiB, TMOCIAYr) NPHUXOAUTHCS HA TOTENl 1 MOAIOHI 3acobu
TUMYACOBOTO PO3MIIIECHHS, IPUYOMY CIIOCTEPIraeThCs MIOPIYHE 3POCTAHHS YaCTKU
3 73,9% y 2010 p. no 88,64% y 2018 p., a y 2016 BoHa csarnyna maibke 90%
(tabn. 2.5) 3a pocmipKyBaHHMH TEpioJ PO3BUTOK PHHKY TOTEIBHHX MMOCIYT
pPO3BUBABCSl OUIBII BUCOKMMH TEMIIAMH, HIXK B LUJIOMY 1HIYCTPisS TOCTHMHHOCTI,
1 came 30UIBbIIEHHS OO0CATY peani3oBaHOl MPOAYKIIi (TOBapiB, MOCIYr) TOTENIB
1 moaiOHUX 3aco0iB TUMYacoBoro pos3MimeHds y 3,3 pasu 3a 2010-2018 pp.
3a0€3Me4nsio PO3BUTOK YCI€i cepr TOCTUHHOCTI. HalOuabiii TeMu mpupocry,
oinbie 41%, cnocrepiranuca y 2015 ta 2016 pp., y 2017-2018 npupicTt ckiagas
243 Tta 20,6%, BiamoBimHO. OCKUIBKM TEMMH MPHUPOCTY 0OCATY peanizoBaHOl
npoaykuii (ToBapiB, MOCIAYr) TOTENiB 1 NOAIOHMX 3ac00iB  TUMYacoBOTO
po3mimeHHst y 2016-2018 pp. mepeBurnyBanu TemMnu 1HGIAIT (IHISKC CIIOKUBYHX
miH cknagaB 112,4%, 113,7%, 109,8% [105]), MoxxHa TOBOPUTHU MPO MPHUPICT
peasbHOI MICTKOCTI PHUHKY TOTEIBHUX IIOCIYT, IO MO3UTHBHO XapaKTepU3ye
MOXJIMBOCTI JIJISl TTOJAJIBIIIOTO PO3BUTKY TOTEIIB 1 MOAIOHUX 3aCO0IB THUMYACOBOTO

PO3MIIIIEHHS, ajie JUIsl iX BUKOPUCTAHHSA HEOOX1THUM € MiJIBHILEHHS €(pEeKTUBHOCTI
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Tabnuys 2.5

JluHamika MOKa3HMKIB 00CATY peai30BaHOl MPOAYKIIii (TOBapiB, MOCIIYT)

B IHAYCTpP1i TOCTUHHOCTI

Yacrka
o0csTy Temm pocty
O6csr Oo6csr peanizoBanoi | Temm pocty o0csry
: . peaizoBaHoOi IPOAYKIIii o0csry peaizoBaHoil
peaTisoBarol MPOAYKILT (ToBapis, pearizoBaHoOi IPOAYKIIT
I?T)SEZK;H (ToBapis, MOCIIYT) IPOAYKIIii (ToBapis,
Poku Hocnl}jlr)’ Ho.cnyr). TOTEIliB I‘OT.GJIiB i (ToBapis, nocny'r)
3ac06in i nom61jmx HO,ZL16H.I/IX nocny}") _ roTenis
TUMUACOBOLO 3ac00iB 3aco01B 3aco01B 1 nom@mx
. TUMYACOBOTO | TUMYACOBOTO | THMYACOBOTO 3aco0iB
DOSMIMICHI, PO3MIII[yBaHHS, | PO3MILICHHA | PO3MIIIEHHS, | TUMYaCOBOTO
THe. TPH. THC. TPH. y % PO3MIILICHHS,
3araJlbHOMY %
00cs3i, %
2010 3870360,9 2860026 73,90 — —
2011 4681326,5 3668406 78,36 120,95 128,26
2012 5541985,4 4446257 80,23 118,38 121,20
2013 6048780 4895999,3 80,94 109,14 110,12
2014 3858570,1 3176561,8 82,32 63,79 64,88
2015 5136271,7 4501250,5 87,64 133,11 141,70
2016 7113861,8 6352042,5 89,29 138,50 141,12
2017 8894504,4 7895318 88,77 125,03 124,30
2018 10694391,5 9479438,3 88,64 120,24 120,06
Tp 2018
1o 2010, 276,32 331,45

%

[Ticnsa needexTuBHOI AisutbHOCTI Y 2013-2015 pp. MO3UTHUBHOIO AMHAMIKOIO

BIIMIYAETHCS OTPUMAHHSA Ta IIOPIYHE 3pOCTAaHHS YUCTOTO MPUOYTKY MiAMPUEMCTB

B Ykpaini y 2016-2018 pp., aume 3a 2018 p. mpupict ckinaB Oinbine 70%

(Tabmn. 2.6). Cnig BII3HAUYUTA W WIOPIYHE 3pPOCTaHHS YACTKU TMIANPUEMCTB

B YKkpaiHi, ki oTpumyBaiu npuodytok 3 74% y 2010 p. mo 88,6% y 2018 p.

HaBeneHi (akTu MO3UTHBHO XapaKTEPU3YIOTh JUHAMIKY €KOHOMIYHOTO PO3BUTKY

B peaJbHOMY CEKTOPI €KOHOMIIII.




Jlunamika yrucToro npuoOyTKy (30UTKY) MAMPUEMCTB 32 BUJAMU €KOHOMIYHOT 1SIbHOCTI

Tabnuys 2.6

. . YacTka Yuctuit npubyTok | YacTka roremtis 1
Yuctuit npubyToK Yuctuit npubyToK : . : :
: Yacrtka ) TiATPUEMCTB TOTEIB i Mo1i0HUX 3ac00iB
M ITPUEMCTB : : i TPUEMCTB : :
HiAMPUEMCTB, SKi TUMYaCOBOTO no1i0HUX 3ac00iB TUMYacOBOTO
BCHOTO 110 THMYaCOBOTO : : .
.. OJIepIKaH ) PO3MIIIECHHS, SKi TUMYaCcOBOTO PO3MIIIyBaHHS,
EKOHOMIITI, PO3MIIIIEHHS, . :
npudyToK, % oJleprKaIu PO3MIIIyBaHHS, SIK1 OfIepKaIn
THC. TPH. THUC. TPH. 0 o
npuoyTOK, %o THUC. TPH. npuoyTOK, %o
2010 13906129,7 57,3 -309524,9 51,3 -186956,4 51,9
2011 67797898,9 63,5 -357999,6 50,2 -218801,3 50,5
2012 35067276,8 63,0 -700697,2 50,7 -594531,0 47,0
2013 -22839743,6 65,0 -898330,4 53,2 -762638,7 49,8
2014 -590066944,5 65,5 -5361382,2 50,1 -5142911,5 47,7
2015 -373516013,2 73,3 -5072154,2 59,3 -4959158,6 56,7
2016 29705020,1 73,0 -2060914,3 61,8 -2028619,9 59,0
2017 168752792,7 72,4 1323035,8 61,9 1470289,3 59,0
2018 288305468,1 73,9 1825299,5 65,9 1846720,1 63,8
Temn
pocty
o 170,84 - 137,96 - 125,60 -
2017,
%

L6
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binpin cknagHoro Oyia cuTyanis B iHAyCcTpii roctuHHOCTI. [IpoTsirom 2010-
2016 pp. B ramy3i BiAMiYaIKCh 3HaYHI 30UTKH, SKi CATHYIH Maibke 900 MH. TpH.
y 2013 p., mume 3 2017 p. cy0’ektu rocnoaaproBanHs 3a KBEJ[ 55.0 moyanu
onepxxyBatu npubyTku. [Ipu meomy y 2010-2016 pp. mume 50-60% 3 HUX Oynu
npuOyTkoBUMH. [lokpamienns cutyarii crnocrepiraetbess 3 2016 p., 4dacTka
HIIPUEMCTB, SIKI OJIEp)KyBalld MpUOYTOK 3pocia A0 62-65%. Amnamoriusi
TEHJCHIII XapakTepHi s TOTeNiB 1 TNOMIOHMX 3aco0iB  THUMYacOBOIO
posminnyBanHs. [IpoTe TeMIIM €KOHOMIYHOT'O 3pOCTaHHS B 1HAYCTPli TOCTUHHOCTI
MEHIII, HIX B IIUIOMY IO €KOHOMIII B YKpaiHi, 0 MIATBEPIKYE OUIBII IITUOOKI
npoOieMu Ta HEOOXIJHICTh iX BHPIMIEHHA MUISXOM YIAOCKOHAJEHHS CUCTEMH
yIpaBIiHHS.

[lo3uTHBHI 3MIHM B €KOHOMIYHOMY CTaHOBHII MIANPUEMCTB B YKpaiHI
MIATBEPKYIOTh TOKa3HUKH peHTabenbHocTi (Tabn. 2.7), omepaliiiHa 3pociia
1 mepeummia y 2017-2018 pp. 8%, ane peHTabenbHICTh BCi€l AiSTIBHOCTI CKIIajia
muie 3 ta 4,5%. [lignpuemMcTBa roTenbHO1 1IHAYCTPli, BUMIIOBIIN HA TPUOYTKOBUN
piBEHb, TPOJEMOHCTPYBAJIM 3HAYHO BUIIIN PIBEHb SK ONEPATHUBHOI, TaK 1 BCI€l
nisuibHOCT. Y 2017 p. ix piBeHb ckiaB 16,2 ta 9,5%, a y 2018 3pic go 19,8
ta 13%, BiamosimHo. Ille OinbmMil piBEeHb PEHTAOEIBHOCTI CIOCTEPIra€ThCS
B TOTENAX 1 MOAIOHMUX 3ac00ax TUMYAacoBOro po3mimryBaHHs. Y 2017 p. ix piBeHb
ckiaaB 18,7 ta 11,6%, a y 2018 3pic no 22,3 ta 14,6%, BianoBigHo. TeHaeHIlli,
0 HAMITUJIUCS TIO3WTHMBHO XapaKTepU3ylOTh 3MIHM B I1HAYCTpii TOCTUHHOCTI,
ayie AJs MATPUMKHU JOCSITHYTOTO PIBHS Ta MOAAIBIIOIO PO3BUTKY MPUOYTKOBHUX
Cy0’€KTIB TOCMOJAPIOBaHHS B 1HAYCTPli TOCTUHHOCTI, a Takox mia Tux 35%
roreniB 1 momiOHMX 3aco0iB TUMYAcCOBOTO PO3MIIIYBaHHS, $Ki Iie 30UTKOBI,
NOTPIOHT 3YCWIISL IIOAO TMOJAJBIIOrO MiABUIIEHHS €()EKTUBHOCTI HISTIBHOCTI,
BUXOJy Ha HOBUM OUTBIII BUCOKHUI PiBE€Hb €(HEKTUBHOCTI. MOKIMBOCTI JJIsI SIKOTO
HE TIPOCTO HAasBHI, a TOCTIHHO 3 SABIISIIOTBCA 1 3pPOCTAOTh, IO IIOB’S3aHO
3 BUCOKMMH TEMIIaMH HAyKOBO-TEXHIYHOTO PO3BUTKY, IMpoliecamu Tiiodami3anii,

iH(opmaTu3zaiii Ta mudposizarii.



JlnHamika peHTa0eIbHOCTI MAMPUEMCTB 32 BUJAMHU €KOHOMIYHOT A1SJIbHOCTI

Tabnuys 2.7

PiBerp : Piser . PiBenb peHTI;ZSi?IiI;IOCTi
PiBenp : peHTa6eHBHOC.Tl peHTa6eHBH09T1 peHTa0eIbHOCTI (30MTKOBOCT)
O€JIbHOCTI Piser : (36HTK0].SOCT1) (3.'6HT¥<OBOCTI) : (30U TKOBOCTI) BCI€1 ISITBHOCTI
P é%?TKOBOCTi) peHTa0eTbHOCTI omnepaninHoi BCI€1 T1SJIBHOCTI Beiel TSUILHOCT COTEB |
onepariiHoi (3.6HT¥<OBOCTi) ) giﬂHBHOCTi i F(;Z’[FeHiB 1 moa10HuX 3aco01B
: : BCi€l TisITBHOCTI T IITPUEMCTB THMYaCOBOTO : :
| AVLTBHOCT o HIIPUEMCTB, %o THMYaCOBOTO PO3MIIIEHHS, SIKI mopbHuX 3aC001 THMHACOBOTO
TITPUEMCTB, %0 . THMYaCOBOTO PO3MIIITyBaHHS,
pOBMI;I CHIL, Oﬂgpxcam/f) po3MilllyBaHHs, % |  sK1 ofepKaIu
0 npuOyToK, %o PGy TOK, %
2010 4,0 0,5 -1,0 -3,6 1,6 -2,7
2011 5,9 1,8 -0,1 -4,1 1,5 -3,2
2012 5,0 1,0 -4,5 -8,1 -4,9 -8,5
2013 3,9 -0,7 -5,4 -10,2 -5,3 -10,6
2014 -4,1 -14,2 -50,9 -51,8 -54.4 -54,7
2015 1,0 -7,3 -33,9 -35,7 -35,3 -37,2
2016 7,4 0,6 -5,5 -15,2 -5,9 -16,1
2017 8,8 3,0 16,2 9,5 18,7 11,6
2018 8,1 4,5 19,8 13,0 22,3 14,6
o
oem- -0,7 15 3,6 35 3,6 3
2018 10
2017, %

66
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[u¢poBi TEeXHONOTiI MPOHUKIU B yci chepH KUTTA, JTOKOPIHHO 3MIHMIIU
1 MPOMOBXKYIOTh 3MIHIOBATH EKOHOMIYHI Ta OpTraHi3alliifHi MpOoIecH, CIOCOOU
KOMYHIKaIlll MK IMOCTadyajJbHUKAMH 1 CIIO)KMBauyaMH TOBapiB 1 Mmociyr. PiBeHb
MONMPEHHS NHU(PPOBUX TEXHOJOTIH B PEATBHOMY CEKTOPI XapaKTepU3YEThCS
MIBUJIKICTIO aganTaiii o 1udpoBoi TpaHcdopmarllii, piBHEM BHUKOPHUCTaHHS
mIupokocMyroBoro IHTepHeTy, xMapHux cepsiciB, RFID-texnonoriit, ERP-cucrem,
BKJIFOUEHICTh B €JIEKTPOHHY TOPTIBIIIO.

[TormmupeHHs KOMIT'IOTEPHUX TEXHOJIOTIH B 1HAYCTpii TOCTHHHOCTI
XapaKTEepU3yeTbCsl TUM, IO HAaBITh HE BCl MIANPUEMCTBA THMYACOBOIO
po3MillyBaHHs W opradizauii xapuyBanHa y 2014-2018 BukopucToBYyBaIU
KoMIT'toTepu, a Jume Maibke 90% (tabdn. 2.8). Ilpore Outbmie 96-97% wmanu
JOCTYI 10 Mepexi IHTepHET, m0 CBIAYUTH MPO BUKOPUCTAHHA MIANPUEMCTBAMU

HE TUIbKK KOMIT IOTEpIB, a i 1HIINX HU(PPOBUX 3aC001B Ta TEXHOJIOTIH.

Tabnuys 2.8
JlnHamika MoKa3HUKIB BUKOPUCTAHHS KOMIT FOTEPIB, KOMIT FOTEPHUX MEPEK
Ta COLIAJIBHUX MEJia Ha MANPUEMCTBAX TUMYACOBOTO PO3MIIIyBaHHS
1 oprasizaiii xapuyBaHHsI

¥ 3a2aNbHOI KIIbKOCMI NIONPUEMCIE MUMUACOB020 PO3MIWLYBAHHS U Op2aHi3ayii XapuyeaHms,
AKI NPUUHATU YYACTb 8 00CMENCEeHHI

3MiHa
y 2018
IToka3HuK 2014 2015 2016 2017 2018 bi (o)
2014,
%
1 2 3 4 5 6 7

YacTka iIIPUEMCTB
TUMYacOBOTO PO3MIILIyBaHHS M
oprasizamii  xapuyyBaHHs, SKi 87,6 91,7 915 90,8 91,5 3,9
MPOTATOM POKY
BUKOPHCTOBYBAJIM KOMIT IOTEPH

Yacrka M1IPUEMCTB
TUMYACOBOTO pO3MIIlyBaHHA M
oprasizamii  xapyyBaHHs, SKI 96,7 96,6 97,2 97,6 97,5 0,8
MaJid  JOCTyH JI0  Mepexi
InTepuer
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IIpooosocennus maon. 2.8

5

6

7

Yacrka i IIPUEMCTB
TUMYAacOBOTO PO3MIIIyBaHHS W
oprauizamii XapuyBaHHS, SIKi
IPOTATOM POKY MaJId BEOCAUT

37,3

48,9

42,7

47

45

7,7

Yacrtka HiANPHUEMCTB
TUMYAacOBOTO PO3MIIIyBaHHS W
opramizamii XapuyBaHHS, SIKi
HPOTATOM POKy
BUKOPHUCTOBYBAJIU couiaibHi
mepexxi  (Facebook, LinkedlIn,
Xing, Viadeo, Yammer To1110)

26,5

34,5

39,6

46,3

47,1

20,6

YacTka MiANPUEMCTB
TUMYaCOBOTO PO3MIIlyBaHHA U
oprasizamii  xapyyBaHHs, SKI
MPOTATOM POKy
BUKOPUCTOBYBJIM  OJIOTH  YH
Mmikpobmoru (Twitter, Present.ly
TOIIIO)

6,6

9,2

9,3

11,2

11,3

4,7

Yacrtka HiAPHUEMCTB
TUMYaCOBOTO PO3MIIIlyBaHHS U
opraHizamii  Xap4yBaHHS, SIKi
POTSITOM POKY
BUKOPUCTOBYB&JIM BeOCalTH 3
MYyJIbTUMEAITHIM BMICTOM
(YouTube,  Flickr, Picassa,
SlideShare Tor10)

10,6

14,2

15,4

18,2

19,9

9,3

YacTka HiANPUEMCTB
TUMYacoOBOTO PO3MIILIyBaHHS ¢
oprasizauii  xapyyBaHHs, SKI
IPOTITOM POKY
BUKOPHCTOBYBAJIU 3acoou
oOminy 3HaHHsamu (Wikipedia,
PBWiki, Google Docs)

17,4

20,6

10,9

13,7

13,3

HenocTatHimM ciifg BBaKaTH BUKOPHUCTAHHS TAKOTO 1HCTPYMEHTY 1HTEpHET-

MapKeTUHTYy sK BeOcaiiT, ioro mamu y 2014 p. mume 37,3% oOcTexeHUX

MIIPUEMCTB 1 X04a MPOTATOM JIOCIIKYBAHOTO MEPioay BCe OUTBIIE TAMTPUEMCTB

BIJIKPHBAJIA CBOI CaiiTH, iX "yacTka 301abmmiaacs 10 45%, To0To O1ibIlIe MOJI0BUHA

3 HUX y 2018 p. He Mmaym cBoro caiTy. ColliajabHi MEPEXi X04a 1 CTal0Th 3 KOKHUM

pPOKOM BCE€ OUIBII TMOMYJSIPHUMH 1HCTPYMEHTOM IHTEPHET-MapKETHUHTY, TIPO

IO CBIIYUTH 3POCTAHHA YAaCTKW MIANPUEMCTB TUMYACOBOTO PO3MILLYyBaHHS

i oprasizaifii XapuyBaHHS, SKI TNPOTATOM POKY BHKOPHUCTOBYBAJIM COLIaJbHI

mepexi (Facebook, LinkedIn, Xing, Viadeo, Yammer tomio) 3 26,5 no 47,1%, ane
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W JmaHui HAmpsSMOK KOMYHIKAIlli Ta B3a€MOJIl 3 KIIEHTAMH Ta TOTCHIIIMHUMH
CIOXXKUBAaYaMH B 1HAYCTPii TOCTUHHOCTI MOTpeOye MOJANbIIOl MOMYJIsIpHU3allii
cepen cy0’ektTiB rocnonaproBaHHs. llle wmeHme BuUKopucTOBYBanucs OJIOTH
gu mikpobmoru (Twitter, Present.ly Tommo), yacTka miANMpUEMCTB TUMYAaCOBOTO
po3MillyBaHHd W oOpramizamii =~ xapdyyBaHHsA, fKI  IPOTATOM  POKY
iX BHKOPHCTOBYBajH, 3pocia 3 6,6% y 2014 p. no 11,7% y 2018 p. Hemocratabo
yBaru TPUAUBLIIOCS BHKOPHUCTAHHIO BEOCAWTH 3 MYJIBTUMEIIMHUM BMICTOM
(YouTube, Flickr, Picassa, SlideShare ToIo), Hapa3i YacTKa IiAIPUEMCTB
TUMYacOBOT0 PO3MILIYBaHHS ¥ opraHizaiii XapuyyBaHHS, SKI MPOTATOM POKY iX
BUKOpPUCTOBYBaIH, He niepeBulrye 20%. Jlo Toro x nomysasipHiCTh 3aco0iB OOMIHY
snanHsamu (Wikipedia, PBWiki, Google Docs) B iHIyCcTpii TOCTUHHOCTI B3arali
nagae, skmo y 2014 p. yacTka NOIANPUEMCTB TUMYAacOBOTO PO3MIIIYBAHHS
W opranizanii xapuyBaHHs, sIKI IPOTATOM POKY iX BUKOPHCTOBYBAJM, CTAHOBUJIA
17,4%, To y 2018 p. Bona 3uu3unacs Ha 4,1% o 13,35.

VYpaxoByrouu, 1O caM€ PO3BUTOK 1H(POPMALIITHO-KOMYHIKAIIHHUX
TEXHOJIOT1M Ha Cy4aCHOMY €TaIll € OJIHIEI0 3 HAWBAKJIUBIIINX YMOB, SIKa HE MPOCTO
3MIHIOE MOJIeNIl KOMYHIKaIlii 1 B3a€MO/I1i, TEXHOJIOTi Ta THCTPYMEHTH Cy4acHOTO
MEHEKMEHTY, a CIyrye JDKEepesoM 1HHOBAIlH, JIMIE Ti MANPUEMCTBA B cdepi
TOCTUHHOCTI OyAyTh KOHKYPEHTOCTIPOMOXHMUMH Ta MATHUMYTh TEPCIEKTUBU
JUIS TIOJAJIBIIIOTO  PO3BUTKY, SIKI AaKTHBHO JIOJIy4aTUMYThCS /IO MPOLECIB
nudpomizailii, 1o NoTpedye PO3BUTKY MiJIXO0/IB Ta METOJUYHOTO 1HCTPYMEHTAPIIO
ajanTallii yrpaBJIiHHSI HUMHU BIAMOBITHO A0 CY4aCHUX TPEHAIB Ta TEHJICHIII.

Came uudpoBa peBOIIOLIST YTBOPIOE MOMKIMBOCTI JIJIsl BITYM3HIHUX 3aKJIa/11B
rOTETFHOTO TOCIOJAPCTBA TPHUENHAHHS N0 TJ00albHI CHUCTEMHU JUCTPUOYIII,
sgKka 00’elHy€e B €001 THCSYl TOTENB B yChOMY CBITi. MaeTbcs Ha yBa3l OJIUH
3 HAWOUTbII MOIIMPEHMX KaHAIIB B3a€MOIl MDK YYaCHHUKaAMU TYPUCTUYHOTO
pUHKY — MDKHapoJHa KOMIT'IOTEpHA CHCTeMa OpOHIOBaHHS, SKa JO3BOJISE
3aKjiaziaM TOTEJIbHOTO TOCMOJapCcTBa BUXOJWTH Ha HOBI puHKU. [linTpumyroun
aymky M. UYopiit [199], BiA3HAUMMO TIO3UTHBHI HACIIJIKH BIPOBAIKEHHS

iHTepHeT-TeXHOHOFiﬁ 3aKjIaJilaM T'OTCJIIBHOI'O rocroaapCTBa: 3HUKCHHS BUTPAT,
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3pocTaHHsl €(PEeKTUBHOCTI, JETKUH JOCTYI 10 CIOKMBAYiB HABIThH JJISI HEBEITUKHUX
KOMIIaHi#, pO3BUTOK IHCTPYMEHTIB MIPOCYBaHHS.

IlepeBakHa OUIBIIICTh CYYaCHMX TOTEJIBHMX TPEHIIB IIOB’SI3aHO CaMe
3 MOMMPEHHSM MHU(PPOBUX TEXHOJOTIH, cepel SKUX CIiJl BiA3HAYUTH HACTYITHI
[113]:

— SMART-TexHoOJIOrI, AKI B)XE€ CHLOrOJHI HAJAIOTh MOJKIHMBOCTI TOCTIM
peryJIfoBaTH OCBITJICHHS, TEMIIEpaTypy B HOMepi 3 MOOUIBHOTO Tenedony,
BUKOPUCTOBYBAaTU «PO3yMHE» J3epKajio-TeieBizop, Smart TV, romocose
YIPABIIHHS TOLIO;

— BUKOPHUCTAHHS IUIAHILIETIB 3aMICTh [ManepoBUX OYKJIETIB, MEHIO,
TenedoHy;

— 0€37pOTOBI 3apsJIKH JJIsI TaJ[KETIB;

— HOBI TEXHOJIOT11 B 3BYKO130JIALI1i;

— JIOCTYH B HOMep 0e3 KIItoua;

— BiJIeoYaT 3 KOHChEPIKEM;

— 1mosioMu BipTyanbHoi peanibHocTi Oculus Rift, sskumu ocHaiyroTs iTHEC-
3a]M TIPHU TOTENSAX, MPALIOIYd Ha TpeHakepax B TaKUX IIOJOMAaxX, TiCTh MOXKeE
BUOpaTH cO01 OY/Ib-SKU Ml a00 BEJIOCUTICTHUN MapIIpyT;

— pOOOT-KOHChEPXK, SKHU 3alporpamMoOBaHUN [JIi JOCTaBKM B HOMEpP
HEOOXITHUX peyel, TaKuX sIK 3yOHa macTa, IIBEWHUI HaOlp Ta iHILE.

VYci HaBeneHI TPeHAM TO3UTHUBHO BIUIMBATUMYTh Ha TPOLIEC OpTraHi3allii
Ta HaJ@HHS CEPBICHOTO MPOAYKTY, BOHM 3a0€3MeuyloTh OUIbII BHUCOKHUN pIBEHb
KOM(OpTYy Ta 3a0BOJEHOCTI KJIEHTIB, MOKPAIIYIOTh iX 3arajibHE Bpa)KE€HHS,
a caMme TOJIOBHE JIO3BOJISIIOTH MIATPUMYBATH MOCTIHHUN PIBEHBb SKOCTI MPOIIECIB,
B SIKI BIPOBA/KYIOTHCSI Il 1HHOBALIMHI TEXHOJOTIl, OCKIUIbKA MIHIMI3YIOTh
JIOJICBKUM (haKTop.

Kpim Toro, InTepHeT-pecypcu HaAarOTh MOKIIUBICTh HE TUIBKH MPOCYBATH
roTeiab Ta HOro CepBICHUM MPOJYKT, a ¥ ONEPATUBHO OTPUMYBATH 1H(OpPMAIIiIO
uis  ynpaBimiHHA #oro skicTio. CyuacHi crmemianizoBani caiitu  (TopHotels

(https://tophotels.ru) — indopmMarniinuii peHTHHT rOTENIB, 3aCHOBAHUI Ha BIATyKaXx


https://www.frontdesk.ru/article/klyuchevye-gostinichnye-trendy-v-2020-godu
https://tophotels.ru/
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CHELIATIICTIB TYPUCTUYHOTO OI3HECY, a TaKoXX 3BHYAMHUX TYpPHUCTIB [63];
TypllpaBna (https://www.turpravda.ua) — cepBic 3 myOJiKamisiIMd BIATYKIB
TYPHCTIB, a TaKOX IIaTopMa CHIIKyBaHHS JIFOACH Ta MOIIYKY CynyTHHUKIB [185];
Booking (Booking.com) — cuctema iHTEpHET-OpOHIOBAHHS JKUTJA), 10 HAJAAIOTh
MOBHY Ta HE3QJIEKHY OIIIHKY SIKOCTI OOCIYrOoBYBaHHSI TOTENIB, MICTITh BIATYKH
CIIO’KHMBAYiB Ta X pekomeHmarii [8].

ITix BrmmBOM 1M (POBOT PEBOIIOLT 3MIHIOIOTHCS TAKOXX CTHJIb Ta MOBEJIIHKA
criokuBaviB. OHUM 13 TPEH/IB TEXHOJIOT1YHA KOMITaHisl Sabre BUIIMIA TOSBY
¢dputanc-mmathopM, MO0 3YMOBHJIO AKTUBHHM PO3BUTOK EKOHOMIKH BUIBHOTO
3apo0iITKy, YHACIiJIOK 4YOro JIIOAW, OCOOJHMBO MOJOJIOIO BIKY, OOHPAOTH
AMBTEPHATUBHUKA 00pa3 KUTTSA, BOHM HE MPAIOIOTh HA KOHKPETHY KOMIIAHIIO,
HE TPUB’A3YIOTHCS J0 MEBHOTO MICIs MPOXKUBAHHS Ta TpynoBoro rpadiky. Came
InTepuer Ta 1udpoBi 3acoOu JO3BOJISIIOTH BUKOHYBAaTH TI€BHI BHJIU POOIT
Ha JjaJieKiil BiJCTaH1 BiJ 3aMOBHHUKA, 1 1I€ BIJIKPUBA€ TOTEISIM HOBI MOXJIMBOCTI
JUISL PO3BUTKY CEPBICHOTO MPOIYKTY 1 3aJI0BOJICHHS HOBUX MOTPeO CIOXKHBAYIB
[23]. KpiM 1150r0 HOBI CHOXHBYlI TpeHIU Yy chepi Typusmy, NOB’si3aHl 3
TEHJEHIIIMA B TIOJOPOKaX: IMOJOPOKYBATH, 00 3MIHUTHUCS (OCBOITH HOBY
KyJlIbTYpy, MICUEBI Tpaaulii Ta MNPUHUUIN KUTTA); MOJOPOKYBaTH, 100
nokaszyBatu (mommpeHHs 1H(opmarllii mpo pi3Hi KpaiHu, IIKaBl MICIs); 3pOCTaHHS
JIOCTYITHOCTI Typu3My (TYPUCTH MOXKYTb TOJIOPOKYBATH 3 PI3HUM PIBHEM JOXOY,
HaBITh 3 HU3bKHM); PO3BUTOK 1HIMBIIYyaIbHUX MOJOPOKEH Ta MOAOPOKEN JITHIX
0ci0; mparHeHHs 10 3J0POBOTO CIOCOOY XKUTTSA Ta 0013HAHICTH MO0 MPUHIIUIIIB
cTayioro po3Butky [113].

BignoBimHo 10 HaBEIGHMX TPEHIIB TOTEISIM  HEOOXITHO  BXKUTH
MPOAKTUBHUX 3aXOJI1B:

— JOJlyyaTUCs [0 TOMyJspu3ainii HaI[lOHaJbHOI KYJIbTYpH, MICIIEBHX
TpPaJMIIi 1 TPOMOHYBATH CHEIialbHI MPOAYKTH B TOTENl (TeMaTW4Hl 3aXOJH,
o OpMIIEHHSI OKPEMUX HOMEPIB, CYBEHIPH, CTPABU Y PECTOPAHI TOLIO);

— nudepeHIiioBaTd CEepBICHUNW NPOAYKT 3a pPIBHEM CIiBBIIHOIICHHS

I[IHA/IIIHAICTH JI5 33JI0BOJICHHSI OTPEO CIIOKUBAYIB 3 PI3HUM PIBHEM JI0XO/IIB;
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— BIPOBA/KYBaTH MPUHIUI KIIEHTOUEHTPUYHOCTI, SKUW mependavae
NepcoHaNi3aIliio, 1HAMWBIAyali3alil0 KOMYHIKAmii 1 B3aeMOAIl 3 KOHKPETHUM
KJIIEHTOM, MPOTIOHYBAaHHS MOMY CEPBICHOTO MPOJYKTY BIAMOBIIHO JO OCOOMCTOTO
PO3YMiHHS, OakaHHS Ta IHTEPECIB;

— MiATPUMAHHS 3araJbHOCBITOBOTO PYXY JI0 3I0POBOTO CIIOCO0Y KUTTS;

— IOTpUMAaHHS MPUHIIMITIB CTAJIOTO PO3BUTKY.

[IpuHuUMnM CTAJIOr0 PpPO3BUTKY TAaKOXK BXK€ 3HAWIUIM BiAOOpaKEHHS
y CBITOBHX ToTenbHUX TpeHaax [113], mo 3yMoOBIIO€ yHpaBIiHHS CEPBICHUM
IPOAYKTOM Ha MPUHLHUIIAX «3€JIEHOTO MAPKETUHTY», AKUI nepeadayae iHTEerpaLio
€KOJIOTIYHUX MpaKTUK B YCI acleKkTH JisuibHOCTI rorento. Cepen HaOUIbII
HOMYJISIPHUX ~ €KOJIOTIYHUX TMPAaKTUK, L0 BXKE aKTHUBHO BIPOBAIKYIOTHCS
IPOBIIHUMH TOTEISIMU CBITY, CIIJ BIA3HAYUTH: BHUKOPUCTAHHSA aJIbTEPHATUBHHUX
JKepen eHeprii (BITPOBOI UM COHSAYHOI); €KOHOMIsL pecypciB (BOAU, €HEpTii),
B1JIMOBA BiJl BUKOPUCTAHHS IUIACTHKY Ta IMOJICTUIICHY, HAJaroDKeHHS yTHIi3ali
BIJIXOJIIB, BIAMOBA BiJ IIOAEHHOTO MPUOMpPaHHS HOMEPY Ta 3a0XOYEHHS T'OCTEH,
AK1 1€ TMATPUMAIN; €KOJIOTTYHICTh OyAiBiIi, BHYTPIIIHBOTO 0GOPMIICHHS, MEOIIiB,
TEKCTUJIKO TOILO; BIPOBAaKEHHS MeHI0O F&B, ske MICTUTh BEraHChKi Ta
BETITaplaHChKi cTpaBH. ISl 3a0XOYEHHS TOTENIB y LIbOMY HampsiMi y CBITI BXKe€
3anpoBaKeHo MikHapoaHy ceptudukaiiito LEED «JlinepcTBo B eHEpreTHYHOMY
Ta €KOJIOTIYHOMY JU3aifH1», BIAMOBIAHO 10 SKOI BHJIA€ThCA CepTU(]IKAT 3aT€KHO
Bil piBHA ekosoriuHocTi «CeprudikoBanuity, «3omoTuity, «CpiOHmit» abo
«IInaTuHOBUI.

VYpaxyBaHHS Ta BIPOBAKEHHSI B JISJIbHICTh TOTEII0 HABEICHUX TPEHIB
«3€JIEHOTO MAapKETHUHTY» J03BOJHUTH IiJIBULIUTH CIIOXHBYY I[IHHICTH CEPBICHOTO
NPOAYKTYy, a caMe TOJOBHE — TPUBEPHYTH YBary MOTCHIIMHUX CIIOKUBAUiB
1 3aBOIOBATH IX MPUXUJIBHICTH 1 JOBIPY.

Haii6inpmr ckiragHo0 mpoOJIeMOI0 BITYM3HSIHUX TOTENIB € HEBIAMOBIAHICTD
pIBHS  cepBiCYy CBITOBMM CTaHJIapTaMm, [0 T[EBHUM YUHOM IIOB’SI3aHO
3 3aCTapuliCTIO MaTepiaibHO-TeXHIYHOI Oa3u. 3a nmanumu JlepkaBHOI CityxOu

CTaTUCTUKK YKpainu [137] 3HOIIEHICTh OCHOBHUX 3ac00iB  MiAMPUEMCTB
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TUMYAacOBOTO PO3MIIIYBaHHS i Oprasizalii xapuyBaHHs € BUCOKOIO 1 KOJIMBA€ETHCSA
Ha piBHi 32-42% (puc. 2.8). [Ipuuomy sixmro B 2011 p. BoHa 3meHmmnacs 3 43,4 1o
32,4%, 1m0 OyJi0 MOB’s13aHO 13 OHOBJICHHSIM MaTepiabHO-TEXHIYHOI 0a3u y 3B A3KY
3 migroroBkoro g0 €BPO-2012, to 3 2012 p. cTymiHb 3HONIIEHOCTI OCHOBHHX
3ac001B Ma€ TEHJEHIII0 JI0 3pOCTaHHS. Y IIIJIOMY 3a JOCHIIKYBAaHUM Tepion
naHui nokaszHuk 30utbimmBes Ha 10% 1 B 2016-2018 pp. 3HOIIEHICT OCHOBHUX

3aco0iB nepeBunryBana 40%.
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B CTYIIHB 3HOCY OCHOBHIIX 3aC001B IIAIPIIEMCTB TIIMUaCOBOTO
PO3MINTYBaHHAI I opragizaiii XapuyBaHHI, %o
Puc. 2.8. JIlunamika 3HOCY OCHOBHHMX 3acO0IB MiAMPUEMCTB TUMYACOBOTO

po3MillyBaHHA i opraHizarii xapuyBanas y 2010-2018 pp.

3a TakuX YMOB BITYM3HSHI TOTENl 3HAYHO TOCTYMAIOThCS 3a pIBHEM
CEpBICHOTO TMPOAYKTY €BPONEWCHKHUM Ta CBITOBUM 3aKjafaMm, LI0 3YMOBIIIOE
HEOOX1THICTh CPSIMyBaHHS 3yCHJIb Ha TTOKPAIIIEHHsI CUTYaIlli, a 11e, Y CBOIO Yepry,
noTpedye 3HAYHUX I1HBEeCTHIIM. YacTka KamiTaIbHUX 1HBECTUIIA B cdepy
TUMYaCOBOTO PO3MIIIyBaHHS W opranizaiii xapuyBanas y 2010-2015 pp. cknagana
0,51-0,83%, 3 2016 p. BoHa ckoporwnacs 1o 0,4% (tabn. b.2 momatky B).
[Ipuaomy oxpemo y chepy TumuacoBoro posmimeHHs e menme — 0,2-0,3%
y 2016-2018 p. Sxmo oOcsar kamiTadbHUM  IHBECTUIIH B YKpaiHi

3a JOCHIKYBaHWM mepion 30uIbIKBCS y 3,2 pa3u, TO y chepy TUMYACOBOTO
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po3MmilnyBaHHs — Juiie y 2,6 pa3u, ToOTO 115 chepa HE BBAXKAETHCS MPIOPUTETHOIO
JUTsl 1HBECTYBaHHS, YHACHIZOK Ma€ Miclie HeJAocTaTHE (piHAHCOBE 3a0e3MeueHHs
PO3BUTKY TOTENIBbHOI 1HAYCTpIi, III0 ¥ CTPUMYE 1HHOBAIlIMHI MPOIIECH Ta OMEXYE
MO>KJIMBOCTI CyTTE€BOTO YJJOCKOHAJICHHS CEPBICHOTO MPOIYKTY.

VY3aranpHIOI0YM pe3yJbTaTH MPOBEACHOIO aHali3y, 3p00JIEHO HACTYIIHI
BHCHOBKH IIIOJI0 CTaHy Ta TCHACHIIN PO3BUTKY TOTEIbHOI IHAYCTPIi B YKpaiHi:

— rotenbHa IHAYCTpIi B YKpaiHi, sIK 1 BCSA €KOHOMIKa KpaiHH, JHUIIE BUXOIATh
3 KpU30BOTO CTaHy 1 IEMOHCTPY€E MOCTYNOBI MO3UTHUBHI 3MiHHN Y 2017-2018 pp.;

— BHECOK cdepu TOCTHUHHOCTI B  €KOHOMIKY KpaiHM  MPOTATOM
JOCIIJIKYBAHOTO TEPIOAY XapPAKTEPU3YEThCA 3HAYHO HMKYUM PIBHEM IOPIBHIHO
31 CBITOBUMH ITOKa3HUKAMU,

— Ha PUHKY TOTEJIBHUX IMOCIYT MOCTIMHO BiIOYBAalOThCA 3MIHHU, 3yMOBIJICHI
HalllOHAJTBHUMHU OCOOJIMBOCTSIMU PO3BUTKY TYPU3MY Ta CBITOBUMU TPEHIAMH;

— MepeBakHa OUIBIIICTh TOTENIB B YKpaiHl HE BIANOBIAAE OCHOBHHM
€BPONEICHKUM CTaHAApTaM, OJHIEIO 3 MPUYMH LOIO € CYTTEBUN pIBEHb 3HOCY
OCHOBHUX 3aco0iB, YyHACIIJOK 4YOTO Ma€ MICIE 3acTapulicTh MaTepialibHO-
TEXHIYHOI 0a3u, OyiBeNb, OKpeMI 3 IKUX MPUHIUIA B 3aHEI0AHICTh Ta BIACTAIOTh
BiJI CBITOBUX CTaHAAPTIB Y 11 chepi;

— 3p00JIEHO TIIBKM MEpUIl KPOKW I PO3BUTKY LMBLII30BAHOTO PHHKY
rOTEJIbHUX MOCIYT 3 YpaxyBaHHIM MDKHAPOIHUX BUMOT J0 3aC001B PO3MIILICHHS;

—35% rorenmiB 1 moOmIOHMX 3ac00iB THMYAacOBOTO PO3MIIIYBaHHS
3aJTMIIAIOTHCS 30MTKOBUMHU, a 3aBAaHTAKEHICTh HOMEPIB HU3bKA 1 CTAHOBUTH JIMIIIE
15-20 %;

— 3arOCTPEHHS! KOHKYpEHIIii, IKy HEe BUTPUMYIOTh TOTel 1 moAiOHI 3aco0u
THMYACOBOTO PO3MIIICHHS HAMOUTBIT HEaAanTOBaH1 10 Cy4YaCHUX BUMOT;

— ri00ajnbHUM BIUIMB HAa BITYM3HSIHY IHJYCTPil0 TOCTHMHHOCTI CIPAaBISIOThH
rJ1I00aJIbHI TPEHIU PO3BUTKY TYpPHU3MY, 3MIHHM CIOKHMBYOI MOBEAIHKH, MOUTUPEHHS
Ha yci cepu TisTHHOCTI PUHIIUITIB CTAJIOT0 PO3BUTKY;

— HEJOCTATHICTh  (PpIHAHCOBOTO  3a0€3MEUeHHS Ta TOBLIBHI  TEMIIU

1HHOBAI[IHHOTO PO3BUTKY.
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Cepen mpo0ieM po3BUTKY TOTENBHOI IHAYCTPil B YKpaiHi HAYKOBIN BiA3HAYAIOThH
HactynHi [70; 73; 152; 181; 199]:

— HEBIAMOBIAHICTh IIIH PIBHIO SKOCTI TOTEIBHUX TIOCIYT, BapTICTh
MIPOKMBAHHS B YKPATHCHKHUX TOTENSAX B 2-3 pa3u MEePEBUIILY€E BapTICTh MPOKUBAHHS
B TOTEJISIX aHAJIOTTYHOTO PIBHA KpaiH €Bporu;

— 00OMEXEHICTh Y BUKOPHUCTAHHI €JIEKTPOHHUX Ta aBTOMATH30BAaHUX CHCTEM
OpOHIOBaHHS TOTEJIHHUX HOMEPIB Ta HOBITHIX TEXHOJOTIH y mporieci 37iiCHeHHS
00CITyTOBYBaHHS B TOTENSAX 1 MOAI0OHUX 3ac00aX TUMYACOBOTO PO3MIILICHHS;

— HEIOCTaTHS  KUIbKICTh  KBadi(IKOBAaHMX  MpPAIIBHUKIB  TOTEIbHUX
HIJIPUEMCTB, 110 HETaTUBHO BIUIMBA€ HAa PIBEHb OOCIYTOBYBAaHHS Ta HaJaHHS
rOTEIbHUX MOCIYT;

— HU3bKHUI pIBeHb IU(]epeHmianii roTebHUX MOCIyr Ta cIabOpO3BUHEHA
MepexKa XOCTENB, MOTEIIB, KEMITIHT1B Ta MaHCIOHATIB,;

— HEBIAMOBIAHICTh SIKOCTI TOTEJBHUX MOCIYT HaIllOHATBHUM Ta CBITOBUM
CTaHJapTaM, JucOaIaHC IIHUA Ta SIKOCTI;

— BIACYTHICTb ~ PO3TaJy’KE€HOI  CHCTeMH  1H(OpMaALIHHO-PEKIAMHOTO
3a0€3MeUeHHs TISUIbHOCTI Tally31 Ta TYPUCTUYHUX MPEICTABHULITB 32 KOPJIOHOM.

Kpim TOro, po3BUTOK 1HAYCTpii TOCTHHHOCTI B YKpaiHi TaabMy€eTbCs
okpemMuMu TmpoOiemamu Ha MmakpopiHi [70 73; 152; 181; 199]: BincyTHicTIO
IIMBUTI30BaHUX YMOB TIEPETHHY KOPJOHY Ta HECUPHSITIUBHUI Bi30BUH PEKUM IS
1HO3EMHHX TYpPHUCTIB; HEJOCKOHAINM IMOJATKOBUM 3aKOHOJIABCTBOM, 1110 HE CTIPUSE
BKJIAJICHHIO 1HBECTHII B 1HPPACTPYKTYpYy TYpPU3My Ta CaHATOPHO-KYPOPTHHUU
KOMILJIEKC; HEAOJIKAMM B CHCTEMI pPEriOHAJIbHOTO YIpPaBJIiHHS; BIJACYTHICTIO
JIEP’)KaBHOTO OpTraHy 3 OOJIIKy TOTENiB Ta IHIIUX 3aKJIajiB PO3MIIICHHS,
pETYIIOBaHHS Ta KOHTPOJIO 3a iX MISUIbHICTIO; PI3HOBIAOMYA IMiAMOPSAKOBAHICTD
Typu3My Ta IHAYCTPii TOCTHHHOCTI Ta CaHATOPHO-KYPOPTHOIO KOMILIEKCY;
HEJIOJIIKM B CHCTEMI PETiOHAIBHOTO YIPABIIHHS; TPOOIEMH TIHHOBOI €KOHOMIKH.

3acHOBYIOUHMCH Ha  pe3ylbTarax TMPOBEACHOTO  aHaiily, MOXHa
KOHCTAaTyBaTH, III0 HEOOXIAHICTh YIPaBIIHHSA KIIEHT-OPIEHTOBAHICTIO CEPBICY

rOTEJI0 MOB’si3aHa 3 mpolecamu rinodanizalii, HacaiAKaMHu UG POBOT PEBOIIOLIT,
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CY4aCHUMH CIOXXUBYMMH TPEHIaMH, aKTyasli3alli€l0 MPUHIUIIB CTaJI0r0 PO3BUTKY
(puc. 2.9). Ane 3 mouatky 2020 p. BigOyyimcs HerependavdyBaHi MOJIi, OB’ sI3aHi
3 mommMpeHHaM mna”aemii koponasipycy COVID-19 y cBiti. ns 6oporsOu
3 TOMIMPEHHSM KOPOHABIPYCy OUIBIIICTh KpaiH CBITY 3ampoBaauiI0 KapaHTHHHI
3aX0J1, YHACTIJIOK SIKMX OyJ10 00MEKEHO MepecyBaHHS IPOMAISH Y CBITI, a TAKOXK
NPU3YIUHEHO [ISUIbHICTh 3aKJIaJiB TUMYACOBOTO PO3MIIICHHS. TakKuM YHHOM,
copMyBaBcsl OTYKHUM (OPC-MaKOPHUN YMHHHK, SIKUW BIUTMHYB Ha YC1 KpaiHU
CBITY Ta ycCi cepH KUTTS, a OCOOJIMBY Ha yCIO 1HAYCTPit0 TOCTUHHOCTI. Hacmiaku
NoIMpeHHss Ta 00poThOM 3 manaemiero kopoHasipycy COVID-19 cnpuunnHmim
MIMOWHHI 3MIHM B YCIX c(pepax *UTTSA Ta 3yMOBWJIM HOBI BUKJIMKH JJIsl 3aKJIaJ1B
rOTEIBLHOTO TOCIOAAPCTBA, SKUM HEOOXITHO BIAPOKYBATUCA IICIS TPUBAJIOTO
3aKPUTTS, MIJBUIYBaTH O€3MeKy Ta 3a0e3MeuyBaTi HaJIe)KHI CaHITApPHO-TIT1€HIYHI
BUMOTH, TUM CaMHUM BUHHUKAIOTh HOBI MOXJIMBOCTI ISl TIOKPAIIEHHS CEPBICY,
0 MO>KE€ IMOCUJIUTH KOHKYPEHTHI MepeBaru 3axKiaty.

YMOBH, K1 YTBOPUJIMCS Ha Cy4yaCHOMY €Talll, BUMAararoTb HOBUX MIJIXO/1B
JI0 oprasizailii mporeciB, B3a€EMOAIl 3 MEPCOHAIIOM Ta CIIOKUBAYaMU 3 METOIO
3a0€3MeUeHHs] 3aJI0BOJICHOCTI yCiX CYO’€KTIB PHHKY Yy MpOLEecl BUPOOHUIITBA
Ta CIIOKMBAHHS CEPBICHOTO MPOAYKTY. YCIHIX HOBOBBEIEHb Y CHCTEMY
YOPABIIHHSA TOTEJIEM 3HAYHOI MIpOI0 3aJI€XKHTh, 3 OJHOTO OOKy, BiJl 3HAHHS
noTped 1 BUMOT CIOXXMBayiB, 3/IaTHOCTI 3PO3YMITH 1 MOPUUHATA TOYKY 30Dy
KII€HTA, TPUAUICHHS YyBard HaWApIOHINMIMM acleKTaM B3a€eMOJii, YMIHHA
BUIIEpEDKATH OYIKYBAHHS KJIEHTIB, a, 3 IHIIOTO OOKy, — 3a0e3me4eHocCTI
nepcoHajaoM, piBHA KBajiikaiii, KIIE€HT-OPIEHTOBAHOCTI 1 3alliKaBJICHOCTI
MpaIiBHUKIB y BHCOKUX pe3yjbTaTax Ipaii, W0 ToTpedye MpOBEACHHS

JIOCJTIKEHHS 3aI0BOJICHOCTI CIIOKUBAYIB 1 IEPCOHATTY.
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2.2. HaykoBo-MeTomu4yHMii  0a3uc  yOpaBiiHHSA  KJIIEHT-OPIEHTOBAHICTIO

3aKJIaJiB TOTEIbHOI IHAYCTPii

KitieHT-0pi€eHTOBaHICTh peani3yeThbcs Ha PI3HUX PIBHAX Ta B Pi3HUX (Popmax.
Hamu BuaineHO MIDKOCOOMCTICHMI Ta oOprasizamiiHuii piBHI. MibKOCOOHCTICHA
KJIIEHT-OPIEHTOBAHICTh BCTAHOBIIOETHCS AK PE3YJIbTaT OKPEMHUX, TOYKOBUX
B3aEMOJIIA  MDK  KJIIEHTOM Ta  TIEPCOHAJIOM;, CEPBICHUM  IEPCOHAIOM
1 YOpaBIIIHCBKUM TMEpcoHanoM. ToJi fK OpraHi3aliiiHuii piBeHb — BigoOpaxkae
[UTICHY CTPATETIYHO CKEPOBaHy OpraHizalliiiHy MOBEIIHKY TOTEII0 II0J0 KIIIEHT-
OpPIEHTOBAHOCTI HOTO cepBiCy. YpaxoBYHOUM JBOICTICTh PO3YMIHHSA KJII€HTA,
MU BHJIUTMIM BHYTPIIIHIO KiieHT-opieHTOoBaHicTh (EX — Employee Experience),
sgKa HamiJleHa Ha (QOPMYBaHHS JIOSUIBHOCTI TIEPCOHATY 10 KOPIOPATHBHUX
IiHHOCTeH opranizanii i 3oBHimHIL (GX — Guest Experience) — 3opieHToBaHy
Ha TO3UTUBHUU KITIEHTCHKUN TOCBIJ, TOBEAIHKOBY Ta €MOIINHY JIOSIbHICTD TOCTSI
TOTEJTI0 — CIIO’KUBaYa CEPBICHOTO MPOIYKTY.

[HHOBAIIIT Ta onepamiitHui MEHEKMEHT CTAHOBJIATh BOXKJIIMBUN 1HCTPYMEHT
JIOCSITHEHHS YCIIXY MiANPUEMCTBA, MPOTE B CEPBICHUX OpraHizaiisx, 0 SKHUX
HaJEXHUTh TOTEIbHO-PECTOPAHHA  IHAYCTPIS, POJb  KIIEHT-OPIEHTOBAHOCTI
y, MIJIBUILIEHHI KOHKYPEHTOCIPOMOKHOCTI MIJIPUEMCTBA € KIt0uoBOK0. KiieHT-
OpIEHTOBAHICTh MPOHUKAE B YC1 JAHKUA CTBOPEHHSI CIIOKUBYOI IIHHOCTI: BIJ| €TAIy
MEPIIOr0 KOHTAKTYy (Mi3HAHHSA) CEPBICHOTO MPOAYKTY TOTENI0 JO OTPUMAaHHS
3BOPOTHOTO 3B’A3KY BiJ T'OCTS, IO JI03BOJISIE PO3LIMPUTH 1HTEp(PEc T0TaTKOBUX
MOCJIyT, 3a0€3MEeYUTH TOBTOPHE 3BEPHCHHS KIIEHTa a00 TMOJajbIly aBOKAIIIfO
OpeH/1a TOTeNI0 cepell 3SHAMOMHUX UM IMOTCHIIIMHUX KIT1E€HTIB.

Jist moOymoBH  Mi€BOi  CHUCTEMH  YMPABIIHHS — KIE€HT-OPIEHTOBAHICTIO
MIJNPUEMCTBA  BUKOPUCTAHO  TEOPETUYHUN  IHCTpyMeHTapih  poznury 1
Ta 3alpOTIOHOBAHO 3arajJibHy TNPOLEAYpY OIlIHIOBAaHHS HAsSBHOTO CTYICHS
OpPIEHTOBAHOCTI Ha KIIE€HTAa MIAMPUEMCTB TOTEIBHO-PECTOPAHHOTO Oi3HECY,
HaBeseHy Ha puc. 2.9. JlochimKeHHs KIIEHT-OPIEHTOBAHOCTI TOTEIIB BUCTYIIA€
THCTPYMEHTOM, SIKMI Hajae 1H(GOpPMAIIIIO 100 JHKEPEI MOCUICHHS KOHKYPEHTHUX

nepeBar, yTpuMaHHs Ta pO3IIMPEHHS KIIEHTChKOI 0a3u roTelIo.
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10 0e3mocepeHbO 3aICKHUTh BiJ] KIIE€HT-
OpIEHTOBAHOCTI CEpBiCy

YTPUMAaHHS Ta PO3LIUPEHHS KJIIEHTCHKOI 0a3H,

Henocrarnicte iH(opMartii ams ynpaBiiHHS

JOCTIiIKEeHH S

Bubip MeroaiB gociimKeHHs

|

|
. = KJIIEHT-OP1EHTOBAHICTIO rOTEIbHO-

Jocnmigauipka npodieMa I .
pecropaHHOrO Oi3HECY
|
BusHavyeHHs1 MeTH Ta 3aBJaHb 1 .

. A Metra — BU3HAUEeHHS CTYNEHS KII€HT-
AOCIIZKCHHA \N OpPIEHTOBAHOCTI TOTEITI0 Ha OCHOBI

OOIPYHTYBaHHS YIIPaBIiHCHKUX PillIeHb

OLIIHIOBaHHS (aKTOPiB, sKi 11 POPMYIOTH, IS

BinnosigHo mpeaMeTy Ta il TOCiKeHHS

[TizroroBKa iHCTpYMEHTAPiIO
JOCITi IKSHHS

— BusHauenns Habopy ¢dakropiB JUIS
BmHaqu.Hﬂ iy H..E.:O6X1IIH01 " OLiHIOBaHHS; KPUTEPIiB OI[iHIOBAHHS
iHdopmarrii |
: ) : I . o
Bubip metonis 360py inpopmanii ta | | OnuTyBaHHS  pPECHOHJIEHTIB: TOCTeH  Ta
BU3HAYCHHS ITapaMETPIB OIIHKU U |/' [IepcoHaly

OpMHU IS 300py TaHUX I

Pop by I Po3pobka anker Ta 1mKkanmu  OambHOTO

T

III ETAII. Peanizanis njiany
AOCTKEeHHS

30ip Ta miAroTOBKa JaHUX

O06pobxka nanux

AHaii3 gagux

IOCIIIKEHHS

OILIIHIOBAHHS 1HIWKATOPIB JUISI ONMHUTYBAaHHS
PECIIOHICHTIB, MiATOTOBKA AaHKET, MIIOTaKHE

MmacuBy fanux B MS Excel

OnuTyBaHHS PpECHOHJAEHTIB Ta MIArOTOBKA

V ETAIL InTepnperauisi 1aHuX Ta
NPUAHATTA YNPaBJIIHCHKHX PillIcHb

1) pospaxyHok cepemHbOro Oamy 3a

IJ' _E:T:I=|E'|.'
YUHHHKY KIIIEHT-OPIEHTOBAHOCTI: * N,
ne bk — OampHa ominka k-co

pecriorneHTOM; N — KUTBKICTh ONUTAHUX ;

Ihy

. . BL—! =
OpP1EHTOBAHOCT1:

IHIHKaTOPOM

ingukatopy N-um

2) pO3paxyHOK CEepelHbOr0 3HaueHHS (AKTOpy KIi€HT-
B,

&%
n , 16 N — KUIbKICTh OILIIHCHUX

——————————————— -l . . .
IHAUKATOPIB [-r0 (haKTopa
AHauni3 ¢dakrTopis KIIIEHT- . .
. . 3)BI/I3Ha‘ICHHﬂ YaCTKOBOI'O 1HACKCY KJIIIE€HT-

OpPIEHTOBAHOCTI  3a  IpyHamu . 5,

|| . . i, 5 =1
TOTCJI1B 3* Ta 4* 1 34 +—P OpieHTOBaHOCTi (1) L3 ﬂl.'l:?.".'l
OLiHIOBaHHS CTYNEHS KJI€EHT- ne Bji — CepCIIHA OanbHa OIIHKA
ODPIEHTOBAHOCTI 3a 'bviiaMu KJI1€HT-OP1IEHTOBAHOCT1 |-20 TOTEIIO 3a I-M
p Py
rOTelliB 3% ta 4* 1 3a daxTopom; bmax=5

L . . 4) BU3HAYCHHSI IHTETPATBHOTO MOKA3HUKA KITIEHT-
O1iHOBaHHSA NOKa3HUKIB I e e
MMOBEIIHKOBOI Ta  €MOLINHOI opieHTOBaHOCTI ([, ): 727 — V'L 72
JIOSJIBHOCTI

InenTudikaris CTyIEHs KITIEHT-
OpIEHTOBAHOCTI TOTENI0 Ta IHTEpIpeTalis
pe3ynbTaTiB (PO3pUBH, BIAMNOBITHICTD)

[InanyBaHHA 3aX0/IiB BIZIITOBIHO o
BUSIBJICHUX PE3yJbTaTiB (YCYHEHHS pO3pPUBIB)

Puc. 2.9. MeToauunuii miaxia OliHIOBaHHS KJIIEHT-OPIEHTOBAHOCTI TOTEIO
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BusHaueHHST TTOKa3HUKIB KITIEHT-OPIEHTOBAHOCTI JO3BOJISE CKOOPAMHYBATH
(GYHKIIIOHYBaHHSI BCIX MIiJICUCTEM (POPMYBAHHS CEPBICHOTO MPOIYKTY 3 METOIO
3pOCTaHHSl 3arajbHOi KOHKYPEHTOCHPOMOXKHOCTI MIANPUEMCTBA. BiJMoBiIHO
70 METOJUYHOTO MiJIXOAy, HaBeJAeHOro Ha puc. 2.9, Ha mnepuoMy erari
BU3HAYAETHCS JIOCHIIHUIIBKA TIpoOsiemMa, fKa JIeKUTh Yy IUIOIMIMHI OLIHIOBAHHS
CTYIICHSI KJIIEHT-OPI€EHTOBAHOCTI. Mu miarpumyemo mno3uiito BueHux [50; 51]
MI0JI0 HEOOXiAHOCTI BU3HA4YEHHS (AKTUYHOTO, a HE JAEKJIAPOBAHOTO pIBHSA
Opi€eHTaIlli Ha KJII€HTa, 10 HAMOUIbII aJeKBAaTHO BigoOpa)kae MOHSITTS CTYICHS
KJIIEHT-OPIEHTOBAHOCT1 opradizamii. Takuil miaxig 03BOJSE MpOaHATI3yBaTH
KJIIEHT-OP1€EHTOBAHICTh K PUCY, 10 MPUTaMaHHa JISUIbHOCTI TOTEIIO SK I1JIICHOTO
opraHiamy, ToOTO TOKa3ye CTyMiHb MPOHUKHEHHA (inocodii IIHHOCTI KIII€HTa
y peaibHl All Ha BCIX PIBHAX Ta B yCiX O13HEC-TIpOLIECaX.

OmiHka KIIEHT-OPIEHTOBAHOCTI OpraHizaili mnepejadadyae BU3HAYCHHS
KpuTepiiB 1 (GakTopiB, IO CTAHOBIATH NPIOPUTETH Y (QOpMyBaHHI BHCOKOI
KJIIIEHTCHKOI IIIHHOCTI HajaHux mnochayr. Ha erami Il wamu 3miiicHeHO BHOIp
JU3aifHy JOCIHIJDKEHHSI KJIIEHT-OPIEHTOBAHOCTI, IO BKIIIOYA€E: BHUOIp METOIB
JOCIIIJKEHHS; TUNY HeoOXinHol iHdopmalii; MeToaiB 300py iH(popmarlii;
BU3HAYCHHS MapaMeTpiB OIIHKM 1 (GOopMH I 300py JIaHUX; PO3pOOKa aHKET Ta
IIKagu OaJlbHOTO OI[IHIOBAHHS 1HIMKATOPIB [l ONMMUTYBAaHHS PECIOHICHTIB,
MIJITOTOBKA aHKET, MIJOTaXHE MOCHIIKeHHs. B OCHOBI mepeBa)kHOi OUIBIIOCTI
METOJMK, PO3POOJICHUX MJisi OLIHKK PIBHA OpI€HTAllli Ha KII€HTAa B OpraHizarlii
[165; 166; 190], nmexuTh MeETOJ ONHWTYBaHHS 3 BUKOPHCTAHHS AaHKETH, IO
IpyHTyeThes Ha pizHux mkainax: SOCO; MKTOR; MRKOR; MORTN; CUSTOR
ta a1 [16; 25; 30; 42; 50; 51; 53; 57; 64], sk 7al0Th MOXKJIMBICTh BUMIPIOBAHHS
UbOr0 piBHSA Ha 0a3l BHBYEHHS LIHHICHUX XapaKTEPUCTUK, CHPUUHATTA 1
MOBEIHKH.

3aCHOBYIOUHCH Ha pe3yJibTaTax po3naury 1, 30kpemMa: aTpuOyTax CepBICHOTO
NPOAYKTY TOTENI0, (aKkTopax KIIEHT-OPIEHTOBAHOCTI HaMHU 3alpONOHOBAHO

MO/ICJTb YIIPABJIIHHS KTIEHT-OPIEHTOBAHICTIO TOTENO (Tadu. 2.9).
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Tabnuys 2.9

KJIIEHT-OP1EHTOBAHICTIO TOTEIIO

IHoxa3zHuku

|

Daxkropu

ITincucrema 3a0e3nevyeHHs

KJIIEHT-OPIEHTOBAHOCTI rOTEJI0

Y1

X1 KompopTHiCTh MaTepialbHUX YMOB
IPO’KUBAHHS

3a0e3neueHHs PyHKIIOHATBHOT

X2 SIKicTh mponeciB 00CITyroByBaHHIM

SIKOCTI1 CEPBICHOTO MIPOAYKTY
Y1=1(X1; X2; X3)

X3 B3aeMOBITHOCHHH 3 TIEPCOHATIOM

X4 Emmaris

Y2
[TixTpUMKH KIIIEHT-OP1€EHTOBAHOCTI

X5 BHYTpIIIHS KITI€HT-OPIEHTOBAHICTh

X6 3a710BOJICHICTD MTEPCOHATY

Y2 =1 (X4; X5; X6; X7)

X7 3amy4yeHicTh epcoHalLy

IHigcucrema gpopmysa

HHSI KJIIEHTCHKOIO 10CBiTy

K1

X1 KomdpopTHICTh MaTepialbHUX YMOB
MIPOKUBAHHS

X2 SlkicTh npoiieciB 00CITyroByBaHHIM

Kmientcekuit nocBig rocts (GX)

X3 B3aeMOBITHOCHHH 3 IEPCOHATIOM

K1=1f(X1; X2; X3; X4; X8)

X4 Emmaris

X8 JlerkicTp NUISIXY KIIEHTA

K2

X5 BHyTpilIHS KJII€EHT-OPIEHTOBAHICTh

X6 3a710BOJICHICTD MTEPCOHATY

Ki1ieHT-Op1€HTOBAHICTh IEPCOHATY
K2 =f (X5; X6; X7)

X7 3any4eHicTh nepcoHamy

KO
KitieHT-Opi€HTOBaHICTh CEPBICY
TOTEII0

KO = f (K1; K2)

ITincucremMa niarHOCTHKH

SIKOCTI KJIIEHTCHKOTO I0CBixy

piBEHb B1JIMOBIIHOCTI OOCITYTrOBYBaHHS B FOTENI
1oro kateropii (31pKOBOCTI)

Z1

piBEHb BIIMOBIAHOCTI IIIHK 0OCITYTOBYBAHHIO B
roreni

CrnpuiHATTA KJIIEHTCHKOTO J0CBITY

piBEHb B1JIMOBITHOCTI OOCIYrOBYBaHHS
OUIKYBaHHSAM

pernyTartis

CTYIiHb BpPaXXeHb, 0 CPOPMYBAIUCS Bij
B1JIBITyBaHHSI TOTEITIO

NPS (net promoter score) % 3amoBosieHuX

Z2 SOV o o
J_[ . . . KJIIEHTIB 1 % KJIIEHT1B, 'OTOBHX B1/IB11aTH I'OTEJIb
OSUTbHICTB KIIIEHTIB HOBTODHO
Z3 o
. % KIIIEHT1B, TOTOBUX PCKOMCHAYBATHU I'OTCJIb
AnBoxaris
Z4 SCI (secure customer index) % kienTiB roTeno,

HamiiiHicTe KiTi€eHTIB

JUIS SIKUX CEPBIC MEPEBUIINB OUiKYBaHHS
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HaBenena y Tabmn. 2.9. Mozenb ynpaBiiHHS KI€HT-OPIEHTOBAHICTIO 3aKJIa1B
rOTEIbHO-PECTOPAHHOI 1HIYCTPIl CIUPAEThCA HA KOHIENTYyajdbHI OOTPYHTYBaHHS,
HaBejdeHl y 1. 1.3., BKJIIOYae CUCTEMY SIKICHHUX 1 KUJIBKICHUX B3a€MOIIOB’SI3aHUX
MOKa3HUKIB 1 JCKJIapye KpuTepiadbHui Oaszuc ii omiHku. KiieHT-opi€eHTOBaHICTH
CEpBICY CIHPAETHCA HaA SKICHUM cepBic, ajge ¥ BpaxOBYe€ Bpa)KEHHS KIIEHTA,
notpedye crnenudiuHuX OpraHi3alliiHUX KOMIIETCHTHOCTEH: BIAYYTTS (3HAHHS
Ta po3ymiHHs) kimieHTa (Customer Insights), HasgBHICTH OpraHizaliifHOT KyJIbTypH
KJIIEHT-OPIEHTOBAHOI TOBEAIHKM BCEpPEIWHI OpraHizamii, 1o nepeadadae
3aCTOCYBaHHS 1HCTPYMEHTIB BHYTPIIIHHOIO MAapKETUHIY, CIOCOOIB peajbHO
ICHYIOYOTO CIIBpPOOITHUITBA MK TMpaliBHUKAMU, a TaKOX KOPIOPATUBHOL
KyJIbTYpH, SIKa BU3HAUA€ CTAHJIAPTU MMOBEAIHKU CEPBICHOTO IEPCOHAILY, OPIEHTUPH
OpraHizauiifHuX 3MiH 1 po3BUTKY. L{iHHICHI Opi€HTallil, yCTAHOBKHU 1 CTEPEOTHUIIH,
MOTHBAIlIL, KOMIETEHTHOCTI (3HaHHS 1 MOXJIMBICTh HaBUaHHS) IEPCOHAIY,
0COOJMMBO  cepBICHOrO TmepcoHaly ((GpOHT-IEpCOHANI) TOTENI0, BUCTYNAIOTh
0a30BOI0 CKIIAJIOBOIO OpleHTAllll Ha KiieHTa. TakuM 4ymHOM, (DOKYC yIpaBIiHHS
KJIIEHT-OPIEHTOBAHICTIO  3aKjJadiB  TOTEJNBbHOI  IHAYCTpli  CHpsiMOBaHUI
Ha YIMpaBIiHHSA KIieHT-opieHToBaHicTIO cepicy (COSM — Customer-oriented
Service Management).

VYrpaBiaiHHS KIT€HT-OPIEHTOBAHICTIO TOTEJIO Ma€ JIB1 CKJIAJIOBI: yIPABIIIHHS
CUCTEMOIO 3a0e3MeueHHs] (PYHKIIOHANBHOI SIKOCTI cepBicHOro mnpoaykry (Y1
ta Y2) Ta ynpaBimiHHS KiieHTChbkuM gocBimom (KO). Hasegena wMopenb
IPYHTYETbCSI HA CUCTEMI MIarHOCTHKH, $Ka BKJIIOYA€ TOCTIMHUM MOHITOPUHT
32 MOBEIHKOBHUMH MOKa3HUKAMHU, 1110 XapaKTepU3yIOTh KIIEHTChKUMA TOCBI.

Cucrema  3a0e3mleueHHS  KIIIEHT-OPIEHTOBAHOCTI  TOTENIO  BKIJIFOYAE
NIB1 IJCUCTEMH.

1. ITigcucrema 3abe3nedeHHs (PYHKIIIOHATIBHOI SIKOCTI CEPBICHOTO MPOIYKTY
(Y1). Busnauae (QyHKIIOHAIBHY SIKICTh CEPBICHOTO MPOAYKTY, siKa BigoOpaxkae
0a30B1 BUMOTH JI0 TPbOX BUAUICHHUX (DAaKTOPIB, 10 BKIIOYAIOTh HU3KY 1HIUKATOPIB.

X1 — KompopTHICTh MaTEpiaIbHUX YMOB IIPOXKUBAHHS: KOM(OPTAOETHHICTD

NPUMIIICH, Ta HOMEPIB, PIBEHb OCHAIIEHOCTI MPUMINIEHb Ta HOMEPIB,;
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PO3BUHEHICTh 1HPPACTPYKTYpPH TOTEN0; pIBEHb OJaroycTporo TEepUTOPii;
3pYYHICTh MICIISl pO3TallyBaHHS TOTEIIO.

X2 — Sxicte mporeciB  0OCIYyroByBaHHS BHM3HAYAEThCS HACTYIHUMHU
IHAMKATOpaMH: MIBUJAKICTIO Ta OMNEPATUBHICTIO OOCIYrOBYBaHHS; CHCTEMOIO
OpOHIOBaHHS Ta pPE3EpBYBaHHS; MPUHOMOM Ta PpO3MIIIECHHAM; pIBHEM
oOCITyrOBYyBaHHS B HOMEpax; piBHEM OpraHizailii XapuyBaHHS; pIBHEM CaHITapHO-
ririeHiyHoi Oe3neku (YUCTOTa); OE3MEeYHICTI0O Ta YMOBaMHU 30€peKeHHs BIACHHUX
peueli; piBHeM KoH(iAeHIIHHOCTI 1H(opMarii Ta i1HGOPMAIIHHOI Oe3NeKu;
KyJbTYpPOIO 00CITyrOBYBaHHS; MPUBAOIUBICTIO aTMOC(EPH.

X3 — 3a710BOJICHICTh B3a€EMOJIIEI0 13 TIEPCOHAJIOM BU3HAYAETHCS HACTYITHUMU
IHIUKATOpaMHu: OXaWHICTh Ta 30BHINIHINA BUIJIS NEPCOHANY; JOOPO3UUWIUBICTH
Ta 700 S3HICTh TEPCOHATY; KOMYHIKAOEIhHICTh IMEPCOHANY; 3JIaroKEHICTh
poOOTH IEpCOHATY TOTEINIO.

2. [lincucrema miATpUMKA KIIIEHT-OpieHTOBAHOCTI (Y2) — TIPYHTYEThCS
Ha (hakTopax, 10 XapaKTEePU3YIOTh MPOIECH PO3YMIHHS 30BHIIIHBbOTO KiieHTa (CI
— customer insight) — emmnaTiro 10 TOCTS, a TAKOX BHYTPILITHHOTO KIIIEHTA, 10 AKUX
BIJIHECEHO: BHYTPILIHS KIIEHT-OPIEHTOBAHICTh; 3aJIyYEHICTh Ta 3aJ0BOJIEHICTH
nepcoHay.

X4 — Emnarisi — po3riIacThCsd HaMU SIK KIIFOUOBHUM (DAKTOp HAIAroKEHHS
JOBrOTPUBAINX BITHOCUH. OCHOBHHMH ii 3MICT MOJISITa€ y 3JaTHOCTI PO3MI3HABATH,
PO3yMITH, TIPOTHO3YBAaTH 1 MPOEKTYBATH IHTEPECH, MOTPEOH, HAMIPU KITIEHTA JIJIs
BCTAHOBJICHHS, MIATPUMKH 1 TIOJIMIIEHHS KJII€HT-OPIEHTOBAHOCTI BIJHOCHH.
OCHOBHUMHM 1HOUKATOpamMu, IO CHUTHANI3ylOTh TMpPO HAasBHICTH/BIJACYTHICTb
eMnarii, HaMd BHJIJICHI HACTYyNHI: PIBEHb PO3YyMIHHS TIEPCOHAJIOM MpPodIeM
KJIIEHTIB Ta 3JATHICTh iX BUPILIYBAaTH; PIBEHb BAXKIMBOCTI IHTEPECIB KIIEHTIB JIJIS
HepCcoHay.

X5 — BuyTpimHS KII€HT-OPIEHTOBAHICTh € BAXJIUBUM (PAKTOPOM KITIEHT-
OpIEHTOBAHOCTI TOTENI0, OCKITBKA HEMOXJIMBO JEMOHCTPYBATH BHCOKI CTaHAAPTH
poOOTH 13 30BHIIMIHIMU KJIIEHTAaMH O€3 CIOBIIyBaHHS AHAJIOTIYHHMX CTaHIAPTIB

BCEpEIMHI opraHizaiii. BHYTpIlIHA KII€HT-OPIEHTOBAHICTh BiJOOpakae SKICTh
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KOPIIOPAaTUBHUX  KOMYHIKaliii  MDK  CHIBpOOITHUKAMHU Ta  OpIEHTAIIO
Ha 3a/I0BOJICHHS MOTpe0 BHYTpilIHBOro KiieHTa. (OCHOBHI  1HIUKATOPH,
[0 CUTHAII3YIOTh  MPO HASIBHICTH  BHYTPIINIHBOI  KJIIE€HT-OPIEHTOBAHOCTI:
MOJKJIMBOCTI HaBUaHHS Ta MiJABHUIIEHHS KBaliikalii; MIKIyBaHHS KEpIBHUIITBA
PO TEPCOHAJ; BIAMOBIAHICT POOOTH B TOTENl OYIKYBAaHHSM; I[IHHICTh 3yCHJIb
MpaIliBHUKIB.

X6 — 3a70BOJICHICTh MEPCOHAY BHUCTYMAa€ 3HAYYHUIUM (PAKTOPOM KIEHT-
OpPIEHTOBAHOCTI OpTraHi3ailii, OCKUIbKY MOXJIMBICTh 33JI0BOJILHUTH CITIBPOOITHHUKA
O3Haua€ 3MaTHICTh 3aJOBOJBHUTH TOCTS TOTENIO. 3aJ0BOJICHICTh MEPCOHATY
BUSIBJISIETHCS Y HU3I 1HAMKATOPIB: YMOBAMHU Mpalli B TOTEINI; pIBHEM OIUIATH Ipalli;
MaTepialbHUMHU 3a0XOUYEHHSMH; COLIAJIbBHUMH 1 MOpAJbHUMHU 3a0XOUYCHHSIMU,
COLIIAJIBHO-TICUXOJIOTTYHUM KJIIMAaTOM Yy KOJIEKTHBI; MEPCHEKTUBAMHU Kap €PHOTO
pOCTY; CTHJIEM Ta METOJAaMH YIPaBIIHHS KEPIBHUKA; OO0 €KTHUBHICTIO OI[IHKH
KEPIBHULITBOM POOOTH.

X7 — 3amydeHICTb MEpcoHany sK (akTop KIIEHT-OPIEHTOBAHOCTI
XapaKkTepU3ye TMPOAKTUBHICTh, €HTY31a3M Ta BIANOBIJAIBHICTH TMEPCOHATY.
Y naHOMy KOHTEKCTI MU TOAUISIEMO TiJIX1T M. Xennesira momo PO3YMIHHS
3a]ly4€HOCTI  CHIBPOOITHUKIB SIK  OCOOJMBOTO CTABJICHHS TMEPCOHAIY [0
BUKOHYBaHOi poboTtu. 11[06 mepcoHan «mpo mikiIyBaBcs MPO CBOIO PpOOOTY, MPO
KOMIIaHil0, B sIKIM TpAaLIOE 1 Mpo ii KIIEHTIB, HOBHICTIO IPUCBSAYYBaB ceOe poOoTI,
JOKJIaJlaB yCiX 3yCHJIb B IIbOMY BimgHomieHHi» [189, c.27]. lle Bupaxaerbcs
B HACTYNMHUX IHJIMKATOpax: CTYIIHb LIHHOCTI POOOTH; TOTOBHICTh BHUKOHYBAaTH
JIOAATKOB1 JOpY4YeHHs (3aBIaHHA), SKI HE BXOJAThH JI0 IOCAJOBUX OOOB’SI3KIB;
piBeHb MOIH(GOPMOBAHOCTI MPO MICIFO Ta UM JiSJIBHOCTI TOTEII0; TOTOBHICTH
JI0TIOMAraTy TOCTSIM Ta pearyBaTH Ha iX 3aIUTH.

JIJist  OIIHKK KJIIEHTCHKOTO JIOCBITY, KpiM BKa3zaHUX (aKTOpiB, IOCTAE
HEOOX1/IHICTh BU3HAUYEHHS CTYMEHs JIETKOCTI LUIAXY KIII€HTA, SIKUA BU3HAYAETHCS
dakTopoM X8 i xapaktepusye po3mip 3ycuib kmienta (CES — Customer Effort
Score) Ha BChbOMY HUIAXY B3aEMOIT 13 POJAYKTOM TOTE/I0. 3MEHIIEHHS KiJTbKOCTI

3yCUJIb, SIKI KIIEHT TIOBUHEH JOKJIACTH JJisi BHUPILNIEHHS CBO€i MpoOIeMHu,
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€ BOXJIMBUM [IOKAa3HUKOM Opi€HTalii Ha TMOTpeOu Ta OakaHHS KIII€HTA.
OCHOBHUMHM 1HAMKATOpaMH JaHOTO (aKTopy OOpaHO 3YCHJUIS BUTPAYCHI:
Ha TONIYK TOTENI0 Ta OpOHIOBaHHS; I/ Yac 3aceJCHHS; IiJ Yac MpPOKUBAHHI.
Kepytouuce po3yMiHHSIM TpoOJIeM KITIEHTA 1 YCYBAIOUH MEPENIKOAM VIS KIIEHTIB,
roTelli MOXKYTh 3HU3UTH BUTPATH HA OOCITYyTrOBYBaHHS KJIIEHTIB 1 CKOPOTUTH BIJITIK
KJIIEHTIB.

Jnsg  1mineld  ympaBliHHA — OKPEMO BHIUICHO cucteMy (OpMyBaHHS
KJIIEHTCHKOTO JIOCBiAY, SIKa CIMPAETHCA HA 1HTErpajibHI MOKA3HUKHU KIIIEHTCHKOTO
JIOCBIy TOCTSI Ta KITIEHT-OPIEHTOBAHOCTI TiepcoHany. Y Tadmuimi 2.10 HaBeaeHo

CUCTEMY MOKA3HUKIB Ta 1HAUKATOPIB KIIEHT-OPIEHTOBAHOCTI MEPCOHAILY TOTEINIO.

Tabauya 2.10

CucremMa MoKa3HUKIB KITIEHT-OPIEHTOBAHOCTI TIEPCOHATY TOTEITIO

dakropu Inaukaropu
YMOBaMH TIpaili B roTei
piBHEM OILIaTH Mpalli

MaTepiaJ'IBHI/IMI/I 3a0X0YCHHAMU

COIIAJIbHUMU 1 MOPAJTbHUMH 320X OUCHHSIMU

X6

. COIAJIbHO-IICUXOJIOTTYHUM KJIIMAaTOM B
3a10BOJICHICTh IEPCOHATY

KOJIEKTHUBI

NEPCIEKTUBAMU Kap €PHOTO pOCTY

CTHUJIEM Ta MECTOJaMU yr[paB.]'IiHHfI KepiBHI/IKa

00’ €KTHUBHICTIO OL[IHKU KE€PIBHULITBOM POOOTH
CTYHiHb LIHHOCTI poO0TH

TOTOBHICTh BUKOHYBATHU JOJATKOBI TOPYUYECHHS
X7 (3aBmaHHs), K1 HE BXOJATH JI0 MOCATOBUX

3a1y4eHICTh epCOHAITY 000B’s13KiB
piBEeHb MOIH(POPMOBAHOCTI PO MICIIO Ta L1

ISTTBHOCTI TOTEITIO

MOJIMBOCTI HaBYaHHS Ta Hi}IBI/IH_ICHH}I
kBaumiikarii

X5
BHyTpimHs KITi€HT-OpIEHTOBAHICTh

MIKJIYBaHHS KEPIBHUIITBA ITPO MEPCOHAI

BIJIMOBIAHICTh pOOOTH B TOTEJ1 OYIKYBaHHSAM

LIHHICTh 3YCHIIb MIPAIliBHUKIB

Mu nigrpumyemo nozuuiro O. Moprynienp o0 BaXJIUBOCTI YIPaBIIHHS

KIIIEHTCHKUM JIOCBIJIOM SIK TIPOIIECOM, IO BIJCTEXKYE CIOXKHUBYY I[IHHICTH, SKa
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HE € CTAaTUYHOIO BETUYMHOIO, & BUMIPIOETHCS 3aBXAM B JAMHaMili. Bumipioroun
KIEHTCHKUH JOCBIJl y PI3HUX TOYKAaX JOTHUKY 3 MIAMPUEMCTBOM, Y PI3HUX KaHAIaX
B3a€MO/JIIi MOXXKHA BIJICTe)KUTH PEaJbHUN CTAaH CHOXKMUBYOI LIHHOCTI, BU3HAYUTHU
kpanii mocsin [135]. V tabmumi 2.11 3rpymoBano ¢akTopu, M0 J03BOJSIOTH

OLIIHUTHU LUIAX 1 JOCBIJI rOCTA TOTEIIO.

Tabnuys 2.11

CucTtemMa MoKa3HUKIB OLIHIOBaHHS KIIIEHTCHKOTO J10cBiaAy rocTs (GX) rorento

dakrTopu Ingukaropu
KOM(OpTaOEIBHICTIO TPUMIIIIEHb Ta HOMEPIB
TOTEITI0
X1 PIBHEM OCHAIIIEHOCTI MPUMIIIICHb Ta HOMEPIB
KomdopTHicTh MaTepialbHUX YMOB | TOTENIO
NPOKMBAHHS PO3BUHEHICTIO 1HPPACTPYKTYPH TOTEIIO

(piBHEM 0JIArOYCTPOIO TEPUTOPIi TOTEIIO

3pYUYHICTIO MICIISl PO3TalllyBaHHS

IIBUIKICTIO Ta ONEPATUBHICTIO
00CIyroByBaHHs

CHCTCMOIO 6p0HIOBaHH$I Ta pE3CPBYBAHHA

IPUIOMOM Ta PO3MIILIEHHSM

piBHEM 00CIyrOBYBaHHsI B HOMEpax

pIBHEM Oprasiszalii XxapuyBaHHs

X2 piBHEM CaHITapHO-Tiri€HiuHOI Oe3meKkn
SIkicTh TpoIIeCiB OOCIYyTOBYBaHHSIM | (YHCTOTA)

0€3MEeUHICTIO Ta YMOBaMU 30€pexKEHHS
BJIACHUX peUeH

piBHEM KOH}1AeHIIHHOCTI 1HPOopMalii Ta
iHpopManiiHoi 6e3neKn

KYJIbTYpPOIO 00CITYyTOBYBaHHS

npuBabIUBICTIO aTMOCc(epu

OXaMHICTh Ta 30BHINTHINA BUTJIS IEPCOHATY

X3 TOOPO3UYIUBICTh Ta JHO0 SI3HICTh
MIEPCOHATY

B3aemoB1gHOCHHY 3 nepcoHaioM KOMYHIKabeNbHICTb 1EpCOHANY

37IATOJPKEHICTh POOOTH EPCOHANY TOTENI0

X4 pIBEHb PO3YMIHHS MEPCOHATIOM MPOOIIEM
KJIIEHTIB Ta 3/1aTHICTh 1X BUPINIYBATH

Emmnaris - — . e
piBEHBb BaKJIMBOCTI IHTEPECIB KIIEHTIB IS
nepCcoHay
3YCHJLIS BUTPAY€EHi Ha IOIIYK TOTENIO Ta
OpOHIOBAaHHS

X8 p

3yCHJUISI BATPAYCHI IT1]T Yac 3aceIeHHs

JlerKkicTh HULIXY KII€HTa 3yCHJUIS BUTPAdeHi Ha BUPIIIEHHS pobiiem,

SKIIO BOHHW BUHHUKaJIU HiI[ qac NpOKXKWUBAHHA
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Hageneni y tabn. 2.10 — 2.11 ¢akropu Ta IHOAUKATOPU CIYTYIOTH 0a3010
OIIIHKK KJIIEHT-OPIEHTOBAHOCTI MIAMPHEMCTB TOTEIBLHO-PECTOPAHHOTO Oi3HECY
Ta 1H(QOPMAIIHHOI OCHOBOIO JJISI IPUUHSATTS YIPaBIIHCHKUX PIIICHb.

Ha npyromy etami Tako po3poOjieHi aHKETH IS IPOBEICHHS KUTbKICHUX
JOCIIDKEHbh 3a BHOIPKOBOIO CYKYIIHICTIO ToTeniB. Bubipka cdopmoBaHa
3a KpuTepieM Micis posmimeHHs — y M. KuiB, 3a ¢opmaTrom: MichKi rored,
Oi3Hec-TOoTeNl; Kareropii — TphoX 3ipKoBi (Ham — 3*) Ta 4oTHPHOX 3ipKOBi (Ham —
4%),

B ocHOBHI Mojeni ympaBiiHHS KII€HT-OPIEHTOBAHICTIO TOTENIO JICKHUTH
METOJMKa OI[IHIOBAHHS CTYIEHS KIIIEHT-OPIEHTOBAHOCTI 3aKjiaJy TOTEJIbHO-
pecTtopaHHoro Oi3Hecy, sika Tependadac BUKOPUCTAHHS METOJy aHKETHOIO
ONMUTYBAaHHS 30BHIIIHHOTO Ta BHYTPIIIHBOTO KJIIE€HTA.

AHKETHI TIUTaHHSA JJIs ONUTYBaHHS PO3POOJSIINCH OKPEMO il TOCTEH
Ta mepcoHany. BubipkoBy cykymHicTh ckiamu 29 rortemB M. Kuea, B sKy
yBidnuM 14 dotupbox3ipkoBux (4*) Ta 15 Tpbox3ipkoBux (3*) rorenis.
Y KOXHOMY TOTEJIl ONWTAaHO OJHAKOBY uYHCeNbHICTh TocTer Ta 30%
CHiBpOOITHUKIB. B OIIHIII KJIIEHT-OPIEHTOBAHOCTI 3A€01IBIIOT0 BUKOPUCTOBYETHCS
XapaKTEPUCTHKA POOOTH MEPCOHATTY 1 METOIB peai3allii MOCTaBICHUX Mepe HUM
3aBgaHb. Hapa3i He ICHye €IWHOrO0 METOJMYHOrO MIiAXOMy JO OIIHKH IHUX
XapakTepUCTUK 1 PeE3ylbTaTiB dYepe3 Tally3eBy chenudiky Ta CKIAIHICTh
pPO3paxyHKy pO3MIpy OIIIHOYHUX TMOKa3HHKIB. ONUTYBaHHS TOCTEW 1 MepcoHaTy
3MIICHIOETHCS B OJMH YaCOBUM mepioA. ['oCTsIM MpONOHY€EThCS 3alI0BHEHHS AHKETH
MiCas OTPUMAHHS TTOCIIYT TOTEIO, ITiJT Yac BUCEICHHSI. MeToIOM PEeKpPYyTyBaHHS
rocTed CTajo HaJaHHS 3HUKKA Ha TOBTOPHE TMPOXKHUBAHHA Yy TOTEI,
npo 1o 3a3HayeHo y aHkeTi (auB. Jlomatox B). OnuTyBaHHS CHiBpOOITHHKIB
rOTEJIO 3/IIMCHIOBAJIOCh AHOHIMHO 3a HaBeneHow y Jlomatky ' ankeToro.

Eram III, naBenenuii Ha puc. 2.9 Bkmodae 30ip JaHUX, IO IIPOXOIUB
y ¢opmi ONMUTYBaHHS PECTIOHICHTIB; MIJATOTOBKY JAHUX 13 3aCTOCYBAHHSM MaKETy
MS Excel; 00poOky nmaHux 3a BHU3HAYEHWM METOAWYHUM miaxoxom. Jlis

OI[IHIOBAHHS KJIIEHT-OPIEHTOBAHOCTI HAaMU BHUKOPUCTAHO KOMOIHAIIIO BIJOMHUX
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IHCTPYMEHTIB: METOJy MapKETHHIOBOI IIKaJlu Ta MeToAy onHiel nuudpu. Meron
MapKETHUHTOBOI IIKAJIM — HAWMOIIMPEHIIIUN METOJ OI[IHIOBaHHS JIOSUIBHOCTI. BiH
IPDYHTYETbCS ~HAa  pe3ysibTarax  BUOIPKOBOTO  ONUTYBaHHS  CIIOKHUBAyiB
Ta nepeadavyae 3actocyBaHHs mikanu Jlaiikepra (1m’sTHOANbHOI MIKAIU), a METOJ
onHi€l udpu Paiixenbia q03BosIE 32 pe3yjbTaTaMU AYMKH PECIIOHIEHTIB 100
JIMIIIE OJTHOTO MUTAHHS 3pOOUTH KIr04oBHi BUCHOBOK [104, c. 66].

Y poOoTi 3acTOCOBaHO KOMOIHOBHM MiAXiJ, IO BKJIIOYA€E 3aCTOCYBAaHHS
1 MapKeTHMHTOBUX IIKaJI 1 METOMy OJHi€l mudpH, 30KpeMa II0J0 3alUTaHb:
«Hackinpku #iMoBIpHO Bu mopexkomeHayBaiii O Haml roTellb JAPYy3sSM, PIIHUM,
3HailomuM?» abo «Hackinpku WMOBIpHO Bu 11e BiJBiAa€Te HaIl TOTENb?».
Bianosinai panxupyroTbes Bif 1 «HI3amo» 10 5 «000B’SI3KOBO, 3 PAICTION.

BignoBigHO 10 BUKOpPUCTAHOI IKaau BigHOcWH (mkanu Jlalikeprta)
Ha KO>KHE NMHUTAHHS OTPUMAHO OLIHKY PECMOHACHTIB BiJ 1 10 5 GaniB, y Tabmwuili
2.12 HaBeneHO 1HTEpHpETallil0 KiUTbKICHOI Ta SKICHOI OIIIHKM 3HAYYIIOCTI JaHOT

HOIKaJIn.

Tabnuys 2.12

[IIxana oIiHKM (CTaBJICHHS ) TOCTEH TOTEIO 10 1HAUKATOPIB KIIIEHT-

OpPIEHTOBAHOCTI
KinpkicHa O6ajgbHa OIlIHKA SIxicHa OIliHKa
1 HeBaxxnuso
2 Majio Ba>KJIMBO
3 baiinyxe
4 BaxnuBo
5

Jlyxe BaxiuBo

Jlnst  y3arajgpbHEHHS OTPUMAHUX OIIHOK BH3HAYEHO CEpPEeAHl OIIHKHU
32 KOXKHUM 1HJIMKAaTOPOM METOJOM CepeAHbOi apu(PMETHUHOi, SKI Hajam
arperoBaHi y 4YacTKOBI IHJAEKCHM NUIAXOM HOPMYBaHHS Ha BEIUYHUHY
MaKCHMAaJIbHOTO Oaity.

YacTkoBI 1HAEKCH 32 KOKHUM (PaKTOPOM PO3paxoBaHl HACTYITHUM YHMHOM:
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b,
IXM ZE! (21)
ne |y ~—4acTKOBHH iHaEKC M-T0 GakTopy Xu;
bX" — cepenHs owuinka m-ro (akropy Xy 3a BciMa K-iHIMKaTOpaMu,
K
Y
mo obuucieHa 3a ¢Gopmyaow: b = HK , TOmi sK OanbHA OIlIHKA K-TO

inaukaropy (b)) BH3HAYa€THCA METOJOM CEPEIHBOI apr(PMETUUHOT 3BaXKCHOI:

Zszbi xn,
=1

by = , e b, € 6amom Bix 1 10 5; n, — YKCIIO PECMOHACHTIB, IO OLIIHUIN

IHIUKATOp KOHKpeTHUM OaynioMm; N — 3arajbHa 4YHCENbHICTh PECHOHACHTIB, IO
Opajia y4acTh B OIUTYBaHHI.
Y Tabmumi 2.13 HaBeAEeHO IIKady OIIHKKA 3aJ0BOJIGHOCTI TOCTEH TOTENI0

CTYIIEHEM KJIIEHT-OPIEHTOBAHOCTI ISl IHTEpPIIPETAL[li YACTKOBUX MOKA3HHUKIB.

Tabnuys 2.13
[IIxana o1iHKM (CTaBJIEHHS) TOCTEH TOTEIIO 11010 YACTKOBUX MOKA3HUKIB

KJIIEHT-OP1€EHTOBAHOCTI

KinpkicHa OanpHa . ) .
i InnexkcHa omiHKa SIkicHa oIiHKa
OIIHKAa
1 0 Haiiripme
2 0,25 ITorano
3 0,5 He3anosiisHO
4 0,75 HoOpe
5 1 Haitninme

MeTtonoM cepenHbOi TEOMETPUYHOI PO3paxOBaHO IHTErpajbHI OIHKU:
1) 3a0e3neueHHss (QYHKIIOHATBHOI SIKOCTI cepBicCHOro Mpoaykty — Y1 (dhopmyna

2.2); 2) miATpUMKH KITEHT-0pieHTOBaHOCTI — Y2 (popmyna 2.3); 3) KIIEHTCHKOTO
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nociny roctss — K1 (dpopmyna 2.4); 4) knieHT-opieHTOBaHOCTI nepcoHany — K2
(bopmymna 2.5).
IaTerpanbHa oriHka 3a0e3nedeHHs (PYHKIIIOHAIBHOI SKOCTI CEPBICHOTO

mpoaykTy (Y1) po3paxoByeTbes 3a GOpMYIIO0:

Y1=3/l,, %1, %1y, (2.2)
e l,, — YacTKOBMM 1HJEKC KOM(OPTHOCTI MaTepialbHUX yMOB
IPOXKUBAHHS,
I, — YaCTKOBUH 1HAEKC SKOCTI MPOIIECIB 00CTYrOBYBaHHSM;

| ; — YaCTKOBUH 1HAEKC B3a€MOBITHOCUHH 3 IIEPCOHAIIOM.

[aTerpanbHa OIIHKA pIBHS MIATPUMKH  KII€HT-OpieHTOBaHOCTI (Y2)

PO3pPAXOBYETHCSA HACTYITHUM YUHOM:

Y2 =41y x by x Iye x 17, (2.3)
ne |,, —YaCTKOBMM 1HJIEKC eMMaTii;
| s — YaCTKOBUU 1HAEKC BHYTPIIIHBOI KJIIEHT-OPIEHTOBAHOCTI;
| s — YACTKOBUI 1HJEKC 3a/10BOJIEHOCTI NEPCOHAIY;

|, — YaCTKOBUH 1HJICKC 3Ty4EHOCTI MTepCOHATY.

Koxna 13  3amporoHOBaHUX  MiJACUCTeM  3a0e3Me4YeHHs  KIIEHT-
OpPIEHTOBAHOCTI1 YTBOPEHA TAaKMM YHUHOM, 1100 HajaTH iH(OPMAILIitO JJIsl BUSBJICHHS
PO3pUBIB y JIAHIIOTY CTBOPEHHS IIIHHOCTI CEPBICHOTO MPOAYKTY TOTEIIO
Ta OOTPYHTYBAaHHS  CHCTEMHHMX  YNPABIIHCHKUX  pINIEHb,  CHPSIMOBAHHUX
Ha 3a0e3MeueHHs OpIEHTAlll]l TOTENI0 Ha BHYTPIIIHBOTO 1 30BHIIIHBOTO KIIIEHTA.

dakTopu 3a70BOJEHOCTI KOMGMOPTHICTIO MaTepiabHUX YMOB MPOKMBAHHS;
SKOCT1 TPOIIECiB 0OCTYyroByBaHHS Ta B3a€MOJIIi 3 MEPCOHAIOM, a TAaKOX eMIMaTil

Ta JIETKOCTI LIISAXY KJI€HTa 00’€HaHI B IHTETPAJbHUM TMOKA3HUK KJI1EHTCHKOTO
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JOCBIy TOCTA. IHTerpasibHa OIlIHKAa KIIIEHTCHKOTO JOCBIAY TOCTS BHU3HAYAETHCS

3a (hopmyIIoIO0:

Kl:E{/IXlXIXZXIX3xlx4X|x3’ (24)
ne |y, — YacTKOBUH 1HJIEKC KOM(OPTHOCTI MaTepiaibHUX YMOB

IIPOXXUBAHHSI,

I, — YaCTKOBUH 1HIEKC SKOCTI1 MPOIIECIB 00CTYyrOBYBaHHSM;
|, — 9aCTKOBUH 1HJEKC B3a€MOBITHOCHHH 3 TIEPCOHATIOM;
|, — YaCTKOBUH 1HIEKC €MIIaTii,

| s — YaCTKOBHH 1HAEKC JIETKOCTI HUISIXY KII€HTA.

[HTEerpansua OLlIHKa KJIIEHT-OP1EHTOBAHOCTI IIEPCOHAITY (K2)

PO3pPaAXOBYETHCA HACTYIIHUM YHUHOM:

K2:3\/|x5><|xe><|x7’ (2.5)
ne |, —YaCTKOBMI 1H/IEKC BHYTPIIIHBOI KJI1€HT-OPIEHTOBAHOCTI;
| s — YACTKOBUH 1HJEKC 3a/I0BOJICHOCTI MEPCOHAIY;

|, — YaCTKOBHUH 1HEKC 3aIy4€HOCTI TIEPCOHAITY.

OneprkaHi IHTETpajbHI OLIHKKA KIIEHTCHKOrO aocBimy (2.4-2.5) ciayryoTh
OCHOBHOIO Il TIPHHHATTS YIPaBIiHCHKUX PIMICHB, JTO3BOJISIOTH PO3paxyBaTH

y3araJbHIOIOUNN MTOKa3HUK KIIIEHT-OPIEHTOBAHOCTI cepricy roteinto (KO):

KO = f(K1; K2). (2.6)

[Toka3HUK KIIE€HT-OPIEHTOBAHOCTI CEPBICY TOTEIIO JO3BOJIAE BIJICTEKUTH
KJIIEHTCHKUI JIOCBIJl 30BHIIIHBOIO Ta BHYTPIIIHBOIO KIIE€HTA, IO OCOOJIMBO
BQXJIMBO y TOTEbHO-PECTOpPaHHIN 1HAYCTpii, 1€ NEPEeTBOPEHHS KIIEHTCHKOTO

JOCBIy y Oi3Hec-pe3ysibTaTh € KIOYOBUM MUTAHHSAM YIPaBIIHHS TOTEJEM.
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[le MOSICHIOETHCS TUM, LIO0 MAEThCA OAraTo MPUYMH HE3aJOBOJEHOCTI CEPBICHUM
npoaykroM. Tofl sIK sl yOpaBiiHHS BaXKIMBO BU3HAYMTHU MPOOJIEMHI MICII,
a BXKe JaJi 1HIIIOBaTH Ta MPOBOJUTH 3MIHH.

3anponoHoBaHW METOIUYHHUN MiAX1J rependavyae MOCTIHHUN MOHITOPUHT
1 NIarHOCTUKY 32 TOBEAIHKOBUMU  TOKa3HUKAaMU  KIIIEHT-OPIEHTOBAHOCTI,
SIKI PO3PaxOBYIOTHCS Ha OCHOBI PE3yJIbTATIB ONMUTYBaHHS, a came: Z1 CpuiHATTS
KIIIEHTCHKOTO JOCBiAYy; Z2 JOSUTBHICThH KITIE€HTIB; Z3 afBokailis Ta Z4 HamiiHICTh
KJIIEHTIB.

CrnpuiiHATTA KIIEHTCHKOTO M0CBiay (Z1) obumcmioeTbesa 3a jorikow (2.1)

K cepelHs OalbHA OL[IHKA 332 BU3HAYEHUMH 1HIUKATOPAMU CUCTEMU YIPABIIHHS:

5

ZZJW

2= —+5, (2.7)

1€ z, PIBEHb BIAMOBIAHOCTI W-MY 1HIUKATOPY:

« PIBEHB BIJMIOBIIHOCTI OOCIYrOBYBaHHS B TOTEJ HOro Kareropii
(31pKOBOCTI);

« pIBEHB BIJTMIOBITHOCTI I[IHU — OOCIIYyTOBYBAHHIO B TOTENI;

« pIBEHB BIJMOBIIHOCTI OOCIYrOBYBaHHS — OUIKYBAaHHSIM;

« pIBEHB BIJIMIOBITHOCTI peryTallii — 00CIyroByBaHHS;

« CTYIIHb BPa)K€Hb, 110 CPOPMYyBaAIHUCS BiJl BIJIBIIyBaHHS rOTEIO;

W — KibKICTh iHIUKATOPIB.

JlosinbHICTh KJTIEHTIB (Z2) BU3HAYAETHCA B KOE(PIIIEHTAX 1 OOYUCITIOETHCS
K cepenHe apu(METHYHE 3HAYCHHS JBOX TOKA3HHKIB: YACTKH 3aJI0BOJICHUX

KJIIEHTIB 1 YaCTKH KJII€HTIB, TOTOBUX BIJIBIJaTH TOTEJb MOBTOPHO 32 (POPMYIIOLO:

_N3+Nn;
N

Z2 2, (2.8)

ne N — 41ciio OMUTaHuX PECIOHACHTIB — TOCTEH TOTEIIO;
N3 — 9mci10 3a10BOJICHUX T'OCTEH;

N — 4HCIIO KITIEHTIB, TOTOBUX BIJIBiZIaTH TOTEJIb IIOBTOPHO.
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[Toxa3zuuk anBokarlii (Z3) BUMIPIOEThCS Y KOe(illi€eHTaX 1 BU3HAYAETHCS 5K

YaCcTKa KJIIEHTIB, TOTOBUX PEKOMEHYBATH T'OTEIIb:

73= A, (2.9)

ne Na — 9MCTI0 KITEHTIB, TOTOBUX PEKOMEHyBaTH TOTENb.
Hanidtaicte kiientiB (Z4) ue Bimomuii mokasuuk SCI (Secure customer
index), moO OOYHCIIOETHCS SK YacTKa KIIEHTIB TOTEIO, JUIS SKUX CEpBIC

IICPCBUIINB O‘-IiKYBaHHiI.
z, =n, (2.10)

ne Ny — 4ncio KITEHTIB TOTENIO, IS IKMX CEPBIC MEPEBULIUB OUIKYBaHHS.

Ve cuctema MOKa3HUKIB JIIaTHOCTHKU BHUPAXKAETBCA Y Koe(Ili€eHTaXx,
OCKUTbKM TaKU¥M MiaXia 3a0e3rneuye BUMOTY OJHOPIAHOCTI JIAHUX BCI€l CHCTEMH
OIIHIOBAHHS Ta YIPABIIHHS KJIIE€HT-OPIEHTOBAHICTIO MiANPUEMCTBA. Buinena
cuctema (akTOpiB IPYHTYETHCS HA CYO’ €KTUBHUX OIIHKAX, SIK1 IIUIIXOM KIJIBKICHOT
00pOOKH TIEPETBOPIOIOTHCS Y HOPMOBaHI KOE(DIIIEHTH, IO J03BOJISE TEpPeHTH
0 00’€KTUBHUX OILIIHOK CHPUHMAHOI LIHHOCTI CEPBICHOTO MPOAYKTY. [lns uinei
VOPABIIHHSA Yy MHOJAJbIIMX  MNIAPO3AUIAX  MepeadadyaeTbcs  BUKOPUCTAHHSA
JIHTBICTUYHUX IIKAJL.

Ha erani IV 3aiiicHioeTbes 1AeHTU(IKALS CTYNEHSI KIIEHT-OPIEHTOBAHOCTI
TOTENI0 Ta IHTEpPHpeTalliss pe3yJbTaTiB: BU3HAYEHHS PO3PHWBIB, BIAMOBIIHOCTI
YU HEBIJAMOBIAHOCTI BCTAHOBJICHUM CTaHJIapTaMm, HoOpMaTthBaM. Pe3ynbratu
OLIIHIOBAHHS  JIO3BOJISIIOTH CKOPUTYBAaTHM MPOTAJIMHUA Yy B3a€EMOJIi  KIIEHTa
3 CEepBICHUM MPOIYKTOM rOTeNto, BUSIBUTU pe3epBu 3pOCTaHHS
KOHKYPEHTOCTIPOMOIKHOCTI OpraHi3alii Ta BIUIMBAIOTh Ha PE3yJIbTaTUBHICTH
YVOPABMIHCHKOT  AisibHOCTI.  OnepxaHl  OI[IHOYHI  3HAYEHHS  JO3BOJISIIOTH
choKyCyBaTH 3YCWJUISI OpraHi3ailii Ha BIPOBAKEHHI YHIKAIbHUX €JIEMEHTIB
KJIIIEHTCBKOTO CEpBICY, HampsMax IIsUIBHOCTI, IO 3a0e3MedyloTh BUKOHAHHS

(GYyHKIH yrpaBiiHHS KI1€HT-OPIEHTOBAHICTIO.
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2.3. MeToau4Huii 1HCTpyMEHTapiii OLIHIOBaHHS KIJIIEHT-OPI€EHTOBAHOCTI

nepcoHaly roTeiito

Ha cydyacHomy etami po3BUTKY TOTEIbHOI 1HAYCTpii 3pOCTalOTh BUMOTHU
KJIIEHTIB JI0 PIBHS OpraHi3allii Ta sSkocTi ceppicy. Ha ¢oH1 rocTpoi KOHKYpPEHTHOI
00pOTHOHM caMme cepBiCHA CKJIaJ0Ba TOTEJIBHOTO MPOAYKTY, 1HAUBIIYaIbHUM T1IX1]
0 KOXKHOTO KII€HTa CTaloTh I1HCTPYMEHTOM (OpPMYBaHHS Ta MiJCHJICHHS
KOHKYpEHTHUX ImepeBar. Sk crnpaBeninBo 3a3Hadae C. KoBanpuyk: «yHIKaJIbHI
KOHKYPEHTHI TIepeBard JOCHTh CKJIQJHO CTBOPIOBAaTH 3a PaxyHOK HOBHX
TE€XHOJIOT1, aCOPTUMEHTY, MIJBUILEHHS ONEepaliiiHOoi e(pEeKTUBHOCTI 1 3HUKEHHS
IiH, 00 Il €JIEeMEHTHU JOCUTH IIBUAKO KOIMIIOIOTHCA, alie CTABJICHHS JO KIIE€HTa
HEMO>KJIUBO CTBOPUTHU «IIiJ] KOIMIPKY», BOHO HANPALbOBYETHCS POKAMHM 1 BUCTYIIAE
HEBiJ]’€MHOIO CKIIaJIOBOI0 KOPIIOPATUBHOI KyIbTypi» [116]. Mnerses mpo Te, 1mo
32 yMOB MNpUOJIU3HO OJHAKOBOI MaTepiajibHO-TEXHIYHOI Oa3u TOTEeNIB OJIHIET
Kareropii (31pKOBOCTI) Ta CTaHJAPTHUX IMPOIECIB OOCIyrOBYBaHHS, KJIFOYOBI
BiZIMiHHOCTI HOJIATAIOTh y NPUHIUNAX TOCTHMHHOCTI. IX peanisalis, y CBOIO 4epry,
3aJIeKUTh BiJ KBai(ikallii Ta KIEHT-OPIEHTOBAHOCTI MEPCOHATY, TOOTO 31aTHOCTI
MPAIiBHUKIB TOTETI0 BUKOHYBATH Mpo(eciiiHi 00OB’SI3KM Ha BHCOKOMY pIiBHI,
CaMOBIJIJIaHO iSITU Ha OJlaro 3akiaay 3apajd JOCSATHEHHs Moro muied Ta
TOTOBHOCTI JI0 CIIPUMHATTS 1 pO3YMIHHS BUCOKOI I[IHHOCTI KJIIEHTIB, Opi€HTAIlli Ha
MaKCUMaJIbHE 3aJ0BOJICHHS iX 3aIUTIB.

YMOBOIO JOCSTHEHHSI BUCOKO1 KJIIEHT-OPIEHTOBAHOCTI MEPCOHANY TOTEIIO
€ mo0yIoBa TakOoi CHUCTEMH B3a€EMOBIIHOCHMH 3aKJiaqy, 3a SKOi TMpaIliBHUKH
3aBJSIKM CTIPABEJIMBIN OLIHIII Ta BUHATOPOJI 32 iX 3YCHJUIS, CTBOPEHHS JJIsi HUX
CIOPUSTIUBUX YMOB pPOOOTH il TipodeciiiHoi camopeaiszailii Ta aTtMocdepu
B KOJIGKTUBI  PO3AUISIIOTH  KOPHOPATUBHI  IIHHOCTI, TOTOBI CaMOBIJIJIaHO
MpaIfoBaTH, IOKJIAJaTH MAaKCUMaJbHUX 3yCHJIb 110 BUKOHAHHA MPOQeciiHuX
000B’s13KIB. JIOCATHEHHIO BHCOKHX pe3yJbTaTiB chnpuiatuMme (GOpMyBaHHS
BHYTPIIIHBOI KJIIEHT-OPIEHTOBAHOCTI B 3aKjajJi TOTEJIbHOIO0 TOCMHOJapCTBA —

Opl€HTAllisl 3aKJIay Ha 3aJ0BOJICHHS MOTped MepcoHaly, IKUi y JaHOMY BUIAAKY
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1 BUCTYIIa€ BHYTPIIIHIM KITIEHTOM. SIK 1 y BUMAAKy 3 KJI1€EHTAMH F'OTEII0 — TOCTSIMH,
JUIS TIEpCOHAy BaXJIHMBO, 100 poboTa B TOTeNl BIAMNOBigaNa, a Kpame —
NepeBuIyBalia iX OUIKyBaHHS.

Jns mocuieHHss OakaHHA TPAIBHUKIB JOJMYYHTHCA IO CIUJIBHOTO
CTBOPEHHSI IIIHHOCTI CEPBICHOTO TMPOJYKTY TOTENI0 KEPIBHUILITBY BaXKIMBO
MPOSIBIIATH TYpOOTY, 3a0€3MEUYUTH BIIUYyTHE IMMIKIyBaHHS IPO TEPCOHAN, TOI1
MpAIiBHUKN HAaMaraTUMYThCS «BIIASYATH» TOBHOIO BiIIadero, MaKCHMaJIbHOIO
BKJIFOUEHICTIO J0O BUKOHAHHS pOOOTH, CTapaHHSIM Ta HaMOJIECTJIUBICTIO, MPOSBOIO
iHimaTuBu. llepeayMOBOIO BHCOKOI 3aJlyd€HOCTI MEPCOHAly € HaJlaHHsA
MO>KJIMBOCTEN MPO(eCIMHOro Ta Kap €PHOrO POCTY, TOMY 3aBJaHHAM KEpPIBHHUIITBA
roTento € 3a0e3leueHHs MOXIJIMBOCTEH JUIsi HaBYaHHS Ta I1JIBUILECHHS
KkBasi(ikailii, 110 BILIMBATUME HA 33J0BOJICHICTh BHYTPIIIHIX KJIIEHTIB.

TakuMm 4YHMHOM, CTYMiHb KJIIE€HT-OPIEHTOBAHOCTI TIEPCOHATY 3aJICKHUTh
Bl HOTO MOTHBOBAaHOCTI Ta OakaHHS 10 BHUCOKOMPO(DECIHHOrO BUKOHAHHS
00OB’s13KiB. 3HAYHOIO MIPOI0 BOHU BHM3HAYAIOTHCA THUM, HACKIJIBKM B TOTENl
CTBOPEHI CHPHUSTIMBI yMOBH JUIsi peanmizaiii mpodeciiHoro Ta TBOPYOTO
MOTEHI[1aTy IpaliBHUKIB, MOKJIMBOCTI peani3alii IKOro BINIMBATUMYTh Ha CTYHIHb
X 3aJJ0BOJICHOCTI y Tiporieci npoeciiHOoi AISIBHOCTI.

VY kpamiomy BUMaAKy caMOBI1a4ul IEPCOHANY CIPUSITUMYTh, 3 OJTHOTO OOKY,
m000B 710 oOpaHoi mpodecii, BIAMOBIIHICTh MOCAAU CIHEIiaJbHOCTI MpalliBHUKA
Ta ¥oro kBami(ikarii, a 3 IHIIOTO — BIAMOBIAHICT YMOB Mpalli, piBHSA 3ap0oOITHOT
aTu Ta I1HIIMX MAaTepiaibHUX 1 HeMarepiaJbHUX CTUMYJIB OYIKYBAHHIM
npalliBHUKA.

PobGoue  wmiciie — mparmiBHMKa =~ XapakTepU3ylOTh ~ yMOBH  TIpaiii,
Kl BU3HAUAIOThCS SIK CYKYNHICTh  (DaKTOpPIB  BUPOOHMYOIO  CEPEIOBHIIIA,
0 BIUTMBAIOTh Ha (DYHKIIIOHAIBHHWI CTaH OpPraHi3My MPAaIIOIYUX, iX 370pOB’S
Ta Tpane3fgaTHICTh y npoieci npaii [96]. PoGoui Miciis 3a1exath BiJi HU3KH YMOB:
3arajgpbHUX (peXKUM TIpari ¥ BIANOYMHKY, CTaH BHPOOHHYUX 1 MOOYTOBHX
MPUMIILICHb, OpraHi3aiis W OCHAIIEHHS pOO0OYMX MICIh Ta 30H BIJAMNOYHHKY,

3a0€3MeUCHHs] XapuyBaHHSM, CIEIOATOM); TEXHIYHUX (TEXHIYHUA PIBEHBb 1 CTaH
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3aco0iB Tparli, JOCKOHAJICTh TEXHOJOTIYHUX TPOIECIB); Oe3meku (Oe3meqHiCTh
BUPOOHUYOTO yCTaTKyBaHHA, 00JIaJHAHHA Ta BUPOOHUYUX TMPOIIECIB); CaHITAPHO-
ririeHiYHUX (CTaH TOBITPSHOTO CEpeAoBHINA pPo00Y0i 30HHU, PIBEHb IIyMY,
BiOpallii, BUPOMIHIOBaHHSA, OCBITJICHICTb, OJaroycTpiii i yTpuMaHHS TEPUTOPIi,
JIKyBaJIbHO-NIPO(P1TaKTUUHE OOCIYroByBaHHs); MCUXO0(]i310J0TIUHUX (CTYMiHB
BXKKOCTI ¥ HAIIPY>KEHOCT1 BUKOHYBaHO1 po00TH, (Pi3u4Hi, (131070T14HI 1 HEPBOBO-
NICUXIYHI HaBaHTAKEHHS OPraHi3My JIOJAWHM); TICHUXOJIOTTYHUX (3aKOHOMIPHOCTI
MICUXIYHO1 JISJILHOCTI JIFOJUHU, MOMJIMBOCTI CIPUHHATTS, MaM’STI 1 MUCJICHHSA);
€CTETUYHHUX (O(OPMIIEHHS Ta 1HTEp €p MPUMIIIEHb, POpMHU U KoJip 0OJaTHAHHS,
OPUHAAHICTh 1 3PYYHICTH pPOOOYOro OAATY, BUKOPUCTAaHHSA (DYHKIIOHAIBHOI
MY3HUKH, BJIAIITYBaHHSA KyTOYKIB XHBOi MIPUPOJIU Ta 1HIII 3aXO/H, 1110 CTBOPIOIOTh
0COOJIMBUI HACTPIiA).

3a3HayeHl yMOBU (OPMYIOTHCS TiJi BIUIMBOM CIEUU(IKKA MiANPUEMCTBA,
30KpeMa, B TOTEJIbHOMY F'OCIOJapCTBl BOHU MOJATAa0Th Y HACTYITHOMY:

— CyTTeBa AMQEpEHIialis TEXHIYHUX YMOB Ipalll MepCoHaNy Pi3HUX CITYKO
rOTENI0 Ta BUCOKA 3aJIEXKHICTh SIKOCTI MOCIYT BiJl HHUX, II0 BUMAra€ MoCTIHHOTO
YIOCKOHAJIEHHS TPOIECIB OOCIYyroByBaHHs, 3a0€3MEUEHHs 3aKJaay Cy4YaCHUMU
MaTepilalbHO-TEXHIYHUMHU 3aco0amu, (opMyBaHHS CHPHUSTIMBOI arMmochepu
3aKjIaay IS SKICHOTO OOCTYyrOBYBaHHS;

— 110J1000Ba pobota 3aKjIa/71B TOTEILHOTO rocro1apcTBa
Ta HEPIBHOMIPHICTh  3aBaHTAXXEHOCTI TOTENIB, M0 MoTpedye po3poOKu
ONTUMAJIBHOTO Tpadiky poOOTH TpAIiBHUKIB, iX miabopy mix dac (opMyBaHHS
KOMaH/1 (3MiH);

— Oe3rnocepeHIi KOHTAKT OOCIYrOBYIOUOI'O TIEPCOHANy 3 KIIEHTaMHU,
NOCTIHA B3a€EMOIS 3 HUMU Yy THpPOLECI HAJAHHA TMOCIYI Ta HEOOXIJTHICTbH
BUpILIEHHS MPOOJIeM, 10 3yMOBIIIOE BUCOKY PO3YMOBY Ta HEPBOBY HaIPY>KEHICTh;
3QJICKHICT,  pe3yjbTaTy BiI HACTPOK  MEpPCOHANTy, SKOCTI  B3aEMO/IIi,
B3a€MOJIONIOMOTH Ta KOMYHIKAI[ll MPaiBHUKIB PI3HUX CIYXO, 110 Y CYKYITHOCTI

BUMarae (POpMyBaHHS CHPUSITIMBOIO COL1aTbHOTO-TICUXOJIOTIYHOI KIIMAaTYy;
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— OZJTHOMOMEHTHICTh BHUPOOHHIITBA ¥ CHOXXHMBAHHSA CEPBICHOTO MPOIYKTY
TOTEJI0, HEMOCTIMHICTh SKOCTI, IO NOTpeOye pO3pOOKHM Ta BIPOBAHKECHHS
CTaHJapTIB Ta (GOpMYyBaHHS KYJIbTYpHU OOCIYrOBYBaHHS, IMOCTIMHOTO i BUILICHHS
kBasi(ikallii mepcoHany.

Y CcykymHOCTI 3a3Hau€HlI OCOOJMBOCTI XapaKTepU3YIOTh OpraHizalliiiHi
aCIeKTH, SK1 BIUIMBAIOTh HA 3aJJOBOJICHICTH MpaiiBHUKIB. CrpsMyBaHHS 3yCHJIb
Ha TIABUIICHHS KOM(OPTHOCTI Ta HAJIEKHE MaTepialbHO-TEXHIYHE 3a0e3MMeueHHs
pobouux MiCIb B TOTeNi, po3podka onTUMambHOTO Tpadiky poOOTH MpalliBHUKIB
CHPUATUMYTb 3pOCTAHHIO 1X 33JJ0OBOJIEHOCTI YMOBaMU Mpalll.

BaromuM ynHHMKOM (OpMYBaHHS 33J0BOJIEHOCTI MPALICIO € PIBEHb OIUIATH
npati. OcobiuBy posib MPHU LIBOMY BIAIrpalOTh MaTepiayibHI CTUMYIIH, 30KpeMa
3apo0iTHA IJ1aTa Ta 1HII MaTeplajgbHl 320X04YeHHS (MpeMii, HaJ0aBKHU, MOJAPYHKH
TOIIO), BOHM BHU3HAYaTUMYTh PIBEHb JOXOJY IPALIBHUKIB Ta iX MOXJIMBOCTI
3aJJOBOJICHHSI ~ BJIACHUX  CIOXHMBYMX MOTpeO. Y  HEpO3pUBHIA  €IHOCTI
3 MarepiaJiIbHUMU BaroMy poJib BiAITParOTh MOpPaJIbHI Ta COILaJbHI 3a0XOYCHHS,
Kl TACWIIOITh BIAYYTTS MPAIliBHUKOM BaroMocTi Ofep)KaHoro Ta/abo
JIOCSITHYTOTO HHUM PE3yJIbTaTy IMpalli, 3p00JeHOMY BHECKY B JOCSTHEHHS LLJICH
rOTENI0, MIAKPIILIIOITh CEHC Ta BAXJIMUBICTh HOro podoTu. TakuM YMHOM, pIBEHb
OIUIaTH TIpaIll B TOTEILHOMY TOCIOJIAPCTBI BH3HAYAE IIHHICTH POOOYOrO MicCIid,
a MarepialibHl, MOpPaJIbHI Ta COL1aJbHI 320X0YEHHS — LIHHICTh PE3YyJIbTATIB Mpalll.
VYpaxoByrouu 1€, MOKHa TOBOPUTHU MPO MPSIMY 3aJIEKHICTh, BIAMOBIIHO 0 SIKO1
OUIBIII BUCOKWW pIBEHBb OIJIATH Mpalll Ta CIpaBeUIMBE MarTepiajbHEe, MOpaJbHE
1 colliajbHe 3a0XO0YCHHS 3/IaTHI MiJBUIIUTH 3aJ0BOJICHICTh MPaIliBHUKIB TOTEIIIO
Ta CTUMYJIIOBaTH 1X JO BHCOKOSIKICHOTO BHKOHAaHHS CBOIX THpodeciitHmx
000B’5I3KIB, TOTPUMYBATHUCS KOPHOPATUBHOI KYJIbTYpH, C(HOPMOBAHUX y 3aKiajii
IHCTUTYTIB TOCTUHHOCT1, TUM CaMHM 3a0€3MEeYUTH BUCOKY KJIIEHT-OPIEHTOBAHICTh
— CIPSIMOBAHICTh HAa MAaKCHUMaJlbHE 33J0BOJICHHS HE MpPOCTO MOTped, a Bce
3pOCTaOYMX 3aIMUTIB KJI1E€HTIB.

B ymoBax cborojeHHs 3HauHa YacTHHA IEPCOHANy TOTENIB — MOJIOII,

amOILiiHI JIOAM, K1 MparHyTh 0 MpodeciiHOro Ta Kap’epHOro pocty. Tomy
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BOKJIMBAMH YMHHUKAMH 33JI0BOJICHOCTI TIEPCOHATY TOTEIIB € 3a0€3MeUeHHs YMOB
Ta MOXJIMBOCTEH HaBUaHHS, MIABUIIEHHS KBamidikaiii, CTaXyBaHHS, SKI
CIOPUATUMYTh POCTY MHpodecioHanizMy, MOKPAIIEHHIO HABUKIB, OCBOEHHIO HOBHUX
TEXHOJOT1H, MPUCKOPEHHIO BUKOHAHHS OOOB’S3KiB Ta (PyHKUIA (10 OCOOIMBO
BKJIMBO JJISI TOTEJIIB), 0 Y CYKYITHOCTI JIO3BOJINTH 3a0€31eUNTH BUCOKHI PIBEHB
0o0CIIyroByBaHHs, 3 OAHOTO OOKYy. A 3 1HIIOr0, y TOTENSIX Ba)JIMBO 3al€BHUTHU
IPaLiBHUKIB Y TOMY, 110 OUTBII TIMOOKE OBOJIOAIHHS CBO€IO MpOo(deciero HaaacTh
MpaBO Ha MIiJABUINCHHS 3apoO0ITHOI TUIaTH abo Haa0aBKU 10 HEi, a TaKoX
€ HEOOXITHOI0 YMOBOIO TOJANBIIOTO Kap €PHOTO 3pOCTaHHS, IO MPHU3BEIC
HE TUIBKM JO TOKpalleHHs iX MaTeplaJibHOro 3a0e3leueHHs, a W — cTaTycy
mpaifiBHUKa, WOro MICs 1 poji B 3akiajil. 3a0e3leueHHs YMOB BUKOPHCTAHHS
MO>KJIMBOCTEN MPOQECIHHOTO Ta Kap €pHOrO POCTY € BAXIMBUMHU pPe3epBaMu
MIJBUIICHHS 3aJ0BOJICHOCTI TMpAaliBHUKIB 3aKjIaJiB TOTEILHOTO TOCIOIAPCTBA,
K1 CHOHYKATHUMYTh iX JO MOCTIHHOTO PO3BUTKY, IO € MEPETyMOBOIO MOCHIICHHS
iX KJIIE€HT-OPIEHTOBAHOCTI.

Sk Big3Hauanocs y maparpadi 1.2. y cdepi rorenbHOT iHAYCTpPIi BAXKIMBUMU
OCOOMCTUMHM  SIKOCTSIMU TPAIIBHUKIB € CTPECOCTIMKICTh, KOMIIPOMICHICTb,
3/IaTHICTh IIBUJKO pearyBaTH Yy HECTAHJAPTHHUX CHUTYaIlisX, BMIHHS 3HAaXOJUTH
NUISXYA BUpIMIEHHsT MpoOieM kiieHTiB. lle moB’s3ano 31 crenudikoro HagaHHS
CEPBICHOTO MPOJYKTY FOTENI0, & CAM€ 3 HAsIBHICTIO 3HAYHOI KIJTbKOCT1 OCOOJIMBUX
00CTaBHH, SIKI BUHUKAIOTh Mij 4ac nepe0yBaHHS KIIEHTIB y rOTeNi. 3a WX yMOB
BAXJIMBUMU € Tpo(decioHani3M MpaliBHUKIB Ta KEpPIBHHUKIB CIIY)XO TOTENIo,
KOMaHAHa  po0oTa, 3rypTOBAHICTh  KOJICKTHMBY, B3a€MOBITHOCHMHU  MIDXK
mparfiBHUKaMu. 3 1i€i TOYKH 30pY B 3aKjIagaxX TOTEIHHOTO TOCIOAapCTBA BAXKIUBO
3a0€3MeUNTU CHPUSITIMBUNA COLIATBHO-TICUXOJOTIUHUM KJIIMAT JJis 3aroOiraHHs
KOH(JIIKTIB, HAMPYy>KEHOCTI MK TMpalliBHUKaMu Ta ¢GopMyBaHHS KOM(OPTHOTO
CaMOTIOUYTTSI, JOOPUX MIKOCOOUCTICHUX BIJIHOCHMH, TOTOBHOCTI JI0 B3a€MOii
Ta B3a€EMOJIOTIOMOTH, 3aBJISKH SIKHM Y TpaliBHUKIB BHHHUKATUMYTh ITOYYTTS
CIIOKOIO, BPIBHOBAXEHOCTi, BIIEBHEHOCTI, 3aXUIEHOCTI. BOHU CHPHUATUMYTh

Hi,Z[BI/IHlCHHIO ?;a,ZIOBOJIeHiCTIO IIpancro B saxnani roTCJIbHOI'O rocrnogapcTna.
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BaxnuBy ponb cepen YMHHHKIB 3aJ0BOJICHOCTI MpaIerd BiAIrparoTh
B3a€EMOBITHOCHHH TIEPCOHATY CIYKO 13 KEpIBHUKOM, SIKi 3alleKaTh Bia #HOro
YIPaBIIHCHKOI MOBEAIHKHU. Bil METOIB Ta CTUIIIO yNpaBIiHHA KEepIBHUKA Oarato
B UOMY 3aliexaTh arMmocdepa B KOJIEKTHBI, BIIHOCMHH MIDX MpalliBHUKAMHU,
iX eMOIIMHMI CTaH, a OTXKE — pe3yJbTaT POOOTH. YPaxoByrOUH cHenudiky
rOTENIbHOI 1HAYCTpii, NpaIliBHUKK SKOI MalTh OC3MOCEPEIHE BITHOIICHHS
70 peaizallii MPUHIMIIB TOCTUHHOCTI, NI TIIBUINEHHS KIIIEHT-OPIEHTOBAHOCTI
CEpPBICHOTO TPOJYKTY TOTENIIO KEpiBHUKAM CIy)KO HEOOXIJHO JOKJIaJaTH
MaKCUMaJIbHUX 3yCHJIb JIJII CTBOPEHHS y CBOIX IMJIETVIMX MO3WTUBHHUX EMOIIIH,
rapHOro HACTPOK, CTUMYJIOBaHHS IX IHTEpPEeCy A0 Mpalll, BUCOKOrO piBHSA
BUKOHAHHS MpodeciitHux 000B’A3KiB, (hOPMYBaHHS MOJEII TTOBEAIHKU MEPCOHAITY,
CIpsIMOBaHOI HAa HaMaraHHS MaKCHMAaJbHO 3aJIOBOJIBHATH 3allUTH Ta BUPINTYBATH
npoOiemMu rocteit. 3 1HIIOTo OOKY, KEpIBHUKAM CIY>KO TOTEII0 BaXKIMBO CTABUTH
3pO3yMiTl 1T Ta 3aBJaHHA, YITKO 1H(QOpPMyBaTH TPO OUIKYBaHHS BiJ poOOTH
MPaIiBHUKIB, COPUATH PO3BUTKY Y HUX BUCOKOTO PiBHS BIANOBIIAJbHOCTI, POSIBIB
IHIIIATUBHOCTI. Y pa3l TapMOHIMHUX BIIHOCHH 3 KEPIBHHUKOM 3aJI0BOJICHICTH
npaiiBHUKa poOOTOIO 3pOCTaTHUME.

[Ile omHMM BaXTMBUM UYWHHHUKOM 3aJI0BOJICHOCTI MPAIiBHUKIB POOOTOIO
€ 00’€KTHBHICTb OLIHKU KEPIBHUIITBOM HOTO POOOTH, BHECKY Y CIIUIbHY CIIPaBy.
HasBHICTF mnEBHUX, HaBiITh, HE3HAYHMX JOCATHCHb, Ma€ BIJ3HAYATHUCS
KEpIBHUIITBOM Ta JEMOHCTPYBAaTHUCA B KOJEKTHBI, IO CIPUSATAME CTBOPECHHIO
y MOpalliBHUKIB BIAYYTTSI BJIACHOI HEOOXIAHOCTI, KOPHUCHOCTI JJIsI KOMMaHIi
Ta 3aJOBOJICHOCTI 3a PE3yJbTaTH BHUKOHAHOI pOOOTH 1 CTUMYJIIOBATUME
70 TiABUIIEHHS 1X y MaiOyTtHpbomy. IloxBana, BU3HaHHS YCHIXiB MpalliBHUKIB,
MoJsKa 3a HUX € JOOpUM TIATPYHTAM U1 3a0XOYCHHS O JOKJIaJaHHS
MaKCUMaJIbHUX 3yCHJIb JIO Tpalli, KPaloro BUKOHAHHS MPodeciifHnX 00O0B’S3KIB,
CaMOpPO3BUTKY Ta CaMOBJIOCKOHAJIEHHS, M0 Yy CYKYHHOCTI CHPHUSITHME
M1JBUILIEHHIO SIKOCTI CEPBICHOTO MPOAYKTY TOTENIO 1 peai3allii NPUHIUITY KI€HT-

OpIEHTOBAHOCTI.
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VYpaxoByroun HaBeJ€H1 0COOIMBOCTI HAJAHHSA CEPBICHOTO MPOIYKTY TOTEIIO

Ta Yy3arajJbHIOIOYM HaBEACHI MIPKYBaHHS, BHOKPEMJICHO KIIIOYOBI UYHMHHUKU

Ta YMOBH Ba,ZLOBOJICHOCTi pO6OTOIO HpaHiBHI/IKaMI/I roTelino, SIK1 3aIlIPOIIOHOBAHO

CHUCTEeMAaTHU3yBaTU y TpH TPYyNH: OpraHizamiiiHi, MOTHBAIliiHI Ta MCHUXOJOTIYHI

(puc. 2.10).

[

Ki1r040B1 YHHHUKM 3a10BOJICHOCTI IIPAlliBHUKA POOOTOKO B TOTEII ]
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BiamoBinHICTh BUAICHNX KJIFOYOBHX YMHHUKIB 200 TEPEBUINCHHS 1X HaJ
OUIKYBaHHSIMU TIPAIIBHUKIB CHPUATHME ITiJBHUINCHHIO 3aJ0BOJICHOCTI POOOYHNM
MiciieM, (OpMYyBaHHIO BHCOKOI I[IHHOCTI POOOTH y BH3HAUYEHOMY TOTENI, IO,
y CBOIO dUepry, MiABUIIUTHL TOTOBHICTH JO CaMOBigJadvi, IOBHOI peaiizarii
npodeciiiHoro Ta TBOPYOTO MOTEHIIANy, AOKJIAJaHHA MAaKCUMaJIbHUX 3yCHJIb
JUIS OCSITHEHHS IIUIeHM, 30KpeMa, y KOHTEKCTI JaHOoi poOOTH — MiJABUIIEHHS
30BHIIHBOI KIIIEHT-OPIEHTOBAHOCTI TIEPCOHATTY.

3a/10BOJICHICTh pOOOTOIO B FOTEI € IEPETYMOBOIO 3JIy4EHOCTI IEPCOHAITY —
e Takuid cuMOi03 TICHUXOJIOTIYHOTO CTaHy, 3yCWib, HamMaraHb Ta CTapaHb
npaliBHUKA, SKUA XapaKTePU3YEThCS HAIOJETJIMBICTIO MHOro mpaii, pIBHEM
peamizamii mpodeciiHuX 3mM10HOCTEeH, a TaKOoX AaKTUBHICTIO, I1HIIIIATUBHICTIO,
€HTYy31a3MOM IpalliBHUKA Yy Mpolect poooTu. s rorenbHOi 1HAYCTPIi NpOSBOM
3a]ly4€HOCTI TMEpPCOHANTY € TOTOBHICTH MPAIIBHUKIB BHUKOHYBATH J0JIaTKOBI
JTOpy4YeHHs (3aBlIaHHs), SKI HE BXOJATH JI0 IOCAJAOBUX OOOB’S3KiB; T'OTOBHICTH
JOTIOMAaraTy TOCTSM Ta pearyBaTH Ha iX 3alMUTH. 3aIy4eHICTh MEePCOHATY TOTEIO,
y CBOIO 4epry, 3aJeKHUTh BiJl YCBIJOMJICHHS 1 PO3YMIHHS MICIi Ta LUJIeH 3aKiamy,
JIOYMX Y HbOMY IHCTUTYTIB TOCTUHHOCTI, JIMILIE 32 [IUX YMOB IPALliIBHUKH OYIyTh
OPUXUIBHUMH JI0 TOTEN0, 1 COPSIMOBAHO [IATUMYTh B 1HTEpecax 3akjaiy.
OCKIJIbKU TOMIHAHTOK KOPIIOPATUBHOT KYJbTYpHU OUTBIIOCTI BITYM3HSIHUX TOTEIIB
cTaja I[IHHICTh KJII€HTa, TO CaMe BIJ TOr0, HAaCKUIbKK TepcoHan Oyje KII€HT-
OpIEHTOBAaHUM 3aJICKUTHh JIOCATHECHHS IIUIEH 3akKiiaay, a Il I[bOro HeoOXiaHI
LIJIECOPSIMOBaH1 3yCHJIsi HAa (POPMYBaHHS BHYTPIIIHBOI KIIIEHT-OPIEHTOBAHOCTI.
Crnig BiA3HAYMTH, 110 BHCOKA BHYTPIIIHS KJIE€HT-OPIEHTOBAHICTh MPSIMO BIUIMBAE
Ha PIBEHb 3aJIOBOJICHOCTI 1 BU3HAYA€ I[IHHICTH POOOYOTO MICIS JUIS MpAIliBHUKA,
J1s1 30€pEKEHHS SIKOTO BiH OyJie CYTTEBO 3alliKaBJIECHUM Y JOCSTHEHHI 3HAYYIIUX
JUIS 3aKJ1aly pe3yJbTaTiB, IIel HOro MisIbHOCTI.

[TincymoByrOUr HaBeJeHE, KIIFOUOBUMH YHHHUKAMU KJIIEHT-OPI€EHTOBAHOCTI
MepcoHaly € BHYTPIIIHS KIIEHT-OPIEHTOBAHICTh, 3aJI0BOJICHICTh Ta 3aJIy4€HICTb
MEepPCOHaNly, SKi y CYKYIMHOCTI BHU3HA4alOTh YMOBU (HOpPMYBaHHS 30BHIIIHBOT

KJIIEHT-0pieHTOBaHOCTI (puc. 2.11).
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BryTtpim-
HA KII€HT-
OpIEHTO-
BAHICTE

3a70B0-
JIEHICTE
nepcoHany

3amyue-
HICTh
NepcoHany

Kiient-
OpIEHTOBAHICTH
MepPCOHATY

S30BHIIIHA KI1€HT-OP1EHTOBAHICTE

Puc.2.11. B3aeMOBIIIMB BHYTPIIIHBOI Ta 30BHINIHBOI KJII€EHT-OPIEHTOBAHOCTI

MEepCOHAILY

3aCHOBYIOUHCh HAa HABEJICHUX MIPKYBaHHSX, 3 METOIO YIPaBIIHHS KJIIEHT-
OpPIEHTOBAHICTIO CEPBICHOTO TMPOJYKTY TOTENI0 3almpOlOHOBAHO HAYyKOBO-
METOJUYHUN MiAXi[ OI[IHIOBAHHS KJIIEHT-OPIEHTOBAHOCTI MEPCOHANTY TOTEINIO.
Moro 3acHoBaHO Ha 300pi emmipuuHOi iH(OpPMALil METOIOM ONUTYBaHHS
MIEPCOHATy 3 BUKOPUCTaHHSAM aHKeTH (nonatok ['). B ankeTi mpaiiBHUKaM TOTENIB
JOCHTI)KYBaHOT CYKYITHOCTI 3alpONOHOBAaHO OIIHUTH BHU3HAYEHI 1HJIUKATOpU
dakTopiB KJIIEHT-OP1EHTOBAHOCTI MepCoHaILy (BHYTpPILIHBOT KJTIEHT-
OpIEHTOBAHOCTI,  3aJ0OBOJICHOCTI  MEPCOHAy,  3aly4€HOCTI  MEPCOHAIY)
3a PO3POOJICHOIO MIKAJIOK 5-TH OATBHOTO OIliHIOBaHHS (Tabi. 2.14).

Peanizaris  HayKOBO-METOAWYHOTO TMIIXOMy TMepeadavac  3IIMCHEHHS
MOCTIJOBHUX €TamiB JocaipkeHHst (puc. 2.9), y mporeci skoro cdopMoBaHO
BUOIpKy roteniB M. KueBa y kimpkocTi 29 3aknaniB, y Tomy uucii 15 roremni
kareropii «3*» ta 14 — xareropii «4*y. Jlyis 3a0e3nedeHds] penpe3eHTaTUBHOCTI
pe3ynbTaTIB JOCIHIKEHHS B KO)KHOMY TOTeN1 onuTaHo MiHiMyM 30% mpalliBHUKIB,
y TOMYy 4YHCII (pOHT-TIEpCOHAN Ta YIPaBIiHCHKUN mepcoHan. JlocmimkeHHs

MPOBOJUIOCH METOJIOM OMUTYBAHHS 32 pO3pO0JIEHOI0 aHKeTor mpoTsirom 2019 p.
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VY cykynHocTi 3i0paHo 1216 aHkeT, micis BHOPAKOBKM SIKUX OMPAIlbOBAHO Ta

npoanaiizoBado 1198 aHkerT.

Tabnuus 2.14

dakTopu Ta IHAUKATOPIB KIIIEHT-OPIEHTOBAHOCTI MEPCOHATY TOTEIIO

dakrtop

[HnkaTopu

Ikana 6ampHOTO
OIL[IHIOBAHHS

1

2

3

BHyTpinHs Kii€eHT-

MOXJIMBOCTI HABYAHHS
Ta TiABUIICHHS KBaJTiikarlii

1 Ga — «TIOBHICTIO BiJICYTHI»;

2 Oanm «BiACYTHI»;

3 0aau — «Ba)KKO BIATIOBICTHY;

4 0amu — «€ MEeBHI MOKIHUBOCTIY;
5 OamiB — «IOCHTH Oarato
MO>KJIMBOCTEM»

MiKJTyBaHHSI KEPIBHULITBA ITPO
HEepCOHAT

1 6an — «abCOMIOTHO HE JOCTATHEY,
2 0aly «HE TOCTaTHEY;

3 0aau — «Ba)KKO BIAIIOBICTHY;

4 Ganu — «IOCTaTHEY;

5 0aiiB — «abCOJIFOTHO JOCTATHEY

1 6ai — «abCOIOTHO HE

TOTOBHICTh BUKOHYBATH
JIOJTATKOB1 IOPYYCHHS
(3aBHanHs), SKi HE BXOJATH JI0
Bamux nocanoBux 000B’A3KiB

OpieHTOBaHiCTB BigHOBiz{HiCTb poboTu B roTemni . :
OYiKyBaHHIM BiJINIOBiTa€»;
2 Ganu «He BiAIOBIIAEY;
3 0aau — «Ba)KKO BIAIIOBICTHY;
4 Gann — «BIAIIOBIAAEY;
5 6aJtiB — «a0COJIFOTHO BiJIIOBIAA€
LIHHICTh 3yCUJIb MPAI[iBHUKIB 1 6an — «Iy’Xe HU3bKaY;
2 baJ «HHU3bKaY;
3 Ganu — «IocepeTH;
4 0amu — «BUCOKaY;
5 GaJmiB — «IyKe BHCOKa)
YMOBaMH TIpalli B TOTeI
piBHEM OITIaTH Tpalli
MaTepiaJbHUMH 33a0X0UCHHSIMHU
COLIIATbHUMH 1 MOPAJIbHUMHU 1 6an — «abCOJIIOTHO HE
320XOUYCHHAMU 3aJI0BOJICHI;
COLATBHO-IICUXOJIOTTYHUM 2 0ay «HE 3aI0BOJIEHI;
3a10BOJICHICTH KJIIMaToM B KOJICKTHBI 3 0anm — «BaXKKO BiJIOBICTHY;
[IEPCIEKTUBAMU Kap’ €PHOIO 4 6anu — «3a10BOJICHI;
pocty 5 GaniB — «abCOMIOTHO HE
CTHIIEM Ta METOJIaMHU 3aJI0BOJICHI»
yIpaBIliHHs KepiBHUKA
00’ €EKTUBHICTIO OLIIHKH
KEpiBHULITBOM poOOTH
1 6an — «ayXe HU3BbKHiI»;
2 0any «HU3BbKHI»;
CTYIIHB I[IHHOCTI poOoTH 3 Ganu — «ImocepeHiy;
4 Gann — «BUCOKHII»;
. 5 GaiB — «IyXe BUCOKUI»
3ay4eHICTh

1 6ai1 — «abCOIIOTHO HE TOTOBI»;
2 0aiu «He TOTOBIY;

3 0anM — «Ba)XKO BiAIOBICTHY;

4 Gamu — «rOTOBIY;

5 6aniB — «Po0JI0 11€ 3 pagicTION
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IIpooosoicenns maon. 2.14

1 2 3

1 6ai — «abCoOMOTHO HE
oiH(OpPMOBaHi»;

2 Ganu «He moiH(OPMOBaHi»;
3 0anu — «Ba)KKO BIAIOBICTHY;
4 Gann — «9aCTKOBO
noingopMoBaHi»;

5 0altiB — «3HAIO 1 MOS0
IIHHOCTI»

piBeHB OIH(POPMOBAHOCTI TTPO
MICI¥O Ta Il JisIIbHOCTL
rOTEII0

1 6an — «aOCONIOTHO HE TOTOBIY;
FOTOBHICThH IOITOMAraTu 2 0aiu «He TOTOBIY;

TOCTSIM Ta pearyBaTH Ha iX 3 Ganm — «BaXKKO BiJIIOBICTIY;
3aMUTU 4 Ganu — «rOTOBIY;

5 6aniB — «Po0u10 11€ 3 pajicTioN

MeToro JOCHIJIKEHHST € BHU3HAYEHHSA CTYINEHA KIIEHT-OPIEHTOBAHOCTI
NEepPCOHaNly TOTEN0 HAa  OCHOBI  OIIHIOBAHHS  IHAUKATOpiB  (haKTOPIB,
AKl 11 GOpMYIOTh, Il OOIPYHTYBaHHS YNPABIIHCHKUX PIIIEHb WIOAO B3a€MOJIi
3 MEPCOHAIOM TOTENI0, SK OCHOBHOTO PE3epBYy peaili3alli MPUHLHUIIB
TOCTUHHOCTI.

3a pe3yiabTaTaMu MPOBEICHOrO JOCHIKEHHS 310paHO JaHl Ta BU3HAYEHO
Y4acTKOBI iHACKCH (akTopiB 3amoBosieHocti (i1) (tadm. E.11; E.14, nomatky E),
BHYTPIIIHBOI KiTi€HT-opieHTOBaHOCTI (i2) (Tadm. E.12; E.15, nmomatky E),
3aimydyeHocti (i3) (tadm. E.13; E.16, nogarky E) Ta iHTerpaqbHuii 1HIEKC KIIE€HT-
OpIEHTOBAHOCTI TiepcoHany (/) aJist KOKHOTO TOTENI0, A TPy ToTeniB 3* ta 4* it
B I[JIOMY JIJ1s1 BUOIPKOBOI CYKYIMHOCTI roteniB (Tadu. 2.15)

Tabnuys 2.15
Pe3ynbTaTu O1iHIOBaHHS KJII€EHT-OPIEHTOBAHOCTI MEPCOHATY TOTENIB

Cepenniii 6ai (B1-3) YacTkoBuii iHgeKc (i1-3)
UWHHUK KITI€HT- VY eboro VY ¢horo
OpIEHTOBAHOCTI I'oten | ['oten | mo cykynHoct | Toremi | Torem | mo CyKymHOCT
nepcoHany 14%* 13* | 1 JOCHIKEHUX 4* 3* 1 JOCIIHKEHUX
rOTelliB TOTelliB
3a/10BOJIEHICTD 415 41 413 0,83 0,82 0,826
BHYTPIMHSA KIICHT- | 5 g/ | 3 g5 3,85 0,804 | 0,782 0,794
OpIEHTOBaHICTh
3ay4eHicTh 4,18 | 4,23 4,2 0,836 0,846 0,84
InTerpanbuui
NMOKA3HUK KJII€HT-
opieHTOBaHOCTI 0,823376 |0,815741 0,819935
nepcoHay
(Ix-0 n)
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pO3pOOICHO  IIKaTy

pe3ynbTaTiB

Ha BITYM3HSAHOMY PHUHKY TOTEIBbHUX IMOCIYI Ma€ MICII€ JYX € BHCOKHH CTYyMiHb

KJIIEHT-OPIEHTOBAHOCTI TEPCOHATYy. 3a3HAYUMO, IO Yy TOTEJsIX Kareropii «4*»

JAaHUM TIOKAa3HUK JICIIO TIEPEBUIIYE TOKA3HUK Yy TOTEeNAX Kareropii «3*y.

VY uimomy, cuTyarlis, IO CKJajacs, 3acBIAYye, MO Yy BITYM3HSHIA TOTENbHIN

IHAYCTpii BU3HAETHCS BaroMa pojb MEpCOHANy Yy 3a0e3meueHi BHUCOKOSKICHOTO

cepBicHOTO MpoaykTy. IIpu boMy ocoOnuBa yBara NpUAUISETbCS 3a0€3MEUECHHIO

HaJIEKHUX, KOM(POPTHUX Ta 3pYYHUX YMOB Mpalli, HAAAIOTHCA MOKIMBOCTI JUIS

Kap’€pHOrO Ta MPOQPECIHHOTO PO3BUTKY, JOKIANAIOThCA 3HAYHI 3yCHUIS [0

dbopMyBaHHS KOPIIOPATUBHOT KYJIBTYPH.

Cepen ¢haxkTopiB KIIEHT-OPIEHTOBAHOCTI MEPCOHATY HAWBHINE 3HAYCHHS

Mae 3anydeHicTh nepconany. Cepen roteniB 4* moka3HuK Bule 4 0aliB MarOTh

85% nmocmimkeHuX 3akianiB, cepen roremiB 3* — 87%. 3a pesynapraramu

PO3paxyHKIB CEpE/IHI MOKA3HUKU 32 yCciMa 1HIUKATOPAMU 3aJTy4€HOCTI EPCOHAITY

MEePEBUIITYIOTH 4 Oanu.

Pexomenmamii 1mono
VIIPABJIIHCHKOTO DIIIEHHS

p=a

[TinTpumKka TOCATHYTOTO
PiBHS, TIOLIYK
IHHOBALIIMHKUX PIIICHB
JUI TIOCUJIEHHS KIIIE€HT-
Op1EHTOBAHOCTI
IEPCOHATY

Po3poOka ta
BITPOBAKEHHSI IPOTpaM 3
HOCUJICHHS
KJIIEHT-OPIEHTOBAHOCTI
MepCOHATY

_ 3HaYeHHS CrymiHb KIi€HT-
1HOICKCY KII1€EHT- . .
OpieHTzBaHOCTi Op1EHTOBAHOCTI
HepCOHATY TIEPCOHAITY

H 0,95</..,<1 [  Abcomorna K-OIl
i 0,8</..,,<0,94 1 Jly»e BUCOKHI CTYMiHb

- / K-0IT

( ) Bucokuii crymine
_\ O;6<1 -0n<0179 )_> K-OIT

r N CepenHiii CTymiHb
I O;4<1 -0n<0159 — -

( ) Hu3zpkuii CTymiHb
_\ 0,2 <]K-0n <0,39 J_> K_OH
- 0,01</.., <0,19 ]—> K-OIl BincytHs

RREEL)

Po3poOka ta
BIIPOBAKEHHS
KOMIUIEKCHUX TIPOrpam 3
dbopMyBaHHS
KJIIEHT-OPIEHTOBAHOCTI

Puc.

Ta BU3HAYCHHS BIJTMOBIIHUX YIIPABIIHCHKUX PIIIICHb

2.12. Iurepmperaiisi CTYNEHIO KJIIEHT-OPIEHTOBAHOCTI IEPCOHATY
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Cepen iHAMKATOpIB 3adydeHOCTI mepcoHany (puc. 2.13) Oimbm BHCOKOIO
OIIIHKOIO  XapaKTepU3YEThCSI TOTOBHICTh TMEPCOHANy JOMOMAaratd TOCTSIM
Ta pearyBaTH Ha iX 3allUTU Ta PIBEHb MOIH(POPMOBAHOCTI MPAIIBHUKIB PO MICiIO
Ta LI JISUTBHOCTI ToTemto. BiAmoBigHO, MEHIIMMH 3HAYEHHSIMH OILIIHEHO PIBEHBb
IIHHOCTI POOOTH [Jisi MpPaIiBHUKIB Ta TOTOBHICTh NPAI[iBHUKIB BHUKOHYBATH
JOIaTKOB1  jopyuyeHHs (3aBmaHHs). [lopiBHIOIOYM 1HAMKATOpPU 3aTy4€HOCTI
nepcoHany rorenmiB 3* ta 4* ycTaHOBIEHO, 10 y ToTensx 3* mepconan OimbIme
TOTOBH BHKOHYBAaTH JOJATKOBI JOPYYCHHsI 3aBIaHHS Ta BHSIBUBCS OiJbIIe
moiH(GOPMOBAHUM IIOAO MiICii Ta IIEH CBOTO 3aKjiamy, Y TOW e Yac MepCcoHas
roreniB 4* OulbIIe IiHye CBOE poOoOYe Micle Ta TOTOBHH TOTIOMAaraTd TOCTSIM
1 pearyBaTu Ha iX 3amuTH. TakUM YHHOM, y TOTEJSIX OLIBII BHCOKOI Kareropii
MEPCOHAN Kpalle HaMaraeTrbCs 3aJ0BOJBHITH 3alUTH TOCTEH, Hamararouduch

yTpUMATHCS Ha POOOYOMY MICIll, TOMYy B HHUX PIBE€Hb CEPBICHOTO MPOIYKTY

€ BUIIHM.
4.4
4,35
4.3
425
4.2
4,15
*
4.1
4,05
4
3,95
3 .,9 ! T T T T
PiBeHb [IIHHOCTL T 0TOBHICTH PiBeHn T'0TOBHICTH
poSomiana TIp aLliBHHKIB TI0IH( OPMOBAHOCTI TIep COHAIY
TP ALl BHHKIB BHKOHY BaTH TIPALIBHHKIB PO JOMOMAraTH rocTaM
MOJaTKOB1 MIC1IO Ta LIl Ta pearyBartH Ha ix
IOpYUeHHA TATBHOCTI TOTETHO 3AMHTH
(3aBOaHH:),
mJorem 3* Totem 4*  mV oMy 3a BHOIPKOBOO CYKYTIHICTIO

Puc. 2.13. CepenHi OIIHKY 1HAMKATOPIB 3ATY4ECHOCTI IIEPCOHATY TOTEIiB

VY 1uinoMy Ha OCHOBI OJEp)KaHUX JaHMX CJiJi KOHCTAaTyBaTH JOCTaTHHO

BUCOKY I[IHHICTh po0O0YOro Micis B IHAYCTpli TOCTMHHOCTI, TOTOBHICTb
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OpaliBHUKIB ~ TOTENIB  BHUKOHYBAaTHM  JIOJATKOBI  JOpy4YeHHS  (3aBAaHHS),
SKi HE BXOAATh JO IX IMOCAJAOBHX OOOB’S3KIB; HAJICKHY IMOIH(POPMOBAHICTH
Mpo MICIF0 Ta 1N JISJIBHOCTI TOTENiB, TOTOBHICTh JIONOMAaratd TIOCTSIM
Ta pearyBaTH Ha 1X 3alUTU. A caMe TOJIOBHE — PO3yMIHHS MpaIliBHUKAMU BHCOKOI
IIHHOCT1 KJIIEHTa 1 HaMara"Hs JOTPUMYBATHCS YCIX MpPaBWJI, HOPM, NPHUHIIMIIB
TOCTUHHOCTI, KYJbTYpU OOCIYrOBYBaHHSI [IJIi MAaKCHMAJbHOTO 3a/JI0BOJICHHS
notped TocTeil 1 3a0e3MedyeHHs BIANOBIAHOCTI CEPBICHOTO MPOAYKTY TOTEIIO
iX OUYIKyBaHHSIM.

3a pe3ylnbTaTaMu JOCJIPKCHHS YCTAaHOBJICHO, IO CEpPENIHI piBEeHb
32JI0BOJICHOCTI TE€PCOHATy BHSBUBCS MEHIIMM TOPIBHSHO 13 TOKa3HUKOM
saimydeHocTi. Cepen roteniB 4* moka3sHuk HUXK4YE 4 0alliB MarTh 4 TOTEII, cepell
roreniB 3* — 5, mo ckimagae 28,6 ta 33,3% mocnipkeHHX 3aKIajiB, BIAIIOBIIHO.
VY 1mizoMy 3a70BOJIEHICTh TIEPCOHANY TOTENIB XapaKTePU3YETbCS JOCTATHHO
BUCOKHM pIBHEM, IO CBIJYUTH MPO BHUCOKY pPE3YyJIbTATUBHICTH MEHEIKMEHTY
MO0 3a0e3MEeUeHHs COPUATIMBHX YMOB TIpalli, BUKOPHUCTOBYBAaHOI CHCTEMH
OIIATH Tpalll Ta CTUMYJIIOBAHHS MEPCOHAITY, CTBOPEHHS TO3UTUBHOTO COIIAIbHO-
MICUXOJIOTIYHOTO KJIIMaTy B KOJEKTHBI, HAJaHHS MOJIMBOCTEH MPOCYBaHHS
mo Kap’epHiit cxonauHii. [lo3WTHBHO MpAIIBHUKKA TOTEIB OIHIOIOTh CTHIIb
Ta METOJIU YIPABIIHHSA KEPIBHUKIB, O0’€KTHUBHICTh IX OIIIHIOBAHHS BHECKY
Ta Pe3yibTaTiB pOOOTH WICHIB KOJEKTUBY.

Cepen iHIUKATOPIB 3a70BOJICHOCTI TiepcoHany (puc. 2.14) OinbI BUCOKOIO
OI[IHKOIO XapaKTEPU3YIOThCSl YMOBH Mpalll B TOTEN1, CTUIb Ta METOAM YIPaBIIIHHSI
KEPIBHUKIB, COLIAJIBHO-TICUXOJOTIYHUM KJIIMAaT B KOJEKTHUBI, 00’ €KTHUBHICTH
OIIHKY KEPIBHUIITBOM POOOTHU TMPAIliBHUKIB.

MeHmmMHU OIIHKaM# XapaKTEPHU3yIOThCS COLIANIbHI 1 MOpPaJbHI 3a0X0YECHHS,
a TaKOXX TEPCIEeKTUBH Kap €pHOro pocty. HaiimeHmie mpariiBHUKUA TOTENIB
3aJI0BOJICHI (cepemHsl OIliHKa Hmk4Ye 3a 4 Oanu) piBHEM OIUIaTH MIparl,

MaTepiaHBHI/IMI/I 3a0XO0OYCHHAMMU.
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mlotem 3* TFotemi4* BV ImoMy 3a BHOIPKOBO CYKYTHICTIO

Puc. 2.14. CepenHi OIIHKY 1HAUKATOPIB 33J0BOJICHOCTI MEPCOHATY TOTETIB

[TopiBHIOIOYM 1HAMKATOPU 3aJ0BOJICHOCTI TMEpCOHay ToTediB 3* Tta 4*
YCTAHOBJICHO, 1110 y TOTeNsIX 3* mepcoHan Oulbllle 3aJ0BOJICHUM MaTepiailbHUMU
3a0XOYCHHSIMH, CTHUJIEM Ta METOJaMH YMPaBIiHHS KEepIBHHUKA, 00 €KTUBHICTIO
OIIIHKA KEPIBHUIITBOM poO0TH. THM camMuM BUSIBIEHO, III0O YMM BUIIA KaTETrOpis
roTes0, TUM OLIbII BUMOIJIMBUM € MEPCOHAN 0 MaTepialIbHOIO CTUMYJIIOBAHHS
1 32 CBOIO BHCOKOKBaJi(hiKOBaHYy pOOOTy TMpaliBHUKH TOTeNiB 4* 0axaroTh
OTpPUMYBATH BIJNOBIAHY MarepiaibHy BuHaropoay. Kpim Ttoro, B roremsax 4*
MarTh MICIIe ¥ TIJIBUIINEHI BUMOTH 3 OOKY KEpIBHHUIITBA JO0 PE3yJbTaTiB POOOTH,
TOMY 3a OIlIHKaMH TPAIliBHUKIB CepEeHIN MOKA3HUK 3a]J0BOJICHOCTI 00’ €KTHUBHICTIO
OIlIHKM KEPIBHUIITBOM POOOTH € MEHIIUM IOPIBHSIHO 13 TMOKAa3HUKOM JaHOTO
IHAMKATOPY B roTessax 3*.

Cnig  BiA3HAUMTH  CepelHIM  piBeHb  (MOPIBHAHO 3  3AJYYEHICTIO

Ta 3aJI0BOJICHICTIO) BHYTPIIIHBOI KJIIEHT-OPIEHTOBAHOCTI B TOTENBHINA 1HIYCTPIi,
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po3paxoBaHuii Toka3HWK ckiaB 3,84-3,85. Cepen rotemB 4* cepemniii Oan
BHYTPIIIHBOI KJIIEHT-OpPiIEHTOBAaHOCTI HMX4e 4 MatoTh 10 roremnis, cepes rorenis 3*
— 11, mo cknamae 71,4 Ta 73,3 % mocnijpkeHUX 3aKiIadiB, BIIIOBIIHO.
AHami3yloun  cepeaHi OIIHKM  1HAWKATOPIB  BHYTPIIIHBOI  KJEHT-
OpieHTOBaHOCTI (puc. 2.15) yCTaHOBIEHO, IO OUIBII BHUCOKOK OLIHKOIO
XapaKTEepPU3ye€ThCsl BU3HAHHS IIIHHOCTI 3yCHJIb MPAIIBHUKIB Ta 3aJ0BOJIEHICTDH
MIEPCOHAITY MOKJIMBOCTSIMHM HaBUYaHHS Ta MiABUINICHHS KBaji(ikailii. Y Toi ke Jac
CEpe/HIO OIIHKY MeHIne 4 OaliB MaloTh 1HAUKATOPU 33J0BOJICHICTH MEPCOHAITY
TypOOTOIO KEpIBHHUITBA MpPO TEPCOHAN Ta BIAMOBIAHICTE pPOOOTH B TOTEIl
OUYIKyBaHHSM TIPAIliBHHUKIB. Y 3B’SI3Ky 3 BHSBICHUM BXKIWBHM HAMPSIMOM
MEHE/UKMEHTY TOTENIB € JIOCHI/PKEHHsS 3aluTIB IEepPCOHANTy, BUSIBICHHS
HE3aJI0BOJICHUX MOTped Ta mpoOJieM, 10 BUHUKAIOTH HAa POOOYUX MICHSIX ISt
BU3HAYCHHS Ta 3alpoOBaPKCHHS 3aXOJIB IIOJ0 MIHIMI3allli HETaTUBHUX BILJIUBIB

CKJIaJHHUX BHHaHKjB Ta CHTyaHﬁi Ha p060qHX LHCHHX B 3aKjIagax IoTCJIbHOI'O

rocrnoaapcCrna.
. LiEs 3
45 - 4,25 4,16 4,19 4,17 -
, 37 3913381
3.5 1
3 -
2.5 A
7 -
1.5
1 -
0.5 A
O T T T T
3am0BOTEHICTD 3a7]0BOMIEHICTD 3amoBOTEHICTD BinmoBinHicTh
BIH3HAHHAM TIep CoOHaIy Tiep COHAMy poGoTi B roTemi
LIIHHOCTI 3y CHITb MOJKTHBOCTAMH TypGoTo1O OYIKYBaHHAM
TP AL[IBHHKIB HABYaHH KEeP1BHHLITBA TP O T AL BHHKIB
Ta T BHII eHHA TIep COHAI
KBamicikarii
mJorem 3* [otem 4*  mY mmomMy 3a BHOIPKOBOIO CYKVITHICTIO

Puc. 2.15. Cepenni OWIHKK I1HAMKATOPIB  BHYTPIIIHBOI  KJIEHT-

OpPIEHTOBAHOCTI
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[TopiBHIOIOYM 1HAMKATOPH BHYTPIIIHBOI KIIE€HT-OPIEHTOBAHOCTI Yy TOTENSIX
3* Ta 4* ycTtaHOBJICHO, MO y TOTENAX 4% cepeaHi OMiHKU 3a yciMa 1HIUKaTOpaMu
NEPEeBUIIYIOTh OKAa3HUKHU y roTenax 3*. Ha ocHOBI IIbOr0 MOKHa KOHCTaTyBaTH,
0 Yy 3akiajgax OuUIbII BHCOKOi KaTeropii CTymiHb BHYTPIIIHBOT KITIEHT-
OpPIEHTOBAHOCTI BHINHMKM, Y HHX CcHOPMOBAHO Kpalll YMOBH IS (OpMyBaHHS
KJIIEHT-OPIEHTOBAHOCTI MEPCOHANTY 1 JOCSATHEHHS IJIeH 3aKjajiB MO0 HaJdaHHs
BHCOKOSIKICHOTO ~ CEpPBICHOTO TMPOJAYKTYy 1 3a0e3ledyeHHss Ha I[iii OCHOBI
KOHKYPEHTHUX TepeBar.

VY 3B’S13Ky 3 BUSBJICHUMU (paKTaMu JJIs M1JIBUIICHHS KJI1€HT-OPIEHTOBAHOCTI
NEPCOHATY TOTENIB PEKOMEHIYETbCA 3YCHIUIL MEHEIKMEHTY VY TMOJANbIIOMY
COpsAMYBaTH Ha T[IOKpAIIEHHS MOXJIMBOCTEH HaBYaHHS Ta IIJBULICHHS
KBaMi(ikaiii MpaliBHUKIB, MOCWIEHHS TypOOTHM MNpO MEpPCOHAN, CIpaBeIJIUBE
Ta CBO€YACHE BU3HAHHS BUCOKHX pE3yNIbTATIB POOOTH MpAIiBHUKIB, CTBOPEHHS
TaKMX yMOB TMpalli Ta ii o1u1aTu, ki O MepeBUIlyBaIM OYIKYBaHHS MPAIIBHUKIB.

JlocmipKeHHsT BITYM3HAHOI MPAKTUKUA YIPABIIHHS MEPCOHAIOM Y 3aKJajax
rOTEJILHOTO TOCTIOJAPCTBA JO3BOJWIO BHSBUTH, IO Yy CYy4YacHId 1HAYCTpIil
TOCTUHHOCTI 3HAa4YHI 3yCHJUIS CIIPSAMOBaHI Ha JOPMYBaHHS KIIIEHT-OPIEHTOBAHOCTI
nepcoHaiay. Maibke B yCiX JOCTIKESHUX 3aKiiajax 3a0e3ledeHO HaJIeKHI YMOBHU
mparli Ta 3apoBaPKEHO BJIACHY KOPIOPATUBHY KYJIBTYPY, B SIKIM KJIIFOYOBE MiCIIe
NOCIIAI0Th TPHUHIMIM TOCTUHHOCTI, IO Y CYKYHHOCTI [03BOJISiE HaJaBaTH
BHUCOKOSIKICHUW CEpBICHUN MPOAYKT. BIiAMmoBimHO 10 oaepKaHUX pPeE3yJIbTaTiB
Ta PO3pOOJICHOT IIKAIM IHTEPIIPETAIlll CTYNEHS KIIEHT-OPIEHTOBAHOCTI MEPCOHATY
 BHU3HAYEHHS BIJMOBIJHUX YINPABIIHCHKUX pilieHb (puc. 2.12.) nocmimakeHuMm
3aKJIaJ]laM TOTEJIbHOIO TOCHOJapCTBA PEKOMEHAYETHCS MIATPUMKA JOCATHYTOTO
pIBHSI, MOWIYK I1HHOBAUIWHUX PIIIEHb [ TMOCWICHHS KI1€HT-OPIEHTOBAHOCTI
HepCcoHay.

[Ipore ycknagHeHHs YMOB (DYHKIIOHYBaHHS 3aKjIaJiB TOTEIbHOTO
rocrnojiapctBa B YKpaiHi BHMara€ HOBHUX MIAXOJIB JO YNPABIIHHSA KJI€HT-
OpIEHTOBAHICTIO CEPBICHOTO MPOJYKTY TOTeN0. Y I[bOMY HaIpsiMi aKTyaJlbHUM

CTa€ MOmMYyK CY4aCHUX MEXaH13MIB HaJIarOPKCHHA Ta HiI[TpI/IMKI/I B33€MOBiIIHOCI/IH
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3 TpaIiBHUKaMU 3aKJIaJiB TOTEIHHOTO TOCTOJApPCTBA HA OCHOBI IMOTJIMOJIEHOTO
pO3YyMiHHA iX TmOTped Ta CHpSAMYBaHHS 3yCHJIb Ha 3a0€3MEYeHHS YMOB
Ta MOKJIMBOCTEH X MAKCUMAJILHOTO 33JI0BOJICHHS.

Jnst  peamizaiiii  cTpaTeriyHUX 3aBAaHb IIOAO TIOCHJICHHS  KJIEHT-
OpPIEHTOBAHOCTI TEPCOHATy PEKOMEHIYEThCS  BIPOBAKYBAaTH  BHYTPIIIHIH
MapKETUHT y 3aKJIaJId TOTEIBHOIO TOCIOIAPCTBA, 10 AO3BOJUTH OUIbIIE PO3YMITH
noTpedbu Ta 3amUTH MpPAIiBHUKIB Ta CTBOPIOBATH HEOOXIMHI yMOBH I iX
3aioBosieHHs. CaMe BHYTpINIHIA MapKETUHT € 1HCTPYMEHTOM MOKpaIleHHS
3aJI0BOJICHHSI TOTPEO CIOXKMBAUIB IUIAXOM PO3POOKM KOMILIEKCHOIO MIIXOMY
JI0 oprasizamii poOOTHM 3 TEpPCOHAJIOM, BHACHIIJIOK $KOI Ma€ TIJBUIIUTHUCS
3aIliIKaBJICHICTh MEPCOHATY B SKICHOMY Ta IpodeciiiHoMy BUKOHAHHI 00OB’SI3KIB,
po3BUTKY  miampueMcTtBa [171]. Merow  BHOPOBAKEHHS  BHYTPIIIHBOTO
MapKETHHTY B 3aKJaJaX TOTEIBHOTO TOCMOAapCTBa € (POPMYBaHHS CHPHUITIUBOTO
BHYTPIIIHBOTO CEPEIOBUINA 3aKjiaay, sIKe 3a0€3MeUUTh MOKIMBOCTI CTBOPEHHS
€IMHOI KOMaHJ¥, PO3BUTKY MOTHUBOBAHOTO i KJIIEHT-OPIEHTOBAHOTO IMEPCOHAITY
JUTs1 3a0€3MEe4YeHHS Ha 1111 OCHOB1 BUCOKOI'O PIBHSI CEPBICHOIO MPOAYKTY Ha OCHOBI
MOBHOT camoBi/1aul Ta €PEeKTUBHOI B3a€EMO/IIi YCIX MPAI[IBHUKIB, CIIPIMYBAaHHSA iX

3yCUJIb HA MAaKCUMAJIbHE 3a/I0BOJICHHS TIOTPEO KITIEHTIB.
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BUCHOBKUA 1O PO3IY 2

1.3a pesynbraraMu aHamidy CTaHy Ta TEHACHLIM pPHUHKY TOTEIbHO-
PECTOpPaHHUX MOCIYT BH3HAYEHO, IO 32 TEMIIaMH Ta PIBHEM PO3BHUTKY rOTelbHA
1HIYCTpiss YKpaiHU BiJICTa€ Bij 3arajJbHOCBITOBUX TCHICHIIIN. I KpU30BUN CTaH
XAapaKTEpPU3y€TbCS HEraTUBHUMM E€KOHOMIYHMMHU  pe3yjbTaTaMH: 3HAUYHUMHU
30MTKaMHd Ta TEpPeBaXaHHAM YacTKM 30UTKOBHUX 3aKjaliB THMYacOBOTO
po3mimieHHd. Curyauis, 10 CKJajacs, 3yMOBJEHa HEJOCTAaTHIM PO3BUTKOM
rOTEJIbHOI MEpEeXi, TYpUCTHYHOI 1H(PACTPYKTYpH, 3aCTapUIICTIO MaTrepiaiabHO-
TEXHIYHOI 0a3W 3aKiaJiB TOTEJIBHOIO TOCHOJAPCTBA, HU3BKHM PIBHEM SIKOCTI
00CITyroByBaHHS.

2. OCKiTbKM TYpUCTHYHA Ta TOTENbHI c(epu TICHO B3a€MOIOB’sI3aHi,
TO Ha PO3BUTOK 3aKJAJIB TOTEJBHOIO TOCHOJApCTBAa BIUIMBAIOTH OCOOIMBOCTI
TYPUCTHUYHUX MOTOKIB. XapakTEPHUM JJIsl BITYUZHSAHOTO TypU3MY € 3MEHIICHHS
B’iI3HUX MOTOKIB YHACIIJJOK MOTIpUIEHHS O€3MEKOBOro IMIKY KpaiHH Ta HU3bKOTO
pPIBHS TYpUCTUYHOI KOHKYPEHTOCIPOMOXHOCTI YkpaiHu. [lomuT BITYM3HAHHX
CHOKMBA4YlB HAa TOCIAYTM TOTENIB TaKOX € 3HAYHO HWKYHMM, 32 MOTEHIIHHY
MICTKICTh PUHKY TOTEJIBHUX TOCIYT. 3 ypaxyBaHHSM 3a3HAYEHOTO BITYM3HSHA
roTeiapHa 1HAYCTpis ciiabo peanidye CBiMl MOTEHIIaN, YHACIIOK 4YOro MOTPiOHI
J€BI  3aXOAM, CHPsAMOBaHI Ha  (opmMyBaHHS  OPUBAOIMBOCTI  roTeNel
Ta CTUMYJIIOBaHHS MOMUTY Ha iX mociyru. [Ipum 1poMy BakJMBO 3a0e3MEUUTH
BIJIMOBIJIHICTh IPOIMOHOBAHOTO TOTEJIIBHOTO MPOJYKTY 3aluTaM Ta OYIKyBaHHSIM
CIIO’KMBAYIB, 1110 € MOXKJIMBUM 32 YMOB MiJIBUILICHHS KJIIEHT-OP1€HTOBAHOCTI.

3. Y pe3ynbTaTi MPOBEICHOTO aHAII3y 0XapaKTepU30BaHO BIUIMB 30BHIIIHIX
YUHHUKIB HA PO3BUTOK FOTENBHOT 1IHAYCTpPIi. Y CTaHOBJIEHO, 1110 HACJIIKH IIPOLECIB
rnobamizaiiii, mU@PPOBOI PEBOMIONII, 3MIH CIOXUBUYUX TPEHIIB, MPIOPUTETH
CTaJIOTO PO3BUTKY, a TaKoX OOMEXYyBaJlbHI 3aXOAu OOpOTHOM 3 MaHJEMIEID
koponasipycy COVID-19 nocununu kpusy B rorenpHid iHayctpii. [lpu mpomy
3HaYHO  YCKJIQJHUJIHUCS  yMOBHU  (DYHKIIOHYBaHHS  3aKJaJiB  TOTEJIBHOTO

rocroAapcTBa, MOTIUOMWINCH MPOOJEMHU COLIAIBHO-EKOHOMIYHOTO XapakTepy,
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MIIBUNMUINCh PU3UKHA, YHACHIIOK YOTO 3akKjiagaM MOTpiOHI HOBI MEXaHI3MHU
YIPaBIiHHS CEPBICHUM MPOAYKTOM JJsl BMKUBAHHS Ta MOJAJIBLIOTO PO3BUTKY
B yMOBaX Cy4aCHUX BHUKIHMKIB. Y TOH e yac BIJI3HAYEHO, 110 CHOpMYyBaIUC
JOMaTKOBI MOXJIMBOCTI JUIsI TIOKPAIICHHS CEPBICHOTO TPOAYKTY TOTEIIO
Ta 3a0e3MeueHHs WOro KIIEHT-OPIEHTOBAHOCTI 32 PAaXyHOK BIPOBAIKEHHS
IHHOBAIIMHUX IUQPPOBUX TEXHOJOTIN B yci OI3HEC-TpollecM W KOMYHIKaIlii;
yIOCKOHAJICHHSI TEXHOJIOT1H CaHITaApHO-TITIEHIYHOI O€3MeKH, M0 Y IIOMY CIpHUSE
M1JIBUIIICHHIO CTaHIapTIB 00CIyTrOBYBaHHS.

4. Ins moOynoBH [11€BOi CHUCTEMH YIPABIIHHS KJIE€HT-OPIEHTOBAHICTIO
HiAMPUEMCTBA 3alpPOIOHOBAHO 3arajbHy IMPOLEAYpPY OILIHIOBAaHHS HAsSBHOTO
CTYIIEHSI OpIEHTOBAHOCTI HAa KIIE€HTA MIJMPUEMCTB TOTEIbHO-PECTOPAHHOTO
0i3Hecy. Po3poOneHull  HAyKOBO-METOJWYHUM MiAX1J  BKJIIOYAE  CHUCTEMY
B3a€MOIIOB A3aHUX SKICHMX 1 KUIBKICHUX TOKa3HUKIB, (DaKTOpiB Ta aTpUOYTIB.
VYrpaBniHHS KI1€HT-OPIEHTOBAHICTIO TOTEIIO OI[IHIOETHCS 3a IBOMA MPOEKIIISIMU:
3a0€3MEeUYEHHs] KIIEHT-OPIEHTOBAHOCTI CepBICY Ta (HOPMYBAHHS KIIEHTCHKOTO
JIOCBIZly 30BHINIHBOTO 1 BHYTPIIIHBOTO KiieHTa. [lepmia mpoekiis BKIIOYAE:
(GyHKL1OHATIBHY SIKICTh CEPBICHOTO MPOAYKTY (KOM(POPTHICTIO MaTepiaIbHUX YMOB
MPOKMBAHHS,  SKICTIO  TPOLECIB  OOCIYyroByBaHHS,  B3a€MOBITHOCHHAMH
3 MEPCOHAJIOM) Ta MIATPUMKY KIIEHT-OPIEHTOBAHOCTI (emmaTis A0 KIIEHTa;
BHYTPIIIHS KJII€HT-OPIEHTOBAHICTh; 3aJIyYEHICTh Ta 3aJI0BOJICHICTh NEPCOHANTY).
Hpyra mpoekiisi BKJIIOYA€: KIIEHTCHKUM JOCBI TOCTS, MO (GOPMYETHCS
CYKYIHICTIO TpaJuIliHHUX (HAKTOPIB 3aI0BOJEHOCTI (DYHKI[IOHATBLHOK SKICTIO
CEPBICHOTO MPOJYKTY Ta (pakTopaMHu €MOIIHHOI CKJIaJ0BOi CEpBICY — eMIaTIElo
Ta JIETKICTIO LUIAXY KJIIEHTa; a TaKOX KIIE€HT-OPIEHTOBAHICTh MEPCOHATy, SKa
ONMUCYEThCA (aKTOpaMu — BHYTPIIIHSA KJIIEHT-OPIEHTOBAHICTh, 3aJIy4YEHICTh
Ta 3aJ0BOJICHICTH MIEPCOHAIY.

[adopmariiiai  mrepena (HOpPMYIOThCS 32  pe3ysibTaTaMH  aHKETHOTO
ONMMUTYBAaHHS 30BHINIHIX Ta BHYTPIIIHIX KII€HTIB, AW3alH SKOTO PO3pOOJICHO
OKpeMO JJisi TOCTel Ta mepcoHady. 3ampoloHOBaHA CHUCTEMa JA1arHOCTUKH

CIIUPAETHCA Ha MOHiTOpI/IHF 3a HOBG,ZIiHKOBI/IMI/I ITIOKa3HUKaMH,
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M0 XapaKTepU3yITh KIIEHTCHKUN JIOCBIJ TOCTS: CHPUHHATTS KIIEHTCHKOTO
JOCBIY; JTOSUTHHICTB; aIBOKAITlIS Ta HAJIHHICTh KITI€HTIB.

5.30ip Ta  00poOKa  pe3ynbTaTiB  OMUTYBaHHS  31HCHIOBaBCS
13 3aCTOCYBaHHSAM KOMOIHAIli po3p00ICHINX MAapKETHHTOBHX ITKAJl, METOIY OJHIET
nudpu Ta METOJIIB CTATUCTUYHOI 00pOOKHM NaHux. Jlns y3araabHEHHS OTPUMAHUX
OILIIHOK BHU3HAYEHO CEpEeIHI OIIHKH 33 KOKHHUM I1HAMKATOPOM 3 BUKOPUCTAHHSIM
cepeHboi apuPMETHYHOI, SKI Hajall MEePEeTBOPEHI Y YaCTKOBI 1HAEKCH HUIIXOM
HOPMYBaHHS Ha BEJIMYMHY MaKCHUMAJbHOTO Oayly 3 MOJAlbIIUM arperyBaHHSIM
B 1HTerpainbHi (akTopHi MOKa3HUKH. Ha mnopanpmux ertanax 3A1HMCHIOETHCA
1AeHTU(IKALIS CTYNEHA KIIEHT-OPIEHTOBAHOCTI TOTENI0 Ta IHTEPHpPETALis
pe3yibTaTiB.

6. BBaxxatouu, 110 30BHIIIHS KIIEHT-OPIEHTOBAHICTh JOCATAETHCA 332 YMOB
TOTOBHOCTI MPAIIBHUKIB IO COPUUHATTS 1 PO3YMIiHHS BUCOKOI IIIHHOCTI KJIIEHTIB,
OpieHTalli Ha MakCUMaJbHE 3aJOBOJICHHS iX 3alMTIB, pO3POOJIEHO METOAMYHUI
IHCTPYMEHTapiii  OLIHIOBAHHS  KJIIEHT-OPIEHTOBAHOCTI ~ MEPCOHANy,  SKUUI
nependayae BU3HAYCHHS  YaCTKOBUX  IHJEKCIB  BHYTPIIIHBOI  KIIIE€HT-
OpPIEHTOBAHOCTI, 3aJ0OBOJICHOCTI, 3aJy4€HOCTI NE€pPCOHATy, Ha OCHOBI SKHX
OOUHCITIOEThCS  IHTETPANGHUI TIOKA3HUK. MOTO BHKOPHCTAHHS J03BOJIHIIO
BCTAHOBUTU PO3pUBU (HENIOJNIKKM) B YNPaBIiHHI OpraHi3aliifHOI KIIIEHT-
OpIEHTOBAHICTIO B 3aKJIaJlaX TOTEJIHHOIO TOCIOAAPCTBA Ta BU3HAUUTH MPIOPUTETH
B3a€EMO/IiT 3 IEPCOHAIIOM.

/.3a  pesyiapraramMu  amnpoOaiii  3alnpoONOHOBAHOTO  METOJAMYHOIO
THCTPYMEHTApII0 OI[IHIOBAaHHS KJIIEHT-OPIEHTOBAHOCTI MEpPCOHANTYy Ha BHOIPKOBIi
cykymHocTi rotemB M. KueBa (3* Ta 4%*) ycTaHOBIEHO, IO Yy BITYM3HSHIN
TOTENbHIN 1HAYCTpli 11 pIBEHb € JOCTaTHHO BHCOKHM, IO 3YMOBIIOETHCS
3aJJOBOJICHICTIO ~ Ta  3aJy4yeHICTIO  MEpPCOHalTy, BHYTPIIIHBOIO  KJIEHT-
opieHTOBaHICTIO. OOTPYHTOBAaHO, IO CEpell BUOIPKOBOI CYKYITHOCTI TOTEIIB
3aJI0BOJICHICTh ~ MEpCOHATy  3a0e3MeuyeTbCs  HANEKHUMH, KOM(OPTHUMU
Ta 3py4YHHMMHM YyMOBaMH TIpalli; HAJAHHAM MOKJIMBOCTEH JJsi Kap €pHOro

Ta TpodeciitHOro po3BUTKY; BUKOPUCTAHHIM CUCTEMH MOTHUBAIii; (HOpMyBaHHSIM
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KOPIOPATUBHOI KyIbTypH. JloBeAeHO, 110 JJIs TiABUIIEHHS KJIIEHT-OPIEHTOBAHOCTI
NEPCOHAYy BaXJIMBUM € BHYTPIIIHS OpPIEHTOBAHICTh HAa IHTEpECH 1 MOTpedu
CIIBpOOITHHUKIB, JIJI1 YOTO PEKOMEHAYETHCS MTOCUIUTH TypOOTIUBICTh KEPIBHUIITBA
PO TIEPCOHANI Ta CHPSIMYBATH 3yCHIIS Ha 3a0€3MEYCHHs BiAMOBIAHOCTI poOOTH
B TOTEJl OYIKyBaHHSM IIpaiiBHUKIB. [lopiBHIOIOYM  1HIWKATOPH 3aTy4EHOCTI
nepcoHaity roreiB 3* ta 4* ycTaHOBIIEHO, 0 Y TOTEAX OLIBIN BUCOKOI KaTeropii
NEepCOHA Kpalle 3aJ0BOJIbHSE 3amUTH TOCTEH, HAMaral4uch YTPUMATHUCS
Ha OakaHoMy po0OOYOMYy MICIl, TOMY B HHX PIBEHb CEpPBICHOTO MPOIYKTY

€ BUIIHUM.

HaykoBi pe3ynbTaTél Ta BUCHOBKH JIAHOTO PO3ALUTY AMCEpTallii BigoOpakeHi

B myOummikarisx [89], [93], [95, [167].
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PO3/1L 3
TIPUKJIATHI 3ACAIY YITPABJITHHS KJIIEHT-OPICHTOBAHICTIO
YV TOTEJIBHIN THIYCTPII

3.1. Ocob6auBOCTI ynpaBIiHHAS KIIEHTCHKUM JOCBIIOM Y 3aKjiajax TOTEIbHOI

1HAYCTpii

VY 3anpomnoHoBaHiil y mm. 2.2. cucTeMi YHpaBIiHHS KIII€EHT-OPIEHTOBAHICTIO
MIJIPUEMCTB  TOTEIILHO-PECTOPAaHHOTO Oi3HECY BaXKJIMBE MICIIE BiJIBEICHO
nigcuctemMi (OpMyBaHHS KIIEHTCHKOTO JIOCBIAY TOCTs. 3arajibHUA METOIUYHHUIN
MIIX1J 70 OI[IHIOBAaHHS  KIIIEHT-OPIEHTOBAHOCTI  MIANPUEMCTB  TOTEJIHHO-
pecTtopaHHOi 1HAYCTpli, HaBeAeHWM y mm. 2.2. T03BOJIAE 3IIMCHUTH OIIHKY
KJIIEHTCHKOTO JOCBIy TOCTS TOTENIO 3a HaBeleHOow y Tabn. 3.1. cucremoro
(bakTopiB, IHAUKATOPIB Ta IIKAJIHA OI[IHIOBAHHS.

[aTerpanbHa  OLIHKA  KIIEHTCHKOTO  JOCBIAY TOCTSI  BU3HAYAETHCA
3a gopmynoro (2.4), BKIOYaE KpIiM TpaauIiiiHUX (AKTOPIB 3aJ0BOJIEHOCTI
(GYHKIIOHATBHOIO — SIKICTIO  cepBiCHOro mpoaykry (X1 — koMmdopTHICTH
MaTepialbHUX YMOB IPOXKUBAHHS; X2 — SIKICTh IIPOLIECIB 0OCIYrOBYBaHHSIM; X3 —
B3a€EMOJIisl 3 TIEPCOHAJIOM) 1€ ¥ (pakTopu eMOLHOI CKJIaJIOBOi CEPBICY, a CaMe:
X4 — emmnartito Ta X8 — jerkicte nuisixy kiieHta. daxtop X8 € momynsipHOIO
MPUKIIAIHOI0 METPUKOIO, MOB’SI3aHOK0 13 KIIEHTCHKUM JOCBIJIOM ILJISIXOM OLIIHKU
3yCWib KII€HTa Ha BChOMY MIISAXY B3aEMOJIi 13 ToTerneM. MeTow Takoro
BHUMIPIOBAHHS € 3 SICYBaHHS TOT0, HACKIJIBKH JIETKO TOCTIO OYyJI0 BUMHUTH OyAb-AKY
JI10 Y CEpBICl IEBHOT'O TOTEIIIO.

KiieHTChbKUE JOCBIA SIK CYKYITHICTh BPa)KEHb, OJCPKYBAHUX TOCTSIMH i
yac B3a€MOJIi 3 TOTeJeM, Ma€ BHU3HAYaJbHUM BIUIUB HAa PIBEHb JIOSIBLHOCTI
1 3aJJOBOJICHOCTI KJIIEHTIB, a TaKOXX Ha JOXOAM TOTEJbHOro Oi3Hecy. Y mporieci
B3a€EMOJIII KJTIEHTA 3 CEPBICHUM MPOIYKTOM KPHUCTATI3YEThCS HOTO CIpHUilMaHa
I[IHHICTh, OLIHIOETHCS AKICTh Ta OPIEHTOBAHICTh MEPCOHATY Ha MOTPeOH, IHTEPECH

KJII€HTA, 1[0 B pPE3yJdbTaTl BUPAXKAETHCS Y TMOBEIIHKOBUX XapaKTEPUCTUKAX:



MO3UTUBHOMY KJIIEHTCHKOMY JOCBII,

PEKOMEHTyBaTH TOTENb 1HIIIAM.

3aJ0BOJICHOCTI,
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JOSILHOCTI, Oa)kaHHI

Tabnuys 3.1.

Cucrema OIIHIOBaHHS KJIIEHTCHKOTO JTOCBITy TOCTS TOTEITIO

daxTopu [naukaTopu [IIkasa O0anpHOI OIIHKH
KOM(DOpPTaOEIBbHICTIO IPUMIIIICHB
Ta HOMEPIB TOTEIIO0
X1 piBHEM ogHameHOCTi MPUMIIIECHB
KomdopTHicTh T HOMCPIB TOTCLI0
. PO3BHHEHICTIO iHPPACTPYKTypH
MaTeplaNbHUX YMOB | Lramo
HPOKUBAHHA (piBHEM GJIATOYCTPOIO TEPUTOPIT
TOTEIII0
3PYYHICTIO MICIISI pO3TaIlyBaHHS
MIBUJIKICTIO Ta ONIEPATUBHICTIO
00CIIyroBYBaHHs
CHCTEMOIO OpOHIOBAHHS Ta
Pe3epBYBAHHs ' 1 6an — «abcomMoTHO
PHIOMOM Ta PO3MIIIICHHSM HE 3a70BOJIEHIY;
PiBHEM 06CTYroBYBaHH B 2 Gam «HE 3aJJ0BOJICHI»;
B 3 Ganu — «BaXkKO
X2 piBHEM opraHizailii XxapuyBaHH:I . . ]
SAxicTh mpolieciB pIBHEM CaHITaApHO-Tiri€HIYHOT 46 BIATIOBICTID, _
00CIyroByBaHHsAM | OC3MeKH (4MCTOTA) a1 — «3d/10BOJICHL,
O€3IeYHICTIO Ta YMOBAMH 5 GaniB — «36COHIQTH0
30epeKeHHs BJIaCHUX peuei HC 3aOBOJICHD)
piBHEM KOHOIIEHIIIIHOCTI
iHpopmaii Ta iHGopMariitHOi
Oe3nexku
KYJIBTYpPOIO 00CIIyTOBYBaHHS
MPUBAOJIMBICTIO aTMOC(epH
OXaMHICTh Ta 30BHIMIHIA BATIIS
X3 nepcoHany ‘
B3aeMOBLIHOCHHH 3 JTOOPO3UWIMBICTD Ta JIHO0 A3HICTh
epCoOHATY
[IEpCOHATIOM KOMYHIKA0€JIbHICTh MEPCOHATY
371ar0JKEHICTh POOOTH MEpCOHAITY
TOTEJIIO
pIBEHB posyMiHHg TepCOHANIOM 1 6amn — «Ty’Ke HUZBKHI,
X4 HpO6JIeM KJII€EHTIB Ta 31aTHICTH 2 6aHI’I ((HH3BKHﬁ)),
: 1X BUPIITYBATH 3 6anmu — «BaKKO
Emmnaria . . )
PiBEHb BaXJIMBOCTI IHTEPECIB BIATIOBICTID;
KJIEHTIB JUIS TIEPCOHATTY 4 banu — «cepenHiiin;
5 GaiB — «BUCOKUN»
3YCHJUISI BUTPAYCHI Ha TOIIYK 1 6an — «3aHaaTo
TOTEJIO Ta 6p0HIOBaHH5[ CKJIQTHO»;
X8 :Zgzmm BUTPAYCHI I 9ac 2 Oanu «CYTTCBi. 3y CHILISI»,
- JICHHA 3 Gau — «BiAMITHI
JlerkicTp mUIsIXy . ' 3y CHILI:
KITII€HTA 3YCHJUIS BUTPA4YCHI HA BUPIIICHHS ’ .
npoGiieM, SKIO0 BOHH BHHUKAIH 4 Gany — «HEe3HAYHI
i 9ac MPOKUBaHHS 3YyCUILLA,

5 OaJliB — «JIErKO»




151

Bukmanena  joriyHa =~ TOCHIZOBHICTh — mepefdavae  OararoeTanHuin
Oe3mepepBHUI TpoIleC NPUUHATTA Ta peai3amii YHIpaBTHCHKUX (PYHKIIIH
(TutaHyBaHHSI, OpraHizailis, MOTHBAIlis, KOHTPOJIb), sKi  3a0e3MeuyThCs
MOHITOPUHIOM 1 aHajJi30M KIIEHTCHKOTO JOCBIAY; KJIIEHT-OPI€EHTOBAHICTIO
NEepPCOHANTy, BH3HAYEHHS TMOBEAIHKOBUX IOKAa3HHUKIB KIIEHT-OPIEHTOBAHOCTI
CEpBICY TOTENI0, CTPYKTYPHO-JIOTIYHA CXE€Ma MPOIECY YNPaBIIHHS KI1€HTCHKUM
JIOCB1IOM HaBejaeHa Ha puc. 3.1. Yka3zaHi MpoLecHd MaroTh HMUKIIYHUN XapakTep
Ta TICHO B3a€MOIIOB’sI3aHi.

VYrhpaBiiHHS KIIEHTCHKUM JIOCBIJOM TOCTSI TOTEII0 Mae€ CHupaThcs
Ha OMNepaTUBHY 1HQOpMAIlil0  OILIHIOBAaHHA  B3a€MO3B’S3KY  BIAMOBIIHOCTI
OUIKYBaHOI I[IHHOCTI (€X ente); KIIEHTCHKOTO JOCBIAY 1 CHpHUMaHOi I[IHHOCTI
(ex post) HaJIaHOTO TOTEJIEM CEPBICHOTO MPOAYKTY. 3 II€I0 METOI JOLIJILHO
MPOBOJIUTH EKCHPEC-TIarHOCTUKY 3aJ0BOJICHOCTI TOCTS HAsSBHUM KIIIEHTCHKUM
nocBioM — K1, mpu 11boMy BU3HAYAIOTHCA MOKA3HUKHU CIPUUHATTS KIIEHTCHKOTO
JOCBilYy Z1; TOBEIIHKOBOT JIOSTILHOCTI: Z2 JOSUTBHICTD 1 Z3 aJBOKallisl; €eMOIIHHO1
NPUXWIBHOCTI ToTento — Z4 HamiiHICTh KiieHTiB. JlJIs ekcmpec-aiarHOCTHKU
PEKOMEHIY€EThCSI METOJ ONMHMTYBAaHHS, BUKOPHUCTAHHS SKOTO JIO3BOJIIE OTPUMATH
3arajbHe YSBJICHHS TOCTEH MPO BHUKOHAHHS TOTOYHUX CTAHJAPTIB KIIIEHT-
Opl€EHTOBAaHOCTI TOTemiB. OCKUIBKM JOCBI HOCUTH OCOOMCTHI Xapaktep,
1 Y KOXKHOro KiieHTa OyAyThb pI3HI BIATYKH, TOMY BaKJIMBO 31MCHIOBATH
ONMMUTYBaHHS Ha TEPIOJAMYHIN OCHOBI, 100 3a0€3MEYUTH BHUSABIICHHS IOTOYHUX
3arajibHUX TEHJCHIN y (opMyBaHHI 3aJJ0BOJIECHOCTI TOCTSI, BUSBJICHHS CHUJIBHHUX
1 C1abKUX MICIIb CEPBICHOTO MPOAYKTY TOIIIO.

BiamoBinHo 10 po3pobieHoT MOmeNi YHIpaBiiHHS KIIEHTCHKUM JOCBIJOM
3aJI0BOJICHICTh KOM(OPTHICTIO MaTEPiaIbHUX YMOB MPOKUBAHHSA, SKICTIO ITPOLIECIB
0OCIIyrOoByBaHHS, B3a€MOBIIHOCUHAMH 3 MEPCOHAJIOM Yy CYKYNMHOCTI BHU3HAYaIOTh
3aJI0BOJICHICTh (DYHKITIOHAJILHOIO SIKICTIO CEPBICHOTO MPOAYKTY, KA BU3HAYAETHCS
3a opmyJioro (2.2), pe3yiabTaTy HaBeAeHO Y Ta0uil 3.2.

OuikyBanHsi Big cepBicy (eX ente) ¢opmMyeTbcsi MapKETHHTOBUMH

CTUMYyJIaMU (pemyTalli€ro, peKIaMoro, BIITyKaMH KITIEHTIB) a00 HassBHUM BJIACHUM
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JIOCB1IOM BiBIAyBaHHS TOTeNi0. BOHM CyTTEBO BIIMBAIOTH HA I[IICHE BPa)KEHHS
BiJl B3a€MO/II1 13 CEPBICHUM MPOAYKTOM TOTEIIO MiCIsl BUCEICHHS 3 HBOTO (€X post)

K pe3yJbTaT yTBOPIOIOTH CIIPUIIMaHy LIHHICTh CEPBICHOTO MPOAYKTY B LILJIOMY.

OnparopaHHL
P JAHIX - BH3HAUeHH IHTer PATBHILX
361p 1HpopMarii ) :
y3aralTbHEeHHS Ta TIOKA3HAKIE
CHCTeMaTH3all g
71 - cpIiHATTA
KITL€HTCBKOTO JOCBITY
1Eran -
BH3HAUCHHA 72 - OSUTbHICTH KIIEHTIB -
TOKA3HHKIB ) Knienm )
KJTiEHTCBKOTO OPIEHMOBAHICMb
AOCBITY KII€HTIB 73 - aBOKATIIA cepsicy eomerio:
: Kl F(ELK,)
OroryBasHs - 1702
OTPHMAHHA OIHOK , e
DeCTIORIeHTeHTIE 74 - HaTHICTE KIMIEHTIB
2Eram -
BII3HAYEHHA ) -
KITieHT- K2 - kmient-
OpIEHTOBAHOCTI OPIEHTOBAHICTh
nepconamy K2 TIePCOHATY

\/

3. ETan. AHani3 BIAMOBIAHOCTI CEPBICHOTO MPOAYKTY OYIKYBaHHSIM TOCTEH ]

OuikyBaHHS HE OuikyBaHHS Pe3ynbrar nepeBuius
BUIIpaBAAJIMCH BUIIpaBJAJINCh OLIiKYBaHHH

4. ETan. [lepen0auennsa WKMOBIpHOT MallOyTHBOI MOBEIIHKU I'OCTEMN roTeNeu ]

He3zamoBosieHi, HezamoBomeHi, OuikyBaHHs OuikyBaHHsI IEPEBH-
TIEpPEKTI0uaThCs MOXJIINBO BI/IHpaBJIale IOYIOTh,
. MEPCKIOYATbCA BHCOKa JIOAJIbHICTH «aM6aca)10pI/I»,
v Ha KOHKYPCHTIB Ha KOHKYPEHTIB KOHKYPEHTIB «aJIBOKATH»

. . . \

5. Etan. Bu3zHadueHHs1 Np1OPUTETIB, METH TA 3aBJAHb YIIPABJIIHHS

KIIIEHTCHKHUM JIOCB1JIOM

J

Puc. 3.1. HaykoBo-MeToau4yHuUW MiAXi A0 YHOPABIIHHSA KIE€HTCHKUM

I[OCBiI[OM B 3aKJIaZlaX T'OTCJIBbHOI'O roCriogapCcTBa
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Jlis  oOrpyHTOBAaHOTO BHCHOBKY IIOAO O4YIKyBaHOi IIIHHOCTI (ex ente);
KIIIEHTCHKOTO JIOCBiAYy 1 CHOpUWMAHOi INHHOCTI (€X post) PEeKOMEHIYEThCS
BUKOPHCTOBYBaTH MATPUYHUN MiJXiA, SKAW JTO3BOJISIE UTFOCTPYBaTH MOTOYHY

CUTYaIlif0 IOJ0 HAsSBHOTO KIIE€HTCHKOTO 1mocBiny (f(K,.K,)) Ta BHU3HAYaTH

BIJIMOBITHI BapiaHTH MOXJIMBOTO TMOJAIBIIOTO ii PO3BUTKY, CHUPAIOYUCH
Ha METOIWYHHUUN 1HCTpYMEHTapid iHTepHpeTallli MOTOYHOTO KIIIEHTCHKOTO JTOCBITY
puc. 3.2.

Oco0aMBICTIO pO3POOJIEHOTO METOAUYHOTO 1HCTPYMEHTApIIO 1HTEpIpeTAalii
KJIIEHTCHKOTO JIOCBIJTy € BUKOPUCTAaHHA crienu(iuHux mkan (puc. 3.2) mipamiau
CepBiCy, sika 0a3yeThCs Ha IHTErpaJIbHUX OLIHKAX KIIEHTChKOro nocBiny (GX)
Ta TipaMigd KIIEHTCHKOTO CEpBICY, MIATPYHTSAM SKOi € IHTETpasibHI OIIHKU
kiaientcekoro  goceiny (GX), nosubHOCTI (Z2), amBokamii (Z3), HamiiHOCTI
kiaienTta (Z4). BignoBigHO ™’STh pIBHIB Mipamimu cepBicy (HEBiIIOBITHUIMA,
3aJI0BUTbHUN, NOOpUM, IyXe NOOpHuH, ieanbHUI) BIJIMOBIIAE I1’SITHOM PIBHSIM
nipamMiii KJIIEHTCBKOTO JOCBIAY (HEraTWBHHI, HEUTpaJbHUN, NO3UTUBHUM,
3aXOIUIIOIOYMHM, He3a0yTHIN). AHami3 BIANOBIAHOCTI CEPBICHOTO MPOAYKTY
OUIKYBaHHSIM TOCTEH Mepeadadae 3aCTOCYBaHHA TPhOXPIBHEBOI IMIKAIH OYiKYBaHb
(HEeBUIPABAWINCH, BUMIPABAWINCH, PE3YJIbTAT MEPEBUIILYE OUIKYBAHHS).

BianoBigHO 10 METH IOCTIKEHHS MTPOBEJICHO aHKETHE ONMUTYBAaHHS rocTei
CTOJIMYHUX TOTEIIIB BUOIPKOBOI CYKYITHOCTI 3a MOIEPEAHBO CKIIAJICHOI0 aHKETOIO,
nuB. noaatok B. OnurtyBaHHs nmpoBoauioch y TpaBHi 2019 p. ¥V KoxHuUl rotenb
HamaHo 1o 30 aHKeT, MICJIs CKPIHIHTY 310paHuX BIATOBIAEH PECIIOHJICHTIB
Ha aHKeTW o rpymi 4* roremiB s ONpallOBaHHS 3aJuIIMIOCh 355 aHKer,
no rpymi 3* — 391 ankera. Y unuiomy oOcsir BHOIPKOBOI CYKYMHOCTI CKJIaB
746 pecrnoHICHTIB.

Y nomatky JI mpenacraBieHO  pe3yibTaTd  OajlbHOTO — OIIHIOBAHHS,
y nmoxgatky E  dacTkoBMX  1HAEKCIB OIliHIOBaHHSA (akTopiB  (popmMyBaHHSA
KJIIEHTCHKOTO JIOCBiAYy, @ y JOJATKy 3 — pe3yJbTaTH IHTErPATbHUX 1HACKCHHUX

OIIIHOK BKa3aHUX (haKTOPiB Ta MOBEIIHKOBUX MOKA3HUKIB.



KJII€EHTCHKHI

IITPAMIZIA
JOCBII (GX) JIOSLJIBHICTB/ HAMIAHICTH
OYIKYBAHHS HasiBHnii/ ITIPAMIJIA CEPBICY AJIBOKALISI KJIEHTA KJI€EHTCBKOI'O
CripuiiMaHu JTOCBIIY
K1/z1 Z217Z3 Z4
He Bun i i i <0,6/ i
paBaamMch <0,65 He BimnoBiguumii <05 0,0 HeraruBuniu
0,65-0,74 3anoBiabHUIl > 066,22867"71 / 0,0 HeiiTpaabnuii
Bunpasjammcn 0,75-0,84 Jlo0puii > <0,06 HosuTuBHUK
0,75-0,94 /
0,71-0,89 :
0,85-0,94 Jy#e no6puii > <0,19 3axonro04nii
llepenepuien 0,95-1,0 Lneansauii 0,95-1,0 >0,20 HesaGyniii
- (Bpaxkaroumii)

Puc. 3.2. MeTonuuHuit iHCTpyMEHTAp1d IHTEPIPETAIlii piBHS KIIEHTCHKOTO JOCBIAY

121
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B y3aranpHeHOMY BUTIISAII AyMKa PECIIOHACHTIB MpeAcTaBieHa y Tabm. 3.2.

Tabnuys 3.2

VY3aranbHeH1 pe3yJabTaTH OL[IHIOBaHHSA (DaKTOPIB Ta pe3yabTaTiB (hOpMyBaHHs

KJIIEHTCHKOTO JIOCBIAY

Ianexcu

ul Ycrworo

OKA3HHIKU T'oteni 4* | T'oreni 3* o Cy.KyHHOCTi

IOCITIIKEHUX
TOTENB
X1 KomdopTHicTs MaTepiaTbHUX YMOB 0.846 0,806 0.826

MTPOKUBAHHSI

X2 SAxicTh mporieciB 00CITyroByBaHHS 0,85 0,81 0,83
X3 B3aeMOBiTHOCHHM 3 TIEPCOHATIOM 0,844 0,83 0,838
X4 Emnarisg 0,854 0,836 0,844
X8 JlerkicTh NUISIXY KIII€EHTA 0,844 0,804 0,824
K1 Kimenrepknii 10CBIT 0,846 0,812 0,829
Z1 CnpuiiMaHui KITIEHTCHKUN JOCBIT 0,844 0,805 0,825
Z2 JlostpHICTE 0,704 0,779 0,638
Z3 AnBoxartis 0,690 0,621 0,654
Z4 HaniiiHicTe Kiti€edTa 0,025 0,010 0,018

3 METOI BU3HAYEHHS TICHOTH 3B’SI3KY MIXK IOKAa3HUKOM KJIIEHTCHKOTO

JOCBiAy 1 (hakTOopamu, 10 HOoro (GopMyrOTh, MPOBEACHO KOPENALINHUN aHais3,

pPE3yNbTAaTH SKOTO HaBeeH1 y Ta01.3.3-3.4.

Tabnuysa 3.3

Kopensiiiitna maTpuiist B3aeMO3B’ 13Ky KilieHTCbkoro nocBiny (K1) ta dakrtopis

roro ¢hopMyBaHHS 111 BUOIPKOBOI CYKymHOCTI roTeiniB 4% (n = 14)

L [inbuicmeo

K1 38 3Ky X1 X2 X3 X4 X8
K1 1
X1 0,9973847 | CuibHa 1
X2 0,9555798 | Cunpna | 0,935967 1
X3 0,9972958 | Cunpna | 0,997516 | 0,9347 1
X4 0,9971857 | Cumpna | 0,998435|0,9323 | 0,9983 1
X8 0,9978808 | Cunbna |0,997266 | 0,938 | 0,9983 | 0,9989 1
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Tabnuys 3.4
Kopensiiitna MmaTpuiis B3aeM03B 3Ky KilieHTChKOTo aocBiny (K1) ta dakropis

roro opmyBaHHS JUIs1 BUOIPKOBOI CYKymHOCTI roteiiB 3* (n = 15)

L[inoHicmo

K1 38 'A3K) X1 X2 X3 X4 X8
K1 1
X110,9926383 | CuinHa 1
X210,9966516 | Cumpna |0,993791 1
X310,9972323 | CunpHa 0,99644 0,997 1
X4 10,9502702 | Cumpaa | 0,909902 0,9305 0,9283 1
X810,9898288 | Cunpua |0,992994 0,9903 0,9933 0,9041 1

BianoinHo f0 mikany miiibHOCTI 3B’ 3Ky MK (paktopamu E.I1. ['omyOkoBa
[161], yctanoBneno, mo koedirient kopemsmii (R) Oimpme 0,9 (mpuuomy 3a
OUIBIIICTIO pe3yNbTaTiB HabmmxkaeTsess 10 1) (Tadm. 3.3-3.4), M0 CBIAYUTH MPO
CWJIbHMI 3B’S130K Ta OJTHAKOBY BaXJIMBICTh BUOKpPEMIIEHUX (PAaKTOPIB (POPMYBAHHS
KJIIEHTCHKOT'O JIOCBIY SIK JyUIs roTeniB 4%, tak 1 3*. Ile mo3Bonisie KOHCTAaTyBaTH
JOIUTBHICTh YIPABIIHHS HUMH JUISl TIBUINEHHS KIIE€HTCHKOTO JOCBIAY, SIKHUMA
3HAYHOIO MIPOI0 BU3HAYAETHCS TUM, HACKUIBKHU PE3YJIbTAT NEepeOyBaHHS TOCTS Y
roTesi Ta CIOXKUBAHHS MPOMOHOBAHOTO MPOIYKTY BIAMOBIAA€ HOTO CIPUNWHATTIO
TOTEJIBHOTO CEPBICY Ta OUIKYBAHHSM.

Tomy HacTymHOMY eTami MPOBEIACHO aHajli3 BIAMOBIIHOCTI CEPBICHOTO
MPOAYKTY OUIKYBAaHHSM TOCTEH: MIISAXOM TIOPIBHSHHS HAsSBHUN KIIIEHTCHKOTO
nocBiny (K1) Ta copuiitManoro KiieHTChKOro nocBigy (Z1). BiamosigHO
JI0 3alpOMOHOBAHOTO METOJUYHOTO I1HCTpyMeHTapito (puc. 3.2) KpUTHUYHOIO
€ CUTyallis 3a yMOB, Koiu iHTerpanbHuii iHgexkc K1(Z1)<0,65, y Takomy pasi
OUIKYBaHHS TOCTEH HE BUIPABIAINCh, PIBEHb CEPBICY HEBIIMOBITHUNA, TOMY
KJIIEHTCHKUN JOCBIJ BU3HAYA€ThCS SIK HETaTUBHUU. JlJi1 YCIHIIIHOTO PO3BUTKY
roTeNil0  MOTPiOHI CTallIbHI MOTOKM KIIEHTIB 1 3a0e3ledYeHHsT BHUCOKOI
3aBaHTAXXEHOCTI, IO MOXIMBE 3a YMOB YTPUMAaHHS TIOCTIHHUX KIII€HTIB
Ta TpUBaOJICHHS HOBWUX. BUpileHHS MaHOTO 3aBHaHHS NOTpeOye CIpsSiMyBaHHS
3ycuiib Ha (POPMYBaHHS 3aXOIUIIOIOYOT0, a y KpauioMy BUIAIKY — HE3a0yTHHOIO

KJIIEHTCHKOTO JIOCBiAY.
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3a  pesynbpTaTamu anmpo0ariii ~ 3ampoNnOHOBAHOTO METOJHMYHOTO
iHcTpyMeHTapio (puc. 3.3, 3.4) yCTaHOBJICHO, IO y OLIBIIOCTI JOCIIIKEHUX
TOTeJiB, AKi CKiIanaoTh 72% Bubipku, K1/Z1 mae 3nauenns 0,75-0,84, a cepenHii
piBEHb HASBHOTO/CIPUIMAHOTO KIIEHTCHKOTO JOCBiIY B LUIOMY cTaHOBUTH (,82.
BiamoBigHO 10 YOTO Y CTOJWYHUX FOTEJSX OUIKYBAaHHS TOCTEH 3aBASKH MiATPUMIIL
J00poro  piBHA  CepBIiCY  37eOLIBIIOTO  BHUIPABIOBYIOTHCS, Y PE3yJIbTarTi
KIIEHTCHKUN JIOCBI € TO3UTUBHUM 1 3a0e3neuye JOSUIbHICTh 1 HaAiiHICTh
KIIIEHTIB Ha JIOCTaTHbOMY MJIsi CTaOlIbHOTO (yHKIIIOHyBaHHS piBHA. [IpoTe, sk
3a3HAYaNIOCs, JUIsl PO3BUTKY Ta MOCUJICHHS KOHKYPEHTOCIPOMOKHOCTI HEOOX1THO
3a0e3nedyBaTu Jyke NO0Opuid Ta 1JeaibHUM pPIBEHb CepBicy, SKi (HOPMYIOThH
3aXOIUTIOYMI/He3a0yTHIN KiieHTChbkui nocBif. [lokasnuku K1/Z1 y mexax 0,85-
0,94 BuUsBICHO JMIE B YOTUPHOX TroTeNsX BHOIpKOBOI cykymHocTi («Ramada
Encore Kiev», «Xpemaruk», «Cityhotel», «Anpis ['otens»), piBeHb CEpBICY B
SKUX BU3HAUCHO fK AYyXKe MOOpuUH, aKuil 3abe3nedye 3aXOIUTIOIUNA KIEHTChKUN
JOCBiJI. Y TOM e yac cepell NOCTIIKEHUX FOTeiB, B TakuX sk «KuiB», «[Himpo»
(puc. 3.3) ta «Kozaubkuity, «Jlpyx6a» (puc. 3.4) yCTaHOBJICHO 3aJ0BUIBLHUMN
piBEHb CEpBICY, BIAMOBIAHO JO SKOTO XO4Ya OYIKYBaHHS TOCTEH 37e01IBIIOTrO
BUIIPABIIOBYIOTHCSA, aJI€ KIEHTCHKUM JTOCBIJ] 3AJIMIIAETHCS HEUTPAILHUM, 32 SIKOTO

Mae MicIle HEeJIOCTaTHI! PiBEHb JIOSIIBHOCTI Ta HAIIITHOCTI KJIIE€HTIB.
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Takum YnMHOM, OUIBIIOCTI CTOJWYHUX TOTENIB HEOOXIAHO CHPSMYBaTH
3yCHJIJISL Ha TMOUTYK MPOTAJIHMH B SIKOCTI CEPBICY, YCTAHOBJICHHS MPOOIEMHHUX MICIIb,
BUSIBJICHHS HEJNOMNIKIB JJIi TPUUHATTS OOIPYHTOBAHMX YINPABIIHCHKUX PIllIEHb
MIOJI0 X YCYHEHHS 1 MIJABUIICHHS PIBHS CEpPBiCY BIAMOBIIHO 10 MipaMiau 10 AyxKe
no0poro Ta/abo iAcalbHOTO. YTpaBIiHHS SKICTIO CEPBICHOTO MPOAYKTY
B1I0YBa€ThCS LUKIIYHO, IO Iepeadadae BIJICTEKEHHS SKOCTI CEPBICY B TOYKax
B3aeMoOJli Ha OCHOBI moOymoBu kaptu gocBiny kiieHta (GEJ) (puc. 3.5),
0 JTIO3BOJIUTH: IO-TIEpIIe, BUBUUTH CITOKHBUI TIEpEBary 1 OIIHKU SKICTh CEPBICY;
MO-7pyre, BHU3HAYUTH PO3PUBH MDK OUYIKYBAaHOIO Ta CIPUIHATOIO IIHHICTIO
CEPBICHOTO TPOAYKTY; MO-TPETE, 3MIHCHUTH KOHTPOJIhL SIKOCTI poOOTH (GPOHT-
NEepCOHaly; IMO-4E€TBEpTe, BIIKOPUTYBATU CEPBICHUM MPOAYKT BiAMOBIIHO
JI0 KITIEHTCHKOT MO HOTO CHpudHATTA. Y Aojaatky K HamaHo mpukiamaHuai
IHCTpYMEHTapiii — M1abJI0H KapTH.

L LR L L L L L L L Ll e
. L]
.

XapuyBaHus/ i
bpontoBanus Ilocenennsy/ [posxuBaHHs piyBaH JlomaTtkoBi
TOTEIIIO BHCEJICHHSI Hariol NoCIyrn

Bubip
TOTEII0

U E NN NN NN NN N AN NN NN NN AN EENENENNNEENEEEEEEEEEEE,
]

Buib / Buroau / MOKJIUBOCTI IIOKPAIIEHHS

P

L4

S .
o .
N NSNS E NN NN SN NN SN NSNS ENSEEEESENSENENEENEENENSEEEEEEEENEEEEEEEEEEEEEEEEemsememmnns?

Puc. 3.5. Kapra ngocsiny rocts roremnto (GEJ)
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.
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Kapra nocBiny rocts (GEJ Guest Experience Journey), HaBenena Ha puc. 3.5
MOKa3ye TOYKM KOHTAKTy 3 KIIE€HTOM, BifoOpakae HUISIX Bix BHOOpY (MOIIYKY)
rOTENII0, IO € CBOEPITHUM BXOJIOM Y KIIEHTCBKMM JOCBiA, OCKIJIBKH caMme
Ha [IbOMY eTami (OpMYyeThCs OYIKyBaHa I[IHHICTH CEPBICHOTO MPOIYKTY,
10 TiepeOyBaHHS B TOTENI, KOPUCTYBAaHHS BCIMa MOCIyraMH Ta BUCEJIEHHS, TOOTO
HaOYTTS KOHKPETHOTO KJIIEHTCHKOrO JOCBiAY. ba)kaHui MO3UTUBHUN KII1€HTCHKHIM
JOCBIZ] Y TOTENBHIA 1HAYCTpli BKJIIOYA€ MiHIMAIbHI BUMOTH OO0 Oe3meKu
nepeOyBaHHs y 3aKjaji; YUCTOTH Ta KOM(pOpTYy HOMEpHOro (GoHAY 1 MPHIIETIIol
TEPUTOPIi; MPOPECIHHOCTI IEPCOHATY; SIKOCTI OOCIYrOBYBaHHS.
VY Bumanky BW3HAYEHHS MPIOPUTETOM HAJTAHHS TaKOTO BHCOKOSKICHOTO
Ta KJIIE€HT-OPIEHTOBAHOTO CEPBICY, KU CHpUAB OU TMEPEBUIICHHIO PE3YJbTATY
HaJl  OYIKYBaHHSM  YIpPAaBIIHCBKI  PIMIEHHS  MalwTh  CHOPSIMOBYBATHCS
Ha 3a0e3leueHHs BHUPOOHMIITBA Ta MPOCYBAaHHS  CEPBICHOTO  MPOAYKTY
3 MIJBUILIEHOIO CIOXXUBYOIO I[IHHICTIO, CHpPSIMYBaHHSI 3yCWJIb Ha 3a0e3medeHHs
3aJI0BOJICHOCTI KJIIEHTIB, ()OpPMYBaHHS iX JOBIpH, MOBEAIHKOBOI JIOSJIBHOCTI
Ta aJBOKaIlli.
3acHOBYIOUMCHh Ha KIO4OBHX Toukax KoHTakTy (GEJ) (puc. 3.5.))
Ta BU3HAYECHUX aTpuOyTax CEpBICHOTO TMPOIYKTY TOTEN0, 3alpONOHOBAHO
BUKOPHCTOBYBATH TEIIOCTKOBY Jliarpamy OIIIHOK 3aJI0BOJICHOCTI SIKICTIO TIPOILIECIB
oOcimyropyBanHs. Ilpu oIliHII  piBHS  3aJI0BOJICHOCTI  SIKICTIO  TPOIECIB
oOcyroByBaHHs ampoOarlis 3A1MCHIOBAJIaCh y JIBOX TOTENSIX 13 CYKYITHOCTI
4-31pKOBUX TOTeNiB. EmmipuyHi pe3ynbTaTd AOCHIIXKEHHS (puc. 3.6) BUSBWIU
PO30DKHOCTI 3HAYEHb KPHUTEPIiB 3aJI0BOJICHOCTI BIAHOCHO BiJ[ CEPEIHBOIO PIBHS
Ta OmHOTO Bim omHoro. Tak, y rorem «HarionanpHU» HaWKpammMu cepen
JOCIIKYBAaHUX W BUIIMMHU 32 CEpelHId piBeHb € KpUTepil MIBHIKOCTI
ta omepatuBHOCTI (0,86, mo Ha 0,04) Bummii 3a cepeHiil Ta rOTeN0 XpenaTK);
OpontoBaHHs Ta pe3epByBanHs (0,84, mo Ha 0,02 Buie 3a cepeaHiil). 3a IHIMMH
MOKa3HUKaMHU roTenb «HarioHanbHui) MOCTyNnaeThes ToTeNo «Xpemaruky». Tak,
rorens XpenaTuk Mae OKa3HUKHU BUIIE 3a CEPEeHIN PIBEHb 1 BUMEPEKAE TOTEIh

HamionanipbHUM 32 TAKUMU KPUTEPISIMH K. TPUHOM/PO3MIIIEHHS, 00CTyrOBYBaHHS
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B HOMEpax, Oprasizaiis XapuyBaHHS, KOHQIICHIIMHICT Ta 1H(pOpMaliliHa
Oe3neka,  mpuBaOIMBICTH  aTMocepu.  3a TakKUMH  KpUTEpIsIMH  SIK:
O€3IMEeUHICTL/30€PEeKEHHST peUei; CaHITapHO-TIri€HIYHa Oe3leka KOHCTATYEThCS

TOTOXKHICTh 3HAYEHb Y JTOCITIKYBaHUX TOTEISAX.

LLIBuak. Ta onepammsH

MpnBab. atmocdepu 0,90 BpoHtoB. /peseps.

Kynb-pa obcnyr Mpuiiom/po3miLL,eHHS

KoHdiaeHT./iHdopMm. Gesneka Obcnyr. B Homepax

BbeaneyHicTsb/36epex. peyen OpraHizay,. xap4yyB

CaHitapHo-ririeHi4Ha Ge3neka

—& —Xpewamk  —i@— [oTenb HaujoHanbHuii — Knie ~ ——— CepepHs B rpyni roteni4*

Puc. 3.6. 3amoBosieHICTh SKICTIO TPOIECIB  0OCIyrOBYBaHHS

3a I[eTaJ'IiBOBaHHMI/I TOYKH KOHTAKTY

[To3uTuBHUM Uil TOTENI0 XPEIATHK € CYTTEBE MEPEBUILIEHHS CEPEIHbOTO
3HAUYEHHA 1 T[IOKAa3HUKIB TroTento HamioHanbHUR 32 TakuM  KpUTEpIEM
K KoHb1AeHIIHHICT/ iHGOopMartiiiHa Oe3neka. [lpore, HeratuBoM s 000X
rOTENIB € HEBIAMOBIAHICTh KYJIbTYpH OOCIYrOBYBaHHS CEPEIHbOMY PIBHIO,
10 XapaKTEePHUM ISl AOCHIHKYBAHOI CYKYNMHOCTI (y roTesi XpellaTuk KyiabTypa
oOciyroByBaHHsl HmK4e cepennboro Ha 0,05 Ta mie HuKYe BOHAa B ToTeNl
Hamionanpauit). B minoMmy, HaiikpammuM 3a piBHEM 3aJI0BOJICHOCTI SIKICTHO
MPOIIECIB OOCITYrOBYBaHHS 3 JABOX JOCIIIKYBaHUX TOTEJIB CJiJ] BUSHATH TOTEIb
XpemaTuk OCKITBKH 3a OUIBIIICTIO MOKA3HUKIB BiH JOPIBHIOE a00 TEPEBHUIIYE
CepelHil piBEHb 3a CYKYIMHICTIO 4-31pKOBUX TOTEJIB 1 XapaKTepU3YHOThCS OLIbIIT

MEHIIIOI0 Bapiali€lo i HaONMXKEH] A0 CEPeHbOrO PiBHA, HA BiIMIHY BiJl FOTEJIO
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HamionaneHuii, 110 Mae CyTTEBI PO30DKHOCTI 3a JOCHIHKYBAaHUMHU MOKa3HUKAMHU.
Takum umHOM, OTpuMaHHS 1H(pOpMalii MIOJ0 3aJ0BOJEHOCTI TOCTEH SIKICTIO
IpolieciB 00CIyrOBYBaHHS 3a PI3HUMHU TOUYKAMHU KOHTAKTY JI03BOJIUTH BU3HAYUTH
HEOOXITHI IHCTPYMEHTH, 3aXOJH, OpTaHi3alliiHi 3MIHH TOIIO JJIS TiABUIIICHHS
PIBHS CEpBICY T'OTEIIIO.
[TpuiimMaroun TaKTH4YHI PIMICHHS MO0 YIPaBIIHHS KIIEHTCHKUM JOCB1JIOM
y 3aKjiajiax TOTeNbHOI IHIYCTPil HEOOXIAHO TaKOX ypaXxOBYBaTH, IO KJII€EHTCHKUN
JIOCBI1JI XapaKTEePHU3ye 30BHIIIHIO KJIIEHT-OPIEHTOBAHICTh TOTEIO, IIPOTE BAKIIUBY
poJib y (hOpMyBaHHI KJIIEHT-OPIEHTOBAHOCTI CEPBICY TOTEIIO MA€ i 1HINIA CKJIaI0Ba
— KJI€HT-Opi€eHTOBaHICTh TiepcoHany (K2), pesynbTaTh HOCHIKEHHS SKOL
Ha BUOIPKOBIA CYKYMHOCTI TOTEJIB HABEJEHO Yy MorepeaHboMy mnaparpadi 2.3.
CucremaTn3oBaH1 pe3yJIbTaTy JOCIIKEHb HaBEIEHO y Ta0u. 3.5.
Tabnuys 3.5.

VY3aranbHeH1 TOKa3HUKHU KIIIEHT-OPIEHTOBAHOCTI CEPBICY rOTEIIB BUOIPKOBOL

CYKYITHOCTI
[HTerpanbpHi 3HaUCHHA
[Toka3Huku o

4* 3* :
CYKYITHOCTI

K1 KimienTepknii 10CBII TOCTS 0,846 0,817 0,832

K2 KitieHT-0p1€HTOBaHICTH TIEPCOHATY 0,81 0,811 0,811

KO KitieHT-0pi€eHTOBaHICTH CEPBICY 0,828 0,812 0,820

3aCHOBYIOUHCHh HA TOKA3HHMKAaX JOCHIKEHUX TOTEIIB MOOYJ0BaHO rpadik,
KWW HAOYHO UTIOCTPYE 1X mpod i KIIIEHT-OPIEHTOBAHOCTI 3a TpyNaMu rorefiB 3*
Tta 4*, HaBeneHni Ha puc. 3.7, 3.8, BiAnoBiAHO. I'padiku KIIEHT-OPIEHTOBAHOCTI
cepBicy mNoOyZoBaHI sIK (YHKIIA, SKa XapaKTepusye KyMYJIATUBHUN BIUIMB
Ha KJIE€HT-OPIEHTOBAHICTh O€3MOCepeqHhO CEPBICHOT CKIIAMOBOI Ta KIIIEHT-
OpIEHTOBAHOCTI MepcoHany. BiAMOBIAHO A0 OTpUMaHUX PE3yibTaTiB €TaJOHHUMHU
3a piBHEM KIIIEHT-OPIEHTOBAHOCTI cepenl 3*-ux BuzHaueHo «Anapist ['orensy, cepen

4*-pux — «Cityhotel», B sKkMX MOKa3HUKH CIIPHIMAHOTO Ta HASBHOTO KJIIEHTCHKOTO
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SK1 BIJIMOBIIAIOTh MalXKe 1AcaTbHOMY

JOCBIy HAaOMMKYIOThCS 10 3HAYCHbD,

CEpBICy.

KitieHT-0pieHTOBaHICTh
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Puc. 3.7. IIpodisib KiI€EHT-OPIEHTOBAHOCTI TOTENIB y rpymi 3*

ASI3] 2102UT epewey

0,91

0,8+

@0,6-0,7 m0,7-0,8 0 0,8-0,9 O0,9-1

Puc. 3.8. [Ipodinp KITi€HT-OpiEHTOBAHOCTI TOTEMIB Y TpyIi 4*
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VY rorensax «Anpis [otems» 1 «Cityhotel», BimuyTTst Ta BpakeHHsI rocreit
NEPEBUILYIOTh  OYIKYBaHHS, YHACHiJOK 4YOoro ¢GopMyeTbcs  Bpakarouuid
(He3a0yTHIM) KIIEHTCHKUN JTOCBiJ, Ha puc. 3.7 1 3.8 1e MO3HAYCHO BEPIIMHOIO,
00OBEJICHOI0 MYHKTUPHOIO JIiHI€I0. Takuii piBeHb KIII€HT-OPIEHTOBAHOCTI CEpPBICY
3abe3Ieuye BUCOKI 3HaUCHHS JIOSIIBHOCTI, aJIBOKAIIli Ta HQJAIHHOCTI KITIEHTIB.

VY ToOif e Yac 4iTKO Ha Tpadikax BU3HAYAIOTHCS ¥ roTeli, mpodiib SKUX
3aCBiUy€ TMPO HASBHICTH TPOOIEM, SKI 3yMOBIIOIOTH JIAIIE 3aT0BIIHLHUIN
abo moOpwmii piBeHb cepBicy. Haliripiia cutyarlis BUsiBieHa y rpymi 3*-uX roTenis:
«Ko3zaupkuit» Ha Maiinani, «Express Hotely; rpym 4*-ux: «KuiBy», «/Himpo».
Sk HacmiIok, caMe B 3a3HAUEHUX TOTEJISIX CHOCTEPIraroThCsl HAWHUKY1 3HAYEHHS
MOBEIIHKOBUX MOKA3HHUKIB JIOSJIBHOCTI, aIBOKamli Ta HaAIMHOCTI KIJIIE€HTIB
(puc. 3.9, 3.10).

BianoBimHO [0 3amponOHOBAHOI MPOLEAYpU YHOPABIIHHSI KIIEHTCHKUM
JIOCBIJIOM B 3aKjajJax TOTEJIbHOTO TOCIOJapcTBa, HaBejeHoi Ha puc. 3.1.
Ha etaml IV  3OIMCHIOETHCA  aHAI3 NOOBEAIHKOBUX  IMOKA3HUKIB  KJIIECHT-
OpIEHTOBAHOCTI, 110 € OCHOBOIO Iepef0adyeHHs MallOyTHBOI MOBEIIHKH TOCTEH
roreneil. Ha puc. 3.9-3.10 naBeneHo i#oro pesynbratu. CepenHii MOKa3HUK
JIOSUTBHOCTI KIIIEHTIB MO TPYIIl rotenei 4* nepeBuIllye NaHUW MOKAa3HUK IO TPyl
rorenei 3%, ix piBens ckias 0,705 ta 0,579, BIAMOBIIHO, IO CBITYUTD PO CYTTEBI
BIJIMIHHOCTI CEPBICHOTO NPOAYKTY B JOCIIJKEHUX TOTENSAX, SKI BIJIUBAIOTH
HE TUILKM Ha 3a70BOJICHICTh, a M aJBOKALlI0 KIIEHTIB, TOOTO IX TOTOBHICTH
pPEKOMEHIyBaTH 3akjaj IHIIMM. PiBeHb aJBOKalli KIIIEHTIB TaKOX CYTTEBO
nepeBullye y rorensx 4* mopiBHSHO 3 rorteisiMu 3*, BiH ckiaB 69 ta 36,8%,
BIJIITOBITHO.

HaiiBumi noOBEIIHKOBI ITOKA3HUKM JIOSJIBHOCTI, aJBOKaIlli, HaJIIHHOCTI
KJIIEHTIB BiAMIYE€HI B HACTYMHUX roTessix 3*: «Anapisa ['otenb» 3*, «O6epir» Ta 4*:
«Cityhotel — Kuis», «AJI®ABITO», «Staro Hotel». Cnmig Big3Hauntw,
10 332 HAsgBHOCTI HAMBUIIOTO MOKa3HUKA JOsIbHOCTI — 0,934 B «Axpis ['oTensy
st Ounbin, HK 10% onuTaHMX KITIEHTIB pe3yjbTaT MepeOyBaHHS B HBOMY

MEPEBUIIUB X OUIKYBAaHHS, 2 PEKOMEHyBaTH oro rotosi maitxe 90%.
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Puc. 3.10. Pe3ynbTaT OIIHIOBaHHS JOSUIBHOCTI, aIBOKAIIl Ta HAAIMHOCTI KJIIEHTIB 32 CYKYMHICTIO 3* ToTeniB

JIOSATIbH

eS] 72 -
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Ockinbku came «Anpist ['otenb» B kateropii 3* mae Haiikpallll MOKa3HUKA
KJIIEHT-OPIEHTOBAHOCTI, TO MOJXKHA 3 YIEBHEHICTIO 3POOWTH BHCHOBOK IIIOI0
HEOOXIJTHOCTI CIpSIMYBaHHS 3yCWIb caMe Ha 3a0e3NEeYEeHHs] BHUCOKOSKICHOTO
CEpBICY 1 HamaraTucs JOBECTH HOTo J0 1/1eaJbHOTO PIBHSA [JI 3aBOIOBAHHS
aOCOJIFOTHOT JIOBIpM Ta MPUXUIBHOCTI KJI€HTIB, IO 3a0€3MEYUTh iX BHUCOKY
JIOSUTbHICTh, TOTOBHICTh PEKOMEHIYBAaTH 1 TUM CAMHUM CIPHUATHME 301IBIICHHIO
rocTei, a 3HAUYUTh — 3POCTAHHIO 3aBAaHTAXKEHOCTI TOTENIO W OOCITIB peanizarii
CEPBICHOTO MPOAYKTY.

Pe3ynpTaT 1HAEKCHOTO OLIHIOBAHHS IOBEAIHKOBUX IIOKA3HUKIB YCHIXY
NIAIPUEMCTBA 32 BHOIPKOBOIO CyKynHIcTIO 4* Ta 3*rorteniB HaBeAeHO
B noaarky K.

3 METOI0 MIATBEPKCHHSI TICHOTH 3B’A3KY MK MOKa3HUKAMU JIOSJILHOCTI
KJIIEHTIB 3 KIJIIEHT-OPIEHTOBAHICTIO CEPBICY 1 COPUUHATTSAM KIIIEHTCHKOTO JOCBIIY
noOyZJ0BaHO KOPENAIINHI MaTpUIll OKpeMO MJisi CykymHocted 4* 1 3* rorenis,

HaBe/IeHH1 y Tabu1. 3.6 1 3.7 BIANOBIIHO.

Tabnuys 3.6
Kopensiiitna MaTpuIls B3a€MO3B’ 13Ky JIOSUTBHOCTI KJTIEHTIB 3 KITIE€HT-
OpIEHTOBAHICTIO CEPBICY 1 CHPUIHATTAM KIIIEHTCHKOTO JIOCBIY JIJIsl BUOIPKOBO1

CYKyIHOCTI rotemB 4* (n = 14)

79 ll[iﬂ?Hicmb KO 71
38 'S3K)
Z2 1
KO 0,899059 CubHa 1
Z1 0,93964 CunbHa 0,980498 1
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Tabnuys 3.7
Kopensiitna MaTpuIls B3a€MO3B’ 13Ky JIOSUTBHOCTI KJTIEHTIB 3 KITIE€HT-
OPIEHTOBAHICTIO CEPBICY 1 CIIPUUHSITTAM KJIIEHTCHKOTO JOCBIAY JIJIsI BUOIPKOBOI

CyKyIHOCTI rotemniB 3* (n = 15)

79 llli]l?Hicmb KO 71
36 SI3KY
Z2 1
KO 0,730985 Cunbna 1
Z1 0,799101 CunbHa 0,903337 1

BignoBimno 1m0 panux Ta6n. 3.6. koedimientn mnapHoi Kopensuii (R)
3HaxoJAThCs B iHTepBaii 0,8-1, 1110 BiAMOBIA€ CHIIbHIN IIUIBHOCTI B3a€EMO3B A3KY
JOSUTBHOCTI ~ KJIEHTIB 3  KIIIEHT-OPIEHTOBAHICTIO CEpPBICY 1 CHPUHHATTAM
KIIIEHTCBKOTO JOCBIAY B rotensax 4% Ta XapakTepusye iX CHIbHUNA BIUIMB
Ha 11 piBeHb. [lpuyomy OUTPIIMN BIUIMB Ha JIOSJIBHICTh TOCTEH CIIpaBIIsie
CIOPUMHATTS KJIIEHTCHKOTO AOCBiAY. Y TOH ke 4ac y rorensx 3* koedimieHTH
OXapaKTePU3yBaTH INIiIIBHICTh B3a€MO3B’SI3KY JIOSJIBHOCTI KJIIEHTIB 3 KIIIEHT-
OpIEHTOBAHICTIO CEPBICY 1 CHPUIHATTAM KIIIEHTCHKOTO JIOCBIZY SIK TOMIPHY.

Kpim Ttoro, HaBenmeni, y Tabm. 3.6. ta Tabm. 3.7. koediieHTH TapHOI
KOPEJISIiT B3a€EMO3B’ 513Ky JIOSITIBHOCTI KJIEHTIB 3 KIIIEHT-OPIEHTOBAHICTIO CEPBICY
1 COPUUAHATTSM KIIEHTCHKOTO JOCBIAY CBIIYaTh MpO OLIbII CUJIBHUN IUIMB
ix y rorensx 4% YV 3B’3Ky 3 UMM HEOOXITHO aKIEHTYBaTH YyBary
Ha HEOOXIJHICTh aOCOIIOTHOIO 3a0e3MeueHHsI BiAMOBIIHOCTI MPOMOHOBAHOIO
CEPBICHOT'O MPOJYKTY K OYIKYBaHHSIM IOCTEH, TaK 1 31pKOBOCTI roTe0. Yum BoHA
BUINIA, TUM OUIBII BUCOKI OYIKYBaHHS Ta BUMOTH N0 (PYHKITIOHAJIBHOI SIKOCTI
Ta CEpBICHOTO OOCIYrOBYBaHHS B FOTEII.

JloriyauM pe3yabTaToM ampoodarlii 3arpornoHOBaHOTO Ha puc. 3.1. HayKoBO-
METOJMYHOTO MiIX0y YNPaBIiHHA KIIEHTCHKAM JIOCBIIOM B 3aKjajaX TOTEIbHOI

IHaycTpii € moOyaoBa KapT  KIIEHT-OPIEHTOBAHOCTI  CEPBICY  TOTEINIO.
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3anpomnoHoBaHa KapTa KIII€EHT-OPIEHTOBAHOCTI CEPBICY TOTENIO B y3arajlbHEHOMY

BUTJISI/II HaBeAeHa Ha puc. 3.11.

Kiient-opientoBanicthb ceppicy rorento (KO)
0,61-0,7 0,71-0,8 0,81-0,9 0,91-1,0
Hesignosignuii
cepBic,
PEKOMEHITYFOTHCS
- <0,64 KOPCTKHUI XXXX
\N_/ KOHTpPOJIb, .
> KapAMHAJIbHI
A pileHHs
8 ITo3uTuBHUM
= Heiitpansanit GX/ GXI/
8 He3anoBlapHui EX HE3aI0BIILHUI
o pekoMmenayroTecsa | EX CytTeBe
% 0,65-0,74 [TOTOYHHH YIOCKOHAJICHHS XXXXX
2 KOHTPOJIb, (hyHKIIiOHATBHOT
5 CyTT€EBE SIKOCTI Ta KJIIEHT-
B YAOCKOHAJICHHS OpI€HTOBAHOCTI
: MEPCOHATY
» [Mo3uTHBHMI
E [osutuBamit GX/ | GX/ MO3UTHBHHIA
= He3amoBUTbHUN EX EX [osutnBHMA GX/
a PEKOMEHTYE€ThCSI PEKOMEHTY€ThCS 3aXOILIIOIOYHI
5 3HAWTU 3HAUTH EX
0,75-0,84 | wHeBiAMOBIAHICTHY | HEBIAMOBIAHICTH 3Haiitu XXXXX
CIPUNHSATTI Y CIPUAHSTTI HEBIJIIOBITHOCTI
KJIIEHTCHKOTO KJIIEHTCHKOTO Y CIPUIHSITTI:
JIOCBIJIy 3a KapTOIO JIOCBiTy 3a I[iHa/AKICTh
JTOCBITy TOCTS KapTOIO JTOCBiTy
rocTs
3axorrroounii | 3aXOIUTIOI0Yni
3axomnounit GX/ GX/
GX/ 3aXOTLTIOI0YU I Bpa)karouui
no3utuBHU EX EX EX
0,85-0,94 XXXXX 3Haiitu Po3BuBar 3Haiitu
HEBIAMOBIAHOCTL Y JTOCSTHYTHH HEBIINOBII-
y COPUHHSITTI: piBEHb KITiEHT- HOCTI Y
iHa/SIKICTh OpIEHTOBAHOCTI CIPUIHATTI:
cepeicy IiHA/AKICTh
. Bpaxarounit GX/ Iﬂeanby 1'/11/1
Bpaxarounii GX/ N cepsic:
. 3aXOILTIOOYU I .
no3uTuBHU EX EX BpaKAKOUU
0,95-1,0 XXXXX TOKpatiyBaTh HapOIIEHHS GXI .
BHYTPIlIIHIO BHYTPILIHbO] Bpa)karouui
KJII€HT- . EX
. . KIIIE€HT-
OpIE€HTOBaHICTh . . norpedye
OpIEHTOBAHOCTI .
M ATPUMKH

Puc. 3.11. KapTa ki1i€HT-0pi€HTOBAaHOCTI TOTEITIO
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Kapra sBnse co0or0 HAOUHMUH  IHCTPYMEHT, Ha OCHOBI  SIKOTO
BCTAHOBITIOIOTHCS CITIBBITHOIICHHS JOCBITy 30BHIIIHIX KiIi€HTIB (GX) — KITI€HTIB,
Ta BHYTpilHIX (EX), a TaKOXK IPHYUH, SKI CIPHIIOTH/3aBaXKalOTh (HOPMYBAHHIO
HE3a0yTHHOTO (Bpa)karouoro) KIEHTCHKOTo A0CBiMy. OCKUTBKH 3a pe3yibTaTaMu
MPOBEJCHUX JOCIIDKeHb BHSBJICHO PI3HI BapiaHTU CIIBBIJIHECEHHS PIBHIB
IHTEerpaJIbHUX TMOKa3HUKIB KJIIEHT-OPIEHTOBAHOCTI CEPBICY TOTEIIO Ta CIIPUUHATTS
KIIIEHTCHKOTO JOCBIY, IO CIIPUYMHSE PI3HOMAHITHICTH criBBigHOmEHHS GX/EX,
Kl BHMAararmThb OCOOJMBOTO MIAXOAY Y KOXHOMY 3 BHUMNAIKIB JO MNPUHHATTA
VIOPABIIHCHKUX PIIIEHb. 3a MOJIaHOIO JIOTIKOK 3alpONOHOBAHO 1HCTPYMEHTApId
BUOOpY THUMY VYHOPABMHCHKUAX pIIIEHb BIJANOBIIHO pIBHA Ta BaplaHTy
criBBigHomeHHs KO # Z1, mo 103BOJIUT, Ha OCHOBI 1eHTH(IKaII KBagpaHTa
31CTaBUTH CUTYALIIO 3 HAWO1IbII ONTUMAJIBHUM PIIICHHSIM.

[IpakTuuHa peanizailisi 3alpOINOHOBAHOTO 1HCTPYMEHTapito MoOyA0BH KapT
KJIIEHT-OPIEHTOBAHOCTI CEPBICY TOTENIO 3IHCHEHA OKpPEeMO 3a CYKYMHICTIO 4*

Ta 3* roteniB 1 HaBeAeHa Ha puc. 3.12-3.13, BiAMOBIAHO.

Knient-opienToBaHicTh cepsicy rorento (KO)

S 0,61-0,7 0,71-08 | 0,81-0,9 | 0,91-1,0
N1 064 - XXXX

> .

=t 0,65- i «/Inimpo»

§ 0.74 XXXXX

;( Ktiny «Radisson Blu Hotel»,

= 0,75- «President Hotel»

o ) - b

2 0.84 «bparucnasa» BaKKapay, XXXXX
QE) «Harmionansaniny

Sé) «Ramada Encore

: Kievy, «Xpemaruxy,

= 0,85- «Andasito»

[ y _ ) _

= 0,94 XXXXX «Vozdvyzhensky»,

E «Staro Hotel»,

= «Holiday Inny

0,95-1,0 XXXXX - - -

Puc. 3.12. KapTta k1i€HT-Opi€EHTOBAHOCTI 3a TPYIIOIO TOTENIB 4*

3a pe3ynpTaTaMd BHUKOPHUCTaHHS 3alpONOHOBAHOTO 1HCTPYMEHTapIIo
BUSABJICHO, 1110 JUTs OimbiocTi roteneit 4* («Ramada Encore Kievy, «Xpematuky,

«Andasiton, «Vozdvyzhensky», «Staro Hotel», «Holiday Inn») ta asom 3*-um
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rorermsim  («O06epir», «Anpis ['oTenp») BIAMOBIAHO [0  CHIBBIAHOIIECHHS
3axorumotounit GX/3axormorounii EX pekoMeHIyeThCs pO3BUBATH JOCATHYTHH
PIBEHBb KIIIEHT-OPIEHTOBAHOCTI CEPBICY. AHAJIOTTYHUM YHUHOM JUISl 1HIIHUX TOTEJICH
BIJIMIOBITHO JI0 1X CHUTyarii OOWPAarOThCA HAMPSMKH TOKPAIIECHHS JJIOCBiIY
BHYTPIIIHBOT'O KJIIEHTa Ta/a00 30BHIMIHBbOrO. Hanmpukmnan, y cutyarii rotemneit 4*
(«KuiBy, «bpatucnaBa») ta 3* («/pyxba», «Premier Hotel Rusy», «Typucry,
«Mup», «BepxoBuna», «Express Hotel») mozutuBuuit GX/ nozutusuuit EX, Tomy
PEKOMEHIYEThCS 3HAWTH HEBIAMOBIIHICTh Yy CHPUHHATTI KIIEHTCHKOT'O JIOCBIAY
32 KapToOl J0CBiLy rocTs (3a KIOYOBUMH  (hakTopamu  (aTpuOyTaMu)
(YHKLIOHAJIBHOI SIKOCTI Ta KIIE€HT-OPIEHTOBAHOCTI MEPCOHANY) Ta IPUIUHATH
BIJIOBIJIHI PIIICHHS, CIPAMOBaHI Ha (QOPMYyBaHHS YMOB 1J€aJIbHOTO CEPBICY,
3a skoro mno3utuBHU GX Ta EX oaHOYacHO MarOTh TpaHchoOpMyBaTHCS

Yy BpaKarOuuil.

KiienT-opiertroBanicTh cepBicy roremnto (KO)

0,61-0,7 07108 | 08109 | 09110
0,64 - XXXX

N‘ 065-0 74 i «Ko3ampKuii» XXXXX

‘;: ! ! Ha Maitnani

.Ef «Premier Hotel

2 Lybid», «bi3nec

=

o) roTeNb

2 «pyx6a»,

g «Premier Hotel «(PHOP uaa»y,

A R «bi3HEc-TOoTEIIh

= us», .

= 0,75-0,84 «Reikartz XXXXX

B 1 1 i «Typucr, Aramre Kui»y

2 «Mup», «Camror» ,

E «BepxoBuHay, Yk ai'Ha>,>

3 «Express Hotel» Y KD ’

= «bi3Hec-roTenp

=) «Reikartz

S Atrame Kui»»

0,85-0,94 00004 ) «O06epiry, i
«Anpist ['otenby
0,95-1,0 XXXXX . - -

Puc. 3.13. Kaprta k1i€HT-0pi€HTOBAHOCTI 3a TPYIOIO TOTeNiB 3*
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VY mimomy ympaBiiHHS KIIEHTCHKHUM JOCBIIOM Yy 3aKiagaX TOTEIbHOI
1HAYCTpii € HEeOOXITHOI YMOBOIO 3a0€3MEYEHHS] MOMJIMBOCTEH MOJATbIIOTO
ix po3BuTky. lleli mporec, sK TMOKa3ald TPOBEACHI TOCIIIKEHHS, JOCTaTHHO
TPYAOMICTKHM, TOTpeOye MEPIOJUYHOTO IMPOBEIEHHS EKCIpec- Ta KOMIUIEKCHOI
JIIarHOCTUKHU 3HAYHOI KUIBKOCTI (hakTopiB (aTpuOyTiB) (OpMyBaHHS CEPBICHOTO
MPOAYKTY, MPUUHATTS aJI€KBaTHUX CUTYyaIlli Ta MaOyTHIM IUISM YIPaBIIHCHKHUX

pIIIEeHB /Ui yIPaBIiHHS KIIEHT-OPIEHTOBAHICTIO CEPBICHOTO MPOAYKTY FOTEIIO.

3.2. Anpobartiss cucreMu 3a0e3MeUYeHHST KIIEHT-OPIEHTOBAHOCTI CEPBICY

I'OTCJIIO

OO6rpyHTOBaHUM y MII. 2.2. HAYKOBO-METOAUYHUN 0a3UC yNpaBIIiHHS KI1€HT-
OpPIEHTOBAHICTIO 3aKJaJiB TOTEIBHOI I1HAYCTPil J[O03BOJIAE OI[IHUTH CTYIIIHb
OpI€HTallli MIANPUEMCTBA HA IHTEpecH KileHTa. Amnpolamis 3anporoHOBaHOI
cucteMu  3a0€3ME4YeHHS  KIIEHT-OPIEHTOBAHOCTI  CEPBICY  3/IIMCHIOBANACh
Ha BUOIPKOBIA CYKYMHOCTI 3aKjdajiB ToTelbHOI 1HAycTpli M. KueBa. Amnani3
MPOBOJIMBCS 3a JBOMAa HampsiMaMy: BCTAHOBJIEHHS (PYHKIIOHATBHOI SIKOCTI
CEPBICHOTO TPOJYKTY, SIKa CBIIYUTH PO CPOPMOBAHE KOPCTKE SAJIPO CEPBICHOTO
NPOJYKTY, Ta PIBHSA MIATPUMKH KJIIIEHT-OPIEHTOBAHOCTI CEPBICY, SIKH BU3HAYa€
M’SIK1 KJIIEHT-OPI€EHTOBaH1 KOMIIETEHTHOCT1 OpraHi3aIliiiHOl MMOBEIIHKH.

3a pe3yJbTaTaMu PO3paxyHKIB CEPEIHIX OIIHOK 3aI0BOJIEHOCTI (hakTopamu
(GYHKI10HATIBHOI SIKOCTI CEPBICHOTO MPOAYKTY, IO (POPMYIOTh KIIEHTCHKHUM TOCBI]
(koMGOpPTHICTH MaTepiaIbHUX YMOB TpOKMBaHHSA X1, SKICTh TIPOIIECIB
oOciTyroByBaHHsI X2, B3a€MOBITHOCHHH 3 TIEPCOHAIOM X3), BUSBICHO TOCTATHHO
BHUCOKHI pPIBEHb, O1bINE 4 OaliB, 3a yciMa CkiIagoBumu (Tadm. 3.8).

OudikyBaHO, WIO 3aJI0BOJICHICTh CIIOKMBayiB IMOCIYr roTeniB 4* Oyxe
B CEpPEeIHbOMY IMEPEBUIIYBATH 33JO0BOJICHICTh CIOKMBAuIB IMOCIYT TOTENiB 3%,

OCKITBKM caMe 3IPKOBICTh TOTENI0 BIUIMBAE Ha TMOJITHKY 3akKiagy o0
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dbopMyBaHHS CEPBICHOTO MPOAYKTY: YUM BHIIEC BOHA, TUM O1IbIII BUCOKOSKICHHM

CEpBIC 1 MPOAYKT Ma€ MPOTIOHYBATHCS.

Tabnuys 3.8
Pe3ynbratu 6asibHOT OLIHKH KJIIEHTaMH (PaKTOPiB KIIIEHT-OPIEHTOBAHOCTI CEPBICY
dakTopu KIi€HT- Cepenniit 6ai (Bi-3)

OpIEHTOBAHOCTI CEPBICY Veboro

TOTENIO - Ak - Ak 0 CYKYIHOCTI

['otem 4 I'otem 3 OCTUPKEHHX
TOTEJiB

1 2 3 4

®dyHKITIOHATBHA SKICTh cepBicHOTO poaykTy (Y1)
X1 KompopTHICTh

MaTepiaJibHUX YMOB 4,23 4,03 4,13
MIPOKUBAHHS
X2 SkicTh mpoIIeCiB 4.25 4.05 4.15
00CITyroByBaHHS
X3 B3aeMoOBITHOCHHH 3 4.22 4.15 4.19
MIEPCOHAIOM

PiBeHb MATPUMKHU KITIEHT-OPIEHTOBAHOCTI cepBicy (Y2)
X4 Emnarig 4,23 4,18 4,2
XS. BHyTpllgH;I KJIIEHT- 3.84 3.85 3.85
OpPIEHTOBAHICTH
X6 3a10BOJICHICTD TIEPCOHATY 4,15 4,1 4,13
X7 3anmy4yeHicTh IEPCOHAITY 4,17 4,23 4.2

[Ipote, BusiBIIEHO, 110 32 OKpeMUMH (haKTOpaMU 3aJ0BOJICHICTh CIIOKUBAYiB
JeSKUX roTeNiB 3* nepeBuilye nokazHuku rotemis 4* (tadn. [.15, nopatox /1).

Cepennsi OIlIHKa 3aJ0BOJICHOCTI KOM(OPTHICTIO MaTepiaiIbHUX YMOB
npokuBaHHs B roteysix M. KueBa cknamae 4,23. Ilpu nupomy y 4* rorensx BoHa
Ha 0,1 mepeBuIlye OLIHKY 3a10BOJIEHOCTI B roTensax 3* (puc. 3.14).

Cepen ckiajioBUX YMHHUKY HAWOUIbIIE KIIE€HTH JOCTIPKCHUX TOTENIB
32JI0BOJICHI ~ 3PYYHICTIO  MICISl  pO3TalllyBaHHs, cepedHid  Oan 4,44,
0 XapaKTepU3ye OCOOIMBICTh CaMe MICHKHX TOTENIB 1 MIATBEPKYE BAKIUBICTh
W 3HAYHMM BIUIMB HOro Ha 3aJ0BOJIEHICTh KII€HTIB. HaiiMeHIle 3aIoBOJIEH]
0JIarOyCTPOEM TEPUTOpIi, Ta PO3BUHYTICTIO 1H(PPACTPYKTYpH, CEpEIHs OILlIHKa

cknana 4, 13 Ta 4,18 6anis, BignosigHo (tadum. /1.1 nomatky ).
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Totemi4* I'oTemi 3 I"oTens " %;l:piﬁ I'oTems ArmpI -TOTEIb
"Cityhotel” 4* Totens" 3%  «JIHiIpo» 4™ «Kosamp oD
(KmiB) Ha Maifigani

a5k

3

B CepeIHT OIIHKA 33aJ0BOIEHO CT1 KOM(OPTHICTIO MaTeplallbHILK YMOB
TIPOKIBAHHT, Oalllb

_— Cepennst  omiHka KOMGOPTHOCTI MarepiaibHUX YMOB  INPOXHBAHHA
3a CyKYIHICTIO JOCIIDKEHUX roTenel, 0aiB

Puc. 3.14. Pe3ynbpTaTu cepeaHbOi OLIHKK 33J0BOJEHOCTI KOM(OPTHICTIO

MaTepiaJ'IBHI/IMI/I YMOBAMU IIPOKUBAHHA B I'OTCIIIX M. Kuesa

Cepen rorteniB 4* HaliBUIla OIlIHKA 3aJI0BOJICHOCTI KJII€HTIB KOM(OPTHICTIO
MaTepialbHUX YMOB MpPOXXUBaHHS, 10 ckianae 4,62 0amu, Mae MicClle y roTeni
«Cityhotel» (KuiB), 11¢ 3yMOBJIEHO BHCOKHM pIiBHEM 3aJ0BOJICHOCTI KITIEHTIB
KOM(pOpTaOENBbHICTIO, 3PYYHICTIO PO3TalllyBaHHS — CepenHsi oiiHka 4,7 Oanu,
ocHareHicTio rorento — 4,6 6ana. Cepen roreniB 3* migepom € «Anapist ['otenby,
cepenHs OIIHKa 3aJJ0BOJICHOCTI KJIIEHTIB ckiana 4,58, Ha Ky 0COOJIMBO BIUIMHYJIA
BHUCOKA 3aJI0BOJICHICTh MICIIEM pO3TalllyBaHHs — cepeaHs ouinka 4,75 Oanis,
koMpopTabenbHicTh — 4,7 6anu Ta ocHaIeHicTh — 4,65 Gamnu.

VY Toii ke wac Haifripma curyauis ckianacs y 4* rorensx «Himpoy,
ta «KuiBy», cepenHs ominka ckiana 3,55 Ta 3,65, BignoBigHo. Y roremi «IHIIpo»,
Malouy J0CTaTHbO MPUBAOIMBE MICIE PO3TAIIYBAHHS Y CAMOMY LIEHTPI CTOJIUII,
3a/I0BOJICHICTh SIKUM OIllHEHO y 4,6 Oajna, HU3BKUMH CEpPeIHIMH OIliIHKaMu
XapaKTEPU3YIOThCA KOM(POPTAOEIbHICTh, OCHAIICHICTh, OJAroycTpiil TepuUTopii,
PO3BUHYTICTh 1HPpacTpykTypH, 3,2-3,35 OayniB. AHajoriyHa CUTYyallis Ma€ MICIIe

B rotensix 4* «Xpemaruk» Ta «HamionampHuity. OpHi€eo 3 mpuuuH 1i € Te,
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MO Il TOTEIl € CHOAaIUHOK pPAASHCHKOI J00M, B HHUX JIAIIE YacTKOBO
MIPOBOJIMIINCS PEMOHTHI pOOOTH, TOBUILHO OHOBIIOETHCS OCHAIEHICTH HOMEPIB.
Taki x cami mpoOieMHu II0JI0 HU3BKOI 3aJI0BOJIEHOCTI KIIIEHTIB KOMQOPTHICTIO
MaTepialbHUX YMOB TIPOKMBAHHS BHSIBICHO B TOTesIX 3%  amaprt-rorerni
«Kozampkuity Ha Makgani ta rortem «Jpyx6a». [ migBUIIEHHS piBHS
32JI0OBOJICHOCTI  KJIIEHTIB HEOOXIJTHHM € HE TMPOCTO TOKpAIleHHS pIBHS
KOM(OPTHOCTI ~ MaTepiadbHUX YMOB TPOXHBAHHSI, a TIOBHA pPEHOBAIlS
3 KaliTaJJbHUM PEMOHTOM 1 3aMIHOKO  3acTapiiux MeOmiB, M0OyTOBHUX
Ta EJEKTPOINpUIadiB, CAHTEXHIYHOIO OOJIaJlHAaHHS HA HOBI Ta CYYacHi,
COpsIMyBaHHSI ~ 3yCWJIb  Ha  PO3BUTOK  BHYTPIIIHBOI  1H(PACTPYKTYpH
JUIsl 3a0€3eUeHHsT MPUBAOIUBOTO 1 BUCOKOSKICHOTO CEPBICHOTO MPOAYKTY, SIKUN
BI/IMOBIAaB Ou kateropisim 3* ta 4*,

VYpaxoByrouu, 10 SKICTh THPOIECIB OOCIYrOBYBaHHS MPSMO BIUIUBAE
Ha KJIIEHT-OPI€EHTOBAHICTh 1 BHCTYMA€ I1HCTPYMEHTOM IIIJIBUIICHHS I[IHHOCTI
CEPBICHOTO MPOMYKTY TOTEN0, BAXJIMBUM € OIIHIOBAHHS 3aJI0BOJICHOCTI HEIO,
[0 JIO3BOJIUTh BH3HAUWTH CIPUHMAaHy KIIE€HTaMH SIKICTh, ii BIJMOBIIHICTD
ix morpebam Ta 3amuTaM. 3a pe3yibTaTaMu MPOBEACHOTO OMUTYBaHHS BHSIBJICHO,
o B OUIBIIOCTI JOCHIKEHUX ToTeniB M. KueBa KIIE€HTH TOCTAaTHHO BHUCOKO
OILIIHWJINA 3a/I0BOJICHICTh SIKICTIO TPOIECIB OOCIYyrOBYBaHHS, ajieé CEPEIHs OIlIHKa
3a 00paHOIO CYKYMHICTIO ckjanae juine 4,15 OaniB 3 5 MoxiauBux. bigbiumit
PIBEHB 32/I0BOJICHOCTI BUSBJICHO Y rOTENAX 4*, cepeiHs oliHKa ckiana 4,25 6ais,
o Ha 0,2 mepeBHIIye CEPEAHIO OIIHKY 3aJ0BOJICHOCTI AKICTIO OOCITyrOBYBaHHS

B roreisix 3* (puc. 3.15).
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> 46 4,62
45 425 4
T e e e - ) - = - —_—— e ———— -
4 - 372
* 355 >
3.5
3 _
2,5
2 |
1.5
|
0,5 1
0 T T T T
Toteni 4* Toteni 3* Totens "Anpia Fotens  Totens "Mup"
"Cityhotel"4* Totems"3* «[Juimpor» 4*  (Kuig) 3*
(Kuie)
B CepeTHA OINIHKA 3aJ0BOMTEHOCT1 AKICTIO POITECIB 00CTYTOBYBaHHA,
Oamn

— — = Cepenns oIliHKa 3aJOBOJICHOCTI SIKICTIO OOCIIyTOBYBaHHS B
JTOCIIIIKEHUX TOTENsX, OaliB

Puc. 3.15. Pe3ynpTaTil OLIIHIOBAaHHS 3aJI0BOJIEHOCTI SIKICTIO 0OCITYyTrOBYBAaHHS

B rorengx M. Kuesa

Y mijoMy CcepeiHIO OIHKY 3aJ0BOJICHOCTI  KJIEHTIB  IPOLIECaMU
oOciyroByBanHs Oinmbine 4 OamiB maroth 20 3 29, mo ckiamae maibke 70%
JIOCITIJIPKEHUX TOTEINIB, ajieé B KO)KHOMY 3 HUX T10 TUM YH 1HITUM CKJIQJIOBUM € TIEBHI
npoOJsieMH, SIKi € MPUYUHAMH HE3aJ0BOJICHOCTI, TOMY MOTPEOYIOTh MNPUUHSTTS
YOPaBIIHCHKUX PIllIEHb, CIPSIMOBAHUX, TMEPII 3a BCE, HA MOIIYK IHCTPYMEHTIB
MIBUIIEHHS  KJITIEHT-OpPiEHTOBaHOCTI. HailimMeHmmii  piBeHb  3aJI0BOJICHOCTI
ONMMUTAaHWX BUSBIEHO 32 TAaKUM YMHHUKOM SIK OOCIIyTOBYBaHHS B HOMEpax, €IWHA
cepenHs OlliHKa, sika ckiana MeHie 4 OaniB, a came 3,98. Husbki — Ha piBHI 4-X
6amiB, 4,02-4,08, cepeaHi OIIHKM 3aJ0BOJICHOCTI, TAKOXX BUSBJICHO 3a TaKUMH
CKJIQJIOBUMHU TIpoOIleCy OOCIYyroByBaHHS SK IIBUAKICTH Ta OIEPATUBHICTH
00CITyroByBaHHS, YMOBH OpOHIOBaHHS/pE3ePBYBAHHS, mporecu

NPUHAOMY/pPO3MIIIICHHS, 110 3YMOBIIIOE HEOOXITHICTH HE MPOCTO YAOCKOHAJICHHS
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JAaHUX TIPOIIECIB, a BUMAra€ KpeaTUBHOTO Ta IHHOBAIIIHHOTO MMiIXOTy 0 PO3POOKH
Ta BIPOBAPKCHHS HOBUX CTaHIAPTIB OOCITYrOByBaHHS.

Cepen 4*-ux roTesiB HAUBHUIILY OIIIHKY 3aJI0BOJICHOCTI BHSIBJICHO Yy KJIIEHTIB
roremo «Cityhotel» (KuiB), Bona cknama 4,6 Oama (tabn. /.2 momatky ).
Haiibinpiie omuTaHi KII€EHTH OyJM 3aJI0BOJIEHI PIBHEM CaHITapHO-TIr1€HIYHOI
Oe3rneku, ska 3abe3nedyye 4MCTOTYy B rOTeNl B IIJIOMY Ta B HOMEpax, CepeiHs
omiHnka cknama 4,8 OamiB, IO BIUIMBA€ Ha 3aJO0BOJICHICTH TOCTEH yMOBaMH
poKMBaHHs. Taka OIiHKa CBIIYUTH MPO HASBHICTh CTAHJAPTIB YMCTOTH B TOTEII,
BHUCOKY SIKICTh pOOOTH 1 BiATIOBIIAJIbHICTh KJIIHIHTOBOI'O MTEPCOHAITY.

Takox wiientu roremo «Cityhotel» (KuiB) moctaTHbO BUCOKO 3a70BOJICHI
piBHeM KoH(ineHIIHOCTI Ta 1H(opMaIiiHOT Oe3NneKu, KyJIbTypolo, IBHUIKICTIO
Ta OINEPATUBHICTIO OOCIYrOBYBaHHs, CEPEIHI OLIHKY BiAnoBiAanu 4,6-4,75 6anam.
Jlns mABHUINEHHS PIBHS 3aJI0BOJIGHOCTI KJIIEHTIB B JaHOMY TOTEIl JIOLIIBHO
MNIJBUIMUTH  OE3MEYHICTh  30€pekeHHs  peueid,  COpsAMyBaTH  3yCHIUIS
Ha TOKpAIllEHHd MpUBAa0OIMBOCTI aTtMoc(epu, MOKpaUIeHHs OOCIyroByBaHHS
B HOMEpAXx.

VY rpyni roreniB 3* jigepoM 3a piBHEM 3aJ0BOJIEHOCTI SIKICTIO MPOIIECIB
obcimyropyBanHs € «Anpis Torenmb» 13 cepenHboro oriHkow 4,62 0Oana,
o0 TepeBulye HaBiTh Moka3HuK 4* roremto «Cityhotel» (KuiB). Taku mocraTHbo
BUCOKUU PIBEHb 3aJ0BOJICHOCTI SKICTIO MPOIECIB OOCTYyrOBYBaHHS 3YMOBIICHO
BUCOKMM  pIBHEM  3aJI0OBOJICHOCTI  KIIIEHTIB  OpTaHi3aIli€l0  XapyyBaHHA,
npuBaONMBICTIO  atMocdepu, cepenHid Oan  ckinaB  4,9;  WIBHUIKICTIO
Ta OINEPATUBHICTIO OOCIYrOBYBaHHS, a TaKOX KyJIbTYpPOI OOCITyroOByBaHHS
Ta CaHITApPHO-TITIEHIYHOIO OE3MEeKOI0 B JaHOMY roTemi. [y miaBUIIEHHS PiBHA
3aJI0BOJICHOCTI rocTel «Agnpisa ['oTento» pEeKOMEHIYEThCS TMOKPALIUTH PIBEHb
oOCITyroByBaHHS B HOMEpax Ta YyIOCKOHAJIUTH TEXHOJOTii Oe3meku, 30Kpema
MIJBUIIUTH HAIIMHICTH 30epiraHHS peder TrocTed, a TakKoX KOH(MIICHIIIHHOCTI
Ta 1H(popMaIlliiiHoi Oe3MNeKu.

Haiimenmni cepeaHi OMIHKH 3aJ0BOJICHOCTI KJIIEHTIB SKICTIO IIPOIIECIB

0o0CITyTOBYBaHHSI Cepell JOCTIDKEHUX ToTeliB M. KueBa BHSBICHO y TOTEIIB
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«Jduimpo» 4%, «pyx0a» Ta «Mup» 3*, 3,55 Ta 3,7-3,75 OamniB, BiANOBITHO.
Haiimeniie kiaieHTH ToTento «/{HIMpo» 3a10BoIEH] MIBUAKICTIO Ta ONEPATUBHICTIO
oOCIIyroByBaHHs, cepelHsl OLIHKa ckiana jume 3,35 OaniB. JlocuTh HU3BKUMU
CepemHIMH OIlIHKaMH  3aJIOBOJICHOCTI  KJi€HTIB, 3,45-3,5 OamiB, TakoxX
XapaKTepU3yIOThCsl 0OCIYTOBYBaHHS B HOMEpAax, OpTraHi3allis XapuyBaHHs, YMOBH
OpOHIOBaHHS/pE3epBYBaHHs,  MPOIECH  MPUUOMY/PO3MIIICHHS,  CaHITapHO-
ririeniyHa Oesneka. Y 3*-ux rotemsix «pyx0a» ta «Mup» HailMeHIe KIIEHTU
3aJI0BOJICHI IIBUJAKICTIO Ta ONEPATUBHICTIO OOCIYTOBYBAaHHS, a TaKOX yMOBaMu
OpOHIOBaHHS/pe3epByBaHHS, nporecaMu MpUHOMY/pPO3MIILICHHS,
00CITyroByBaHHSIM B HOMEpax, OpraHi3ali€ro XxapuyBaHHS.

Y nutomy s OABUIIEHHS  SKOCTI  MPOLIECIB  0OCIyrOBYBaHHS
Ta MIABUUICHHS KIIEHT-OPIEHTOBAHOCTI TOTENsIM, B SKHX 3@ pe3yJbTaTaMu
OILIIHIOBAHHS 33JI0OBOJICHOCTI TOCTEH SKICTIO MPOLIECIB OOCIYroBYBaHHSI CEpEIHI
OLIIHKK MeHI 3a 4 6ana (roremnt 4*: «dainpoy, «Kuisy; roreni 3*: 'K «Typucry,
«dpyx0a», «Kozampkuit», «Premier Hotel Rusy, «Mup», I'PK «BepxoBunay,
«Express Hotel») pekoMeHyeTbcst HE MPOCTO PO3POOUTH YIIPABIIHCHKI PIIICHHS
3 YCYHEHHS, YAOCKOHQJCHHS, TIOKPAIleHHS BHUSIBJICHUX YWHHUKIB, SKi
HE BIJMOBIAAIOTH 31IPKOBOCTI TOTEIIB, a caMe TOJIOBHE — BHUMOTaM, moTrpedam
Ta OYIKYBaHHSM KJIEHTIB, a BIPOBAIUTH KOMIUIEKC 3aXOJliB 3 KapIWHAIbHUMU
pILIEHHSIMH, CIPSIMOBAaHMMHU Ha 3a0€3MEeUEHHS BUCOKOSKICHOTO OOCIYrOBYBaHHS
Ta IMIABUIIICHHS KIIEHT-OPIEHTOBAHOCTI CEPBICHOTO MPOIYKTY TOTEIIIO.

VY pe3ynbTari MpOBENEHOTO MOCIIHKEHHS BUSBIICHO, IO OCOOJIMBOI yBaru
JUTSL TIIJIBULIEHHS KJIIEHT-OPIEHTOBAHOCTI CEPBICY TOTEN0 HEOOXIHO CIpsSMYBaTU
Ha 3a0e3MeYeHHs] BUCOKOSKICHOIO roOMm-CepBiCy, YIOCKOHAJICHHIO TEXHOJIOTIN
TOCTUHHOCTI, TMOYMHAIOYM BIiJ CHUCTEMH OpPOHIOBAaHHS/PE3€pBYBAHHS, IPOIIECIB
oprasizaiii MTpUOMY-pO3MIIICHHSI-BUI3MY TOCTEW, TEXHOJOTI Ta OpraHizarii
XapuyBaHHS.

3a10BOJIEHICTH B3a€MOBITHOCHUHAMU 3 epCOHATIOM MOPiBHSIHO

13 TMOIMEpPeIHIMU CKJIAJOBUMH BIJI3HAYAETHCA OULIBII BHCOKHMH CEpEAHIMHU
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OIIHKaMH. Y ChOTO 3a CYKYMHICTIO JOCHIPKEHUX TOTENiB BoHA ckiana 4,19 Gani

(puc. 3.16).
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Totem 4* Toteni 3* Totens "Anpialotens" Totens Totens
"Cityhotel" 4* 3% "Hanjonanenuit" "JIpyxGa” (Kuie)
(Kuie) (Kuip) 4°* 3*
B CepeJi OLIHKA 3aJ0BOJISHO CT1 B3a€MOBIIHO CITHAMII 3 IIEPCOHAIOM, OallB
—_—— CepenHs oOIiHKA 3aJ0BOJICHOCT] B3aEMOBITHOCHHAMH

3 TMEePCOHAJIOM 3a BUOIPKOIO, OaiB

Puc. 3.16. Pe3ynpTaTu OIIIHIOBAaHHS TOCTSMU TOTEJIB 3aJ0BOJIECHOCTI

B3a€EMOBITHOCHHAMH 3 IEPCOHATIOM 32 BUOIPKOBOIO CYKYIHICTIO

Y 4*-ux Tta 3*-ux rorenaiB 3HAYEHHS CepelHbOi ouiHKku 4,22 Ta 4,15,
BIMOBIAHO. 32 HAWOUIBIIMMU OLliHKaMu Jifepu Ti k cami — «Cityhotel» (KuiB) 4*
3 pesyabTatoM 4,75 6ana ta «Aapis 'otensy» 3* 3 pesynbraTom 4,67 6aniB. Skiio
y «Cityhotel» (KuiB) kiieHTH HaiOUIbIIE 3aJ0BOJICHI 3JIAaTOJKEHICTIO POOOTH
nepcoHaiy, To B «Aapis ['oTenby — 0XalHICTIO, 30BHIIIHIM BUTJISIOM IIEPCOHAITY.
HaiimenmuMu cepeqHiMH OliHKaMu 3aj10BojieHOCT! y roteni «Cityhotel» (KuiB)
XapaKTEepU3YIOThCSl OXaNWHICTh, 30BHIIIHINA BUTJIA IEPCOHAITY Ta JOOPO3UUIUBICTD,

a B «Anpis ['otenb» — KOMyHIKaOEIbHICTh Ta TOOPO3UWIMBICTD MEPCOHAITY.
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Halinmkuuit  piBeHb  3aJOBOJICHOCTI  TOCTE€H  B3a€MOBITHOCHMHAMU
3 TIEPCOHAJIOM JOCIIDKEHHX TOTEeTiB Mae wicie B roreni «HamionampHuity 4*
Ta 3*, cepelHi OIIHKHU 3a/I0BOJICHOCTI ckianu 3,54 Ta 3,7, BianosigHo. Haibinbie
rocti roteniB «Hamionansauit» Ta «pyx6a», sk 1 B roten «Cityhotel» (Kuis),
HE 3aJI0BOJIEHI OXaMHICTIO, 30BHIIIHIM BUTIIOM MepCoHaTy
Ta J0OPO3UUINBICTIO. Xoua OLIBIII BUCOKUMU OL[IHKaMH OLIIHEHO
KOMYHIKa0ENbHICTh 1 3JIar0JDKEHICTh POOOTH TEpCOHANy, 3arajbHHUil cepenHii
pIBEHb  3aJUIIAETHCS  HEJOCTATHIM Ui 3a0€3MEUYeHHsT BHCOKOTO  PiBHA
(YHKLIOHAJIBHOI SIKOCTI Ta KJIIE€HT-OPIEHTOBAHOCTI CEPBICHOTO MPOAYKTY LHUX
TOTENIB.

3a  pe3ynpTaTaMd  OTpPUMaHUX  OLIHOK  3aJOBOJICHOCTI  TOCTEH
B3a€MOBITHOCHHAMH 3 TIEPCOHAJIOM BH3HAUEHO, MIO0 JOJATKOBUX 3YyCHJIb
JUIS TIIBUINCHHS KJIIEHT-OPIEHTOBAHOCTI CEPBICHOTO MPOAYKTY TOTENIB MOTPeOye
CUCTEMa PO3BUTKY OCOOMCTHX SIKOCTEH TMpAaIliBHUKIB, 3aBIaHHSM SIKOT
€ MIJICUJIEHHS KIIIEHT-OPIEHTOBAHOCTI NMEPCOHAY 3a PaXyHOK (hOPMYBaHHSI TaKHX
KOPIOpPAaTUBHUX IIIHHOCTEH, sKi 3a0e3medarh TIOBHE PO3YMIHHS 3alMTIB
Ta MpoOJieM KII€HTa, 3JaTHICTh NEPCOHANy 10 BHUPIIIEHHS KOH(JIIKTIB, a TaKOX
CTUMYJIIOBATUMYTh PO3BUTOK KPEATUBHOCTI, KOMYHIKaO€IbHOCTI, ITiIBUIIICHHS
TOOPO3UWIMBOCTI MEPCOHAITY.

3 METOW BHM3HAYEHHS CWJIM BIUIMBY BHOKpPEMIIEHHX  (DaKTOpIB
(GyHKI10HATIBHOT SIKOCTI CEPBICHOTO MPOAYKTY, IO POPMYIOTh KIIIEHTCHKUN JOCBI
(koMpOpPTHICTH MaTepiaIbHUX YMOB TMpOKMBaHHS X1, SKICTb HIPOLECIB
oOcnyroByBaHHs X2, B3a€EMOBIJHOCMHM 3 TepcoHasoM X3) 3I1HCHEHO
KOPEJISIITHO-PErpeciiiHuiA aHai3, 3a pe3yJbTaTaMU SIKOTO, CIIUPAIYHNCHh HA MIKATY
E.Il. Tony6xoBa [161], ycraHoBneHo, mo koedimieHT kopessiii R>0,9 (mpuuomy
3a OuTBIIICTIO pe3yabTaTiB R>0,99) 3a ycima daktopamu sik B roTensx 4*, Tak 1 B
roremsx 3%, tabm. 3.9 ta tabm. 3.10, BIAMOBIAHO, IO CBIIYUTH IPO HASBHICTH

NPSIMOTO CHJIBHOTO 3B 513Ky Ta OOIpyHTOBaHUM BUOIp OLIHEHUX (haKTOPIB.
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Tabnuys 3.9

Kopensiiitna MaTpuiis B3aeMO3B 3Ky (PYHKIIIOHATBHOI SIKOCTI CEpPBICHOTO

MPOAYKTY JIJIsl BUOIPKOBOI CYKYITHOCTI roTemiB 4* (n = 14)

TokasHIK Y1 [mericTs X1 X2 X3
3B’ SI3KY
Y1 1
X1 0,994031 CuibHa 1
X2 0967716 | Cumbma | 0935967 1
X3 0993696 | Cumsma | 0997516 | 0934743 1

Tabnuys 3.10

Kopensiiitna MmaTpuiis B3aeMO3B’ 13Ky (DYHKI[IOHAJIBHOI SIKOCT1 CEPBICHOTO

IPOIYKTY JIJIsi BUOIPKOBOI CyKYMHOCTI roreniB3™* (n = 15)

TMokasHuK Y1 [HsHicTs X1 X2 X3
3B SI3KY
Y1 1
X1 0,9981235 CuibHa 1
X2 00983761 | Cmmma | 0993791 1
X3 09992266 | Cmmma | 0997516 | 0,934743 1

VY pe3ynbTaTi MpOBEACHOr0 aHaI3y KOHCTATyeEMO, IO i1, 3aX0H, 3yCHILIA,
COpsIMOBaHI Ha MOKpaUIeHHS KOMQOPTHOCTI MaTepialbHUX YMOB MpPOKMBAHHS,
YIAOCKOHAJICHHS TIPOIECIB OOCITYrOBYBaHHS, HAJIArOM)KCHHS Ta TIOKpaIlCHHS
B3a€MOBIJIHOCUH  KJIICHTIB 3 11 IBUIIIEHHIO

IIEPCOHAIOM,  CHPUATUMYTh

(YHKLIOHATBHOI ~ SIKOCTI  CEpPBICHOTO TOJIOBHUM  YUHOM

OPOAYKTY, IO
B1IOOpa3UThCS Ha IMABUINEHHS 3aJ0BOJICHOCTI Ta, SIK HACTIIOK, 1 JIOSJIBHOCTI
rOCTEN 10 TOTEIMIO.

HactynHuill pe3ynbTytounii MOKa3HUK XapaKTepU3ye MiJICUCTEMY MiATPUMKH
KJIIIEHT-OP1EHTOBAHOCTI cepBicy (Y2), Ha Ky BIUMBAIOTH (hakTopu emmatis (X4)
Ta KJI€EHT-OpleHTOBaHICTh nepcoHany (X5, X6 X7). PiBeHb MIATPUMKHU KIIEHT-
opieHTOBaHOCTI cepBicy (Y2) meTonmuyHO BH3HAYaeThes 3a Gopmysor (2.3).

Pe3ynpTaTu ojepXaHUX CEpeIHIX OLIHOK (aKTOpiB MIATPUMKHA  KIIEHT-
OpPIEHTOBAHOCTI CEPBICY B JOCIIPKEHUX TOTESAX BKA3YIOTh HAa TIOCTATHHO BUCOKHUI

piBEeHb eMIaTii.
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3a pe3yJbTaTamMu MPOBEIAEHOTO OMUTYBaHHA TocTeil roreneil M. Kuepa
CepemHs OIliHKa 3aJ0BOJICHOCTI eMIIaTi€lo a0 KimieHTta ckiama 4,22 0Oana,
npu 1uboMy y rotemsx 4% — 4,23, y rorensax 3* — 4,03 (puc. 3.17). HaliBumuii
piBeHb emmaTii BUSBICHO B «Anpis ['oTensy, cepenHsa omiHka ckiana 4,7 Oana.
Bucoko 3a70BojieHI TOCTI JaHOrO TOTENI0 PIBHEM PO3YMIHHS IEPCOHAIOM
npo0ieM Ta 3AaTHICTIO JO iX BUPIMIEHHS, TPOXHW MEHIIOIO OI[IHKOIO BHU3HAYEHO

BITUYTTS CBO€1 BaXKIIMBOCTI.
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Totemi4* ToTemi 3* ['oTens "Apid ToTens ATapT-TOTeNh
"Cityhotel" 4* Totemns" 3*  «duimpo» 4* «Ko3ampiIoDy
(Kiip) Ha Mafigami 3*
—_— - Cepennsi olliHKa emmatii 10 KJIi€HTa 3a BUOIPKOIO,
OaiB

Puc. 3.17. Pe3ynpraTi OanbHOi OLIHKH pIBHS eMmmaTii J0 KII€HTa

B roreinsax M. KueBa

Cepen 4*-ux roteniB JigepoM 3a piBHeM emmaTtii € rortenb «Cityhotel»
(KuiB) 13 mnokazuukom 4,6 Oasna, B SKOMY CKJajacsi aHAJOTIYHA CHUTYalis
aK B «Anapis ['oTenb» — HbOMY JOCTaTHbO BHCOKHU MOKa3HHUK CEPEHBOI OLIHKU
3aJI0BOJICHOCTI PO3YyMiHHS MEPCOHAIIOM MPOOJIEM Ta 3JATHICTIO 0 X BHUPIMICHHS,

4,7, a cepenHsi OIliHKa BIYYTTS CBOEI BaXJIMBOCTI ckiana 4,5 O6ana. HalimeHie
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ONUTaH1 KJIIEHTU 3aJI0BOJICHI eMmariero B rorensax: 4*-ux — «KuiB» ta «lHinpoy;
3*— «Ko3zampkuit» Ta «Mup», cepeHs OIiHKa B HUX HIDKYA 3a 4 Oana.

dakTopyu  BHYTPIIIHSA  KJIEHT-OpPI€EHTOBaHICTh  (X5),  3a70BOJICHICTH
nepconaiy (X6), 3amydeHicTh nepcoHany (X7) y CykymHOCTI (GOPMYIOTh TTIOKa3HUK
KIIIEHT-OPIEHTOBAHOCTI  TMEpCcoHaly,  SKUM  JOKJIAQgHO  MPOaHalli30BaHO
y maparpadi 2.3. Ilpore s BuUpilIeHHS 3aBAaHHA IMOJ0  ampooartii
3aIPOTIOHOBAHOI CHCTEMH 3a0€3IeUeHHS KIIIEHT-OPIEHTOBAHOCTI CEPBICY TOTEIIO
3a3Ha4eHl (AKTOPH KIIEHT-OPIEHTOBAHOCTI IIEPCOHATY pa3oM 3 eMIaTIEl
BIIMBAIOTh HA PiBE€Hb NIATPUMKHU KIIIEHT-OPIEHTOBAHOCTI CEPBICY, TOMY iX CEpe/H1
OI[IHKY, HaBeJCHI Ha puc. 3.18, BaXIJIUBI 3 TOYKH 30py MPUUHSTTS PIIICHb 11010

YIpaBJIiHHS CUCTEMOIO 3a0€3MCUCHHS KIIIEHT-OPIEHTOBAHOCTI CEPBICY.

43- 4,23 4.2
4,15

4.2- 4,1 4,13
4,1+

4
3,94
3,84
3,74
3,6 . . ‘ .

CepenHiii piBeHb BHYTPIIHBOT CepenHiii piBeHb CepenHiil piBeHb 3aIy4eHOCTI
KJTIEHT-OPIEHTOBAHOCTI 3a/J0BOJICHOCTI NEPCOHAITY epcoHany
O I'oremni 4% T'oremni 3* 3 BcboT0o 32 CYKYITHICTIO

Puc. 3.18. banpHa oninka ¢pakTopiB KIIIEHT-OPIEHTOBAHOCTI TIEPCOHATY

3a pe3ynapTaTaMu TMPOBEACHOTO AOCIIIKEHHS Ha BUOIPKOBIM CYKYIHOCTI
TOTEJIIB BUSBIECHO MPOOJIEMU MIOJI0 BHYTPINIHBOI KIIIEHT-OPIEHTOBAHOCTI, CEPEIHI
OLIIHKM HaWHW)X4Yl TOPIBHAHO 3 OIIIHKAMHU 3aJ0BOJICHOCTI Ta 3aJly4e€HOCTI
NEpPCOHAITy, BOHU SIK B LIJIOMY, TaK 1 3a rpylaMu roTelliB JOPIBHIOWOTH 3,85 Oaa.
Tomy ocoOmmBOi yBarm TiJ Yac NPUHAHATTS YNPABIIHCHKUX PIMICHb 00

YOpaBJIiHHS CHUCTEMOIO 3a0e3MledyeHHs] KIIIEHT-OPIEHTOBAHOCTI CEPBICY TOTEIIO
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noTpedye aTpuOyT KaaApOBUUA MEHEMKMEHT, 10 BIAMOBIAHO A0 PO3poOIEHOT
MOJENI cepBicHOro mpoaykTy rortemto (puc. 1.3. maparpad 1.2) BxOmuThH
JI0 CKJIAJIOBOT «II€PCOHAID.

3 ypaxyBaHHSM OI[IHOK TMEPCOHATy JAOCITIKEHUX TOTENIB 1HIWKATOPIB
BHYTPIIIHBOI  KJIIEHT-OPIEHTOBAHOCTI TIEPCOHATY TMPIOPUTETHUM 3aBJIaHHAIM
€ BIPOBAKEHHS KOHIIETIIII BHYTPIIIHBOI'O MAPKETHHTY, 110 JO3BOJIUTH BUSIBUTH
noTpeOM TEepCOHATy BIAHOCHO MOJMKJIMBOCTEH HABYaHHS Ta IIJIBUICHHS
kBamidikamii, OakaHb MO0 B3aEMOBITHOCHH 3 KEPIBHUIITBOM, OYiKyBaHHS
Bl poOOTU B TrOTENi, MPAarHEHHs II0J0 Kap €PHOTO POCTY, CIOAIBaHHS IIOAO
BHU3HAHHA pe3yJsbTariB iX mpami. OTpuMaHa iH@oOpMauis JO03BOJIUTh BU3HAYUTHU
IHCTPYMEHTH Ta 3aXOJM MOKPAIIECHHS KaJpOBOr0 MEHEIKMEHTY ISl (POpMYBaHHS
JIOBFOTPUBAJIMX B3a€EMOBITHOCMH 3 TIEPCOHAJIOM, MIABUILIEHHS BIJJIAHOCTI
MpaIliBHUKIB CHpaBi, 3alliKaBJIEHOCTI iX y pe3yibTaTaX, 10 OCOOJUBO BaXJIMBO
B TOTEJbHIA 1HIYCTpPii Jig 3a0e3MeUeHHs BHUCOKOI SKOCTI OOCIYroBYBaHHS
Ta il MOCTIMHOCTI.

Came miABUIICHHS BHYTPINIHBOI KIIEHT-OPIEHTOBAHOCTI Ta CIPSMYBaHHS
3yCWJIb Ha TiJBUIICHHS 33J0BOJICHOCTI TEPCOHANY CIPUATUME TOCHUICHHIO
ix 3amydeHocTi. Jluimie OTpuMyrOYM CIIpaBeUIMBY BHHAropoay 3a Ipaifio,
mpaioyd B KOMGOPTHUX YMOBaX, 3HAIOYHM KOPIOPATHBHI I[IHHOCTI, Maloyu
BIIUYTTS MPUHAJIEKHOCTI Ta 3HAYYIIOCTI B KOJICKTHBI, MPALIBHUK OyJ€ peajbHO
BIJIYyBaTH BUCOKY I[IHHICTH CBOTO POOOYOTO MICIIsl, TOMY 3 BUCOKOIO TOTOBHICTIO
HaMaraTUMETbCS BHUKOHYBaTH JOJATKOBI  JIOpy4YeHHs (3aBJaHHs), HaBITh
K1 HE BXOJSATH JI0 IMOCAJOBUX OOOB’SI3KiB, JOMOMAaratu TOCTSIM Ta pearyBaTH
Ha X 3amUTH, pOOUTH yce 3ajiekKHE 1 HaBITh OLIbIIE JAJS 3a0BOJIEHHS rocTei
rOTEI0 1 OTPMMAaHHS HHUM [IO3UTUBHUX €MOLIM 1 BpaxkeHb. TuM camum
MIPOCTEKYETHCSI B3aEMO3B 30K MIK BHYTPIIIHHOK Ta 30BHINIHBOIO KITIEHT-
OpPIEHTOBAHICTIO, TOMY [IJIsi 3a0e3MeyYeHHs] MIATPUMKH KIIIEHT-OPIEHTOBAHOCTI
CepBiCYy HEOOXITHUM € BU3HAHHS Ta YIPaABIiHHSA MEPCOHAIOM SK YaCTHHOIO

I[IHHOCTI CEPBICHOTO MPOAYKTY TOTEIIIO.



186

[IpoBenenuit kopensuiiHui aHami3 BIIKMBY (akTopiB (X4-X7) Ha piBeHb
HIATPUMKH KJTI€EHT-OPIEHTOBAHOCTI CEpBICY MIATBEP/DKYE CHIbHUN BILTUB €MIIATIl
Ta 3aJJ0BOJICHOCTI MEPCOHAITY, TOMIPHHI BIUIUB 3aJy4eHOCT] IIEPCOHATY Ha PiBEHb
KJIIIEHT-Opi€EHTOBAHOCTI ToTemB 4* (Tabdi. 3.11).

Tabnuysa 3.11
Kopensuiiina MmaTpuIls B3a€MO3B 3Ky (PaKkTOpIB MIATPUMKH KJII€HT-
OpIEHTOBAHOCTI CEpBICY I BHOIPKOBOI CyKymHOCTI roTemB 4* (n = 14)

TToKa3HUK Y2 Imericrs | X5 X6 | X7
3B’SI3KY
Y2 1
X4 0,9961273 CuiabHa 1
X5 0,5984896 | Cma6ka | 0,591003 1
X6 0,8456791 | Cubma | 0,847162 | 0,660872 1
X7 0,7316654 | Ilomipua | 0,741941 | 0,014639 | 0,542333| 1

V Toi1 ke yac nis roreniB 3* xapakTEpHOIO MOMIpHA CHJIA BIUTUBY (DaKTOpIB
(X4-X7) ©Ha piBeHb MIATPUMKU KJIIE€HT-OPIEHTOBAHOCTI CEPBICY TOTENIO
(tabm. 3.12). Cnig BII3HAUWTH, WO HaWOUIbIIE HA MIATPUMKY KIIIEHT-
OpPIEHTOBAHOCTI cepBicy 3* roTesiB BIUIMBAE 3aJI0BOJICHICTh MEPCOHANTY, SKIIO
OKPYTJIUTH 3Ha4YeHHs, TO R=0,8, 1110 BiANOBIIa€ CUIBHIN IIJIBHOCTI 3B’ S3KY.

Sx Oyno 3a3HaueHo y maparpadi 2.3. Ui MiJABHINEHHS 3aJ0BOJEHOCTI
nepcoHaay TOTeNB MOTPiOHI Ouabll edeKTUBHA Ta CIpaBeIjiMBa CHUCTEMa
MOTHBAIlll 1 CTUMYJIOBaHHS Ipalll, HaJaHHS MOXKJIMBOCTEH IJIsi MPOQeECciiiHOTOo
PO3BUTKY Ta Kap €pHOTO 3pOCTaHHs, MiJIBUIICHHS MPECTUKHOCTI Mpaill B roTe,
0 € HEeOoOXiTHOI YMOBOIO (OpMyBaHHS iX BHCOKOI 30BHIIIHBOI KIIEHT-
OpIEHTOBAHOCTI.

Tabnuys 3.12

Kopensiiitna MmaTpuils B3aeM03B’ 513Ky (DaKTOPiB MATPUMKH KITIEHT-
OpIEHTOBAHOCTI CepBICY ISl BUOIPKOBOI CyKynmHOCTI roteniB 3* (n = 15)

TMokasHux Y2 Hmericts |y X5 X6 | X7
3B SA3KY
Y2 1
X4 0,6776597 | IlomipHa 1
X5 0,6532741 | Tlomipna | 0,591003 1
X6 0,7968808 | Tlomipna | 0,847162 | 0,660872 | 1
X7 0,7007228 | Tlomipna | 0,741041 | 0,014639 | 0,542333 | 1



https://ua-referat.com/%D0%9E%D1%80%D0%B3%D0%B0%D0%BD%D1%96%D0%B7%D0%B0%D1%86%D1%96%D1%8F_%D1%81%D0%B8%D1%81%D1%82%D0%B5%D0%BC%D0%B8_%D0%BC%D0%BE%D1%82%D0%B8%D0%B2%D0%B0%D1%86%D1%96%D1%97_%D1%96_%D1%81%D1%82%D0%B8%D0%BC%D1%83%D0%BB%D1%8E%D0%B2%D0%B0%D0%BD%D0%BD%D1%8F_%D0%BF%D1%80%D0%B0%D1%86%D1%96_%D0%BF%D0%B5%D1%80%D1%81%D0%BE%D0%BD%D0%B0%D0%BB%D1%83_%D0%B3%D0%BE%D1%82%D0%B5%D0%BB%D1%8E_%D0%9C%D0%B5%D1%82%D1%80%D0%BE%D0%BF%D0%BE%D0%BB%D1%8C
https://ua-referat.com/%D0%9E%D1%80%D0%B3%D0%B0%D0%BD%D1%96%D0%B7%D0%B0%D1%86%D1%96%D1%8F_%D1%81%D0%B8%D1%81%D1%82%D0%B5%D0%BC%D0%B8_%D0%BC%D0%BE%D1%82%D0%B8%D0%B2%D0%B0%D1%86%D1%96%D1%97_%D1%96_%D1%81%D1%82%D0%B8%D0%BC%D1%83%D0%BB%D1%8E%D0%B2%D0%B0%D0%BD%D0%BD%D1%8F_%D0%BF%D1%80%D0%B0%D1%86%D1%96_%D0%BF%D0%B5%D1%80%D1%81%D0%BE%D0%BD%D0%B0%D0%BB%D1%83_%D0%B3%D0%BE%D1%82%D0%B5%D0%BB%D1%8E_%D0%9C%D0%B5%D1%82%D1%80%D0%BE%D0%BF%D0%BE%D0%BB%D1%8C
https://ua-referat.com/%D0%9E%D1%80%D0%B3%D0%B0%D0%BD%D1%96%D0%B7%D0%B0%D1%86%D1%96%D1%8F_%D1%81%D0%B8%D1%81%D1%82%D0%B5%D0%BC%D0%B8_%D0%BC%D0%BE%D1%82%D0%B8%D0%B2%D0%B0%D1%86%D1%96%D1%97_%D1%96_%D1%81%D1%82%D0%B8%D0%BC%D1%83%D0%BB%D1%8E%D0%B2%D0%B0%D0%BD%D0%BD%D1%8F_%D0%BF%D1%80%D0%B0%D1%86%D1%96_%D0%BF%D0%B5%D1%80%D1%81%D0%BE%D0%BD%D0%B0%D0%BB%D1%83_%D0%B3%D0%BE%D1%82%D0%B5%D0%BB%D1%8E_%D0%9C%D0%B5%D1%82%D1%80%D0%BE%D0%BF%D0%BE%D0%BB%D1%8C
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BigmoBimHO 10  po3poOJeHOTO  AIarHOCTUYHOTO  1HCTPYMEHTapito
pPO3paxoBaHO IHTETPAIbHI OIIIHKA PIiBHS 3a0€3MeUYeHHS KIIEHT-OPI€EHTOBAHOCTI
CEpBICY MOCHIKEHUX TOTENiB (JoJaToKk 3), pe3yibTaTH 3a CpylnaMu TOTENIB
Ta y LuJIoMy HaBefaeHo y Tabia. 3.13. BigmoBimHO [0 OTpUMaHHUX pe3yJbTaTiB
YaCTKOBI 1HJICKCH 3aJ0BOJICHOCT] KJIFOUOBHUMH (pakTOpaMu KJIIEHT-OPI€EHTOBAHOCTI
CEpBICY TOTEJIIO Ta IHTETPATIBHUH 1HICKC 3aI0BOJICHOCTI ()YHKIIIOHAIBHOIO SKICTIO
CEpBICHOTO TPOAYKTY B 1muioMy cTtaHoBmITh 0,8-0,85, 1m0 BiAmoBimHO
JI0 pO3pOOJICHOT IIKAJIM BIANOBIAE CEPEIHHOMY PIBHIO 33JI0BOJICHOCTI 1 CBITYUTH
Ipo HEOOXIAHICTh MIJABUINEHHS  KIIEHT-OPIEHTOBAHOCTI  CEpPBICY TOTENIB
JUTsT 3a0€3IMMeYeHHST HE TIPOCTO BIDKMBAHHS, a TOJAJIBIIOT0 PO3BUTKY Y CKIQTHHX
YMOBaX Cy4aCHUX BUKJIUKIB.

Tabnuys 3.13

Pe3ynbpTaT iHTErpanbHO1 OLIHKY PiBHS 3a0€3MEUYeHHS KIIEHT-OP1€EHTOBAHOCTI
CepBICY TOTEIII0

[Toka3HHMKHU KITIEHT-OPIEHTOBAHOCTI CEPBICY [HTerpanbHi iHAEKCH
TOTEIIO 4% 3*
3a10BOJIEHICTH (PYHKI[IOHATILHOIO
Y1 10 > yHKIL 0,847 0,806
SIKICTIO CEPBICHOTO TIPOJYKTY
PiBeHb NIATPUMKH KJIIEHT-
Y2 Hb HTITPAMKH ICTI¢ 0,818 0,817
OpPIEHTOBAHOCTI CEPBICY
VY cboro no CykymHocTi TOCTIKEHUX TOTEIB
3a710BOJIEHICTH (PYHKI[IOHATILHOIO
Y1 o > bynxn 0,826
SIKICTIO CEPBICHOTO MTPOTYKTY
PiBeHb NIATPUMKH KJIIEHT-
Y2 Hb HTITPAMKH ICTIE 0,818
OpPIEHTOBAHOCTI CEPBICY

Crnij BiI3HAYUTH, 10 Y TOTENSIX 3* IHTErpajbHUM MOKA3HUK 3aJ0BOJICHOCTI
(GYHKI10HAJIBHOIO SKICTIO CEPBICHOIO MPOAYKTY CYTTEBO HIDKUE, HIXK y TOTeNsX 4*
Ta MOCTYNAETHCS CEPEIHBOMY MOKA3HUKY MO BUOOPII, YHACTIIOK YOTO BUPIIIECHHS
BUSIBJICHUX MPOOJIEM Ta YCYHEHHS CIA0KUX MICLb y roTensx 3* nmorpedye Oiabmmx
3yCHWJIb Ta IMBUJIKOI pEaKIIii.

VY 1mijoMy TpoBeneHMIA aHali3 IOKa3aB, IO BaromMa YacTWHA TOTEIB
M. KueBa, ocobnmBa Ti 3 HUX, fAKI (YHKUIOHYIOTH 3 MHHYJIOTO CTOJITTS

1 BIAKpUBAJIMCSA 1€ 3 PAASHCHKUX YaciB, MPAIlOIOTh 3a 3acTapuiuMu Ta/abo
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TPAAMIIITHUMU TEXHOJIOTISIMU TOCTHHHOCTI. KpiM TOTrO0, Nuiiie He3HaYHA YacTHHA
CY4acCHHX TOTEJIB BIAPI3HAIOTHCS BJIACHOIO KOHIICTIIEI0 Ta YHIKAJIBHOIO 1EEI0,
AK1 B110OpakaroTh X OCOOIMBUM MiAX1]1 10 TPOTIOHOBAHOTO CEPBICHOTO MIPOIYKTY
roTeNm0. YPpaxoByrUW crenudiky TOCTIHDKEHUX TOTemB (MIChKI TOTeN,
K1 3HAXOJATHCS), OCOOJMBOCTI iX BIJIBIAYBaHHS IOB’S3aHI 3 METOI Ta YacoM
nepeOyBaHHs (3yIUHKA Ha 700y (piamie 2-3 1Hi) y pa3l TpaH3UTY, 3ylIMHKA Ha 4ac
JI0BOI MOI3AKH, SK MPABIIIO MIPUMNAAA€ HA pOOOYl JHI THXKHS, 3yITMHKA HA BUX1THI
M1l 9ac TYPUCTUYHOI MOJIOPOKi), OTPiOHI HOB1 IHCTPYMEHTH YIIPABIIIHHS KJI1€HT-
OpIEHTOBAHICTIO CEPBICHOTO MPOJYKTY TOTEN0, 3/JaTHI MEPETBOPUTH BIAUYTTS
HE MPOCTO 3PYYHOTO Ta KOMQOPTHOro mnepedyBaHHs, a (OPMYBAHHS HOBOIO
KIIIEHTCHKOTO  NOCBiAy. PeamizyBatu Take CKIagHE 3aBlaHHS MOXJIUBO
3a JOTIOMOTOI0 TIPOTIOHYBAaHHS HECTAaHJAPTHOTO, YHIKaJbHOTO, HE3BUYAHHOTO
CEpBICHOTO TMPOJYKTYy Ta/abo 0coOJMUBOro, MEPCOHI(DIKOBAHOTO  MIIXOIY
JI0 KOKHOTO KJII€HTA. A JJI IIbOTO BAKIMBOIO YMOBOIO € PO3YMIHHS Ba)KJIMBOCTI
noTped, mpobseM, IHTEPECiB KITIEHTIB Ta 3aTHOCTI MEPCOHATY /10 iX 3aJJ0BOJICHHS.
Taxki 37aTHOCTI MEPCOHATY XapaKTEePU3YIOTh HEBIJ €EMHY CKJIaJIOBY BUCOKO KJIIEHT-
OpIEHTOBAHOT'O CEPBICHOTO MPOAYKTY K €MIIaTidA, Ka pa3oM 13 (paKTOpaMu KITIE€HT-
OpIEHTOBAHOCTI MEPCOHATY BILUIMBAE HA PIBEHb MiITPUMKH.

BignoBigHo mo manux Tabi. 3.13 BUSABICHO, IO 1HTETrpalbHUN IMOKA3HUK
PIBHS MIATPUMKHU KIIIEHT-OPIEHTOBAHOCTI CEPBICY € Mailke OJHAKOBUM MO rpynam
roreniB, #oro cepeAaHi piBeHb ckiagae 0,818 1 HWKYUM  TOPIBHSHO

3 IHTETpaJbHUM MOKAa3HUKOM (PYHKIIIOHAIBHOI SIKOCTI CEPBICHOTO MPOIYKTY.

3.3. HaykoBo-mpakThuHi ~ peKOMEHJAIlli  [0J0  YOpPaBIMIHHS  KIIEHT-

OpIEHTOBAHICTIO MIANPUEMCTB FOTEIILHOTO-PECTOPAHHOT IHAYCTPIT

KmienTcekuit  ocBim yce Ounblie HaOyBa€e BaXXJIMBOCTI SIK TeHEpaTop
HApOIlEHHS KOHKYPEHTHHX TMepeBar B ToOTenpHIA 1HAycTpii. CyKYIHICTh
MO3UTHUBHUX €MOIiH, SKI BUHUKAIOTh y KJIIEHTa B PE3yJbTaTi B3a€EMOIl MiJ 4ac

IMPOKXKNBAHHA 1 CIIO’KUBAHHS HpO,Z[yKTiB FOTEJIK BU3HAYAKOTh MOTrO SaI[OBOJIeHiCTB,
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a B pemTi — 1 JOsUbHICTh. BiamoBimHo mo puc. 3.19 crpaTteriyHuM 3aBAaHHSIM
yIpaBIiHHSA TOTENEeM € (POPMYBaHHS MO3UTUBHOTO KIIIEHTCHKOTO JOCBINY, SIKUH
cripusie 30UIBIICHHIO TIOTOKIB KIIEHTIB 1 THM caMuM 3abe3leuye BHUPIIMICHHS
CTpaTeriuHuX Ta OMNEPAaTUBHUX 3aBJaHb PO3BUTKY 3aKJIaJy TOTEIHHOTO

rocruogapcCTBa.

e -
® JICTKICTDh HIIAXY,

DyHKIIOHAIBHA SKICTE | o Brcoka KoMbOPTHICTS;
cepBicy ® HaJIMHICTb CEPBICY;
® B3a€MOBIJHOCUHHU 3 IEPCOHATIOM

® eMIIaTisl — IOBHE PO3YMIHHS KJII€HTA,

KitieHT-0pi€HTOBaHICTh : .
® a0COJIIOTHE CIIPUUHATTA KIIIEHTCBKOT'O

OJOMIOLHIIN
sHHRIAWdOD

L CCPBICY JIOCBiY
— - ———
3axommorodHi, HOSI/ITI/I;SHI/Iﬁ / H %
_ BpaKdloq HeunTpanbunit K;ﬁ;ﬁiﬁﬁﬁ
KITI€EHTCHKUH JTOCBIT : " :
KITIEHTCHKUH JTOCBIT OCBix
«| ToroBHiCTH v v
PEKOMEH1yBaTH HenocriitHicTh Henocratnicth
: MTOTOKIB KJII€EHTIB MTOTOKIB KJII€HTIB
['oTOBHICTB
] TIOBTOPHO
BI/IB1IaTH
g . Bupimenns CrabinpHuit
36“1.1’11161_{1{” _ :> CTpaTeriyHux Ta :> PO3BHTOK
IIOTOKIB KIIIEHTIB olepaTUBHUX 3aB/IaHb TOTEII0

Puc. 3.19. CkyamoBi CepBICHOTO MPOAYKTY TOTEI0, 0 3a0e3MeuyroTh

(dhopMyBaHHS KIIIEHTCHKOTO JIOCB1Y KJIIEHTIB 3aKJa/(iB TOTEIHLHOTO TOCHOIapCTBa

B cywacHux yMoBax KJi€HTM Jenajil CTalOTh  BUOArIMBIIIMMU
Ta BUMOTJIMBIIIMMHU JI0 CEPBICHOTO MPOAYKTY TOTEN0, Yy pe3yabTaTi YOro
YCKIIAIHIOEThCS 3aBAAHHS YIIPABIIHHS KII€HTCHKMM JOCBiIoM. Moro BUpilIeHHS
MO>KJIMBE 32 TAKUX OOCTaBUH:

1) mocTiiiHe yIOCKOHAJCHHS CEPBICHOTO MPOIYKTY TOTEIO, TMEpIl 3a BCE,
MIBUIIEHHS SKOCTI 00CITyTOBYBaHHS,

2) Tpancdopmarris KIII€EHT-OPIEHTOBAHOCTI B NepCOHAI30BaHE,

1HIMBITyalibHE 00CITyTOBYBaHHS;
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3) iHHOBAIlifHA AaKTUBHICTh Ta TOCTIHHMNA TIIONIYK HOBUX 1€ IS
3a0e3MeYeHHs] YHIKaIbHUX KOHKYPEHTHHX IIepeBar, IMOCHJIEHHS BIAMIHHOCTEH
MIPOTIOHOBAHOTO CEPBICHOTO MPOAYKTY BiJl HASBHUX HA PUHKY.

[Ilo6 3amikaBUTH TOTCHIIIMHUX KJIIEHTIB, BHU3BAaTH y HHUX IHTEpEC
JI0 KOHKPETHOT'O TOTENI0, MOTIM — Oa)kKaHHS CKOPHUCTATHCS HOro MOCIyTramH,
3a0€3MeUYnTH BHCOKY 3aJIOBOJICHICTh 3aKjajaM TOTEIbHOTO TOCIHOJIapCTBa
HEOOX1IHO CHpSAMYBaTH 3YCHJUIS Ha IIJECTIPSIMOBAHE YIPABIIHHS CKJIaJIOBUMHU
CEpBICHOTO TMPOAYKTY TOTENI0 MUISXOM TOCTIMHOI peani3amii 3arjiaHOBaHUX
3aXO0/IB 100 3a0€3MEYeHHs] HACTUIBKH BHCOKOSIKICHOTO Ta MEPCOHI(PIKOBAHOTO
0oOCIyroByBaHHs, iK€ O CHOPHSUIO NEPEBUIICHHIO PE3yJbTaTy HaJ OYiKyBaHHAM
KJIIEHTA.

Y cydacHUX yMOBax TIJBHUINYETHCS I[IHHICTh KJIEHTCHKOTO JOCBIY
JUISL TOCSITHEHHS LUIEH MISUTBHOCTI Ta YCIIXY 3aKjiaay FOTebHOTO TOCIO/IapCcTBa
Ha puHKY. BignmoBinHo mo puc. 3.20 pimeHHs Ta aii, COpsAMOBaHI Ha II1JBUIICHHS
LIHHOCTI  KJIIEHTCBKOTO JIOCBIAY CHPUATHMYTh (OPMYBAHHIO  YHIKAJIBHHX
KOHKYPEHTHUX IepeBar, 3aBISKH YOMY 3pPOCTaTHME 3aJ0BOJICHICTh, JIOSIIBHICTH
KJIIEHTIB, a 1€, Y CBOK 4Yepry, J03BOJUTh 30€perTd HasBHUX KIIEHTIB
Ta MPUBAOUTH HOBHX, II0 € HEOOX1THUM JIJIsI CTaOLIbHOI IPUOYTKOBOI JisSIILHOCTI

Ta MOCTIMHOTO PO3BUTKY 3aKJIay.

ITocimenng
KOHKYPeHTHIIX
repeBar
A
%Ovﬂpvﬁ‘&vﬂ]{[—[ﬂ [TigBIMIIeHHA
KI1€HTIB Ta PIBHA
MpHBaOIeHHT .. 3‘1,I[0B01IF‘HOLII
L1HHICT

HOBIIX KIII€HTIB

KJ'IiCHTCBKOFO

WiV

[ pIIITEHICTE
J0 TOTeTH Ta
anmBOKAILT

DopMyBaHHA
TTOSTBHOCTL

Puc. 3.20. Iuxn ¢popMyBaHHS MIHHOCTI KJIIEHTCHKOTO JTOCBITY
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VYnpaBniHHSA KITIEHTCBKUM JOCBIIOM B 3aKJIajaX TOTEIBHOTO TOCIOJAapCTBa
nependadae TMOCTIIOBHE 3AIMCHEHHA KOMIUICKCY AOCHIIHUIBKUX, AHATITHYHUX
Ta YNPaBIIHCBKUX 3axo0jiB, TmpeactaBieHux Ha puc. 3.21. IlepenymoBoro
PE3YNBTATHBHOTO YIPABIIHHA KIIEHTCHKUM JOCBIIOM € HajexHe iHpopMaIriitHe
3a0e3nedeHHs. B ymoBax TrocTpoi KOHKYpPEHTHOI OOpOTHOM, BHUCOKOTO PpiBHS
MOBTOPIOBAHOCTI MPOMOHOBAHOTO TOTEJISIMU CEPBICHOTO TMPOAYKTY BaKIMBHUM
€ HEe TPOCTO 3HAHHSA TOTpPed W 3amuTIiB TMOTCHIIIWHUX Ta pEaTbHUX KIIEHTIB,
a KOMIUIEKCHE JOCIHIJKEHHSI KIIEHTCHKOTO JOCBIAYy, CIPSIMOBAHE Ha JETalIbHY
OLIIHKY YCIX €TaliB MPUUHATTS PIIIEHHS 1I0JI0 BUOOPY TFOTENIO: BiJl YCBIIOMIICHHS
noTpeOM B TUMYAcCOBOMY pPO3MIIIEHI Yy MEBHIM reorpadiyHiii Todll A0 BUOOpY
MeTO1y OpOHIOBaHHS; BiJl 3aCEJIEHHS — JI0 BUI3Y 1 MOAAJBIINX 1 KITI€HTA.

Y pesynbrari aHamizy KIIEHTCHKOTO JOCBIJly BHM3HAUYA€ThCS peakiis
(3a710BOJICHICTh 200 HE3aJ0BOJICHICTh) TOCTEM TOTENI0 B KIIOUYOBUX TOYKaX
KJIIEHTCHKOTO CEPBICY, SIKUMH € TIapaMeTpu CEPBICHOTO MPOAYKTY Ta aTpulyTH,
MO iX XapaKTepHW3ylTh. THM CaMUM BUSBISETHCA, HACKIIBKA YCITIITHAM
€ HAsSIBHMM KIIEHTCBKUM JOCBiA abo0 HEe3aJOBUILHHUM. JSIKIIO YCTaHOBIICHO,
M0 KJIE€HT 3aJ0BOJICHHMH TIEBHUM TIapaMEeTPOM CEPBICHOTO TMPOAYKTY TOTEIO
KOHKPETU3YIOThCS YCHIIIHI aTpUOyTH, sIKi HEOOX1IHO Oyie MATPUMYBATH HaJall Ta
IIyKaTH  1HHOBAIIMHI  17Mei  JJI1  TOCHJICHHS 1X  TO3WTHBHOTO  BIUIMBY
Ha 3a/I0BOJICHICTh Ta BpPaXEHHS KIIEHTIB. SIKIIO YCTAHOBJIEHO, WO KIIEHT
HE3aJI0BOJICHHUM TIEBHUM MMapaMeTPOM CEPBICHOTO MPOIYKTY TOTENI0, BU3HAYAIOTHCS
npoOiemMHl aTpuOyTH, BIJHOCHO SIKMX HEOOXIJHO MPUHAMATH pIIIEHHS 100
YAOCKOHAJICHHS, TIOKpAIlleHHs, 3aMiHU Tomlo. He3anexHo Bia cuTyarlii, 10
CKJIajacsi B 3aKJiaJii TOTEILHOTO TOCIOJapCTBa, HEOOXITHUM € BH3HAYEHHS METH,
CTHJIIO Ta 3aBJIaHHSI YIIPABIIHHS KIIEHTCHKUM JOCBIJIOM.

Y BUmagky TO3WTUBHOI CHUTYyarlil, sKa XapaKTepU3ye€TbCs YCIHIITHUM
KIIIEHTCHKUM JIOCBIZIOM, 32 YMOB JOCTaTHOCTI PECYPCHUX MOMIJIMBOCTEH METOIO

YIOPABIIHHS HUM € MOJANbIINNA PO3BUTOK Ta M1JBUILIEHHS I[IHHOCTI.
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1 baok. AHaTiTHIHUKA

Amnai3 KII€EHTCHKOTO

JocmimpKeHHs
KIIIEHTCHKOTO JOCBITY Ta
KJIEHT-OPIEHTOBAHOCTI

O1iHKa KIIIEHTCHKOTO
JIOCBiy Ta KIIIEHT-

ODPIEHTOBAHOCTI CEPBICY |

JOCBITY KIi€HT-
OpIEHTOBAHOCTI CEPBICY

= =

BmsHaueHHs peakii TocTel TOTeNo B KIIFOYOBUX TOYKAX KIEHTCHKOTO cepBicy (S1 — 84)

4

.

<

3anoBojieHicTh mapamerpamu CIIT*

- —>

(P1—Pa)

>

HezanoBonenicts mapamerpamu CIIT

Busnauenns ycnimaux arpudytis CIIT

- —>

(A1—An)

Busnauenns npobnemuux arpubytis CIIT

- L

2 BJiok.

BusHayeHHs1 MeTH Ta 3aB/IaHHS YNIPaBJIiHHA cepBicHuM npoaykrom (CIIT)

Hosuii (innoBauiiitnumii) CIIT Hokpamennii CIIT
N META
TIpaBIIiHHAS
— Po03BHTOK KITIEHTCHKOTO CepBicy cir Y I0ocKkoHaJICHHS KIIEHTCHKOTO CEpBiCy [
[MPOAKTUBHE — momryk HOBHX Cruin PEAKTUBHE - Binnosigxi aii mono
MOZIIMBOCTEH, IHHOBALIMHIX ine 32 || yrnapinms > YCYHEHEHs BUSBIICHHX npobiieM 3a
BIJITIOBITHUMU aTprOyTaMHu, CTIT BIJITIOBITHUMU aTpHOyTaMH,
napamerpami, ckianoBumu CIIT" napamerpami, ckiagoumu CIIT"
dopmyBaHHS KOHKYPCHTHHUX IIepeBar 3a 3aBnaHHs dopmyBaHHS KOHKYPCHTHHX IIepeBar 3a
] PaxyHOK ITOCHJICHHS YHIKaJIbHOCTI R - —> PaXyHOK TIiIBHIIEHHS SKOCTI
. . TIPaBIIiHHS . .
KIIIEHTCHKOTO CEPBiCY yrp KIIIEHTCHKOTO CEPBICY

3 buiok. IliianyBanHs (po3podKka ynpaBJ/liHCbKHX pillleHb)

TperaBoTIHHT, POpCAUT-TOCTIIHKCHHS,

RArTrrmrnnrirrm  mrnatirr s srraTAaTTTr -

Bu3HadyeHHs BHYTPIITHIX DHKEPEI Ta pecypciB
YIOCKOHAJIEHHS KIIIEHTCHKOTO CepBicy

v

v

Y3aranpHeHHS Ta 00poOKa iHdopmarii

L 2

I'eHepartis ijeit m0/10 ynpaBIiHHS KIIEHT-OPIEHTOBAHICTIO

v

Po3po0Oka ympaBiiHCEKHX pillieHb 111010 3MiH 3a atpudytamu CIIT

v

[igroroBka riaHy iMIUIeMeHTAaMi{ 3MiH Y TiSUIBHICTH TOTEIIO

¥

JloBeieHHsI TUTaHy IMITIEMEHTAIII 3MiH 10 TIepCOHATY, MOTHBALILS IO TTiit

v

Peanizanis miany

v

KonTtpons pe3ynbraTiB peanizaiii maHy

S R -

4 Baok. YnpaBaiHHS KJI€EHT-OPi€HTOBAHICTIO cepBicy roTes0 — MPUHHATTS KapUHAIbHUX,
KOPUT'YBaJIbHUX Ta IHHOBAI[IHUX PIllI€Hb 32 1HAUKATOPaMH CEPBICHOTO MPOAYKTY FOTEIIO

Puc. 3.21.

CEPBICY B 3aKJIaJjaX TOTEIBHOTO
*CIII' — cepBiCHUM TTPOTYKT TOTEIIO

rocrogapcrBa

CTpyKTypHO-JIOTIUHA CX€Ma YIPaBIIHHA KII€HT-OPIEHTOBAHICTIO
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BBaxkaroun  MPIOPUTETHUM  CTUMYJIATOPOM  MIABUIICHHS  I[IHHOCTI
KIIEHTCHKOTO JOCBIAY (DaKTOp 1HHOBAIiM, PEKOMEHIYEThCS MPOAKTHUBHUM CTUIIh
YIOpaBJIiHHS, KWW Mependadae MOIMIyK HOBUX MOKJIHUBOCTEH, 1HHOBALIMHUX 1/1€H
3a BIJNOBIIHUMHU aTpUOyTaMu, MapaMeTpaMu, CKIaJO0BUMHU CEPBICHOTO MPOAYKTY
rOTEJIIO.

3 oaHOrO OOKY, cCaMe HEeCTaHJIapTH1, HOBI ISl TOTENBHOT IHAYCTPIl pIICHHS
3MaTHI TPUBEPHYTH yBary KII€HTIB 1 3a0€3MEUUTH TEPEBUILEHHS pPE3yJIbTaTy
B3a€MOJIIT HaJ iX OYIKYBAaHHSIMHU, a 3 1HIIIOTO — BaYKJIMBO 3alPONOHYBATH KIIIEHTAM
T€, L0 IHIII TOTEIl HE 3/aTHI Y NEBHUW NPOMIKOK 4acy, 1 MOKM I1HHOBAIA
HE TIOBTOPIOBATHUMETHCS IHIIMMH TOTEIh MATHME VHIKaJIbHY KOHKYPCHTHY
nepeBary, ska, BIJIMOBIAHO N0 LHUKIY (OpPMYBaHHS I[IHHOCTI KJIIEHTCHKOTO
JIOCBiJly, TO3WTUBHO BIUIMBATUME Ha IMIJABUIIECHHS 3aJ0BOJICHOCTI, JIOSJIBHOCTI
rocTedd, TUM CaMHM 3a0e3Meuyloyd MPUXWIBHICTh JI0 TOTEII0 Ta TOTOBHICTh
0 anBokaiii. TakuM YMHOM, KJIFOYOBHMM 3aBJIaHHSM MPOAKTUBHOTO YIPaBJIIHHS
KJIIEHTCHKUM JIOCBIJIOM B 3aKJIaJll TOTEJIBHOTO FOCIOJAPCTBA € MIABUILECHHS HOTo
I[IHHOCTI 3aB/SKH CIPSMYBaHHS 3yCHJIb Ha ()OPMYBAaHHS KOHKYPEHTHUX IepeBar
32 paXyHOK IMOCUJIEHHS YHIKAJIbHOCTI KIIIEHTCHKOTO CEPBICY.

VY Bumaaky mnepeBakaHHS HE3aJ0BOJICHOCTI KIIIE€HTIB TOTETI0 OUIBIIICTIO
CKJIQJIOBUMHU, TTapaMeTpaMH Ta aTpuOyTaMu MPOMOHOBAHOTO CEPBICHOTO MPOAYKTY
PEKOMEHIY€EThCSI PEAKTUBHUM CTHIIb YIPABIIHHSA KIIEHTCHBKUM JOCBIZIOM, SIKAN
nependayae CBOEYacHe BUSBIICHHS Ta MUTTEBE CIPSIMYBAHHS 3yCUJIb HA YCYHEHHS
BUSIBJICHUX HEJIOIKIB Ta MPOOJIEM 3 METOI0 yIOCKOHAJIEHHS KJIIIEHTCHKOTO CEPBICY.
3aBIaHHSIM  YIPaBIIHHSA  KJIIEHTCBKUM  JIOCBIIOM TIPpM I[IbOMY BHU3HAY€HO
dbopMyBaHHS KOHKYPEHTHUX TMepeBar 3a paxyHOK TIJBUIINEHHS SKOCTI
KJIIEHTCHKOTO CEPBICY.

[Iporiec po3poOKM YIpaBIiHCHKUX PIIIIEHB 32 MPOAKTUBHOTO T4 PEAKTUBHOTO
X0y € IICHTUYHUM 3a €TalaMH, a BiJIPI3HIETHCS JIMIIE 3a HKepeliaMu 310paHoi
iH(popmartii. [IpoakTUBHUIN CTHIIb yIpaBiIiHHS KJIIE€HTCHKUM JIOCBIJIOM 3a0e3reuye
IHHOBAIIMHUIA PO3BUTOK 3aKJIaqy TOTEIBHOTO rocronapcTia. [Ipu mipomy pireHHs,

K1 TPUNAMAIOTHCS, OPIEHTOBAaHI Ha BUIEPEIHKEHHS, Y PE3yibTaTi iX MPUUHATTS
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B CKJAJOBl,  MapaMeTpu,  aTpuOyTH  CEpPBICHOTO  MPOAYKTY  TOTEJIO
BIIPOBAKYIOThCS 1HHOBAIIlMHI PIIICHHS, TEXHOJOT1i, HOBI Ta/ab0 KpeaTuBHI 1Jei.
[IpoakTuBHE ympaBiIiHHS — TBOPYMM MPOIEC, B SIKOMY OCOOJIMBY pOJIb BIIIrpae
iHbopMaIlis 11010 MaHOYTHIX TOTPeO, MMOBIPHUX 3MIH CTUJIIO KUTTS 1 MOBEAIHKU
JIOJICH, PO3BUTKY TEXHOJIOT1M, TOMY OCOOJUBY pOJIb IpPH IIBOMY BIIIParOTh
HACTYITHI METOJIU JTOCITIKCHHS:

— KYJIXaHTUHT, TPEHJIBOTYUHI — METOJIU 300py iH(oOpMaIi MOA0 HOBHUX
TPEHIIIB, Kl 3apOJUKYIOTbCA Y CYCHUIbCTBI, HMOBIpHI 3MIHM MOJH; 1HCAWTIB
Ta TPOTrHO31B MailOyTHIX MOTped y pi3HUX cepax;

— ¢opcailT-10CIIKEHHS] — METOJT 300py 1H(hOpMallii, 3aCHOBaHUHN Ha OIlIHII
Ta aHaJi31 HACIIAKIB, MOB’SI3aHUX 3 MPOrPECOM HAYKH Ta TEXHOJIOT1H, BUSBIICHHI
MOKJIMBUX TIEPCIIEKTUB TMOJAIBIIOr0 1HHOBAIIMHOTO PO3BUTKY, MPOCKTYyBaHHI
MaiOyTHIX TEXHOJOTTYHUX TOPU3OHTIB;

— OGHUMapKIiHI — MeToJl 300py iHQopMallii, 3aCHOBaHM Ha TMOPIBHSIHHI
Ta OIIHII AISUTbHOCTI KOHKYPEHTIB 3 METOI0 BHBYEHHS HaMKpalluX pe3ysbTaTiB
Ta JOCBINY, SIKHH IbOMY CTIPHSIB,;

— IU3aliH-MHUCJICHHS — MeTOo 300py 1H(opMaIli moa0 mpooiaeM Ta 3aruTiB
MOTEHIIHUX CIOKUBAYIB Ta MiITOTOBKK HECTAHJIAPTHOTO PIIICHHS, IHHOBAIIHHOT
171ei.

[IpoakTuBHMIA CTWJIb YNPABIIHHS KIIEHTCHKUM JOCBIIOM MO>KJIMBHIMA
32 yMOB HAasSBHOCTI B 3aKJaJi TOTEIBHOTO TOCIOAApCTBA  CIEIIAIIbHO
MIJTOTOBJICHUX Ta 3JaTHUX J0 HECTAHJIAPTHOTO, IHHOBAIIMHOTO MUCIJICHHS JIIOJICH,
Kl BMIIOTh TEHEpPyBaTH I1HHOBAIlilHI 11€i, BTUIIOBAaTH Yy peajdbHI MPOIYKTU
Ta cepBic. HaBemeHe 1mie pa3 MIIKPECTIOE BaXJIUBICTH (POPMYBaHHS €IUHOI
KOMaH/IY TIPALiBHUKIB, Y TOMY YUCJ1 3 TATPUEMHUIIBKUMH KOMIETEHTHOCTSAMH.

Y BuUNAAKy pEaKTUBHOTO YMPABIIHHSI TPIOPUTETHUM € BU3HAYCHHS
BHYTPIIIHIX JHKEpPET Ta pECypCiB YIOCKOHAIEHHS KIIEHTCHKOTO CepBICYy. Y LbOMY
aCmeKTi BaXJIMBUMH HaBUYKAaMH MEHEKEPIB € 3JaTHICTh aHali3yBaTH
Ta OIIHIOBATH HASIBHE TOJIOKEHHS, CBOEYACHO BUSIBIISITH TPOOJIEMH Ta HEIOJIKH,

00’€KTUBHO MPEJCTABJISITH CUTYallll0 1 BU3HABATHU JOIYIIEHI MOMMJIKH, IIBHIKO
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npuiiMaTé YOpPaBIIHCBKI PIMIEHHS IIOAO YCYHEHHS NpoOJieM Ta HEIOMIKIB.
[le Bumarae mornuOIEHUX 3HAHB YCIX MPOIECIB, SKI BiAOYBalOThCS B TOTENI,
1 3a0e3meuyroTh HaJIaHHS CEPBICHOTO MPOYKTY.

BapiaTuBHicTh AMOBIpHUX YOPaBIiHCHKUX pilieHpb
dhopMyBaHHS/TIIBUIIICHHS KJI1€HT-OPIEHTOBAHICTIO TOTENIO 3yMOBIIIOE€ MOKIIUBICTD
BUKOPHUCTAHHS CIICHAPHOTO TIIXOMy JO OpraHi3alliifHO-yHpaBIiHCHKUX 3MiH,
mo mepenbadae BUOIp CTWIO yIpaBiaiHHA (IMIPOAKTUBHE ab0 pEaKTHBHE)
(puc. 3.22), anbTepHATHUB YIPaABIIHCHKUX pilllcHb (IHHOBAI[IHHKMX, KOPUTYBAJIbHHUX.
KapAWHAJIbHUX) WIOJI0 3aCTOCYBaHHS 1HCTPYMEHTIB (OpMYBaHHS aTpuUOyTIB
CEPBICHOTO TMPOJAYKTY 3aJIEKHO BIJ CTYHEHS SKOCTI HAOyTOTO KIIEHTCHKOTO
JIOCBIJTY.

Po3poOka pilleHHS I[IOAO YHOPABIIHHS  KJIIEHTCBKUM  JIOCBIIOM — —
1€ KOJIEKTUBHUM, TBOPUMI IMPOLEC, 10 SKOTO MAIOTh 3aJy4yaTHCs KEPIBHUKHU YCIX
M1IPO3/IUIIB TOTEII0, a TAKOXK (DaxiBIll 3 MAPKETUHTY. Y pe3yJbTaTi NpeCTaBICHHS
Ta YCBIJJOMJICHHS y3arajbHEHO1 Ta 00po0seHoi iHpopMallii IpeICTaBHUKU POOOUOT
Ipynu NpOIMOHYIOThH BJAcHI 1€l Ta BapiaHTU BHUPIIIEHHS MMOCTaBJICHOTO 3aBaHHS.
Ha ix ocHOBI (OpMYIOThCS BapiaHTH YIPABIIHCHKUX pIMIEHb MIOJ0 3MIH
3a aTpuOyTaMu CEpPBICHOTO MPOJYKTY TOTENI0, 3 SIKUX OOUPAIOTHCS ONTHUMAJbHI
JUTST KOHKPETHOT CHUTYyallli 3 ypaxyBaHHSM HAasBHUX MOKJIMBOCTEH Ta pecypciB
(Tabn. 3.14).

3 MeTOI0 peanizallii MPUIHATUX PIllIeHb PO3POOISETHCS MJIaH IMITTIEMEHTAITI]
3MIH y JAiSUIBHICTH roTemo. Jns Horo peamizamii 3aBAaHHS Ta JOPYYECHHS
JIOBOJSITBCSL 10 KOHKPETHUX TMPAIiBHHKIB, SIKI MalOTh BHKOHYBAaTH iX y MexXax
cBOiX mpodeciiHux 000B’s3KiB. JIJIsl SKICHOTO BHKOHAHHS SKHX Ta OTPUMAaHHS
BHCOKOTO pe3yJdbTaTy BaXXJIMBUM € MOTHBYBaHHS TPAIliBHUKIB, CTBOPEHHS
Ta JIOBEJICHHS JI0 HUX JOJaTKOBUX MaTepialbHUX Ta HEMaTepiaJbHUX CTUMYJIIB.
Peanizamiss 1uiaHy ympaBiliHHA KIIEHTCHBKAM JOCBIIOM MOTpeOye MOCTIHHOTO
MOHITOPUHTY Ta KOHTPOJIO  pPe3yibTaTiB, IO JO3BOJUTh  BIJICTEKUTHU

iX BIJMOBIIHICTH OUIKYBaHHSIM.
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HigBumenHsi piBHs
KJIi€EHT-OPi€HTOBAHOCTI
CEepPBICHOI0 MPOAYKTY
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Puc. 3.22. CueHapHuid miaxiJ A0 NPUUHATTSA PIlIEHb YMPABIiHHSA KIIIEHT-

OpIEHTOBAHICTIO CEPBICHOTO MPOIYKTY TOTEIIO
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VY pasi BiIXWICHHS BiJ] SKUX Yy HETATUBHHUMA OIK 1aCTh MOMJIMBICTH IIBUIKO
BIIKOPUTYBAaTH IJIaH Ta CKOOPAMHYBAaTH POOOTY y HEOOXiTHUN HAmpsSMOK MAJis
MOKpAIICHHS pe3yJIbTaTy.

VY pe3ynpTaTi IMIUIEMEHTALlll TIaHy YIPaBIiHHS KIIEHTCHKUM JIOCBIIOM Mae
chopMyBaTUC JIAHITIOT PEaKIliil peaIbHUX Ta MOTECHIIIHHUX KIIIEHTIB TOTEIIIO:

1) bopMyBaHHs iHTEpECy MOTEHIIMHOIO KJIIEHTa 1O 3aKjIaay TOTEIbHOrO
rOCIIO/IapCTBa;

2) mifcuIIeHHs Oa)kaHHs 00paTH roTejb;

3) CIOHYKaHHS Ta MPUHHATTS PIICHHS 1010 BUHOOPY TOTEIIO;

4) 3a10BOJICHICTb TOCTS ITiJT Yac MPOKUBAHHS B TOTEIII;

5) NOSIBHICTh KJIIEHTA SK HACHIJOK IO3MTHBHHX €MOIA Ta BHCOKOI
3aJI0BOJICHOCTI CEPBICHUM MPOAYKTOM TOTEIIO.

BaxxnuBuM eTamoMm yrpaBiiHHA KJIIEHTCHBKMM JIOCBIIOM B 3aKiajax
TrOTELHOTO TOCIOJAPCTBA € BHU3HAYCHHS METH YIPABIiHHA KIIEHTCHKUM
JIOCBIZIOM, B1J SIKOT 3aJie)KaTUME MOILIYK 1HCTPYMEHTIB MIJBULIECHHS PIBHSA KJIIEHT-
OpPIEHTOBAHOCTI CEPBICHOTO TPOAYKTYy roTemto. [lporec BU3HAYEHHS METH
3aCHOBYETBHCSI Ha 31CTABJICHHI OTPUMAHUX PE3YyJbTaTIB OLIIHIOBAHHS CHPUUHATTS
KIIIEHTCBKOTO  JIOCBiAY, KIIIEHT-OPIEHTOBAHOCTI, IOBEIIHKOBOI  JIOSJIBHOCTI
(puc. 3.23), a TakOXK ypaxoOBYEThCSI aOCONIOTHA PI3HUIS TOKA3HUKIB CIPUUHATTS
KJIIEHTCHKOTO JIOCBIJly Ta KIII€HT-OPIEHTOBAHOCTI, fKa TMOKAa3y€ BIJMOBIAHICTh

CIPHUIMaHOI IIHHOCTI CEPBICHOTO MPOAYKTY TOTEII0 TOCTSIMH ii OIIHII 3 MOTJISATY

nepcoHaly.
— — ™\ 72 (~75%) r N

* Bricoxrdi plEeHB = e + TTigTprmaka
CTIPIHIFATTA O CATHYTOTO
KII1EHT CBKOTO PIBHS Ta ITONIYEK
AOCBIMY Ta * Hocrarhbo IHHOBALIITHIIX
B1OITOBLIHO BHCOKaA PIITIEHE AT
BICOKILL PIBEHB LoTE S0 URDIeTE) ornopmeadas CIIT
KITiEHT - TOSITBHICTE
OPlEHTOBAHOCTI

- . ; ; IIpiopHTeTHA META
KO, 71 {(0,8...0.9) YOpPAaBJHHA

Puc. 3.23. Ilpouec aHamizy [IaHUX OIIHIOBAaHHS CEPBICHOTO MPOAYKTY
TOTEJIO MiJl Yac BU3HAUYCHHS METH YIIPaBIIHHS
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BinmoBigHO 10 OTpuMaHUX pe3yJbTaTiB OLIIHIOBAHHS CEPBICHOTO MPOIYKTY
roresneit M. KueBa mist 6 roreneit 4* (Ramada Encore Kiev, Xpemaruk, Cityhotel
(KuiB), Vozdvyzhensky, «Staro Hotel», AJI®GABITO T'otens (KuiB)) Ta mis 8
3*-ux roteneir (bizHec-rorens «Reikartz Artame KwuiB», Camror, YxkpaiHa,
I'PK «BepxoBuna», Ambassador Plaza, Anapis I'orens, OGepir, bizHec-rorenb
«Dnopunay), mo ckiagae maibke 50% IOCHIIKEHOT CYKYITHOCTI, MPIOPUTETHOIO
METOI0 YIPABIIHHA BH3HAUYECHO MIATPUMKY OCSITHYTOTO PIBHS MPOMOHOBAHOTO
CEpBICHOTO MPOAYKTY Ta MOIIYK 1HHOBAIIMHUX PIlIEHb JUIsI WOr0 MOAANBIIOTO
OHOBJICHHS [UJIs1 3a0€3ME€YEHHs] YHIKaJIbHUX XapaKTepUCTUK 1 (OpMyBaHHS
KOHKYPEHTHHUX IIepeBar, M0 CHPUATAME 3HAYHOMY MOKPAIICHHIO KIIEHTCHKOTO
JIOCBIY 1 IpUBaOJIeHHs yce OUThIIUX MOTOKIB Kii€eHTiB (Tabn. 3.14). Ilpu upomy
PEKOMEHIOBAaHO MPOAKTUBHUN CTUJIb YIPABIIHHSA, SIKAH 3a0€3Me4YUTh TOTOBHICTD

Ta MO>KJIMBOCTI aKTHBI3aIli1 IHHOBAIIIHHOTO MPOIIECY B 3a3HAYCHUX TOTEIISX.

Tabnuys 3.14
PexomenmoBani BapiaHTH pillIEHb MO0 YIPABIIHHS KI1€HT-OPIEHTOBAHICTIO

CEPBICHOTO MPOJYKTY JJisl roTeneit M. Kuena

Kiienr- PiBensn
. - IloBe- . )
OpIi€HTOBA | CHIPHIAHATTS iHKOBA I[MpioputerHa leoplzf-
FOTCJ'IL HIC'I.‘I) KII1€EHTCh- ZIAKO TOSITE- MeTia TCTHHUU
CepBlcy KOT'O HiCTI) praBHlHHH CTHUJIIb
KO JOCB1Y chr yIpaBIiHHS
Z2
Z1
1 2 3 4 5 6 7
Torem 4*
ramadaEncore | ogr17 | 0896 | z1=ko | 075 | Ilimmpumka
lev JOCSITHYTOTO
XpermarHk 0,85 085 | ZI=KO | 075 | pisHsATa 5
_ } TIOIYK 0
Cityhotel — Kuis 0,8828 0,922 Z1>KO | 0,837 . .y
iHHOBAIIi}i- A
Vozdvyzhensky 0,8725 0,888 Z1=KO 0,76 HUX pi]_ueHL K
“Staro Hotel” 0,8668 0,89 Z1=KO | 0,804 ISt T
OHOBJICHHS 11/31
?(ﬁf}fgg 0,8624 089 | Z1=KO | 0809 | CepBicHOro H
IPOIYKTY -
TFOTEJIO0
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IIpooosowcenns mabn. 3.14

1 | 2 3 4 5 6 7
Totem 3*
Biznec-rorens
«Reikartz 0,8295 0,834 Z1>KO 0,79
Artamie KuiB»
I'otens Cammror 0,8212 0,812 Z1=KO 0,85
VYkpaina 0,836 0,806 Z1=KO 0,85
I'PK
" " 0,8 0,8 Z1<KO 0,8
BepxoBuna
Ambassador 0,8365 083 | zI-KO| 08
Plaza
Anpist 'otens 0,8668 0,916 Z1>KO 0,94
Obepir roteis = | gg47 0876 | ZI=KO | 09
KwuiB
bisnec roterts | 8165 0814 | Zz1=KO | 081
«Dopuna»
IoTeni 4*
{I"Te.m’ 3 0,806 0844 | ZI=KO | 0693 | BWIBICHHI
AllOHATEHAN — poOJIEMHHX
KwuiB . P
MICIIb Ta
['oTens 0,7995 0,818 Z1>KO | 0,683 E
Bpatuciasa 3aCTOCYBAaHHSI A
Apt-Otenb 0,826 0836 | ZI=KO | 0,681 | KOPHIYBAIIb- K
bakkapa HUX O1M OO0 T
President Hotel 0,8274 0,826 Z1=KO | 0,682 | iX yCyHEHHs n
— KuiB I B
Radisson Blu 0,8272 0842 | ZI=KO | 0,688 | pokpamenns H
Hotel, Kyiv ) E
CEPBICHOTO
jorens Holiday ¢ g30g 0866 | ZI=KO | 071 | HPOLYKTY
nn rOTEJNIO
I'oTemni 3*
I'otenpuni
KOMILIIEKC Z1=KO
Typuct 0,7934 0,782 0,7
Premier Hotel _
Rus 0,7989 078 | 47RO o7
Premier Hotel _
Lybid 0,8214 0798 | 21RO o7
loTenb I[py>i<6a 0,7483 0,746 Z1=KO 0,75
AnapT-rorenb
«Ko3anpkuii» Z1=KO
Ha Maiinaui 0,7354 0,738 0,7
Express Hotel 0.8038 0.76 Z1<KO 074
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IIpooosowcenns mabn. 3.14

1 | 2 | 3 | 4 | 5 6 7
INotem 4*
0,7518 0,734 Z1=KO | 0,535 Busgsienus
HEO0JIIKIB,
pOOJIEMHHX
MICIIb Ta
KapaIuHaIbHI
pIIICHHS
I'otens 0,7215 0,708 Z1=KO | 0,481 11010
«JInimpo» YIOCKOHAJIE
HHS
CEPBICHOTO
MPOJIYKTY
TOTEJII0

Kuis

loTemi 3*
Mup—Kuis | 07922 | 079 [ZI=KO | 0,66

Jist 4* roreneii: Hamionaneuuii (Kui), bpatucnasa, Apt-Otens bakkapa,
President Hotel (KuiB), Radisson Blu Hotel (KuiB), T'orens Holiday Inn
ta 3* (Typuct, Premier Hotel Rus, Premier Hotel Lybid, [Ipyx6a, Ko3amupkuii,
Express Hotel), sixi cknanarors 41,4% CyKymHOCTI JOCTIIKCHAX TOTENIB, B SKUX
JIOCTATHBO BHCOKI TOKA3HWKW CHPUUHATTS KIIEHTCHKOTO JOCBIMY Ta KIEHT-
OpPIEHTOBAHOCTI, aji€¢ BIJAMOBIJHO 1O TMOKA3HUKIB MOBEIIHKOBOI JIOSUIBHOCTI Mae
MICII€ HEJOCTaTHIA 1i piBEHb, MPIOPUTETHOIO METOIO YIPABIIHHS BU3HAYEHO
BUSIBIICHHS TIPOOJIEMHMX MICIIb Ta 3aCTOCYBAaHHS KOPHWTYBaJbHUX i MOAO iX
YCYHEHHS JIsl IOKPAILIEHHS! CEPBICHOTO MPOIYKTY 1 3a0e3mnedeHHs1 OUIbIll TTOBHOTO
3aJI0BOJICHHS TocTel. Y Tphox rotensx (Kuis, JlHinpo Ta Mup), B SIKUX BUSBICHO
HAaWHWKYUI PIBEHb CHPUMHSTTS KIIEHTCHKOTO JOCBiAY, KIIIEHT-OPIEHTOBAHOCTI
Ta TIOBEIIHKOBOI JIOSUIBHOCTI TMPIOPUTETHOIO METOI0 3alpOTIOHOBAHO BUSBICHHS
HEJI0JIIKIB, MPOOJIEMHUX MICLb Ta BIPOBAIKEHHSA KapJWHAIBHUX YIPABIIHCHKUX
pIIlIeHb 1010 YAOCKOHAJIEHHS CEPBICHOTO MPOAYKTY roTento. s peanizaiiii MeTu
MI0JI0 KOPUTYBAJILHUX Ta KapJAWHAIBHUX A1l PEKOMEHJOBAHO PEAKTUBHHUM CTUIIh
YIOPABIIHHSA, SIKAHA JO3BOJIUTH IMIBHUJIKO W OMEPATUBHO JIarHOCTYBaTH Ta BUSBIISATH
HEJIOJIIKM B CEPBICHOMY TMPOAYKTI Ta CBOEYACHO BXKHUBATH JIEBUX 3aXOIB

JUIS X YCYHEHHS 1 Ioro mokpaieHHs Ta/ad0 yA0CKOHAICHHS.
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3aneXHO B PEKOMEHJOBAHOI METH YIPaBIIHHS KII€HT-OPIEHTOBAHICTIO
CEPBICHOTO MPOAYKTY TOTEIIO Ta, YPaXOBYIOUH PiBHI CEPEIHIX OMIHOK CKJIaIOBUX
KJIIEHT-OPIEHTOBAHOCTI ~ CEPBICHOTO  MPOJYKTY  TOTENI0,  PO3POOJISIOTHCS
VOPABMIHCHKI  PIMIEHHS 32 KOXXHUM OIlIHEHWM IHJIWKATOPOM  BiJTOBIAHO
0 po3poOieHux BapiaHTiB (puc. 3.24). 3acHOBYIOUHMCH Ha OTPUMAHUX
pe3yibTaTax OIIHIOBaHHS, pO3pOOJEHO MATPULIIO YIPABIIHCHKUX PpillIEeHb
(Tabm. 3.15) Ta HagaHO TMPAKTUYHI peKOMeHmaIlli mis roreno «HarmioHamsHUN»
1010 YIPaBJIiHHS KJIIE€HT-OPIEHTOBAHOCTI IPOMIOHOBAHOTO CEPBICHOTO MIPOIYKTY.

BignoBimno 1o manux Ta6n. 3.14 B gaHOMy 3akjajl TOTEIbLHOIO
rocrojapcTBa BUSABJICHO JOCTATHHO BHUCOKUH PIBEHb KIIEHT-OPIEHTOBAHOCTI Ta
COPUMHATTS KJIIEHTCHKOTO JIOCBIAYy, ajieé MpU IbOMY pIBEHb CIPUHMaHOT
JIOSUTBHOCTI HMKUE CEPEIHBOTO, 1[0 CBIIUUTH PO HASIBHICThH CJIA0KUX MICIb, TOMY
MPIOPUTETHOIO METOI0 BU3HAYEHO BUSBJICHHS MPOOJIEMHHUX MICIlb Ta 3aCTOCYBaHHS
KOPUTYBAJILHUX M1 1070 1X YCYHEHHS I MOKPAIIEHHS CEPBICHOTO MPOIYKTY
TOTEJI0 Ta PEKOMEHIOBAHO PEaKTUBHUN CTHJIb YIpaBIliHHA. JIume micis ycyHeHHS
BUSIBJICHMX HENOJNIKIB MOXJMBUM OyJe TIONIYK I1HHOBAIlIMHUX  PIIICHb

JUIsl TIOCUJIEHHS! KOHKYPEHTHHUX MepeBar y MailOyTHbOMY.

PiBeHb
CCpEAHBO1 Trn 3MiCT yIpaBIIiHCHKOTO
OL[IHKH ynpa]fil;l;;;{om pllIeHHS
1HIUKaTOpa p
b.<4 — HUKYE ITo30aBeHHs Bifl |«
| cepeaHbOro > Kapaunanshe CTaporo, 3amMiHa
iBHS pilIeHHS HasBHOTO HA HOBE | !
P JUIA 3aKJIay :
A<Beds - Kopurysanbhe Ioxpawmenns, ¢
— CepenHIN pury YAOCKOHAJICHHS, |
piBEHb PIIICHIA KOpUryBaHHs b
ICHYIOYOTO
beA' ’Se_ — BrpoBa/pkeHHs |1
cepe IIJ{lLoro > InHOBamiiHe Ta/abo 3amiHa Ha | |
p iI}[3 . PILICHHS abGCOTIOTHO HOBE |
p JUJIS TajTy3i

Puc. 3.24. Bapiantu ynpaBmiHCbKUX PIIIEHb IIOA0 1HAUKATOPIB CEPBICHOTO
IPOAYKTY TOTEIIO
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Tabnuys 3.15

Martpulis ynpaBIiHCHKUX PILIICHB 32 IHAUKATOPAMH KII1€EHT-OPIEHTOBAHOCTI

rorento «HamoHanpHUN»

PiBeHb cepenHpoi OIiHKH

5 2 = IHAUKATOpa
o= = - =
S [HHKaTOPH by<q 4<br<4d 5 b>4.5
‘g 8 5| Pakropu - VIpaBiiHChKi pilleHHs
g2 3aJI0BOJICHOCTI P P
H E =
<c W A
5 2, % Kapaunanehi| Kopurysanshi | IHHOBaminHi
&) © o
1 2 3 4 5 6
KoMpopTadenbHICTIO
OpUMilIEHs T4 HOMEPIB - 4.3 -
TOTEJI0
X1 piBHEM OCHAILIEHOCTI
KOM(l)OpTHiCTB OpUMILIEHs T4 HOMEPIB - 4,2 -
] TOTEJI0
MaTeplaJIbHUX PO3BHHEHICTIO 405
YMOB iH}pacTPyKTypH rOTEII0 ] ' )
TIPOKUBAHHS piBHEM 0J1ar0yCTPOIO B 4,15 )
TEPHUTOPIi FOTENI0
3pYyUHICTIO MiCIIs _ 4.4 )
po3TalyBaHHA !
IIBUKICTIO Ta
ONEepaTHBHICTIO - 4,3 -
00CITyrOBYBaHHS
CHCTEMOI0 OpPOHIOBaHHS Ta ) 42 )
pe3epByBaHHs !
IpUHOMOM Ta
PO3MIIIEHHAM B 4,25 )
piBHEM 0OCITyTOBYBaHHS B _ 41 )
X2 HOMEpax !
. iBHEM oprasizarii
K1 Skicth EapquaHHﬂ P ] 4,15 )
HpOHGCiB p'iB'HeM o CaHiTapHO- ) 4,45 )
ririeHiYHoi Oe3neKu
O6CJIerBy- OE3IeYHICTIO Ta yMOBaMH
BaHH: 30epeKeHHs BIIACHHX - 4,35 -
peuen
piBHEM KOH(QIIEHIIHHOCTI
iHpopmarii Ta - 43 -
iHpopmaniiiHoi Ge3nekn
KYJIBTYPOIO 305 }
00CITyroBYBaHHs '
NIpUBa0IIMBICTIO
arMocdepu } 415 )
OXaiHICTh Ta 30BHIIIHIN _ 4.5 )
X3 BUIVISLL IEPCOHAILY !
. J0OPO3NYIIUBICTD Ta
B3aemoB1HO- J'IIO6IZH3HiCTI) epcoHaTy ) 4,2 )
CHUHU 3 KOMYHIKa0eIbHICTh _ 43 )
[EPCOHAIIOM | PConaly. ’
3J71ar0KEHICTD poboTu
MEPCOHAITY TOTENIO 3,95 -
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. PiBeHb cepeHbOI OIIHKH
Ho= .
5 2 = IHAUKATOpa
R~ = - -
5 § § o IHI[I/IKaTOpI/I by<4 4.-<'[Jrc<4.-,5. '[Jrc>4,5
g S » aKTOpH 32710BOJICHOCTI YIpaBIIIHCHKI PIICHHS
H B =
< W A
5 2, % Kapaunanehi| Kopurysanshi | IHHOBaminHi
U o o
1 2 3 4 5 6
piBeHb pO3yMiHHS
TIEPCOHATIOM mpobiemM
X4 KJIIEHTIB Ta 30aTHICTH IX B 4,25 )
Emmnarisg BHilllyBaTH
piBEeHB Ba)JIUBOCTI
iHTepeciB  KiIi€HTIB s - 4,15 -
MIEPCOHATY
YMOBaMH IIpalli B roTeni - 41 -
piBHEM OITATH TIparli 3,6 -
MaTepiaTlbHUMHA 3,2 )
320X0YCHHIMH
coIiaJTbHUMU 1
X6 MOpaTbHUMHU 3,48 -
. 320X0YCHHIMH
K2 3a10BOJICHICTh COIIATBHO-TICUXOJIOT Y HIM ; 4.02 )
MEpCOHAIY KJIIMaTOM B KOJICKTHBI '
MEePCIeKTUBAMHU _
Kap’€PHOTO POCTy j ]
CTWIEM  Ta  METOJaMH ) 49 )
yIPaBJIiHHA KEPiBHUKA '
00’ EKTUBHICTIO OI[iHKH ) 49 )
KEpiBHUIITBOM POOOTH '
CTYMiHb LIHHOCTI pOOOTH - 4,5 -
FOTOBHICTh ~ BHKOHYBATH
JIOJATKOBI JIOpYYEHHS
(3aBaHHs), ki He - 4,7 -
X7 BXOAATh [0 MOCAJI0BUX
3aﬂy‘{eHiCTb 000B’s13KIB
piBeHb noiH(oOpMOBaHOCTI
IIepcoHaly opo  Miciro  Ta  mum - 43 -
NISUIBHOCTI TOTEIIO
TOTOBHICTh  JIOTIOMAraTH
rOCTSIM Ta pearyBaTH Ha 1X - 41 -
3aMUTh
MO>KJIHBOCTI HaBYaHHS
Ta MiABHILEHHS 3,9 - -
X5 KBaJTiQikarii
BHYTpiHIHH MIKITyBaHHS ~ KEPiBHUIITBA 3,3 ) )
: _ PO TMePCOHAI
. KJIEHT . BIMOBIAHICTE pPOOOTH B 31 ) )
OPIEHTOBAHICTD | roreni ouikyBaHHAM '
HiHHi.CTI) . 3yCHIIb _ 41 }
MPAIIBHUKIB !

3a OUIBIIICTIO 1HAUKATOPIB 30BHIIIHLOI KJIIEHT-OPIEHTOBAHOCTI B MaTpPHII

YOpaBIIHCHKUX pillleHb ToTeno «HarmioHansHU» CcHocTepiraeTbCs cepeaHin
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piBEHb OIIIHOK, TOMY pPEKOMEHJOBAaHO KOPUTYBaJbHI pIIMIEHHS, CHPSIMOBaHI
Ha TOKpAIIEHHS CEPBICHOTO MPOAYKTY. 30KpeMa ISl MiABUILEHHS KOM(POPTHOCTI
MaTepialbHUX YMOB MPOXUBAHHS PEKOMEHIYEThCS YaCTKOBE OHOBJICHHS MEOJIiB
B HOMEpax, 0COOJIMBO KaTeTropii «CTaHAapT», 03M00JI0OBAaHUX MaTepiamiB, 3amiHa
CTapux MOOYTOBUX IPHIJIA/IiB, CAHTEXHIKH Ha O1IBII Cy4acHi TOIIO.

Oco6mmBoi yBaru B rotem «HarioHansHU» MOTpedye YNpaBIiHHS SKICTIO
MpoIieciB 00CTyroByBaHHS, OCKUIBKH 32 OIlIHKAMHU TOCTEH MAarOTh MICIIC BUMAIKU
HE3aJI0BOJICHOCTI TpoliecaMy OPOHIOBAHHS Ta pe3epBYBaHHS HOMEPIB, IPUIMOMOM
Ta PO3MILIECHHSAM, OE3MEYHICTI0O Ta yMOBaMu 30€peXEHHS BIACHUX pedeil.
3a BIATYKaMM T'OCTE€H YCTAHOBJICHO HEBIAMOBIAHICTH CITIBBITHOIIEHHS I[1HA/SKICTh
CEPBICHOT'O MPOJYKTY JAHOT'O F'OTENI0, 0COOJIMBO HE BiMOBIIAIOTH X OUIKYBaHHIM
Ta KaTeropii roTejif0 OpraHizamis XapyyBaHHS Ta OOCIYroByBaHHS B HOMEpaXx.
VY 3B’43Ky 3 O3HAQYEHUM PEKOMEHIYEThCS HAJIAarOJIUTA BHUCOKOSIKICHHIA room
service, pO3IIMPUTU TEPENIK TOCIYT, KU Hapa3l B OCHOBHOMY OOMEXY€TbCS
JIOCTaBKOIO 1K1 y HoMepu. KopuryBanbHUX pillIEHb TAKOXK MOTpedye opraHizaris
XapuyBaHHA, 30KpeMa, JUIsl IiJBUIEHHS 3aJ0BOJICHOCTI TOCTEH JOIIBHO
YP13HOMaAHITHUTH MEHIO CHIaHKY, BapPTICTh SIKOTO BKJIIOUEHO Y IIHY MPOKHUBAHHS.
Crnin 3ayBaKuTH, 110 B YMOBax MaHAEMil 3alpoOBaPKEHO HOBI BUMOTH JIO PIBHS
CaHITApHO-TIT1€HIYHOT O€3MmeKku B TOTeNbHIN iHmycTpii. [anuit ¢dakt rotento
«HarionanpHuil» JOHIIBHO BUKOPUCTATH HE SK OOMEXYIOUYWW, a HaBIaKu
3BEPHYTH yBary TOCTEH Ha BIPOBAKECHI y TOTENl 3aXOJM IIOJO ITiJIBHIICHHS
CTaHJApTIB OOCIYrOBYBAaHHS 3aBJSKHU MOCTIMHIN caHITapHIi 00poOIl TPUMIIICHb,
JIEMOHCTpAIllil BXXUTUX JOJATKOBUX 3aXO/IIB, SIKI CIPUSATUMYTh IT1IBUIIICHHIO SIKOCTI
pOILECiB 00CITYTrOBYBaHHS.

[Topsin 3 He3HauHUMM TpoOJEMaMH, SIKI TOTPEeOYIOTh KOPUTYBaJIbHUX
pimens B rotem «HarioHanpHUI» BHUSABICHO BY3bKI MICIS, $SKI BUMararoTh
NPUIHATTS KapAUHAIBHUX PIIIEHb, CIPSIMOBAHUX HA CYTTEBE YIOCKOHAJICHHSI.
3okpeMa 0coOMBY yBary HEOOXiTHO MPUAUIUTH TaKUM 1HIUKATOpPaM CEPBICHOTO
MPOIYKTY SIK KyJbTypa OOCIYrOBYBaHHS, 3JIaro/DKEHICTh POOOTH TMepCOoHATY

roreyto. TakoK BUSBICHO CYTTEBI HEOMIKUA B KIIIEHT-OPIEHTOBAHOCTI MEPCOHATY
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roremto «HarioHanpHUI». Y CTAaHOBJICHO, MO 1HAUKATOPU 3aTyUYE€HOCTI MEPCOHATY
NOTpeOyIOTh  KOPUTYBAIBHUX PIlIEHb, a 3HA4YHA YacTWHA IHIWUKATOPIB
3aJI0BOJICHOCTI TIEPCOHATy Ta BHYTPIIIHBOI KIIEHT-OPIEHTOBAHOCTI — JIOAATKOBOI
yBarm Ta PO3POOKH 1 BMIPOBAKCHHS KapAWHAIBHUX PIMICHb, CIPSIMOBAHHUX
Ha IIBUJKE BUPIIICHHS BUABJICHUX MPOOJIEM Ta YCYHEHHS cIabKuX micip. ['oTento
HEOOXJITHO  3HAYHO  YJOCKOHAIMTH  CHUCTEMY  MOTHBAIlli  MpaliBHUKIB,
K MaTepiaJibHOl, TaK 1 COIlaJbHOI, a TAKOX 3a0€3MEYNTH MOKIUBOCTI HABUAHHS
Ta TIJBUIICHHS KBaji(ikailii, a ToJOBHE — IIOKa3aTHU IMIKJIyBaHHsS KEPIBHUIITBA
Ipo MepcoHan ¥ 3a0e3Me4MTH BIAMNOBIIHICT POOOTH B TOTENl OYIKYBaHHSIM
npaiiBHUKIB. Jluille 3a yMOB BUpIIIEHHS 3a3HAYEHUX MPOOJIEM 1 MiJIBUIICHHS
BHYTPIIIHBOI KJIIEHT-OPIEHTOBAHOCTI MOXJIUBUM Oyjle MIABUIICHHS 30BHIIIHBOT
KJIIEHT-OP1€EHTOBAHOCTI MEPCOHAITY TOTEIIO.

VY nisioMy B mporieci J0ciKeHHs roTeliB M. KreBa BUsABIEHO 0COOIHBICTD,
sKa IOJIsArae B TOMY, IO TMEBHA iX YacTka, a caMme roreni Kuis, [[ainpo ta Mup,
Kl MarOTh HaWHWKYl TTOKAa3HUKH MOBEAIHKOBOI JOSUIBHOCTI, a TaKOXK XpeIlaTUuK
Vkpaina, Hamionanpauii, bpatucnaBa, Kozanpkuii Ta iHII TOTPEeOYyIOTH
KOPUTYBAJIbHUX Ta/a00 KapAWHAJIBHHMX PIIIEHb JJIS MIABUIIECHHS KOM(MOPTHOCTI
YMOB TPOXHUBAaHHS, IO TOB’SA3aHO 3 HEOOXITHICTIO OHOBJICHHS MaTepialbHO-
TEeXHIYHO1 0a3u roTeiB.

SBASIOYNCH SIPOM CEPBICHOTO TPOAYKTY TOTENI0, caMe MaTepialbHO-
TexHIYHa 0a3a 3a0e3nedye HaJaHHS KOMIUIEKCY PI3HOMAHITHHX IMOCHIYT, a il CTaH
BIJIMBA€ HA pIBEHb KOMQOPTY Ta SKICTh OOCIyrOoBYBaHHS, TOMY BHCTYIA€
YUHHUKOM, SIKUW HalOLIbIlIe BIUIMBAE HA KaTeropito rotento. Habiipi ckiaaHo0
mpOoOJIEMOI0 BITYM3HSIHUX TOTENIB € HEBIJAMOBIMHICTH DPIBHSA CEPBICY CBITOBUM
CTaHAapTaM, 110 MEBHUM YHHOM MOB’S3aHO 3 3aCTaplIiCTIO MaTepialIbHO-TEXHIUYHOT
0a3mu.

Hesnaune mokpaiiieHHS MaTepiaibHO-TEXHIYHOI 0a3W TOTEJIIB HE BUPIIIUTH
11€1 BaXJIMBOT TpoOJIeMHU, OLIBIIOCTI TOTENIB B YKpaiHi MOTpiOHA peHOBaIlisl TOBHA
a00 yacTkoBa. SKI0 YaCTKOBA MOXE CTOCYBATHUCS OKPEMHUX 30H TOTEII0, OKPEMUX

MPUMIIIICHh, HOMEPIB, TO IIOBHA PEHOBAIllsl MOXe Nepeadadyatv HaBITh 3MIHY
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KOHIIETIIIi 3aKJIaxy, MOro MO3UIlOBaHHS, PEOPEHIUHT, M0 JO3BOJUTH HE TIPOCTO
MOKPAILUTH MaTeplalbHO-TEXHIYHY 0a3y, a i1 BUHTH Ha HOBHM CETMEHT PHUHKY.
VY CBITOBIH TpakKTHUIIl TOTEIBHOTO OI3HECY PEHOBAIllS PO3TJIATAETHCS SK OJHUH
3 eJIeMEHTIB (OpMyBaHHS KOHKYPEHTHHX IE€peBar roTeito, IMiJBUIIEHHS SKOCTI
MPOTIOHOBAHOTO CEPBICHOTO MPOIYKTY.

Y pe3ynbTari yCHINIHOI peHOBallli BHUPINIYIOTHCA 3aBIaHHS IIOJI0
MPUBAOJICHHSI Ta PO3IIUPEHHS KIIEHTCHKOI ayIUTOPii, MiBUIEHHS 33 J0BOJICHOCTI
Ta JIOSTILHOCTI TOCTEN 3a PaxXyHOK HaJIaHHS OLIBII SAKICHOTO CEPBICHOTO MPOAYKTY.
JI1st 1bOro HEOOX1THO MOHITOPUTH Ta BIACTEKYBATH CydacH1 TPEHIU Ta TEXHOJOTI]
B TOTENbHIM 1HAYCTpii. BHCOKMMHM TeMmamMu pPO3BUBAIOTBCS  TEXHOJOTIT
Ta OOJaJHAHHS JJIA TOTENIB, TOMY BOKJIMBUM €TAllOM pPEHOBAIlli € BUOIp 3ac001B
ocHanieHHs. OcoOJIMBY yBary mpu 1bOMY HEOOXIJTHO MPUILIATUA Mig0opy MeOJIiB
Ta 1HIIMX 3ac00iB 1HTEp €pPY, SKICThb, I[IHA, AKUX 3HAYHO 3aJICKUTh BiJl KaTeropii
rorento. YuM BOHA BHINE, TUM OUIBII BUMOTH, TOMY MOTPIOHI OUIBII BUTpPATH
Ha OHOBJICHHS MATEpilaIbHO-TEXHIUHOI 0a3u. Y rorensx BUIOI Kareropii (4*
Ta 5%) KpiM 3py4HOCTi, (DYHKI[IOHAJIBHOCTI, BaXXJIMBUMU XaPAKTEPUCTHUKAMU
OCHAIIIEHHSI € CYYaCHICTh, €CTETUYHICTh, BIAMOBIIHICTh Cy4aCHUM TEXHOJIOTISIM,
MOII.

HactymHuM BaXJIMBUM HampsiMOM  YIPAaBIIHHS KI1E€HT-OPIEHTOBAHICTIO
CEpBICHOTO MPOIYKTY TOTENI0 € BUKOPUCTAHHS CydyaCHUX MU(PPOBUX TEXHOJOTIH.
Cy4acHl CHoXKHBaudl TOTEJIbHO-PECTOPAHHUX TOCIYT CTAlOTh OLIBII JIOSUIBHUMHU
JI0 CEpBICHUX MPOJYKTIB 3aKJaJiB 1HAYCTPli TOCTUHHOCTI, fKI 3a0€3MeuyrTh
SKICHE 3a/I0BOJIEHHS iX 1moTped Ha OyAb-SKOMYy eTami LUIsXy KIII€HTa
(ycBimoMmieHHs, 1HTepec, OakaHHS, OUIBII JCTAIBHHA PO3TJIAN CEPBICHOTO
NPOJYKTY, TMOPIBHSAHHA, Aisl) y Oyab-skoMy Qopmari (OpsIMUH 4l HENpsIMUM,
peaNbHUIl YW BIPTyaJIbHUM KOHTaKT). TOMy Uil BCTAaHOBIIGHHS MIIHOTO
B3a€EMO3B 53Ky 3 KJIIEHTAMHU Ta 3a0e3MeUYeHHs €KOHOMIYHOTO 3POCTaHHS 3aKjiIaay
IHAYCTpli TOCTMHHOCTI HEOJAMIHHUM € PO3YMIHHSI TICHXOJOTIi KII€HTa, MHOro

eMOLlIH, CIPUNHATTS CEPBICHOTO MPOAYKTY TOILO, a TAKOX IMEpCOHaTI3allis BCIX
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Oi13HEC-TIpOLIECIB  3aKJIagiB  IHAYCTpli  TOCTHHHOCTI,  3MiHAa  MIAXOIB
70 0OCIYroBYBaHHS KIIIEHTIB 1 U(PPOBI3allisl KIIEHTCHKOTO CEPBICY.

Jlns pocnipkeHHs 1TupoBUX KaHAJIB B3a€MOJIIT 13 Kii€eHTaMu cpopMoOBaHa
CYKYMHICTh 3 29 MiANpUEMCTB TOTEIbHO-PECTOPAHHOI I1HAYCTpii, 30Kpema
14 roremie 3 3ipku Ta 15 roremiB 4 3ipku, posTamoBaHuX Yy M. Kuesi.
Ha mijncraBi 1aHMX CYKYHHOCTI 13 3aCTOCYBaHHSIM METO/JIIB €KCIIEPTHOTO aHaIi3y
IIPOBEJICHO AHKETYBaHHS, 3 MOJIAJIBIIOI0 CTAaHAAPTU3ALIIEI0 OJEPKAHUX BIAMOBIICH
y 10-6anmpHy OIIIHKY CTYINEHS 3aCTOCYBaHHS TOTEIsIMH HUGPOBUX KaHAIIB
B3aeMoii 3 kiieHTamu. Pesynbratn HaBeneHi Ha puc. 3.25-3.26.

JlocmipkeHHsT pIBHS MEepCOoHami3alli CEepBICHOTO MNPOAYKTY CYKYIMHOCTI
roreniB  Ykpainu (puc. 3.25-3.26) BusBWIO, 1O Yy OaraToKaHaJIbHOMY
1H(pOpMalIiHOMY CEpEAOBHINI MPOBIAHUM KaHAJIOM MPOCYBAaHHS TOCTHHHO-
PECTOpaHHMX NOCIYr 3aJMIIAEThCS O(MIUIMHUNA CcalT 3akiaay, a OCHOBHUMHU
MapKETUHTOBUMHU 1HCTPYMEHTAMU CIIJIKYBaHHS 31 3HAHOMHMH KIIIEHTaMH «tete a
tete» € email-po3cmiika 1 poborta mabNiKiB 3aKiaaiB 1HAYCTPli TOCTHHHOCTI

B COIlIaJIbHUX MEpexkKax.

Iumre (Google+, Tvitter, TL.:..
3D-1yp
bnor
TripAdvisor
Telegram, Viber, WhatsApp
Kanan YouTube
Cropinkay Instagram
Cropinka y Facebook

CaiiT roreio

Puc. 3.25. Iludposi kaHaam B3aeMoJIii 13 KIi€HTaMH 3-X 31pKOBUX T'OTEIIB

nocipKyBaHoi cykynmHOCTI (10-0anbHa o1iHKa)
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Iamre (Google+, Tvitter, TL: ..
3D-typ
brnor
TripAdvisor
Telegram, Viber, WhatsApp
Kanan YouTube
Cropinkay Instagram

Cropinka y Facebook

CaliT roTemnto

Puc. 3.26. I{udposi kaHanm B3aeMo/ii 13 KiIl€HTaMU 4-X 31pKOBUX TOTENIB

nociimkyBanoi cykymHocTi (10-6anbHa orfinka) [198]

He3Baxatoun Ha Te, 10 BCl TFOTENl MPOIMOBIAYIOTH KIIIEHTOPIEHTOBAHICTb
1 TO3UTUBHUM KIIIEHTCHKUI JTOCBIJ, €JMHOTO NUISIXY KJIIEHTA HE ICHYE. Y KOXHOTO
roremo cBos kKapta uuiaxy kiieHta (CJM), ska Bu3Hadae (opmMyBaHHS
BIJIMOBIJTHOTO KJIIEHTCHKOTO JocBimy. [IpoTe kowmemniiis diHIT TOYOK B3a€MO/IIi
i3 roctem (Guest Touch Line) ciyrye He JUIIe TCOPSTHUHUM BiIOOpaKECHHSIM
TOUYOK «IOTHKY» 13 KJIIEHTOM TOTEN0, ajleé M MpakTUYHUM 1HCTPYMEHTOM
BIJICTeXKEHHSI SKOCTI (hOPMYBaHHSI CEPBICHOTO MPOAYKTY TOTENIO, IO JI03BOJISE
BUSIBUTH BIAMOBIHI PIBHI 3aJ0BOJICHOCTI KJIIEHTCHKUM cepBicoM. OCHOBHUMU
TOYKAMU KIJIIEHTCHKOI B3a€MOJI1 B TOTEI TPAAMIIIITHO BUCTYMAIOTh: OpPOHIOBAHHS,
peecTpailisi, 3aceCHHs/BUi3/, MPOXKUBAHHS, XapdyBaHHS, a03BULIL. [{udposa
iH(pacTpykTypa  TOTEIO: O€3IpOTOBUI  IIMPOKOCMYTOBHM  1HTEPHET,
IIMPOKOCKPAaHHI CMapT-TEJNEBI3OPH, JOCTYNl Oe3 Kiaouya 1 HaBiTh 1U(POBI
MOMIYHUKH 3 TOJIOCOBUM YNPABIIHHIM Hapa3l CTalIM peajisiMyd FOTeNbHOTO O13Hecy
MpEMiyM CETMEHTY PO3BUHYTHUX KpaiH. [[isi BITUM3HAHOTO Oi3HECY, SIK CBIIYaTh
pe3ynbTaTH JAOCHiDKeHb, HaBelneHi Ha pwuc. 3.25-3.26, 3BOpPOTHIN 3B’S30K,
MOJIMBICTh 3QJMIIATA BIATYK Ta O3HAWOMUTUCH 13 I1HIIMMHU BIATYKaMHU

€ BAXIIMBUM YMHHUKOM BHOOPY TOTEIIIO.
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VYpaxoByrouu, MO0 caM€ PpO3BUTOK 1H(OpPMAILIITHO-KOMYHIKAI[IHIX
TEXHOJIOT1M Ha Cy4acHOMY €Talll € OJIHI€I0 3 HAMBAKIIUBIIINX YMOB, fIKa HE MPOCTO
3MIHIOE MO/l KOMYHIKaIlii 1 B3a€MO/I1i, TEXHOJIOTIi Ta 1HCTPYMEHTH Cy4acHOTO
MEHEKMEHTY, a CIyrye JDKEepeJoM 1HHOBAIlM, JHINE Ti MANPUEMCTBA B cdepi
TOCTUHHOCTI OyAyTh KOHKYPEHTOCIIPOMOKHMMU Ta MAaTUMYTh MEpPCIEKTUBU
JUISL TIOJANBIIOrO PO3BUTKY, SKI AKTHMBHO JOJYy4aTUMYThCS JO MPOIECIB
udpoBsizailii, 1o MoTpedye PO3BUTKY MiIXO/IB Ta METOJUYHOTO IHCTPYMEHTAPIIO
ajanTallii yrpaBJIiHHS HUMH BiJIOBIIHO O CYYaCHHUX TPEHIB Ta TCHACHIII.

Came uudpoBa peBOJIOLIS] YTBOPIOE MOMKIMBOCTI JJIs1 BITYUM3HAHUX 3aKJIAJ1B
TOTEJIbHOTO TOCIOAApCTBA MPUEAHAHHS A0 IVIOOANbHI CHCTEMH JUCTPUOYLIi,
sgka 00’elHye B €001 THCSYl TOTENIB B yChOMY CBIiTi. Ma€eThcs Ha yBa3l OJIUH
3 HaWOULIbII MOIIMPEHUX KaHAIIB B3a€EMOJIi MIX YYaCHUKAMH TYPUCTHYHOTO
PUHKY — MDKHapoJHa KOMII'IOTEpHAa CHCTeMa OpOHIOBaHHS, sKa J03BOJISE
3aKjlaJlaM TOTEJIbHOIO TOCIOAApCTBA BHUXOJWTH HAa HOBI PUHKU. Y LUJIOMY
MO3UTHBHI HACIIJKH BIPOBAJKEHHS 1HTEPHET-TEXHOJIOTIN 3aKJIalaMHi TOTEJIbHOTO
rocrojilapcTBa OYEBHUIHI, Cepel HHMX — 3HWKEHHS BUTpPAT Ta 3pPOCTAHHSA
€(EeKTUBHOCTI, PO3IIMPEHHS MacuITaOlB MPOHUKHEHHS HA PUHOK, JOCTYMHICTh
JI0 CIIOKMBAYiB Ta 3BOPOTHHUM 3B’S30K, PO3BUTOK I1HCTPYMEHTIB MPOCYBaHHS,
MO>KJIMBICTh 1HAMBIAYaIBLHOTO MIAXOAY O KOXKHOTO KIIIE€HTA 1 MOCUJICHHS KITIE€HT-
OpPIEHTOBAHOCTI CEPBICHOTO MPOAYKTY Ta 1H. IlepeBakHa OUIBLIICTH Cy4YacCHUX
TOTEJIbHUX TPEHIB OB’ 3aHO came 3 MOIIMPEHHAM ITU(DPOBUX TEXHOJIOTIH, cepen
SKUX CITiA Bia3HaUMTH HacTymnHi [113]:

— SMART-TexHom0r1i, fKi B)KE€ CHLOrOJHI HAJAIOTh MOXKJIMBOCTI TOCTSIM
peryJifoBaTh OCBITJICHHS, TEMIIEpaTypy B HOMepi 3 MOOUIbHOTO Tenedony,
BUKOPUCTOBYBaTH «pO3yMHE» JA3epKajo-TeneBizop, Smart TV, ronocose
yIpaBJIiHHS TOLIO;

— BUKOPUCTAHHS IUJIAHIIETIB 3aMICTh ManepoBUX OYKIETIB, MEHIO,
Tenedony;

— 0€31pOTOBI 3aPSIAKHU JJIS TAKETIB,;

— HOBI1 TEXHOJIOT11 B 3BYKO130JIAIIi1;


https://www.frontdesk.ru/article/klyuchevye-gostinichnye-trendy-v-2020-godu
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— JIOCTYTI B HOMep 0€3 KJItoy4a;

— BileoyaT 3 KOHChEPKEM; pOOOT-KOHCHEPXK, SIKUH 3amporpamMOBaHUN
JUIT BUKOHAHHS OKpEeMUX (PYHKIIIH;

— 110JI0MH BipTyanbHoi peanbHocTi Oculus Rift, sskumu ocHaiyroTs iTHEC-
3a]ld MPU TOTENSIX, MPAIIOIYM HAa TPEHA)XEepaxX B TAaKUX IIOJIOMAaxX, TICTh MOXKE
BUOpaTH cO01 OYIb-AKHI MM a00 BEIOCUTICTHUN MapIIPyT.

VYci HaBeneHl TpeHJIW MO3WTHMBHO BIUIMBATUMYTh Ha IIPOIEC OpraHizarii
Ta HAJaHHSI CEPBICHOTO MPOAYKTY, BOHH 3a0€3MEUyIOTh OUIBIIT BHCOKHI PIBEHb
KOM(OpPTY Ta 3aJOBOJEHOCTI KIIEHTIB, MOKPAIIyIOTh iX 3arajibHE BPa)KEHHS,
a caMme TOJIOBHE JIO3BOJISIIOTH MIATPUMYBATH MOCTIHHUN pPIBEHb SKOCTI IMPOIIECIB,
B SKI BIPOBA/KYIOTHCS Il 1HHOBALIMHI TEXHOJOTIl, OCKIUIbKA MIHIMI3YIOTh
JIOJICBKUM (paKTop.

KpiMm TOro, 1HTEpHET-pECYpCH HAIal0Th MOXJIMBICTH HE TUIBKH MPOCYBATH
roTejib Ta MOTr0 CEpPBICHUU MPOJIYKT, & W ONEPAaTHBHO OTPUMYBATH 1H(OpMAIit0
JUIst  ymnpaBiiHHS Horo skictio. CyuwacHi cnemiamizoBanl caiitu  (TopHotels
(https://tophotels.ru) — indopmManiiHuii peHTHHT TOTENIB, 3aCHOBAHUN Ha BIATyKaX
CHEIIaNICTIB TYpUCTHYHOTO Oi3HECY, a TaKoX 3BHYAMHHUX TYpHUCTIB [63];
Typllpasga (https://www.turpravda.ua) — cepBic 3 myOJiKalisiMd BIATYKIB
TYpPHUCTIB, @ TAaKOX TUIaT(GopmMa CIUIKYBaHHS JIIOJICH Ta MOIIYKY CymyTHUKIB [185];
Booking (Booking.com) — cucremMa iHTepHET-OpOHIOBaHHS >KWTia) [8], mIo
HAJAl0Th HE3AJIEKHY OLIIHKY SIKOCTI OOCIIYyTOBYBAaHHS B TOTENSX, MICTATh BIATYKH
CIIO’KMBAYIB Ta X peKOMEHIaIlii.

AKTHBI3aI[is BUKOPUCTAHHS LU(POBUX TEXHOJOTIA B TOTENl € MOTYKHUM
iHCTpyMeHTOM  [liBUIIIEHHS  CTYINEHS  KJII€HT-OPIEHTOBAHOCTI  CEPBICHOTO
nponaykty rortemto (puc. 3.27). Ilpomecu mudposizaiii HaIarOTh MOKIUBOCTI
JUTIS TIONTYKY Ta BIPOBA/PKCHHS MPOAYKTOBUX, OpraHi3alliiHUX, YIPaBIIiHCHKHX,
MapKETUHTOBUX 1HHOBAIlIM B TOTENBHIN 1HIYCTPIi, a TAKOXK — MOKPAIIEHHS CEPBICY

3a paxyHOK (pOpMyBaHHS CHUCTEMH O€3MepepBHOI B3a€MO/IIT 3 KJIIEHTAMH.
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®opMyBaHHSI KOHKYPEHTHHUX MepeBar CEpBICHOTO MPOIYKTY

Puc. 3.27. TlocwieHHs KIII€EHT-OPIEHTOBAHOCTI CEPBICHOTO MPOIYKTY
B yMOBax pO3BUTKY U(PPOBUX TEXHOIOTIH

Ak 3a3Hayanocs BUILE 3alUTH, BUMOIHM, OUIKYBAaHHS KIIEHTIB MO0
CEpBICHOTO MPOAYKTY T'OTEJIO MOCTIHHO 3pOCTal0Th, TOMY 3aKjia/iaM T'OTEJIbHOTO
rocrofapcTBa KpiM cydacHUX IU(PpoBUX HEOOXIAHO BINPOBAHKYBATH 1HHOBAIIIIHI
TEXHOJIOT1i TOCTMHHOCTI, 3aCHOBaHI Ha TpaHcdopmallii KI€EHT-OPIEHTOBAHOCTI
B MepCcoHai30BaHe 00ciyroByBaHHs. KitoyoBuM (hakTOpoM yCHiXy Ha PHUHKY
rOTEJIbHO-PECTOPAHHUX TMOCIAYT CTA€ TOLIYK J1€BUX I1HCTPYMEHTIB CTBOPEHHS
Ta HaJlaHHS HOBUX, aKTyaJIbHUX I[IHHICHUX MPOMO3UIIIA B KOXKHIN TOYIl B3a€MO/I1i

KJIIEHTA 13 3aKJIaJJ0OM TOTEJIbHO-PECTOPAHHOTO TOCTIOIapCTBA.
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CydacHi CHOXHMBayl TOTEIbHO-PECTOPAHHUX TMOCIYI CTalOTh OUIBII
JOANBPHUMHU JI0 CEpBICHMX TPOAYKTIB 3aKiaaiB IHAYCTpii TOCTHHHOCTI,
K1 3a0€3IeuyIoTh SIKICHE 3a/JI0BOJICHHS iX MOTpeOd Ha OyIab-IKOMY €Talll HIIAXY
KJTieHTa (YCBIOMJICHHSI, 1IHTEpeC, Oa)KaHHs, OLIBIN ASTATBHUA PO3TJISL CEPBICHOTO
NPOAYKTY, TIOPIBHSHHS, His1) y Oyab-skomy (opmari (MpsMUN 4u HEOPSIMUH,
peadbHUN YW BIPTyaJdbHUM KOHTAKT). TOMy 11 BCTAaHOBJICHHS MIIIHOTO
B3a€MO3B 3Ky 3 KIIIEHTAaMHU Ta 3a0€3MeYeHHs] €KOHOMIYHOIO 3pOCTaHHS 3aKiaay
IHIYyCTpii TOCTHHHOCTI HEOAMIHHMM € PO3YMIHHS TICHXOJIOTIi  KIJII€HTa,
HOro emollii, COpUUHSATTS CEPBICHOTO MPOAYKTY TOLIO, a TaKOX NMEPCOHAI3aLsA
BCiX OI3HEC-TPOIIECiB  3aKjajiB IHIYCTpli TOCTHUHHOCTI, 3MIHA MIAXOMIB
70 0OCIIyrOBYBaHHSI KIIEHTIB. Y 3B’A3Ky 3 IHUM aKTyaJbHOIO € TEXHOJOTIs
IHTYiITUBHOI TOCTMHHOCTI, fIKa TUIBKHM PO3BUBAETHCA 1 BUKOPUCTOBYETHCS JIUIIE
OKPEMHUMHU TOTEJISIMU Y CBITI.

[HTYiTHBHA TOCTHHHICTh y CIOJIYYEHHI 3 HOBHUM MIiAXOJOM J0 OpraHizarii
room Service HalayThb MOKJIMBICTh 3a0€3NEUYUTH 1HAUBITYyaIbHE OOCITYyrOByBaHHS
rocredd. 3aBIsSKU PETEIHbHOMY BHUBUEHHIO W TepeAdaueHHI0 WMOBIPHHX MOTPeO
Ta 3alUTIB TOCTEH, #AKI 3a0pOHIOBAJM HOMEpP B TOTENl, MOXJIMBUM CTa€e
MPOTIOHYBAHHSI HE TIIBKU CTaHAAPTHUX TMOCIYT, IO MPOMOHYIOTHCS B TOTETI,
a W JONaTKOBHX, TepeadadyeHuX HJs TEBHOTO TocTs. TuM camMuM B TOTeNl
3a0e3MeuyeThCsl HE MPOCTO BIJAMOBIJIHICTh CEPBICY OYIKYBaHHSM TrocCTeil, a M ix
MEPEBUINCHHS, [0 CHPUATHME IJBUIICHHIO  ITOBEIIHKOBOI  JIOSIBHOCTI
1 TIOKpAIIEHHIO KJI1EHTCHKOTO JOCBIY B LILJIOMY.

[Ipornec ympaBiiHHS KJI1EHTCHKUM JOCBIZOM € IUKJIITYHUM Ta O€3MepEePBHUM,
OCKITbKM TIOTpeOYy€e MPOBEEHHS CUCTEMAaTHYHOTO JOCTIPKEHHS KIIIEHTCHKOTO
JOCBIAY 1 TPUUHATTS PIIEHb MIOJ0 YHPABIIHHA KJIIEHT-OPIEHTOBAHICTIO
CEPBICHOTO TPOJYKTY. 3 OAHOTO OOKY, IIe TOB’s3aHO 3 TVIMOWHOIO Ta IIBUJKICTIO
TpaHchopmarliii, ki Hapa3i BiIOYBaIOTHCS y CBITi, a 3 IHIIOTO — OCOOJIMBOCTAMH

KOHKYPEHIIIi Ta PO3BUTKY PUHKY FOTEIbHUX MOCIYT.


https://www.fragrantica.ru/perfume/Vilhelm-Parfumerie/Room-Service-30932.html
https://www.fragrantica.ru/perfume/Vilhelm-Parfumerie/Room-Service-30932.html
https://www.fragrantica.ru/perfume/Vilhelm-Parfumerie/Room-Service-30932.html
https://www.fragrantica.ru/perfume/Vilhelm-Parfumerie/Room-Service-30932.html
https://www.fragrantica.ru/perfume/Vilhelm-Parfumerie/Room-Service-30932.html
https://www.fragrantica.ru/perfume/Vilhelm-Parfumerie/Room-Service-30932.html
https://www.fragrantica.ru/perfume/Vilhelm-Parfumerie/Room-Service-30932.html
https://www.fragrantica.ru/perfume/Vilhelm-Parfumerie/Room-Service-30932.html
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BMCHOBKH 10 PO3JUIY 3

1. VpaxoByroumn, 110 KIIEHTCHKUA JOCBIJ] Ma€ BHU3HAYAIbHUI BIUIMB
Ha PIBEHb JIOSIILHOCTI 1 33JJ0BOJICHOCTI KIIIEHTIB, a TAKOX Ha JOXOJU TOTEIHHOTO
O13HeCy, M1 MOro JIarHOCTHKUA PO3pO0JICHO HAyKOBO-METOJIWYHUN MIAX1J, KUK
nepeadavyae 3AIMCHEHHS TMOCIIIOBHUX Tpoleayp 30o0py iHdopMalii MeToI0M
ONMMTYBAaHHS TOCTEH, BU3HAYCHHS IIOBEIIHKOBUX TIOKA3HHUKIB KIIIEHTCHKOTO
JIOCBIJIy: HAsSBHOTO Ta CIPUUHATOTO PIBHSA KIIEHTCHKOTO JOCBITY; JIOSJIBHOCTI
1 aABoOKailii; HaIIMHOCTI KJ€HTIB. [l OOIPYHTOBAaHOTO BHUCHOBKY IIOJI0
OUIKYBaHOI IIHHOCTI (€X ente); KIIEHTCHKOIO JOCBIY 1 CHPUKWMAHOI I[IHHOCTI
(ex post) BHKOPHCTAaHO MATPUYHUHN IMIAXiJ, 110 0a3yeThCs Ha IHTETrPaJbHUX
OIl[IHKaX MOBEAIHKOBUX MOKa3HUKIB Ta cnenudIUHUX IIKajdax: MipaMigud CepBicy
(HeBIAMOBIAHUH, 3aOBUILHUM, JOOpHUH, IyKe I0OpHH, 1IealbHMI); IipaMiau
KJIIEHTCHKOTO JIOCBiAY (HEraTWBHUHN, HEHTpaNbHUMN, TMO3UTHBHUN, 3aXOILTIOIOYNMT,
He3a0yTHIM) Ta TPHOXPIBHEBOI IIKAJIM OYiKyBaHb (HE BHIIPABJAJUCH,
BUIIPABJIAJIUCH, PE3YIbTAT IEPEBUIILYE OUIKYBAHH).

2. Anipobarttist po3po0JICHOT0 HAayKOBO-METOAWYHOTO MIAXOMY YIPaBIiHHS
KIIIEHTCHKUM JOCBIJIOM T'OCTSI TOTEIIO 31HCHIOBAIIOCH HAa BHOIPKOBIM CYKYITHOCTI
13 14 4oTHpbOX 3IpKOBUX TroTemiB Ta 15 Tprox3ipkoBux roteniB M. Kuesa.
[IpoBenenuii KOpensUIMHUKA aHaNi3 B3a€EMO3B’SA3KY KIIEHTCHKOIO JOCBIAY
Ta ¢dakTopiB Horo (opmyBaHHS JO3BOJIMB BCTAHOBUTH CHJIBHY IIIJIBHICTD
(R 6impre 0,9) Ta 0THAKOBY BaXKJIMBICTh BHOKpPEMJICHHX (DakTOpiB (opMyBaHHS
KJIIEHTCHKOTO JIOCBIY SIK JJISI TPYNHU YOTHPHOX, TaK 1 TPbOX3IPKOBUX TOTENIB.
3a pe3ynpTaTaMH aHalli3y BHSBJICHO, IO JUIsi OUIBIIOCTI CTOJMYHHUX TOTEJIB
HEOOXIJTHO CHPsIMYBAaTH 3YCHJUISI HA MOIIYK MPOTAJIMH B SIKOCTI CEPBICY, MOIIYKY
mpoOJIEMHUX MICIh 32 BCIMAa TOYKAMH KOHTAaKTy 13 KIIEHTOM. 3 III€I0 METOIO
3aIpPONOHOBAHO BUKOPUCTOBYBATH MPUKJIATHUN 1HCTPYMEHTApii moOy0BH KapTh
nocBiny rocts roremto (GEJ), saxuii 103BoJiss€ BUSBUTH HEAOJIKH y KOHKPETHHX
KaHaJlax TOYOK KOHTAKTy 13 KIIEHTOM, TUM CaMUM TiJBUIIUTH PIBEHb CEPBICY

Ta JOSUTbHICTH KJIIEHTIB.
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3. BianoBigHO 10 mporeaypu TOCHIKEHHS, PO3PaxXOBAHO OpraHi3aliiHy
KIIIEHT-OPIEHTOBAHICTh CEPBICY TOTENIO SK Yy3araJlbHEHUH 1HJIEKC JIOCBiIY
30BHIMIHIX KIi€HTIB — rocteid (GX) Ta BHYTpIMIHIX — CHiBpOOITHUKIB (EX);
noOyZ0BaHO KapTy KIIIEHT-OPIEHTOBAHOCTI CEPBICY TOTENIO, Ha OCHOBI SKO1
BCTAHOBJICHO IUISXW KOHBEPTAIlll MOBEAIHKOBUX (DAKTOPIB yCHiXy MiJAMPHEMCTBA
y Oi3Hec-pe3yNbTaTu. 3alnpoNOHOBAHMM 1HCTPYMEHTapil 03BOJSIE BUSBUTU
cnerudivyHi  Oprafi3amiiiHi  KOMIIETEGHTHOCTI  (opMyBaHHA  HE3a0yTHHOTO
(Bpaxkaro4oro) KII€HTCHKOTO JOCBiAY. 3a pe3yibTaTaMu amnpodarlii BU3HAUEHO
TPYIH TOTEIIB 3 pi3HUM criBBigHOmEeHHIM GX/EX Ta 1 KOKHOTO 3 BHIIAJIKIB
3alPONOHOBAHO BIAMOBIAHUI 1HCTPYMEHTapid BUOOpPY THUITY YHPABIIHCHKUX
pillieHb Ha OCHOBI iMeHTU(IKAIli TOJOKEHHS TOTENI0 Ha KapTi KIIEHT-
OpPIEHTOBAHOCTI.

4. ]Ins  BU3HA4YEHHS TPIOPUTETIB  YNPaABIIHHA KIEHT-OPIEHTOBAHICTIO
CEpBICHOTO MPOJAYKTY TOTEN0  3alpOlOHOBAHO HAayKOBO-METOAMYHUM MIIAXI1J
JI0 OLIHKH 33JI0BOJIEHOCTI TOCTEM 3a TpbOMa IpylnamMu YWHHUKIB: KOMQOPTHICTh
MaTepialbHUX YMOB  TPOXHUBAaHHS;, SKICTh  MPOIECIB  OOCITYrOBYBAaHHS;
B3a€EMOBIJHOCHHHU 3 MEPCOHAIOM. Y Pe3yibTaTi HOro BUKOPUCTAHHS YCTAHOBJICHO
CepellHii pIBEHb 3aJI0BOJICHOCTI TOCTEH MO CYKYMHOCTI JOCTIPKEHHX TOTEINIB.
3a70BOJICHICT, TOCTEM TOTENmiB 4% mepeBuirye 3am0BOJICHICTh TrocTel 3%,
HaiiGinbpme rocti rortenei 4* 3aA0BOJIEHI SKICTIO HPOLECIB OOCITYrOBYBaHHS,
a HallMeHIIle — B3aEMOBIAHOCHMHAMH 3 TiepcoHanoMm. [octi 3* roremeit —
B3a€EMOBIJHOCHUHAMM 3 TIEPCOHAJIOM, a HE3aJJ0BOJIEHI KOM(POPTHICTIO MaTepialIbHUX
YMOB MPOKKUBaHHs. 3a pe3yJibTaTaMu aHalli3y OOIpyHTOBAHO, IO IS TTiIBUIIICHHS
KJIIEHT-OPIEHTOBAHOCTI CEPBICY MAOCHIIKEHUX TOTENIB HEOOXIHO CHpSIMYBaTH
3yCuiId Ha 3a0€3MEe4YeHHs BHUCOKOSKICHOIO T0OMm-CEpBICY, YAOCKOHAJIECHHS
TEXHOJIOT1M TOCTUHHOCTI, MOYMHAIOYN BiJ CUCTEMHU OpOHIOBAHHSI/pe3epBYBaHHS,
MPOIIECIB OpraHizalli mpuiioMy-po3MIIICHH-BUI3ly TOCTEH, TEXHOJIOTIH Oe3meKu
JI0 Oprasizaiii xapuyBaHHS.

5. 3a3HaueHo, 110 BIAMOBIAHO A0 HUKIY (POPMYBaHHS KIIEHTCHKOTO TOCBIAY,

3pOCTaHHs PIBHS 3a/I0BOJICHOCTI CHPHSE MOCUJIEHHIO JIOSUIBHOCTI, sIKa 301IbIIY€
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IPUXUIBHICTH 10 TOTENIO Ta TOTOBHICTD A0 afaBokaiii. Lle € HeoOXiaHOI YMOBOIO
30epeKeHHS KIIIEHTIB Ta MIPUBAOJICHHS] HOBUX, BIJMOBIIHO MiABUIIYETHCS IIHHICTh
KJIIIEHTCHKOTO JIOCBIAY ISl JOCSATHEHHS IUIEH MisSUTBHOCTI Ta YCHIXYy 3aKiaay
TOTEILHOTO TOCIOAApCTBA HAa PHUHKY. Y 3B’A3Ky 3 IIUM OOTPYHTOBAHO
HEOOX1THICTh 3aCTOCYBaHHS HE IPOCTO KJIIEHT-OP1€EHTOBAHMX,
a mepcoHi(pIKOBaHUX, B OKPEMHX BHUIIQJKaX IHIUBIAyaIbHUX 1HCTPYMCHTIB
0O0CITyroByBaHHS 3 METOI0 CTBOPCHHS IMEPEAYMOB JJIA MEPEBUIIICHHS PE3yJIbTaTy
HaJ[ OYIKYBaHHSMHM TOCTS, IO JI03BOJUTH CPOPMYBATH KIIEHTCHKUN JOCBIJ I
OUIBILIOTO PiBHS — 3aXOIUTIOIOYHI Ta BpaXKatOUni.

6. Crimparounich Ha HEOOXiAHICTH OOIPYHTOBAHOTO BHOOPY IHCTPYMEHTIB
Ta 3aXO0J/liB JUIA BHPINICHHA MNPAKTUYHUX 3aBAaHb IIOJO0 MOKPAIICHHS,
YAOCKOHAJIEHHS Ta/a00 aOCOIIOTHOTO OHOBJICHHSI CEPBICHOTO MPOIYKTY TOTEIIO
BIJIMOBITHO JI0 3pOCTAIOUMX 3aMMTIB KIEHTIB Ta Cy9aCHUX BUKIIMKIB, PO3POOJICHO
HAyKOBO-METOJMYHUN MIAXIJ 7O YIOPaBIIHHS KJIIE€HT-OPIEHTOBAHICTIO CEPBICY
B 3aKJaJlax TOTEIBHOTO TOCIONAPCTBA, SKUA TPYHTYEThCA HaA  OIIHKAX
3aJI0BOJICHOCTI KJIIEHTIB 1 Miepedayae o0rpyHTYBaHHS BUOOPY CTHITIO (TIPOAKTHBHE
ab0 peakTHBHE) Ta METH YINPAaBIIHHS, BapiaHTy YHPaBIIHCHKHX pPIIIEHb HIOJ0
Opra”izamifHuX 3MiH 3a aTpuOyTaMHd CEpBICHOTO TMPOAYKTYy  TOTEINIO:
IHHOBAIIMHUX, KOPUTYBATBHUX, KapIUHATIBHUX.

/.Y BUINAAKy JOCTaTHHO BUCOKOTO PIBHS 33JOBOJICHOCTI T'OCTEH TOTENI0
PEKOMEHJIOBAaHO TMPOAKTUBHUN CTWJIb YHPABIIHHSI, MPIOPUTETHOIO METOKO SIKOTO
BU3HAYEHO MIATPUMKY JIOCATHYTOI'O PIBHA Ta MOIIYK 1HHOBAI[IHHUX pILIEHb AJIS
OHOBJICHHSI CEPBICHOTO MPOAYKTY TOTEIIO, IO JO3BOJMTH PO3BUBATH KIII€EHTCHKHMA
cepBic. SKmo Mae wMicle cepeaHid PiBeHb 3aJ0BOJICHOCTI TOCTEH TOTEIIo,
PEKOMEHIYEThCSI PEAKTHBHUN CTHJIb YIPABITIHHSA 1 METOH WOTO € BHUSBICHHS
MPOOJIEMHUX MICIIh Ta 3aCTOCYBAaHHS KOPUTYBAIBHUX i MIOJ0 iX YCYHEHHS IS
MOKPAIICHHS CEPBICHOTO MPOAYKTY TOTEIN0. Y pa3i 3aJ0OBOJICHOCTI TOCTEH TOTEIIO
HIKYE CEpPEAHBOTO pPIBHSA CTWIb YIPABIIHHSA TaKOX pEaKTHBHUH, ajie MeTa
MoJIATaTUME Y BUSBJICHHI HEAOJIKIB, MPOOJEMHHX MICIh Ta MPUAHSITTI

KapIUHAJIBHUX  pIilleHb MO0  YAOCKOHAJIEHHS  KIIEHTCHKOTO  CEpBICY.
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3 BHUKOPHUCTAHHSAM JAHOTO HAYKOBO-METOJWYHOTO MIAXOAY PO3pOOIEHO MATPUIIIO
aIbTEPHATUBHUX YIPABIIHCHKHUX PIIIEHb 32 1HAUKATOPAMH KJIIEHT-OPIEHTOBAHOCTI
CEepBICHOTO MPOAYKTY ToTelto «HarionanbHuiiy, 0 Jajio MOXKIUBICTh BUSHAYUTH
NPIOPUTETHUN AJI1 HHOTO CTWJIb YNPABIiHHS — PEaKTUBHUM, 3’ICyBaTH MOTpPiOHI
OopraHizaiiifHi 3MiHH, 3allpONOHYBaTH BIJAMOBIIHI 3aXOAWM Ta 1HCTPYMEHTH
YCYHEHHS BHSBJICHHX MPOOJEMHHMX MiCIlb. AJIbTEPHATUBHICTh Ta BaplaTHBHICTH
MOJKJIMBUX YIPABIIHCHKUX PIIIEHb JO3BOJISIE YNPABIATH KII€HT-OPIEHTOBAHICTIO
CEpBICHOTO MPOAYKTY TOTENI0 B MIUJIOMYy Ta/ab0 MOENEMEHTHO, THM CaMUM

BUPILIYBAaTH ONEPATUBHI Ta TAKTUYHI 3aBAaHHS PO3BUTKY T'OTENIO.

HayxoBi pe3ynbTati Ta BUCHOBKM JAAHOTO PO3ALTY AMCepTalli BigoOpaxeH1

B myOsmikarisx [198].



217

BUCHOBKU

VY auceprariiHiii poOOTI MPEACTABICHO TEOPETUYHE y3araJbHCHHS Ta HOBE
BUPIIIEHHS KOMIUIEKCHOTO HAyKOBO-TIPAKTHUYHOTO 3aBJAHHS, W0 IOJISITae
B OOIPYHTYBaHHI TEOPETHYHMX 3acajl Ta po3podll HAyKOBO-MPAKTUYHHUX
peKOMeH Al 11010 YIPaBIiHHS KII1EHT-OPIEHTOBAHICTIO MIAMNPUEMCTB IOTEIBHO-
pecropanHoro OizHecy. IIpoBeaeHe MOCHIPKEHHS JIO3BOJIMJIO  PO3B’s3aTd
MOCTaBJICH1 HAYKOBI 3aB/IaHHS Ta OTPUMATU HACTYIHI OOTPYHTOBaH1 BUCHOBKH.

1. OcMucneHHs Teopii CEpBICHOT €KOHOMIKH, XapaKTEPHOI ISl TOTEJIbHO-
pecTtopaHHOro Oi3HECy, HAJAJI0 MOKJIMBICTh Y3araJIbLHUTH TEOPETUYHI 3acaau
CEpBICHOTO MEHEIPKMEHTY SK KOHIIEMNIi YNpaBlIiHHA B TOTENbHINA 1HAYCTPIi.
VY pe3ynbTari  KIIE€HT-OPIEHTOBAHICTh  MIJNPUEMCTB  TOTEIHLHO-PECTOPAHHOIO
Oi3HECY 3ampolOHOBAHO PpO3TJSAATH 3 TMO3MIINA: cTpaTerii BeACHHS Oi3HecCy;
CEpBICHOI CKJIaJIOBOT TOTEJIBHOIO O13HECY; KIIEHTCHKOTO JOCBIAY. YPaxoBYHOUH
JBOICTICTb ~ PO3YMIHHS  KII€HTA, BHOKPEMJICHO  BHYTPIIIHIO,  HAI[UICHY
Ha CHIBpOOITHHMKA, Ta 30BHIIIHIO — Ha TOCTS TOTENI0 — KIIEHT-OPIEHTOBAHICTh
MIIPUEMCTBA, i1 MPOSIBU HAa MIXKOCOOMCTICHOMY Ta OpTraHi3aliiHOMY pIiBHSIX.
Crnuparounch Ha TEOPETUYHI 3aCald CEPBICHOIO MEHEIKMEHTY, YTOUHEHO TOHSTTS
VOpPaBIIHHS ~ KJIIEHT-OPIEHTOBAHICTIO  CEPBICY  MIANPHUEMCTB  TOTEIBHO-
pecTopaHHOTO  OI3HECY SIK  IUIECIPSAMOBAHOTO  YNPABIIHCHKOTO  BIUIUBY
Ha (QOpMYBaHHS MO3UTUBHOTO KIIEHTCHKOTO TOCBIAY aJI€KBATHOTO MEPMAHEHTHUM
IUHAMIYHAM 3MIHAM HOTr'0 CKJIAJIOBUX.

2. 3aCHOBYIOYHMCh HAa MAPKETHHIOBIM KOHIIEMI[lT MPOIYKTY, 3alPOTIOHOBAHO
YOTUPBOXPIBHEBY MOJENIb CEPBICHOTO MPOAYKTY TOTENI0, A0 SIKOI BKIIIOYEHO
CTaTUYHY CKJIQJIOBYy — MaTeplaJbHO-TeXHIYHY 0a3y, Ta JWHaMi4HI CKJIAJOBI —
MEepPCOHAN, TPOIEC, IHCTUTYTH TOCTUHHOCTI. KoOXXHY 3 HHX TpeICTaBJICHO
K KOMIUIEKCHY KOHCTPYKIIIO, sIKa IHTErpye y coOl CyKyNHICTb aTpHOYTIB,
Akl BigoOpaxkatoTh (¢utocodito (HopMyBaHHS CHOKMBUYOI IIHHOCTI CEPBICHOTO
NPOAYKTY TOTENI0, BU3HAYAIOTh WOTO KOHIICTIIIO Ta KaTeropiro. YMIpoBaIKEeHHs

JaHOi MOJeNl HaJae MOXIJIMBOCTI OIIHIOBATH, AaHANI3yBaTH Ta YIPaBIATH
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aTpuOyTaMu CEpPBICHOTO MPOAYKTY TOTETI0 3 ypaxXyBaHHSM IMOTpeO Ta 3amwuTiB
kimieHTiB. lle cmpustume QopMyBaHHIO KOHKYPEHTHHX TII€peBar CEpBICHOTO
MPOAYKTY TOTEII0 HMUISXOM MiABUIIEHHS HOTO CIOKMBYOI I[IHHOCTI BIJIIOBIIHO
70 OYiIKyBaHb KITI€HTIB.

3. Criuparoyuch Ha 1HCTUTYIIOHATIBHY TEOpit0 (PipMU; TEOPIIO TUHAMIYHUX
MOKJIMBOCTEH; XOJICTUYHY TEOPII0 MApPKETUHTY 1 TMapagurMy CepBICHOTO
MEHE/PKMEHTY OOIPYHTOBAHO KOHIIEMINIO YMPAaBIiHHSA KII€EHT-OPIEHTOBAHICTIO
CEpBICY TOTENiB, fIKa BKIIOYA€ O3HAKW, MPUHUUIKA Ta METOJIU YIPABIIHHS.
[loeqHaHHS TPOLIECHOTO, I[IHHICHOTO Ta MOBEAIHKOBOTO IIJIXOAY JI03BOJIMIIO
c(OpMYIIOBATH MPUHLMUIIKA YHPABIIHHS KIIEHT-OPIEHTOBAHICTIO CEPBICY TOTEINO:
[UTICHOCTI; LIHHOCTI KJi€HTa (BHYTPIIIHBOTO 1 30BHINIHBOTO); CIIBPOOITHHUIITBA
Ta JOSJIBHOCTI [0 TMpaliBHUKIB;, CTaHAApTU3Allli $KOCTI;, pPe3yJbTaTUBHOCTI
YIOPABIIHCHKOT JISUIBHOCTI; JMHAMIYHOCTI Ta THYYKOCTI OpTraHi3allifHuX 3MIH.
BiamnoBiiHO 10 3amporoHOBaHO1 KOHIIEMIIT, 3MO/ICIbOBAHO CUCTEMY YIpaBJIIHHS
KJIIEHT-OPIEHTOBAHICTIO CEPBICY TOTENIB, IO BKJIOYA€  TaKl IIJICHCTEMHU:
3a0e3MeUeHHsI KIIEHT-OPIEHTOBAHOCTI CEPBICY, POPMYBaHHS KITIEHTCHKOTO JOCBiTY
Ta J1arHOCTUKHM SIKOCTI KJIIEHTCHKOTO JOCBiAYy. BH3HaueHO MeXaHi3MH, IIiJl
BIUTUBOM SIKUX 3a0€3MeUYyIOThCS BUCOKI 3HAYEHHS KIIOUYOBUX IOBEIIHKOBUX
MOKa3HUKIB (JIOSJIBLHOCTI, aJBOKaIlii; HAIIHHOCTI KIIE€HTIB) YCHIXy IisIIBHOCTI
TOTEIIO.

4.3 MeToH BH3HAYCHHS EMIIPUYHUX TEPEAyMOB YIIPABIIHHS KIIEHT-
OpPIEHTOBAHICTIO B TOTEJIbHO-PECTOPAHHIA 1HAYCTPli OXapaKTepU30BaHO CTaH
Ta TCHJCHINI PO3BUTKY PHHKY T'OTEIbHO-PECTOPAHHUX IOCIYT; IMPOAHAI30BaHO
1 CUCTEMAaTHU30BAaHO 30BHINIHI YMHHUKUA BIUIMBY, KIIOYOBHMHU 3 SKHUX BHSBJICHO
nporiecu Tiobanmizaiii, HUGPOBY PEBOJIOLNII0, CIOXWUBYI TPEHIU, MNPUHITUIN
CTaJIOTO PO3BUTKY, & TAKOXK K (Popc-Maxkop — HACHTIIKHU MOIIUPEHHS Ta 60POTHOU
3 manaemiero kopoHaBipycy COVID-19. YcraHoBneHo, 10 Cyd9acHH PO3BUTOK
roTeapHOT  IHAYCTpli B YKpaiHi  BIACTa€  BIJ  €BPONEHCHKUX  KpaiH
Ta XapaKTepU3yeThCd HHU3BKUM pIBHEM peaiisallii cBoro moreHmiany. Cepen

KIIIOYOBHX 6ap’€piB PO3BUTKY BaKJ'Ia,Z[iB roTCJIbHOI0 rocrnogapCTBa BHU3HAYCHO:
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HEJOCTaTHIM PO3BUTOK BHYTPILIIHBOTO TYpU3MY; 3MEHIIEHHS B’i3HMX MOTOKIB
B YKpaiHy; HU3bKHI piBEHb MPUBAOIMBOCTI 3aKJIaAiB TOTEILHOTO TOCIOAAPCTBA
JUTSl TOTEHIIHHUX KiieHTIB. [I[pyunHaMu Takoi cUTyallii CTalnu HU3bKa TYpUCTUYHA
KOHKYPEHTOCTIPOMOXKHICTh YKpaiHW Ta HECHPUATIUBUAN OE3MEKOBUH  IMIJK
KpaiH{; HE3aJ0BUIBHUIM pPIBEHb CEPBICY Yy BITUM3HSHUX TOTENSX, IO 3YMOBIIECHO
3aCTapuIICTIO MaTepiaJIbHO-TEXHIYHO1 0azu Ta HEJIOCTaTHICTIO
BHUCOKOMPOQECITHOTO MepcoHaty.

5.3 MeTow ympaBiiHHS KIIEHT-OPIEHTOBAHICTIO MIANPUEMCTB TOTEIHHO-
peCcTOpaHHO1 1IHIYCTPii OOTPYHTOBAHO HAYKOBO-METOJUYHUN Oa3uC, AKUW BKIIOYAE
CUCTEMY IMOKA3HUKIB Ta BIAMOBIIHUX (PAKTOPIB AJIA JIArHOCTUKH 1 MOHITOPHUHTY
(GYHKIIOHATBHOI SKOCT1 CEPBICHOTO MPOAYKTY, KIIEHTCHKOTO JOCBIY Ta KJIIEHT-
OpIEHTOBAHOCTI mepcoHany. OOIPyHTOBAaHO HAYKOBO-METOAWMYHMA MIAX1T 10
OILIIHIOBAHHS KJIIEHT-OPIEHTOBAHOCTI TOTENIO, WO TMepeadadyae BiACTEKECHHS
B3a€EMO3B 3Ky OYIKYBaHO! I[IHHOCTI, KIIIEHTCHKOTO JOCBIAYy 1  CIpUHAMaHO1
I[IHHOCT1 HaIaHOTO TOTEJIEM CEPBICHOTO MPOAYKTY. JlaHu# miaxij JISKUTh B OCHOBI
AHATITUYHOTO 1HCTPYMEHTAPIIO TMPOIIECIB YINPaBIIHHS KIIEHT-OPIEHTOBAHICTIO
CepBiCY JUIsl TMIABHMILEHHS HOro piBHA Ta (opMyBaHHS HE3a0yTHBHOIO
(Bpa)karo4oro) KJI€HTCHKOTO JTIOCBITY.

6. YpaxoByroun KIOYOBY pOJb IEPCOHANY Y 3a0e3MeUeHH] KITIEHT-
OpPIEHTOBAHOCTI  MIAMPUEMCTB TOTEILHO-PECTOPAHHOTO  Oi3HECY, JOBEJCHO
B32€EMO3B 130K BHYTPIIIHBOI KIIEHT-OPIEHTOBAHOCTI, 33JJ0BOJICHOCTI, 3aJTy4€HOCTI
MEPCOHANTY Ta 30BHIIIHBOI KJIIE€HT-OPIEHTOBAHOCTI. 3 METOK YNPABIIHHS KIIEHT-
OpIEHTOBAHICTIO CEPBICY TOTEIIO 3aIIPOIIOHOBAHO HAYKOBO-TIPAKTUYHUMN MIiAXI] 10
JIarHOCTUKHU KIIIEHT-OPIEHTOBAHOCTI MEPCOHANy, SKHUM mependavyac BU3HAYCHHS
YaCTKOBUX I1HJEKCIB Ta IHTETPaJIbHOIO TMOKa3HHWKA, IO J103BOJIsiE (POpMyBaTH
MIATPYHTS U TPUAHSTTS YOPABIIHCHKUAX PIMIEHh 32 OIIHEHWMHU (aKTOpamu.
VY pesynbTati ioro ampobariii B TpbOX- Ta YOTUPHOX-31PKOBUX TOTeNsAX M. Kuepa
YCTaHOBJICHO JOCTaTHbO BUCOKUW CTYMHiHb KJIE€HT-OPIEHTOBAHOCTI TMEPCOHATY
3aKJaliB TOTEIBHOTO TOCIHOJApPCTBA, TOMY 3alpPONOHOBAHO MIATPUMYBATH

JIOCSITHYTUH pIBEHb, 3AIMCHIOBATH TOIIYK IHHOBAIIMHMX PIIICHb JJIi MOTHBAIII]
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Ta CTUMYJIIOBaHHS MEPCOHATY 3 METOIO CIIJIBHOTO TBOPEHHS LIHHOCTI CEPBICHOTO
IPOAYKTY TOTEIIO 1 3a0e3MmeueHHs 10ro BUCOKOTO CTYIEHS KI1EHT-OPI€EHTOBAHOCTI.

7.3 ormsgmy Ha HEOOXITHICTh YIPaBIIHHSA KIIEHTCHBKUM  JIOCBIJIOM
y 3aKiajax TOTENBHOI 1HAYCTpPil 3alpOTIOHOBAHO HAYKOBO-METOMMYHUN IMiIXif,
SAKUN 0a3yeThCs Ha MOKA3HUKAX 3a0BOJICHOCT] KIIEHTIB (DYHKI[IOHATBHOIO SKICTIO
CEpBICY; OIlIHKaxX eMmaTii Ta JIerKOCTI MNUIAXY KJIi€HTa. 3acHOBYIOYHCH
Ha OTPUMAaHUX pe3yJbTaTaX, HaJaHO HAYKOBO-TIPAaKTUYHUI 1HCTpyMEHTapii
NPUUHATTS ~ YOPaBIIHCBKMX  PIIIEHh  Ta  BU3HAYCHHS  OpraHi3alliifHuX
KOMIIETEHTHOCTEH (OpMYBaHHS HE3a0yTHBHOIO (Bpa)aroyoro) KIIEHTCHKOTO
JIOCBIJly Ha OCHOBI: pO3pO0JICHOI mMipamigu CcepBiCy, MipaMmigu KI1EHTCHKOIO
nocBiny, kaptu nocsiny rocts (GEJ Guest Experience Journey); kapTu KIi€HT-
OPIEHTOBAHOCTi TOTENIO. IX KOMILIEKCHE BHUKOPHCTAHHS JO3BOJISE BiICTEKyBaTH
MOBEAIHKOBI (akTopu ycmixy (JOsJIbHICTh, aJIBOKAIlisl, HAJINHHICTh KIIIEHTIB)
TOTEIO.

8. Cnmparounuch Ha 3alpolOHOBAHY CHUCTEMY 3a0€3MEYEeHHS KIIE€HT-
OpIEHTOBAHOCTI CEPBICY T'OTEII0, SIKa BKJIIOYAE KOPCTKE AP0 - (DYHKI[IOHAIBbHY
AKICTh CEpBICHOTO MPOIYKTY (KOM(OPTHICTH MaTepiaibHUX YMOB MHpPOXKUBaHHS,
SKICTh TPOIECIB 0OCITYyrOBYBaHHS, B3a€EMOBIHOCUHHM 3 TIEPCOHAIIOM) Ta M’SIKi
KJIIEHT-OPIEHTOBAHI KOMIIETEHTHOCTI OpraHi3aliiHol TMOBEMIHKK (eMmaTis [0
KJIIEHTAQ; BHYTPIIIHA KJIE€HT-OPI€EHTOBAHICTh, 3aJ0BOJICHICTh 1 3allydeHICTh
nepcoHany). 3a pesynbTaTamMu  anpobdarii  3aIpONOHOBAHOTO  HAYKOBO-
MPaKTUYHOTO 1HCTPYMEHTApI0 YINPABIIHHA KJIIEHT-OPIEHTOBAHICTIO CEpBICY
Ha BUOIPKOBIN CYKYNHOCTI TOTENIB BCTAHOBJIEHO CUJIbHY IIUIBHICTh B3aEMO3B'SI3KY
MDK (akTopamMu (YHKIIIOHATBHOT SKOCTI CEPBICHOTO TPOJAYKTY Ta KIIIE€HT-
OpIEHTOBAHOCTI cepBicy. Ha OCHOBI KOpeNAIiHOrO aHaidizy OOIpyHTOBAHO, IO
JUISl  TBHINCHHS  KIIEHT-OPIEHTOBAHOCTI  CEpPBICY  JOCHIDKEHUX TOTETIB
HEOOXITHUM €: TIOKpAIIeHHS KOM(OPTHOCTI MaTepiaIbHUX YMOB TPOKUBAHHS,
YAOCKOHAJICHHS TPOIIECIB OOCITYrOBYBaHHS, HAJIArO/KEHHS Ta TOKpaIleHHs
B3a€MOBITHOCUH KIIIE€HTIB 3 TIEPCOHAIOM. YCTAHOBJIEHO TaKOX CYTTEBI

BIJIMIHHOCTI B YIPaBJIIHHI KJII€HT-OPIEHTOBAHICTIO CEPBICY TPHOX- Ta YOTHUPHOX-
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31pKOBUX TOTENSX. Y 3B'SI3KY 3 UMM JOBEJECHO HEOOX1IHICTh BUKOPUCTAHHS PI3HUX
METO/IB Ta IHCTPYMEHTIB 3a0€3MeUeHHs B3a€MOJIIi 3 MEPCOHATIOM 3aJICKHO BIT
KaTeropii roTeto.

9. 3acHOBYIOYHCH Ha BU3HAYEHOMY CTYIEH1 SKOCTI HaOyTOTO KIEHTCHKOTO
JIOCBIJIy Ta pO3p0O0JIECHOMY CIIEHApPHOMY IMAXO1 10 IMJIEMEHTAIlT 3aIpOrOHOBaHO1
MOJIEJII CEpPBICHOTO MPOAYKTY B CHCTEMY YIPABIIHHSA KJI1E€HT-OPI€EHTOBAHICTIO
TOTEII0 PEKOMEHJ0BAHO KpUTepii BUOOpPY CTHIIIO YHOPABIiHHS, BIAMOBITHO IO
SKOTO  BCTAHOBJIIOETHCS  MpPIOPUTETHA MeTa, OOUpaAIOThCS  THCTPYMEHTHU
YIOCKOHAJIGHHSI CEpPBICHOTO TMPOAYKTY TOTENI0. 3TiAHO 3ampONOHOBAHOTO
HAayKOBO-MPAKTUYHOTO MIAXOAY PO3POOJEHO albTEPHATUBH  YIPABIIHCHKHUX
pillieHb 1I0JI0 BUOOPY 1HCTPYMEHTIB (IHHOBAIlIMHI, KapJMHAJIbHI, KOPUTYBAJIbHI)
Ta BHECEHHA OaXaHUX OpraHi3aliifHO-yIpaBIiHCBKUX 3MIH 32  KOXXHUM
aTpuOyTOM CEpPBICHOTO MPOAYKTY, 110 JO3BOJUTH IiIBUIIUTH PIBEHb HOTO KIIIEHT-
OpI1EHTOBAHOCTI. Pe3ynbraTn ampoOarrii PEKOMEHA0BAHOT MaTpHIl
QIbTEPHATUBHUX YIPABIIHCHKUX PIIIEHb MMIATBEPAWIA TEOPETHUYHI TiMOTE3H
Ta JO3BOJIMJIM HAJATH TMPAKTUYHI MPOMO3HUIIi 32 KOKHUM 1HIUKATOPOM KITIE€HT-

OpPIEHTOBAHOCTI CEPBICY TOTEIIIO.
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I[OIlaTOK A — Pe3yJILTaTI/I onpanrBaHHA CyTHOCTi INOHATDH,

SIKi XapaKTepu3ylTh NPOAYKT AIJILHOCTI B c(hepi roreibHO-PECTOPAHHOTO

Oi3Hecy

Tabnuys A.1

[Tigxoau A0 MOHATIHHO-KATEropiajJbHOTO anapary mociayr B FOTEJIbHO-

pecTtopaHHOro 013HECy

CyTHICTh OHSATH, 1110 XapaKTepu3yroTh | OcCOOIMBOCTI
IPOJYKT AISUTHHOCTI TOTEIIIB 1IX0TY
1 2 3
CyTHICTb MOHSATTS «TOTEJIbHA TOCIIYTa)
Y HOPMAaTHBHO-TIPABOBHX aKTax
3akony Ykpainu lotenpra mocnyra —  mii  (omepamii) | [IpomecHuii Ta
«IIpo Typuszm» [159], HiANPUEMCTBA 3 PO3MIMICHHST  CIIOKMBa4a | KOMIUIGKCHUH
«[IpaBui1 KOpUCTYBaHHS IUISIXOM ~ HaJgaHHAg Homepa (Micis) s
rOTEJISIMM i aHAJOTTYHUMH THUMYaCcOBOTO MPOKMBAHHS B TOTEN, a TAKOXK
3aco0aMu PO3MIILICHHS Ta IHITY MisUTBHICTB, TOB’S3aHY 3 PO3MIIICHHSIM
HaJaHH] FOTEILHUX MOCHYr» | 1 THMYacOBMM IIPOKMBAHHAM
[157]
Y HayKOBHX IyOmiKaIisx
[Tonganinosa [.JI. [155], I'orenpHa mocayra — 1€ KOMILIEKCHA CUCTEMA
Cranosuxina C.B., MaTepialbHUX 1 HeMaTeplaJIbHUX EJIeMEHTIB .
UYepenniuerko A.IL DEHOBMHHOI, TPYIOBOi i COLIOKYIBTYpHOT | NOMIVICKCHHH:
NPUPOAM, IO HANAEThCA  croxkuBauei | “METEMa
€JIEMEHTIB

B THMYacoBe KOPHCTYBaHHA Ta 3alesneuye
KOM(OpPTHI YMOBHU 1 PI3HOMaHITHI NOTpedU
KJIIEHTA B Mepioj] Horo nepedyBaHHs B roTedni

[MToropinsik O. [153]

[oTenbHa mociyra € pe3yabTaToOM B3aeMOJIIT

B3aemomis mix

BUKOHABII Ta CIIOXHBaya, SKa CHOPSIMOBaHA | y4YaCHUKaMHU
Ha  3aJI0BOJICHHST  TOTped  BiJBiayBaua MpoIiecy
Ta HAJA€ThCs OE3MOCepeHhO B TOTEIHHOMY |  HaJaHHA Ta
HiANPHUEMCTBI CHOYKUBaHHS
TOTENBHOT
MTOCITTYTH
Kwmynina I.A. [99] ['oTenpHa mocnmyra — 1€ KOMIUIEKC i
MOCIyroHasaBadya  (TOTENBHOI  KOMIIaHIi),
COpsIMOBaHMW Ha  3aJI0BOJIEHHS  TOTPed .
TIOCTyrOOTPUMYBaya (xuprs) | [IPOLECHHH
B KOMGOPTHOMY THMYAaCOBOMY PO3MIiIlIEHHI
B TOTeIl 1 3B’ I3aHUM 13 HHUM

00CIIyrOBYBaHHSIM
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IIpoooeocenns madbauyi A.1

1

2

3

3apemo0a I1.0.,
Pynenko I'.B. [102]

1) CykynHICTh B3a€MOJIONOBHIOIYHX TOCIYT
3a KOJIGKTUBHE PO3MILIECHHS Ta 3a0e3Me4eHHs
NPOXKUBAHHSAM KJIEHTIB TOTENIO BiANOBIAHO
JI0 iX IJIATOCIIPOMO’KHOTO TIOIUTY.

2) lotenbHi mOCHYyrM — 1€ CYKYIHICTb
olepauii, siki BAKOHYIOTbCS 1151 33710BOJICHHSI
norpeo MEIIKAHIIA TOTEII0
1 XapaKTepU3ylOTbCs  HASBHICTIO  IEBHOI
BapTOCTI

[IpouecHuii Ta
KOMILJIEKCHUH

Mamrok T.A.,
ITemuna E.B.,
Camumkina I'.H.

SIK CyKyTHICTh B3a€MOJOIIOBHIOBAHUX MOCITYT
I0O0  KOJEKTHBHOTO  pO3MIIEHHS  Ta
3a0e3MeyeHHs] MPOXKUBAHHA 3TiJHO 3 IX
(dakTUYHO npen’ IBJICHUM
(TUTaTOCTTPOMOYKHUM ) TIOTTUTOM

KoMmmnekcHuii:
CYKYIHICTb
MOCITYT

Ycerincskuit A. [186]

['oTenpbHUX TOCIYT K TisSUTBHOCTI BUKOHABIIS
i3 3a0e3MeYeHHS] THMYacOBOTO IPOKUBAHHS
rocTss B TOTell Ta HaAaHHS IHIIUX,
II0B’ SI3aHUX 3 TaKUM THMYaCOBUM
MIPOXKUBAHHSM, ITOCITYT

[Iponecnuit

SlumensoBa B.M.,
Kanpuenko JI.A. [205]

SIK KOMIUIEKC Jili, CYKYIHICTh BCTAHOBJICHHUX
4yl rmependadyBaHUX — 3aXOMiB  TOTENBHOI
oprasizaumii II0J0 3aJ0BOJIEHHs MOTped Ta
OaxkaHb  JIIOJMHM, SKI  HaOyBalOTh  SIK
ypEeUeBIeHOI, TaKk 1 HeypeueBieHoi GopM, Ta
MarOTh CIIO’KUBYY BapTiCTh

[IponecHuit

Manauunceka FO.A. [128]

Sk CyKymHICTH omepaiiii, ki BUKOHYIOTbCS
JUIS 3310BOJICHHSI IOTPEO MEIIKAHIIIB TOTEI0
1 XapakTepu3yloTbCs  3aBEpLICHICTIO  Ta
HASBHICTIO MEBHOT IIIHHOCTI (BapTOCTI)

[Ipouecuui

Omnanamyk O.41. [142]

['oTenpHa mociyra — 1€ NPOJIYKT TOTEIbHOT
IHIYCTpii, 1110 BUCTYNAE OCOOIUBUM 00’ €KTOM
HIAIPUEMHUIBKOT JISIBHOCTI MiANPUEMCTBA
TOTEJIBHOTO rocrojiapcTa 10710
3aJI0BOJICHHST OCOOMCTHUX MOTPEO CIIOKUBAUIB.

IIponykr
TOTEJIBHOI
iHaycTpil

CYTHiCTB MOHATTSA «IIOCJIyra TOCTUHHOCTI»

[Tornnasceka 1.B. [156]

[Tocmyra TOCTHHHOCTI — € JiSJIBHICTIO,
CTIPSIMOBAHOIO Ha 3a0e3neveHHs
IHIUBIAyalbHUX MaTeplalbHO-IOOYTOBUX Ta
COLIIaJIbHUX noTpeo THMYaCOBOTO
B/IBilyBaua, 1 TMOB’sA3aHI SK 3 MPOIECOM
00CITyTOBYBaHHs, Tak 1 3 eKCIUTyaTallero
OCHOBHUX (DOHIIB CrHeliani3oBaHUX 3aKjIajliB
3aJUIs CTBOPEHHS O€3MEeYHUX Ta KOM(pOPTHHUX
YMOB nepeOyBaHHS TOCTS

[IponecHuit
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IIpoooeoicenns mabnuyi A. 1
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2

3

Maprienko A.L,
JumxkanTtiok O.B. [130]

[Tocmyra TOCTMHHOCTI — 1€ PI3HOBUJ
JISITBHOCTI, B MPOIIEC] SIKOTO HE CTBOPIOETHCS
HOBUM MaTepialiIbHO PEYOBUH MPOJYKT, aje
3MIHIOETHCS SKICTh BPOKCHHSI BT OJIepKaHHS
ToBapy ab0 3a  JOMIOMOIOK  TOBapy
OJIep’)KaHHS BPAXCHHS BiJl HEMaTepiaJbHOTO
Omnara, Bijl 3a7J0BOJICHHS TIEBHOI MMOTPeOU HE B
MaTepianbHii Gopmi, a y Iporeci BUKOHAHHS
NEBHOI JISUIBHOCTI HA OCHOBI BHUKOPHCTaHHS
3ac00iB  BHPOOHHUIITBA Ta JOOPO3UUWINBOTO
BiJTHOILIEHHS Cy0’€KTa 3/11iiCHEHHS JiSUIbHOCTI

[Iponecnui

CyTHICTb MOHATTS «TOTEJIBHUN MPOTYKT»

Manexa /I.C.,
Bypuii C.A. [131]

[oTenpHMII  NPOAYKT €  CYKYIHICTIO
CIIOKMBYOi  BApTOCTI 3  PEKpealiiiHuM
eeKTOM, M0 BUPAKAETHCSI Y KOHKPETHUX
TOTEIPHUX 1  KYPOPTHHX  HPOIYKTax,
SK1 3p0OJIeHI W HasBHI B JaHWH TEpion I
CIIO)KMBaAHHS [IEBHUM HIPUPOJTHUAM
1 CYCHUIbHHM CEpEeIOBUIIEM

Komiiekcuuit

MyHin I'.B. [125]

['oTenpHMIA POIYKT — pe3yNbTaT AiISTBHOCTI
TOTEJBHOTO HiANPHEMCTBA, SIKHH
MPOTIOHYETHCSI KITIEHTaM 3151 33JJ0OBOJICHHS
iX TIATOCIPOMOKHOTO TOMHUTY 1 3 METOI0
OJlep>KaHHA MPUOYTKIB CaMOro

PesynbTar
JISIITBHOCTI

JIyk’snoB B.O. [125]

I'orenpHUl  NpPOAYKT  — L€ pe3ysbTar
B3a€MOJIii TOCTHHHOrO Oi3Hecy Ta KII€HTa,
a TAaKOXX BJIACHOI JISUIBHOCTI ~ BMKOHABIISA
3 HaJ@aHHSA  Ta  3aJ0BOJIEHHA  NOTped
CIIO’KMBaya, 1010 TOBApPIB Ta MOCIYT

PesynbTar
B3aeMOIi1

[Tapdinenko A.YO. Ta iH.
[148]

I'otenpHn IIPOAYKT - CYKYIIHICTh
MaTrepialbHUuX, TEXHIYHUX, JIFOJICBKHX,
iHpOopMaLiiHUX, YACOBUX Ta 1HIIUX YNHHUKIB
JISITBHOCTI TOTEITIO 3 Ha/IaHHS KJIIEHTaM OJiar,
0 MAarTh TIEBHI CIOXXHBYI BJIACTHBOCTI
1 371aTHI  33J0BOJBHATH X  MOTpeOH.
l'orenpHUiA NOpPOAYKT — 1€  Pe3ysbTar
B3a€EMOJIIi TOTEIBHOTO OI3HECY 1 KITIEHTa,
a TakOX BJIACHOI JISJIBHOCTI BHUKOHABILI
13 3a70BOJIEHHs TOTpeOM croxuBayda. Bix
dopMmyeTbcs B XOJ1I OOCIYrOBYBaHHS IpH
TiCHIH B3aeMo1ii 00CIyrOBYIOYOI0 IIEpCOHATY
TOTEJII0 Ta MOTO TOCTSI

CyKynHICTb
YHHHUKIB,

pe3yabTaT
B3aEMOJIIT
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IIpoooeoicenns mabnuyi A. 1

1 2 3
Maprienko A.L, [TpoayKTH TOCTHHHOCTI — 1II6 KOMILIEKC
JumkanTtiok O.B. [130] OCITyT OB’ SI3aHUX JIOTICTUYHUMU
JaHuroram, a0o po3pizHeHuil ix Habip Kommieke
HE TIOB’S3aHUH  JIOTIYHUM  TNPOJOBXKEHHIM nocmyr

OJIHIET TIOCIYTH 3 IHIIOIO, BiJ OJEp)KaHHS
SKHX CII0)KMBAa4 OTPUMY€ TEBHI (IO3UTHUBHI
a0o0 HeraTHBHI) BpaXCHHS




Jonarok b — /lani craTucTHYHUX cniocTepe:xensb [141]

JlnHamika MOKa3HUKIB 00CATY peaTi3oBaHOi MPOIYKIlii (TOBAPiB, OCIYT)

Tabnuys b.1

Yacrka o0csTy

Yacrka o6cAary

O6csr pearizoBaHol . b Yactka obcary
Ob6csr . . peaiizoBaHol . ..
O6car peamnizoBaHol peaTIsoBarol TpOAyIAI MPOAYKIIii (TOBapiB, PEAIZ0BAHOL IPOAYKII
peaitizoBaHol MPOAYKIIiT POy (roapis, go cIyr) MOCIIYT) TOTETIB (TOBa‘pll.3, noggyr)
Pi MPOYKLIT Temn (ToBapis, Temn (rosapis, 1o cayr) Temn 34c001B i moniOHUX 3aco0iB FOT?.HB ! MOAIDHIX
K (ToBapis, pocrty, % TIOCITYT) pocrty, % . FOT?ng pocty, % THMAACOBOTO TUMYacOBOTO 3acoo1B THMqaCOBg ro.
MOCIYT) 3aco0iB oo 6}.{HX DOSMIIILYBATHA pO3MilyBaHHS POSMILILYBAHIA B OBCA1
MIATPUEMCTB THMYacOBOT'0 34c00IB y 3argn bHOMY y 3araJibHOMY 00csi3i pean13693aH01 MPOLYKHI
- THMYaCOBOTO obessi peasizoBanoi 3aco0iB .TI/IM'-IaCO(l)BOFO
PO3MILyBaHHS pean13OB§Hg)/1 npoyKLii, % posMimmeHss, %
npoxaykuii, %
2010 | 3366228252 — 3870361 — 2860026 — 0,11 0,08 73,90
2011 | 3991239440 | 118,57 4681327 120,95 3668406 128,26 0,12 0,09 78,36
2012 | 4203169573 | 105,31 5541985 118,38 4446257 121,20 0,13 0,11 80,23
2013 | 4050214971 96,36 6048780 109,14 4895999 110,12 0,15 0,12 80,94
2014 | 4170659906 | 102,97 3858570 63,79 3176562 64,88 0,09 0,08 82,32
2015 | 5159067140 | 123,70 5136272 133,11 4501251 141,70 0,10 0,09 87,64
2016 | 6237535214 | 120,90 7113862 138,50 6352043 141,12 0,11 0,10 89,29
2017 | 7707935219 123,57 8894504 125,03 7895318 124,30 0,12 0,10 88,77
2018 | 9206049546 | 119,44 10694392 120,24 9479438 120,06 0,12 0,10 88,64
Temn
pocty
22(1)8 — 273,48 — 276,32 — 331,45 — — —
2010,
%

ore



Tabnuus b.2

JluHaMmika MOKa3HUKIB IHBECTULIIN y chepy TUMUACOBOTO PO3MIIICHHS i OpraHizaiii XapuyBaHHS

IToxa3zuuk

2010

2011

2012

2013

2014

2015

2016

2017

2018

Tp 2018 no
2010, %

Ycerworo

180575,5

241286,0

273256,0

249873,4

219419,9

273116,4

359216,1

448461,5

578726

Tumuacose PO3MIITyBaHHS
i opraizaris XapuyBaHHS

1033,2

1572,7

22649

1476,8

1482,0

1393,1

1477,9

2133,5

2675,1

TumdacoBe po3MilryBaHHs

679,1

1010,8

1534,7

872,2

867,1

890,2

756,1

1380,0

1473,0

YacTka KamiTadbHUX I1HBECTHLIN
y TiAMpHEMCTBA TUMYaCcOBOTO
pO3MilIeHHS i oprasizarii
Xap4dyBaHHS Yy 3arajJbHOMY O00Cs3i
iHBeCTHIlIH, %o

0,57

0,65

0,83

0,59

0,68

0,51

0,41

0,48

0,46

YacTka KamiTalbHUX 1HBECTHUIIN
y TiIIpHeEMCTBA THMYaCOBOTO
PO3MIIIEHHsT y 3arajJibHOMY 00Cs3i
iHBeCTHIIH, Yo

0,38

0,42

0,56

0,35

0,40

0,33

0,21

0,31

0,25

YacTka KamiTalbHUX 1HBECTHUIIN
y TiIIpHeEMCTBA THMYaCOBOTO
PO3MIIIIEHHST y 3arajibHOMYy 00Cs31
1HBECTHIII Yy cdepy TUMYAcOBOrO
po3mimnyBaHHS ¥ opranizamii
Xap4yBaHHS, %

65,73

64,27

67,76

59,06

58,51

63,90

51,16

64,68

55,06

Temn pocty KaITli TATbHUX

IHBECTHIIIH BCHLOTO, %

133,62

113,25

91,44

87,81

124,47

131,52

124,84

129,05

320,49

Temn pocty
1HBECTHULIIHI T IITPUEMCTB
THMYaCOBOTO PO3MIlTyBaHHS
W opraizauii XapyyBaHHS

KIlaTaJbHUX

152,22

144,01

65,20

100,35

94,00

106,09

144,36

125,39

258,91

Temn pocty KIIATAJIbHUX
IHBECTHLIN B MiANPUEMCTBA
TUMYaCOBOTO PO3MIIIIyBaHHS

148,84

151,83

56,83

99,42

102,66

84,94

182,52

106,74

216,90

LvZ
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Honarok B — OnutyBajibHUM JIUCT JJIsl TOCTSI TOTEJTI0

Lllanosni knienmu comenig!
XapKiBChbKUH Jep)KaBHUI yHIBEPCUTET XapuyBaHHS Ta TOPTiBIIi MPOBOAUTH JOCIIKEHHS 3 METOIO
PO3pOOKH PEKOMEH/IAIlIN MO0 TMOKPAIIeHHS 00CIIyrOBYBaHHS B TOTEILHO-PECTOPAHHIN 1HIYCTPIi.
[Ipocumo Bac B3ATH yuyacThb B ONMTYBaHHi Ta BiATIOBICTM HA 3ampONOHOBAHI 3aNUTaHHA'.
PesynbraTi Oy1yTh BUKOPUCTAHI B HAYKOBI pOOOTI B y3araibHEHOMY BHUTJIS/II.

AHKETA
1. Y namomy roresi Bu nepedyBaere
Bnepiue
Bnpyre

Bu noctiifHuii TicTh 1 iepe0yBaeTe B HAILIOMY T'OTEJI 4acTo

2. 3 saixoro npuBoay Bu BiaBinyere roreanb?

[lepeOyBaHHs i 4ac BIAPSIKEHHS (J17I0BOT TTOT3/IKH )
[lepebyBanHs mij yac HaBYaHHS, TPEHIHT1B, KOH(EPEHIIii
[lepebyBanHs mijg yac BiAMOYUHKY

[TepeGyBaHHS 3 METOIO 1 BIIMOYUHKY, 1 J1JIOBOT MOI3IKH
[H1re

3. SAAxkumu qxepesniamu indgopmauii Bu kopuctyBanucs mija yac BH6Opy HAIIoro
rorejr?

Caiit rorenro

CremiamizoBani  caiitu  (Hotels24.ua, www.tripadvisor.ru,
Booking.com, TopHotels Ta 1H.)

PexomeHnparii apy3iB, piTHUX, 3HAHOMHUX

Pexnama roreinro

Iamre

4. Hackinbku BaxJuBa JJs Bac niHa nig yac Budopy roresn?

1 2 3 4 5

AOCOIIOTHO
HE BaXKJIMBA

[yxe Baxnusa

5. Hackinbky BaskIuBI 1151 Bac BIAIyKH KJIIEHTIB PO roreib?

1 2 3 4 5

AOCOIIOTHO

, Jly*xe BakIuB1
HE BaKJIUBI

 3arIOBHEHHS aHKETH JI03BOJISIE PECTIOHEHTY B3SITH y4acTh y posirpari 20% 3HUKKU
Ha MOBTOPHE MPOKUBAHHS Y HAILIOMY TOTENI.


https://www.google.com/url?q=http://www.tripadvisor.ru&sa=D&ust=1589297000645000&usg=AFQjCNFB2vjBDVgjbL-MdFwproGeJzwlAg
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6. Hackisibkm iimoBipHO Bu nopexkoMeHnayBau 0 HAII TOTeJNb APY35IM, PiTHUM,
3HAOMUM?

Hizamo 3 pamicTio
HE MIOPEKOMEH YO MIOPEKOMEH/IYIO

7. Hackisibky BeJinKi 3ycusuiss Bu norpaTu/in Ha NMoIIyK roTeiio Ta OpoHIOBaHHS ?

1 2 3 4 5
Jlyxe BeluKi | | | | | | Mani

8. Hackinbku 6araTo yacy Ta BeJiMKi 3ycuuis st Bac BuTpauyeHno mijg yac
3aceJIeHHHA?

Jlyke BEIHK1 | | | | | | Mani

9. Hackinbku BeJIMKi eMoliiiHi Ta (i3nuHi 3ycHJIsi BUTPaUY€HO /1Jisl BUPillIEeHHSA
npo0.JieM, IKI0 BOHU BUHUKAJIM i1 4aC MPOKUBAHHA?

1 2 3 4 5
Jlyxe BEeIMKI | | | | | | Mani

10. Ha ckinbku HamI roresb Bianosigae Bamum ovikyBanHsiM?

AOGCOJIIOTHO HE BIJINOBIJIa€ OYIKYBaHHSIM
He BianoBijae o4iKyBaHHIM

[TomipHO BiANOBiIa€ OUIKYBAaHHSAM
[ToBHICTIO BIAMOBIAA€ OUIKYBAaHHSAM
[lepeBuIUB OUIKyBaHHS

11. SIki Bpasxkenns1 y Bac cpopmyBasucs Bix BIABIAyBaHHS HALLIOTO IOTENI0?

1 2 3 4 S

Jly*e HeraTUBHI | | | | | | yxe nosutusHi

12. Hackinbku iiMoBipHO Bu mie BinBinaere Ham roresin?

1 2 3 4 5
Hizamo OO0O0B’3K0BO
I pa3 BiJIBiai0
IIeH TOTeIIb
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13. OuiHiTh piBeHb KOM(pOPTAOEIBLHOCTI NPUMillIeHb TA HOMEPIB roTEJII0

1 2 3 4 5
Jly’Ke HU3bKUU ‘ ‘ ‘ ‘ ‘ ‘ Jly’xe BUCOKUI

14. OuiHiTh piBeHb OCHAIIIEHOCTI NPUMillleHb Ta HOMePIB roreJio (MedJIi, Tu3aiiH,
iHTep’ep, mo0yTOBa TeXHiKa, CAHTEXHiKA)

1 2 3 4 5

Jy>ke HU3bKUU ‘ ‘ ‘ ‘ ‘ ‘ Jly>xe BUCOKUI

15. OuiHiTH piBeHb PO3BMHEHOCTI IHPPACTPYKTYPH roTe/NI0(HAABHICTh NAPKOBKH,
KOH(epeHU-3a,1y, Mara3usis, cnopr3ainy, CITA-canony, 6aceiiHy, KOPTiB TOLI0)

1 2 3 4 5
Hy>xe HU3bKUU ‘ ‘ ‘ ‘ ‘ ‘ Jy>xe BUCOKUI

16. OuiHiTH piBeHb 0J1ar0yCTPOIO TEPUTOPIi rOTEII0 (UUCTOTA, 03€JIeHEHHS,
HASIBHICTh 30H BIIMOYUHKY TOMLIO)

Jy’xe HU3bKUU ‘ ‘ ‘ ‘ ‘ ‘ Jly’xe BUCOKUI

17. OuiHiTH 3py4HICTH MiCUsI PO3TALLYBAHHS TOTEJII0

1 2 3 4 5
Jlyxe He 3pydHe \ \ \ \ \ \ Jlocuts 3pyuHe

18. OuiHiTh WBUAKICTH TA ONEPATHBHICTH 00CJIYyTOBYBAHHS B roTei

1 2 3 4 5
Hyxe HU3bKa ‘ ‘ ‘ ‘ ‘ ‘ JlocuTs BUCOKa

19. Hackinbku Bu 3a10B0JIeHi cucTeMOI0 OPOHIOBAHHSI TA pe3epBYBaHHS,
SIKa BUKOPHCTOBY€ETHCS B rOTEJIi?

1 2 3 4 5

AOCOJIIOTHO HE
3a/10BOJICHUH (-Ha)

AOGCONIOTHO
3a/10BOJICHUH (-Ha)

20. Hackisibku Bu 3a10BoJ1eHi NpUiioMOM Ta po3MillleHHSIM y roTei?

1 2 3 4 &)

AOCOJIIOTHO HE
3a710BOJICHUM (-HA)

AOCOIIOTHO
3a710BOJICHUM (-Ha)
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21. Hackinbku Bu 3a10BoJ1eHi piBHeM 00CJIyroByBaHHSI B HOMepPAaXx rorean?

1 2 3 4 &)

AOCOJIIOTHO HE
3a710BOJICHUM (-Ha)

AOCOIIOTHO
3a710BOJICHUM (-Ha)

22. Hackinbku Bu 3a10BoJ1eHi piBHeM opraHizanii xapuyBaHHs
Ta 00CJIYTrOBYBAHHSAM B roTeJi?

1 2 3 4 5

AOCOIIOTHO HE
3a/I0BOJICHUH (-Ha)

AOGCOIIOTHO
3a/I0BOJICHUM (-Ha)

23. OuiHiTh piBeHb CaHITAPHO-TIri€HiYHOI Oe3neKu (YUCTOTA) B roTei?

1 2 3 4 5

Jy>ke HU3bKUAU ‘ ‘ ‘ ‘ ‘ ‘ JlocuTh BUCOKUU

24. Hackinbku Bu BinuyBaeTe 0e3neuHicTs nepedyBaHHs B roTelii Ta HaAilHiCTh
30epeKeHHs BJIACHUX pedeid?

AGCOIIIOTHO
HE BITIYBarO

AOCOIIOTHO
B1/TYyBar0

25. OuiniTh piBeHb KoOHpineHuilinocTi indgopmauii Ta indopmauiiinoi 0e3nexu B
roreJi

Jy>Ke HU3bKUAU ‘ ‘ ‘ ‘ ‘ ‘ JlocuTh BUCOKUI

26. Hackiibku Bu 3a10BoJIeHi KyJIbTYPOIO 00CIyTOBYBAHHS B IoTeJi?

1 2 3 4 5

AOCOIIOTHO HE
3a/10BOJICHUH (-Ha)

AOCOTIOTHO
3a/10BOJICHUH (-Ha)

27. OuiHiTh 0XaifHICTH TA 30BHILHIA BUTJISI EPCOHATY

1 2 3 4 5
He3zanoBinsHO | | | | | | Binminzo




252

28. OuiHiTh 7100PO3MYJIMBICTH TA 1100’ A3HICTH MEPCOHATY

1 2 3 4 5
He3zanoBinsHO | | | | | | Binminzo

29. OuiHiTh KOMYHIKa0€JIbHICTH MEPCOHAITY

HezanoBinbHO | | | | | | Binminzo

30. Hackizibku Bu oniHo€Te 3;1aroskeHicTh po00TH MEPCOHAY IOTeJII0

1 2 3 4 5
Jy>xe HU3bKa ‘ ‘ ‘ ‘ ‘ ‘ Jlocuts BUCOKA

31. Hackisibku Bac npuBadJioe atmocgepa roresiio

1 2 3 4 5

AOCOIIOTHO

Bpaxae
HE PUBaAOIIOE

32. OuiHiTh piBeHb po3yMiHHS nepcoHaIoM Bamux npodJieM Ta 31aTHICTH
IX BUpiIyBaTH

Hy>xe HU3bKUU ‘ ‘ ‘ ‘ ‘ ‘ Jy>xe BUCOKUI

33. OniHiTh HACKIIBKHU BiT4yBa€ThCsl BasKIuBicTh Bamux intepecin
IS TIEPCOHAJTY T'OTEJII0

AbcomoTHO AGCOMOTHO
HE BITIYBarO BiIYBAIO
34. OuiHiTh penyTanilo rorejaro
1 2 3 4 S
CymHiBHa | | | | | | Besnoranna

35. HackisibKH sIKicTh 00CIyroBYBaHHS B roTeJii BiinoBigae iioro kareropii
(3ipkoBocTi)?

AOCOIIOTHO
HE BIAIOBIIAE

[ToBHICTIO
BI/IIIOB11a€




253

36. HackiJIbKH 1[iHA HA MOCJYT'H rOTeNI0 BiAnoBiaae ix skocTi?

1 2 3 4 5

AOCOIIOTHO
HE BIJIIOBIIA€

37. Crarpb

JKIHOYA
40JI0B1Ya

38. Bam Bik

18-22 poxu
23-35 pokiB
36-42 poxu
43-55 pokiB
56-65 pokiB
cTapiie 65 pokiB

39. Bam pix aisnibHoOCTI

JepxaBHMI CITyKOOBEIb
[Tigmpuemens
Cyx00BeIb
JloMmorocnoaapka
Po6ounii

[H1re

[ToBHicTIO
BI/IIIOBI1a€

40. Bam piBeHb 10X0/1y HA OJIHOI'0 YieHA POJAMHM HA MicAlb

10 5000 rpH.
5000-7500 rpH.

7500-10000 rpH.
oinbmre 10000 rpH.

Jsaxyemo 3a ydacts!
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Honarok I' — OnuryBaJbHUI JUCT AJIS IEPCOHATY

Llanoeni npayienuxu comenig!

XapKiBCbKUI Iep>KaBHUN YHIBEPCUTET XapuyBaHHS Ta TOPTiBIl MPOBOIUTH
JOCTIKEHHS 3 METOI0 BUBUEHHS Baioi 3a10B0I€HOCTI poOOTOIO B TOTENbHIN
iHaycTpii. [IpocuMo B3sTH y4acTh B OMUTYBaHHI Ta oOpaTu Bamr BapiaHT BiAmoBii
Ha HACTYITHI 3aITUTaHHS.

AHKETA

1. Ouinith, Hackiabkm Bu 3anoBosieni ymoBamMu mnpamni B roreii (rpadikom,
3aBAHTAKEHICTIO BiNOBIHO 10 MOCAAM, 3PYYHICTI0O TA OCHALIEHICTIO PO0OYOro
Miclsl TOIO)

AOCOIIOTHO AOCOIIOTHO
HE 3aJ]0BOJICHUI (-Ha) 3a/10BOJICHUM (-Ha)

2. OuiniTh, Hackibkyu Bu 3a10Bo1eHI piBHEM oIJIATH Npaili B roreJi

1 2 3 4 5
AOCOIIIOTHO AOCOIIIOTHO
HE 33JI0BOJICHUM (-Ha) 3aJI0BOJICHHH (-HA)

3. OuiniTh, HacKkiIbKU Bu 3a10B0JIeHi MaTepialbHUMH 320X04YEHHSIMH B roTei
(0onycu, npemii, 10NJIATH TOIIO)

AGCOIIIOTHO AGCOIIIOTHO
HE 3aJI0BOJICHUH (-Ha) 3aJI0BOJICHHH (-HA)

4. OuiHiTh, HACKITbKN BH 32/10B0JIeHi collialbHMMH | MOPAJILHUMH 320X04YE€HHAMU
B roTeJi (Coumnaker, Bil3HAKH, TPAMOTH, IMOJAAKH TA iH.)

1 2 3 4 3)
AGCOIIOTHO AOGCONIOTHO
HE 3aJJ0BOJICHUII (-Ha) 3a/10BOJICHUM (-Ha)

5. OuiniTh, HacKiJILKN BH 3a10B0JIeHi cOiaJJbHO-IICHXO0JIOTIYHUM KJIIMaTOM B
KOJIEKTHBI (3J1aro>KeHicTh B po00TIi, 10Bipa, B3a€MOBIIHOCHHHU,
B3a€EMO0TIOMOra)

AGCOIIIOTHO AOGCONIOTHO
HE 3aJ]0BOJICHUII (-HA) 3a/10BOJICHUH (-Ha)
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6. OuiniTh, HacKiJILKH BH 3a10B0JIeHI cTHJIEM Ta MeTOIaMHU YIIPABJIiHHS BALIOT 0
0e3nmocepeHHOr0 KepiBHUKA

AGCOIIFOTHO AOGCONIOTHO
HE 3aJ]0BOJICHUII (-Ha) 3a/10BOJICHUM (-Ha)

7. OuiHiTh, HacKkiIbkM Bu 3a10B0J1eHI epcIeKTUBAMY Kap’€EPHOT0 POCTY B roTe.ti

1 2 3 4 5
AOCOIIOTHO AGCOIIOTHO
HE 3a/I0BOJICHUM (-Ha) 3a/I0BOJICHUM (-Ha)

8. OuiniTh, HacKiJIbKH Bu 32/10B0J1eHi 00’ €KTUBHICTIO OLIHKH KePiBHUIITBOM
Bamoi po6otu

AOCOIIOTHO AOCOIIOTHO
HE 3aJ]0BOJICHUI (-Ha) 3a2/10BOJICHUM (-Ha)

9. OuiHiTb, HacKiILKN BH 3a10B0JIeHI MOKJIMBOCTAMH HABYAHHS TAa MiIBHIIEHHSA
KkBaji(ikaiii B rorei

AGCOIIIOTHO AOCONIOTHO
HE 33JI0BOJICHHM (-HA) 3aJI0BOJICHHH (-HA)

10. OuiHiTh, HACKIJIbKHM KePiBHUIITBO I'oTeJII0 MKJIYETHCA NMPO iHTEpecH
NpauniBHUKIB

AOCOIIOTHO JlocTaTHBO
HE TIKITY€EThCS MIKJIYETHCS

11. OuiHiTh, HacCKiJIbKM BM roTOBI J0MIOMAaraT rocTAM Ta pearyBaTH Ha iX 3alIUTH

1 2 3 4 5
AOCOIIOTHO Po0itro 11€ 3
HE T'OTOB1 PaiCTIO

12. OuiHiTh, HacKiJIbKM By GoiTecsi BTpaTUTH 1aHe Micue po0oTH

1 2 3 4 5
AOCOTIOTHO Jyxe 00r0Ch
He 0OKOCh
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13. Ha ckinibkn Bu roroBi BHUKOHYBATH J0JATKOBI J0pYy4YeHHs (3aBAaHHs), SAKi
He BXOAATH 10 Bamux mocagoBux 000B’A3KiB

AOCOIIIOTHO Po0Ouro 11€e
HE TOTOBUH 3 paaicTio

14. Ha ckinbku Bu noindgopmoBaHi npo Miciro Ta mijii AisJIbHOCTI roTe 10, B IKOMY
npaueTe

AGCOIIFOTHO 3Haro 1 OISO
He TT01H(OPMOBAHHMA IIIHHOCTI

15. Ha ckiibKkM KepiBHHITBO LiHY€ TA J0CJIYXOBYEThCA 10 Bammx npono3uuii
Ta JTYMOK

[ToBHICTIO ITHOPYE ‘ ‘ ‘ ‘ ‘ ‘ [{inye Ta BpaxoBye

16. BusHaure y mNOpSAAKY 3POCTAHHS BaXKJIUBOCTI YHHHMKM/MOTHBH, siki Bac
3alliKaBJIKKTB Y po0oTi (1 0a71 — HaliMeHII BaXKJINBUNA 8 — HAHBAKIMBIIIHIT)

[lepcriekTrBH Kap’€PHOTO 3pOCTaHHS

JIro6oB o mpodecii

['igHa orutara mparti

MopainbHi Ta coItiaabHi 3a0X0YEHHS

[IpecTmxHICTh poOOTH

3ay4eHICTh Y JOCATHEHHSI CIJIbHOT METH KOMMaHI1i
MO>XJIMBICTh MPOSIBUTH KPEATUBHICTh

BusHaHHs BaXXITUBOCTI pe3yJIbTaTIiB MOET Tparti

17. Bama crathb

JKIHOYA
yoJI0BiUa

18. Bau Bik

710 25 pOKiB
26-35 pokiB
36-45 pokiB
46-55 pokiB
Crapiie 55 pokiB

19. Bam cTa:k po0oTH B roreibHiil inaycTpii

1o 1 poxky

BiJ 2 70 5 pOKIB

Bia 5 10 10 pokiB
oinbiie 10 pokis




20. Bam cta:xx po60TH HAa OCTAHHBLOMY P0004YOMY MicIi

1o 1 poky

BiJ1 2 710 5 pOKIB

Bix 5 1o 10 pokiB
oinpiie 10 poki

21. Ha ckinbku podoTa B roredii BiinoBigae Bammm ovikyBaHHsAM Bijg Hei?

AOGCOIIOTHO HE BIINOBIIa€ OYIKYBaHHSIM
He BianoBiznae ouikyBaHHSIM

[ToMipHO BiAMOBiAa€ OUIKYBaHHIM
[ToBHICTIO BIAMOBIA€ OUIKYBAHHAM
[lepeBUIUB OUIKyBaHHS

22. Bijg3HauTe KaTeropiro roTeio, B skoMy Bu mpaittoere abo mpairoBaim

HEMae 31poK
*

**
***%k
*kk*k

*Kkkk*k

[HI11E

[[upo nsikyemo 3a yyactb!!
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Honarok /I — Y3arajabHeHi pe3yJbTaTH 02JIbHOT0 OLIHIOBAHHS ()AKTOPIB KJII€HT-OPIEHTOBAHOCTI 32 BUOIPKOBOIO

CYKYNHICTIO NiANPHEMCTB roTeJLHOT0 Gi3Hecy (0depitcano agmopom)

Tabnuys /1.1
Cepenni omiaku X1 KoM@opTHiCTs MaTepiaIbHUX YMOB MPOXKHMBAHHS 3a pe3yJbTaTaMU OMHUTYBAHHS KITIEHTIB 4*TOTENiB,
OaniB
Ha3zsa roremto 4* KomdpoprabenbHicTh OcHarueHicTh . PossunyTICTS BHarOyCTP}H 3pyumicts Cep.eHHﬂ
1H(pacTpyKTypHu TEPUTOPIT po3TalyBaHHs OIlIHKA
1 2 3 4 5 6 7

Ramada Encore Kiev 4,60 4,70 4,55 4,55 4,00 4,50
I'otens bpatucnasa 4,15 4,05 4,25 4,00 4,15 410
Apt-Otenb bakkapa 4,15 4,25 3,90 4,35 4,30 4,20
Xpemaruk 4,30 4,00 455 3,95 4,80 4.30
Kuis 3,40 3,45 3,70 3,45 4,35 3,65
President Hotel — Kuis 420 410 4.05 4.05 4.40 4,15
I'orens Hamionansuuii — Kuis 4,30 4,20 4,05 4,15 4,40 4,20
T'otenb «/IHITTPOY» 3,25 3,30 3,35 3,25 4,60 3,55
Cityhotel — Kuis 470 4.65 455 450 470 4.60
AJIOABITO I'orens Kuis 450 4.40 4,45 4,35 4,45 4,45
Radisson Blu Hotel, Kyiv 4.40 4,20 3,95 4,05 450 4,20
Vozdvyzhensky 4,35 4,50 4,40 4,35 4,75 4,45
“Staro Hotel” 450 4,45 4.40 4,45 4,35 4,45
I'otens Holiday Inn 450 4,40 4,30 4,35 4.40 4.35
Cepenuist ouiiica mo rpymi 4,24 4,19 4,18 4,13 4,44 4,23
rorejis 4%

89¢



IIpooosoicenns dooamxky /[

Tabnuys /1.2
Cepenni omiHku X2 3a0BOJICHICTb SKICTIO MPOIIECIB 00CTYTrOBYBaHHS 3a pe3yJibTaTaMU OMUTYBaHHS KI€HTIB 4*roTenis, OajiB

Koudinent-

[[IBuakicTs| bpoHro- . . o [IpuBa-
N O6cnyro- .. | Canirapno- | besneunicts /| midinicts /  [KyabTypa .
Ta Bauus / | [pwuiiom / Opranizamist| . . . . omuBicTs |CepenHs
Ha3zsa roremnto 4* . BYBaHHS B ririeHiyHa | 30epexeHHs | iHpopMma- |o0ciayro- .
OIEPATHB- | PE3EPBY |PO3MIIIICHHS XapuyBaHHsI . % aTMO- | OIliHKa
; HOMEpax Oe3meka peueii iitHa BYBaHHSI
HICTh BaHHS chepu
Oesrexa
1 2 3 4 5 6 7 8 9 10 11 12

Ramada Encore 435 | 440 | 445 4,55 4,70 4,65 4,45 4,55 465 | 445 | 450
I'otens bpatucnasa 415 410 4,25 3,90 3,95 4,25 4,05 415 4,25 410 4,10
Apr-Orens bakkapa 3,90 3,95 4,10 4,20 4,25 4,35 4,30 4,25 4,40 4,05 4,20
Xperaruk 4,10 4,15 4,30 4,20 4,25 4,45 4,35 4,50 4,25 4,20 4,30
Kuis 3,40 3,50 3,75 3,60 3,65 3,60 3,75 3,90 7,70 3,60 3,65
President Hotel - 425 | 420 | 410 4,25 4,30 4,25 4,00 4,05 420 | 405 | 415
I'oTens

Hamionanbuuii — 4,30 4,20 4,25 4,10 4,15 4,45 4,35 4,30 3,95 4,15 4,20
Kwuis

T'otenb «JIHITPO» 3,35 3,45 3,50 3,40 3,45 3,50 3,70 3,70 3,60 3,60 3,55
Cityhotel — Kuis 4,70 4,65 4,55 4,45 4,60 4,80 4,40 4,75 4,60 4,50 4,60
AIPABITOTotem | g60 | 455 | 435 4,15 4,45 4,65 4,40 4,50 450 | 455 | 445
E";‘/?\'/SSO“ BluHotel. | 395 | 405 4,10 4,20 4,40 4,45 4,25 4,25 420 | 420 | 4,20
Vozdvyzhensky 4,25 4,30 4,35 4,30 4,40 4,65 4,45 4,55 4,65 4,35 4,45
“Staro Hotel” 4,40 4,30 4,45 4,25 4,40 4,65 4,45 4,50 4,50 4,40 4,45
I'otens Holiday Inn 3,95 4,10 4,25 4,05 4,35 4,60 4,45 4,40 4,50 4,60 4,35
Cepenmst ominkano | 15 | 494 | 420 4,11 4,24 4,38 4,24 431 457 | 420 | *?3

rpymi roreJis 4*
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Tabnuys /1.3

Cepenni oniaku X3 B3aeMOBITHOCHHY 3 IEPCOHANIOM 3a pe3yJibTaTaMU OMUTYBAaHHS KIIIEHTIB 4*roTeiB, OaiiB
OxaiHiCTh, 31aroKEHICTD Cepests
Ha3ssa roremnto 4* 30BHIIIHIN J1oOpo3nwIHNBICTh KomyHikaOenbHICTh poOoTn OLiHKA
BUTJISIT MIePCOHATY
1 2 3 4 5 6
Ramada Encore Kiev 4,55 4,45 4,35 4,65 4,50
I'otens bpatucnasa 4,00 4,05 4,10 4.25 4.10
Apt-Otens bakkapa 4,15 4,10 4,05 4.40 4.20
XpeniaTuk 4.20 4.30 4,35 4,25 4.30
Kwuis 3,90 3,35 3,35 3,95 3,65
President Hotel — Kuis 4,15 4,25 4,05 4,20 4,15
I'orens Hamonansauii — Kuis 4,25 4,20 4,30 3,95 4.20
I'otens «J{HIpoy» 3,40 3,55 3,60 3,60 3,55
Cityhotel — Kuis 4,55 4,60 4,65 4,60 4,60
AJIOABITO T'orens Kuis 4,35 4.40 4.45 450 4.45
Radisson Blu Hotel, Kyiv 4,30 4,10 4,20 4,20 4,20
Vozdvyzhensky 4,35 4,45 4,40 4,65 4,45
“Staro Hotel” 4,55 4,45 4,35 4,50 4,45
I'otens Holiday Inn 4,40 4,25 4,30 4,50 4,35
Cepennst oninia no rpyni 4,22 4,18 4,18 4,30 4,23
roreiis 4%
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Tabnuys /1.4
Cepenni oninku X4 EMnaris 3a pe3ysibTaTaMu ONMTYBaHHS KIIIEHTIB 4*roTeiB, OaiiB
Pozyminns nepconanom : :
Ha3ssa roremnto 4* poOJeM KIIlEHTa Ta PIBGHI’ BAAUTHBOCTI CepenH;I
spaTHiCTS iX BUpimTH 1HTEPECIB KIIIEHTIB OIliHKa
1 2 3 4
Ramada Encore Kiev 4,60 4,35 4,50
['otens bpaTtucmara 3,95 4,20 4,10
Apt-Otenpb bakkapa 4,10 4,30 4,20
XpemiaTuk 4,35 4,25 4,30
Kwuis 3,75 3,50 3,65
President Hotel — Kuis 4,10 4,20 4,15
IN'oTens Hamionaneauii — Kuis 4,25 4,15 4,20
['otens «JIHITpO» 3,40 3,65 3,55
Cityhotel — Kuis 4,70 4,50 4,60
AJI®ABITO TI'orens Kuis 4,50 4,35 4,45
Radisson Blu Hotel, Kyiv 4,35 4,05 4,20
Vozdvyzhensky 4,40 4,50 4,45
“Staro Hotel” 455 4,35 4,45
['otens Holiday Inn 4,25 4,45 4,35
Cepennsi oniHKa 1mo rpymi rorejin 4* 4,23 4,20 4,23
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Tabnuys /1.5
Cepenni ominku X8 JlerkicTh NUISAXY KIIE€HTA 3a pe3yJbTaTaMu ONMUTYBAaHHS KIIEHTIB 4*roTenis, OaniB
3ycuuis
Jycuis :
Ha BUPIIICHHS
Hasga rorento 4* Ha TOMYK 3yeuuis npoOJieM i yac CepezLH;I
rOTEJIo Ta Ha TIOCEJICHHS OIliHKA
nepeOyBaHHS
OpOHIOBaHHS ;
B TOTem
1 2 3 4 5

Ramada Encore Kiev 4,50 4,60 4,40 4,50
I'otens bpatucnasa 3,90 4,20 4,15 4.10
Apt-OTtenp bakkapa 4.05 4.20 4,30 4,20
XpeniaTuk 4,40 4,20 4,30 4,30
Kwuis 3,60 3,65 3,75 3,65
President Hotel — Kuis 4,20 4,30 4,00 4,15
I'orens Hamonansauii — Kuis 4,25 4,10 4,30 4.20
I'otens «J{HIpoy» 3,40 3,60 3,70 3,55
Cityhotel — Kuis 4,60 4,50 4,70 4,60
AJI®ABITO I'otens Kuis 4,55 4,40 4,35 4,45
Radisson Blu Hotel, Kyiv 4,10 4,20 4,25 4,20
Vozdvyzhensky 4,55 4,45 4,35 4,45
“Staro Hotel” 4,35 4,45 4,55 4,45
I'otens Holiday Inn 4,40 4,30 4,30 4,35
CepenHst oniHKa 1Mo rpymi roreJis 4% 4,20 4,23 4,24 4,23
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Tabnuys /1.6
Cepenni ouiaku X1 KomdopTHiCTh MaTepiadbHUX YMOB MPOKUBAHHS 32 PE3yJIbTaTaMH ONUTYBAHHSA KJIIE€HTIB 3*roTeniB, 6aiB
Hasa roremo 3* KompoprabenbHicTh OcHatieHicTh ing);:fTI;nyéi;;H BJ;:;(P)I}T]ZELM poizgz;l;l]:;;m COeLII)iZZI[(I:I
1 2 3 4 5 6 7
I'otenbuumii komruiekce Typuct 3,65 3,80 3,90 3,85 4,30 3,90
bnecrorem, (Relkartz 4,20 4,15 4,05 4,00 4,25 4,15
Premier Hotel Rus 3,75 3,80 3,85 3,75 4,45 3,90
Premier Hotel Lybid 3,85 3,90 4,30 3,65 4,40 4,00
Totens [Jpyxoba 3,55 3,65 3,70 3,85 4,10 3,75
ﬁ;ﬁ’;ﬂ; orens «Rosatpia 3,40 3.45 350 345 4,80 3,70
I'otens CamoT 4,00 4,00 4,05 3,85 4,45 4,05
VYkpaina 3,90 3,90 3,95 3,75 4,85 4,05
Mup — Kuis 3,80 4,00 3,85 3,80 4,30 3,95
I'PK "BepxoBuna" 3,90 4,10 3,90 4,05 3,70 3,95
Ambassador Plaza 4,20 4,40 4,25 4,30 3,50 4,15
Anpis 'otens 4,70 4,65 4,45 4,55 475 4.60
O6epir rorens — Kuis 4,40 4,50 4,30 4.40 4.30 4.40
Express Hotel 3,60 3,65 3,80 3,70 4,35 3,80
biznec rorens «Dnopumar 4,05 4,15 4,05 415 3,75 4.05
fomggmm 1o rpym 3,03 4,01 3,99 3,94 4,28 4,03
fyelf;ﬂ::c‘;f‘:ﬁﬂ‘:z 4,08 4,10 4,08 4,03 4,36 4,13
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Tabnuys /1.7
Cepenni ominku X2 3a/I0BOJICHICTH SIKICTIO MTPOLIECIB 0OCTYTrOBYBAaHHS 32 PE3yJIbTaTaMU ONMUTYBAaHHs KJII€HTIB 3*rorenis, OaiB
Isunkicts| bponro- Konginent- ITpuBa-
a BEHHH ! | Towiionm / O6cnyro- Opranizauis CanitapHo-besneunicts | wiiiHicts /  |Kynbrypa 6HEBiCTB Cepeis
HasBa roremnto 4* Py BYBAaHHS B p ririeHiuHa |30epexxeHHs| iHdopma- | 0b6cmyro- P
OTEPATHB-| PE3EPBY- POSMIMICHHs '~~~ |XapuyyBaHHs | o . et Hijia svpammg | ATMO- | OiHKa
HICTb BaHHS p p 6 y chepu
e31eKa
1 2 3 4 5 6 7 8 9 10 11 12

Porenbnit 3,65 3,70 3,85 3,60 3,70 3,95 4,05 4,45 4,10 415 | 390
komiuieke Typucr
biznec-rorens
«Reikartz Arame 4,05 4,00 3,90 3,85 4,00 4,35 4,30 4,35 4,45 4,40 4,15
KwuiB»
Premier Hotel Rus 3,90 3,45 3,60 3,75 3,65 3,95 3,90 4,10 4,10 4,35 3,90
Premier Hotel 39 380 | 400 38 41 4,0 4,10 41 41 400 | 4,00
Lybid 1 5 ’ ’ 1 5 ’ 5 ’ 5 1 ’ 5 ’ 5 ’ 1
I'otens Jlpyx0a 3,55 3,65 3,70 3,65 3,75 3,85 3,80 3,85 4,05 3,60 3,75
Armnapr-rorens
«Kozanpkuii» 3,45 3,60 3,85 3,70 3,80 3,70 3,70 3,75 3,80 3,75 3,70
Ha Maiinaui
I'otens Camror 4,00 4,05 3,90 3,60 4,10 4,15 4,30 4,25 4,25 4,10 4,05
VYxpaina 3,80 3,95 3,85 3,65 4,10 4,10 4,20 4,25 4,00 4,35 4,05
Mup — Kuis 3,55 3,85 3,95 3,75 3,90 4,15 4,05 4,10 3,95 4,15 3,95
I'PK "BepxoBuna" 3,80 3,95 3,85 3,90 4,00 4,00 3,95 4,00 4,05 4,10 3,95
Ambassador Plaza 4,00 4,15 4,05 4,20 4,30 4,35 4,05 4,10 4.40 4,25 4,15
Anpis ['otens 4,75 4,55 4,60 4,25 4,90 4,70 4,35 4,50 4,70 4,90 4,60
ggg’“ roteinb = 4,45 4,50 4,35 4,25 4,35 4,60 4,30 4,20 4,55 4,40 | 4,40
Express Hotel 3,70 3,55 3,60 3,70 4,25 3,75 3,85 3,80 4,00 3,90 3,80
bi3nec rorens
«DopH/AY 4,15 4,10 4,30 4,00 3,85 4,20 3,80 3,75 4,10 400 | 4,05
Cepennsi no rpymi
roteain 3* 392 | 392 | 396 3.85 4,05 4,12 4,05 4,11 418 | 416 | 4,03
Cepennst mo
CYKyMHOCTI 4,02 4,03 4,08 3,98 4,14 4,25 4,14 4,21 4,37 4,18 4,13
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Tabnuys /1.8
Cepenni ominku X3 B3aeMOBIIHOCHHHM 3 IEPCOHATIOM 3a pe3yJibTaTaMH OMUTYBAHHS KJII€HTIB 3*rorenis, OaniB
Oxalimicts, 31maroKeHICTh Cepenns
Hassa roremro 3* 30BHIIIHIN J10O6po3nUIUBICTh KomyHnikabenbHICTh s
poOOTH IEpCOHATy |  OIliHKA
BUIJISIT
1 2 3 4 5 6
I'otrenpHUl KOMITIEKC TypucT 3,75 3,95 3,85 410 3,90
BISHCC-FOT"eJIB «Reikartz 4,25 4,05 3,90 4.45 4.15
ATtante KuiB»
Premier Hotel Rus 4,05 3,80 3,70 4,10 3,90
Premier Hotel Lybid 4,05 3,90 3,95 4,15 4,00
I'otens Jlpyx0a 3,55 3,65 3,80 4.05 3,75
AnapT:FOanL «Ko3zaupkunii» 3.50 3.60 3.90 3.80 3.70
Ha Maiiani
[orens Camror 3,95 4.00 4,05 4,25 4.05
VYkpaina 4,15 4,00 4,05 4,00 4,05
Mup — Kuis 3,90 4,00 3,85 3,95 3,95
I'PK "Bepxopuna" 3,95 3,90 3,90 4,05 3,95
Ambassador Plaza 4,15 4,10 4,00 4,40 4,15
Anpis ['otens 4,75 4.60 4.40 4,70 4.60
O6epir rorens — Kuin 4.45 4,25 4,35 4,55 4.40
Express Hotel 3,75 3,70 3,80 4,00 3,80
biznec rorens «Diopugar 4,00 4,10 4,05 4,10 4,05
Cepennst oninka no rpymi 4,01 3,97 3,97 4,18 4,03
rorejiB 3*
Cepeust ouinka no 4,12 4,08 4,07 4,24 4,13
CYKYITHOCTI roTetiB
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Tabnuys /1.9
Cepenni ominku X4 Emnaris 3a pesynbrataMu ONMUTYBaHHS KIIEHTIB 3*roTeniB, 6asiB
Po3yminHs mepcoHazom . )
HazsBa roremro 3* mpo0JIeM KITl€HTA Ta PlBeHB BOKIMBOCTI CepenH;I
. : IHTEpEeCiB KITIEHTIB OILIIHKA
3IaTHICTH 1X BUPIITUTH
1 2 3 4
I"otenbauMil KoMIuieke Typuct 4,20 4,00 410
bizuec-rorenn «Reikartz Arame Kuis» 4,35 4,55 4.45
Premier Hotel Rus 4,05 4,15 4,10
Premier Hotel Lybid 4,25 4,05 4,15
I'otens Jpyxba 4,10 3,95 4.05
Amnapr-rotens «Ko3anpkmity Ha Matinani 3,90 3,70 3,80
I'otens Camror 4,15 4,35 4,25
VYkpaina 3,90 410 4.00
Mup — Kuis 3,85 4,05 3,95
I'PK "BepxoBuna" 4,15 3,95 4.05
Ambassador Plaza 4,35 4,45 4,40
Anpis ['oTenb 4,75 4,65 470
O6epir rorens — Kuis 4.45 4,65 455
Express Hotel 3,95 4,05 4,00
biznec rorens «Dnopugar 4,15 4,05 4,10
Cepennst oninka no rpymi roreJis 3* 4,17 4,18 4,18
CepenHsi OIHKA MO CYKYIHOCTI roTeJIiB 4,20 4,19 4,20
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Tabnuys /1.10
Cepenni ominku X8 JIerkicTh NUISIXY KJII€HTA 32 pe3y/IbTaTaMy OMUTYBAaHHS KJIIEHTIB 3*roTenis, 6asiB

Ha3ssa roremnto 3* 3ycuiuis Ha 3ycriuid 3ycusuis Ha BupimieHHs | Cepenns
MIONIYK TOTENII0 | Ha MOCEJICHHS mpoOJieM i1 yac OIIIHKA
Ta OPOHIOBaHHS nepeOyBaHHsI B rOTeNI
1 2 3 4 5

I"'oTenpHu KOMIUIEKC Typuct 4,00 3,90 3,80 3,90
biznec-rorens «Reikartz Arame KuiBy» 4,25 4,15 4.10 4.15
Premier Hotel Rus 3,80 3,70 4,20 3,90
Premier Hotel Lybid 4,00 3,90 4,10 4,00
I'otens Jlpyx0a 3,75 3,85 3,70 3,75
Amapr-rotens «Ko3zanpkuii» Ha Maitnani 3,70 3,60 3,80 3,70
I'otens Canrot 4,05 4,00 4.10 4.05
VYkpaina 4,15 4,00 4,05 4,05
Mup — Kuis 3,95 4,00 3,95 3,95
I'PK "BepxoBuna" 3,90 4.05 3,85 3,95
Ambassador Plaza 3,95 4,25 4,20 4,15
Anpis ['oTens 4,70 4,60 4,50 4,60
O6epir rorens — Kuin 4,20 4,30 4.40 4.40
Express Hotel 3,70 3,80 3,90 3,80
biznec rorens «Daopugay 4,00 4,00 4,20 4,05
CepenHsi oniHKa 1o rpymi roreJain 3* 401 401 4,06 4,03
CepeaHsi OiHKA 10 CYKYITHOCTI roTeJIiB 4,11 4,12 4,15 4,13
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Tabnuys /1.11
Cepenni oniHku X5 Cepe/iHi OIIHKY BHYTPIIIHBOI KITIEHT-OPIEHTOBAHOCTI 3a pe3yJbTaTaMu OMUTYBaHHS MIEPCOHANTY 4*rOTeNiB,
OaiB
CepenHi OIIHKM BHYTPIITHBOT KJII€HT-OPIEHTOBAHOCTI ( by)
. 3a/10BOJIEHICTh . . o Cepeniii
I'oToBHICTH nepcoHally nepcoHainy 3aIlOBOJ'ICH1CTB BI,HHOBII[HICTB. piBCHb
Haspa roremo 4* ZIONOMAraTi rocTAM T | MOMIHBOCTAMHU nepcoHany TypOOTOI0 p069TH B roTei BHYTPIlHBO
pearyBaTtu Ha 1X 3allUTU HaB4YaHHA KCP1BHUILTBA IIPO OY1KYBAaHHSM KJIleHT-
Ta Hiﬂpn}ueHHﬂ repcoHall MIPaIiBHUKIB OpieHTOBAHOCTI
kBautiikarrii
1 2 3 4 5 6
Ramada Encore Kiev 4,76 4,42 4,64 4,28 4,12
T'orens bpatuciasa 4,12 4,28 3,2 3,46 3,78
Apt-Orenb bakkapa 4,38 4,24 4,45 4,36 4,06
Xpemaruk 4,81 4,46 4,69 4,32 4,16
Kuis 4,02 4,17 3,12 3,37 3,69
President Hotel — Kuis 4,51 4,69 3,5 3,79 4,14
Totens Harionansumii — Kuis 4,06 3,84 3,28 3,1 3,39
Potens «Jlninpo» 3,89 3,68 3,15 3,46 3,25
Cityhotel — Knis 4,56 4,23 4,45 41 3,95
AJI®ABITO I'orens Kuis 4,33 4,02 4,22 3,9 3,75
Radisson Blu Hotel, Kyiv 4,24 4.4 3,29 3,56 3,89
Vozdvyzhensky 4,6 4,28 4,49 4,14 3,99
“Staro Hotel” 4,3 3,99 4,19 3,87 3,98
T'otens Holiday Inn 4,24 3,94 4,13 3,81 3,67
Cepeans OLiHKA M0 Ipymi roreis 4* 4,34 4,19 3,91 3,82 3,84
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Tabnuys /.12

Cepenni ominku X6 CepeiHi OLIIHKY 33J0BOJICHOCTI 3a pe3yJbTaTaMH OMUTYBaHHS NepcoHaly 4*roTenis, 6asiB

CepenHi OIiHKY 3a10BOJICHOCTI ( B;)

YmoBamy| PiBnem| Marepiansaumu | Comiansaumu|  ComiansHo-  |IlepcnextuBamu | Ctuiiem ta (06’ exktuBHicTIO|  CepenHiid
Hazsa roremnto 4* mparli B [OIUIaTH| 3a0XOYEHHSMH |i MOPAJIbHUMH TICUXOJIOTIYHHMM |  Kap €pHOrO METOdaMU OIIHKH PiBEHb
roTeni | mpari 3a0XO0UYEHHIMY KIIiMaToM pocty YIIPaBIIiHHS | KEPIBHULITBOM | 337J0BOJICHOCT]
B KOJICKTHBI KEepiBHUKA poboTu
1 2 3 4 5 6 7 8 9 10

Ramada Encore Kiev 471 | 4,34 4,12 4,51 4,39 4,09 3,91 4,25 4,29
I'otens bparucinasa 417 | 3,69 3,28 3,57 4,12 3,78 4,28 4,28 3,9
Apr-Orens bakkapa 438 | 3,88 4,25 4,38 4,45 41 4,21 3,76 4,18
Xpemarux 441 | 411 4,39 4,08 3,97 4,23 4,56 4,18 4,24
Knis 3,68 | 3,45 3,21 4,22 4,32 3,89 3,72 4,25 3,84
President Hotel - Kuis | 428 | 399 4,26 3,96 3,85 41 4,42 4,05 4,11
I'orens Hamionansuuii
— Kuis 407 | 36 3,2 3,48 4,02 3,69 4,17 4,17 3,8
Torens «/lninpo» 362 | 34 3,16 4,16 4,26 3,83 3,66 4,19 3,78
Cityhotel — Kuis 478 | 441 4,18 4,58 4,46 4,15 3,97 4,31 4,35
AJIOABITO TI'orens
Kuib 484 | 446 4,23 4,63 4,51 4,2 4,02 4,37 4,41
Radisson Blu Hotel,
Kyiv 435 | 4,06 4,33 4,03 3,92 4,18 4,5 4,13 4,19
Vozdvyzhensky 482 | 4,44 4,22 4,62 45 4,19 4,12 4,35 4,41
“Staro Hotel” 473 | 4,36 4,14 4,53 4,41 41 4,04 4,27 4,32
I'otens Holiday Inn 462 | 4,26 4,04 4,42 4,33 4,58 3,94 4,17 4,29
Cepenns oninka no
rpymi roresis 4* 439 | 4,03 3,93 4,23 4,25 4,08 4,11 4,19 4,15
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Tabnuys /1.13
Cepenni ouiaku X7 CepeaHi OIIHKY 3aJy4€HOCTI IIEPCOHATY 3a pe3yJibTaTaMy ONUTYBaHHS NepcoHany 4*rorenis, 0aliB

Cepe/Hi OIIIHKY 3aTy4eHOCTI iepcoHany ( 5;)
PiBenn
Hasga roTenmo 4* PiBenb miHHOCTI | I'OTOBHICTH IpaIliBHUKIB moiH(pOpMOBaHOCTI
poboTu s BUKOHYBATH JIOJIATKOB1 IpaIliBHUKIB PO Cepenniit
paliBHUKIB JIOpYYCHHS (3aBJIaHHs) MICIIO Ta 1T PIBEHb
IISJTBHOCTI T'OTEIIO
1 2 3 4 5
Ramada Encore Kiev 4,6 4,08 4,12 4,27
I'oTenb bparuciasa 4,06 3,88 4,12 4,02
Apt-Otens bakkapa 4,12 4,06 3,78 3,99
XpeniaTuk 4,24 4,14 4,02 4,13
Kwuis 4,18 3,76 3,62 3,85
President Hotel — Kuis 4,11 4,05 4,12 4,09
I'otens Hamounanpuuii — Kuis 4,48 4,66 4,28 4,47
I'otens «J{HIpoy» 3,76 3,98 4,38 4,04
Cityhotel — Kuis 4,65 4,12 4,46 4,41
AJIOABITO I'orenr KuiB 4,69 4,16 45 4,45
Radisson Blu Hotel, Kyiv 4,15 4,09 4,16 4,14
Vozdvyzhensky 4,62 4,18 4,52 4,44
“Staro Hotel” 4,63 411 4,44 4,39
I'otrens Holiday Inn 4,43 4,18 4,04 4,22
Cepeanst oniHKa mo rpymi roreJin 4% 4,34 4,1 4,08 4,17
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Tabnuysa /1.14

Cepenni oniHku X5 CepeiHi OLIHKM BHYTPIIIHBOT KJIIEHT-OPIEHTOBAHOCTI 3a pe3yJibTaTaMU ONUTYBAaHHS MepcoHaIy 3*TroTeris,

OajiB

CepenHi OIIIHKY BHYTPIIIHBOI KIII€EHT-OPIEHTOBAHOCTI ( By)

3a10BOJICHICTh
I'oTroBHICTB NEepCOHAITY 3a/10BOJIEHICTD BigmoBiaHiCcTE Cepenniii
HasBa roremo 3* [IepCoHAILy MOKJIMBOCTSIMH | TIEPCOHATY TYpOOTOIO | POOOTH B rOTENI piBEHb
JIOIIOMAaraTy rocTIM HaBYaHHSA KEpIBHHIITBA IIPO OUIKYBaHHSIM BHYTPIIITHBOT
Ta pearyBaTd Ha IX | Ta ITiJABHUINCHHS nepcoHa MPaIliBHUKIB KJIIE€HT-
3aUTH KkBaTidikarii OpPIEHTOBAHOCTI
1 2 3 4 5 6

['orenpHuii komiuieke Typuct 4,08 413 3,09 3,34 3,65
Bisnec-rorens «Reikartz Artame Kuisy 4,28 3,79 3,97 3,67 3,77
Premier Hotel Rus 4,12 4,28 3,2 3,46 3,78
Premier Hotel Lybid 4,36 4,53 3,39 3,67 4
Torens [pyxoa 4,06 3,84 3,28 3,1 3,45
Amnapt-rorens «Ko3zanpkuii» Ha MaiigaHi 4,02 3,83 3,28 3,1 3,45
T'orens Camror 4,38 4,18 3,57 3,38 3,76
VYkpaina 4.8 4,99 3,73 4,03 4.4
Mup — Kuis 441 42 4,08 3,4 3,78
I'otrenbHO-pecTOpaHHUN KOMILIEKC

"BepxoBuHa" 4,06 4,28 3,8 3,6 41
Ambassador Plaza 4,12 3,95 3,51 3,32 3,78
Anpist ['otens 4,29 3,98 418 3,85 3,97
O06epir rorens — Kuis 411 3,82 4 3,69 3,8
Express Hotel 4,52 4,44 4.4 4,32 4,18
biznec rorens «dmopuma» 418 411 4,07 4 3,87
Cepeans oniHka no rpymi roreJin 3* 4,25 4,16 3,7 3,59 3,85
CepeaHsi OIIIHKA MO CYKYNHOCTI roTeJtiB 4,3 4,17 3,81 3,71 3,85
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Tabnuys /1.15
Cepenni ominku X6 CepeaHi OIIHKY 33JOBOJICHOCTI 32 pe3yJibTaTaMH OMUTYBAaHHS epCoHaTy 3*rorenis, OajiB

CepeHi OIIHKH 3a10BOJICHOCTI ( By)

YmoBamu | PiBaem| Marepians- | Comianeaumu i | Couiansho- | Ilepcnektu- | Ctunem ta | OO exTHB- Cepenniit
Hassa roremro 3* mpari B | OTuIaTu HUMU MOPQJIBHUMH | [ICHXOJIOT1YHUM BaMU METOAAMH | HICTIO OLIIHKH piBEHB
TOTeNli | Tparmi | 3a0X0YEH- | 3a0XOUYCHHSMH | KJIIMAaTOM B | Kap €pHOTO |YIpPAaBIiHHS |KEPiBHUIITBOM |3370BOJICHOCTI
HSIMH KOJICKTHBI pocty KepiBHUKA poboTu
1 2 3 4 5 6 7 8 9 10
I'oTenbHMI KOMITIEKC
Typucr 4,58 4,05 3,6 3,92 4,52 4,15 4,7 4,7 4,28
Bisuec-rorens «Reikartz
Aramie Kui»(cetn) 4,63 41 3,64 3,97 4,58 4.2 475 4,75 4,33
Premier Hotel Rus 4,53 4,01 3,56 3,87 4,47 41 4,65 4,65 4,23
Premier Hotel Lybid 4,62 4,09 3,63 3,96 4,56 4,19 4,74 4,74 4,32
Torens [pyxoOa 3,37 3,16 4,12 3,87 3,96 3,56 3,41 3,89 3,67
Anaprt-rorens
«Kozaupkuit» Ha Maiinadi 3,2 3 3,79 3,67 3,76 3,39 3,24 3,7 3,47
I'otrens Camtot 4,89 4,19 4,47 4,16 4,04 4,31 4,64 4,26 4,37
VYkpaina 4,52 4 3,56 3,87 4,47 4,1 4,64 4,33 4,19
Mup — Kuis 3,89 3,18 4,14 3,89 3,98 3,58 4,15 3,91 3,84
l'otenbHO-pecTOpaHHUI
KoMIuiekc "BepxoBuHa' 3,77 3,07 4,01 3,76 3,85 3,47 4.02 3,79 3,72
Ambassador Plaza 4,65 4,27 4,56 4,23 4,12 4,39 4,73 4,34 4,41
Anpist ['otens 4,25 3,9 4,17 3,87 3,77 4,02 4,33 3,97 4,04
OG6epir rorens — Kuin 4,67 4,3 4,6 4,27 4,16 4,43 4,77 4,38 4,45
Express Hotel 3,93 3,21 4,18 3,92 4,02 3,62 4,19 3,95 3,88
biznec rotens «daopuma» 4,62 4,09 3,64 3,96 457 4,19 475 475 4,32
Cepenns oninka no 41
rpymi rorejis 3* 4,27 3,77 3,98 3,95 4,19 3,98 4,38 4,27
Cepeans oninka mo
CYKYNHOCTI rorein 4,33 3,9 3,95 4,09 4,22 4,03 4,25 4,23 4,13
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Tabnuys /1.16

Cepenni oniaku X7 CepeaHi OIIHKY 3a]Ty4€HOCTI IIEPCOHATY 3a pe3yJibTaTaMu ONUTYBaHHS NepcoHany 3*rorenis, 0aliB

CepeHi OIIIHKY 3aTy4eHOCTI epcoHaity ( ;)

PiBenn
Hasga roremo 3* PiBenp miHHOCTI | ['OTOBHICTH MpAIliBHUKIB noiH(OpMOBaHOCTI
poOoTH st BUKOHYBATH JJOJIATKOBI1 MPaIiBHUKIB PO Cepenniit
MpaliBHUKIB JIOpYYEHHSI (3aBJIaHHS) MICIiIO Ta 1 p1BEHb
ISUTBHOCTI TOTEITIO
1 2 3 4 5)

I'otenbauM KOMIUIEKC TypHCT 3.78 414 4.26 4.06
biznec-rotens «Reikartz Atamie Kuie» 3.96 438 416 417
Premier Hotel Rus 3,94 4,18 4,34 4,15
Premier Hotel Lybid 4,18 4,36 4,1 4,21
I"otens [pyx0Oa 3,48 3,82 4,42 3,91
Amapr-rotens «Ko3aupkuit» Ha Maiigani 378 306 422 399
I'otens Canrot 4,24 412 432 4,23
Ykpaina 4,16 4,35 4,64 4,38
Mup — KuiB 411 43 4,58 4,33
I'PK "BepxoBuna" 4,09 4,28 4,56 4,31
Ambassador Plaza 4,17 4,37 4,46 4,33
Anpis ['oTenpb 4,26 4,04 4,18 4,16
O6epir rorens — Kuin 4,61 4,32 4,64 4,52
Express Hotel 4,46 4,68 4,54 4,56
biznec rorens «Dopugar 3,94 4,18 4,34 4,15
Cepennst oninka no rpymi roreJais 3% 408 423 438 423
CepeaHsi OniHKA MO CYKYIHOCTI

roresis 421 4,17 4,23 4.2
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Jonarok E — Y3arajbHeHi pe3yJibTaTH PO3PAaXyHKIB YaCTKOBHMX IHACKCIiB OHIHIOBAHHSA (AKTOPIB KJIIEHT-OPi€EHTOBAHOCTI

3a BHOIPKOBOIO CYKYNHICTIO MiAMPHEMCTB TOTEJILHOTO0 Oi3Hecy (0depaicano asmopom)

Tabnuys E.1
Yactkosl 1HaeKkcH oiHKH X1 KoMpopTHICTE MaTepialIbHUX YMOB MPOKUBAHHS 32 pe3yJIbTaTaMU OMUTYBAHHS KJIIEHTIB
4*roreinB, KOePIIEHTH

Hasga rorento 4* KomdoprabenbHicTh | OcCHaIIEHICTh | . PossuHyTICTh BHaFOyCTP}H 3pyuHICTE Ouizka
1HppacTpyKTYypH TepUTOPii posramyBanHs | X1
1 2 3 4 5 6 7

Ramada Encore Kiev 0,92 0,94 0,91 0,91 0,8 0,896
I'otens bpatucmasa 0,83 0,81 0,85 0,8 0,83 0,824
Apt-Otens bakkapa 0,83 0,85 0,78 0,87 0,86 0,838
XpeniaTuk 0,86 0,8 0,91 0,79 0,96 0,864
Kwuis 0,68 0,69 0,74 0,69 0,87 0,734
President Hotel — Kuis 0,84 0,82 0,81 0,81 0,88 0,832
I'otens Harmionanbamii —

Kwuis 0,86 0,84 0,81 0,83 0,88 0,844
I'otens «/{HITpOY» 0,65 0,66 0,67 0,65 0,92 0,71
Cityhotel — Kuis 0,94 0,93 0,91 0,9 0,94 0,924
AJI®ABITO I'orens Kuis 0,9 0,88 0,89 0,87 0,89 0,886
Radisson Blu Hotel, Kyiv 0,88 0,84 0,79 0,81 0,9 0,844
Vozdvyzhensky 0,87 0,9 0,88 0,87 0,95 0,894
“Staro Hotel” 0,9 0,89 0,88 0,89 0,87 0,886
I'orens Holiday Inn 0,9 0,88 0,86 0,87 0,88 0,878
Cepenns ouinka mo

rpymi roreJis 4* 0,847 0,838 0,835 0,826 0,888 0,847
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Tabnuys E.2
YacTkoBi 1H7eKCH OIIHKKA X2 3a0BOJICHICTD SAKICTIO MTPOIIECIB 0OCITYTrOBYBaHHS 3a pe3yJibTaTaMu ONMUTYBAaHHS KJI1E€HTIB 4*roTemiB,
Koe]ilieHTH
[[IBuakicTs| bpoHto- O6cmyro- ) ) K().Pvl(b.meHT_ [TpuBa-
. .. |CanitapHo-be3neunicts | wiitHicth / KynbTypa . .
HasBa roremnto 4* ra panmi / HpHHOM /" |ysanns | Opranisauis ririeHiyHa |30epexenHs| 1Hdopma- )OCITYroBY Omusicts, | Ouiria
OIlepaTUB- [PE3EPBY- |PO3MILLIECHHS B Xap4yBaHHs . . aTMo- X2
HicTE At HOMepax Oes3meka peueit miHa BaHHS chep
Oesmeka
Ramada Encore
Kiev 0,87 0,88 0,89 0,91 0,94 0,93 0,89 0,91 0,93 0,89 0,904
I'otens bpatucnasa 0,83 0,82 0,85 0,78 0,79 0,85 0,81 0,83 0,85 0,82 0,823
Aprt-Orens Bakkapa 0,78 0,79 0,82 0,84 0,85 0,87 0,86 0,85 0,88 0,81 0,835
XpenaTuk 0,82 0,83 0,86 0,84 0,85 0,89 0,87 0,9 0,85 0,84 0,855
Kwuis 0,68 0,7 0,75 0,72 0,73 0,72 0,75 0,78 1,54 0,72 0,809
President Hotel —
Kuis 0,85 0,84 0,82 0,85 0,86 0,85 0,8 0,81 0,84 0,81 0,833
TI'otens
Harmionansauii —
Kwuis 0,86 0,84 0,85 0,82 0,83 0,89 0,87 0,86 0,79 0,83 0,844
I'otens «/{Himpo» 0,67 0,69 0,7 0,68 0,69 0,7 0,74 0,74 0,72 0,72 0,705
Cityhotel — Kuis 0,94 0,93 0,91 0,89 0,92 0,96 0,88 0,95 0,92 0,9 0,92
AJIOABITO I'otens
Kuis 0,92 0,91 0,87 0,83 0,89 0,93 0,88 0,9 0,9 0,91 0,894
Radisson Blu Hotel,
Kyiv 0,79 0,81 0,82 0,84 0,88 0,89 0,85 0,85 0,84 0,84 0,841
Vozdvyzhensky 0,85 0,86 0,87 0,86 0,88 0,93 0,89 0,91 0,93 0,87 0,885
“Staro Hotel” 0,88 0,86 0,89 0,85 0,88 0,93 0,89 0,9 0,9 0,88 0,886
Torens Holiday Inn 0,79 0,82 0,85 0,81 0,87 0,92 0,89 0,88 0,9 0,92 0,865
Cepenns ouinka no 0,85
rpyni roresis 4* 0,824 0,827 0,839 0,823 0,847 0,876 0,848 0,862 0,914 0,84
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Tabnuys E.3
YacTkoBi 1HAEKCH OLIHKH X3 B3a€MOBIJHOCHHHM 3 IEPCOHATIOM 32 pe3yJbTaTaMU ONUTYBAHHS KJII€HTIB 4*roTeiiB, KOepiuieHTH

OX&I\/’I.HiCl.“B, ' ' ' 371aroKeHICTh Ouitika
HazsBa roremnto 4* 30BHIILIHIN Jlo6posuunuBicts | KomyHikaGenbHICTH pobotu X3
BHTJISA]T TIEPCOHAITY
1 2 3 4 5 6

Ramada Encore Kiev 0,91 0,89 0,87 0,93 0,9
I'oTens bparuciasa 0,8 0,81 0,82 0,85 0,82
Apr-Orens bakkapa 0,83 0,82 0,81 0,88 0,835
XpeniaTuk 0,84 0,86 0,87 0,85 0,855
Kwuis 0,78 0,67 0,67 0,79 0,728
President Hotel — Kuis 0,83 0,85 0,81 0,84 0,833
I'orens Hamonansauii — Kuis 0,85 0,84 0,86 0,79 0,835
I'otens «/IHITpO» 0,68 0,71 0,72 0,72 0,708
Cityhotel — Kuis 0,91 0,92 0,93 0,92 0,92
AJI®ABITO I'orens Kuis 0,87 0,88 0,89 0,9 0,885
Radisson Blu Hotel, Kyiv 0,86 0,82 0,84 0,84 0,84
Vozdvyzhensky 0,87 0,89 0,88 0,93 0,893
“Staro Hotel” 0,91 0,89 0,87 0,9 0,893
I'otens Holiday Inn 0,88 0,85 0,86 0,9 0,873
Cepennst oniHka nmo rpymi

roresiB 4* 0,844 0,836 0,836 0,86 0,844
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Tabnuys E.4
YactkoBi iHAeKkcH oliHkH X4 EMmatisa 3a pe3yiapTaTaMy OMUTYBAaHHS KI1EHTIB 4*roTeiiB, KOePIIEHTH

Posyminms HEpCOHaTIOM PiBeHb BaXxJIMBOCTI .
Hassa roremro 4* Hp06.J'IeM"KJ11€H”.Fa Ta iHTepecis KTieHTiB Omigka X4

3JIATHICTH 1X BUPIIIATH
Ramada Encore Kiev 0,92 0,87 0,895
I'otens bpatucnasa 0,79 0,84 0,815
Apt-Otenb bakkapa 0,82 0,86 0,84
XpemaTuk 0,87 0,85 0,86
Kuis 0,75 0,7 0,725
President Hotel — Kuis 0,82 0,84 0,83
I'otens Hamounanpuuii — Kuis 0,85 0,83 0,84
I'otens «/IHITpO» 0,68 0,73 0,705
Cityhotel — Kuis 0,94 0,9 0,92
AJIDABITO I'orens Kuis 0,9 0,87 0,885
Radisson Blu Hotel, Kyiv 0,87 0,81 0,84
Vozdvyzhensky 0,88 0,9 0,89
“Staro Hotel” 0,91 0,87 0,89
I'orens Holiday Inn 0,85 0,89 0,87
Cepenns oniHka mo rpymi roreJin 4% 0,846 0,84 0,843
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Tabnuys E.5
YactkoBi 1HAeKCH OLIHKHM X8 JIErKICTh UIAXY KJIIEHTA 3 pe3yJbTaTaMU OMUTYBAHHS KIIEHTIB 4*roTeiiB, KOepii€eHTH
3ycuiuia Ha
3ycuiis Ha 3 BUPIIICHHS TIPOOIeM .
Hassa roremnro 4* MOIIYK TOTEITI0 YCHILITA Ha 1T yac Omigka X8
Ta OpPOHIOBaHHS HOCCICHTA nepeOyBaHHs B
roreni
1 2 3 4 5

Ramada Encore Kiev 0,9 0,92 0,88 0,9
Torens bpatucnasa 0,78 0,84 0,83 0,817
Apt-Orens Bakkapa 0,81 0,84 0,86 0,837
Xpemaruk 0,88 0,84 0,86 0,86
Kuis 0,72 0,73 0,75 0,733
President Hotel — Kuis 0,84 0,86 0,8 0,833
[otens Hanionaneuuii — Kuis 0,85 0,82 0,86 0,843
Tortens «JIHimpo» 0,68 0,72 0,74 0,713
Cityhotel — Kuis 0,92 0,9 0,94 0,92
AJI®ABITO T'orens Kuis 0,91 0,88 0,87 0,887
Radisson Blu Hotel, Kyiv 0,82 0,84 0,85 0,837
Vozdvyzhensky 0,91 0,89 0,87 0,89
“Staro Hotel” 0,87 0,89 0,91 0,89
Torens Holiday Inn 0,88 0,86 0,86 0,867
Cepenns omiHKa 1o rpymi rorejis 4* 0,841 0,845 0,849 0,845
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Tabnuys E.6

Yactkosi 1HAeKkcH oiHKH X1 KoM@opTHICT MaTepianbHUX YMOB IPOKUBAHHS 32 PE3yJIbTaTaMH ONUTYBAHHS KIII€HTIB
3*roreniB, kKoeiliEHTH

Hasga rorenro 3* KompoprabenphicTs | OCHAIICHICTS | . Possuuyticts, |- braroycrplii 3pyamicTs Ouinka
1HQpacTpyKTYypH TepUTOPii pOo3TallyBaHHs X1
1 2 3 4 5 6 7
I'oTenpHHUI KOMILIEKC
Typucr 0,73 0,76 0,78 0,77 0,86 0,78
biznec-rorens «Reikartz
ATtame KuiBy» 0,84 0,83 0,81 0,8 0,85 0,826
Premier Hotel Rus 0,75 0,76 0,77 0,75 0,89 0,784
Premier Hotel Lybid 0,77 0,78 0,86 0,73 0,88 0,804
I'otens Jlpyx0a 0,71 0,73 0,74 0,77 0,82 0,754
Anapt-rotens «Ko3anbKuii»
Ha Maiigani 0,68 0,69 0,7 0,69 0,96 0,744
I'otens CamroT 0,8 0,8 0,81 0,77 0,89 0,814
VYkpaina 0,78 0,78 0,79 0,75 0,97 0,814
Mup — Kuis 0,76 0,8 0,77 0,76 0,86 0,79
I'PK "BepxoBuHa" 0,78 0,82 0,78 0,81 0,74 0,786
Ambassador Plaza 0,84 0,88 0,85 0,86 0,7 0,826
Anpis 'oTenn 0,94 0,93 0,89 0,91 0,95 0,924
O6epir rorens — Kuin 0,88 0,9 0,86 0,88 0,86 0,876
Express Hotel 0,72 0,73 0,76 0,74 0,87 0,764
biznec rorens «Diopugar 0,81 0,83 0,81 0,83 0,75 0,806
Cepennst oniHka 1mo rpymi
roreJiB 3* 0,786 0,801 0,799 0,788 0,857 0,806
Cepenns ouinka mo
CYKYIHOCTI roTeJiiB 0,817 0,82 0,817 0,807 0,872 0,826
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Tabnuys E. 7

YacTkoBI 1HAEKCH OLIHKH X2 3a10BOJIEHICTh SKICTIO ITPOLIECIB OOCIYTrOBYBaHHS 3a pe3yjbTaTaMU OMMUTYBAHHS KIIEHTIB
3*roreniB, KoeiliEHTH

[IBuakicty bpoHro- O6cmyro- . . Ko.fvl(b.meHT_ [TpuBa- .
/| Tromiion / | svBanms | Opramizawis CaniTapHo- besneuHicTs / LIHHICTD | KynabTypa GIIBICTE Ouinka
Hasga roremnto 3* ra BaHTA Py yB P " Lirieniuna 30epexxeHHs | iHpopma- |o0cIyro- X2
OIICpaTHB-| PE3CPBY- PO3MILICHHS B XapuyBaHHs | < oo o i Hiina sveanms | ATMO"
HICTh BaHHS HOMepax p 6 yB chepu
e3MeKa
['oTenbHMIT KOMITIEKC
Typucr 0,73 0,74 0,77 0,72 0,74 0,79 0,81 0,89 0,82 0,83 0,784
biznec-rorens
«Reikartz Atame KuiB» 0,81 0,8 0,78 0,77 0,8 0,87 0,86 0,87 0,89 0,88 0,833
Premier Hotel Rus 0,78 0,69 0,72 0,75 0,73 0,79 0,78 0,82 082 | 087 | 0,775
Premier Hotel Lybid 0,79 0,76 0,8 0,77 0,83 0,81 0,82 0,83 0,83 0,8 0,804
I'otens [pyx0Oa 0,71 0,73 0,74 0,73 0,75 0,77 0,76 0,77 0,81 0,72 0,749
ArnapTt-rorens
«Ko3zanpkuin»
Ha MaiinaHi 0,69 0,72 0,77 0,74 0,76 0,74 0,74 0,75 0,76 0,75 0,742
l'otens Camot 0,8 0,81 0,78 0,72 0,82 0,83 0,86 0,85 0,85 0,82 0,814
VYkpaina 0,76 0,79 0,77 0,73 0,82 0,82 0,84 0,85 0,8 0,87 0,805
Mup — KuiB 0,71 0,77 0,79 0,75 0,78 0,83 0,81 0,82 0,79 0,83 0,788
I'PK "BepxoBuna" 0,76 0,79 0,77 0,78 0,8 0,8 0,79 0,8 0,81 0,82 0,792
Ambassador Plaza 0,8 0,83 0,81 0,84 0,86 0,87 0,81 0,82 0,88 0,85 0,837
Anpis ['orens 0,95 0,91 0,92 0,85 0,98 0,94 0,87 0,9 0,94 0,98 0,924
O6epir rorens — Kuin 0,89 0,9 0,87 0,85 0,87 0,92 0,86 0,84 0,91 0,88 0,879
Express Hotel 0,74 0,71 0,72 0,74 0,85 0,75 0,77 0,76 0,8 0,78 0,762
bi3uec rorens
«Diopuma» 0,83 0,82 0,86 0,8 0,77 0,84 0,76 0,75 0,82 0,8 0,805
Cepenns ouinka mo
rpymi roreJis 3* 0,783 0,785 0,791 0,769 0,811 0,825 0,809 0,821 0,835 0,832 0,806
Cepenns ouinka no
CYKYIHOCTI roreJis 0,803 0,806 0,815 0,796 0,829 0,85 0,829 0,842 0,874 0,836 0,828
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Tabnuys E.8
YacTkoBl1 1HAEKCH OLIHKH X3 B3aeMOBIJHOCHHM 3 IEPCOHAJIOM 32 PE3yJIbTaTaMU ONUTYBaHHS KIIIE€HTIB 3*roTeniB,
KoeilieHTH
OxalHICTB, 371aroKEHICTh )
. ) ) ) Or1igKa
Ha3ga roremro 3* 30BHINIHIN Jo6po3uunupicts | KomyHikaOenbHICTh pobotu X3
BUTJISA MepCOHAITY
1 2 3 4 5 6

I'otenpHUl KOMITIEKC TypucT 0,75 0,79 0,77 0,82 0,783
biznec-rorens «Reikartz Arame Kuisy» 0,85 0,81 0,78 0,89 0,833
Premier Hotel Rus 0,81 0,76 0,74 0,82 0,783
Premier Hotel Lybid 0,81 0,78 0,79 0,83 0,803
I'otens Jlpyxba 0,71 0,73 0,76 0,81 0,753
Anapt-rotens «Ko3anbKuii»

Ha Maiinani 0,7 0,72 0,78 0,76 0,74
I'otens Camtor 0,79 0,8 0,81 0,85 0,813
VYkpaina 0,83 0,8 0,81 0,8 0,81
Mup — Kuis 0,78 0,8 0,77 0,79 0,785
I'PK "Bepxopuna" 0,79 0,78 0,78 0,81 0,79
Ambassador Plaza 0,83 0,82 0,8 0,88 0,833
Anpis 'oTenn 0,95 0,92 0,88 0,94 0,923
OG6epir rorens — Kuin 0,89 0,85 0,87 0,91 0,88
Express Hotel 0,75 0,74 0,76 0,8 0,763
biznec rorens «Diopugar 0,8 0,82 0,81 0,82 0,813
Cepenns ouninka mo rpymi roreJjis 3* 0,803 0,795 0,794 0,835 0,807
CepenHst OLIHKA MO CYKYITHOCTI

rorejiB 0,823 0,815 0,815 0,848 0,825
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Tabnuys E.9
YacTkoBl 1HAeKcH oLIHKY X4 EMmatidg 3a pe3yjapTaTaMy OMUTYBaHHS KIIE€HTIB 3*roTeiniB, KOePII€EHTH
Po3yminHs nepconanom : )
Ha3ssa roremro 3* npoOJieM KITl€HTa Ta I.)lBeHL BATTHBOCTI Ominka X4
S : 1HTEpeCIB KJIIE€HTIB
3IaTHICTH 1X BUPIITUTH

I"'oTenpHuil kommiekc Typuct 0,84 0,8 0,82
biznec-rorens «Reikartz Arame Kuisy 0,87 0,91 0,89
Premier Hotel Rus 0,81 0,83 0,82
Premier Hotel Lybid 0,85 0,81 0,83
I'otens Jlpyx0a 0,82 0,79 0,805
Amnapr-rotens «Ko3anpkmity Ha MatinaHi 0,78 0,74 0,76
I'otens Canrot 0,83 0,87 0,85
VYkpaina 0,78 0,82 0,8

Mup — Kuis 0,77 0,81 0,79
I'PK "Bepxopuna" 0,83 0,79 0,81
Ambassador Plaza 0,87 0,89 0,88
Anpis 'otensb 0,95 0,93 0,94
O6epir rorens — Kuin 0,89 0,93 0,91
Express Hotel 0,79 0,81 0,8

biznec rorens «Dnopugar 0,83 0,81 0,82
Cepenns oniHKa 1o rpymi rorein 3* 0,834 0,836 0,835
CepeaHsi OLIHKA MO0 CYKYNHOCTI roTeJIiB 0,84 0,838 0,839
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Tabnuys E.10
YacTkoBi iHAeKCcH OIIHKH X8 JIErKiCTh NUIAXY KJIIEHTA 3 pe3yJbTaTaMU ONUTYBAaHHS KII€HTIB 3*roTeinB, KOEPIIEHTH
3ycuiuia Ha
3ycud Ha 3ycuiuisi Ha | BUPIIIEHHS IPo0ieM .
Hazssa roremnto 3* TOIIYK TOTEIIIO y ) P P Omigka X8
Ta GPOHIOBAHHS IMOCEJIEHHS 11T yac nepe6yBaHH>1
B rOTel
1 2 3 4 5

I"'oTenpHuil kommieke Typuct 0,8 0,78 0,76 0,78
biznec-rorens «Reikartz Arame Kuisy» 0,85 0,83 0,82 0,833
Premier Hotel Rus 0,76 0,74 0,84 0,78
Premier Hotel Lybid 0,8 0,78 0,82 0,8

I'otens Jlpyx6a 0,75 0,77 0,74 0,753
Amapt-rotens «Ko3zaubkuit» Ha Maitnani 0,74 0,72 0,76 0,74
[orens Camror 0,81 0,8 0,82 0,81
VYkpaina 0,83 0,8 0,81 0,813
Mup — Kuis 0,79 0,8 0,79 0,793
I'PK "Bepxopuna" 0,78 0,81 0,77 0,787
Ambassador Plaza 0,79 0,85 0,84 0,827
Anpisa ['oTens 0,94 0,92 0,9 0,92
OG6epir rorens — Kuin 0,84 0,86 0,88 0,86
Express Hotel 0,74 0,76 0,78 0,76
biznec rorens «Diopugar 0,8 0,8 0,84 0,813
Cepenns ouninka mo rpymi roreJis 3* 0,801 0,801 0,811 0,805
CepenHsi OLIHKA MO CYKYIHOCTI roTeJIiB 0,821 0,823 0,83 0,825
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Tabnuys E.11
YacTkoBi 1H1eKCcH oiHKH X5 CepeHi OI[IHKY BHYTPINIHLOT KJIIEHT-OPIEHTOBAHOCTI 3@ Pe3yJibTaTaMU ONUTYBAHHS MEPCOHATY
4*roteniB, KOCPIIIEHTH

CepenHi OIIIHKY BHYTPIITHBOI KIIEHT-OPIEHTOBAHOCTI ( 5;)
I'otoBHICTE | 3a70BOJIEHICTH
MIePCOHATY TIePCOHATY 3a10BOJIEHICTD
Hasga rorento 4* JIOIIOMAaraTu | MOKJIIMBOCTIMHA MEPCOHAITY BignoBigHicTh Or1iaka
rOCTSIM Ta HAaBYAHHS TypOOTOIO poOoTH B roTei X5
pearyBaTy Ha | Ta I1JBHUINCHHS KEPIBHHUIITBA PO OYIKyBaHHSIM
iX 3a0UTH KBamiikaiii nepcoHa paIliBHUKIB
1 2 3 4 5 6
Ramada Encore Kiev 0,952 0,884 0,928 0,856 0,824
I'orens bpartucmasa 0,824 0,856 0,64 0,692 0,756
Apt-OTtenp bakkapa 0,876 0,848 0,89 0,872 0,812
XpemaTuk 0,962 0,892 0,938 0,864 0,832
Kwuis 0,804 0,834 0,624 0,674 0,738
President Hotel — Kuis 0,902 0,938 0,7 0,758 0,828
I'otrens Hamonansuuii — Kuis 0,812 0,768 0,656 0,62 0,678
["orens «/[Himpoy» 0,778 0,736 0,63 0,692 0,65
Cityhotel — Kuis 0,912 0,846 0,89 0,82 0,79
AJIOABITO I'orens Kuis 0,866 0,804 0,844 0,78 0,75
Radisson Blu Hotel, Kyiv 0,848 0,88 0,658 0,712 0,778
Vozdvyzhensky 0,92 0,856 0,898 0,828 0,798
“Staro Hotel” 0,86 0,798 0,838 0,774 0,796
I'orens Holiday Inn 0,848 0,788 0,826 0,762 0,734
CepenHsi OiHKA MO rpymni roreis 4% 0,868 0,838 0,782 0,764 0,768
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Tabnuys E.12
YacTkoBi iHAEeKCH OIIHKU X6 CepexHi OIiHKH 3aI0BOJIEHOCTI 3a pe3yIbTaTaMU OIMUTYBAaHH IIepcoHany 4*roreiis, KoehillieHTH
y y y )

Cepenni OIiHKY 3a10BOJICHOCTI ( by)

Hasga YMmoBamu | PiBHem Marepiansuumu | Corianpaumu | CorianbHO- [TepcnexktuBamu | Ctuiiem ta | OO’ €KTUBHICTIO .
roteno 4* npari B | OILIATH | 320XOYEHHAMH 1 MOpaJTbHUMH HCI/IX‘OJIOFiIIHI/IM Kap’ €pHOTO MeTo/IaMH puiHKH Ol;é‘é“a
TroTeil Imparil 34A0X0UYCHHsAMU KJIIMaTOM B pOCTy praBJ’IlHH}I KCPIBHUITBOM
KOJIEKTUBI KepiBHHUKA poboTH
1 2 3 4 5 6 7 8 9 10

Ramada Encore Kiev 0,942 | 0,868 0,824 0,902 0,878 0,818 0,782 0,85 0,858
I'orens bparucnasa 0,834 | 0,738 0,656 0,714 0,824 0,756 0,856 0,856 0,78
Apt-Otens bakkapa 0,876 0,776 0,85 0,876 0,89 0,82 0,842 0,752 0,836
Xpemwmarnk 0,882 | 0,822 0,878 0,816 0,794 0,846 0,912 0,836 0,848
Knis 0,736 0,69 0,642 0,844 0,864 0,778 0,744 0,85 0,768
President Hotel - Kuis | 0856 | 0,798 0,852 0,792 0,77 0,82 0,884 0,81 0,822
T'orens HamonansHmii
— Kuis 0,814 0,72 0,64 0,696 0,804 0,738 0,834 0,834 0,76
Forens «/Ininpoy 0,724 0,68 0,632 0,832 0,852 0,766 0,732 0,838 0,756
Cityhotel — Knis 0,956 | 0,882 0,836 0,916 0,892 0,83 0,794 0,862 0,87
AJIOABITO I'orens
Kuis 0,968 | 0,892 0,846 0,926 0,902 0,84 0,804 0,874 0,882
Radisson Blu Hotel,
Kyiv 0,87 0,812 0,866 0,806 0,784 0,836 0,9 0,826 0,838
Vozdvyzhensky 0,964 | 0,888 0,844 0,924 0,9 0,838 0,824 0,87 0,882
“Staro Hotel” 0,946 | 0,872 0,828 0,906 0,882 0,82 0,808 0,854 0,864
l'orens Holiday Inn 0,924 | 0,852 0,808 0,884 0,866 0,916 0,788 0,834 0,858
Cepeans oninka no
rpyni roreis 4* 0,878 | 0,806 0,786 0,846 0,85 0,816 0,822 0,838 0,83
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Tabnuys E.13
YactkoBl 1HAeKCcH OLIHKH X/ Cepe/iHl OI[IHKH 3aJIy4€HOCTI IEPCOHAILY 32 PE3yJIbTaTaMH ONUTYBAaHHS IepCcOHATY 4*rorenis,
KoeilieHTH
Cepe/Hi OIIHKY 3aTy4eHOCTI IepcoHay ( 5;)
Hazga rorenio 4% PiBeHb miHHOCTI ['oTOBHICTH MpaliBHUKIB PiBenb noindopmoBaHocCTi
pobotu st BUKOHYBATH JJOJaTKOBI MPaLiBHUKIB PO MiCiIO Ta Ominka
MpaIiBHUKIB JIOpy4YeHHs (3aBIaHHs), T AISUIBHOCTI TOTEIIIO X7
1 2 3 4 5
Ramada Encore Kiev 0,92 0,816 0,824 0,854
I'orens bparuciasa 0,812 0,776 0,824 0,804
Apt-OTtenn Bakkapa 0,824 0,812 0,756 0,798
XpelaTuk 0,848 0,828 0,804 0,826
Kuis 0,836 0,752 0,724 0,77
President Hotel — Kuis 0,822 0,81 0,824 0,818
I'otens Hamionansuuit — Kuis 0,896 0,932 0,856 0,894
Totenb «/IHITTPOY» 0,752 0,796 0,876 0,808
Cityhotel — Kuis 0,93 0,824 0,892 0,882
AJI®ABITO I'otens Kuis 0,938 0,832 0,9 0,89
Radisson Blu Hotel, Kyiv 0,83 0,818 0,832 0,828
Vozdvyzhensky 0,924 0,836 0,904 0,888
“Staro Hotel” 0,926 0,822 0,888 0,878
I'orens Holiday Inn 0,886 0,836 0,808 0,844
Cepenns ouninka no rpymi roreis 4* 0,868 0,82 0,816 0,834
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Tabnuysa E.14

YacTkoBi 1HAeKCcH o1iHKH X5 CepeHi OI[IHKY BHYTPIIIHLOT KJIIEHT-OPI€EHTOBAHOCTI 32 PE3yJIbTaTaMU ONUTYBAHHS MEPCOHATY
3*roreniB, KoeiliEHTH

CepenHi OI[IHKY BHYTPIITHBOI KJIIEHT-OPIEHTOBAHOCTI ( By)

I'oToBHICTE 3a10BOJIEHICTD
MEepCOHAITY MEPCOHAITY 3agoBoJieHICTh | BianmoBigHICTH
Hazpa roremo 3* J0roMaraTu MO>KJTMBOCTSIMU nepcoHaITy pobotu B Orinka
TOCTSIM Ta HaBYaHHS TypOOTOIO roTeni X5
pearyBaTH Ha iX | Ta MIJBUILEHHS | KEPIBHUIITBA PO | OYIKYBaHHSIM
3alUTU KBauTiikaii MepcoHal palliBHUKIB
1 2 3 4 5 6
["'oTenpHu KoMIUIEKC TypucT 0,816 0,826 0,618 0,668 0,73
Bizaec-rorens «Reikartz Arame Kuisy» 0,856 0,758 0,794 0,734 0,754
Premier Hotel Rus 0,824 0,856 0,64 0,692 0,756
Premier Hotel Lybid 0,872 0,906 0,678 0,734 0,8
I"otens Jlpyx0a 0,812 0,768 0,656 0,62 0,69
Anapt-rorens «Ko3albkuil» Ha
Matinani 0,804 0,766 0,656 0,62 0,69
["orens Camtor 0,876 0,836 0,714 0,676 0,752
Ykpaina 0,96 0,998 0,746 0,806 0,88
Mup — Kuis 0,882 0,84 0,816 0,68 0,756
["'oTenpHO-pecTOpaHHUI KOMILICKC
"BepxoBuHa" 0,812 0,856 0,76 0,72 0,82
Ambassador Plaza 0,824 0,79 0,702 0,664 0,756
Anpis ['orens 0,858 0,796 0,836 0,77 0,794
O6epir rorens — Kuis 0,822 0,764 0,8 0,738 0,76
Express Hotel 0,904 0,888 0,88 0,864 0,836
biznec rorens «diopuga 0,836 0,822 0,814 0,8 0,774
Cepeans oninka mo rpymi roreuaiB 3* 0,85 0,832 0,74 0,718 0,77
CepeaHsi OniHKA 10 CYKYITHOCTI
roTeJiB 0,86 0,834 0,762 0,742 0,77
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Tabnuysa E.15

YactkoBi iHaekcu omiHku X6 CepeHi OI[IHKY 33JJ0OBOJICHOCTI 3a pe3yabTaTaMH OMUTYBAaHHA MepcoHaty 3*rorenis, koedilieHTn

CepenHi OLiHKH 33/10BOJICHOCTI ( by,)

Hasga rotemo | YMoBamu | PiBuem | Marepians- | CouiansHumMu CouianbHo- Ilepcnektu- | Crunem ta |O6’€KTUBHICTIO
3* mpaii B | orjiaTa HUMH 1 MOPQJILBHUMH | TICHXOJIOTTYHUM BaMH METOIaMH OLIIHKH Omigka
roTeni npami | 3a0XOYeH- | 32a0XOUYCHHSIMHU KJIIMaToM B Kap €pHOTO | YIPAaBIiHHS | KEPiBHUIITBOM X6
HAMH KOJIEKTHBI pocty KepiBHHUKA poboTH
1 2 3 4 5 6 7 8 9 10
I'oTenpHUN KOMILIEKC
Typucr 0,916 0,81 0,72 0,784 0,904 0,83 0,94 0,94 0,856
Bizuec-rorens
«Reikartz Aramre
Kuie»(cetp) 0,926 0,82 0,728 0,794 0,916 0,84 0,95 0,95 0,866
Premier Hotel Rus 0,906 0,802 0,712 0,774 0,894 0,82 0,93 0,93 0,846
Premier Hotel Lybid 0,924 0,818 0,726 0,792 0,912 0,838 0,948 0,948 0,864
T'orens [pyxoa 0,674 0,632 0,824 0,774 0,792 0,712 0,682 0,778 0,734
AnapTt-rorenb
«Ko3ampkuii» Ha
Maiinani 0,64 0,6 0,758 0,734 0,752 0,678 0,648 0,74 0,694
T'orens Camror 0,978 0,838 0,894 0,832 0,808 0,862 0,928 0,852 0,874
Ykpaina 0,904 0,8 0,712 0,774 0,894 0,82 0,928 0,866 0,838
Mup — Kuis 0,778 0,636 0,828 0,778 0,796 0,716 0,83 0,782 0,768
['oTenbHO-pecTopaHHU
koMIuiekc "BepxoBuHa' 0,754 0,614 0,802 0,752 0,77 0,694 0,804 0,758 0,744
Ambassador Plaza 093 | 0854 | 0912 0,846 0,824 0,878 0,946 0,868 0,882
Anpist I'otenb 0,85 0,78 0,834 0,774 0,754 0,804 0,866 0,794 0,808
OGepir rotens — Kuib 0,934 0,86 0,92 0,854 0,832 0,886 0,954 0,876 0,89
Express Hotel 0,786 0,642 0,836 0,784 0,804 0,724 0,838 0,79 0,776
Bizuec rorens
«Dnopuga» 0,924 0,818 0,728 0,792 0,914 0,838 0,95 0,95 0,864
Cepenns oninka no
rpyni rorejiB 3* 0,854 0,754 0,796 0,79 0,838 0,796 0,876 0,854 0,82
Cepeans oninka mo
CYKYIHOCTI roreis 0,866 0,78 0,79 0,818 0,844 0,806 0,85 0,846 0,826
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Tabnuys E.16
YactkoBl 1HAeKcH oiHKH X/ CepeiHl OI[IHKH 3aJIy4€HOCTI IEPCOHAITY 3a PE3YJIbTATAMH OIUTYBAaHHA IepCOHay 3*roTesis,
Koe(ilieHTH
Cepe/Hi OIIHKY 3aTy4eHOCTI iepcoHay ( 5;)

Hasga rotero 3% PiBens ninHOCTI | ['OTOBHICTB HpaHiBHI/IKi.B PiBeH.B HOiI.{(bOpMOI?aF{OCTi .
poboTtu s BUKOHYBATH JIOJATKOB1 | MpaliBHUKIB MMpo Micito Ta |  OI1riHka
paIliBHUKIB JIOpY4EHHS (3aBJaHH), 11 AISUTBHOCTI TOTEITIO X7

1 2 3 4 5

I'oTenpHnit kommeke Typuct 0.756 0.828 0.852 0812
Biznec-rorens «Reikartz Arame Kuisy» 0,792 0,876 0,832 0,834
Premier Hotel Rus 0,788 0,836 0,868 0,83
Premier Hotel Lybid 0,836 0,872 0,82 0,842
I'otens Jlpyxba 0,696 0,764 0,884 0,782
AHapT-FOTeJIb «KOBaHBKI/II‘;I» Ha Maﬁz[aHi 0.756 0.792 0.844 0.798
I'otrens Camrot 0,848 0,824 0,864 0,846
VYkpaina 0,832 0,87 0,928 0,876
Mup — Kuis 0,822 0,86 0,916 0,866
I'PK "Bepxopuna" 0,818 0,856 0,912 0,862
Ambassador Plaza 0,834 0,874 0,892 0,866
Anpis 'oTenn 0,852 0,808 0,836 0,832
OG6epir rorens — Kuin 0,922 0,864 0,928 0,904
Express Hotel 0,892 0,936 0,908 0,912
biznec rorens «Diopugar 0,788 0,836 0,868 0,83
Cepennst oniHka no rpymi roreuais 3% 0,816 0,846 0,876 0,846
CepenHsi OLiHKA 1O CYKYITHOCTI

roTejiB 0,842 0,834 0,846 0,84
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Honatok 7K — Pe3yJibTaTH iHIE€KCHOI0 OLiIHIOBAHHS MOBEIiHKOBUX NMOKA3HUKIB YCIiXy MiINPHEMCTBA 32 BUOIPKOBOIO
CYKYIHICTIO TOTeJIiB (00epicano aemopom)

Tabnuys K. 1
Pesynbratu 3a BUOIPKOBOIO CYKYIHICTIO 4* rotenis
Hassa roremro 4* K1 K2 KO Z1 Z2 Z3 Z4

1 2 3 4 5 6 7 8
Ramada Encore Kiev 0,899 0,8452 0,8717 0,896 0,75 0,75 0,1429
I'otens bpaTtucnasa 0,8198 0,7798 0,7995 0,818 0,683 0,6667 0
Apt-OTtenp bakkapa 0,837 0,8152 0,826 0,836 0,681 0,6957 0
XpeniaTuk 0,8588 0,8353 0,847 0,856 0,745 0,7407 0
Kwuis 0,7451 0,7585 0,7518 0,734 0,535 0,56 0
President Hotel — Kuis 0,8322 0,8227 0,8274 0,826 0,682 0,6154 0
I'otens Hamonansauii — Kuis 0,8412 0,7723 0,806 0,844 0,693 0,6667 0
I'otens «J{HIpo» 0,7082 0,735 0,7215 0,708 0,481 0,4815 0
Cityhotel — Kuis 0,9208 0,8463 0,8828 0,922 0,837 0,7778 0,0741
AJIOABITO I'otens Kuis 0,8874 0,8381 0,8624 0,89 0,809 0,8182 0
Radisson Blu Hotel, Kyiv 0,8404 0,8142 0,8272 0,842 0,688 0,6667 0
Vozdvyzhensky 0,8904 0,855 0,8725 0,888 0,76 0,76 0
“Staro Hotel” 0,889 0,8452 0,8668 0,89 0,804 0,8077 0,1154
I'orens Holiday Inn 0,8706 0,81 0,8398 0,866 0,71 0,6667 0
Cepennsi oliHKA N0 Ipyni rorejais
4* 0,846 0,81 0,828 0,844 0,704 0,6901 0,0254
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Pe3ynbTaTi 3a BUOIPKOBOIO CYKYMHICTIO 3* TOTEIB

Tabnuys K.2

Hassa roremro 3* K1 K2 KO Z1 Z2 Z3 Z4
1 2 3 4 5 6 7 8

["orenpaU KOMIUIEKC TypucT 0,7893 | 0,7976 0,7934 0,782 0,7 0,6154 0
bizuec-rorens «Reikartz Arame Kuisy 0,8427 | 0,8166 0,8295 0,834 0,79 0,6 0
Premier Hotel Rus 0,7882 | 0,8097 0,7989 0,78 0,7 0,3704 0
Premier Hotel Lybid 0,8081 | 0,8349 0,8214 0,798 0,7 0,56 0
I'orens Jlpyx0a 0,7625 | 0,7344 0,7483 0,746 0,75 0,5 0
Amapr-rotens «Kozanpkmit» Ha Marigani | 0,7452 | 0,7257 0,7354 0,738 0,7 0,3846 0
I'oTens Camrot 0,8201 | 0,8223 0,8212 0,812 0,85 0,6897 0
VYkpaina 0,8084 | 0,8645 0,836 0,806 0,85 0,5 0
Mup — Kuis 0,7892 | 0,7952 0,7922 0,79 0,66 0,6154 0
I'PK "BepxoBuHna" 0,793 0,8072 0,8 0,794 0,8 0,6 0
Ambassador Plaza 0,8404 | 0,8327 0,8365 0,83 0,8 0,8077 0
Anpis ['orenb 0,9262 | 0,8112 0,8668 0,916 0,94 0,8929 0,1071
O0epir rorens — Kuib 0,8809 | 0,8488 0,8647 0,876 0,9 0,913 0,0435
Express Hotel 0,7697 | 0,8395 0,8038 0,76 0,74 0,6 0
biznec rorens «dnopuga 0,8114 | 0,8218 0,8166 0,814 0,81 0,7083 0
CepenHsi oniHka nmo rpymi rorejaiB 3* 0,812 0,811 0,812 0,805 0,779 0,3683 0,0102
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Jonarok 3 — Pe3yabTaTn iIHTErpaJIbHUX IHACKCHUX OLIHOK (paKTOPIB KIIEHT-OPiEHTOBAHOCTI CepBicy (0depicano asmopom)

Tabauys 3.1
DyHKITIOHATBHA SIKICTh CEPBICHOTO ) ) ) ) ) .

Haspa FoTero HPOYKTY PiBeHb MiATPUMKH KIIEHT-OPIEHTOBAHOCTI CEPBICY

X1 X2 X3 Y1 X4 X5 X6 X7 X8 Y2

1 2 3 4 5 6 7 8 9 10 11

I'oreni 4*
Ramada Encore Kiev 0,896 | 0,904 0,9 0,9 0,895 | 0,824 | 0,858 | 0,854 0,9 0,857
I'otens bpaTtucnasa 0,824 | 0,823 0,82 0,822 0,815 0,756 0,78 0,804 0,817 0,788
Apt-Orens bakkapa 0,838 | 0,835 | 0,835 0,836 0,84 0,812 | 0,836 | 0,798 | 0,837 | 0,821
XpemaTuk 0,864 | 0,855 | 0,855 0,858 0,86 0,832 | 0,848 | 0,826 0,86 0,841
Kuis 0,734 | 0,809 | 0,728 0,756 0,725 | 0,738 | 0,768 0,77 0,733 0,75
President Hotel — Kuis 0,832 | 0,833 | 0,833 0,833 0,83 0,828 | 0,822 | 0,818 | 0,833 | 0,824
I'orens Hamonansamii — Kuis 0,844 | 0,844 | 0,835 0,841 0,84 0,678 0,76 0,894 | 0,843 0,789
I'otens «JIHIIpO» 0,71 0,705 | 0,708 0,708 0,705 0,65 0,756 | 0,808 | 0,713 | 0,727
Cityhotel — Kuis 0,924 0,92 0,92 0,921 0,92 0,79 0,87 0,882 0,92 0,864
AJIDABITO I'orens Kuis 0,886 | 0,894 | 0,885 0,888 0,885 0,75 0,882 0,89 0,887 0,85
Radisson Blu Hotel, Kyiv 0,844 | 0,841 0,84 0,842 0,84 0,778 | 0,838 | 0,828 | 0,837 | 0,821
Vozdvyzhensky 0,894 | 0,885 | 0,893 0,891 0,89 0,798 | 0,882 | 0,888 0,89 0,864
“Staro Hotel” 0,886 | 0,886 | 0,893 0,888 0,89 0,796 | 0,864 | 0,878 0,89 0,856
I'otens Holiday Inn 0,878 | 0,865 | 0,873 0,872 0,87 0,734 | 0,858 | 0,844 | 0,867 | 0,825
Cepennst ominka mo Tpymi| o007 | g5 | 0gad | 0847 | 0843 | 0768 | 083 | 0834 | 0845 | 0818
rorejiB 4*
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IIpooosocennua mabauyi 3.1 0ooamxy 3

1 2 3 4 5 6 7 8 9 10 11
TI'oreai 3*

['otenbHM KOMIUIEKC TypHCT 0,78 0,784 | 0,783 | 0,78235 | 0,82 0,73 0,856 | 0,812 0,78 0,803
Eﬁ;ff'mem’ «Reikartz Atame | o g5 | (833 | 0833 | 083068 | 0,89 | 0,754 | 0866 | 0834 | 0833 | 0,834
Premier Hotel Rus 0,784 | 0,775 | 0,783 | 0,78068 | 0,82 | 0,756 | 0,846 | 0,83 | 0,78 | 0812
Premier Hotel Lybid 0,804 | 0,804 | 0,803 | 0,80368 | 0,83 | 08 | 0,864 | 0,842 | 08 | 0,834
Totens Jpyx6a 0,754 | 0,749 | 0,753 | 0,75202 | 0,805 | 0,69 | 0,734 | 0,782 | 0,753 | 0,751
ﬁ;ﬁ;‘;ﬁ“ «Kosaubkuid> | 24 | 0742 | 074 | 074202 | 076 | 069 | 0694 | 0798 | 074 | 0,734
Torems Camor 0814 | 0,814 | 0,813 | 0,81368 | 0,85 | 0,752 | 0,874 | 0,846 | 0,81 | 0,829
Vkpaina 0,814 | 0805 | 0,81 | 08098 | 08 | 088 | 0838 | 0,876 | 0,813 | 0,848
Mup — Kuis 0,79 | 0,788 | 0,785 | 0,78768 | 0,79 | 0,756 | 0,768 | 0,866 | 0,793 | 0,794
T'PK "Bepxosuna" 0,786 | 0,792 | 0,79 | 0,78935 | 0,81 | 0,82 | 0,744 | 0,862 | 0,787 | 0,808
Ambassador Plaza 0,826 | 0,837 | 0,833 | 0832 | 088 | 0,756 | 0,882 | 0,866 | 0,827 | 0,844
Anpist Coters 0,924 | 0,924 | 0,923 | 092367 | 094 | 0,794 | 0,808 | 0,832 | 092 | 0842
O6epir rotens — Kuis 0876 | 0,879 | 0,88 | 0,87834 | 091 | 0,76 | 089 | 0,904 | 0,86 | 0,864
Express Hotel 0,764 | 0,762 | 0,763 | 0,76302 | 0,8 | 0,836 | 0,776 | 0,912 | 0,76 | 0,829
biznec rorens «Diopugar 0,806 | 0,805 | 0,813 | 0,80801 0,82 0,774 0,864 0,83 0,813 0,821
S:Tl’ﬁ‘;’;* OtuHia Mo TPYM| 5806 | 0,806 | 0,807 | 0,8064 | 0,835 | 0,77 | 082 | 0,846 | 0,805 | 0,817
Cepenst — oninka 0| 1826 | 0,828 | 0,825 | 0,82635 | 0,839 | 077 | 0826 | 084 | 0825 | 0,818
CYKYITHOCTIi roTeJiiB
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Honatok K — [IIab610H kapTH 0CBiAY rOCTS roTEII0

Hlnsx Touku B3aemonuii Ouinka | Po3puB | MoxJanBocCTi
1. Obupae rorenn CaiiT roremo
Conmepexi
Biaryku
2. BpoHIO€ roTeb Caiir / yat 6OT
Yar 60T
Teneponom
[TnaTdopma
3. I[locenenns/ 3ycTpiu
BHUCEJICHHS Peecrparis

Bpyuenns kimoua
Po3paxyHOK — TOTIBKOBHUH,
0e3roTiBKOBHIA

CynpoBif 10 HoMepa

Buizg

OcTato4yHuii po3paxyHOK

4., TIpoxuBaHHS OOcityroByBaHHs B
HOMeEpax

Hamanus IOTATKOBUX
MOCITYT
KoMmnimMeHT Bif roTento

5. XapuyBaHHs/ B Homepi
HaIoi B pecropanax

B 106i-6api

6. JlomaTtkoBi [TpanpHs 1 XIMYHCTKA
NOCTyTH EK.CKpri'l' .

MixHapoaHi pPO3MOBH IO
TeseoHy

CnoptuBHHMi 1
TpPEeHAKEPHUIA 3aT;

[Tocnyru nepexiiagaya
Kondepenn-zan 3  ycim
o0JalHaHHAM

OdopmiienHs Bi3
Opranizailist 0aHKETIB

Tpancdep

MeauuHa anTedka 1 BUKIHNK
MalluHU «IIBnakoi
JIOTIOMOTH»»

JlocTaBky mipecu Ta JIMCTIiB
Hoctyn no Inreprery
Hocunsank

Buknuk Takci

3aMOBJIEHHS KBHTKIB Ha
o131 1 JIiTaK

[adopmartis mpo  Miciesi
1aM SITKU Ta po3Baru
3aMOBJICHHS TIPOOYIHKCHHS
B IIPU3HAYECHUN 4ac
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Honarox JI — /loBiAkH PO BIPOBAXKEHHS

AEPXKABHE HNIANMPUEMCTBO «'OTEJBHUNA KOMIUIEKC «KUIiB»
YITPABJIIHHSI CIIPABAMMU AITAPATY BEPXOBHOI PAJI YKPAIHW»
01021, m. Kwuis-21, Byn. I'pymescbkoro, 26/1, Ten. 253-00-42, dakc 253-81-47

Ham Ne Z,/g/ Jara “ /‘1’ . 05 -20/4 »p.

AKT BIIPOBA’)KEHHS
pe3yJbTaTiB AHCepTaUiiiHOI posoTH
JokryramBini  Hartanii  MuxosaiBHH  Ha  Temy
«YnpaB/iHHA KJi€HT-OPICHTOBAHICTIO cepBiCy roTeso»,
MiAroTOBJIEHOI Ha 3100yTTSl HAYKOBOIO CTYNEHsl JOKTOP
dinocodii 3a cnenianbHicTio 073 MeHeIKMeHT

JIIiCHAM aKTOM 3aCBifUyeThCs, L0 HACTYNHI pe3yibTaTH AUCepTallifHOl

poOOTH NMPUMHATI 10 BIPOBAKEHHS y AEPXKABHOMY MiAnpueMcTBi « OTeTbHUIM
komruieke «Kuisy» Ynpasninus cnpaBamu Anapaty Bepxosroi Pagu Vkpainm»:
METOIWYHHUH iHCTpyMEeHTapili OLiHIOBaHHS KIIIEHT-OPIEHTOBAHOTO CEPBiCY TOTENIO,
[0  JO3BOJISIE  BHU3HAYUTH  CTYNiHb  KJII€HT-OpPi€HTOBaHOCTI Ha  piBHI
MiXKOCOOMCTICHMX B3a€MO/Iiii Ta Ha PiBHI Oprasisarii;
HAYKOBO-METOJUYHUN MiAXiJ MO0 YIPaBIiHHS KII€HTCHKHUM IOCBIIOM, SKHiA
BM3HAYa€ IHIMKATHBHI PO3PHBU MDK OYiKYBaHOK Ta CIPUHAMAHOIO I[iHHICTIO
¢axropiB-atpulOyTiB KIIi€HT-Opi€HTOBAaHOCTI cepBicy roTemo (KOMQOPTHOCTI
MarepialbHMX ~ YMOB  IPOXMBAHHS; SIKOCTI  MPOLECIB  0GCIyroByBaHHS;
B3a€EMOBIIHOCHH 3 II€PCOHAJIOM; eMmatii 3 GOKy (pOHT-epCoHaNy; JerkocTi
LUISAXY KIIIEHTA).

Hageneni BuIe pe3ynbTaTH MAOBEJEHI 10 MOXIMBOCTI MPaKTHYHOTO
3aCTOCYBaHHSI, IXHs anpoballis 103BOJIUIA OJIEePIKATH TO3UTUBHUMN e(EeKT B CUCTEMI
MeHEeDKMEHTY B3aeMoii 13 kiienTamu I «"orenpumii kommieke «Kuisy.

JloBizka BHMJaHa ISl MOJAHHS y CIeLiali3oBaHy BYeHy paxy s 3a
cnenianbHicTioO 073 Me

\»\ AHAI‘47 /,}
\x\ WHYy
2

3acTynHu H.I.Tkauenko
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rOTENS
%ﬂyf’oﬂmmm«i

Ykpaina, 01021, KuiB, Bya.Aunceka,S. Tea.:(38044) 255-8888. dakc: (38044) 255-8997
E-mail: hotel@natsionalny.kiev.ua http://www.natsionalny.kiev.ua

Npo BIPOBAJKEHHsI Ppe3yJbTaTiB AucepTaliliHOl poboTu 3100yBaua
HAYKOBOI0 cTyneHsi J1o0KTOp (inocodii 3a cneuianbuicTio 073 MeneaxmeHT
JoxryramBiai  Haranii MukosaiBHH Ha Temy: «YNpaBJiHHSA KJI€HT-
OPIEHTOBAHICTIO CEpPBicCy roTe/II0»

JlilicHUM JTOKyMeHTOM KepiBHUITBO J[lepxkaBHOro mignpuemcrBa «[ oTenbHuit
kommieke «HanioHanpHuit» VYmnpaBiiHHs crnpaBamu Amapaty BepxosHoi Panu
YKpaiHu» MiATBepIKye, LIO 3alpOIOHOBaHi pe3yJbTaTH AUCEPTALliiHOrO pPobOTH
MpOMLUIK anpoOalliio Ta IPUKUHSATI 10 BIPOBADKEHHS Y PAKTUYHY HisJIbHICTb.

3a peKOMeHJalisIMH aBTOPKM JHUCepTallii  BIPOBAHKEHO  METOJUYHUI
IHCTpyMEeHTapiil eKcrpec-AiarHOCTUKUA CTaHy BHYTPIIIHBOI Ta 30BHIIIHBOI KIIEHT —
OpIEHTOBAHOCTI cepBicy rorento. [IpoBeeHO eKCIpec-ONMUTYBaHHs, 3AiMCHEHO aHasi3
KJII€H-OPIEHTOBAHOCTi, Ha OCHOBI SIKMX MOOYIOBaHO KapTKy KII€HTCHKOTO JIOCBiJY.
OpepxaHi  pe3ynbTaTH [JO3BOJIMIM BHSBUTH PO3PHBH Y  CIOPHHMHATTI  SKOCTI
00CIIyroByBaHHSl y TOYKa B3a€MOJii i3 TOCTEM, CIPHUSUINA MOKPAIIEHHIO OMEPaTHBHOIO
YIIPaBIIiHHS JIOSUIBHICTIO BHYTPILIHIX Ta 30BHIIIHIX KIIEHTIB rOTEIO.

Hanani pexoMeHanil i ATBEP AN JOLLTBHICTh BUKOPHUCTaHHS
3alIpONIOHOBAHOI0 IHCTPYMEHTAPIIO YIIPABIIIHHS KIIi€HT-OPIEHTOBAHOCTI CEPBICY.

JloBizika BHIaHa JJIsl TIOAAHHS y Clieliali3oBaHy BYEHY pajy 3a CIELiaJbHICTIO
073 MeHemxMeHT.

5 N,
«1}\' % {E.U; HiH 79)
e
MILIEK,
JlupexTop ILIEKC P
Iqems@ikau{ﬁmm &
Koz 05307;’65 3
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EAPIIOY 32911203, men. 044-596-80-14
P/p UA063138490000026007019409223 ¢ Pezionanvue iodinenna AKE "Indycmpianbanx’ M@0 313849
ITTH 329112026500, nomep ceiooymea 37082361

Aopeca: YKPAIHA, 03150, M.KHIB, BYJI. BEJIHKA BACH/IBKIBCBKA, BY/I. 132, TIPUMILJEHHS 1-A
Iowmosa aopeca: 01001, m. Kuis, eyn.. Xpeuwamux, 14

/\f731 NOBIAKA 19 11. 2073 .

Nnpo BNpoBaAXXeHHA pe3y/NbTaTiB AucepTauinHoi poboTn acnipaHTKu
XapKiBCbKOro pAeprKaBHOro YyHiBEpPCUTETY XapuyyBaHHA Ta ToOPriBai
[okryrawsini Haranii MukonaiBHu Ha temy «YnpaBniHHA KNIEHT-
OpiEHTOBaHICTIO cepBicy roTtenio», MiAroTtoBnAeHOlI Aana 3406yTTa
HayKoBOro CcrtyneHa AoKtop  ¢inocodii 3a  cneuianbHicTio
073 MeHepXMeHT

AincHum  aktom  KepiBHuuTBo TOB  «HOKA»  (roTtento  «XpelaTuk»)
niaTBEPAXKYE, WO 3aNPONOHOBAHI pe3ynbTaTh aucepTauiiiHoro poboTu npouwam
anpobauito Ta NPUAHATI 40 BNPOBAAMKEHHA Y NPAKTUYHY AiA/IbHICTb roTesto.

3a peKkomeHauiaMu aBTopa AucepTauii NpoBeaeHO ONUTYBaHHA NepcoHany
rote/it0 3a HaZl@HOK aHKeTow, ANA OBpobKM pes3ynbTaTiB AKOro BUKOPUCTAHO
HayKOBO-MeTOANYHUI NiaXia A0 OLiHIOBAHHSA KNIEHT-OPIEHTOBAHOCTI NepcoHasny. Ha
OCHOBiI MpPOBeAEeHUX PO3PaxyHKIB YAaCTKOBUX IHAEKCIB BHYTPIWHBLOI KAIEHT-
OpIiEHTOBAHOCTI, 3aA0BO/ZIEHOCTI, 3a/y4eHOCTi MNepcoHany Ta IiHTerpasbHOro
NMOoKasHMKa po3paxoBaHO CTyMiHb KAIEHT-OPIEHTOBAHOCTI MNEepCcoHany roTento.
Cnupatoumncb Ha OTPUMaHI pe3ynbTaTh, BUSHAYEHO HeZoNiKU Ta NnpobaemHi micus B
ynpas/iHHI NepcoHasiom, ANA YCYHEHHA AKMX po3pobaeHo ynpaBAiHCbKi pPilleHHS,
peanisayia AKUX cnpuAana NigBULWEHHIO BHYTPIWHbBOI KAIEHT-OPIEHTOBAHOCTI
nepcoHany i 3abesneyeHHIO Ha Lili OCHOBI BUCOKOSIKICHOrO cepBicy B roTesi.

BignosigHo Ao npono3uuin H.M. [KryTawsini B roteni 3anpoBagKeHo
CUCTeMY YNpaB/liHHA K/IEHT-OPIEHTOBAHICTIO CepBiCy 3a 4YOTUPMa Hanpsamamu:
dopmyBaHHA GYHKLIOHANBHOI AKOCTI CEPBICHOrO NPOAYKTY; NiATPUMKa CepBiCHOro
NPOAYKTY; MiATPUMKA 30BHIWHbOI Ta BHYTPIWHbLOI = KNIEHT-OPIEHTOBAHOCTI;
OIarHOCTMKA Ta MOHITOPUHT KNiEHT-QpRE

PesynbTtaTtu nposeaeHoi Qb e peKTMBHOMY BUpiLLEHHIO 3aBAaHb
rotento, WO MiATBEPAXKYE iX
NPaKTUYHY LiHHICTb.

i

OvpekTop TOB «lOKA» T.1O. lopsiHoBa
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"'."’Acouiauix en—— ACOHIALIIA N'OTEJBHUX OB’€/IHAHD

e [ "] TA T'OTEJIB MICT YKPAIHH
Fis / 02002, m. Kuis, eyn. P. Oxinnoi 2, ogpic 411, men. (044) 5684398,
Ukrainian Hotel dbaxc (044) 5684396

p/p 26001053136454 6 IIAT Kb Ilpusambanx, MPO 321842,
k00 €J[PIIOY 14289642
www.facebook.com/hotelua email: ukrhotelua@ukr.net

JoBinka /;2—-/2 Zf/ 22, 0.?2020/5.

IIpo BnpoBa/pKEHHSI pe3yJbTaTiB AucepTaniifHol poboTH 3100yBada HAyKOBOrO CTYIEHsS HOKTopa ¢imocodii
3a cnemianbHicTIO 073 Menemkment Jxryramsin Hartanii MukonaiBH#A

Ha Temy: «YIIPABJIIHHA  KIIEHT-OPIEHTOBAHICTIO  IIIAIIPUEMCTB  T'OTEJIBHO-
PECTOPAHHOI'O BI3BHECY »

JlaHOIO IOBiIKOIO KEPiBHUITBO AcOIiallii roTeabHUX 00’ €HAH Ta TOTENIB MIiCT YKpaiHH MiATBEPIIKYE, LIO
pe3yiabTaTd Juceprauiiinoi poborm  H.M.  JDkryramBini npodnuid anpoGamio Ta MPHHHATI 10
BIIPOBAKEHHSI.

[IpakTHuHe 3Ha4YECHHS OJEP)KAHMX PE3YJIBTATIB i BUCHOBKIB IOJIATAE Y MOJAIBIIOMY PO3BHTKY TEOPETHYHHX
MOJIOKEHb Ta PEKOMEHJAllid MO0 YNpPAaBIiHHS KJIEHT-OPIEHTOBAHICTIO CEpBiCY IIiIIPHEMCTB TOTEIHHO-
pecropanHoro 6i3Hecy. II03MTHBHOI OIIHKH 3aClIyrOBYIOTH 3aIpPOIOHOBAHA MOJENH CEPBICHOIO MPOLYKTY
roTeIo, po3poOsieHHH HayKOBO-METOAMYHMH MIiAXiJ MO JIarHOCTHKH KIII€HT-OPI€HTOBAHOCTI IE€PCOHAITY
3aKJIay TOTEIbHO-PECTOPAHHOrO rocmozapcrBa. [IpakTHYHy WiHHICTH MAalOTh pe3yJbTATH IPOBEAECHHX
JOCIi/DKEHb IIOAO Y3araJlbHEHHs MEepelOBOrO JOCBiAy YIpaBIiHHSA KII€HT-OPI€HTOBAHICTIO TOTEIBHHX
MINpUeEMCTB B VYKpaiHi Ta BH3HA4YeHHs TIJIOOAIBPHUX IEPEIyMOB 1 YHMHHHKIB YIpPaBIiHHA KI€HT-
Opi€HTOBAHICTIO CEPBICY TOTEIIIO.

Jlns 3abe3neyeHHs PO3BUTKY TOTENBHOI 1HAYCTPii B yMOBAaX Cy4aCHHX BHIJIMKIB OCOOIMBHI iHTEpec
npencrasisge 3anponoHoBaHud H.M.  JDkryTamBini HayKOBO-IIpaKTHYHHM iHCTpYMEHTapii ympaBJiHHS
KJII€HTCHKHM JIOCBiJIOM, SIKH JTO3BOJISIE CTPYKTYPYBaTH YIPABIiHCHKHM IIPOIIEC Ta IiABHIIUTH €PEKTUBHICTH
(bopMyBaHHS KIIIEHTCHKOTO TOCBiAY B IMiAPUEMCTBAX I'OTEILHO-PECTOPAHHOTO Oi3HECY.

V ninomy pesynabraté auceprauniinoi podborn H.M. JDkryramBini HoBefeHi 10 MOXIMBOCTI iX MPaKTHYHOIO
3aCTOCYBaHHS B YIPaBIIiHHI IiAPUEMCTBAMHE I'OTEIBHO-PECTOPAHHOrO Oi3HECY.

I'onoBa npapJinasa Acomiamii

roTeJbHHX 00’ €IHAHb

Ta roTeNiB MicT YKpaiHu.

3acayxennii npaniBHUK cepu mocayr Yk

KAaHIHAAT eKOHOMIYHHX HAYK ﬁ7 IOpiiit Onanamyx
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¥Y3roakeHo 3arBepaxeHo

['onoBa MeTOAMYHOI paaiy, BUKJIagay- Hupextop

KwuiBcpkoro nepxaBHOTO KOJIEIKY

TYpHU3My Ta I'OTEIBHOIO rOCIOAapcTBa
i JYHIK. HayK, IOLEHT

.T. MatBi€HKO

2020 p.

AKT BIIPOBAUKEHHSI

pe3yJibTaTiB HAYKOBO-A0CJiIHOI po0OTH Y HaBYaJIbHHH Npouec
3aKJIadiB BHLIOI OCBITH

3amoBHHK KHiBCEKOr0 IepikaBHOTO KOJIEDKY TYpH3MY Ta OTEIbHOIO roCIoAapCcTBa
HaWMEeHYBaHHS OpraHizamil
mapekrop KIKTIT, k.H. i3 col.-KOMyHiK. HayK, nqoueHT MatsieHko A.T.

I1.I.B. xepiBHMKa MiIIPHEMCTBA

JiliCHHM aKTOM MiATBEPAKYEThCS, IO pe3yabTaTH JucepTaliiHOl po6oTH

«YnpaBiIiHHS KITi€HT-OPIEHTOBAHICTIO MiAPUEMCTB I'OTEIBHO-PECTOPAHHOTO Hi3HECY»

HaWUMCHYBaHHs TEMHU
BHKOHAHOI Ha KadeIpi MapKeTHHIy i KOMEpPLiWHOi MisIbHOCTI XapKiBCHKOIO
JEepXKaBHOIO YHIBEPCUTETY Xap4yyBaHHS Ta TOPTiBIi

HaliMeHyBaHHS KadeapH

BHKOHYBaHoI 3 2016 p. mo TenepimHii yac

TEPMIHU BUKOHAHHS
BIPOBA/’KeHi B HaBYaJIbHUM mpouec kadenpu TypusMy Ta roTelIbHO-PECTOPAHHOL
cnpaBy KHiBCHKOTO IEp:KaBHOTO KOJIEDKY TYPU3MY Ta TOTENBHOI0 rOCHOJapcTBa

HaliMEHYBaHHS CTPYKTYPHOT'O MiZAPO3/iy, Ie 3iHCHIOBAIOCS BIIPOBAKEHHS

1.Bua  BnpoBageHHX  pe3yabTaTiB cuiabyc  HaBYaNbHOI  JAMCLMIUIIHU
«MEeHEIDKMEHT TOTeNIbHO-PECTOPAHHOIO T'OCHOAApPCTBa», KOMIUIEKC METOJUYHOIO
3abe3ne4eHHs 3 HaBYAIbHOI JUCIMIUIIHK «MEHEeUKMEHT TOTelbHO-PECTOPAHHOIO
rOCIO/IapCTBay (OMOPHUM KOHCMEKT JEKIid, METOAMYHI BKA3iBKM i 3aBIaHHS JUIA
NPAaKTUYHHUX Ta CEMiHAPCBKUX 3aHATB).

2. ®opma BHpPOBaJKEHHA YIOCKOHAJEHE MeETONWYHe 3abe3leyeHHs JIeKLii,
NPAaKTHYHUX Ta CEMIHApPCBKUX 3aHATh, CAMOCTIHHOI Ta iHAWBIAyalbHOI pOGOTH

3100yBayiB.
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3. HoBu3Ha pe3y/bTaTiB HayKOBO-JOCJIAHHX POOIT YTOYHEHO NOHATTS CEpBiCHHUM
IIPOAYKT TOTENI0; PO3p0BIEHO MOJEIb CEPBICHOIO NPOAYKTY TOTENIO, L0 BKIIOYAE
MaTepialbHO-TeXHIYHY 6a3y, TEXHOJOrIYHHM NpolLec, IepPCOHAl Ta IHCTUTYTH
TOCTUHHOCTI;  JUIS KOXKHOI _ CKJIAZIOBOI _ BU3HAYeHO (akTopH, siKi  (HOpPMYIOTH
KJIIEHTCHKMU JIOCBIJI; 0XapaKTePU30BaHO CYTh IOTEIHHOI MMOCIYTH Ta CEpBiCY T'OTENI0
AK MapKETUHIOBOI'O NPOAYKTY TIOTENBHOro Oi3HECy, IO BKJIIOYAE SIAPO ITOCIYIH,
1l_KacToMi30oBaHi BapiaHTH, aTMochepy, apxXiTeKTypy Ta KOHTAKTHUN IIE€pPCOHAI;
BU3HAYEHO, * 110 KJIIE€HT-OPIEHTOBAaHMM cepBic mnoisrac y (GOKyCyBaHHI yBaru
Ha KJI€HTi, 2 He Ha MPOAYKTOLIEHTPOBaHIM MapKETHMHIOBiM cTpaTerii; po3pobieHo
KOHLIENTYAJIbHY MOJIeNlb YIPaBIiHHS _KJII€HT-OPI€HTOBAHICTIO CEPBICY TIOTEIIO;
BU3HAYEHO O3HAKM, BUIW Ta PIiBHI KIIE€HT-OPIEHTOBAHOCTI 3aKjIaAy IOTEIbHOI
IHIYCTpii; po3po6IEeHO KOHIENII YIPaBIiHHS KIi€HT-OPI€HTOBAHICTIO CEPBIiCY
rOTENI0, sKa I1HTErpye€ 3acaJii MapKETHHIOBOI'O MEHEJDKMEHTY, VIIpaBJiHHs
[IEPCOHAJIOM, TOTAJBHOI'O VIIPABIiHHS SKICTIO Ta YIOpaBliHHA OpraHi3aliiiHoo
HOBEJIIHKOI CITO)KMBYOI I[IHHOCTI CEpPBICHONO ITPOAYKTY; BH3HAYEHO MPUHIMUIH
YIpaBJiHHS KIIi€HT-OPi€HTOBAaHMM CEpPBICOM; 3allpOIIOHOBAHO CHCTEMY YIPABIiHHS
KJIIEHT-OPIEHTOBAHICTIO _CEpBICY TOTENI0, IO BKIKYAE€ YOTUPH  IJICUCTEMH
(bopMyBaHHS (GYHKIIIOHAIBHOI SIKOCTI CEPBICHOIO MPOAYKTY, MMiJATPUMKA CEPBICHOIO
IIPOJYKT HOiITPUMKA 30BHIIIHBOI Ta BHYTPIMIHBOI _ KIIIE€HT-OPI€HTOBAHOCTI
JIarHOCTHKA _Ta MOHITOPMHI _ KJII€HT-ODi€HTOBAHOCTI); PO3pO6JEHO  MOJEIb
YIOPaBIiHHSA _KII€HT-OPI€HTOBAHICTIO, $IKA JI03BOJSE BW3HAYUTH CTYIIIHB KJII€HT-
OPIEHTOBAHOCTI HA PiBHI MiXKOCOOMCTICHUX B3a€MOJIii Ta HA PiBHI OpraHiszaiii.
4. Ilepenix kypciB i AMCHHIUIIH, Y paMKax SIKHX BHKJajaeHi pesyabratu H/IP
«MeHeKMEHT I'OTeIbHO-PECTOPAHHOI0 I'OCIIOAAPCTBAY
S. CounianibHO-eKOHOMIYHHH e(eKT MojsIrac B po3pobui cuiabycy HaBYaJIbHOI
JUCLHUIUTIHUA «MeHeHKMEHT rOTeIbHO-PECTOPAHHOIO T'OCIIOAAPCTBAa» Ta AOMOBHEHHI
TEKCTIB JIEKILid Ta 3aBAaHb I MPAKTHYHHUX 3aHATH 3 AUCHHUILUIIHA «MeHeIKMEHT
TOTENIbHO-PECTOPAHHOIO  I'OCHONAPCTBa»; YIAOCKOHAJIEHHI IPOLECY OCBITHLO-
npodeciiinol miaAroToBKH 3700yBayiB BHINOI OCBITH mepuioro (6akaiaBpChKOro)
piBHS _rany3i 3HaHb 24 «Cdepa oO6cayroByBaHHsy, cremianbHocTi 241 «I oTenbHO-
pPECTOpaHHa CIIPaBay.
HayxoBi kepiBHUKH: 3aB. kageapu Typu3My Ta rOTEIbHO-
PECTOpaHHOI CIIPaBH,
H.JI. CaBuiipka  K.NEJ.H., IOLIEHT

2020 p.
<<z W B.B. Ilonyna

K.€.H., IOLEHT , « A » PLY 2020 p.
ﬁ/ﬂi%q// I'JI. Ymins
« O W OF 2020 p.

Binnoﬂ@;«mﬁ 3@ BIIPOBA/KEHHS
>l o
HM. JDxryramsini

& L. GF 2020 p.
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Y3IrOoa’KEHO 3ATBEP)KYIO
Ilepmmuii nmpopexTop eTO]
XapkiBCbKOro Aep:KaBHOI0
yHiBepcHTEeTY/Xap4yBaHHA i TOpriBJIi
K.e.H., mpo¢gecop

: ?oro
JyBaHHs i TopriBi
Z

JL.M. SlnyeBa O.1. Yepeko

v

"2 o 2020 p. 2020 p.

%

Y3IrO’KEHO

IIpopexTop 3 HayKoBOi podoTH
XapKiBChKOro Jep:KaBHOI0
YHiBepCHTETY Xap4uyBaHHs i TOpris.ii
A.T.H., mpogeco

/g- B.M. MuxaiinoB

n&fn 09 2020 p.

AKT BIIPOBA/I’KEHHS

pe3yJbTaTiB HAYKOBO-A0CTIAHUX, JOCTIIHO-KOHCTPYKTOPCHKHX i

TeXHOJIOTIYHHUX po0iT y HaBYaJbHHI Npolec 3aK/IaiB BHIIOI OCBTH

3amoBHHK X APKIBCHKUM NepyKaBHUN YHIBEPCUTET Xap4yyBaHHs 1 TOPriBJIi
HaliMeHyBaHHs opraHizauii

pexkTop XJAVYXT n.1.H. npod. Yepesko O.1.

I1.ILB. xepiBHMKa miAnpueMcTBa

JlilicHIM aKTOM MiATBEPIKYETHCS, MO0 Pe3yJIbTATH JUCEPTALIIHOT po6GoTH
3700yBa4a HAYKOBOI'0 CTYNEHsI KAHIUIATAa eKOHOMIYHHX HAYK
Jixryramsiai Haranii MukonaiBan
Ha TeMY: «YTIpaBIiHHS KJII€EHT-OPIEHTOBAHICTIO MIAIPUEMCTB FOTEIHLHO-PECTOPAHHOTr0 Oi3HECY) B
Mexax oroBipHoi TeMu 01-19-20B «Teopist Ta IpakTHKa IOBEIIHKOBOIO MAPKETUHTY (Tay3eBUi
acriexT)» (0118U007213)

BHKOHAHOI_Ha KadeIpi MapKeTHHIY i KOMepHiHHOI JisIbHOCTI,
HaliMeHyBaHHs Kadenpu
sika BUKoHyerbes 3 01.01.2019 p. mo 30.11.2020 p.
TepMiHU BUKOHAHHS
BIIPOBA/I’Ken1__B HaBYAJILHUH nporec kadeapu MapKeTHHTY i KOMEPLIHHOT JisIbHOCTI
HalMeHyBaHHs CTPYKTYPHOTO MiApO3/iay, e 31iHCHIOBAIOCS BIPOBAKEHHS

1. Bux BpoBasKeHHX Pe3yabTaTiB _KJIIEHT-OPI€EHTOBAHA MOJIENEL CEPBICHOTO MPOIYKTY
I'OTEJIO

TEXHOJIOTis, 00J1aHAHHS, METOAMUKH, TOLLO

2. dopMa BNpPOBAMKEHHS] OHOBJICHHS EIEMEHTIB _HAaBYAJIbHO-METOIMYHOIO  KOMILIEKCY
JUCIUILTIHA: JTOIIOBHEHHS TEKCTIB JIEKIIIH, Bi3yalbHOIO CYIIPOBOKEHHSL.
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3. HoBu3Ha pe3ynbTaTiB HayKOBO-AOCNIAHUX pPoOGIT__HA0VB IOJAIBIIOIO DPO3BUTKY
METOJIMYHMM IMJXiJ 0 IMIUIEMEHTAIll MOJEN CEPBICHOrO IPOAYKTY B CHCTEMY VIIDABJIHHSI
KJII€EHT-OPIEHTOBAHICTIO TOTENIO, SKHM 3aCHOBAaHMN Ha CIIEHADHOMY IIiAXOJi JIO Oprasi3amiifHo-
YIPaBIIHCBKUX 3MiH 1 mepenbadyae BUOIp CTHIIO yopaBliHHSA (IpoakTUBHE ab0 pEaKkTUBHE),
ATbTEPHATHB _ VIIPABIIHCBKMX  pIIIEHh  IIOJO  3aCTOCYBAHHS  IHCTpYMEHTIB  (iIHHOBAILiHI,
KOPHI'YBaJIbHI, KapIUWHAIbHI) GopMyBaHHS aTpUOYTIiB CEPBICHOrO NMPOJAYKTY 3aJIEKHO BiJl CTYIEHS
SKOCTi HAOYTOro KJIIEHTCHKOT'O JOCBiJIY.

nioHepChKe, NPUHIMIIOBO HOBE, AKICHO HOBE, MoAMiKallil, MOAEpHi3aLis cTapux po3poboK
4. Ilepesik KypciB i quCHMILIIH, y paMKaxX SKHX BHKJIaJeHi pesyastatn HAP «MapkeTunr B
LOTEIbHO-PECTOPAHHOMY TFOCIIONAPCTBIY.

S. CounianbHo-exoHOMIiYHHI edeKT_po3mmpenHs $HaXxoBUX KOMIIETEHTHOCTEN 3/100yBaviB BHUIIO]
OCBITH, 1110 crpuse GopMyBaHHIO KOHKYPEHTHHX IIepeBar Ha pUHKY IIpalli.

3aBinyBa4 xadeapu MapkeTHHry i I'onoBa excriepTHOi paau 1o Hanpsamky HJIP
KoMepuiiiel AissibHOCTI e
(Ha3Ba Hayk 0 Harnps
: //P Casurpka H.JL K.e.H., mpod. ganocom

(miamuc) (iniuianu, npissuine) (naykoBuit cTyniHb (mianuc) (iniuiany,

i npi3BuILe)
" & o 2020 p. St

y o Y P 2020 p.

BinnoBigageHuii 3a BIpoBaKeHHs

Casunpka H.JI.
(iHiuianu, npizBuiLe)

27 09 20£80p
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Homatoxk M — Cnmcok myostikamiii

YBJIKAILIIL, IO BITBOPIOIOTH HAYKOBI PE3YJIbTATH
JTUCEPTAIIII:

Cmamms 6 nepioOudHOMY HAYKOBOM) BUOAHHI THUUUX 0epIHCAB8, KI 8X00SMb

00 OpeaHizayii ekoHOMIUHO20 CNIBPOOIMHUYMBA MA PO3BUMKY Ma/ab0

€sponeticbkozo Coro3y, 3 HAYKOBO20 HANPAMY, 34 AKUM NIO2OMOBIIEHO

oucepmayiio 3000ysaua:

1. CaBunpbka H., JDxryramsin H. KoHuenryanbHa MoJenb ynpaBiliHHA
KJIIEHT-OPIEHTOBAHICTIO cepBicy rotemto. Evropsky casopis ekonomiky a
managementu. 2020. Tom 6. Bumn. 3. C. 88-98. (1,0 apyk. apk., ocobucto aBTOpa
0,5 ApykK. apk.; 0COOMCTUI BHECOK 3/100yBava: BU3HAUYEHO O3HAKH, BUJIU Ta DPIBHI
KJIIEHT-OPIEHTOBAHOCT] 3aKJaJy TOTENbHOI I1HAYCTpIi, 3alpPOIIOHOBAHO CHCTEMY
VOpaBJIiHHS KIIEHT-OPIEHTOBAHICTIO CEPBICY TOTENI0, PO3POOIECHO MOJCIb
YIOPaBIIHHS KIE€HT-OPIEHTOBAHICTIO, KA JO3BOJIIE BU3HAYUTH CTYIIHb KIIEHT-
OpPIEHTOBAHOCTI Ha PIBHI MIXOCOOHMCTICHMX B3a€EMOJIIM Ta Ha piBHI OpraHizaiii;

Yexis; Mi>kHapoHa iHCeKcarlist xypHany: Index Copernicus).

Cmammi 8 HayKOBUX BUOAHHSX, BKIIOUEHUX 00 NepeiKy HAYKOBUX (haxosux
suoansb Ykpainu 3 npuceocuusam kameeopii “b”:

2. IxryramBiai H.M. KiieHToOpieHTOBaHMI cepBiC y TOTEILHOMY Oi3HECI:
TEOPETUYHI aCMEeKTU. EKOHOMIUHA cmpameeisi i nepcnekmusu po3eumky cgepu
mopeieni ma nocaye. 2017. Bur. 2 (26). C. 279-293. (0,9 apyk. apk.; Mi>KHapOJHa
inaekcauist  kypHainy:  Index — Copernicus,  Google  Scholar, HBY
iM. B.I. Bepnancekoro Ta iH.).

3. xryramBini H.M. Bruus B’i3HOT0 TYpHUCTHUYHOTO MOTOKY Ha PO3BUTOK
rOTEJILHOTO cepBicy B YkpaiHi. Ilionpuemnuymeo ma innosayii. 2019. Bum. 9.
C. 98-105. (1,2 npyk. apk.; MikHapojaHa iHaekcaiis xypHamy: Google Scholar,
HBY iMm. B.I. Bepnaacwkoro).


https://eujem.cz/wp-content/uploads/2020/eujem_2020_6_3/eujem_2020_6_3.pdf
https://eujem.cz/wp-content/uploads/2020/eujem_2020_6_3/eujem_2020_6_3.pdf
https://zakon.rada.gov.ua/laws/show/v05_2330-09
https://zakon.rada.gov.ua/laws/show/v05_2330-09
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4. Ixryramini H.M. CyTHicTb Ta 0COOJMBOCTI CEPBICHOTO MPOAYKTY
roreiio. [nugpacmpykmypa punxy. 2020. Bumn. 43. C. 146-153. (1,25 npyk. apk.;
MiKHapoaHa iHgekcamis »kypHamy: Index Copernicus, Google Scholar, HBY
iM. B.1. BepHajcbkoro).

5. JxryramBini H.M. VYnopaBiaiHHS KIIEHT-OPIEHTOBAHICTIO TIEPCOHATY
SK IHCTPYMEHT MIJABUIIIEHHS SIKOCTI CEPBICHOTO MPOAYKTY TOTENI0. Bueni 3anucku
THY imeni B.l. Bepuaocvrkoco. Cepia: Exonomika i ynpaeninus. 2020.
Tom 31 (70). Ne4. Y. 1. C.108-116. (1,0 mpyxk. apk.; MDKHapoOIHA IHACKCAILlis
xypHaiy: Index Copernicus).

6. Umine ['.JI., Jkryramsini H.M. Hudposizaris ynpaBiaiHHS KITI€HTCHKUM
JIOCBIZIOM y TOTEIbHO-pecTOpanHii iHaycTpii. biznec Inghopm. 2020. Ne 8. C. 237—
245. (3ar. obcsar 1,25 nmpyk. apk., ocobucto aBTopa 0,65 mpyk. apk.; 0COOMCTHIA
BHECOK 3/100yBaya: BH3HAYEHO 3aMKHEHMM UHKJI (OpMyBaHHS I[IHHOCTI
KJIIEHTCHKOTO JIOCBIY SIK TIOCJIJIOBHICTH: IOCWUJICHHS KOHKYPEHTHHUX IIepeBar,
MIJIBUIIICHHS 33JI0BOJIEHOCTI KJIIEHTIB, (JOPMYBaHHS JOSILHOCTI, TPUXWIBHICTh J0
rOTENI0  Ta aJBOKallis, NpuBaOJIEHHS HOBUX  KIIIEHTIB, 3alpPOIIOHOBAHO
CTPYKTYPHO-JIOTIYHY  TOCJIJIOBHICTh  YIPaBIIHHS  KJIIEHTCHKUM  JIOCBIJOM;
MbKHapoaHa iHaekcais xypHany: Index Copernicus, Ulrichsweb Global Serials
Directory, Research Papers in Economics, Directory of Open Access Journals

Ta 1H.).

Hayrosi npayi, siki 3acgiouyroms anpobayito mamepianie oucepmayii:

7. JbxkryramBint  H.M. KiieHT-Opi€HTOBaHICTh TOTENIO KpPi3hb MPU3MY
MapKEeTUHTOBOI Teopii. MapkemuHeo6i inHo8ayii 6 oceimi, mypuzmi, 20meibHo-
pecmoparHiil, xapuositl iHoycmpii ma mopeieni : Matepianu MiXHapoaHOi HayK.-
npakT. [aTepreT-KoH}., mpucBsueHoi S0-piuuto 3acHyBanHs X[V XT, m. Xapkis,
3 soBTHs 2017 p. X. : XIAYXT, 2017. C. 381-382. (0,1 apyk. apk.).

8. JbxryramBin H.M. CnoxkuBya IIHHICTh KJIIEHTOOPIEHTOBAHOTO CEPBICY
rotento. Mapxkemuneosi mexHonozii 8 ymosax 2nodanizayii ekoHOMIKU Yxpainu

marepianu XIII MixHapoaHoi HayK.-MpakT. KOH(}., M. XMEJIbHUIIbKUNA —


http://www.econ.vernadskyjournals.in.ua/journals/2020/31_70_4/31_70_4_1.pdf
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Kawm’saenp-Tloninecekuit, 29 muctomana — 1 rpyanas 2018 p. XmenpHUIBKUNA
XHY, 2018. C. 49-50. (0,1 apyk. apk.).

9. dxryramsini H.M. CBiToBuUii 10CBIJI KaTeropizallii CEpBICHOTO MPOIYKTY
B TOTENBHIN 1HAYCTpili. Po3zéumox xapuosux 6upoOHUYmMS, pecmopaHHO20
Ma 20MeibHo20  20CNO0Apcme i mopeieni.  npobnemu, — nepcneKmusu,
epexmusnicme : wmatepianu MIiKHApPOJHOI HayK.-TIpakT. KoHd., M. XapKiB,

14 tpaBns 2020 p. X. : XAV XT, 2020. Y. 2. C. 157-158. (0,1 mpyk. apk.).



