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1. Tema BumyckHoi KBamidikaiiifHoi poOoTH: MDKHAPOIHI CTaHIAPTH SKOCTI

MOCJIYT ToTeapHOT0 orneparopa «Ramada Encore», M. Kuis.

3arBep/KeHa HaKka3oM pektopa Bia «04» guctomana 2019 p. Ne 3772.
2. Ctpok 31a4i cTyAeHTOM 3aKiHueHoi poootu: 20 muctonaga 2020 poky
3. [limpoBa ycTaHOBKA Ta BUXIiIHI JIaHi JO BUIMYCKHOI KBaTi(ikaiiiHoi poboTu:
Mema pobomu — nOCTIKEHHSI TEOPETUUHUX 3acall popMyBaHHs 1 peanizallii
cTpaTerii po3BUTKY Ta pPoO3poOJICHHS pEeKOMEHIAIlid IIoJ0 iX iMIIEMEHTarlii B
JISTTBHICTE Cy0’€KTa rOTeIbHOTO Oi3HEeCY
06’ekm 00cniddceH s — € CHCTeMa MEHE/DKMEHTY SIKOCTI MOCIYT TOTEIBHOTO
mignpuemctBa «KRAMADA Encorey.
lIpeomem OocniodcenHsi — KOMIUIEKC TEOPETUYHUX, METOJIOJOTIYHUX Ta
MPAKTUYHUX ACTICKTIB aHANI3YBaHHS Ta BIOCKOHAJICHHS CUCTEMH MEHEKMEHTY

SIKOCT1 MOCJIYT TOTEIBLHOTO MIAIPHUEMCTBA.



4. 3micT BUNYCKHOI KBani(ikauiiHOi poOOTH (HepeniK NUTaHb 3a KOXKHHUM
PO3ALIOM ).
BCTYII
Po3zain 1. TeopernuHi acekTH MEHEKMEHTY SIKOCTI TIOCITYT

1.1. Bu3HayeHHA CYTHOCTI TOHSTTS <SIKICTB» Ta «CHUCTEMH MEHEIKMEHTY
AKOCT1»

1.2. CyyacHi MeTOAM MEHEIKMEHTY SIKOCTI Ha MIANPHUEMCTBI TOTEIBHOTO
rocrnojapcTBa
Po3min 2. OriHKa MEHEIXMEHTY SIKOCTI MOCIYyTr Ha MHIANPUEMCTBI TOTEIBHOIO
rocrnogapcTBa «Ramada Encore»

2.1. Anaii3 BHYTPIIHBOTO Ta 30BHIIIHHOIO CEPEAOBHINA TOTEIHHOTO
nignpuemcTBa «Ramada Encore»

2.2. OmiHka piBHA SKOCTI TOCAYr TOTEIbHOro mianpueMcTBa «Ramada
Encore»

2.3. AHami3 CHCTEMH MEHEIKMEHTY SKOCTI TOTEJIbHOrO MIANpPUEMCTBA
«Ramada Encore»
Po3ain 3. Ilnaxu yaoCKOHalEHHS CHUCTEMH MEHEIKMEHTY SIKOCTI IMOCIyr Ha
HiAMPUEMCTBI roTeaIpHOro rocrmoaapcTsa «Ramada Encore»

3.1. [Iporpama BAOCKOHAICHHS

3.3. OniHka e(heKTUBHOCTI 3aIPONIOHOBAHUX 3aXO0/I1B
Bucnosku
CnmcoKk BUKOPHCTAHUX JKepeJ

JonaTkm



5. KanengapHuuil miaH BUKOHaHHS poOOTH:

Neo Ha3Ba eTamiB HAIMCAHHS BAIyCKHOT | | CPMIHH BUKOHAHHS €TamiB poOoTH
n/n KBaJTi(pikaiiitHOi poOOTH 38 MIAHOM DAKTIIHO
1 | Bubip memu sunycknoi | 01.09.2019 p.- | 01.09.2019 p.-
Keanigixayiiinoi pobomu 31.10. 2019 p. 31.10. 2019 p.
Ogopmnenns i 3ameepodiCceHH s
2 3aq:05HH}Z HA BUNYCKHY Keaﬂiqll)?ikauiﬁHy 01112019 p.- 1 01.11.2019 p.-
31.12.2019 p. 31.12.2019 p.
pobomy
3 | Hanucanns 1 posoiny  eunycknoi | 02.01.2020 p.- | 02.01.2020 p.-
Keanigixayiinoi pobomu 11.05.2020 p. 11.05.2020 p.
4 |llonepeoniu  saxucm 1 posdiny | 14.05.2020 p.- 14.05.2020 p.-
BUNYCKHOI Keanigikayitinoi pobomu 18.05.2020 p. 18.05.2020 p.
5 Han.ucaHH}Z, Ogbopfl/lﬂeHHfl 'ma 30a4a 10 18.05.2020 p. o 18.05.2020
Kepi6HUKY HAYKOBOI cmammi p.
6 | Hanucanns 2 posoiny  eunycknoi | 18.05.2019 p.- 18.05.2019 p.-
Keanigixayiinoi pobomu 07.09.2020p. | 07.09.2020 p.
7 | llonepeoniu  saxucm 2 posodiny | 07.09.2019 p.- | 07.09.2019 p.-
BUNYCKHOI Keanigikayitinoi pobomu 10. 09. 2020p. 10. 09. 2020p.
g | Hanucanwns 3 posoiny  eunycknoi | 11.09.2020 p. - | 11.09.2020 p. -
keanighikayitinoi pobomu 28.10.2020 p. 28.10.2020 p.
9 | [lonepeoniii 3axucm sunycknoi | 29.10.2020 p.- | 29.10.2020 p.-
Keanighikayilinoi pobomu y KOMICisx 31.10.2020 p. 31.10.2020 p.
10 | HHodannsa eunycknoi  reanighikayitnoi 20.11.2020 p 20.11.2020 p
pobomu ma peghepamy Ha Kagheopy
Ilooanns eunyckunoi xeanighikayitinoi
11 | pobomu oo oexanamy ons ompumannsa | 16.11.2020 p. 16.11.2020 p.
HanpaeieHHs Ha 30euiwne | 18.11.2020 p 18.11.2020 p
PpeyeH3y8anHsl
N e 01.12.2020 p. 01.12.2020 p.
8 eK3aMeHAaYilHill KOMICii
13 | 3axucm  eunycknoi  keanighikayiunoi | Bionosiono oo | Bionogiono oo
pobomu 6 ek3ameHayiliHitl KOMICTi PO3KIady PO3KNA0Y

6. Jlata Bumaui 3aBmanus «28» rpyans 2019 p.




7. KepiBHUK BUITYCKHO1 KBadi(ikaliiHoi podoTu

bocoscrka M.B.
(npizeuwe, iniyianu) (nionuc)

8. 'apaHT OCBITHBOI pOTrpaMu

boiiko M.T.

(npizeuwye, iniyianu) (nionuc)

9. 3aBaHHA NPUIHSB 10 BUKOHAHHS

CTYZIEHT

(nionuc)

10. Biaryk xepiBHUKa BUITYCKHOT KBaJi(iKaliifHOi poOoTH

Crynent CasTiok OprHa BUKOHajJa BUIYCKHY KBadiQikaliHy poOoTy y
BU3HAUEHUI TEPMIH 3T1JTHO 3aTBEPIXKEHOr0 KaJCHJApHOTO IUIaHy. 3a 3MICTOM,
CTPYKTYpolO Ta odopMieHHsSM poOoTa BiAMNOBIIae BuUMOram. BumyckHa
kBaridikalliiiHa po0oTa CKIATA€ThCA 31 BCTYIY, TPhOX PO3JUIIB, BUCHOBKIB Ta
NPOIO3UIIIi, CIUCKY BUKOPUCTAHUX JIKEPEN Ta TOJATKIB.

VY BumyckHii kBadidikaiiiHid poOOTI PO3IISHYTO TEOPETUYHI Ta METOAUYHI
OCHOBH MEHEIDKMEHTY SKOCTI TOCIyr TOTelbHOro omnepatopa. IlpoBeneHo
JOCITIJDKeHHsST €(EeKTUBHOCTI (YHKI[IOHYBAaHHS CHUCTEMH MEHEKMEHTY SKOCTI
cy0’eKkTa roTeNbHOro Oi3HECy, 3AIMCHEHO OIIHKY PIBHS SKOCTI MOr0o MOCIYT Ta
BU3HAYCHO BIUIMB YMHHHUKIB Ha TWPOIEC MEHEIKMEHTY sKOocTi. Ha ocHOBI
pPE3yNbTATIB AaHATITUYHUX JOCHIKEHb, MPOBEACHUX CTYIACHTOM, OOTPYHTOBAHO
HampsIMU  YJIOCKOHAJICHHS] MEHEIXKMEHTY SKOCTI TOCAYyr B JOCITIIKYBaHOMY
MIATPUEMCTBI, PO3pPOOJIECHO MPOrpaMy 3axOJliB yIOCKOHAJEHHS MIF0Y0i CHUCTEMHU
MEHE[KMEHTY SKOCTI 3 BpaXyBaHHIM IHHOBAIIMHOT'O 1HCTPYMEHTAapPit0, BUBHAYEHO
e(hEeKTUBHICTh 3aIIPOIIOHOBAHUX 3aX0IiB ISl TOTEJIIO.

PoGoTta € 3aBepiieHOI0O HAyKOBOIO IIpallcl0, BHKOHaHA CaMOCTIHHO Ta
peKomMeHIyeThes 10 3axucty y EK.

11. KepiBHUK BUITYCKHOT KBai(iKaliiiHOI poOoTH

« __» 2020 p.
(0ama) (nionuc)




12. BUCHOBOK MpO BUITYCKHY KBaTi(iKaIiiHy poOOTYy

Bunyckna kBanigikaniiina podota crygenta CaaTiok O.B.
(npizeuwe, iHiyianu)

MOXe OyTU JOMyIIeHa J0 3aXUCTy B €K3aMeHaIlliH1i KOMICI1.

["apaHT OCBITHBOI MpOrpaMu boiiko M.T".
(nionuc) (npizeuwe, iHiyianu)

3aBinyBau kadeapu boiiko M.T'.
(nionuc) (npizeuwe, iniyianu)

« _» 2020 p.
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BCTYII
AKTyaJIbHICTh BUIIYCKHOI KBajidikaniiinoi podorn. Ha cyyacHomy erarmi

(YHKIIOHYBaHHS BCIX MIANPUEMCTB B Y KpaiHi, BKIIIOYAIOUM T'OTEIbHI, BCE OUIbIIE
yBaru TNPUAUBSIETBCS CHUCTEMaM MEHEKMEHTY sikocTi. [licist migmucaHHs
VYkpaiHoto noroBopy mnpo iHterpauniro 3 €C 0araro TroTelbHUX MIANPUEMCTB
MPUIMHIIA CBOIO JiSUTHHICTB, a/)Ke HE MOTJIM KOHKYPYBAaTH 3 €BPOICHCHKUMU, B
TOMY 4YHMCIl 1 3a piBHEM SKOCTI. 3auisi MIABUUIEHHS PIBHA SKOCTI MOCTYT
TOTEIBHUX TIANPHEMCTB HA YKPAiHCBKOMY PHHKY TOTEIBHHX  ITOCHYT,
HiATPUEMCTBA 3BEPTAOTHCS 10 MKHAPOAHUX CTaHAAPTIB SIKOCTI.

3a TakMX YMOB JyXE BaXJIIMBO IPOAHANII3yBaTH JIOCBIJ BIIPOBAKCHHS
CHUCTEM MEHEDKMEHTY SKOCTI MIKHAPOJHMMH MiANPHEMCTBAMHU Ha YKPATHCHKOMY
PUHKY TOTCIBHMX  TIOCIHYT, 3aiisi e(PEKTHBHOIO Ta  pPEe3yJbTaTUBHOTO
BIIPOBA/KCHHS JaHUX CHCTEM Ha BJIACHOMY IMiIIPHEMCTBI, YHUKAHHS TTOMHJIOK
IIPH BIIPOBAKEHH1 Ta JISUIBHOCTI, a TAKOK BUCHOBKIB 100 MOJITIIIEHHS.

Came ToMy, aKTyaJbHUM 3aJIUIIAETHCS

Crtyninb po3pobienocti npodaemu. Cepen 1HO3EeMHHX BUEHHX CHUCTEMH
MEHEPKMEHTY SIKOCT1 BJK€ JIaBHO CTaJI OJHUM 3 KIIFOUOBHX C€JIEMEHTIB YIIPaBJIiHHSI
KOHKYPEHTOCIIPOMOXKHICTIO TiAnpueMcTBa. J[aHii Temi MpUCBSYCHI Tpalll TaKux
BUJIATHUX 3apYODKHUX KIACMYHMX BUeHHUX, sk J[k. JIxypan, K. IcikaBa, €. [leminr
Ta 1H.

Cepen HaIlOHAIBHUX BYEHUX IMHUTAHHSI MEHEHKMEHTY SKOCTI B CBOIX
npausgx BuBdanu bespogna C.M., IlayctoBcekuit €.C., Kupuuenko JI.C.,
Hy6onenosa A.B. T1a Kmmmenko JLII., mpore akryanbHa METOJOJIOTIS
3aCTOCYBaHHSl JTaHWX CHCTEMH MEHEKMEHTY Ha HaIllOHAJIBHUX MiJIMPUEMCTBA
J0C1 3aJUIIAETHCSA BIIKPUTOIO, aJKE TOCTIMHI 3MIiHM BHMOT Ta IIAIMHACAHHS
JOTOBOPY Tpo iHTerparito Ykpainu 3 €C 3MymyloTh YKpaiHCBKI MiZIMPUEMCTBA
IIyKaTH BHUXiJ Ta 3BEpPTATHCS N0 3apyOiKHOTO JocBimy. Jluimie BuBYarOuM Ta
aHaJI3YI0UM JOCBIJ] IHO3EMHUX MIAMPUEMCTB B PO3pOOIIi Ta BIPOBAKEHHI CUCTEM

MEHE)KMEHTY SIKOCTI MOXKHAa MIJBUIIUTH PIBEHb KOHKYPEHTOCIIPOMOKHOCTI



8

YKPAiHCBhKUX MIANPUEMCTB 33151 YTPUMAHHA MO3MUIIHN K HA YKPAiHCbKOMY PUHKY,

TaK 1 Ha EBPONEUCHKOMY.

VYce Bumie3azHaueHe 0OyMOBWIJIO BUOIp TEMHU BHUITYCKHOI KBadi(iKalidHOi

poOOTH, BU3HAYMIIO ii METY, 3aBJIaHHS Ta 3MICT.

Metow BunmyckHOI KBaji(ikaliiHOT poOOTH € aHali3yBaHHA CHCTEMH

MEHE/KMEHTY  SIKOCTI THOCIYyT MDKHApPOAHOTO TOTEJNBHOIO  MIiANPUEMCTBA,

pPO3pOOJICHHSI TEOPETUYHUX 1 METOJOJOTIYHMUX 3acajl, HAYKOBO-METOAUYHUX 1

MPAKTUYIHUX peKOMeHI[aHifI Ta peaﬂi3aui'1' BAOCKOHAJICHHA CHUCTCMH MCHCII’KMCHTY

SAKOCTI MiJIMPUEMCTBA, 1110 aHATI3YETHCS.

B naniii poO0Ti mOCTaBIEHO Ta BUPILIEHO TaKl 3aBJAHHS:

BU3HAUCHO CYTHICTh TOHSATTS <«SKICTb» Ta «CHUCTEMH MEHEDKMCHTY
SIKOCT1»;

PO3TIIAHYTH Ta JOCTIIKEHO CydYacHI METOJIUM MEHEKMEHTY SKOCTi Ha
HiAMPUEMCTBI TOTETTLHOTO TOCIIOIAPCTRA;

NPOBEACHO aHali3 BHYTPINIHROIO Ta 30BHINIHBOTO CEPEIOBHINA
rorenbHoro mignpuemctsa «KRAMADA Encore»;

OIIIHEHO PIBEHB SIKOCT1 MOCIYT roTenpHoro mianpuemctea «RAMADA
Encore»;

IIPOAHATI30BAHO Ta OIIHEHO CHCTEMY MEHEKMEHTY SIKOCTI TOTEIILHOTO
nignpuemcrea «KRAMADA Encore»;

po3po0IeHO  mporpaMy  3aXxodiB 3 BIOCKOHAJICHHS  CHCTEMH
MEHEDKMEHTY SIKOCTi rorenbHoro mianpuemctea «KRAMADA Encorey;
OI[IHEHO e(EeKTUBHICTh 3aNpPONOHOBAHUX 3aXOJIB 3 BIOCKOHAJICHHS

CUCTEMHU MEHEKMEHTY SIKOCTI TIOCTYr TOTEIBHOTO MiAIMPUEMCTBA

«RAMADA Encore»

O0’€KTOM JOCHITKEHHSI € CcHCTeMa MEHEIKMEHTY SKOCTI MOCIyr

rotenpHOro mianpueMctsa «KRAMADA Encorey.

HpeIlMeTOM I[OCJIiI[)KeHHH € KOMINUICKC TCOPCTHUYHUX, MGTOI[OJ'IOFi‘-IHI/IX Ta

IMPAKTUYHHUX aCIICKTIB aHaHiSYBaHHH Ta BAOCKOHAJICHHA CHUCTCMHU MCHCIJKMCHTY

SIKOCT1 MOCJIYT TOTEIBLHOTO MIAIPHUEMCTBA.
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Metoan pocaigxeHHsl. TeopeTHKO-METO0JIOIIYHOI OCHOBOIO BHUITYCKHOI
KBaTiiKaliitHOI poOOTH € MDKHAPOAHI CTAHJAPTH CUCTEMHU MEHEIKMEHTY SIKOCTI,
MOJIOXKEHHSI CY4YacHOi E€KOHOMIYHOI Teopii, MEHEIKMEHTY, E€KOHOMIKH, Iparll
BITUYM3HSHUX 1 3apyODKHHUX YYEHUX IMOAO MAOCHKEHHS BIIPOBA/KEHHS Ta
JUSITTBHOCTI CUCTEMH MEHEIKMEHTY SIKOCTI.

Y poGOTi BHUKOPUCTAHO HACTYIHI METOAU JOCHIIKEHHS: JIOT14HO-
TEOPETUYHUIN (MPU JOCHIIPKEHHI CYTHOCTI TMOHATTS «SIKICTh»); CTaTUCTHUYHI,
NPOTHOCTUYHI Ta  EKOHOMIKO-MaTeMaTW4Hi MeTroau (Npu  JOCHIIKEHHI
XapaKTePUCTUKH TOTEIBHOTO ITIMPUEMCTBA); CHCTEMHOTO aHali3y 1 CHHTE3Y,
y3arajibHEHHsI (MpU JOCHIDKEHHI TMPOOJIEMHUX acCMEeKTIB Ta BUKOPUCTAHHS
BITYM3HAHOTO Ta 3apyO1KHOTO JIOCBIY B MPAKTHUI[l YIIPABIIHHS SIKICTIO MOCIYT).

[adopmarniinumM ~ 3a0€3MEUCHHSIM  JIOCHIDKEHHS ~ JaHOI  BUITYCKHOT
kBai(ikaiiifHoOi poOOTH € CTaTUCTUYHA, EKOHOMIYHA, OyXraiaTepcbka iHpopMallis
JIOCJTIJDKYBAHOTO MIANPUEMCTBA, MDKHAPOJIHI CTaHIApPTH, HOPMATUBHO-TIPABOBI
aKTH Ta CTAaTHCTUYHI Marepiaau YKpaiHu, 3BITH W aHaMITH4YHI TyOikarii
opraHizamid y cdepi rorempHOro Oi3HECYy, MOBIIKOBO-iH(GOpMaIliiiHI BHIAHHS,
BITUM3HSHI Ta 3apyOiKHI IEpioIMUHI BUAHHS, HAYKOBA JIiTepaTypa, iHpopmarliiHi
pecypcu Mepexi [HTepHeT.

HaykoBa HOBM3HA OJICp)KaHHX PE3YJIbTATIB TIOJIATAE Y PO3pPOOII HOBHX
TEOPETUYHUX, METOAMYHUX Ta HAYKOBO-MPAKTHUYHHUX 3aXOMAIB 3 BIIOCKOHAJICHHS

CUCTCMHU MCHCIKMCHTY SIKOCTI IMOCIIYT.

IIpakTuyHe 3HAYeHHA. JOCHDKCHHS TMOJSATaTUME Y  PO3POOJICHHI
MPAKTUYHUX PEKOMEHIAIli 3 BIOCKOHAJEHHS CHUCTEMHU MEHEHKMEHTY SKOCTI
MOCAyr TOTeIbHOrO miampueMcTBa «RAMADA ENcore» Ta  MiABUIIECHHS
PE3yABTATUBHOCTI ()YHKI[IOHYBAHHS.

My6nikauii. OcobnmBocTi OpMyBaHHS Ta 3aCTOCYBaHHS CUCTEM
MEHEKMEHTY HKOCTI Yy TroTenax BUWKIageHi Yy HaykoBiW cTaTTi, 4Ky
onybnikoBaHo y 30ipHMKY HaykoBux ctaten marictpis KHTEY (dogatok A.).

CtpykTypa BUNycKHOI KBaJiikauiiiHoi po6oTn 1moOygoBaHa BIAMOBIIHO

0 11 3aBllaHb 1 CKJIQJA€ThCA 3 TPbOX PO3AUIIB: TEOPETHKO-METO0JIOTTYHOTO,
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AHAIITUYHOTO Ta PEKOMEHJALIMHOr0, BCTYIy, BUCHOBKIB, CIIUCKY BUKOPHUCTaHUX

JDKepe, T0AAaTKIB. 3arajlbHUi 00CsT OCHOBHOT poOOTH — 65 CTOPIHOK.
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PO3/1T 1.
TEOPETUYHI ACIEKTH MEHE’)KMEHTY AKICTIO TOCJOYT

1.1. BusHaYeHHS CYTHOCTi OHATTHA «SAKiCTh» Ta «CHCTEMH YIPABJIiHHSA

AKICTIO»

Ha croromuimHiii 1neHb, B yMOBaxX TNEPEHACHUYCHHS PUHKY TOBapaMu Ta
MOCJIyraMy, CHCTEMa YIPaBIIHHA SKICTIO SBISETHCA OJHUM 3 I1HCTPYMEHTIB
KOHKYpEHIIllT MDK MiJNPpUEMCTBAMHU, Ta OJHUM 3 HANpPsAMIB IJABUIICHHS
KOHKYPEHTOCITPOMOKHOCTI TiANpHEMCTBA Ta Horo moxofxiB. Mepexko H.B.
BU3HAYa€ KOHKYPEHIIIO MIMPUEMCTB, SIK «KOHKYPEHIIIO X CUCTeM yrpaBiiHH».[30]

Anaiiz poOOTH ATIOHCHKUX IMIMPUEMCTB ITOKA3ye, 0 BUITYCK BHCOKOSIKICHO1
OPOAYKIli JT03BOJSIE OTPUMATH TOTPIAHY BUTONY Y BHUIVISAI OUIBII HU3BKUX
BUPOOHUYUX BUTPAT, OUIBII BHUCOKMX YHCTHX JOXOJIB, OUIBIIOI YaCTKU PHUHKY.
BucokoskicHa npoaykilisi npuHocuTh npubiauzno Ha 40 % Ounplie npubyTKy Ha
IHBECTOBAHHUI KaIliTajl, HiK MPOAYKINsS HU3bKOT stkocTi [1].

[Ipaktuku ympaBiaiHHA a00 CHUCTeMH, TMPUHHATI Taly3IMH, 3aBXKIU
3MIHIOIOTBCS Yepe3 3MIHM KOHIIEIIIN sIKOCTi 3 yacoM. Lle BimOyBaeThbcs, OCKIIBKU
JeKUIbKa Typy SKOCTI Jal0Th IIparMaTU4YHI BU3HAYCHHS TOHATTSA «SIKICTH»
IPOTATOM PI3HUX TIEPIOAIB dacy, IO 3MYIIye Tally3li 3acTOCOBYBaTH pi3HI
IIPAKTUKH a00 CUCTEMHU KOHTPOJTIO 3arayIbHOT SIKOCTI mpoaykitii [20].

«3a70BOJICHHSI KIII€HTIBY» - 1€ HOBAa KOHIICMINS SKOCTIL. Taki TepMiHH, SIK
«3aXOIUICHHS CIOXKMBauya», BBAXKAIOTHCA KIIOUYOBUMHU €JIEMEHTAMH KOHIICTIIIIN
AKOCTi, $KI (OPMYIIOIOTBCSA K «IIpUBAOIMBa SKICTh» Ta «iHHOBAIllHA
skicTe»[13]. KonnenTyanizarisi «3aX0IUICHHS» - 1I¢ eMOI[iliHA peaKIlisi 3aMOBHHKA,
SKa CKIIAJAEThCS 3 «PaJIOCTI» Ta «HECMOMIBAHKMY - M0 3yCTPIYAIOTHCS B MpOIECi
peamizamii ToBapiB Ta mocayr. [29] LlimkoMm 3am0BOJICHI KIIIEHTH HAcHpaBAdi
NpUOJIM3HO B I’STh Pa3iB yacTillle BUKYMOBYIOTh TOBap YU MOCHYTY, HOK Ti, XTO

MIPOCTO «3a70BOJICHHI» [27].
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V cmipHO 1i100a1130BaHIl €KOHOMIIII 3araJbHOBH3HAHO, IO «IHHOBAIIMHA
SKICTB» CTaJla KJIIOYOBOIO CHIIOIO JUIS TOCSTHEHHS JIOCKOHAIOCTI Oi3Hecy [28].

SIKICTh € TOJIOBHUM MPIOPUTETOM SIK JUIS MIAIPUEMCTB, TaK 1 JUI CIIOKUBAYiB.
Bona sBnsieTbest cy0’€KTUBHOIO 1 KOXKEH BU3HAUA€ ii BUXOJSYM 3 BJIACHOTO OaueHHS.
JUis onHI€ET JIIOOUHU SIKICTh O3HAYa€ TPUBAIUM TEpMIH EKCIUTyaTallii, JAJIs 1HIIOT —
BHCOKI XapakTepucTuku. KommaHii, 110 BU3HAYaroTh SKICTh SIK KOHKYPEHTHY MepeBary,
30CEPEKYIOTHCS] Ha BUMIpaX SKOCTI, BAXKJIMBUX IS 1X CIIOKHBAYIB.

SIKICTh  SIK KOHKYpPEHTHHH mpiopuTeT Mae 1Ba BuMipu. Ilepmmii - 1e
BUCOKOIIPOJAYKTUBHUN JW3aliH, IO BUJUILE TaKi acCleKTH SKOCTI, SIK YyJOBi
XapaKTepPUCTUKH, BUCOKA JOBIOBIUHICTh Ta BIIMIHHE 00CIyroByBaHHs. [[pyruii BuMip
— Y3TOJDKCHICTh TOBapiB 1 TOCHYT, sSKa BHUMIPIOE, SK YacTO TOBAPH YH ITOCIYTH
BUIMOBIIAIOTh TEXHIYHUM BUMOTaM, 1110 Tiepeidadae BIEBHEHICT KIIIEHTIB Y TOMY, 110
TOBAp YU TMOCIyra BiAnoBigae BuMoraMm. KommaHii, 110 CiMparoThCsl Ha AKICTh, SIK Ha
KOHKYPEHTHY TlepeBary MaroTh 3a0e3euyBaTi 0OuIBa BUMIpH.

SAxicTh Ma€e BOPOBAKYBATUCS y KOXKHIM Tady3i opraHizaiii 1 30cepeaKyBaTu
yBary Ha oOJiaJiHaHHI, pOOITHHMKaX, MaTepiajlax Ta KOXKHOMY acIeKTI orepariii,
11100 MepeKOHATHCS, 110 BOHA MPAIIOE TaK, K rmepeadadaeTbes. [26]

Came TIOHATTS «SIKICTBb» Ma€ pi3HE TPAKTYBaHHS, BUXOASYHU 31 chepu HOro
3aCTOCYBaHHS Ta MIAXOJIB A0 HOTO PO3yMIiHHS. 3 mouku 30py ¢inocoii, AKICTh —
IIe CTYIIHBb BIJIMOBIIHOCTI BHUPOOY BCTAHOBIICHHM CTaHJAapTaM 1 TEXHIYHUM
yMOBaM, IO J03BOJISIIOTH 33J0BOJILHUTHA KOHKPETHY MOTpely y BHUTpaTax, TOOTO
AKICTh BiJoOpaxkae 37aTHICTh BUPOOY BUKOHYBATH 3a/1aHy (YHKIIIIO.

3 mouku 30py mapxemuuey, SKICTb - 1€ CYKYIHICTh O3HAaK, I[IHHOCTEW,
CIIOKMBYMX M €MOILIMHUX BJIACTUBOCTEMN, SIK1 HAJaIOTh 1H 3JaTHOCTI 3a0BOJIbHATH
MOTpeOH CTIIOKUBAYiB

3 mouxu 30py menedHcMeHmy, AKICTh BPAXOBYE, OKPIM CHEIIAIBHIX BUMOT
KITIEHTa, CKJIQJHI JUI BUMIPIOBAHHS BIAYYTTS CITOKMBada, SKi BIUTMBAIOTH Ha
MPUUHATTS PIIMICHHS MI0JI0 KYIIBJl MEBHOTO TOBapy 4uu nociayru. OTxke, MipuioM
SAKOCTI € CTYyNiHb BUKOHAHHS pPEAJbHUX BHUMOI Kii€HTa (200 O4iKyBaHHS iX

BUKOHAHHS ), SIKUW BUSIBIIIETHCS AKTOM KYTIBIIL.
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3 mouku 30py eKoHoMiKu, SIKICTb — 1€ CyCHUIbHA OIIIHKA, L0 XapaKTepU3ye
CTYIIHb 33JI0BOJICHHS MOTPE0 Yy KOHKPETHUX YMOBAX CIIOKMUBAHHS TIET CYyKYITHOCT1
BJIACTHBOCTEH, 110 SIBHO BUPaKEH1 00 MOTEHIIIHHO 3aKiIajieHi B ToBap.[2]

YV tabmum 1.1. HaBegeHO IOHATTA <CIKICTB» Ta IMIAXOAU 10 MHOTO
dbopMyTtOBaHHS B ICTOPUYHIN XPOHOJIOTTII.

Tabnuys 1.1.

EBosroniss HOHATTH «AKICTH)»

ITigxoau ®opmyIOBaHHS CYyTHOCTI

Sxicte mposBisge cebe y CTIMKOCTI pedl, i BIAMIHHOCTI BiJ
CyOcTpaTHull | IHIIMX; CTaHAaX Ta BIIACTUBOCTAX, IO 37aTHI 3MIHIOBATUCS Ta
(Apicmomens) | IEpEXOAUTH OAUH B OAHOTrO (rapsye — TEIUIO — MPOXOJIOJHO —
X0J101HO.[ 3]

Cybctpathuit, | O0’ekTHBHI KOCT1 (TOOTO Taki, $KI MpUTaAMaHHI CaMUM
CUCTEMHUH | IPUPOJHUM pedaM) Ta CyO €KTHBHI SIKOCTI (Ti, IO MICTSATHCA
({emokpim, | nume y moJacbkoMy copuilHsaTTi). JIOKK Bmepine 3acTocyBaB
I'. I'anineti, | TEpMIHM «IEPBUHHI» Ta «BTOpUHHI» sikocTi. [. Kant BBaxkam
IDic. Jlokk, | TOKKIBCbKI 00’€KTHBH1 SIKOCTI amnpiopHUMH (iIeaIbHUMH), a

1. Kaum) Cy0’eKTHBHI arocTepiopHuMu (peaabHuMH).[3,4]

BuximHuMu JTOTTYHUMU MOMEHTAMH OYTTS € SKICTh, KIIBKICTD Ta
Mipa. 3aKOH TMepeXxoay KUIBKICHUX 3MIH Y SIKICHI pPO3KpPHBA€E
BHYTPIIIHIA MEXaHI3M PO3BUTKY. SKICTb - € BHYTPIIIHA
[HTeTpanbHMIA | BU3HAUCHICTH OYTTSA, TaKUM YHHOM, IO I Ja€ IiJCTaBH

(I'. ['ecenv) | BU3HABATH, MO JEUIO TepecTae OyTH THM, YAM BOHO €, KOJHU
BOHO BTpada€ CBOIO SAKICTh. KiIBKICTh €, HAIIPOTH, 30BHIIIHS 10
OyTTS BH3HA4YEHICTh. TPETSA CTYIIHBL OYTTSA — Mipa — € €IHICTIO
NEePIINX JIBOX, SIKICHA KUIBKICTB[S, ¢.217]

Axicth Mae Ba  acmeKTH: 00 €KTUBHMM —  QI3WUYHI

TpesmeTHuii, XapaKTepUCTUKH 00’€KTa Ta Cy6"€I(TI/I}3HI/II\/'I — BH3HAUCHHSA

(yHKIiOHAbH TIOTUHOIO  CTYNEHsl TO3UTHBHOCTI 00’€KTa, 3ATHICTE 710

it BUKOPHCTaHHS (BIOMOBIIHICT, NPU3HAYEHHIO). SKICTh — €
(B. Iliyxapm, CTYHiHb 32]I0BOJICHHS CIIOXHBAYA, TOOTO ISt CTBOPEHHS! SKOCTi
Towe. Jocypar) BUPOOHUK TOBUHEH JI3HATACS BUMOTH CIOXHBAYA i 3poouTH

CBOIO TPOAYKIII0 Takow, ™00 BOHA BIAMOBiIaIa UM

BuMoram|6]

SkicTh, K BIACTHBICTH TOBapy, SKa peajbHO 3aJ0BOIBHSIE
= K Icivasa CIIO’KMBAYIB: II¢ 03HAYA€E, MO0 BUPOOHUIITBO TOBAPiIB 3 TIEBHUMH
= XapaKTepUCTUKAMHU  IIUTKOBUTO  3aJeKHUTh Bl  TOTPed
= crioxuBadviB[ 7]

é Konnenuis Hyab0BUX AedEKTIB MOJArae B TOMY, IO TpOIIi
F | @. Kpoc6i| cinadyloTbCs JUIIE 3a BiICYTHICTh a00 HEJOCTATHIO SKICTh, 1110
KOHTPOITIOETKCS 3 OOKY oprasizanii Ta nepxasu. [8]




14
Astopu Jlxozed xypan [40] ta [Ixo3zed Jledeo y cBoeMy MinpydHHKY

«doBimauk Jlxypany 3 sikocTi. [loBHE KEepIBHHULTBO 3 MIABUIIECHHS SIKOCTD»
HaMarajucsl 3HaWTH YHiBepcajlbHE BU3HAYCHHS MOHITTS «IKiCTh». B momepemHix
CBOiX poOOTax BOHU BU3HAYAJMU SIKICTh, SIK MPUAATHICTh O BUKOPHUCTAHHS, MPOTE
3YIHUHUIKACS HA TOMY, IO SKICTh O3HAYa€ MPUIATHICTH 3a MpU3HauYeHHIM. [9]

Ha mincraBi HaBeneHUX MiAXOAIB, MOXHa 3pOOMUTH BHUCHOBOK, IO YITKE
(GOpMYITFOBaHHS TOHSATTS «SIKICTB» BIJICYTHE Yepe3 HEMOXKIIUBICTh 3aCTOCYBaHHS
OJIHUX, YHIBEpPCAIbHUX KPHUTEPIiB OLIHIOBAHHS /O BCiX MPOJYKTIB Ta IMOCIHYT.
Crangapr JACTY ISO 9000:2015 «Cucremu ympaBiiHHs sKkicTio. OCHOBHI
TIOJIO)KCHHSI Ta CJIOBHUK TEPMiHIBY» HaJa€ BU3HAYCHHS SKOCTi, K «CTYICHIO, JIO
SKOT'0 CYKYIHICTh BJIACHHMX XapaKTePUCTHK 00’€KTa 3aJ0BOJibHSAE BuUMOrm» [10,
4.3] Ta npomoHye OIIHIOBaTH T K «HH3BKY», «XOpOIIY» Ta «BHUCOKYY,
JO3BOJISFOYM  ITIIMIPUEMCTBAM BHPOOHHMKAM TOBAapiB Ta TIOCIYT CaMOCTIHHO
obupatu Kputepii 1 omiHKUA. A BianoBigHO A0 TQM, SKICTh BIZHOCUTHCA IO
BCHOT'O MIJAMPUEMCTBA B LIJIOMY, & HE TUIbKH JI0 HaJaHUX mociyr. [15]

Hnst Toro, mo0 JOMOMOITH MIANPUEMCTBY BCTAHOBUTH KpUTEpii Jist
OIIIHIOBAHHS SIKOCTI Ta i MOCTIMHOTO ToJIinIeHHs, MKHapOIHOIO OpraHi3alliero 31
crangaprusamii  (International Organization for Standardization, 1SO) O6yau
po3po0biieHi cepii MDKHApPOJIHUX CTaHIAPTIB, Y TOMY 4ucCiai cTtaHgapTtu cepii 1SO
9000, 1m0 OUCYIOTh BUMOTH JI0 CHCTEMH MEHEPKMEHTY SIKOCTI.

Cama MixHapogHa oOpraHizamis 31 CTaHAApTU3aIii BHU3HAYAE CHUCTEMY
VIOPABIIHHS, K «CYKYIHICTh B3a€MOIIOB’S3aHUX a00 B3a€MOMIINHUX EJIEMEHTIB
opraHizamii ays (HOpMyBaHHsS TOJITHK, YCTAHOBIICHHS IIJIEH 1 MPOIECIB, 00
JOCSITTH 111 IUT1» 3 YOTO CIIAYE, M0 CUCTEMa YIPABIIHHS SKICTIO — II€ «4acTHUHA
CUCTEMHU YIIPABIIHHS CTOCOBHO AKOCTI». [10, 4.3]

[lepeBaramu 3acToCcyBaHHSI CUCTEM MEHEHPKMEHTY SKOCTI €:

* MIBHUIICHHS ¢(PEKTHBHOCTI AISIIBHOCTI,
* 3a0e3nedeHHs JOBIPU A0 SIKOCTI MOCHYT;
* MOJermeHHs: BUOOpY HEOOXITHUX TOTEIbHUX MOCIYT;

* MABUIIEHHS KOHKYPEHTOCIPOMOKHOCTI MIANPUEMCTBA;
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* 3abe3nedyeHHs 00’ €KTUBHOIO 1H(POpPMALII€O MPO SKICTh MOCIYT;
* MIJABUIIEHHS SIKOCTI MOCIYT;
*  MIJBHUINEHHSA NPUOYTKOBICTH MmignpueMcTBa. [14]
[lincymoByrouM BKa3aHE BHILE, CHUCTEMY YIpaBIIHHA SKICTIO MOXHa

BU3HAYUTHU SK «3J0POBUH TIy3]] y CUCTEMATHU30BaHIi popmi». [11]

1.2. CyyacHi MeTOAU MeHEI)KMEHTY SIKOCTI Ha MiINPUEMCTBI roTeJIbHOI0

rocimoaapcrea

Ha crporoanimHid AeHb y Teopii Ta MPAKTHUII MEHEIKMEHTY SKOCTI ICHY€
pO3pOo0JICHUI METOJOJIOTITUHMI amapaT, KM 4acTo TOB’SI3YIOTh 31 CTaHAapTaMH
ISO, TeopisiMu OCHOBOTIOJIOKHUKIB SIKOCTI Ta KOHIIEMIIIN 3araJIbHOTO MEHEKMEHTY
skocti (TQM), 3acHOBaHUX Ha KOHIICMIIIAX, HABEACHUX y Tabmui 1.2.

Tabnuys 1.2.

Konuenuii MmeHe:KMeHTY SIKOCTI

3au1s BUPIMICHHS MPOOJIeM Ta MOCTIMHOTO TToKpalieHHs JlemiHrom

Konnenris €. | 6y0 3anpolOHOBAaHO BUKOPHUCTOBYBATH CHUCTEMHUN  IMIJXIJ,
Jeminra HasBaHuii nmkinoM Jleminra - Meroauka Plan-Do-Check-Act

(mmanyi-ai-nepeBipsii-pinBaii). [ 16]

JIx. Jxypan mpoOMOHye METOAWMKH Ta TEXHIKU 300py BHUMOT
CIIO’KMBAYIB, TaKl K KOHIIEIIISI CHCTEMAaTHYHOTO BiTOOpPY BHUMOT

Konnemnmis ) ) N
Tk, [lsypatia CTOXKHBAYA, BU3HAUCHHS NAPAMCTPIB AKOCTI Ha paHHili CTazil s
HACTYIMHOTO KOHTPOJIO JOCATHEHHSA IiJieH, (YHKI[IOHAIBHO-

BapTICHUHN aHaITi3, K IHCTPYMEHT OOJIIKY BUMOT crioxuBaya. [9]
bepyuu 3a ocHoBY KoH1entii Jleminra ta J[>kypana, IcikaBa BUCYHYB
Kommeris K. HOBY I.(OHHGHIJ;iIO 3arajlbHOTO. KOHTPOITO HKQCTi (CWQC), a TaKOX
leixapi Taki iHCTpyMeHTH, 5K «CiM IHCTPYMEHTIB SIKOCTI», METOIHKA

posropranus ¢yHKIH skocTi (QFD) Ta po3BHHYTI HUIM METOIHMKH B
00JIacTi HaBYaHHS KaJIPIB Ta CTATUCTHYHUX METOIB.[7, 43]

Teopernuni ocHoBu koHIenmii TQM Oymu 3aknaaeni €. Jleminrom [38] Ta
k. Jbxypanom [41, 42]. TQM Bu3HayaeThCs came SIK KOHIICHI[iS, OCKUIBKH
OXOIUTIOE YCIO JISTIbHICTh MIJNPUEMCTBA Ta HaNpaBi€HAa HA BUKOPUCTAHHS YCIX
HasgBHUX PpECYpCiB i1 HaWOUIbll  e(PEeKTUBHOTO  3a/JI0BOJICHHA  MOTPEO

3alliKaBJICHUX cTopiH [15], 3aBAsSKM MOCTIHHOMY aHAJI3yBaHHIO Ta MOKPAIICHHIO
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pe3yabTaTiB JIJIbHOCTI. XOua HE MEHII BaXJIMBUM TaKOX € MONEpeIKeHHs
HEBIJIMOBIJHOCTE, CTpaTeriuie ynpasiiHHA. JlaHa KoHuenuis mnepeadavae
3aJTy4eHICTh Y POOOTY yCiX CIIBPOOITHUKIB.

TQM He SABISETBCA CUCTEMOIO MEHEIKMEHTY skocTi. Ha mpaktuii
3aCTOCOBYIOThCS MpuHIMNK TQM mopsia 3 iHIIMMH TPaKTUKaMH Ta MiIX0JaMHU,
1110, 1HO/I1, POTUPIYATH OJUH OAHOMY. Jl0 TOoro * He icHye cTaHAaptiB Mo TQM,
0 MAXOAATH Ui cepTtudikaimii Ta 1o MictaTh BuMoru, sk ISO 9001. €
Oputancbki crangaptu  BS  7850-1:1992 «3aranbHe ynpaBiiHHA — SIKICTIO.
KepiBauireo mo mnpuHimnam MeHemkMeHTy» [25], BS 7850-2:1994 «(3aranbhe
yIpaBiiHHS sKicTIO. KepiBHHIITBO MO MOKpamianHioo skocTi» [31], Takox BapTo
BigMiTHTH oHo¥MeHnHuii BS 7850-2 crammapt ISO 9004 [22]. Ane 1ie TLIBKH
KEpIBHUIITBA, 1110 HE MIXOISITh JJISI OIIIHKU BIAMOBITHOCTI.

JIJIst TOTENBHUX IMIAMPUEMCTB BUCYBAIOTh TPU OCHOBHI YMOBH €()EKTHBHOCTI
3arajbHOr0 MEHEIKMEHTY SIKOCTI:

* IHBECTYBATH HE JUIIIEe B OOJaJHAHHS, a U Y JIIOJICH;
* JIHIMHI KEPIBHUKHU HECYTh BIIMOBITAIBHICTD 32 SKICTIO MOCIYT;
* opraizarlfifiHa CTpyKTypa CTBOPIOETHCS il CUCTEMY sIKOCTi. [19]

[TpuHIIMNIK 3aradbHOrO0 MEHEIKMEHTY SKOCTI Oynu po3polOsieHi €aBaprom
Jeminrom [39]y 1980-x pp.. OCHOBHI MPUHITUIIHN MPEACTaBaCH] y Tadauii 1.3.

Tabnuysa 1.3.
Hpunuunu TQM

IpuHomn XapakTepucTuKa

Merta nocriiitnoro | besnepepBHe Ta IUTAaHOMIpHE TMOJINIICHHS SIKOCTI —
MOJIINIIEeHHsI SIKOCTI | HArOJIOBHIIIA 33a/1a4ya BUPOOHUKA TOBAPIB Ta MOCIYT.
TOBAPIiB Ta MOCJYT

CainyBanus Heo0xigHo MOCTIHHO BIOCKOHATIOBATH CTHJIh YIIPABIIIHHS,
TeHIeHIliAM 3a]171s1 IOTIEPEKEHHS CTIay.
HpunuauTH [linTpMyBaTH Ta TOMIMIIYBATH SKICTh 3a/JI YCIIINIHOT
32JI€KHICTD BiJl poOOTH MIAMPUEMCTBA, & HE ISl POXOXKEHHS TTEPEBIPOK.
iHceKuii He ycyBatu nedexrn, a monepemkaru ix mosay.

[locTiliHe MNOpPIBHSIHHSA I[IHM Ta SKOCTI (IllHA HE Mae

He opienTyBaTHCsl | 3HAUEHHS, SIKIIO HE 3ICTABISAETHCS 3 SIKICTIO MPOAYKIII, 10
HA HU3bKI HiHU 3100yBa€THCS), YCTAHOBJICHHS JOBIOTPUBAINX CTOCYHKIB 3

NOoCTa4aJIbHUKAMU SIKICHUX TOBapiB Ta MOCHYT.
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3akinuennus mabauyi 1.3

IpuHuMn XapakTepucTHKA
[locTiitHe 1 6e3ynMHHE NOJIMIIEHHS! CUCTEMU IJIaHyBaHHS,
Iocriiine BUPOOHUIITBA 1 0OCIYyroByBaHHS Iependavyae onepaTuBHE
MOJIiNIICeHHS pIlIEHHS BUHMUKAIOUUX MNPOOJIEM, MOCTIMHE MOJIMIIEHHS

SIKOCTI I1JIBUILIEHHS] NPOAYKTHBHOCTI.

HaBuaTtu Ha
podovomy micui

Brenenns Cy4acCHHX METO/I1B M1TOTOBKHU 1
NEPEeniArOTOBKM Ha poOOYMX MICUAX JJs  BChOTO
nepcoHany. OcobiuBa yBara TMOBHHHAa OyTH TpHUAUICHA
BUKOPUCTAaHHIO MOXJIMBOCTEH KOKHOT'O MpalliBHUKA

3acHyBaTHn
KepiBHUITBO

Busasnenus HeoOXigHOI HOCKOHAJIOCTI ISl MHIJIETJIOrO 1
HaJaHHs JIOIOMOTH B MOT0 JIOCKOHAJIOCT1 JUISI TOrO, 1100
BIH CTaB JIICPOM.

Buxopinutu crpax

[IpaniBuuk (ipMyu HEe MOBUHHHMM OOATHCS 3MIH Yy HOTO
po6OTi, a MparHyTH 10 HUX

Ycynyru 0ap'epu

Koxen mnpaniBHUK TOBUHHUN JymMaTH 1 HaMaraTUCs
3aJI0BOJIBHUTH Ha CBOEMY pOOOYOMY MICIIl HE TUIbKHU
BUMOTH CIIO)KMBaya MPOAYKIII MIANPUEMCTBA, aje 1
CIOKMBaya pe3yJbTaTIB CBOEI POOOTH Ha JIaHOMY
1ITPUEMCTBI.

YHMKATH NOPOXKHIX

[Tpu3uBatu 10 MIABHINEHHS SKOCTI, 3 OISy Ha CIOCOOH

raceJi 11 JOCATHEHHS.
BukopucroByBatu rojeld Ha KOHKpPETHIM poOoTi B
Ipoleci BUTOTOBIIEHHS MPOMAYKIII Ta IMOCIYT, a IMPOIEC
Buxnawountu P posy yr P

un@poBi KBOTH 114
KEePYBaHHA Po00TOI0

MEPETBOPUTH TAaKHM YHHOM, 1100 BiJIpsiHA cucTeMa Oylia
3aMiHEHa CHCTEMOI0, II0 3abe3redye picT SIKOCTI 1
IMPOJYKTUBHOCTI B KOJEKTHBI, IO TMpalIOE SK €IuHa
KOMaHJ1a.

Jlatm MOKIMBICTH

Jly’)xe BaXKKO MaTd IMOYYTTS TOPAOCTI 3a CBOIO POOOTY,

NUIIATHCSA SAKIIO TPOAYKINS, M0 BHUITYCKA€ThCA (ipMOIO, HE
NPUHAJIEKHICTIO 10 | KOPUCTAETHCS TAPHOIO PEMYTaIli€lo, a MPAIIBHUK HE MOXKE
KOMIAHil BIUTMBATH HA POOOYY CUTYAIIIO
3aoxouyBaTn [IpocyBanHs 1O  CiIyX)00BHM  CXOlaM  TIOBHHHE
CaMOB/JIOCKOHAJICHHSI | BU3HAYATHUCS PIBHEM 3HAHb
YTArHyTH KOKHOro | OfHi€0 3 TOJIOBHUX YMOB YCHIXY B MPOIECI TOCATHEHHS
B po0oTty 3 SKOCTI € TIePEeKOHAHICTh KEPIBHUIITBA KOMMaHii B
nepeTBOPEeHHs HEOOX1HOCTI 1[hOT0. BwIlle KepiBHUIITBO MOBUHHE JIISTH,
KOMIAHil a He 0OMEKYBATHCS TUIBKU NIATPUMKOIO

Jxepeno: [16]

[IpyHIIUTI MEHEPKMEHTY Ha OCHOB1 SIKOCT1 SIBJISIOTBCS OCHOBOKO IS

Cy4YaCHUX CHUCTEM MEHEIKMEHTY SKOCTI (3a3HayeHl B Tabnuui 1.4.), BKIIO4arouu
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CTaH/JAPTU CUCTEMU MEHEIKMEHTY SIKOCTI, 1110 BXOJATh 10 CKJaxy cranaapTis 1SO

cepii 9000. [17]

VYkpaincbki mianpuemMcTBa 3BepHyauca A0 TQM nume B cepenuni 1990-x

pOKIB, micia cnanaxy iHtepecy go ctanaaptiB [SO cepii 9000. 3 doro moxHa

3poOUTH BUCHOBOK, IO caMe 3acTocyBaHHs ctanaapTiB ISO Bukinkaso iHTEpeC A0

BHBYCHHS Ta 3aCTOCYBAaHHS HHM3KH IHIINUX KOHIICIIIH, cepes sskux 1 TQM. [32]

Tabnuys 1.4.

Cy4acHi MeTOIM MEHEI:KMEHTY SIKOCTi

Konuenmis CHUCTEMHHH MiAX1J 10 TOKpallaHHs SKOCTI, OPIEHTOBAHUI
NOCTIHHOI O Ha 3AIMCHEHHS TIOCTIMHUX HEBEJIHUKUX KPOKIB IO
nojinmennsi KaiizeH | MIBUIICHHIO SKOCTI, SKI BIPOBAIKYIOTHCA KOXHUM
(KAIZEN) npaIiBHUKOM KommaHii. [34]
CUCTEMATU30BaHUN IUIAX BUBYEHHS MOTPed Ta modakaHb
Meton CIIO’KMBAYIB 4yepe3 po3ropTaHHs (yHKIN 1 omeparliii B
CTPYKTYPYBaHHAl | JISUTBHOCTI KOMMaHli 1o 3a0e3MedYeHHI0 SKOCTI Ha
dynkuii axocti QFD | kOkHOMY  eTami  JKUTTEBOTO IHUKIY CTBOPIOBAHOTO

— (Quality Function
Deployment)

NPOAYKTY, SIKHA OW TapaHTyBaB OTPHUMAaHHS KiHIIEBOTO
pe3yabTary, IO BIAMOBIAA€ OYIKYBaHHSIM CITOKHMBAYiB.

[35]

Konuenuisa byaunky
sxocti (Quality
House)

MeTOoAuKa 3a0e3MeUueHHs I[IHHOCTI MPOAYKTY, IO OYIKYy€
CIOYKUBA4, IPH MiHIMaJIbHIl foro BapTocTi. [36]

MeToaoJiorifl «IicTh
curm» (6-d)

CTpaTeTiuHMM MiAXia JO0 BAOCKOHAJICHHs Oi3HeCy, B
paMKax SIKOTO TIPOBOJMATHCSA 3aXOMH IO 3HAXOHKCHHIO i
BUKJTIOUEHHIO MPUYHUH MTOMHJIOK a00 nedekTiB y Oi3Hec-
nporecax, NUIAXOM 30CEpPEeDKEHHS Ha TUX BHUXITHUX
nmapaMmeTpax, SAKi € KPUTUYHO BAXKJIUBUMH  JIS
cnoxuBaya. [37]

OctanHl JOCHIIKEHHS BHUSBUIIM, IO TOKPAMICHHS €(PEeKTUBHOCTI KOXKHOTO

mpalriBHUKa Ta MIANPUEMCTBA B IJIOMYy, TICHO TIOB’si3aHl 3 €(EKTUBHUM

3acrocyBaHHsAM TQM Ta opranizanidHumMu nokasHukamu. [33]

B ycix 3axigHux kpainax 0araTo TOTeNiB BUKOPUCTOBYIOTh HU3KY KOHIICTIIIIN

MEHEDKMEHTY SIKOCTI, cepell skux: cucteMa sikocti (Quality Management System),
cucrteMa 3abe3neueHHs sikocTi (Quality Assurance System), ympaBiiHHS SIKICTIO

(Quality Control), moBHe ToTanbHE YHpaBlIiHHS SKICTIO Ta npoaykTuBHICTIO (Total
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Quality and Productivity Management), MeHemxkMeHT cucteMu skocTi (Quality
System Management) Tomro. [24]

Cranpaptu ISO cepii 9000 Oynu po3pobieni MixkHapOHOIO OpraHi3ali€ro 31
cranaapruzanii (International Organization for Standardization, ISO) y pe3ynbTaTi
y3araJIbHEHHs HAKOMMYEHOI'0 HAlIOHAJIBHOIO JOCBIAY pI3HMX KpaiH MI0J0
pO3pOOKH, BOPOBAKEHHS Ta (PYHKIIOHYBaHHS CHCTeM SKOCTI. Bouu He
CTOCYIOTBCSI KOHKPETHOTO CEKTOpa MPOMHUCIOBOCTI M EKOHOMIKH 1 SIBIISIOTH
co00r0 HACTAaHOBM 3 YIPABIIIHHS SKICTIO Ta 3arajibHi BUMOTH I10JI0 3a0€3MeUeHHS
AKOCT1, BUOOPY 1 TOOYZOBH €JIEMEHTIB CUCTEM SIKOCTI.

OcHOBHI HOpMaTHBHI JOKyMeHTH cepli ctanaaptiBe ISO 9000 BukiageHi y
Tabsumi 1.95.

Tabruysa 1.5.

HopMaTHBHO-IPaBOBi JOKYMEHTH CHCTEMH YIIPABJIIHHA AKICTIO

Ha3Ba noxkymMeHTy Onmuc
I1SO 9000:2015 «Cucmemu Y nmaHoMy cTaHIapTi 3a3HayeHI TEPMiHU
ynpaenints axicmio. OCHOBHI Ta  OCHOBHI  TOJOXKEHHS  CHCTEMHU

NOLOJNCEHHS. MA CLOGHUK mepMminie» | ynpaBiinus skictio.[10, 44]

Jlanuii cTaHmAapT MICTUTh BHMOTHU 10

I1SO 9001:2015 «Cucmemu CUCTeMH VYHOPABIIHHA SAKICTIO  3aJId
VIPABNiHHA AKicmio. Bumozuy BIAMOBIZIHOCTI BHMOraM 1 IIOCTIHHOI'O
nojinmrenns. [21, 45]

Yy JTAHOMY CTaHJapTi 3a3HayeHl
peKkoMeHaaIii CTOCOBHO  IiJBHIICHHS
pe3YABTAaTUBHOCTI  Ta  €()EKTUBHOCTI

poOOTH CHCTEMH YIpaBIiHHS SKICTIO.[22
46]

1SO 9004:2018 « Vnpaeninns
axicmio. Akicms opeanizayii.
Hacmanoeu wooo oocsaenenms
CMano2o ycnixy»

JlaHuii cTaHIApT MICTUTh PEKOMEHmAIlii
I0JI0 TPOBEJCHHS AayJWTIB CHCTEMHU
ynpasiiHHs. [23, 47]

1SO 19011:2018 «Hacmanosa ons
ayoumis cucmem MeHeoOHCMeHmy»

Jlana cepis cTaHIapTiB OMUCYE EIEMEHTH, IO MalTh OYTH BKIIOYEHI [0
cuctemu sikocti. Crangaptu SO cepii 9000 - me TexHOIOTis, SKa BCTAHOBIIOE
BUMOI'M, a HE BKa3iBKM OO0 iX 3iicHeHHs[12], 3aBOsgku YoMy IiX MOJKHA
3aCTOCOBYBATH y OY/b-SIKUX Tally3siX, IPUCTOCYBABIIK CUCTEMY M1 TOTPEOU CBOTO

MIIIPUEMCTBA, BPAXOBYIHOUH HOTO 1111, IPOLIECH Ta METOAM Mparli..
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Cranpaptu ynpasiinHs sikicTio [ISO cepii 9000, cTpykTypa SIKOTO J103BOJISE

3aCTOCOBYBATH MOT0 pa3oM 3 IHIIMMH cucTeMamu ynpasiiHHa [SO ta BigoOpaxkae

chepu Ta mporecH, SIKUMHU 311IMCHIOEThCS YIPABIIHHS, 3a]1JIs1 MOJIMIIEHHS SKOCT1

nocayr. Ilpu3HaueHHS CTPYKTypu pO3AUIIB — 3a0e3leuyBaTu MOCTIJOBHE Ta

LIJIICHE TIOJIaHHs Ta BUKOHAHHS BUMOTr[21]. 3aranbHa cTpykTypa ctangapty JCTY

ISO cepii 9001:2015 naBenena y Tabnuui 1.6

Tabauysa 1.6.

Crpykrypa crangapry ACTY ISO 9001:2015

Ne | Pozain Omnuc
0 | Bcmyn
1 | Ceepa
3ACmMocy8anns
2 | Hopmamueni |Y paHoMy po3aUIl 3a3HAaY€HHS TIOCWJIAHHA Ha 1HIII
HOCUNIAHHA CTaHJApTH Ta HOPMATHUBHO-TIPABOBI JOKYMEHTH, IO €
BYXJIMBUMHU JISI 3ACTOCYBAHHS IIbOT'0 CTAHJIAPTY.
3 | Tepminu ma
BU3HAYEHHA
HOHAMDb
4 | Cepeoosuwe | Jlanuii po3nim BUCYBa€ BUMOTU /IO BU3HAYEHHS IPOIIECIB,
opeanizauii 0 JAII0Th HAa MIAOPUEMCTBI, 10 BHU3HAYEHHS OCHOBHHX
3aIliKaBJI€HUX CTOpPIH Ta 1IX BHUMOI, BHYTPINIHIX Ta
30BHINIHIX YMHHHUKIB, 110 BIUTMBAIOTh HA AISJIBHICTb.
5 | Jdioepcmeo Jlanuit po3ai1 BUCYBAa€E BUMOTH JI0 HAMBUIIOTO KEPIBHUIITBA
Ta OMHUCYE HOT0 00OB’ SI3KH.
6 | Ilnanysanna | Jlanuii po3ainl BuUMarae BCTAaHOBJICHHs IIJIEH opraHizaiiii,
PHU3HKIB Ta MOKJIMBOCTEH.
7 | Pecypcu JlaHuii  po3ail  ONMHUCYE peCcypcH, M0 HEOOXimHI It
BUPOOHUIITBA TMOCTYr (JIIOACHKI pecypcH, iH(pacTpyKTypa,
KOMIIETEHTHICTh, 0013HAHICTh, 1H(POPMYBaHHS, KOHTPOJIb Ta
1H.).
8 | Bupo6nuymeo | lanuii po3ain BU3HaYa€e KPUTEPii KOHTPOIIO YCIX MPOIECIB
BUPOOHUIITBA HA BCIX HOTO CTaIifAX.
9 | Quintoséannsa | Jlanuii po3ain nependadae MpoOBEICHHS BHYTPINTHIX ayUTIB
JUIS aHAII3yBaHHS ISUTBHOCTI MiANPUEMCTBA 3arajoM Ta
KOKHOT'O MO0 MPOIIECY OKPEMO
10 | loninwenns | lanuii po3din IPYHTYEThCS Ha pe3yiabTaTax po3airy 9 Tta

nependayvae HEOOXIAHUX A JId  iX

MOKPAILICHHS.

BCTAaHOBJICHHA
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ToOTo MOHa 3p0OUTH BUCHOBOK, 1110 ctanaapt ISO 9001:2015, 3rigHo cBoel
CTPYKTYpPH, OUIbLIE CTOCYETHCA KOHTPOJIIO SIKOCTI M1 Yac BUPOOHHUIITBA MOCTYT Ta
YCIX peCypCiB, 1110 B HhOMY 3a15Hi.

BianoBigno mo Bumor ISO 9000:2015, opranizamis, sika B3sula 3a METY
MOJIMIIUTU JISJBHICTh B Tady3l SKOCTI 1 OTpUMATH BIANOBIAHUN cepTUdIKaT,
MOBMHHA BCTAHOBMUTHU, 33JOKYMEHTYBATH, BIPOBAIUTU Ta MIITPUMYBATH CUCTEMY
YIPaBIiHHS SKICTIO 1 MOCTIHHO MOJIMIIYBATH ii pe3ynbraTuBHICTb. [10]

Jist Toro, mo0 3anpoBauTH Ta cepTU(IKYBATH CUCTEMY YNPABIIHHSA SKICTIO
Ha MIANPUEMCTBI HEOOX1IHO, MOHaMMeHIe, 1,5 poku. Y Tabmumi 1.7. moeramnHo
HaBEJEHO Jii MIANPUEMCTBA MpPU 3alpPOBAKEHHI Ta cepTUdIKalli CUCTEMH
YIPaBIIHHS SIKICTIO.

Tabnuysa 1.7.

XapakTepucTHKAa €TaMiB 3aNPOBAIKEHHSI CHCTEMHU YIPABJIIHHS SAKICTIO HA

MiANPUEMCTBI
Eran
. XapakTepucruka eramy
(Bukxonaeui)
1. YxBasieHHs pillIeHHS PO MOYATOK MPOEKTY
2. @opmynoBaHHSA IUIEM CHUCTEMHU YIpaBIiHHSA
SKICTIO
3. BuaineHHs nmporeciB CUCTEMH YIPaBIiHHS SKICTIO
I. TTouaTok poboTu BEPXHBOTO PIBHS Ta KPUTEPIi OIIHKH iX SIKOCTI
Buwe (navisuwye) 4. ®opmysanns [lomiTukn y cdepi stkocTi
KepieHUYMBO 5. ®opmyBanns Pamum 3 sAkocTi,  ciyxOu

MEHEKMEHTY SIKOCTi, TPYIH BHYTPIIIHIX ayJAUTOPIB
Ta oOpaHHS MPEICTaBHUK KEPIBHUIITBA 3 IKOCTI

6. HaBuanmus mepcoHanmy B CHCTEMi YIpaBIiHHSA
SIKICTIO

1. Harucanns «HactanoBu 3 SKOCTI»

2. Po3pobka MeToauk ympaBiiHHS MpOIECAMH Ta
Ipouenyp

3. Cxnaganus [HCTpyKIii 10 mporieciB, MOCagoBUX
THCTPYKIIi} Ta TEXHOJIOTTYHHUX KapT MPOIECiB

4. Po3pobka pobouoi mgokymeHTarlii  (3BITiB,
YKYPHAITIB JJIsI 3aMKCIB TOIIO)

I1. Po3poOka
JTOKyMEHTAIIl1
Kepisnuxu nioposoinie
(uneru paou sskocmi)
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3akinuenns mabauyi 1.7.

Eran Xapakrepucruka eramy
(Bukonasui)
III. JTocmigua 1. BnpoBaskeHHS! JOKYMEHTIB Ta MPOIEAYP
eKCILTyaTallis 2. IIpoBeieHHS yTOUHEHB

Kepisnuku niopozoinie | 3. IlpoBeieHHsI BHYTPIIIHIX ayAUTIB
(4eHu paou ssKkocmi,
BHYMPIUWHI ayoumopu)

IV. Ceprudikaris 1. IlonanHs 3a9BKU Ha cepTUdIKAIIIO
(Cepmucpixayiiinuii 2. IIpoxo)KeHHSsI €KCIIePTU3U OCHOBHUX JOKYMEHTIB
opeat) 3. IlpoxomxeHHs cepTugikaliiiHoro ayiuty

JIxepero: po3po0ieHO aBTOPOM Ha ocHOBI [49]

Ha ocHoBi Tabnumi 1.7. MokHa 3poOUTH BHCHOBOK, 11O 3allPOBA/KEHHS Ha
HIAMPUEMCTB] CUCTEMHU YIPABIIHHS SIKICTIO SIBISETHCS KOJEKTUBHOIO POOOTOIO
Mail’Ke yChOTrO KEpIBHOTO CKiIany (axiBIiB Ta CIHEUIaJICTIB MIANPHUEMCTBA Ta
nependavyae JTOKYMEHTYBaHHS KOXKHOT'O €TaIly, KOXKHOI il Ta pe3ynbTary, 3ajyis
MOJIaJIBIIOTO aHAJI3yBaHHS Ta MOJIMIICHHS.

Y ctangaptax cepii ISO 9000 ronoBHOK BMMOrOK € 3aCTOCyBaHHS
npouecHoro nigxody, wWo [Ao3Bonse nobyayeBaTy iepapxito npouecis,
BiANOBIAHO 00 (OYHKUIOHANbHOI CTPYKTYpW nignpuemctea. Lle possonsie
KOXKHOMY Y4YacCHUKY TMpouecy BWU3HAYUTU p03r|o,£|,ir| BignoBiganbHOCTI, a
TAaKOX LwWBuawe Ta yCI'IiLLIHiLLle pearyBatn Ha 3MiHM HAaBKOJSINLLHBLOIO
cepenosuula. [18, ¢.39]

OCHOBHI TIPUHIIMITK, HA SKUX TMOBHHHI OyTyBaTHUCS CUCTEMH MEHEIKMEHTY
sakocti (CMS) roTenbHUX MIANPUEMCTB, BIANOBINAIOTH 0a30BUM MPUHIUIIAM
MEHEIDKMEHTY SKOCTi, 1o BkazaHi y crtaHgapti I1SO 9001-2015 «Cucremu
YIpaBITiHHS SKICTIO. Bumormy»:

1) opieHTalis Ha 3aMOBHUKA,
2) niEepcTBo;

3) 3amigHICTh MEPCOHATY;

4) mporneCcHUM MiaXi;

5) MOMIMIIEHHS;
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6) IpUIHATTS pillIEeHb HA MIACTaBl (PAKTUYHUX JAHUX;
8) kepyBaHHs B3aeMOBiTHOCHHAMU.[10]

Mixnapoani crangapta 1SO 9000 sBnsOTHCS €IUHUMH, BU3HAHUMU Y
BChOMY CBITI MiAXOJaMHU JIO OI[IHIOBaHHS SKOCTI Ta perjamMeHTarii
B3a€MOBIJTHOCHH MK BUPOOHHMKOM 1 CIIO)KMBayeM IOCHYT, 1[0 Habarato CIpoIye
criBmparlo. [24]

3acTocyBaHHS MDKHApOJAHUX CTaHAApPTIB 3a0e3nedyye €AuHI BHUMOTH, IO
MaloTh 3a/I0BOJIBHATH yCI1X CIIOKMBAYiB, YHUKATH KOH(JIIKTIB Ta HEMOPO3yMiHb.

B Vkpaini gitors cranpaptu JCTY [SO. e HamioHanbH1 CTaHAAPTH, SKUMHU
3anpoBapkeHo crangapta ISO. Homep crammapry ACTY Biamoigae HoOMepy
MbKHapoaHoro crtaumapTy ISO, a pik 3aTBepjKeHHS, BIJMOBIAHO, POKY
3aTBEPKEHHS HalllOHaabHOro ctanaapty. [50]

Ha crorognimuiii g1eHs B YKpaini npoBeaeHHs cepTudikaiii B cuctemi [SO
9000 Ha TWiATPUEMCTBI HE € 000B’s3KOBOMN. [liAmpueMcTBO came BUpIlIye, 4d
noTpiOHa #omy ceptudikamis. Y TOH JKe dYac, IMIANPUEMCTBA MOXKYTh
BIIPOBA/DKyBaTH y cebe Oynb-saki crangaptu cepii [SO, He mpoxoasuu
cepTudikaiiro, mpore e Oyae Julle BHYTPIIIHIA KOHTPOIb, 0€3 OTpUMaHHS

ceprudikary sIKOCTI Ha MPOAYKIIifo adbo mocayry.[48, 49]
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PO3/11 2.

OLHIHKA MEHE/ZKMEHTY AKOCTI HOCJIYTI HA HIAITPUEMCTBI
I'OTEJBHOI'O I'OCITOJAPCTBA

2.1. AHasi3 BHYTPIIIHBOI'0 TA 30BHIIIHBOI0 CEPEAOBHUIIA TOTEJIbHOI0

ninnpuemcrBa «<RAMADA Encore»

RAMADA Encore —cydacHuii 4-0x 31pKOBHUI roTeib, 1m0 OyB BIAKPUTUH Y
2012 pomi. PosramoByerbcst BiH y ['onmociiBcbkomy paiioni wmicti Kuesi, 3a
aapecoro: Cronmuune moce, 103, nmopsg 3 TPL «Apt-momn», TI «/lomochepa» Ta
3’ennanuii 3 TPIl «Atmocdepar.

l'otens 3naxomuthess y 20-u moBepxoBidl OyniBil Ta BKIIOYAaE HOMEPHUUN
dona, pecropanu Ta Oapu, KoHbepeHI-TeHTp, I[BeHT-Xomn Ta 1L10/1000Ba
TpeHaxkepHa 3aja.[51]

Pecropanu Ta Oapu BKIIOYAIOTH y ce0e PECTOpaH Cy4acHOi €BPOIEUCHKOT
kyxHi DK 3 mitHporo Tepacoro, minogob6osuit The Hub Restaurant, pecropan
icmanchkol kyxai Madrid ta 10606i-0ap.

Kondepeni-ientp mnpencrapieHuii 4 BeTUKUMH KOH(epeHI-3aiamMu, 26
KoH(epeHI-KiMHaTaM1, 30HaMH JUIS KaBH-OpelK Ta JlayH)K-30HaMH 3 YCIM
HEOOX1THUM O0JIaTHAHHSIM.

Cranom Ha 2019 pik, B micti KueBi 3aransHuii HOMepHUN (GOHA HaIIdye
ommspro 10 900 HOmepiB, a B kareropii 4* - 3624. HomepHuii hoHA roTEInHOTO
mignpueMmctBa «KRAMADA Encore» ckinagaerscs 3 322 HOMEPIB:

* 257 craHaapTHUX;

* 7 MOKpaleHUX;

* 20 amapTamMeHTIB-CTYi0;

* 33 IBOKIMHATHHUX alapTaMEHTIB,;

* 5 TpUKIMHATHHUX arapTaMEHTIB.
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Ha pucynky 1.1. 300pakeHO CriBBIJHOILIEHHSI HOMEPHOTO (POHY TOTEIBHOTO
mignpuemctea  «RAMADA Encore» no 3araabHOro HoMepHoro ¢GoHIy Ta

HOMEPHOTo (poHIY 4*-X roTenbHUX MiANpueMCTB Micta Kuesa.

97% 92%

M Ramada Encore B Ramada Encore

IHwWi roTeni IHWi roteni

Puc. 2.1. Yactka HOMepHOTO oHAY roTesnbHoro mianpuemctea «KRAMADA
Encore» cepen 3araqbHOr0 HOMEpHOTO (POHAY Ta HOMEpHOTO GoHTY 4*-X
rOTeJIbHUX TianpueMctB micta Kuesa[53, 54]

3 pucynky 2.1. MOXHa 3pOOWTH BHCHOBOK, IO TOTEJIbHE IiIMPUEMCTBO
«RAMADA Encore» cranoButbh 3% Bij 3araipbHOr0 HOMepHOTO (hoHY, Ta 8% BiA
HOMEpHOTO (GOHAY4*-X TroTenbHUX mianpueMcTB Micta KueBa, mo maibke 10
JacTHHA. YPaxoBYIOUH, Mo 4*-X ToTeIpHUX MANpueMcTB y MicTi KueBi 6113bK0
30, MOXXHa BIEBHEHO Ha3BaTth roTenbHy mignpuemctBo «RAMADA Encore»
OJIHUM 3 HaWOUTBIINX.

3oBHIIIHE cepefoBulle rotenbHoro mianpuemctea «RAMADA Encore»
MPEACTaBICHE WOTr0  CIOXKHBAYaMH, TOCTAaYaIbHUKAMH, IOCEPEIHUKAMH,

KOHKYpPEHTaMHU, AEP:KaBHUMHU OpraHamMu Ta (pIHAHCOBO-KPEAUTHUMHU YCTAHOBAMH.



26

Bu3HaueHHs KOHKYPEHTIB MHPOBOAMIIOCS 3a JBOMAa HamlpsMaMmH: 3a MiCIe

po3TamryBaHHsIM rorenpHoro mianpuemctsa «RAMADA Encore» (B paxiyci 10

KM) Ta 3a piBHEM 00ciIyroByBaHHs (4*-X 31pkoBi roteni micra Kuesa). Pesynbratu

3aHeceHi 10 tadawui 2.1.

Tabnuys 2.1.

OcHOBHiI KOHKYpeHTH rorejibHOro nianpuemcrea <KRAMADA Encore»

3a micuem po3ranryBaHHS

3a piBHeM 00CJIyTOBYBAHHS

1. Canaropiii mnapk-roTeinb
«Deodanis»

2. Guest House Festivalnyi

3. Equides Club

Radisson Blu Hotel, Kyiv City Centre

Radisson Blu Hotel, Kyiv Podil City Center

Park Inn by Radisson Kyiv Troyitska

Mercure Kyiv Congress

Holiday Inn — Kyiv

loTenp «Xpemaruk»

loTenp «Ykpaina»

Bontiak Hotel

Sky Loft Hotel by Rixwell

10 Kiev 365 Park Hotel

11.Favor Park Hotel

12.Bratislava Hotel Complex

13.T'orens «Ilomin ITnazax

14.TTapk-rorens «I om0cieBO»

15.CityHotel

16.Greguar Hotel

17.President Hotel

18.Totenp «/{Himpo»

19.bytuk-rorens « BonBuKeHCHKU»

20.Bicak

21.Twin Apart Hotel

22.0novo Dendra Hotel

23.BonApart Hotel

24.Totens «KuiB»

25.Torens «HarmionansHMIDY

26.["oTenbHO-pecTopanHmii  kKomIuieke — «Victoriya
Family»

27.Andasito ['otens Kuis

28.Staro Hotel

©oOoNOOUGThwhNE

3a manumu Tabmuii 2.1. MoXHA 3pOOMTH BUCHOBOK, IO B M&kax 10 kM. Bin

rorenbHoro nianpuemcrsa «RAMADA Encore» BiaCcyTHI rOTenl, 10 SIBISIOTHCS

KOHKYpEHTaMu 3a piBHeM oOciiyroByBaHHAM. [, He 3BakalouM Ha TICHY
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KOHKYypeHI[ito 4*-x 3ipkoBux rotemiB micta Kuema, numie 5 3 28 SBASIOTHCS

roTeasIMA  MDKHapOJHUX MEpex 1

OCHOBHHMMH KOHKYpPCHTaMHU

«RAMADA

Encore»: Radisson Blu Hotel, Kyiv City Center, Radisson Blu Hotel, Kyiv Podil

City Center, Park Inn by Radisson Kyiv Troyitska, Mercure Kyiv Congress,

Holiday Inn-Kyiv.

VY tabnumi 2.2. npoaHali30BaHUN Ta OLIHEHWH 3a 5-TW OaNbHOIO IIKAJIOIO

BILJIMB 30BHIIIHLOTO CEPE/IOBUIIA (CIIOKUBAYIB, OCEPETHUKIB Ta KOHKYPEHTIB) Ha

rorenbHe nianpuemctso «<RAMADA Encore».

Tabruysa 2.2.
BruiuB 30BHIIIHBOI0 Cepel0BHUINA HA roTebHe mignpueMmcreo «<RAMADA
Encore»
MoxauBoOcCTI Crynine 3arposu Crynine,
BILUINBY BILINBY
CnoxuBaui
3pocTaHHS MOMUTY 3MiHa cCMakiB, MoTped Ta
5 BUMOT CITO’KHBa4iB, a TaKOX 4
BISIHHSI MOJIA
BunukanHs TpUXUIBHOCTI 5 PearyBanHsi Ha KOJMBaHHS 4
I1H
[Mo3uTuBHUNA  BIAKIUK HA HemoxnuBicTh
PO3IIUPEHHS  ACOPTHMEHTY 3 BIJICITIIKYBaTH Ta 3
OCITyT 3aJ10BOJIbBHUTH notpebu
CITO’KMBAaYiB
Brume  Ha  croxuBadviB 4
IIUISIXOM PeKJIaMU
IHocepeanuk
3aKIroYeHHS Hecnpusitiusi YMOBH
JIOBTOCTPOKOBHUX  BITHOCHH 3) criBIparti 31 CTOPOHH 3)
criBIIpaIi MOCEPETHUKIB
Crpustinsi YMOBU CkopoyeHHs KUTBKOCT1
CriBmpari 5 HOCGp?I{H.I/IKiB, gKi HaAJIAI0Th 4
HEOOX1TH1 JIS MiAPUEMCTBA
TOBApH Ta MOCTYTH
HanparroBanus 0a3u 30UTbIIIEHHS KUTBKOCTI
MOCEPETHUKIB Ta CTBOPEHHS 4 MOCEPETHUKIB Ha MUISAXY Bif 4

JIOBFOCTPOKOBHUX BIJIHOCHH

BUPOOHMKA JIO MIMPUEMCTBA
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3akinuenns mabauyi 2.2.

MoxauBocTi Crynin, 3arposu Crynine,
BILIUBY BILUIUBY
KonkypenTun
IlossBa HOBHUX TOTEIBHUX ITosiBa HOBHX
MIIPUEMCTB CTUMYITIOE KOHKYPEHTIB IIPU3BOJIUTH
MOCTIMHUI pO3BUTOK PUHKY 3 710 TIOPYLIEHHS CTIMKOCTI 4
HiANPUEMCTBA HA PUHKY
TOTEJIbHUX MOCITYT
[TossBa HOBHUX KOHKYPEHTIB ITosiBa HOBUX
CTUMYITIOE MOCTIMHHI KOHKYPEHTIB IIPU3BOJIUTH
PO3BUTOK Ta BJOCKOHAJICHHS 70 TOCTiiHOT OOpOTHOU
rOTEJILHOTO MiAPUEMCTBA 4 T MOXE 3arpoKyBaTH 3
peryTartii TFOTEJILHOTO
HiAITPUEMCTBA yu
3aJI0BOJICHHIO
CIOKUBAYiB

Ha ocHoBi manux TaGmwuii 2.2. MOXHa 3pOOWTH BHUCHOBOK, IO HAaWOUIBII
BIUTMBOBUMHU (aKTOpamMH BIUIMBY 30BHIIIHBOIO CEPENOBUIA HAa TOTEJIbHE
nignpuemcteo  «RAMADA Encore» € 3pocTaHHS TIONMUTY Ta BHHUKAHHS
NPUXUIBHOCT] CIOXHWBAYiB J0 TOTENBHUX IMOCIYT, JOBTOCTPOKOBI BIAHOCHHH 3
MOCEpeTHUKaMHM Ta HalpaloBaHHS 0a3W TOCTIHHMX IOCEPEIHHMKIB, a TaKOX
HECIIPUATINBI YMOBH CITIBIpAIli 3 HUMH.

Jlns aHami3yBaHHsS BHYTPIINIHBOTO CEPEIOBHUINA TOTEIBHOTO TMIAIPHUEMCTBA
«RAMADA Encore» nmotpiOHO BU3HAUNUTH IOPUIWYHI, (IHAHCOBI Ta TOCIOIAPCHKI

aCMEeKTH MOTro MISUIBHOCTI. XapaKTepUCTUKA IOPUINYHHUX AaCTICKTIB HaBEACHA Yy

Tabmmiti 2.3.
Tabnuys 2.3.
XapakTepucTuka rorejbHoro mianpuemMcrsa «KRAMADA Encore»
ITyHKT XapakTepucTHKa
Hasea IOPUOUUHOT «Xoten Menemxment ['pymn JIJIC»
ocobu (Koxg €IPTIOY 37101111)
Dopma IOPUOUYHOT . : :
ocobu ToBapucTBO 3 OOMEKEHOIO BIMOBIIATBHICTIO
Bxooumuw 0o mepeoici Wyndham Hotel Group
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3akinuenns mabauyi 2.3.

IyHKT

XapakTepucTHKA

Micyesznaxooorcenns
wmaob-Keapmupu mepedici

[apcinini-Tpoi Ximwic, Heto-/lxepci, CILTA

QDopma eracnocmi

Henep:xaBHa BIACHICTh

Jlama peecmpayii Ha punky Ykpainu ¢yunkiionye Ounbme 10 pokis, 3
29.04.2010p.
Buou oisnvnocmi OCHOBHMM BHUJIOM JISUIBHOCTI TOTEJIBHOTO

nianpueMmctBa «RAMADA Encore» € 55.10 IN'oteni Ta
1HII1 Micls TpoXKuBaHHA. J[o 1HIIMX BUIIB TISIIBHOCTI
BIJTHOCSATHCS:

86.10 [isanbHICTH JIIKAPHSIHUX 3aKJIA]IIB

86.90 [H1a AiSUTBHICTE 3 OXOPOHU 3/10POB’ S

96.01 IIpanHs Ta (XiMi4HA) YUCTKA TEKCTUILHUX
BUpPOOIB Ta BUPOOIB 3 XyTpa

47.11 Po3apiOHa TOprieisi B HecHeIiadi30BaHUX
MarauHax IepeBakHa MPOJYKTaMHU XapuyyBaHHS,
BKJIFOYAIOUU HAMO1, Ta TIOTIOHOBUMHU BHPOOAMHU

56.10 Pectopanu Ta TOCAYrH 3 JOCTaBKHU
MPOJYKTIB XapuyBaHHS

56.30 Ilomaua HaTOIB

35.30 Cucremn roaayi
KOH/IMIIOHYBaHHS MOBITPsL. [52]

napy Ta

Jlupexmop

Hikomaenko Tamapa I'eopriiBaa 3 01.08.2018p.

Kinyesuii  b6enegiyiapnutl
BNIACHUK

bypsik JImutpo ApkamiiioBuu

Posmi CmamymHoz20
WP Y 2 000 000,00 rpH.
Kanimauy
3acnoenuxu  wpuduunoi | ITAT «3akputuit HeaudepeHcnpiKoBaHUN BEHUYPHUN
ocobu KOPIOPAaTUBHUN 1HBECTHIIINHUN (OHI «ABEpax» -

10%

TOB «IaBecTMeHT MeHeHKMEHT rpym» - 90%

Ha pucynky 2.2.

300paKEHO OpraHizaiiiiHy CTPYKTypy TOTEIHHOTO

mignpuemctBa «KRAMADA Encore».

Bigmin xoHTpomo sikocTi rorenpHoro mimnpueMcrBa «RAMADA Encorex»

BXOJHUTH JI0 JEMapTaMEHTy 3 PO3BUTKY OI3HECY 1 OYOIIOEThCS HAdaIbHUKOM

BIJILTY 3 KOHTPOJTIO SIKOCTI.
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T'enepansHuil
MeHemHep
AcHCTEeHT o
Omnepaminni
TeHEpaNEHOTO
P MeHemHep
MEHEEEDA
TenapTaMeHT lenmapTaMeHT MemapTaMeHT 3
.. . HAenap Aenap HenapTaMenT Aenap
AnminicTpania KoH{ epentl- HOMEPHOTO . i PO3BUTEY
. I Ta Hamoie . ’
cepeicy pormy BizHecy
.. Kordepenn- Cny#ba Bigmin Bignin 3
F BiOmin sakyImok — dep iy || i Ul
- KOOpAHHATOpH| [— TOpHiAoMY Ta DaHKeTHHTY —{  pozEmTKY
poaMimenna BizHecy
JenapTaMeHT 3 Kondepenn- Bigmin
|| yopaeninna cepeic -1 Xavcrmar — xombepenn- Bigpin
MepCOHATOM CEepEiCY Op OHHOEAHHHA
- 5 || Binogin
; - L -ciyxba .. ..
@ iHancoEHil : Op OHIOEaHHA Binmin Bingoin
IOenap TAMeHT 0 OCIYTOBYEaSHHS poIaEy
Binmin =
immi - eEcIIyaTai . —
Binman yaTan Bigpin Bigmin
I HOMEpiE - .
ﬁ}xranre?cmom ep — npuSupann MapKeTHHTY
0 OmiKy RaAPLOBOTO
—  IlpaneH=a onmoxy ..
Binmi - Binnin
1AL 3 '~ KoHTpomo
MaTepiansHo- . . :
rexe}?quoro | | Caymba Tonoeruil nex 3 ARoCT
Gezmern — IpHTOTYEaHHA
zabesnedeHHa -
CTpae
Bigmin 3
MaTepiansHo-
< TexmiyHOTO
zaDeznedeHHA

Puc. 2.2. Opranizariiitna cTpykTypa rotenbHoro manpuemctsa «<RAMADA
Encore»

diHaHCOBI acMeKTH JIIIBHOCTI ToTeiabHOro mignmpuemcrBa «RAMADA

Encore» naBeneHi B Tabimii 2.4. Ha OCHOBI pigyHOTO (hiHAHCOBOTO 3BiTY 32 2017-

2019 pp.
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Tabnuys 2.4.

®dinaHCcoBa AIILHOCTI roTejibHOro mignpuemcrea «KRAMADA Encore»

Ilepion Binxunenns 2018 /2019
IToka3Huk 2017 2018 2019 AOcoiroTHE, BII[P(I)OCHC,
TUC. TPH %
Yuctuili  m0ox1ig  BIX
peajibatiit — HpOAYKIIL | 455 060 | 168 021 | 157 267 | - 10 754 -6
(mosapis, pooim,
nocnye)
Co0biBapTiCTh
PCATISOBANOL HPOAYKIIL | 107 394 | 92 243 | 92 855 612 1
(mosapis, pobim,
nocnye)
Banosuit mpubyTox 47737 | 75778 | 64 412 - 11 365 -15
Trmm ONCPAIHL | 60253 | 57543 | 81617 | 24 074 42
J0XO0/I1
AMIHICTPATHER] 14968 | 17060 | 16713 | - 347 2
BUTPATH
Butparu Ha 30yT 13211 | 9107 5019 -4 087 -45
— OHEPAIIHL | 88607 | 71159 | 4884 | -66276 -93
BUTPATH
diHaHCOBHUI pe3yJbTaT
BIJI omepariiiaoi | -8 795 | 35995 | 119413 83419 232
TISUTBHOCTI
Iamri dinancosi goxoam | 432 788 | 411 708 | 216 011 | - 195 698 -48
=111 10XO0 11 269 066 | 228 720 | 263 925 35 205 15
diHaHCOB1 BUTpATH 2851 | 65486 | 57 247 - 8 239 -13
[HII1i BUTpaTH 206 098 | 170 964 | 166 924 -4 040 -2
duetiit — ginaucosuit | yay 109 | 439 973 | 375178 | - 64 795 -15
puOyTOK

3 tabmumi 2.4. BuaHo, mo B 2019 pori, mopiBHsHO 3 2018 yncThii 10Xim Big

peamizanii mpoaykiii 3mMeHmmBcs Ha 6% (10 754 Tuc. TpH), Tak SK 3MEHIIIIACA 1

co0iBapTICTh TPOAYKINi BIAHOCHO YHUCTOTO JOXOAy 3a MuHynui pik. [Iporte

mignpueMcTBo 'y 2019 pomi oTpuMano OUIBIIMEM J0XiM Bi JTOJATKOBUX BHJIIB

IISTTBHOCTI.

Y 2017 Ta 2018 pokax BimOymacsi peoprasizailisi OCHOBHHX 3acO0iB, IO

JI03BOJIUJIO CKOPOTUTH 1HIIT omepauiiai Butpatu y 2019 pomi. I 3a paxyHok

3MEHIIEHHS BUTPAT MIANPUEMCTBO MIABUINWIO CBIA (P IHAHCOBUU pe3ysibTaT BiA

omnepaniiHoi AiJIbHOCTI.




32

VY 3B’sa3Ky 31 30UIBIIEHHSM BUTpPAaT y MHHYJIHMX pOKax, MOB’SI3aHUX 3
BKJIaJJaHHSIM TPOLIOBUX KOLITIB y peopranizaiito, y 2019 poui CKOpoTHIUCS 1HII
(p1HAHCOBI 10XO/JH, 3@ PAXyHOK YOI'0 3MEHILUBCS 1 YUCTUM (PIHAHCOBUIA pe3ysbTat
3a 2019 pik.

AnanizyBaHHsS  (PIHAHCOBO-TOCIOAAPCHKOT  MISJIBHOCTI — MOKa3ajo,  IIO
HIAIPUEMCTBO MOCTIHHO MPALIOE€ B HAPAMKY ONTUMI3allli BUTPAT.

BaxnuBoo yMOBOI0O JUIsl  aHaji3yBaHHS BHYTPIIIHBOIO CEPEJIOBHUINA
rorenbHoro mianpuemcta «RAMADA Encore» € BuU3HA4Y€HHS CUJIBHUX,
HeWTpanpHUX Ta ciadkux ctopin (SNW-anani3), moxxiuBoctel ta 3arpo3 (SWOT-
anani3). CUIIbHI CTOPOHU — 1I€ KOHKYPEHTHI MepeBaru MiAnpueMCTBa, 10 BUILISIE
JaHUW roTeNb 3-MOMDK IHIIMX HA PUHKY TOTEIBHUX MOCHYr YKpaiHu Ta MicTa
Kuesa. HeiitpanbHi CTOpOHM — cepeHbO pUHKOBHI cTaH. CiiabKi CTOPOHH — 1I€ Te,
Ha IO BapTO 3BEPHYTH YBaru, 3aJJIsl MiJIBUIIEHHA KOHKYPEHTOCIIPOMOMXHOCTI.
MO>KIHMBOCTI Ta 3arpO3U OKPECIIOI0Th CHPUATINBI Ta HECHPUATINBI YUHHHUKH, 1110
MO’KYTh 3arp0o>KyBaTd poOOT1 NIANPUEMCTBA, CTPUMYBATH PO3BUTOK a00 SBISATUCS
(akTOpOM sl HOrO 3pOCTAaHHS Ta MPOLBITAHHS.

SNW-anaini3 TOTEJILHOTO MiIIPUEMCTBA «RAMADA Encore»

npeacTaBiIeHui y Tabnmii 2.5.

Tabnuys 2.5.
SNW -anani3 roreabnoro nianpuemcresa «RAMADA Encore»
Ne ni/n| ITapameTpu AifAIBHOCTI | S| N|[W
TI'ocnnopapcbka MislJIbHICTD NIANPUEMCTBA
1. Opranizanis miaHyBaHHS 8
2. PiBeHb TEXHIYHOT OCHAII[EHOCTI 6
3. ACOpPTHMEHT MPOYKIIii Ta MOCITYT 6
4, Ctpaterist pO3BUTKY IiIPHUEMCTBA 3
MapkeTHHIoBa TiAJILHICTD
d. Opranizaiiiss MApKeTUHTY Ha MiIPUEMCTBI 3
6. IMipK TiagnprueMCcTBA 5
/. [adpopmarriitne 3a6e3medeHHs 6
8. TeputopianbHe po3TanryBaHHs 3
Q. OpieHTalriga Ha CIo)KuBaya 2
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3akinuennus maobauyi 2.5.

dinancoBa JiJIbLHICTL

10. | di”aHCcOBa CTIMKICTh NIJIPHEMCTBA 4
11. | O6csru peanizanii 4
12. | IliHOBa momiTHKA 8
Kajnpose 3a0e3neueHHst
13. | YucenbHICTh NEPCOHATY 3
14. | Kamidikarist nepcoHany 4
15. | HaByanHs nepcoHany 9
16. | MoTuBailisi i CTUMYJIFOBAaHHS IEPCOHAITY 9
17. | Ominka sikocTi poOOTH EPCOHATY 6
18. | IlnuHHICTH KaApiB 5
YmoBHM npaui
19. | Ilcuxonoriyauii KiaimMaT y KOJEKTUBI 6
20. | 3apoOiTHa miaTa 7
21. ComlaJIbHU# TaKeT 7

3rigHo Tabnuii 2.5. MOXHa 3pOOUTH BUCHOBOK, IO MIANPUEMCTBO B IJIOMY,

(GYHKITIOHY€E YCITIIIHO, 1 €IUHOI0 CIA0KOK CTOPOHOK € HOro pO3TalllyBaHHS, B

CTOPOH1 BiJl IEHTPY MICTa Ta BHUJATHUX IaM ATOK, a Cepe] CHWIbHUX CTOpIH —

KaJipoBe 3a0€3MeUeHHs Ta opraHizalliiHa JIisUTbHICTb.

SWOT -ananiz rorensHoro mianpueMctea «KRAMADA Encore» naBeaenuii y

TadJmii 2.6.
Tabauys 2.6.
SWOT-anadi3 roresibHoro mignpuemcrea <KRAMADA Encore»
Strengths Weaknesses
(Cunvni cmoponu) (Cnaoki cmoponu)

1. SBnserbcs  wactuHOO — Mepexi | 1. PosramryBanns (comens
roreniB Wyndham Hotel Group posmawiogyemocss 6 34 km 810
(CIIIA) aeponopmy bopucnine ma 6 16 km

2. Po3BuneHa iH}pacTpykTypa 8i0 yenmpy micma Kuis)
(hassnicmv  enacuux — pecmopanis, | 2. HemocraTHICTB podeciiftHo
Cha-cajomy, Gimnec-yenmpy, MiATOTOBJICHUX KajpiB B ramysi
asmonapky ma ix.) TypU3My

3. IlIupokwuii acCOPTUMEHT MOCTYT

4. CropusTIMBUN IM1ITK

5. MoXJIHUBICTD MPOBEACHHS

KOH(EepeHIlii, KOHrpeciB, OAHKETIB 1
T.A. (Haseuicmov 16 xoughepeny-3anie
3 yCimM He0OXIOHUM 0OJIAOHAHHAM,)
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3akinuenns mabauyi 2.6.

Weaknesses
(Cnaoki cmoponu)

Strengths
(Cunvni cmoponu)

6. CxoopauHoBana  po0Oora  ycCix
CITY>0 TOTeIo

7. TlpoBenenns MOCTIHHUX
MapKETUHTOBUX JOCIIIKEHb

8. InnuBigyanbHUI MIIX1T hi e}
KOKHOT'O TOCTSI

9. llocTifiHe  MIABUIIEHHS  pIBHSA

KBatidikallii nepcoHany
10.Po3ranryBaHHsl MOpsig 3 BETUKUMHU
TOPrOBEJIbHO-PO3BAXKATBHUMU
LHEHTPaMH
11.Tpancdep

Opportunities Treats
(Mostcnusocmi) (3azposu)
1. IligBumenns piBHs kBamidikamii | 1. HecraOinpHicTh €KOHOMIYHO1

2. TlpoBeneHHst peopraHizartii EninemMionoriuna cutyaliiss y CBITi

3. IligBuIlIEHHS SKOCT1 MOCTYT (3axpumi KOpOOHU, IOCYMHE agia-

4. 3pocTarounii PHUHOK Oi3Hec- CNONYYEeHHS ~ HA  HeBU3HAYeHULl
TypU3MY mepmiHn)

BCHOT'O TIEPCOHATY

cuTyalii B KpaiHi

3. TlagiaHs 00’emy peamizaiii mociIyr
y 3B’S3Ky 3 KapaHTMHOM Ta
eM1EM10JIOTIYHO0 CUTYAIIEI0

4. 3MiHU B IPAaBOBOMY 3aKOHO/ABCTBI

2.2. OuiHka piBHA SAKOCTI MOCJYT rorejabHoro mianpuemcrea «<RAMADA

Encore»

Bix sxocTi mocayr 3aleXuTh 3aJI0BOJICHICTh CIIOXKHMBada ITiJl 9ac Ta IiCII

nepeOyBaHHS y TOTEIBHOMY MIANPUEMCTBI, MO Yy 3aMOPYKOK  YCHiXy
dbyHKI1IOHYBaHHS Oi3HECY. Bim 1[poro 3amexuTh IMITK, pemyTallis MiAmpueEMCTBA,
Ta KOr0 JOXOJU.

SIKiCTh TOTETBHUX TOCIYT HE OOMEKYETHCS JIUIIE TOTPUMAHHSIM CTaHIAPTIB,
a ¥ BkIOYyae B ceOe BU3HAUECHHS Ta 3aJIOBOJIEHHS NOTpeO Ta OUIKyBaHb
CIOKMBAYIB Ha BCIX CTaJisiX OOCIYroByBaHHsSI Ta Il 4Yac YCiX MpPOIECIB Ha

MIIIPUEMCTBI. A OCTaHHIM 4acoM SIKICTh HaJaHHS MOCIYT CTaja BU3HAYATHCS IIIe
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W ix OesmeuHicTIO, 10, Hapasi, SBIAETbCS OCHOBHUM  YHUHHUKOM
KOHKYPEHTOCIIPOMOKHOCTI TOTEIBHUX MIANPUEMCTB.

SIKICTh TOTEABHUX MOCIYT 3aJEKHUTh Bl 00 €KTHUBHUX, CyO €KTHBHHX Ta
cnenupiyHuX (aKkTopiB:

e OO’exkTUBHI (aKTOpPH XapaKTEpU3YIOThCS CTAHOM MaTepiajibHO-
TEXHIYHO1 0a3U rOTEJIHHOTO MIAIPUEMCTBA;

e Cy0O’exTuBHI (hakTOpH 3aynexarb Big KBajidikamii, IOCBIAY Ta
KOMIIETEHTHOCTI MEPCOHATY, KOPIIOPATUBHOI KYJIbTYpH;

e Cnenudiuni pakropu: atmocdepa, KOMPOpT 1 T.1.

['onoBHUM (pakTOpOM, 3BUYAIHO, € TIEPCOHAI, XO4Ya BiH CHIIBHO 3aJICKUTH Bijl
MaTepialbHO-TEXHIYHOrO 3a0e3mneucHHs. [56]

Jlns  OLiHIOBaHHS PIBHSA  SKOCTI TOCIYr TOTEIBHOTO  MIAIMPHUEMCTBA
«RAMADA Encore» BHUKOPUCTOBYIOTHCSI ~ ONWTYBaHHS  CIIOKHUBAayiB, JI€&
BiJIBITyBaYiB MPOCITH OIIHUTH SKICTh TISJTIBHOCTI TOTEJIBHOTO MiNMPUEMCTBO 3a 5-
TH OaJbHOIO IIKAJOK, CKJIAJEHWM Ha OCHOBI BHIIENEpepaxoBaHUX (akTopiB

AKOCT1. 3pa30K aHKETW i ONMUTyBaHHS 300paxkenuit y onmatky b. Pesynbratu

4,2

JAHOTO ONUTYBAHHS CIIOKMBAYIB MPEICTaBICH]I HA PUCYHKY 2.3.
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Puc. 2.3. Ouinka sikocti nocayr rotensHoro nignpuemctsa «KRAMADA Encore»
Ha OCHOBI1 aHKETYBaHHSI CIIO’)KMBaviB
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3a pe3yibTaTaMHM OLIHIOBAHHS SKOCTI MOCHYT TOTEJIBHOTO MHIANPUEMCTBA
«RAMADA Encore» Ha OCHOBI aHKETYBaHHs CIOKHMBayiB, MOKHa 3pOOUTH
BHCHOBOK, II0O B LUJIOMY CIIOXKHBadl 3aJ0BOJIEHI SIKICTIO MOCIYI TOTEIbHOIO
MIJNPUEMCTBA 1 CEpeAHs OIL[IHKAa JAHOTO OL[IHIOBaHHA — 4,4 0anu 3 5 MOXKIUBUX.
HaiiBuiie crnoxuBadi OmiHIOIOTE atMocdepy 3akiaany ta KoMpopT, HAUHMKYIE —
3a0€e3Me4YeHICTh HOMEpIB. 3 YOro MOXHa 3pOOMTH BHCHOBOK, IO B TOTEII
npualIsieTbcss Oulblna yBara crneuudiyHuM ¢dakrtopaM, 110 HaOUIbII
3amaM’ sITOBYIOThCS CTIOKMBAaYaMH, HIXK 00’ EKTHBHUM.

Pe3ynprati gaHOrO OMUTYBaHHS MOCTIMHO aHANI3YIOTHCS BIJIIIOM SIKOCTI
rorenbHoro mignpuemctsa «RAMADA  Encore» 3aans  KoOHTponro — Ta
MOKpaIeHHsI pOOOTH MIAMPUEMCTBA Ta CUCTEMH YIIPABJIIHHS SIKICTIO.

Ha ocHOBi maHOi aHKETHM Ta pE3yJIbTaTiB MPOBEJCHUX OIHUTYBaHb OYIIO
po3pobsieH0 «BYyIWHOK SIKOCTI», SKHHW JEMOHCTPYE B3a€EMO3B 30K BHUMOT
CIOXKHMBaYiB 3 (haKTOpamu SIKOCT1, a TAKOXK MOPIBHIOE SKICTh HAJAHHS TOTEJIHHUX
nocnyr mignpuemctBoM «RAMADA  Encore» Ta #oro OCHOBHHMHU
KOHKYPEHTaMH.

JlaHa KOHIENIliSi 3aCTOCOBYETHCS TMEPEBAXXKHO JUISI MOHITOPHHTY Ta
MOKpAIleHHs BHYTPIIIHIX Ta 30BHINIHIX IPOIECIB BHPOOHUIITBA Ta HAJIaHHS
MOCJIYT, HIK SKOCT1 caMOi OCIIyTH.

['omoBHOIO IepeBaror naHo1 KOHIIETTL1] SIBJISIETHCS MOLIYK
HEBIIMOBITHOCTEH MiK BUMOTaMHM CITOKHBAYiB Ta MOXKJINBOCTSIMH IIIIPUEMCTBA,
0 OCOOJWBO BAXJIMBO JJIi THX KOMIIaHIM, 10 TMOBHICTIO OpIEHTOBaHI Ha
CIOXKMBaya

«bynuHoK sKOCTI» JIs ToTenpHoro mimmpuemctBa «RAMADA Encore»

pO3po0OIICHMI Ta 300pakKeHHI Ha PUCYHKY 2.4.
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Puc. 2.4. «bynunok sxocTi» rorenasHoro mianpuemctsa «KRAMADA Encore

3a pe3ynbTaTamMu MPOBEEHOTO AOCTIKEHHS Ta MO0y 10BU «ByIUHKY SIKOCTI»
rorenpHOro mignpuemctea «\RAMADA Encore», MokHa 3p0OUTH BHCHOBOK, IIIO
HaWOLIBIT BaroMi BUMOTH CIIOKMBAYiB (4UCTOTA, OE3MEUYHICTh, KOM(POPTHI YMOBH
MIPOXKMBAHHSI, OTIEPATUBHICTh HAJAHHS TIOCIYT Ta HASBHICTH JIOAATKOBUX TIOCIYT)
3anmexaTh, B OUTBIII Mipi, Big KBamidikarii Ta KOMIIETEHTHOCTI TMEPCOHAIY,
oprasizaiiii poOOTH TiANMPUEMCTBA Ta BUKOPUCTAHHS CTAHIAPTIB Y BIAMOBIIHICTH
710 BUMOT 3aKOHOJIaBCTBA.

Takox BapTO 3a3HAYNTH, IO 32 PE3yIbTATAMU MOPIBHIHHS SKOCTI TOTEIHBHUX

nocayr mnianpuemctsa «KRAMADA Encore» Ta #oro KOHKYpEHTIB, Ha OCHOBI
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OIIIHOK Ta BIATYKIB CriOXHBaviB Ha caiti Booking.com [55], <RAMADA Encore»

OTPUMYE CEpEeIHIO OIIHKY 4 Oayu, B TOW 4ac sk Horo koHKypeHTn: Radisson Blu
Hotel — 4,4 6anwm, Park Inn by Radisson — 3,8 6auis, Mercure Kyiv Congress Hotel
— 4,6 6amis, Holiday Inn — Kyiv — 4,2 0amu. Maiike HaiiHM)K4Ya OIIHKA SKOCTI
rorenabHux nocayr y «KRAMADA Encore» cepen Horo oCHOBHUX KOHKYPEHTIB J1a€
MiZCTaBy TOBOPUTH MpPO T€, 110 JaHE MUTAaHHA MOTpedye yBaru Ta mporpamu Jin
JUISL TIOKpAIlleHHSl PEe3yJIbTaTiB, 3a/JI1 MiJBUIICHHS KOHKYPEHTOCIPOMOKHOCTI
NiANpUEMCTBA Ta €(PEKTUBHOIO (PYHKI[IOHYBaHHS Ha PUHKY TOTEIBHUX IMOCIYT

Mmicta KueBa Ha piBHS 3 IHIIMMU TOTESIMU.

2.3. AHaJti3 CHCTEeMH MEHEIKMEHTY SIKOCTI rOTeJILHOr0 MiINPUEMCTBA

«RAMADA Encore»

Ha 2019 pix y cBiTi HapaxoByeThcsa Onu3bko 1 073 500 rorenmiB, 3 SKHX
ceptudikonani gumie 402 933. Ha pucyHky 2.5. 300pakeHO J0J11 PETiOHIB CBITY B

3arajibHii KITBKOCTI CEPTH(IKOBAHUX TOTEIIB.

Adpuxa ABcrpanis Ta OxeaHist
[1x., Hentp. Amepuka 4% 3%
ta Kapubu
6%
ITn. Amepuxa
13%
€Bpona

51%

A3sis
23%

Puc. 2.5. Perionu cBiTy 3a nonero cepTuikoBaHUX TOTETIB

3rigHO puCyHKY 2.5., HaWOUIbIIa KUIBKICTh CEepPTHU(IKOBAHUX TOTEIIB

3HaxomuThes y €Bporri (51%), Azii (23%) Ta IliBriuniii Amepurti (13%). Ixepemno



39

BoldData moBimomiisie, mo HaiOUIbIIA KUTBKICTH CepTU(IKOBAHUX TOTENIB Y
€Bponi 3HaxoauTthes B Itamnii — Tyt ix 32 803.

Sxuo nopiBHIOBaTH 3 YKpainoto, To B niepion 3 2010 mo 2018 pik B YkpaiHi
KUIBKICTh TOTEJIIB CKOpoTUiiacs Maibxe Ha 18,8% 1 Ha kiHenps 2018 poky 3aranpHa
KUIBbKICTBh roTeiB B Ykpaini ctaHoButh 8 203[57]. 3HmKeHHS 4uciIa TOTENIB B
VYkpaiti B 111 pOKH OB’ A3aHe 3 MIAMHUCAHHAIM YTOJIM MPO acoliallito MK YKpaiHOwO
ta EC, Tak sk OUIBIIICTh HAIIOHAJLHUX TOTENIB HE 3MO31 KOHKYpyBaTH 3
€BPOTCHCHKUMU. | JHMIle MiABUINCHHS PIBHS SKOCTI YKPaiHCBKUX TOTEIBHUX
MOCITYT 70 €BPOICUCHKOTO pIiBHS, JEpKaBHA IMJATPUMKAa Ta IPUBEICHHS
HAI[IOHAJIbHUX CTAaHJAPTIB /10 MIDKHApPOJHOIO PIBHS, MIABUIIECHHS KBaiiikarlii
KaJpiB y LIk cdepl HaIacTh MOMIMUBICTh YKPAIHCHKUM TOTENSIM KOHKYPYBaTH 3
€BPOIECHCHKUMHU.

lorensne minmpuemctBo «RAMADA Encore» ceptudikoBaHe B cUCTEMI
mibxHapoaHux cranmaptiB 1SO cepii 9001:2015 «Cuctemu ympaBiiHHS SKICTIO.
Bumoru», roioBHOIO METOIO SIKOI € JOCSITHEHHS CTaJIoT0 YCHIXy, 3a paxXyHOK
MOCTIMHOTO aHAJII3yBaHHsI, TOJIIIIIEHHS Ta ONTUMI3aIlii YCiX MPOIIECIB AISUIBHOCTI.

Cucrema MEHEIHKMEHTY SIKOCT1 CIPHSE 3aJI0BOJICHHIO BHUMOT Ta OYiKyBaHb
CIIO’KMBAYIB, a TAKOXK 3axXMINAE 1HTEpecH mianpueMcTBa. BoHa opieHTOBaHa SK Ha
MOTIEPE/DKCHHS BUHUKHEHHSI TIPOo0JIeM Ta HEBIJMOBIIHOCTEH, TaK 1 Ha ONepaTUBHE
pearyBaHHs, KOPUT'YBaHHS Ta 3aMo0iraHHs M IICIs BAHUKHCHHS.

Cucrema MEHEIKMEHTY SKOCTI TrotenbHOro mignpuemctBa «RAMADA
Encore» po3moBCIOKYEThCSI HA BCl MOCIYTHM IO MPOIMOHYE MIANPUEMCTBA Ta
OXOIUTIOE TIPAKTHYHO YC1 BHJAM JISTIBHOCTI Ta Oi3Hec-mpouecn. Cucrema
(GYHKITIOHYE K CYKYNHICTh B3a€MONOB’SI3aHMX TPOLIECIB  YIPaBIiHCHKOI
TISTTBHOCTI KEPIBHUITBA Ta 3a0€3MeUEHHS peCypCaMH.

VYrpasniaas BinOyBaerwbcs y BimamoBigHocTi 3 Bumoramu 1SO 9001:2015, a
takok «HacranoBoto 3 skocti», «[lomtukoro 3 skocti» IIpomemypamu,
[Iporpamamu Ta [HCTpyKIIsSIMU.

SkicTh HaJaHHS TOCIYT 3aJIeKUTh, MEPIl 3a BCE, BiJ PIBHS KBamidikamii

MepcoHaty, a BXe MOTIM BiJl opraHizaiii poOOTH CUCTEMHU Ta SIKOCTI MaTeplajabHO-
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TexHIyHOro 3a0e3neuyeHHs. [Iporiecu, 110 BUKOPUCTOBYE TOTEIbHE MIAMPUEMCTBO
«RAMADA Encore» aiig BIUIMBY Ha IKICTh IOCIYT 3a3HadyeH1 B Tabnuuui 2.7.
Tabnuys 2.7.
BruinBaHHs npoueciB Ha AAKICTH MOCJIYT TOTEJIbHOI0 MiNPUEMCTBA

«RAMADA Encore»

IIpouecu XapaKTepucTuKa

JaCTHMHA MEHEKMEHTY SKOCTIi, 1[0 HaIlpaBlicHa Ha
BCTAHOBJICHHS IIUIE B o0OjacTl sikocTl. Bu3Haudae
[TnanyBaHHS SKOCTI HEOOXIJIHI TPOLIECH >KUTTEBOTO LUKy MOCIYTH Ta
BIJIMOB1JIHI peCypCH JJIs TOCATHEHHS 1IIeH B 00J1acTi
SIKOCTI.

JacTHMHA MEHE/DKMEHTY SIKOCTI, SIKa HalpaBJICHa Ha
[TinTprMaHHS SKOCTI CTBOPEHHS ~ yMOB  JiI1  BUKOHaHHS  BUMOT
MEHEJPKMEHTY SIKOCTI Ta IiJIeH B 00J1aCT1 SIKOCT1
JaCcTMHA MEHEPKMCHTY SIKOCTI, [0 HaIpaBjcHa Ha
OyHKITIOHYBaHHS BUKOHAHHS BHMOT MCHEJDKMEHTY SIKOCTI Ta IICH B
0071aCTI IKOCTI

YacTHHA MEHE/DKMEHTY SKOCTi, 1[0 HalpaBjieHa Ha
BIJICTIITKOBYBaHHS CTaHy Ta CBOEYACHOTO 3/IIMCHEHHS
KOPUTYBIBHUX Ta 3aMO0DKHUX JIH JUIS JOCSITHEHHS
3aIIaHOBAaHUX pe3yJbTaTiB Ta IIOCTIMHOTO
TIOJTIMIIICHHS TTPOIIECIB.

JacTHHA MEHE/DKMEHTY SKOCTI, 1[0 HalpaBiicHa Ha
[Momimmrenus MTOKpaIeHHS 31aTHOCTI BUKOHAHHS BUMOT
MEHEJDKMEHTY SIKOCTI Ta IijIel B 00J1aCTi IKOCT1

O1iHKa I1€BOCTI
(AnHamizyBaHH:)

OCHOBHUMHU TPUHIHUIIAMA CUCTEMU MEHEIPKMEHTY SKOCTI TOTEIHHOTO
mignpueMctBa «KRAMADA Encore» sBiasroThCs:

e VYcix mpoOjeM Ta HEBIAMOBIMHOCTEH MOXHA YHUKHYTH abo im
3aI100IrTH;

e VYcs poboTa Mae BUKOHYBATHCS y BIATIOBITHOCTI O TEXHIKK O€3MEKH
Ta ABJISITACS OE3MEYHOIO I YCiX YYaCHHUKIB IIPOIECY;

e [lepen momyckom 10 poOOTH, yBECh IEPCOHAT MA€ MMPOUTH HABYAHHS, Y
TOMY YHCII 3 SIKOCTI;

e Bech mnepcoHan wmae OyTH 3alydyeHUW JO TMPOLECIB CUCTEMHU

MEHEKMEHTY SIKOCT;
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e [locTiiiHe 3aICHEHHS HAaBYaHHS IMEPCOHATy IIOJO0 CHUCTEMHU
MEHEI)KMEHTY SIKOCTI;

e 3HaHHA KOXHUM cmiBpoOiTHUKIB «IlomiTuku 3 gxocti» Ta «Llineit 3
SAKOCTI» 3aJJ151 YCBIIOMJIEHHS CBO€ET MPUUYETHOCTI Ta peasizalii;

e PamnioHanbHE BUKOPUCTaHHS PECYPCIB;

e CucTeMHMI MiAX1J Ta MiAX1J 3aCHOBAaHUM Ha yIpaBiIiHHI pU3MKaMU Ta
MO>KJTUBOCTSIMU;

e JlizepcTBO KEpIBHUIITBA;

e [locTiiiHe moKpaleHHs.

BaxxmBoI0 4acTUHOIO yCHIIHOTO ()YHKIIOHYBAaHHS CUCTEMHU MEHEIKMEHTY
AKOCT1 SIBJISIETHCS JIOKYMEHTYBaHHSI YCIX €TamiB Ta MpoIeciB MisiibHOCTL. [l
ILOTO Ha MIANPHUEMCTBI po3polieHa 4-u piBHEBa CUCTeMa JIOKYMEHTYBaHHS, IO
BiJIoOpakeHa y Tabmuili 2.8.

Ha mignmpueMcTBI Tako)X HasBHE OI[IHIOBAaHHA CHCTEMHU JOKyMEHTaIlil
MEHE/IKMEHTY SIKOCTI, sIK€ B1IOYBAa€ThCs 3a JOMOMOIOK aHKETH JUJIS OL[IHKH, IO
HaBeneHa y Jlonarky B.

Tabnuys 2.8.
CucreMa 10KyMeHTAIlil MEHEIKMEHTY SIKOCTi rOTeJIbHOTO MiAMPUEMCTBA

«RAMADA Encore» Ta il ouinka

Buja 1okymeHTiB | XapaKTepucTHKA | BinnoBigajabHiCTh \ Ouinka
I piBeHb
Busnauae CUCTEMY Bume
MEHEIKMEHTY SIKOCTI KEPIBHUIITBO
. MAIIPHUEMCTBA 1 OITHCYE MAIIPHUEMCTBA
ITomiTuka B AP ) Y AP 5 ’
) . | OCHOBH1 TPUHIIAIIH KEPIBHUKH
00nacti AkocTi oprauizari Ta CTPYKTYPHUX 4
Hacranosa 3 P i : p Y yp }
AKOCTI (GYHKIIIOHYBaHHS  IPOIIECIB, iAPO3ALTIB,
IpoIEyD, €JIEMEHTIB CIOKMBayYl Ta
CUCTEMU MCHEDKMCHTY 3aIfiKaBJIeH1

STKOCTI. CTOPOHHU
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3akinuenns mabauyi 2.8.

Bupa 1okymeHriB ‘ XapakTepucTHuKa ‘ BinnoBigaabHicTh ‘ Ouinka ‘
I1 piBenb
Ornnc HOPSIKY poOir,
[Ipouenypwu, BIJINIOB1AAJIBHOCTI Ta
[Iporpamu ta MOBHOBXKCHHSI sl peaizailii
Metonuku OCHOBHMX BHUMOT CTaHIApTy [Timpo3ainu 5
CUCTEMU CUCTEMU MEHEDKMEHTY |  MiANpPHEMCTBA
MEHEDKMEHTY | IKOCT1, OOpMIIEHI Yy BUIJISIAI
AKOCTI CTaH/AapTIB MIJIPUEMCTBA
CMK.
I1I piBeHb
BC1 JIOKYMEHTH, HEOOXIIHI
Hopmarusna Ta oL AOKY ’ 8
: HiANPUEMCTBY ISt
TEXHIYHA
. 3a0e3neueHHs
JTOKYMEHTAIIisI
PE3yIBTATUBHOTO
CTOCOBHO
IIJIJAHYBaHHS, Ilepconan
MEHE[KMEHTY . . 5
: (GyHKIIiIFOBaHHS Ta HiAPUEMCTBA
SIKOCTI, a TAKOX .
DU KOHTPOJIFOBAaHHS CBOiX -
oprasizartiiiHo- .
.. . | HOpMaTHMBHa, TEXHIYHA Ta
po3nopsiayl Ta 1HII .
. | opranizamiiHo-po3nopsaya
JOKYMEHTH 3 SIKOCTI . .
Ta 1HIIA JOKYMEHTAIlisl.
IV piBenb
00JIIKOBO-3BITHA
3anucu CUCTEMU | JOKYMEHTAISl - KypHaJH,
MEHEIKMEHTY aKTH, MPOTOKOJH, 3BITH Ta 4
SIKOCT1 iHme. Jlokasu TOro, o
HiAIPUEMCTBA BCTAaHOBJIEH] BUMOTH
BUKOHAHI
HokymenTamiss Ha rotenbHOMY mignpuemctsi  «RAMADA  Encore»

po3po0IieHa, 3aTBepKEHA, BIPOBAHKEHA Ta MIATPUMYETHCS B poOOUYOMY CTaHI

3rigHo 3 «HacTaHOBOIO 3 IKOCTI», 110 BKIIIOYACE:

HiAIPUEMCTBI

«RAMADA Encorey,

OOTpYyHTYBaHHS BUKIIFOUCHHS;

OO6macTh 3aCTOCYBaHHSI CUCTEMHU MEHEPKMEHTY SIKOCTI Ha TOTEJILHOMY

BKIIIOYA0O4YM YTOYHCHHA Ta

HNoxymenTtoBani [Ipouenypu, [lporpamu Ta Meroauku po3poOieHi s

CHCTEMHU MEHEDKMEHTY SIKOCT1 Ta/a00 MOCHIaHHS Ha HUX;

Onuc B3aeMO/I1i MPOIECIB CUCTEMU MEHEIKMEHTY SIKOCT1;
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e Marpuito po3MOAUICHHS BIAMNOBIIANBHOCTI Ta TMOBHOBAXKEHb IO
MPOIIecax CUCTEMHU MEHEKMEHTY SKOCTI.

Ha ocHOBI aHanidyBaHHd Ta OLIHIOBaHHA JIOKYMEHTallli CHCTEMH
MEHEJKMEHTY SIKOCTI rortenbHoro mianpuemctsa «RAMADA Encore» moxHna
3poOuTH BUCHOBOK, 1110 [TomiTuka Ta HactranoBa B 00J1aCT1 IKOCTI, a TAKOX 3alUCU
CUCTEMHU MEHEIKMEHTY pO3poOJieHI Ta AIIOTh 3 YpaxyBaHHSIM HE YCIX BHUMOT
CUCTEMHU 1 MOTPEOYIOTh MEPErIISIY Ta JOOTPAIFOBAHHS.

KepiBauurso rorensHoro nianpueMmcrsa «KRAMADA Encore» 6epe Ha cebe
BiJIMTOB1IaJIbHICTB:

e 3abe3nevyBaru MOCTIiHe MOKpalICHHS Ta HiIBUIILYBATH
PEe3YIBTAaTUBHICTh CHUCTEMHU MEHEIDKMEHTY SKOCTI y BIAMOBIIHOCTI 3
BuMoramu cranapty 1SO 9001:2015;

e JloTpuMyBaTUCS BHMOI CHCTEMH MEHE/DKMEHTY SKOCTi, a TaKOX
3aKOHOJJAaBYUX Ta 1HILIUX BUMOT;

e 3abe3rnevyyBaTu CTBOPEHHS OE3MEYHUX YMOB TIpalli;

e [lonepemxyBaTu HEraTUBHUI BIUIMB Ha 30BHIIITHE CEPEIOBUIIIE.

KepiBuunreo rorenpHoro mianpuemctBa «RAMADA Encore» Hece moBHY
BIJIMOBIIAJIBHICT 3a peaiizamito «IlomiTuku 3 sKOCTi» Ta 3abe3reuye MmepcoHaT
HEOOXITHUMHU  pecypcamMu uisl  €(DEeKTUBHOrO  (DYHKI[IOHYBAHHS  CHUCTEMH
MEHEIDKMEHTY SKOCTi. B peamizamii moMITHKA NMPUMMAE y4acTh BECh IEPCOHAI
MIATPUEMCTBA, SIKUHA PO3yMi€, SIK HOT0 il MOXYTh BIUIMBATH HA:

e Ocobucre 370poB’s Ta O€3MEKY;

e be3neyHicTh Ta 370pOB’S IHIINX;

e besneuny poOOTy MiANMPUEMCTBA;

e SkicTh HamaBaHUX MOCIYT;

e HapkonuiiHe cepenoBHIIIE.

[Ipomec anamizyBaHHS Ta OIIHIOBaHHS MISJIBHOCTI 3aJIOKyMCHTOBAaHHUHA B
Metoaukax CUCTEMU MEHEIKMEHTY SAKOCT1 «AHaIi3yBaHHS 3 OOKY KEPIBHUIITBA)
ta «lIpoBeneHHa  BHYTpIIIHIX ayAuTIBY, «MOHITOPUHI, BHUMIPIOBaHHS,

aHaJII3yBaHHS Ta OLIIHIOBAHHS».



44

Meronuka «IIpoBeneHHss BHYTpPILIHIX ayJIUTIB» mepeadadae MpoBeaCHHS
BHYTPIIIHIX ayAUTIB HA MIANPUEMCTBI 3 MEPIOAUYHICTIO, IO YCTAHOBJIECHA B
«I'padiky npoBeneHHs BHYTpIIHIX ayauTiBy. «I'padik nmpoBeaeHHS ayAuTiB»
CKJIAJIA€ThCS HA MOYATKYy KOXKHOTO POKY 1 BU3HAYA€ JaTH MPOBEACHHS ayauTIB
M0 KOX)KHOMY By Ha NIANPUEMCTBI, KpUTEPIi MEPEBIPKHU Ta ayIUTOPIB.

Mertonuka «AHani3yBaHHA 3 OOKYy KEpIBHULTBA» MICTUTh HAacTaHOBU
I0JI0 M1JICYMYBaHHS pe3yibTaTIB MPOBEACHHS ayJIUTIB 3a PiK (IK BHYTPIIIHIX,
TaK 1 30BHIIIHIX), pe3yJbTaTiB BUKOHAHHS IIJIed Ta QYHKIIOHYBAaHHS CUCTEMHU
MEHe)KMeHTy.  JlaHi  aHami3yBaHHS  3aHOCAThCS A0  «3BITY  MpO
(YHKIIOHYBaHHSI CUCTEMH MEHEJ)KMEHTY SIKOCT1» 3a pIK, /€ MOPIBHIOIOTHCS
pe3yJbTaTH 32 MUHYJI1 POKH Ta BUPAXOBYETHCS €PEKTUBHICTh (QYHKIIOHYBaHHS
CHUCTEMHU, Ha TMIJCTaBl 4Oro poONSTHCS BUCHOBKM Ta CKJIQAAlOThCS Il Ha
HACTYMHUM PiK.

Metonuka «MOHITOPUHI, BUMIPIOBaHHs, aHaJI3yBaHHS Ta OIL[IHIOBAaHHS»
MICTHUTb B COO1:

® [IepeliK IPOLECiB, M0 MIATal0Th MOHITOPUHTY Ta OIIHIOBAHHIO,

® METOJY MOHITOPUHIY, aHaJII3yBaHHS Ta OL[IHIOBAHHS;

® [IePiOIMYHICTh MOHITOPUHTY, aHAI3yYBaHHS Ta OI[IHIOBAHHSI;

® [IEPIOMYHICTh aHAJII3yBaHHS PE3yJIbTaTiB MOHITOPUHTY, aHAII3yBaHHS
Ta OLIHIOBAHHS.

Y  Meroauni  «MOHITOpUHT, BUMIPIOBaHHS, aHali3yBaHHA  Ta
OI[IHIOBaHHS» BHU3HAYEHI Taki BUAM KOHTPOJIO HA TOTEIHHOMY MiANPUEMCTBI
«RAMADA Encorey, sk mocTIHHUN, IEPIOJHIHUN Ta TT03a4ePTrOBUM.

Pe3ynbTaTu KOHTPOJIIO aHANI3YIOThCS, MiACYMOBYIOTHCS Ta SBISIOTHCS
OCHOBHOIO ISl aHaJi3yBaHHS pPE3yJIbTaTUBHOCTI CHCTEMHU MEHEIKMEHTY
SAKOCTI.

XapakTepucTHKa KOHTPOJIIO HaBeaeHa y Tabumii 2.9.
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Tabnuys 2.9.

XapaKkTepuCTHKA KOHTPOJIIO HA roreibHOMY nianpueMcrei «RAMADA

Encore»

Cy0’€KTH KOHTPOJIIO

O0’€KTH KOHTPOJIIO

MeToau KOHTPOJIIO

Buiie kepiBHULITBO

Hapauns rorenbHUX mociayr

Cmyx00Bi1
pO3CIIilyBaHHs

[IpencraBuuk
KEpIBHUIITBA

Hananusa nocnyr
Xap4yyBaHH:

KomrnekcHi ta
TEMaTUYH1 ePEBIPKU

Cyx0a sikoCTi

Hanannst iHmmx nocmyr

AHani3 QsiIpHOCTL

KepiBHMKHN NIAPO3/11JIIB

BuBueHHSs TOKYMEHTIB

OnurtyBaHHS

OO0cTexeHHs

st ouiHOBaHHS €(EKTHUBHOCTI Ta PE3yJbTaTUBHOCTI POOOTH CHUCTEMU

MEHEDKMEHTY SIKOCT1 mocayr rotenbHoro mignpuemctsa «RAMADA Encorey, Ha

HiAMPUEMCTB1 TPOBOAUTHCS MEPIOAUYHUNA KOHTPOJIb BUKOHAHHS (QYHKIINA CHCTEMHU

MEHEKMEHTY SIKOCTI MAPO3IIaMH MiANPUEMCTBA. Pe3ybTaTi 1aHOTO KOHTPOJIIO

3a 2019 pik HaBeneHi y Tabmmii 2.10.

Kontpons BinOyBaeThcs 3a 3-u OaIbHOIO IIKAJIOK 1 € Pe3yJIbTaTOM ayJIUTIB

HiAPO3AUTIB MIANPUEMCTRBA, A€ «1» - HE BUKOHAHO, «2» - BUKOHAHO YaCTKOBOY, «3»

- BUKOHAHO MOBHICTIO.

Tabauys 2.10.

Pe3yibTaTi KOHTPOJII0 BUKOHAHHS (PYHKUINA CHCTEeMH MEHEKMEHTY SIKOCTI

niapo3aisiamMu rorejabHoro nignpuemcrea <KRAMADA Encore»

Higpo3ain DyHKIii 2017 | 2018 <L» ‘2«02{? ‘ N
Jlenapmamenm nomepro20 (honoy
Cryx0a MOHITOpHHT 2 2 v
anﬁOMy Ta Orinka Ta aHaji3 SKOCTI 2 5 v
PO3MIIIICHHS
[Iporno3yBaHHs . 1 4 3 v
TUIAaHYBAaHHS SIKOCTI
Xayckimisr Opranizaitis 3 3 v
MoHiTOpUHT 3 3 v
KoHTpotoBaHHs 3 3 v
OwiHka Ta aHaJi3 IKOCTI 2 3 v
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3akinuennus maoauyi 2.10.

Higpo3aia DyHKuUil 2017 | 2018 <L» 2«021»9 G
Bigain MOHITOPHHT 1 1 v
OpOHIOBAaHHS O1wiHKa Ta aHAII3 SKOCTI 1 2 v
IIpornosyBaHHs ' Tal 4 1 v
. IUTAHYBaHHS SIKOCTI
HOMepiB MoHiTOpHUHT 2 3 v
KoHTporoBaHHs 2 3 v
OmuiHKa Ta aHaji3 3 3 4
[InanyBaHHs . Tal 2 v
IPOrHO3yBAHHS SIKOCTI
Mpasis Opra.Hi:;auiH 3 3 v
MOHITOpHHT 3 3 v
KoHTposroBaHHs 3 3 v
OuiHka Ta aHaji3 2 3 v
[InanyBaHHs . Tal 1 v
IPOrHO3YBAHHS SKOCTI
Cnyx6a 0e3nekn | Opranizaiis 1 2 v
KonrponroBanus 1 1 v
O1iHka Ta aHasi3 1 2 v
Jlenapmamenm idci ma Hanois
[InanyBaHHs Ta
. nporHyo3yBaHH;1 SIKOCTI 2 3 Y
O6CH5;OHBH;/J;3HHﬂ Opranizauis 3 3 Y
KonrponroBanus 3 3 v
O1iHka Ta aHaji3 2 2 v
Bigmin KonTtposaroBaHHs 2 2 v
npuOupaHHs Orinka Ta aHaji3
1 1 v
Xap4yoBOTO OJIOKY
[LmanyBanHs ' Tal g 3 v
IPOTHO3YBAHHS SIKOCTI
T'onmoBHuii nex 3 | Opranizamis 3 3 v
OpuroTyBanis | MOTHBYBaHHS 1 2 v
CTpaB MoOHITOpHHT 3 3 v
KonTtposroBaHHs 3 3 v
OwuiHka Ta aHai3 2 3 v
Bigain 3 [InanyBaHHs Ta 9 3 v
MarepianbHO- | IPOTHO3YBAHHS SIKOCTI
TEXHIYHOTO MoHiTopuHr 3 3 v
3a0e3neuenns | OriHKa Ta aHai3 2 2 v
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AmnanizyBanns Tabmuui 2.10. 103BoJisi€e 3pOOUTH BUCHOBOK, 11O B OUIBIIOCTI
MIIPO3ALTIB JIMIIE YACTKOBO BUKOHAH1 Taki ()YHKIIII CUCTEMH MEHEIKMEHTY, K
IUIaHYBAHHS Ta MPOTHO3YBaHHA AISVIBHOCTI Ta OLIHKA M aHaji3 ASUIBHOCTI, IO €
BKJIMBUM JUIsl €PEKTUBHOI Ta PE3yJIbTaTUBHOI pOOOTH CUCTEMH.

OniHioBaHHSM  €(EeKTUBHOCTI Ta Pe3yJbTAaTUBHOCTI JISJIBHOCTI  CHCTEMH
MEHE)KMEHTY SKOCTI SBJISETHCS OLIIHIOBAHHS BUKOHAHHS €JIEMEHTIB JIaHOI CHCTEMHU.
Bono BinOyBaeTbcs 3a 3-M OaJbHOK MIKAJOW, HA OCHOBI pE3yJbTaTIB ayAMTIB
HIIPO3IUTIB MIANPUEMCTBA, A€ «1» - HE BUKOHAHO, «2» - BUKOHAHO YaCTKOBOY, «3» -
BUKOHAHO TIOBHICTIO, 1 3aHOCATBCS 10 «3BITY Mpo (YHKIIOHYBAaHHS CHUCTEMHU
MEHE/DKMEHTY SIKOCTI 3a pik». Bumoru 10 enemeHTiB, QyHKIIN Ta MpoleciB CKIaIeHI
Ta MPOMNKCaHI B JOKYMEHTaX CUCTEMH MEHE/DKMEHTY SIKOCT1 TOTEJIBHOTO MIANPHUEMCTBA
«RAMADA Encore». Pe3ysnbratu o1iHFOBaHHS MpeIcTaBieH B Tadmir 2.11.

Tabruysa 2.11.

OuiHlOBaHHA BUKOHAHHS €JIEMEHTIB CHCTEMH MEHEIKMEHTY SIKOCTI

rorejibHOro mianpueMcrsa «RAMADA Encore» 3a 2019 pik

No ni/nt EnemenTn cucremu MeHeKMeHTY 2017 | 2018 2019
AKOCTI «1» ‘ «2» ‘ «3»
JlinepcTBoO

1 JlinepcTBO Ta 3000B’sA3aHHS — OpIEHTAIIISA 3 3 v
Ha CIOKMBaya

9 HOJIiT.I/IKa — po3po0Ka MOJIITUKK B 00JIaCTi 3 3 v
SAKOCTI

3 Opranizamiitai poJji, BIANOBIIAIBHICTh Ta 3 3 v
TOBHOB)KCHHSI

IlnanyBaHHsA

4 Jii mo oOpoOui pusMkiB Ta peanizaiii 2 3 v
MOXJIMBOCTEN

5 imi B obOmacTi SKOCTi, IUIAHYBaHHS iX 3 3 v
JOCSITHCHHSI

5 [InanyBaHHs 3M@H B CUCTEMI 3 3 v
MEHEHKMEHTY SKOCTI

IHinTpumanus

7 | Pecypcu — nepconai, indpacTpykTypa 2 2 v

8 | KoMmeTeHTHICTH 2 2 v

9 | Komynikarii 2 3 v

10 | lokymenToBaHa iHhopmarris 3 3 v
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3akinuennus mabauyi 2.11.

Ne n/m Enxementn cucreMu .MeHeIDKMEHTy 2017 | 2018 2019
AKOCTI «1» ‘ «2» ‘ «3»
DyHKIIOHYBAHHA
11 OnepaTvBHE IJaHYBaHHS Ta YINpaBIIHHSA 3 3 v
nporecaMu
12 | Bumoru Jo mociyr 3 3 v
13 | Po3poOka Ta MpOEKTyBaHHS MOCTYT 2 2 v
14 | VnopasiniHHs 30BHIIIHIMU TpOLECAMHU 3 3 v
15 | BUpoGHHIITBO MTOCITYT 3 3 v
16 YpaBniaas HEBIIIIOBIAHUMH 9 9 v
pe3yJIbTaTaMH
Ouinka xieBocTi (AHAJII3yBaHHS)
17 | MoHiTOpuHT, 3MiHa, aHAJI3 Ta OIlIHKA 2 3 4
18 | BuyTpimmHiii ayaut 3 3 v
19 | AHaJi3 MEHEDKMEHTY 3 3 v
20 BI/IKOP.IaHHH [Tonituku ta I{inei B obmacTi 9 3 v
SIKOCTI
HoainmeHnHst
21 | HeBinmoBiIHICTh Ta KOPUTYBaIbHI A1i 3 2 v
22 | TlocriitHe MOJIMIICHHS 2 2 v

3a manumu Tabnumi 2.11. MoxHaA 3pOOWTH BHUCHOBOK, IO B oMy B 2019
pOIll  €JIEeMEHTH CHCTeMH IIOBHICTIO BHKOHAHI 3TIJHO BHMOI CHCTEMH
MEHEIDKMEHTY sKocTi rotenpHOro mianpuemctea «RAMADA Encore». Tlpore
HEJIOCTATHICTh PECYpCiB Ta HU3bKAa OOI3HAHICTH 1 KOMIIETCHTHICTh MEPCOHANY B
CHUCTEM1 MEHEKMEHTY SKOCTI, BIUIMHYJIM Ha pe3yJIbTaTUBHICTh BUKOHAHHS
[Tomituku Ta Ilinei B 061acTi IKOCTI, a TAKOK HA BUKOHAHHS KOPUTYBAJIBHUX JIH.
JlaHl eneMeHTH CUCTEMHU SIBISIOTHCS HEIOINpaIllbOBAHUMH, TaK SK HE 3a3HAIOThH
MOKPAIICHHS Ha MPOTSI31 aHaJI30BaHUX POKIB.

EdexktuBHICTE pOOOTH CHCTEMH MEHEIKMEHTY SKOCTI BHPaXa€ThCs
BiJICOTKOBUM 3HAYCHHSM IOBHICTIO BUKOHAHHMX eJeMeHTiB cuctemu. Ha 2019 pik
el OKa3HUK CTaHOBUTH 89%. J{ns mopiBasHHSA, Y 2018 pomi — 91%, a y 2017 —
86%. B Tabmumi 2.12. HaBeaeHi kpurtepii OIiHIOBaHHS €()EKTUBHOCTI poOOTH

CUCTCMHU MCHCI)KMCHTY SIKOCTI.
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Tabnuys 2.12.

Kpurepii epekTHBHOCTI pOOOTH MEHEIKMEHTY CUCTEMH SAKOCTI FOTEJILHOI0

nignpuemcrea KRAMADA Encore»

BincorkoBe 3HaYeHHS XapaKTepucTuKa
0-40 CucreMa mnpaiftoe He €(heKTUBHO
41-65 Hu3zbkuii piBeHb €(eKTUBHOCTI
66-75 CepenHiil piBeHb €(pEKTUBHOCTI
76-89 CucremMa nparoe J0cTaTHb0 €(hEeKTUBHO
90-100 CucreMa mnpaifioe e(heKTUBHO

Skuro nopiBHIOBaTH €(EKTUBHICTH POOOTH MOPIBHSIHO 3 MUHYJIUMHU POKaMH,

TO MOXHa cKkazaTu, mo B 2019 pormi crocTepiraerbcsi 3HWKEHHSI €(PEeKTUBHOCTI

pO6OTI/I CHUCTCMU. HpI/I‘{I/IHaMI/I ObOIO €:

He BH3HaHHSA CHCTEMH MEHEKMEHTY SIKOCTI SK OJHOTO 3 OCHOBHUX
YUHHUKIB KOHKYPEHTOCITPOMOYXHOCTI;

Henocrathsa ¢ginaHcoBa MiATPUMKA CUCTEMU MEHEKMEHTY SIKOCTI;
BifgcyTHiCT, HaBYaHHS BCHOTO TIEPCOHANTY MIAIMPUEMCTBA CHCTEMI
MEHEJDKMEHTY SKOCTI Ta OCOOHMCTOMY PO3YMIHHIO CBOTO MIiCIls Ta
BKJIQ/TY B ITIO CUCTEMY;

BifcyTHICTS MIATPUMKH BHUIIOTO KEPIBHHIITBA MPH BXKHWBAaHHI 3aXO0JiB
IUTSL TIOKPAIEHHS] CUCTEMU;

[IpobGmemu B opranizailii Ta MpoBeJeHHI BHYTPIIIHIX ayJAUTIB CHCTEMU
MEHEPKMEHTY SIKOCTI;

[Ipo6nemu B opranizaiii MOHITOPUHTY Ta KOHTPOJIIO CHCTEMU

MEHEPKMEHTY SIKOCTI.
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PO3JILI 3.

HIJIAXHW BAOCKOHAJIEHHA CUCTEMU MEHE/KMEHTY AKOCTI
HOCJYI HA ILAITPUEMCTBI 'OTEJBHOI'O I'OCIHIOJAPCTBA
«RAMADA ENCORE»

3.1. IIporpama BOCKOHAJICEHHHA

3ams YCIIITHOTO (G yHKIIIOHYBaHHS, a TaKOXK MMABUIIIEHHS
KOHKYPEHTOCIIPOMOXKHOCTI ~ roTenbHoro  mignpuemcrea «RAMADA  Encore»
PEKOMEH/TYEThCS BIIOCKOHAJICHHS! CUCTEMH MEHE/DKMCHTY.

AmnanizyBanHsi e(eKTUBHOCTI (DYHKIIOHYBAHHS CUCTEMH MEHEI[KMEHTY SIKOCTI
rotenbHOro mianpuemctea «KRAMADA Encore» mokazano, 0 CHCTeMa He IMPaIltoe
edekTuBHO uepe3 HemoBHe BukoHaHHS [lomitmku Ta Ilimeit B obnacti sKocTi,
KOPUTYBAJIbHUX Ta 3aIMOODKHUX i, a TAKOXX HU3bKY KOMIICTCHTHICTH TEPCOHAITYy B
00yacTi SKOCTi, HENOCTATHICTh PECYpCiB, HEAOCKOHATICTh JOKYMEHTAIlli CHCTEMH
MEHE/DKMEHTY Ta HEMOBHE BHMKOHAHHS TakuX (YHKIIA $K TUIAaHYBaHHS Ta
IPOTHO3YBaHHS, aHAJTI3yBaHHS i OITIHKA.

Ha ocHoBi anamizyBaHHsS (QyHKIIIOHYBaHHA Ta €QEKTUBHOCTI CHUCTEMH
MEHEJDKMEHTY SKOCTI Ta MNPHYMH i1 HEJOCTaTHHOI e(PEKTHBHOCTI, CKJIaJIEeHO
peKOMEeH IaITli 111010 BIOCKOHAJICHHSI CUCTEMH, 1110 BiToOpakeHi B Tabmwmili 3.1.

Tabnuysa 3.1.

IIporpama BAOCKOHAJIEHHS CHCTEMH MEHEIKMEHTY SIKOCTi TOTeJILHOI0

nignpuemcTBa <RAMADA Encore»

Ne . . . Tepminn
3axoau BignosBizaabuui
n/n BUKOHAHHA

I. IlinroroBunii eran

AmnanizyBaHHsSI BAMOT Ta IOTPeO

1 ) [IpencTaBHUK KepiBHUIITBA 2 TWXKHI
CIIOKHMBAYiB
) [IpencTaBHUK KEPIBHULITBA
3abe3reueHHs TATPUMKH BHIIIOTO pel i Kep 1183, )
2 ) HavanpHuk Bigauly KOHTposto| 1 Micsib
KEPIBHHIITBA )
SIKOCT1
) .. | IlpemcTtaBHUK KEpIBHUIITBA
Busnauenns I[lomituku ta [utei pea PIBHULTEA, .
3 HavaneHuk Bimgaury 2 TWXKHI

Ta IUIAXIB X JOCSITHEHHS

KOHTPOJIIO SIKOCTI
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3akinuennus mabauyi 3.1.

Ne 3axoau BinnoBizajanHui Tepminu
n/n BHKOHAHHA
I1. BukonaBuui eramn
3ay4eHHs TPEThOi
CTOpPOHH,
4 IIpoBeneHHs HaBYaHHS [IEPCOHALY B IIpencraBHUK 3 micsi
00J1aCT1 SIKOCTI KEpIBHUIITBA,
HavansHuk Bigainy
KOHTPOJTIO SIKOCT1
[IpencraBHuK
[TpoBeeHHsI HABYAHHS TICPCOHATY .
. . o i KCpIBHHMIITBA, )
5 B1ANOB1AHO 110 L{11ei ta [lomitukm .. 1 micsanb
. ) . HavanbHUK Bigainy
HiAMPUEMCTBA B 00J1aCTi SIKOCTI )
KOHTPOJTIO SIKOCT1
BuzHnauenHs BiNnoBiabHUX 0Ci0 y KepiBuuku
6 ; : ) .. 1 THKIIEHD
iApO3aiIax iAPO3/iTiB
) IIpencraBHUK
dopmyBaHHS BUMOT Ta 00OB’SI3KiB ped
. . . . KCpIBHHMIITBA, )
7 | BiAmOBIZAJIBHUX OCIO Ta HABYAHHSA iX .. 2 THXKHI
) HavaneHuk Bimaury
3TIIHO JaHUX BUMOT )
KOHTPOJTIO SIKOCT1
KepiBuuku
MiPO3A1TIB, BUIIE
Po3pobxka 1iieit i1 KoKHOTO KEepIBHUIITBO,
8 OKPEMOTO IMIIPO3IUTY Ta TUTaHY X [IpencraBHUK 2 THOKHI
BUKOHAHHS KEpIBHUIITBA,
HavansHuK Bigainy
KOHTPOJTIO SIKOCT1
. ) HavansHuk Bigainy
[IpoBeneHHs BHYTPINIHIX ayIUTIB IS :
) ) . KOHTPOJTIO SIKOCTI,
BCTAQHOBJICHHS BIJIMTOBITHOCTI pOOOTH S ..
9 . ) . | BHYTpIIIHI ayJUTOPH, 2 micsmi
3MiH B CHCTEMI1 MEHEPKMEHTY SIKOCTI
) peACTaBHUK
HiAIPUEMCTBA )
KEpIBHUIITBA
HavanpHuK Bigainy
KOHTPOJTIO SKOCTI,
) ) [IPEICTABHUK )
10 Po0Oora 3 HEBIAOBIIHOCTAMU pe; 2 TWXKHI
KEpIBHUIITBA,
BIAIIOBiIaIbHI 0CO0H,
KEPIBHUKH MIAPO3I1TIB
I11. 3akarouHmii eran
. ) Havaneauk Bigmin
Ouinka epexkTUuBHOCTI poOOTH ALY
) KOHTPOJTIO SKOCTI, )
11 CHUCTEMU MEHEKMEHTY SIKOCTI1 2 THUXKHI
X pEeACTaBHUK
HiAIPUEMCTBA ;
KEepIBHUIITBA
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Ha nepwomy emani BIOCKOHAJICHHS CHCTEMH MCEHEIKMEHTY SKOCTI
HEOOX1THO MIATOTYBATH aKTyaJIbHUI aHalli3 MIsNIbHOCTI TOTEILHOIO MIAMPUEMCTBA
3 ypaxyBaHHSIM BUMOT CHOXKHMBayiB Ta IUIed mianpuemcTBa. Ha ocHOBiI maHoOro
ananizyBaHHsi GpopmyeThes [lomiTuka ta L{uni B 001acTi SIKOCTI 1 po3po0stOThCs
LUIAXW 1X JOCATHEHHA. JlaHMi eram TakoX CHPSIMOBAHMKM Ha OTPUMAaHHA
MIATPUMKH Ta PECYpCIB Bijl BUIIIOTO KEPIBHUIITBA, JIOHECEHHS 10 HUX BaXJIMBOCTI
e(eKTHBHOT Ta pEe3yJbTaTUBHOI JISUIBHOCTI CHUCTEMH MEHEIKMEHTY, 37
JTOCATHEHHS 3aJI0BOJIEHOCTI CIIOKUBAYiB Ta IIIBUIIICHHS piBHS
KOHKYPEHTOCIIPOMOKHOCTI YChOT'O ITiIMTPUEMCTBA.

Jlpyeuii eman cupsSMOBaHHWA Ha TPOBEJCHHS il 3 BJIOCKOHAJICHHS CHUCTCMH
MEHEDKMEHTY sikocTi. [lepir 3a Bce HEOOX1IHO MPOBECTH HABYAHHS IMPAIlIBHHUKIB,
00 KOXEH PO3yMIB CYTHICTh, YCBIJIOMJIFOBaB HEOOXIIHICTh, CBOE MICIIC Ta CBIU
BKJIQJ] B CUCTeMy. TaKoX JaHe HaBYAHHS Ma€ Ha METi O3HAHOMHTH MEpCOHAN 3
BUMOTaMH CHCTEMH, BKJIIOYAIOYM BUMOTaMHU JO JOKYMEHTallli CHCTeMH, Ta 3
IPOLEAYPOI0 NPOBEIEHHS BHYTPIIIHIX ayAWTIB. 3HAHHS MPOLEIYpPHU MPOBEIACHHS
BHYTPIIIHIX ayJIUTIB € OOOB’SI3KOBUM JIMILE JJIs BIAMOBIMAIBbHUX OCIO, 3aJIsl
PO3yMiHHS HEOOX1THOCTI 1 €()EKTUBHOTO iX MPOBOKEHHSA. HaBuaHHS MpoBEACHHIO
ayJIUTIB KPIM TEOPETUYHUX 3HAHb HAJACTh 3MOTY MOMPAKTUKYBATUCSA Ta 3100yTH
npakTUYHi HaBWYKHW. [licis 3akiHUCHHS HaBYaHHS TepeadadaeTbCs OTPUMAHHS
cepTudikaTiB, sIKi HAAAyTh MIPABO MPOBOJIUTH ayJIUTH Ta BBAXKATHUCS ayJIUTOPOM.
Jlnst naHoro HaBYaHHS OyJe 3aydeHO CHeliaTbHUN cepTU(hiIKOBaHUN OpraH, sSIKUM
Mac JIeH31i Ha HaBYaHHSA 110 JaHIA CUCTEMI.

Hactynmaum kpokom Oyae mpoBelneHHS HaB4YaHHS mepcoHany [lomitwmii,
Iinsm Ta HactanoBi 3 sKkocTi ycepenuwHi oprasizamii. lle HeoOximHO s
PO3yMIiHHS TIpaIliBHUKAMU OpI€HTAIIl MiIMPUEMCTBA, a TaKOX Uil (OPMYBaHHS
[Tomituku Ta L{ine# mo migpo3airax Ta BU3HAYSHHS y MiAPO3/iIaX BiAMOBIMATEHUX
3a 1X BMKOHAHHS, II0O KOKEH 3HAaB KOJIO CBOIX OOOB’SI3KIB B JaHIM CHCTEMI.
OnHovyacHO 3 UMM BIANOBIAAJBHI Yy MIIPO3JAUIAX MaKOTh PO3POOUTHU IUIAH

BUKOHAHHS I11JICH Ha BCTAHOBJICHUH MEP10J vacy.
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[licns npoBeneHHs MiAPO3ALIAMU peopraHizaiii BIAMNOBIAHO 10 BHUMOT,
JopeuyHuM Oyje MPOBECTH ayAuT Ha BIAMNOBIAHICTH POOOTH pPEOPraHi30BaHOI
CHUCTEMH JI0 BUMOT CTaHIApTy. SIKIIO B XOAI MPOBENCHHS BHYTPIIIHBOTO ayIUTY
OyayTh BUSIBJIEHHI HEBIAMOBIAHOCTI, TO HEOOX1THO OyZie BUKOHAHUX KOPUTYBaIbHI
Aii Ta MPOBECTH MOBTOPHUM ayauT. Tak mae BigOyBaTvcs OO THX Mip, MOKH
cucTteMa He Oy/ie MMOBHICTIO BIIMOBIAaTH BUMOTaM CTaH/IapTy.

3aKIIOYHUI eTan BKIIIoYae B ceOe OLIHKY e(EeKTUBHOCTI MPOBEACHUX 3aXO0/l,
aHali3yBaHHS pPOOOTH CHCTEMHM Ta TMOPIBHSHHS PE3YJbTaTiB 3 MUHYIUMHU
nepiojgamu.

BianoBigno nmo Tabmuimi 3.1. TepMiH BHUKOHAHHS JaHOI MPOrpaMu CKJIAIae
OJIM3bKO IIecTH MicsrmiB. HailoBIIMM Ta HaWBaKIUBIIIAM 3aXOJ0M SIBIISIETHCS
HaBUYaHHS yChOT'O TIEPCOHAITY, [0 HEOOX1HO 3p0OUTH 6€3 BiIPUBY B pOOOTH.

He puBnsunch Ha Te, 1m0 B OUIBIIOCTI 3axOJIB BIAIOBITAIBHUMHU €
[IpencTaBHUK KepIBHUIITBA Ta HAYAJbHUK BIJJILTY KOHTPOJIO SIKOCTI, 3alITHUMU B
JaHiil mporpamMi € BeCch IepcoHal MiANPUEMCTBA, TaK SK caMa CHCTEMa
MEHEDKMEHTY SIKOCTI mepeadadae BKIIa KOXKHOTO CITIBpOOITHUKA. 3 I[bOTO MOXKHA
3pOOMTH BUCHOBOK, M0 HAWBAXJIMBIIIUM PECYpCOM  MIANPUEMCTBA IS
3abe3reueHHs] €()EKTUBHOIO Ta Pe3yJIbTaTHBHOTO (YHKIIIOHYBaHHS CHCTEMHU

MCHCI’KMCHTY SIKOCT1 SIBJISIETHCS IICPCOHAJ.

3.2. OuiHka e(peKTMBHOCTI 3alIPONOHOBAHMX 3aX0/iB

Tak gx cucTeMa MEHEIKMEHTY SIKOCTI OXOIUTIOE MPAKTUYHO BCI MPOIIECH Ha
MIANPUEMCTBI, 11 BIOCKOHAJCHHS CHOPUATUME TO3WTUBHUM 3MIHAM  YCI€i
TSUTPHOCTI. 3aX0AM 3 TOKPAIICHHS MaTUMYyTh BIUIMB HA OpTaHi3aIiio poOoTH
MIPO3ALUIIB Ta TPONLECIB, CHPHATHME ITIJBHINCHHIO IPOJYKTHBHOCTI IIpalli
MEPCOHAITY, IOMOMOYKE MIBUIIUTH OTMIEPATUBHICTh HATAHHS TIOCTYT Ta pearyBaHHS
Ha poOJIeMH.

YV rtabmuui 3.2. po3paxoBaHl BUTpPATH Ha peaii3aiilo Ta OMNHCAHUU

OYiKyBaHUM €(eKT BiJ BMPOBAKEHHS 3alpPOIMOHOBAHUX 3aXO0J1B BIOCKOHAJICHHS
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CUCTEMHU MEHEKMEHTY SIKOCTI mociyr rorenbHoro nianpueMcrsa «RAMADA

Encore».

Tabnuys 3.2.

Burparu Ta ouikyBaHui epeKT BiJ peasizanii 3alJIaHOBAHUX 3aXO0IB 3

BAOCKOHAJCHHA CUCTEMHU MCHE/I'KMCHTY AKOCTI moCJayr roreJibHOro

nixnpuemcrea KRAMADA Encore»

Ne Burparu Ha . .
3axoau 3 BAOCKOHAJICHHS . OuikyBanuii egexr
n/n peaJi3auiro
AKTyaJabHUH 3BIT PO
. BHMOTH Ta MOTpeOn
1 AHaHByBa.HHH BUMOT Ta NOTped 37000 CIIOKMBaviB, a TAKOXK CTaH
CIIOKMBAaYiB
PUHKY TOTEIBHUX ITOCTYT
micta Kuesa
9 3abe3reueHHs MIATPUMKH BUIIOTO OTpumaHHs HEOOXITHUX
KEpIBHUIITBA peCcypcCiB Ta MiATPUMKH
Busnauenns Ilomitmku Ta Ilinei BuzHaueHHs akTyallbHUX IS
Ta NUIAXIB 1X JOCATHEHHS 3aJUIA nianpuemcTBa Llinei Ta
MiBUIICHHS  SKOCTI  TOCIYT [TomiTHKK B HATIPSIMKY
3 | TOTeNbHOrO MiANIPUEMCTBA PO3BHUTKY, a TAKOXK PO3poOKa
Iielt Jy1st KOYKHOTO
MiAPO3ALUTY 3 3a3HAYCHHIM
TEPMiHIB BUKOHAHHS
4 [IpoBeneHHsT HaBYaHHS MEPCOHATY
B 00J1aCTI1 SKOCTI
OHsnaitH-HaBYaHHSA MepCoHANY
cUcTeMi MEHEDKMEHTY sikocTi 1SO 40 000
9001:2015
OnnaliH-HaBYaHHS NIEPCOHATY
ayJuTaM CUCTEMH MEHEI)KMEHTY 6 800
sxocti 1ISO 19011:2012
IIpoBeneHHs HaBYaHHS MEPCOHATY .
: : o : OnTuMizalist BUTpaT Ta
5 | BigmoBigHo Ao Ilieit ta Ionituku :
iAIPUEMCTBA B 00J1aCTi SIKOCTI fipotiecis
5 BusnaueHHst BiAIIOBiZaabHUX OCI0
y miapo3inax
dopmyBaHHS BUMOT Ta 000B’S3KiB
7 | BigmoBimanbHMUX OCIO Ta HaBYAHHS
X 3T1HO JaHUX BUMOT
Po3pobka 1mineit myisi  KOXKHOTO
8 | okpeMoro mimpo3aiay Ta TUIaHy ix

BUKOHAaHHA
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3akinuenns mabauyi 3.2.

Ne BurpaTun Ha . "
3axoau 3 BAOCKOHAJIEHHS .. OuikyBanuii egexT
n/n peaJi3auii
[IpoBeneHHsI BHYTPIIIHIX ayAHUTIB
JUIA BCTAHOBJIEHHSI BIIITOBIIHOCTI 3nmaromxeHa Jist ycix
9 | poGoTtun 3MIH B cucTemi MPOIIECIB HA MIAMPUEMCTBI
MEHEIKMEHTY SIKOCT1 Ta MiJBUIICHHS PIBHS
HAITPUEMCTBA SIKOCT1 TIOCITYT
10 | PoGora 3 HEBIAMOBIIHOCTIMHU
Oninka edexkTuBHOCTI poOOTHU AHasi3yBaHHS CUCTEMH
11 | cucteMu MEHEIKMEHTY SKOCTI 3317151 TOCTIMHOTO
H1AITPUEMCTBA MOJTINIIICHHS
Bceboro 83 000 1. 30UTbILIEHHS TOTTUTY

CIIO’KMBAYIB 32 PAXYHOK
HaJTaHHS OUIBII AKICHUX
MOCITYyT

2. IligBuiienns
KOHKYPEHTOCIIPOMOXKHOCTI
NiANPUEMCTBA

I[J'IH PO3pPaxyHKy BUTPAT HAa BAOCKOHAJICHHA CUCTEMU MCHCIKMCHTY SIKOCTI

6y.]'[0 o6paH0 OHJIaH-HABYaHHS MNepCoHally BHMOIaM CHCTCMHU MCHCIKMCHTY

SKOCTI Ta TPOBEJCHHIO ayJIWUTIB CHUCTEMHU MEHEIKMEHTY SKocTi. s Oiuibin

e(heKTUBHOTO HAaBYAHHS IIPOTIOHYETHCS IPOBOJIUTH HaBUaHHA y rpymnax g0 20 ocio,

100 HE BIUTMBATH Ha PoOOTY MiAIPUEMCTBA.

3a BUTpaTH Ha aHaANI3yBaHHS BHUMOT Ta MOTPeO CIOXUBAYIB TPUHHSITI

BUTPATH HAa JOCTIIKEHHS PUHKY TOTEIbHUX MOCIyr Micta KueBa CTOpOHHBOIO

HE3aJIEKHOI0 KOHCAJITHHIOBOIO KOMIIAHIEIO.

Jnst mopiBHsHHSA, y Tabmuii 3.3. HaBEIEHO BUTPATH Ha 3a0e3MedYeHHs

(GYHKITIOHYBaHHSI CUCTEMHU MEHEHKMEHTY AKocTi 3a 2019 pik.

«RAMADA Encore»

Tabauys 3.3.

BurtpaTn Ha 3a0e3ne4eHHs IKOCTi MOCJIYT IOTeJIbHOI0 MiANMPHEMCTBA

Tun BuTpar Burparu, THC. ITpH
Butpatu Ha 3amo0ixHI1 a1l 372
Butparu Ha KopuryBayibH1 Ali 1541
BuTpatu Ha KOHTPOJIb SIKOCTI 744
Bceboro 2 657
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Ha pucynky 3.1. 300pakeHO CITIBBIJHOIIIEHHSI BUTpaT Ha 3a0e€3IeuYeHHs

SIKOCT1 TOTE€JIbHUX MOCHYT.

® Butpati Ha 3amoObKHI i
589% Butpat Ha KOpHTyBasbHI Aii

¥ Butpatét Ha KOHTPOJb SKOCTI

Puc. 3.1. CriBBigHOIIICHHS BUTPAT Ha 3a0€3MeUeHHS SIKOCTI TOTEIBHUX IMOCTYT
nignpuemcrea «KRAMADA Encore»

3 rtabmumi 3.3. Tta pucyHky 3.1. BUIHO, IO HaWOUIbIIE BUTpAT Mae Ha
KOPUTYBaJIbHI J1i, TOOTO Ha BHUIPABJICHHS HEBIAMOBIIHOCTEH (KOMIIEHCAITIS
KOIITIB CHOXXUBAYiB, HaJlaHHS OE3KOIITOBHHUX IOCIYT, TMOKPUTTA 30UTKIB 1 T.I.).
Sxuo mopaxyBaTH, TO HaBYaHHS TiepcoHany ckiagatume jume 3,1% Bin
3arajJbHUX BUTpAT Ha 3a0€3MEUYeHHS SIKOCTI MOCIYr TOTEIbHUM MIAIPUEMCTBOM
«RAMADA Encore» 3a 2019 pik, 1 22,3% Bia BUTpaT Ha 3amo01kHI1 Aii.

[IpoananizyBaBmii BUTpaTH Ta €QEKTUBHICTh 3alMpPOTOHOBAHUX 3aXOJIB
MO>KHA 3pOOUTH BUCHOBOK, [0 HABYAHHSA MEPCOHATY Ta MPOBEACHHS peopraHizarlii
JESKUX TPOIECIB MpUHECE OUTbIIE BUTOAW IJIs MIAMPUEMCTBA MPU MiHIMATBHUX

3aTparax.
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BUCHOBOK
B pe3ynbrari npoBeNEHHS aHAJII3yBaHHS Ta JIOCHUIKEHHS CHUCTEMU

MEHEKMEHTY SKOCTI rortenbHoro mianpuemctea «RAMADA Encore» moxHa
3pOOUTH TaKl BUCHOBKU:

1. IlpoananizyBaBiIy pi3HI NIAXOAU 10 TPAKTYBAHHS MOHATTS «SIKICThY OYJ0
BU3HAYEHO, MI0 4YiTKe (OPMYJIIOBAHHS JAHOTO TOHSTTS BIICYTHE, 4Yepe3
HEMOJKJIUBICTh 3aCTOCYBaHHS OJIHUX, YHIBEPCAJIBHHMX KPHUTEPIiB OIIHIOBAHHS 0
BCiX mpoaykrtiB Ta mocayr. Ilpore cranmapt ACTY I1SO 9000:2015 «Cucremu
ynpaBiliHHA AKICTIO. OCHOBHI MOJIO)KEHHS Ta CJIOBHUK TEPMIHIB» BU3HAUAE SIKICTb,
SK «CTYIIHB, 10 SIKOTO CYKYITHICTh BIACHUX XapaKTEPUCTHK 00’ €KTa 3aJI0BOJLHSIE
BUMOTH»

MuixHapoHa opraHizailis 31 cTaHIapTU3allli BU3HAYa€ CUCTEMU YIPABIIIHHS,
K «CYKYIMHICTh B3a€MOIIOB’ I3aHUX a00 B3a€EMOJIIMHUX €JIEMEHTIB OpraHi3arii ajs
dbopMyBaHHS TOJITHK, YCTAHOBJICHHS IIJIEH 1 MPOIECiB, MO0 MOCATTH Il LT 3
YOro CIIye, 0 CUCTEMa YIPABIIHHS AKICTIO — 1€ «4YaCTUHA CUCTEMHU YIIpaBJIiHHS
CTOCOBHO SIKOCT1».

2. TlpoBemeHe nmOCHiIHKEHHS ICHYHOUMX CyYaCHHX METOJIIB MEHEIKMEHTY
SIKOCT1 TOTEJbHUX IMOCTYT MOKa3ajlo, 0 B yCiX 3axiAHUX KpaiHax OaraTo roTeiiB
BUKOPUCTOBYIOTh HU3KY KOHIIEMIII MEHEIKMEHTY SKOCTI, Cepell IKUX: CHCTEeMa
sxocti (Quality Management System), cuctema 3a0esmedenns sikocti (Quality
Assurance System), ympaninas skictio (Quality Control), moBHe TOTaNBHE
yrpaBiiHHSA skicTio Ta mnpoayktuBHicTio (Total Quality and Productivity
Management), menexmenT cuctemu sikocti (Quality System Management) tormo.
[Ipote B YkpaiHi cucTeMa MEHEKMEHTY SIKOCTI B YKpaiHi Ipairoe BiMmOBITHO 10
BuMor ykpaincekux cragmaptie JICTY 1SO 9000, 3acHoBanux Ha cepii
MixHapogHux crangaptie 1SO 9000, po3pobnernx Mi>XKHApOAHOIO OpraHi3aIliero
31 cTaH apTH3AaIIil.

3. JlochmimKeHHs BHYTPIIIHHOTO Ta 30BHINIHBOTO CEPEJOBHINA TOTCIHHOTO
mignpuemctea «RAMADA Encore» Ha OCHOBI aHali3yBaHHSI KOHKYPEHTHOI'O

cepenoBuina, (iHaHcoBo-rocrmogapchkoi mismpHOCTI, SNW Ta SWOT-ananizis
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MOKa3ajdu, IO JaHe TOTelbHE MIANPUEMCTBO CTaHOBUTH 3% BiA 3arajbHOrO
HOMEpHOro ¢GoHay, Ta 8% BiA HOMEpPHOro (HOHAY4™-X TOTENbHUX MiIMNPUEMCTB
Mmicta KueBa, mo maibke 10 yactuHa. OCHOBHUMHU KOHKYPEHTAMU TOTEIHLHOTO
nianpuemctBa «\RAMADA Encore» seastorbess Radisson Blu Hotel, Kyiv City
Centre, Radisson Blu Hotel, Kyiv Podil City Center, Park Inn by Radisson Kyiv
Troyitska, Mercure Kyiv Congress Ta Holiday Inn — Kyiv.

Haii6inpin BmmBoBUMHM (hakTOpaMu BIUIMBY 30BHIIIHBOIO CEPEIOBMILNA Ha
rorenbHe nmianpueMctBo «RAMADA Encore» € 3pocTaHHs MONUTY Ta BUHUKAHHS
NPUXUIBHOCT] CIOXKMBAYiB J0 TOTEIBHUX IOCIYT, JOBFOCTPOKOBI BiTHOCHHH 3
MOCepeIHMKaMH Ta HampalloBaHHS 0a3u TMOCTIMHUX IOCEPEeTHUKIB, a TaKOX
HECHPUSTIMBI YMOBH cHiBIpaii 3 HUMH. [lignpueMcTBo B 1UIOMY, (DYHKIIIOHYE
YCITIIIHO, TOCTIMHO MPAIIOe€ B HAIPSIMKY ONTHUMI3allii BUTPAT, 1 €EAMHOI0 CIA0KOI0
CTOPOHOIO € HOro po3TallyBaHHS, B CTOPOHI BiJ LEHTPY MICTa Ta BHJAATHHUX
nam’siITOK, a cepell CHIBHUX CTOPIH — KaJpoBe 3a0e3NedeHHs] Ta opraHizaiiitHa
TISUTBHICTD

4. 3a pe3ynbTaTaMy TOPIBHSHHS SKOCTI TOTENBHUX TMOCIYT MIATPUEMCTBA
«RAMADA Encore» Ta HOro KOHKYPEHTIB, Ha OCHOBI OI[IHOK Ta BIITYKiB
cnoxkuBauiB, «KRAMADA Encore» otpumye cepeaHio OIiHKy 4 6aiu, B TOH Jac K
fioro xoukypentu: Radisson Blu Hotel — 4,4 6axu, Park Inn by Radisson — 3,8
oanis, Mercure Kyiv Congress Hotel — 4,6 6anis, Holiday Inn — Kyiv — 4,2 6ann.
Maiixe HalfHUKYa OIIHKA SAKOCTI roTenbHuX nociayr y «KRAMADA Encorex» cepen
HOro OCHOBHUX KOHKYPEHTIB Ja€ MiJICTaBy FOBOPUTH IpPO T€, IO JaHE MUTAHHS
noTpedye yBaru Ta nmporpamu Aiil s MOKpaIieHHs pe3yIbTaTiB.

5. Ha rorensnomy mnignpuemctBi «RAMADA Encore» pospobneHa Ta
BIIPOBA/DKCHA CHCTEMa MEHEDKMEHTY SKOCTI BiAMoBimHO 10 crangapty [1SO
9001:2015. ITpoBeacHe aHami3yBaHHS JAaHOI CUCTEMH TOKA3aJIo, IO HE3BAXKAIOUH
HAa Te, IO CHCTeMa Tpalioe JOCUTh €(QEeKTUBHO, OyIM BHUSBIEHI Takl
HesigmoBigHocTi: Ilomitmka Tta HacranoBa B 00J1acTi SKOCTI, a TaKOX 3aluCH
CUCTEMH MEHEI)KMEHTY pO3pOo0JeHl Ta [II0Th 3 YpaxyBaHHSM HE YyCiX BHUMOT

CUCTEMH 1 MOTPEOYIOTh MEPETIIAAY Ta JOOIMPALIOBAHHS; B OUIBIIOCTI MIAPO3ALIIB
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JIMIII€ YaCTKOBO BUKOHAH1 Takl PYHKI[Ii CHCTEMH MEHEI)KMEHTY, SIK IJIaHyBaHHS Ta
MPOTHO3YBaHHA JISTLHOCTI Ta OI[IHKA W aHami3 JISJIBHOCTI, 10 € BAKIMBUM JIJIs
e(eKTUBHOI Ta PEe3yJIbTATUBHOI POOOTH CUCTEMHU; HEIOCTATHICTh MaTeplaibHUX
pecypciB nisi BukoHaHHs [lomituku Ta Ilimeld B 00yacTi SKOCTI, a TaKOXK
MIATPUMAHHS Ta TIABUINEHHS PIBHS CHUCTEMH MEHEIKMEHTY SKOCTI; HH3bKa
0OI3HAHICTh 1 KOMIIETEHTHICTh MIEPCOHANY B 00JIACT1 SIKOCTI.

6. Ha ocHOBI mpoBeCHOTO aHAJi3yBaHHS MisLIbHOCTI CHCTEMH MEHEDKMEHTY
AKocTi mociyr roreiasHoro migmpuemctBa  «RAMADA  Encore» Oynu
3aIpOTIOHOBAHI 3aX0JM 3 BJIOCKOHAJCHHS CHCTEMH, IO BKJIFOYAIOTh HaBUAHHS
cniBpoOiTHUKIB [lomiTumi, Hactanosi ta I{u1ssM B obnacti SKOCTi, BUMOTaMm Ji0
JIOKYMEHTIB CUCTEMH Ta NPOBEJEHHs aynuTiB; popmyBanHs [lonituku ta Llueit B
00J1acTi SKOCTI BIAMOBIIHO A0 Opi€HTAIll] MIAMPUEMCTBA I KOKHOTO IMIIPO3LTY
HiATPUEMCTBA 31 BCTAHOBJIEHHSM BIAMOBIIAJILHUX 0Ci0; opMyBaHHS BHUMOT Ta
000B’SI3KIB ISl BCIX MpAaIliBHUKIB, 3aJITHUX Yy CHUCTEM1 MEHEKMEHTY SKOCTI Ta
IPOBEACHHS BHYTPINIHIX ayJIuTIB JJIS OIIHIOBaHHS pPE3YJIbTaTUBHOCTI JaHUX
3aXO0I1B.

7. Cepen ouikyBaHMX €(EKTIB BiJl BIOCKOHAJICHHS CUCTEMU MEHEIKMEHTY
SIKOCT1 TOCAyTr roteiasHoro mianpuemctea «<RAMADA Encore» mMo)kHa BHAUIUTH
3JIaroKeHy poOOTy yCiX MPOIECIB Ha MIJMPUEMCTBI Ta IMIJIBUIIECHHS PIBHS KOCTI
MOCJIYT; ONTUMI3allisl BUTPAT 3a PaXyHOK 3MCHIICHHS BUTPAT Ha KOPHUTYBaJIbHI Ta
3amoOKHI il; 301IBIICHHS TOMUTY CIOXKMBAa4yiB 3a PAaxXyHOK HAJlaHHA OLIBII

SAKICHUX TOCYT Ta MiABUIIEHHS KOHKYPEHTOCTIPOMOKHOCTI MIATPUEMCTBA.
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JOIJATOK b
AHKeTa BiBinyBauiB rorejsbHoro nignpuemcrea «KRAMADA Encore»

FE ke e [ A

E encore Ankera sinsigveaqa / Visitor's questionnaire

Imt"a / Mame

Homep gimaari [ Room number

Jara nponeanaa | Date

m x5 3
|r"“'-'lulll'--lnll LLEAEI L MEEREE fHMEY S frL CALLE AN S IER A II."'l"-".'-'.'.-"'-:." S LTS OAFR LT -3

| -ul!.l | I.EE.!.I | H.E.lr | -||.-Iu- | Ll!,rp.l

Coyasiba npuifiosmy va poasimensas [ Front Office

JobpoarrumaicTs nepeoHany { Friendliness of staff

ﬂl.l.l.'p:l.l.lluu:.l.'rj.- HANDAHHA NOCIFC ]"'.r'ﬁl.'iul'l-::_'. of aarvice
prOviaion

[lopeoTa HazaaeEa Hpopsaml [ Completeness  of
information

Homep /! Room

Yuerora | Room cleanliness

Twma / Silence

[":-::-:!.I-:bu['h'.l' Comfort

HEeieTh OCHAEHHA HCHATE R { Room l.'-:'|_ui|.'||!|'.|.'|!‘.[ -f'|_u:|.'.i1.'-.'

OGeavroayEaHEA HosMepil { Room service

Sabeanevesicrs Hosepls ! Hoom providing

Jogareosl meemyre B BHosep | Additional serices in the
PHT

Cuinanor ! Breakfast

.-".l.'-c:-|.'u|.|..'.|.|.'u|. CTPAE { Assortment of dishes

Heiers crpas [ Puality of dishes

ObeayvroayEAHHEA § Service

[lira ! Price

Pecropanan ! Restaurants

.-".1.'.|.|.l|.'l'.|.u:|.'|:| | .-1|.[|'|'|l.|:-=[“a-]:|l.u'-|:

Heiers crpas [ Puality of dishes

ObeayvroayEAHHEA § Service

[lina ! Price

AcopriseHt { Assortment of dishes

Jdomgareosl nocayrm

P odsovra TpEeHAESHOM FATY J The work of the VI

Podsora h'-::-.ll-'.l_'.'ll.'E‘bi.uIII,-Ll.l.'ul.p_'. ! The work of the conferemce
CEnLer

Potora isenT-ueETpy [ The work of the event center




TIOJIATOK B

AHKeTa ISl OMiHKH SIKOCTi perjiaMeHTYI4YHuX JOKYMEHTIB, 110
3aCTOCOBYIOTHCS B CHCTEMi MEHEIKMEHTY SIKOCTI

RAMADA
N’ encore AHKETA JT OITHKH SKOCTI PE[IAMEHT VIOUHX JOKYMEHTIE,
oo 3ACTOCOBYIOTRCA B CHCTEMI MEHETEMEHTY AKOCTI

Hazza goevaenTy

Jata zamoemenRns

Tozeasenss oKy MeETY

[epesiparoTmi

Tax

Cropime tax | Cropime =i Hi

1. 3acTOCVEANET FOEVMEHTY

1.1. JoxvaesT ElOnosigas Oponedypl Opomacy, M0 SSRETSHA V HasEl

1.2, T asteToTe BIOMOELTHEE MROIETy A EREOHINET TRONEY

IIOCETIHHER Ha BIEHT

2. CrpyETVpa JOEVMERTY

2.1. ¥ geix pozgime nepmoro 1 IpvToro pLEEY £ 2aTOTOERE

2.2, Y zaronoExa} DEpmIOTo 1 ApVTOTO DIEET € METH0 SPOIVALIA TOriKa
EREMATY BHMOT

2.3, Us ElacvTEL GparMeETH TEECTY, M0 He EITNOELIERTE KazEL
posmiTy

24 Iluauepexem Em!mm nmpmmmacrmmxman} TEECTYV

2.5, Ui ¢ pezmavenss OCHOEHES ENKODHCTENTY NOMETE 1 TSDMIHIE

3. JarameHl EEMOTH

3.1, Wi zazeraweno, Ha OCEOEL EICC JOEVMEHTIE ERTIOCS PIEELT
POEpOONEHD OEHEH JOEYMEHT

3.2, U a0cTRTECH B SOEYMEHTL KOPOTEL ELTOMOCT] Ipo OpoIec,
ETEMSETH SEOTD PETTAMEHTVE J0EVAMEHT

3.3, U zazeavens THI PermaMasTanil JITTsH0CT] (0008 I3E0EL
EFMOTH, PERoMAsIANll, HacTaHOEH, KEPIESHITTER TOMmo)

3.4, U gazeqamEmHiT MEPEIE MOCATOERD OCI0, XEI MAKTE
ENEOPHCTOEVESTH AU TOEVMEET v CEOLM DOSOTL

3.5, Un zazeaten] VMOBH, 34 SEIDT I0SHHAETECT EREODHCT ZHHR
JOEVMERTY

3.6. Un ERzHaTeE] 0C00H, AKL CEEEIONYEOTE EEKOHENHA J0EYMEHTH
T BITIHMTSEHY BUT IITSTHOTD MOV BOOIT

3.7. U £ mapasTepRcTHES TOTO, N0 Mas OVTH OJepEEHO B sy AsTaT
ERECHANES SIHOTO TOEVMEETY (EKIHISsoaly PEFVIETZTL)

3.B. Us: mapopeTecs KpETEpL OIIEEH SEOCTL KIHIEEODD DESVIRTATY

3.9, Us £ omEc DOCTIDOES0CT] ENEOHINET SOCTIIOERE JIH

3.10. Un omacaso xT0 1 TEHM THEOM MAF SAIHCHIEITH KOHTPOME 22
EMMOT BEEHTY

311, Yn zazmameem zawoms, a5 OVIYTE 2aCTOCOEVEATHCE II0
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