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Y cmammi po3esisiHymo 0cobausocmi  ¢hop-
MyBaHHs1 MOO€/li SIKoCmi Moc/y2 nidnpuemems
cghepu 20CMUHHOCMI ma mypusmy. BusigneHo
OCHOBHI I'SiMb  CK/1a00BUX  MPOUECIB  (hopmy-
BaHHS1 eqheKmuBHOI MOOei yrpas/iHHS SIKICIMIo
rocsye. Po3kpumo opaaHizayiliHi, yrpas/iHChKi,
pecypcHi, NidnpUeEMHUYbLKI Mpo6aemu, Wo BUHU-
Katomb i@ yac hopmysaHHs MOOesii yrnpas-
JliHHS  SIKICMIo  1oc/y2  nidnpuemems  cghepu
20CMuHHoCMi ma mypusmy. BusHadeHo, wo
06’€KMUBHUM YUHHUKOM, WO 06’€0Hye 6azamo
2/IUBUHHUX MPUYUH EKOHOMIYHUX Ma Coyia/TbHUX
mpyoHowjig opeaHizayil, 3HUXYBaHUX memnis
EKOHOMIYHO20 PO3BUMKY, 3 00HO20 BOKY, i npu-
YUH MIOBUWEHHST etheKmusHOCMI  BUPOBHU-
ymsa U piBHS1 XUMMSI 8 PO3BUHEHUX KpaiHax
3axo0y, 3 iHWOo20 6GOKY, € sIKiCmb CMBOPIBAaHOI
npodykyii abo nocnye y yiti cehepi. Y3azasb-
HEHo, Wo mypucmis He snawmosye 6azamo
chakmopis, 30KkpeMa nozaHull cepsic 20meris,
Mamepia/sibHo-mexHiuHa 6a3a (HesiornosioHicMb
eomeno  3asieeHili kameeopii), npobnemu 3
mpaHchepom,  0ghOPM/IEHHSM  OOKYMEHMIB,
momy cmpamezieto 6yOb-sIKo20 Midnpuemcmsa
yiei cghepu 6isHecy Mae 6ymu 3abe3neqeHHs1 K/i-
€HMIB HABOPOM 110C/1y2 BIONOBIOHOI IKOCMI.
KntouoBi cnoBa: ynpas/iHHa siKicmio, MOOe/ib,
eghekmusHicmb,  M0C/AyaU, OOKyMEHMYBaHHSI,
cucmema 067Ky, cucmema aHasnizy, cucmema
KOHMPO/1K0, PO3BUMOK.

B cmambe paccmompeHbl ocobeHHocmu ¢hop-
MUpPOBaHUsI MOOE/IU Kadecmsa ycriye npeonpu-

Aamuli ompac/u 20cmenpuumMemsa U mypusma.
BbisigrieHbl  OCHOBHbIE MSSMb  COCMABSHOWUX
rpoyeccos  ¢hopmuposaHusi  aghchekmusHol
MOOe/IU yrpas/ieHusi kayecmsom ycrye. Pac-
KpbIMbl  Op2aHU3aYUOHHbIE,  Yrpas/ieHyecKue,
pecypcHble,  npednpuHUMamessckue  rpo-
6/1eMbI, KOMOpbIe BO3HUKaOM Mpu hopMupo-
BaHUU MOOenU Yrpas/ieHusl Ka4ecmsom yciye
npednpusmuli ompacau 2o0cmenpuumcmsa u
mypusma. OnpedesieHo, Ymo OOBLEKMUBHBLIM
¢hakmopom, Komopbili 06LEOUHSIEM MHOZ0 2/1y-
GUHHBIX MPUYUH 9KOHOMUYECKUX U COYUA/IbHBIX
mpydHocmeli opeaaHusayul, CHUXaeMbIX mem-
108 3KOHOMUYECKO20 pa3sumusi, ¢ 00Hol cmo-
POHbI, U MPUYUH MOBbILEHUST IghgheKmusHOCMU
npou3so0cmBa U YPOBHSI XU3HU 8 pa3sumbIX
cmpaHax 3anada, ¢ Opyaol CMOPOHbI, SB/S-
emcs kayecmso co3dasaemoll Mpodykyuu uiu
ycnye 8 amol cehepe. O606WeEHO, Ymo mypu-
Ccmo8 He ycmpausaem MHO20 (bakmopos, 8
yacmHocmu ryioxoli cepsuc omerieli, Mamepu-
a/bHO-MexHuYeckasi 6asa (Hecoomsemcmsue
ome/isi 3as18/1eHHOU Kamea20puu), rpobriemMbl ¢
mpaHcghepmom, oghopmsieHuUeM OOKYMEHMOB,
rnoamomy cmpameaueli /1106020 nMpednpusimusi
amoli cghepbl 6u3Heca Ao/mKHO bbimb 0becrieqe-
Hue K/ueHmos HabopoM yc/1ye coomsemcmay-
roujezo kadecmsa.

KnioueBble cnoBa: yripas/ieHue Kaqyecmsom,
MOoOesib, 3ghghbekmusHoCMb, yCriyeu, OOKyMeH-
muposaHue, cucmema ydema, cucmema aHa-
71u3a, cucmema KOHmpO/Isi, pasgumue.

The article considers the peculiarities of forming a model of quality of services for hospitality and tourism companies. The main five components of the
formation of an effective model of quality management services are revealed. The organizational, managerial, resource, entrepreneurial problems that arise
during the formation of the model of quality management of services of hospitality and tourism enterprises are revealed. Quality has always been an indica-
tor that determined the competitiveness of enterprises in the market, but today it has passed to a higher level and has received a comprehensive interest
from both the scientists and business practitioners. Formation of decent quality at an affordable price has become a condition for the survival of enterprises
in all spheres of the national economy, including hospitality and tourism. Business in the field of hospitality and tourism in the Ukrainian market is gaining
momentum and is becoming a promising industry for small, medium and large business entrepreneurs, which in turn can allow not only the formation of their
own incomes of businessmen, but also one more type of revenues in local budgets and the state budget.t is determined that an objective factor that unites
many of the underlying causes of economic and social difficulties of organizations, the lowered rates of economic development, on the one hand, and the
reasons for improving the efficiency of production and living standards in developed countries of the West, on the other hand, it is the quality of products
created or services in this area. The problem of forming an effective model of quality management of services is a problem in relations between produc-
tion and management structures with weak actions of state power. This is a strong tax pressure, lack of sufficient legal framework, inaccessibility of loans,
remoteness of public services from the needs of entrepreneurial structures and entrepreneurs themselves. Many entrepreneurs face bureaucratic tyranny,
bureaucracy, and corruption. It is generalized that tourists are not satisfied with many: poor hotel service, material and technical base (the discrepancy of
the hotel of the declared category), problems with the transfer, registration of documents, etc., then the strategy of any enterprise in this sphere of business
is to provide customers with a set of services of the appropriate quality.

Key words: quality management, model, efficiency, services, documentation, accounting system, analysis system, control system, development.

MoctaHoBKa npoGnemun. Akictb 3aBxan Oyna
NMOKa3HMKOM, LLLIO BU3HA4YaB KOHKYPEHTOCNPOMOXHICTb
NigNPUEMCTB Ha PUHKY, asie CbOrOAHI Le nepeiwno
Ha BULWWI piBEHb, OTPMMaBLUM BCEBIYHMIA iHTepec
sIK 3 GOKY HayKOBLiB, TaK i 3 60Ky NpakTuKiB Gi3HecCY.
dopMyBaHHS rigHOT AKOCTI 3a NPURHATHY LiHY CTano
YMOBOI BWXMBaHHA NigNpPUEMCTB YCix cchep Hapoa-
HOro rocnogapcTea, 30Kpema B rajlysi roCTUHHOCTI Ta
TYpU3Mmy.

bBisHec y cdiepi rOCTUHHOCTI Ta Typu3my Ha
YKpaiHCbKOMY PUHKY CbOrofHi Habupae o6epTiB i
CTa€ NEepCneKTUBHOK rasy33 Ansd nignpuemuis
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Masioro, cepegHbOro Ta Benukoro 6i3Hecy, WO
MOXe [03BONIMTU He nuwwe opMyBaHHS B/1aCHUX
[0X0fiB 6i3HECMEHIB, ane i CTBOPEHHS Le 04HOro
BUAY HaOXOMKeHb Yy MicLeBi 6loaxeTn Ta 6roaxeT
aepxaBun. B ymoBax KOHKYpPeHLUii Ha pUHKY roTesb-
HUX MOCAYr nepeps KepiBHWUKIB NigNPUEMCTB BUHU-
Kae HeOobXiHICTb CTBOPEHHS ab0 3HAYHOro NoKpa-
LLLEHHS HAsAABHOT CUCTEMM SKOCTi FOTENbHUX MOCHYT.
Cawme e BKa3ye Ha aKTyaslbHICTb AOC/IAXKEHHSA Ta
HEOOXIAHICTb PO3PO6MEHHA MoAeni ynpaBiHHSA
AKICTIO nocnyr nignpuemMcTs cepu roCTUHHOCTI
Ta Typusmy.



B EKOHOMIKA TA YIPABJIIHHA M AMPUEMCTBAMUN

AHania ocTaHHiX pocnimkeHb i nyo6nikauin.
Y BITUN3HSHIN Ta 3apybiXHIA eKOHOMIYHIV niTepaTypi
[OCUTb TNMBOKO BUBYAIUCL NUTAHHS yNpPaBiHHA
AKICTIO NPOAYKLi. 3HAaYHUIA HAYKOBWIA BHECOK B PO3-
po6nieHHA TeopeTUKo-MEeTOAUYHUX OCHOB PO3BUTKY
cYCTeMW yNpas/iHHA SAKICTIO MPOAYKUii Ha nignpu-
emcTBax 3pobunun A.O. 3aiHukoBCbkuii, KOJ1. Tpyu,
I.B. Ny3aH, I.C. JlyueHko [1; 2] Ta iHWI HayKOBL,.
CucteMy ynpasniHHA AKICTHO NOC/YT rOTENbHOIO roc-
nogapcTBa y CBOIX npausax posrnsaganu A.B. [y6o-
aenosa, J1.C. Nicoscbka, A.O. Huworta, H.l. JaHbKo,
A.O. YepuaHuyeHko [3-5] Ta iHLWi BYeHi.

MoctaHoBKa 3aBfaHHA. MeTO CcTaTTi € 06I'pyH-
TyBaHHS opraHizauii edpeKTUBHOT Mogesi ynpasiHHSA
SKICTIO MOCNyr nigNpUEMCTB chepu rOCTUHHOCTI Ta
TYpU3My.

Buknag oCHOBHOro marepiany AocnigXeHHs.
YnpaBniHHA AKICTHO NOC/AYr CKNafaeTbCs i3 CYKym-
HOCTI pi3HOMaHITHUX Npoueayp, cneundivyHnX npoe-
CiB, HasiBHMX CTPYKTYp Ta pecypcis.

Mig NOHATTAM «ynpaBniHHA SAKICTIO» PO3YMil0Tb
npouec nnaHyBaHHA, opraHizauii Ta KOHTPO LMX
npoueayp, PECYpCiB Ta CTPYKTYp, WO € HEOOXigHNMN
[ANA [OCSATHEHHSI NOCTaB/EHMX Linei y cdiepi SKOCTi.
TeopeTnyHO Npouec 34iiCHEHHS yNpaBiHHA 3a Kpu-
TepieM SAKOCTI BK/IOYAE Taki eeMeHTU, AK Cy6’'eKT
Ta 0G’eKT ynpaBniHHA SKICTHO, 6e3nocepefHbO cam
MeXaHI3M ynpaB/liHHSA AKICTI0, TO6TO Npouec BM/MBY
cy6’ekTa Ha 06’ekT. 3BMYANHO, YNpaB/iHHA SKICTHO
30JACHIOETLCA  WAAXOM  peastizalii  TpaguuiiHnx
ynpaBAiHCbKMX oyHKLUN [1].

BignosigHo Ao ISO 8402 (HWHI BiH BXe He €
YMHHUM) BU3HAYeHO (DYHKUIT 3 ynpas/iHHA AKICTHO,
30Kkpema nonituka y cdiepi SKOCTi, NiaHyBaHHS
SIKOCTi, HABYaHHS Ta MOTMBaLLis NEPCOHay, KOHTPO/b
AKOCTI, pO3P06MEHHA HEOBOXIAHWX 3aX0LiB Ta BXUTTA
X, NPUIAHATTA pilIEeHb KePIBHMLTBOM NiANPUEMCTBA,
B3aEMO/A i3 30BHILLHIM cepeoBULLEM.

3B1YanHO, TYPUCTUYHWIA BISHEC MA€E CBOIO Cneuun-
dhiky, @ OCHOBHUM KpUTEPIEM YNPaBAiHHA AKICTIO B Ll
cchepi € came SAKICTb HaAaHWX rOTEbHUX NOC/YT.

Bxe BignosigHo o 1ISO 9000 B cuctemy SIKOCTI
BK/IOYAKOTb JIMWIE Ti €/1eMEHTW, SKi HaibifbLLo
MIpOK0 BN/IMBaKOTb Ha SKICTb. Y cdhepi Typusmy Ao
TakuX efeMeHTIB Haslexarb:

— HasiBHWUI CTaH MaTepiasibHO-TEXHIYHOT 6a3u;

— 06cnyroyounii NepcoHar, Moro piBeHb KBasi-
chikawir;

— OyHKLUIT, SKi 326€e3nedyloTb YpaB/liHHA SKICTHO.

Ak Bigomo, y chepi HagaHHA TYPUCTUYHMX NOCNYT
OCHOBHUMW pecypcamun € HasiBHa MaTepiasibHO-Tex-
HiyHa 6as3a Ta nepcoHan, skuii obcnyrosye. Bigno-
BiHO, piBEHb SKOCTI MOCAYr MPSIMO MPONOPLiAHO
3a/1eXUTb Bif HAABHOCTI BCiX CKI1a[0BUX €/leMEH-
TiB Ta NPWUCTONHOrO CTaHy MaTepia/ibHO-TEXHIYHOI
6asn rotento abo TYPUCTUYHOIO Komnaekcy. OTxe,
33419 NiABULLEHHS AKOCTI TYPUCTUYHMX NOCAYT BaXK-
NINBO 3[jACHIOBATM OHOBJ/IEHHSA MaTepiaslbHO-TEXHIY-

HOi 6a3u rotenis, 3 O4HOr0 60Ky, 3 ypaxyBaHHAM iX
cneujanisauji, a 3 iHWOro 60Ky, MXHapo4Hi BUMOrK
3a4151 3a6e3neyeHHss HasieXXHOro PiBHA KoMdiopT-
HOCTi nNpoxuBaHHA. OpraHisauisa pobiT 3 yrnpas/iHHA
SAKICTIO NOCNyr Ha 6yab-Skux nignpuemcTeax nepepg-
6ayae BXUTTA Li0T HA3KN 3ax04iB, sKi CIPUATUMYTb
3a6e3neyeHHI0 AKOCTi Nocnyr Ta e(PekTUBHOro oyHK-
LiOHYBaHHA UMX NiANPUEMCTB. [JOpeYHUM CTa€e pos3-
pob6neHHs mogeni ynpasniHHA AKICTO NOCNyr Ha nia-
npuemMmcTBax ctepu roCTUHHOCTI Ta Typu3my, sika 6
cknaganacs 3 BignoBiOHUX €/1eMEHTIB Ta NpoLuecis.
[na po3pobneHHs uiei mogeni sKocTi BaXIMBO OLi-
HUTW CTaH AKOCTI NOC/yr Ha NignpPUEMCTBI, WO aHa-
nisyetbca. 1A uboro MeHemkepu MaloTb CTBOPUTK
rpyny cpaxisLjiB 3 OLiHIOBaHHS SIKOCTi MOCAYT, ane He
MEHLU BaXX/IMBUM € OLHIOBaAHHSA BiAMNOBIiAHWUX MOCNYr
3 6OKy camux cnoxusadiB (ix Bigryku, ckapru, noba-
XaHHs) [6; 7].

BignosigHo, hopMyBaHHA eqeKTUBHOT Mogeni
yNpaBniHHA SAKICTO MOCAYr € BM3HAYEHHSIM Habopy
€/leMeHTiB, WO fJa€e 3Mmory nignpuemMcTBy 3HAaTW,
AIK BOHO MpaLtoe, a TakoX Aae 3Mory pearysatu Ha
30BHIWHI Ta BHYTPiWHI Npobnemu. Bce ue MoxHa
BUAINNTY B OKPEMI NpoLecu.

Mpouec Ne 1. 3abe3neveHHs foKyMeHTau,ii Bigno-
BiAHOI Aii/IbHOCTI.

Mepwmm enemeHTom SKOCTI NOCNyr € ONUc TOro,
AK MalTb HagasBaTucsa Nocnyru nignpueMmctsom. Lle
€ HabopoMm cK1afoBuX, WO € NiACTaBOK AN CepTU-
(hikauii BignosigHo Ao 1SO 9001. OnucyTbCA CTaH-
AapTn poboTn NignNprUeMCTBa, PO3p06NAINTLCA POOOUI
Ta NMocafoBi IHCTPYKLUi, aHaMi3yeTbCA Ta Nepe.ips-
€TbCS opraHisauiiHa cTpykTypa. Liein npouec ogpasy
[a€e 3Mory nobayunTu CUsbHi i cnabki CTOPOHWU nig-
NPVYEMCTBA, BUSBUTW NepLli Hegonikym B poboTi nig-
npUeEMCTBa:

— TMNOBTOPEHHSI NOBHOBAXEHb;

— ynyweHi Buau pobit, 3a AKi HIXTO He Hece Bif-
noBigasibHOCTI;

— TMOMW/IKOBE T/TIyMaYeHHsI CYTHOCTI PO6IT, iX
HEeBIANOBIAHICTb HASIBHUM BUMOTam;

— 3aiiBa poboTa, sika He Ma€ XOAHOro eqIeKTy.

3a ymOBM LbOrO Mpouecy AocsraeTbCA ofHa 3
uinen ynpaeniHHA SKICTHO, fka nonsrae y crabifb-
HOCTI Ta BiATBOPIOBAHOCTI. BCi yyacHWKM AiANbHOCTI
MOXYTb N0O6aUNTV Te, SK Npautoe NigNPUEMCTBO, SK
HEeZOMIKN €, IK YHUKATW iX Y MalibyTHbOMY.

BaxnuBo BiAg3HAuUMTK, WO NPOUEC YNpPaB/iHHA
AKICTHO BM3HAYae U poboTy SK Habip enemMeHTiB,
AKi MatoTb BnacHuka (3abesneuvye oyHKLIOHYBaHHS),
BXoAM (AOKYMEHT, MaTepian, ais)  suxoam (Lochb, Wwo
€ pe3ynbraTtom npowecy).

Lloao po3mipie Ta rnMbrHM NPouUecy AOKYMEHTY-
BaHHA, TO BOHU Pi3HATLCA BiAMOBIAHO A0 BMMOr Ta
nobaxkaHb KOXHOro NignpuemMcTBa okpeMo. HaamipHa
yBara [0 >XOPCTKOI AOKyMeHTaUil 3aBaxae poborTi, a
HeJoCTaTHA yBara He Aae 3Mory noéavymTu oYeBuHI
peyi, yepe3 WO MOCTINHO 3A4JIACHIOTLCA Ti X caMmi
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NOMW/IKW Nif, Yac pyxy no Kony. Baximeuii BUCHOBOK
nonarae B TOMy, LLO YAM BULE piBeHb KBanidikawil
npauiBHMKIB, TUM MeHLUEe MOTPIGHO NPUAINATN Yacy
onvcy Ta getasiisauii ix poboTu.

OTxe, NepLUniA NPOoLLEC ONUCYE CUCTEMY AOKYMEH-
Tauji Ha NigNPYEMCTBI CTOCOBHO KOXHOIO BUAY poo6IiT
i BiNOBiJaUIbHMX 3a Lo Po6OoTY.

Mpouec Ne 2. dopmyBaHHSI CUCTEMIN OB/TIKY.

Mig yac chopmyBaHHA edheKTUBHOI MoAeni ynpas-
NiHHA AKICTIO NOCNYr AuWe onucy Toro, sik NoTPibHO
npaytoBaTn, HegocTaTHbO. [ignpnemcTso noTpebye
iHdbopMaLii Npo peanbHUit cTaH peyeir. Ans UbOro
noTpibHa cnctema oob/Iiky.

KoxHe nignpuMeMCcTBO Mae CyKyMHICTb MOKa3HW-
KiB, SIKi BU3HA4alOTb A1 HbOro e(PEeKTUBHICTb TIET un
iHWOT BMBpaHOi TakTMkM abo cTparerii rocnogapto-
BaHHSA. 3BMYaiHO, OCHOBHMMM 3aMLWaTbCA (DiHaH-
COBI MOKa3HWKW, ane nuie HAMW 4719 aHanizy eqoek-
TUBHOCTI NigNPUEMCTBO HEe 0OMeXyeTbCA. Creuumdika
nignpuemcTs cchepun roCTUHHOCTI Ta TypusMy notpe-
Oye B/IACHOT CUCTEMM MOKA3HWKIB, AKi AalTb 3MOry
OLHWTYK peasibHWlA CTaH NiANpPUEMCTBA, Takmnx SK:

— YUCESIbHICTb CKapr KNIEHTIB;

— iHAEeKc 3a,0BO/IEHOCTI KNIEHTIB;

— YMCEeNbHICTb BIiOMOB Bif, 3anponoHOBaHMX
nocnyr;

— YMCENbHICTb HEraTUBHMX BIATYKIB;

— piBeHb NOBEPHEHHS MOCTINHWX KNIEHTIB;

— BWUMIp NErkocTi BCTAHOB/IEHHS KOHTAKTY 3 KAi-
EHTOM,;

— piBeHb  [06pPO3MUNMBOCTI  0BC/YroBYHOYOro
nepcoHany;

— piBeHb BignoBiganbHOCTI  06CNYroByHHOro
nepcoHany;

— 06cArM NpocToiB HOMEPIB;

— yacToTa Buxogy 3 nafly o6nagHaHHs;

— BapTICTb AKOCTI (CNiBBIAHOLIEHHA BUTpaT Ha
AKICTb [0 BTPAT Yepes noraHy Akictb) [5].

Mig yac BNpoBaKEHHS Apyroro npouecy opmy-
BaHHSA edpeKTMBHOIT MOAeNi ynpas/liHHA AKICTIO nocnyr
nignpuemcTB chepun roCTUHHOCTI Ta Typu3My 3abes-
NeyyeTbCs Habip MNOKa3HWKIB, SKi € akTyaslbHUMWU
Ta BaXIMBUMU A1 LbOro MNigNpUEMCTBA, a TaKoxX
MaloTb HagaBaTh NOBHY iHhopMaLLito Npo:

— ocobwucTi iHTepecn doipmmn (dhiHaHCOBI nokas-
HUKN);

— iHTepecu y4yacHuKiB npouecy (30BHILLHIX 4K
BHYTPILLHIX);

— pes3ynbTaty¥ BHYTPILWHIX NPOLECiB B pamkKax
LbOro npoLecy;

— BaX/MBI 3MiHM B OpraHi3aLyii po6oTu nignpuem-

cTBa.
Mpouec Ne 3. ®opmyBaHHSI CUCTEMW aHani3y.
Micna  3abe3nevyeHHss  Ha/IeXHOro 065Ky

3'ABNAETbCA NOTPeba NpoBeAeHHS BigNoBiAHOIO aHa-
nigy, AKMiA gacTb 3MOry MignpueMCTBY B KOHKPETHO
BM3HAYEHMWIT Yac abo HanpVKIHLi MiCSYHOT, KBapTasib-
HOT YK piYHOT 3BITHOCTI NpoaHasnisyBaT CBOK Aisi/b-
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HiCTb. Tak, Hanpukiaz, AKLWO € cKkapra Bif, KnieHTa, To
nuwe NpURHATK Ta 3anucaTy ii 4o 6asn gaHnx Hego-
CTaTHbO. Bax/MBO npoBecTn aHasli3, BCTAHOBUTU
NpUYMHK, 3a iAeasibHUX YMOB AaTh PO3rOpHYTY Big-
NoBifb KNIEHTY, MOKA3aBLUN BaX/IMBICTb NOr0 AyMKU
Ta LWBMUAKICTb peakuil nepcoHasly Ha BUMpaB/ieHHs
3ayBaXKEeHHS.

CdhopmoBaHa cuctema 067Ky MOBUHHA MaTu BCHO
iHdbopMmaL,ito Mo BCix ckaprax 3a Becb nepiog, AisiNb-
HOCTI MigNpMeEMCTBa, a TakoX iHdhopmauito npo ycy-
HEHHS Umx npobnem. OTXe, BUKOPUCTAHHS CUCTEMMA
aHasi3y 4acTb 3MOTY BU3HAUUTHU:

— YUCENBHICTb CXOXMX CKapr
nepiog;

— NpVYUHK UMX ckapr (o6nagHaHHA, nepcoHarn,
nocnyru);

— MOBTOPIOBAHICTb LUUX CKapr;

— Kareropito KNIEHTIB, AKi CKapXaTbCA.

CucTema aHanisy — Lie BU3HAYEeHHS TOrO, 5K, KOu
i XTO came 6yfe 34iicHIoBaTK aHalia 3ibpaHoi iHdop-
Mauii; SK WBWAKO i B fAKili doopmMi pe3ynsTaTy Lboro
aHanisy 6yayTb npeacTasfieHi MeHemkepam nignpu-
€EMCTBA.

OTXe, OCHOBHOKW BMMOrOK TPETbLOro npoLecy
Hawol mMoAeni € cuctemMa aHanisy, sika noknukaHa
BULLYKYBaTW NPO6/IEMHi MMTaHHSA Ta BU3HavaTu (aHa-
ni3yBaTtn) NPUYNHL UUX NPo6aeMm.

Mpouec Ne 4. CykynHicTb 3axofis Lo[0 nonin-
LLEHHSA cuTyau,ii.

3arnunoYMcL Yy MOAenb YNnpas/liHHA SKICTHO,
pO3yMIEMO, LLO BaX/IMBO OpraHisyBaTu cuctemy, sika
6yge mMaTy MOX/IMBICTb 3abe3nevyBatyl CYKYMHICTb
CTaHAapTHUX pilleHb, siKi 6y/iM BCTAHOBMEHI e Ha
eTtani aHanizy npo6nem, ski mornn 6 patu 3mory
WBUAKO BMNPOBagUTW L PILIEHHS B MpouUec BUPO6-
HUYOI [isaNbHOCTI (PO3PO6/IEHHA KOPUTYBa/IbHUX Ta
nonepexyBasibHUX 3aX0/iB).

CucTema kopekuil Ta nonepemkeHHs — Le BU3Ha-
YEHHS TOro, XTO0 6yAe HecTu BiANOBIAa/IbHICTL 3a
3anponoHoBaHe BUPILLEHHA MPO6EMHMX MOMEHTIB
3 NocTaBkaMu CUPOBUHW, HAAAHHAM SKICHUX MOCAYT,
ypaxyBaHHsIM NPETEH3I KNIEHTIB, @ TaKoX TOro, XT0
byne 3aiicHioBaTM CTAaTUCTMKY BiAMNOBIAHOMO BUWKO-
PUCTaHHS LUMX pilLEHb.

OTXe, Ha piBHI YeTBEPTOro npouecy PopMy€eTbLCA
cucTeMa, WO 34aTHa po3pobnAaTh Ta NPonoHyBaTu
[0 BVKOPUCTAHHA Yy BUPOOHMWYIN AiSNBHOCTI HU3KK
CTaH4APTHUX PpilleHb LWOAO YCYHEHHSI KOHKPETHOT
npobnemu.

Mpouec Ne 5. 3abesneyeHHs KOHTPOMK Ta
NoAasbLLOr0 PO3BUTKY.

Llei piBeHb gacTb 3mory MigTpMMyBaTu CUCTEMY
SIKOCTi B p0604OMY CTaHi, TO6TO He NnLle He BTpadaTtu
BM3HaAuYeHi No3wuuii, ane i HapoLlyBaTn PO3BUTOK Ta
eeKTUBHICTb, IHWMMY cnoBamu, NigBULLYBaTV AKICTb
HagaHux nocnyr Ta 3abe3nedyBaTn MNiABULLIEHHS
KOHKYPEHTOCNPOMOXHOCTI MiANPUEMCTBA Ha PUHKY.
Lle nepepnycim CTOCYETLCA BHYTPILLHIX NEpPEeBipoK Ha

3a Oyab-siKuia
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camMoMy MiAnpUEMCTBI, onpaLoBaHHA Pi3HOTO PiBHA
MnaHiB AKOCTI, WO AacTb MOX/IMBICTb He nuLle 36e-
pirat HasiBHi NOKa3HWKM SIKOCTI NOCAYr NigNpUeEMCTB
cchepy TOCTUHHOCTI Ta TypusMmy, ane i nocTilHO TAr-
HYTMCA 4,0 NOKPALLLEHHA AKOCTi 06C/TyroByBaHHS.

Mig uyac dopmyBaHHA edqeKTUBHOT MoAeni
YMpaB/liHHA AKICTIO NOCNYT MOXYTb BUHUKHYTU Pi3Hi
npobnemn, 30Kpema oOpraHisauiiHi, ynpaBniHCbKi,
pecypcHi, nignpueMHuupbki [8; 9].

OpraHizauiiHi npo6nemu opmMmyBaHHS ehekTuB-
HOT MoAenNi ynpas/iHHA AKICTIO MOCNYT BUHUKAKTb 3a
BMKOHaHHS AeKifIbKOX YMOB.

1) € cTiilke NpoTMpIYYA abo PO3PUB MiX LIACHUM
Ta GaxaHuM. B opraHisauisx nogibHi pospmeK, AKi
cBigYaTb NPO HasIBHICTb NPO6G/EMW, BUHUKAKOTb B
OLiHKax KifibKiCHUX Ta/abo sIKiCHUX NOKa3HWKIB edpek-
TUBHOCTI nignpuvemcTea. Hanpuknag, ue MOXyTb
6yTV PO3BKHOCTI MK AOCATHYTMM Ta HOPMAaTUBHUM
piBHEM umncToro npubyTKy, peHTabenbHOCTi iHBECTU-
i, obcsary npogaxis, NIMHHOCTI Kagpie, 3a40Bosie-
HOCTIi K/TIEHTIB, KOMMNETEHTHOCTI NepcoHaUty.

2) Ekcneptam Ta KepiBHMKaM opraHizayjii HeBi-
AOMi cnocobu nogonaHHA uUboro npotupivus. Lle
O3Hauae, Lo cnpaeXHi NPUYMHU NpobemMm im JOCTO-
BipHO HeBIAOMI Ta BMMaralTb CneLianbHOoi giarHoc-
TUKW. Hanpuknaf, 3af0BOJIEHICTb K/IEHTIB MOXe
BMaCTW 3 Pi3HMX MNPUUNH, 30KpEMa Yepe3 NoripLIeHHS
AKOCTI NOC/yT, NafiHHS piBHA 06C/TyroByBaHHS, 36i/1b-
LLUEHHS Yacy BYKOHaHHA 3aMOBJIEHb, 3BY)KEHHS acop-
TUMEHTY. BinbL TOro, cnpaeXHA NpuunHa Npo6aemm
MOXe B3arasli He YCBiJOM/IIOBATUCH KepiBHUKaMW,
OCKi/IbK/ BOHa nepebyBae 3a MeXxamu 3BMYHOro AJ1s
HUX Kona goakTopiB. Hanpuknag, ue mMoxyTb 6yTu
CTEpeoTUnM MUC/EHHS abo BiACYTHICTb B opraHisa-
LiliHIA KyNbTypi AESKUX KK0YOBUX LIHHOCTEN, Hanpw-
Knag sAKocTi, AoBipn abo opieHTaLil Ha KnieHTa.

3) B opraHizauji icHye ocoba a6o rpyna ocib,
CTyp60BaHNX UMM MPOTUPIYYAM. [HWMMK CoBamum,
BUsIBNIEHA PO36IXHICTb KOrOCb XBWUIKOE, i LS ocob6a
3[iACHIOE NMEBHI PO3yMOBI abo NpakTuyHi gii ans ii
NoJOaHHS.

YnpaBniHCbki npobnemn WOAO0 3abe3nevyeHHs
eekTMBHOI MoZeni ynpas/iHHA AKICTIO  nocnyr
MOXHa BU3HAUNTUN Yepes:

— piBeHb BaX/IMBOCTi Ta TEPMiHOBOCTI;

— po3Mipu Hacnigkie B pasi NpuUiHATTA abo
HENPUAHATTS BIAMNOBIHUX PilLEHb, & TakoX 06cAru
nocTpaxganunx, SKnx 3adinaloTb Ui npobnemu;

— HasIBHICTb MOX/IMBOCTI BUPILWLUTK Npobnemy 3
HaliMEeHLUVMMMW BATpaTamMun pecypcis Ta yacy;

— HasiBHICTb Ta BIpPOrigHICTb  PU3KKY, SKWI
MOB'A3YIOTb 3 BUPILLEHHAM Ujel npobnemn, a Takox
BIPOrigHICTb NOSABM HOBMX NPOGnemM yepes Le.

TakoX O0O6'€EKTMBHMM YMHHUKOM, WO 0O6'efHye
6arato rMMOMHHNX NPUYUH EKOHOMIYHWX Ta couiab-
HUX TPYAHOLLIB OpraHisauiil, 3HMKyBaHUX TEMMIB EKO-
HOMIYHOrO PO3BUTKY, 3 O4HOrO GOKY, Ta NPUYMH NigBY-
LLEHHA edheKTUBHOCTI BUPOOHMLTBA I PIBHS XUTTH B

PO3BMHEHUX KpaiHax 3axogy, 3 iHWOoro 60Ky, € AKIiCTb
CTBOPIOBAHOT NPOAYKLIT abo nocnyr.

PecypcHi npobnemn dopmyBaHHSA edq)eKTMB-
HOI Mogeni ynpasniHHA AKICTIO NOC/yr NOoMsralTb y
3a6e3mneyeHHi ix AOCTYNHOCTI. Konm HasiBHMX pecyp-
CiB HELOCTaTHbLO O/19 36ePEXEeHHS CTabITbHNX KOHKY-
pPeHTHMX nepeBar, NiANPMEMCTBO Mae 3'acyBaTy, K
pecypcu NoTPiGHO A0AATKOBO 3a/1yUnTMW.

MignpueMHuubki npobnemu dopmMyBaHHA edek-
TUBHOT MoAeni ynpaBAiHHA SKICTIO NOcAyr — Le npo-
61eMy y B3aEMMHaX BUPOOHMUMX Ta YNpaB/liHCbKMX
CTPYKTYP 3i Cnabkumu gismu gepxasHoi Bragu. Lle 1
CUNbHWIA NOAATKOBUIA TUCK, 1 BiACYTHICTb AOCTATHLOI
npaBoBOi 6a3n, N HefOCTYMHICTL KpeauTis, i Hepo-
3yMiHHSI IepXXaBHUX CYX6 LLOA0 NoTpeb nignpuem-
HULbKUX CTPYKTYP Ta caMux nignpuemuis. barato nig-
NPUEMLIB CTUKAOTLCHA 3 YMHOBHULLLKMM CBaBINNAM,
6HOPOKPATU3MOM, KOPYMLIEHD.

BUCHOBKM 3 MNPOBEAEHOrO0 AOCNIMKEHHS.
OCHOBHOI MPO6/1EMOLD, 3 SKOK CTUKAETLCA LLOPOKY
BENNKa KiSIbKICTb TYPUCTIB, € SAKICTb TYPUCTUYHUX
nocnyr. TypuCTiB He BalITOBYIOTb MNOraHwuii cep-
BiC rotenis, marepiaslbHO-TEXHIYHa 6a3a (HeBigno-
BiJHICTb TrOTEN0 3asiB/eHili Kareropii), npobnemu
3 TpaHcepoM, OPOPMIEHHAM [OKYMEHTIB TOLLO.
Uepe3 nocTiliHe 3pOCTaHHs BUMOI/IMBOCTI K/IEHTIB
[0 SIKOCTi 06CNyroByBaHHSI cTpaTterield 0yab-sikoro
nignpuemcTBa Ui€i cepn 6i3Hecy 3aMwaeTbeA
3a6e3neyeHHs KNieHTiB Habopom nocnyr BignoBia-
HOI AIKOCTI. B pesynkrarti 4oCnigpKeHHs 06I'pyHTOBaHO
(hopMyBaHHSA epeKTUBHOI MoAeNi YrpaB/liHHA AKICTHO
noc/yr Yepes 3anpornoHoOBaHy CYKYMHICTb MOC/iA0B-
HMX MpoueciB, a came 3abe3neyeHHs AOKyMeHTa-
uii BigNOBIAHOT AiSANLHOCTI, YOPMYBaHHSA CUCTEMM
061Ky Ta aHaslisy, PO3p06/IEHHSI CYKYMHOCTI 3aX0p4iB
LWOAO MNOMINWEHHSA cuTyauii, 3ab6e3neyeHHss KOHTp-
0N Ta NoJasibLIOro po3BuTky. Bce ue gacTtb 3mory
nignpUeMCTBY NpoaHanizysaTu Te, 5K BOHO npaioe,
Ta BYaCHO 3pearyBaTil Ha 30BHIlLUHI 1 BHYTPILLHI
o6cTaBuHM Ta Npobnemu.
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ORGANIZATION OF EFFECTIVE MODEL OF QUALITY MANAGEMENT
OF SERVICES OF ENTERPRISES OF HOTELS AND TOURISM

The purpose of the article. The main task of quality management in the tourism business is to ensure the
quality of the hotel services provided. Quality of services is a process of executing quality management func-
tions through procedures, structures and resources that are designed to meet service quality requirements.

Methodology. The theoretical and methodological basis of the work is a dialectical method of cognition,
a systematic approach to the study of economic processes in the field of hospitality and tourism, analysis of
socio-economic phenomena in enterprises of this sphere. The methodological basis was also the scientific
works of the leading domestic scientists on the issues of development of hospitality and tourism enterprises.

Results. The material and technical base and qualified personnel are the basis for providing tourist ser-
vices. The presence and condition of the hotel's material and technical base significantly affect the quality of
services provided. To improve the quality of tourist services it is necessary to promote sustainable develop-
ment of the material and technical base of hotels, taking into account their specialization and international
requirements to the level of comfort of living.

Practical implications. The organization of work on the management of the quality of services at enter-
prises involves the creation of model to ensure the quality of services, and taking the necessary measures to
ensure their effective functioning. The subject of quality management is the basis of the quality model — the
quality service at the enterprise. Before developing a quality model at a tourism business, you need to evalu-
ate the quality of service at this enterprise. The management of an enterprise should appoint a commission
to assess the quality of services. Of great importance is the assessment of the consumer: his reaction, claims
and proposals.

Valueloriginality. Thus, the formation of an effective quality management model is a set of measures that
allows the firm to know how it works and allows it to respond to external and internal problems. All this can be
singled out in separate process:

— process No. 1 “Documenting existing activities”;
process No. 2 “Construction of the accounting system”;
process No. 3 “Construction of the analysis system”;
process No. 4 “Take steps to improve”;
process No. 5 “Monitoring and further development system”.

When forming an effective model for managing the quality of services, various problems may arise: organi-
zational, managerial, resource, entrepreneurial.

Every year dozens of tourists are faced with inadequate quality of tourist services. The tourists do not like
much: poor hotel service, material and technical base (hotel discrepancy of the stated category), problems with
transfer, registration of documents, etc. Due to the constant growth of customer demanding to receive high
quality service, then the strategy of any enterprise in this sphere of business is to provide customers with a set
of services of the appropriate quality.
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