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BCTYII

AKTyaJbHicTh TeMu. OCHOBY HISUTBHOCTI PECTOpaHy CKJIaJal0Th Omeparli,
y X0l SIKUX TOCIIyTa CTBOPIOETHCS Ta JOCTABIISIIOTHCA CllOkKHBayaMm. Pecropanu
BIJIIFPAIOTh 3HAYHY POJIb HE TUIBKU B )KUTT1 KOXKHOTO TPOMAJITHUHA HAIO1 KPaiHu,
ale W y CTAaHOBJICHHI 1 PO3BUTKY HAIllOHAIBHOI EKOHOMIKH. JlisUTbHICTH
MIMPUEMCTB PECTOPAHHOTO O13HECY MOJIATAE Yy BUPIMICHH] SIK EKOHOMIYHHUX, TaK 1
COLIIabHUX 3aBJaHb, CHOPSIMOBAHMX HA 3a/J0BOJICHHS TMOTpeO HACEJICHHS B
oprasizaiii Xap4dyBaHHA Ta JO03BUUIA, 0OCIyroByBaHHi TypucTiB. Came ToMy
npobiema e(eKTUBHOT  opraHizailii  JISJIBHOCTI  3aKjajiB  PECTOPAHHOTO
TOCIIO/IApCTBA B YMOBaX PUHKY MOTpeOye MOCTIHHOTO BIOCKOHAJIEHHS, PO3POOKU
BIJIMOBIHOT CTpATETii 1 TAKTUKU YIPaBJIIHHS TOBEIIHKOIO CIIOKHUBAYiB.

[TocTiiiHl 3MIHM B pUHKOBOMY CEPEAOBHILI CIPUUYUHSAIOTh MIHJIMBICTH YMOB
rOCIOJApIOBaHHs MIANPUEMCTB pectopaHHoro OizHecy. Ilpu mpomy crenudika
MOCJIYyI 3aKjaJiB pPECTOPaHHOrO TOCHOJApCTBA BHUMAra€ MOCTIHHOTO  iX
YAOCKOHAJICHHS [ SKICHIIIOrO 3aJ0BOJICHHS 3aluTIB BIJABIAyBadiB. 3MiHA
COIIAJIbHO-EKOHOMIYHUX YMOB KHUTTSI HACEJIEHHS B KpaiHl Mpu3Beia J0 3HIKCHHS
HOTO TUIATOCITPOMOXHOCTI Ta TEPErJIsiay >KUTTEBUX I[IHHOCTEH y CIOXKMBayiB
PECTOPAHHUX MOCHYT. Y CBOIO YEpry, HOBI €KOHOMIYHI BUKJIMKU MOTPEOYIOThH BiJl
KEpIBHUKIB MIJIPUEMCTB PECTOPAHHOTO O13HECY MPUCTOCYBAHHS JI0 BUMOT PUHKY.
1 Ta iHmI (akTOpU BUMAararoTh CUCTEMAaTH3allll Ta OOIPYHTYBAHHS AKTYaJIbHUX
3aBllaHb YMPABIiHHSA PO3BUTKOM IMiJMPHUEMCTB PECTOPAHHOTO TOCIOJAapCTBA B
VYkpaini.

[IpoOnemaM  JisIBHOCTI  MIANPUEMCTB  PECTOPAHHOIO  TOCMOAAPCTBA
MPUCBSYEHO Tpali 0araTb0X BITYM3HSIHUX €KOHOMICTIB, 30kpema: M. T. Bimyxwu,
®. ®. byrunus, A. B. T'omosaua, . [I. Kpynku, M. B. Kyxensnoro, O. L.
Ocanuoro, M. C. ITymxkaps, B. C. Pynaunskoro, B. B. Conka Tomo.

MeTorw naHOi podOTH € JOCTIKEHHSI TEOPETUIHHUX 3acan (HopMyBaHHS 1
peanizaiii CUCTEMH YOpPaBJIIHHSA TOBEIIHKOIO CIOXHBAa4yiB pECTOpaHy Ta
pO3pOOCHHS PEKOMEHAAIN W00 11 IMIUIEMEHTAIlli B MisUIbHICTh CYyO0’€KTa

pectopaHHoro 0i3Hecy pectopany «BecHa».
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3aBaaHHAMH, K1 HEOOX1THO BUKOHATHU JUISI JOCATHEHHS OCTABJIEHOI METHU

€.
- BHU3HAQUUTU  METOJOJOTIYHI 3acand  (OpPMYBaHHS  CHCTEMH
yIpaBJIiHHS MOBEAIHKOIO CIIOKMBAUIB PECTOPaHY;
- TPOBECTH CETMEHTAIIII0 CTIOKHBAYiB PECTOPaHY;
- BHU3HAUUTU BIUIMB YMHHMKIB Ha CHUCTEMY YIPABIIHHS IMOBEIIHKOIO
CTHIOKMBAYIB PECTOpPaHY;
- OL[IHUTH PE3yJbTATHUBHICTH AIF0Y0I CUCTEMH YIPaBIiHHS MOBEIIHKOIO
CIIO’KMBAY1B PECTOpPaAHY;
- OOrpyHTYBaTH mporpamMy 3axoOJiB 3 YyJAOCKOHAJEHHS CHUCTEMHU
yIPaBJIiHHS MOBEIIHKOIO CIIOKUBAYIB PECTOPaHY;
- pO3pOOMTH TPOTHO3 PE3YyIbTATUBHOCTI YAOCKOHAJIEHHS CHCTEMHU
YIOPaBIIHHS TOBEAIHKOIO CIIOKUBAYIB PECTOPAHY.
O0’ekT pocaimxenHss —  mpoiiec (HOPMYBAHHS CHUCTEMH YIIPABIIHHS

MOBEJIIHKOIO CIIOYKMBAa4iB PECTOPAHY

IIpeaMer gocaigkeHHs] — TEOPETUYHI, METOJIOJIOTIUHI Ta MPAKTUYHI 3acaju
PO3POOICHHS CUCTEMH YIIPABIIiHHS MMOBEIIHKOIO CTI0KUBAYIB PECTOPAHY

Indopmauniiinoro 06a3010. TeopeTHuHOO 0a3010 JOCIHIKEHHS CIYTYHOTh
mpaii TPOBIIHMX BUYEHUX 1 (axiBIB y Taly3l PECTOPAHHOTO MEHEIKMEHTY,
poOOTH Cy4YaCHHUX BYEHUX-CKOHOMICTIB, a TAaKOX 3apyOlKHUX JIOCIIJIHHKIB,
HOpPMATHBHI JOKYMEHTH YKpaiHM, a TaKoXX Mareplaju, sKi BlAOOpaKaroTh
rOCIOJIapChKY 1 (PIHAHCOBY MISUTBHICTD 00'€EKTY AOCIIIKCHHS.

Metoau pgociigkeHHs. /[0 OCHOBHMX METOJIB aHaizy, SKi Oyiu
BUKOPWCTaHI TiJT 4Yac HamMCaHHS BUITYCKHOI KBamidikaiiiHoi poOoTH,
BIJIHOCSITHCS: TOPIBHSIILHOTO, rpadiyHOTr0, €KOHOMIKO-CTATUCTUYHOTO aHami3y, a
TaKO 1HII METOIU JTOCIIKEHbD.

HaykoBa HoBM3Ha BuIlycKHOi KBajii(ikaliiiHoi poOOTH Tmondrae B
YIOCKOHAJIEHHI TEOpPETHYHOI 0a3u, a TakoX METOJUYHOTO I1HCTPYMEHTapilo

YIPABJIIHHS TOBEAIHKOIO CIIOKUBAYIB PECTOPaHY.



IlpakTuyHe 3HAYeHHSI J[JAHOTO [OCIHIJDKEHHS TOJIArae B TOMY, IO
MOJIO’KEHHS, BUCHOBKM Ta MPaKTUYHI PEKOMEHMalii, SKi MICTATbCA B HBOMY,
MPEACTABIAIOTh HAYKOBUW 1 MPaKTUYHUN 1HTEpeC HJisi OI[IHKU TMOTEHIIHHUX
MOKJIMBOCTEH YJOCKOHAJIICHHSI CHUCTEMHU YIPaBJIIHHS TOBEIIHKOIO CIIOKUBAYiB
pecTopany.

Anpobanis. 3a pe3ynbraTamMu JOCTIIKEHHS OIy0JIIKOBaHa CTAaTTs Ha TeMy
«OcobmmBoCTI (HOpMYBaHHS CHCTEMH YIPABIIHHS JOSJIBHICTIO CIIOKHBAYiB B
pecTopaHi» B 30ipHUKY HaykoBuX ctareit marictpiB KHTEY ([Hox. A).

CTpykrypa i o0car podoru. BumyckHa kpamidikaiiitHa poOoTa
CKJIAQJAEThCS 13 BCTYNY, TPbOX PO3JAUIIB 1 BHCHOBKIB, CIIHCKY BHUKOPHUCTaHUX

JOKEpen, ToAaTKIB.
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PO3/1LI 1
TEOPETHAYHI 3ACAJIA ®OPMYBAHHSI CHCTEMM YIIPABJITHHS
MOBEAIHKOIO CIIOKUBAYIB PECTOPAHY

1.1.AHaiTHYHMI OTJISI]L JTiITEePATYPHUX JIZKepeJl

VYemix KoXKHOro Oi3HECy TMOBHICTIO 3aJ€KUTh Bl  3aJI0BOJIGHOCTI
cnoxuBayiB. [l[o6 30impIryBaTH [M0XOAM, WIANPUEMCTBA TOBUHHI BHUBYATH
¢dakTopu, SKi BIUIMBAIOTh Ha KYIIBEIbHY IOBEIIHKY CBOiX KIIEHTIB. 3HAHHS
MOBEIHKA CIOXXUBAYIB BeAEC JO PO3YMIHHSA MPUYUH, 4Yepe3 sKi CIOXKUBaul
BIJIPI3HSIOTBCA OAMH BIJ OJHOTIO IMOKYNKOI UM BHKOPUCTAHHSM MPOAYKTIB Ta
KOPHUCTYBaHHSIM MOCITyTaMH.

CnoxuBaul OTPUMYIOTh CHUTHAJIM 3 HABKOJHUIIHHOTO CEpeoBHUINA 1
pearyroTb Ha Ll CTUMYJIHM, NPUMMalOYd PIMIEHHS NPO MOKYIKY 4Yd Hi. Takum
YMHOM, BHUBYEHHS T[IOBEIIHKM CIIOXHWBAa4YiB € OJIHUM 3 HaWBaXKJIUBINIUX B
yHOpaBiiHHI O13HECOM, ii BUBYEHHS € BaXKJIMBHM, OCKUIBKM METOIO Oi3HEecy €
npua0aHHs Ta YTpUMaHHSA KiieHTiB. HamMu mnpoanamizoBaHi MiAXOaud s
PO3yMIHHS TTOHSTTS TIOBEAIHKU CIIOKMBAYIB.

IToBeniHka CHoOKUBayiB € HAMOUIBIN BaXKJIUBUM AaclEKTOM B OYIb-sIKii
rajry3i 013Hecy, a TaKOX MOCIYT. Y Halll 4yac BU3HAYAIBHUM (PaKTOPOM it Oyib-
AKOro OI3HeCy € 3’siICyBaHHS 3MiH MOTped 1 ynoao0aHb CHOXKHUBAYIB y Cy4aCHHX
yMmoBax. barato ramyseil 30cepeKyroTbCs Ta aHAI3YIOTh KYIIBEJIbHY MOBEIIHKY
cniokuBaviB. [oBemiHKa criokuBaua - I1¢ MOBEIIHKA, Ky CIIOXKHBA4 JEMOHCTPYE
1] Yac OLIHKYU JUIsl IpUI0aHHs1, BUKOPUCTAHHS MPOAYKTIB Ta MOCIYT, SIK1, SIK BOHU
OUIKYIOTh, 33JIOBOJIBHATUMYTH iX TMOTpeOUu. ICHYIOTH OKpemi JeTepMiHAHTH
MOBEIHKM crioxuBaya y popmi Ocobuctocti, S-KoHIENIi, MOTHBAIlIi Ta y4acTi,
HAaBYAHHS Ta MaM'siTl CTABJICHHS CIOXWBadiB. Jleski COIOJOTH, MPEeACTaBIIsLIN
CBOI MOJIEITi JIJIs1 pO3YMIHHS acIeKTiB MOBEAIHKU crokuBauis [7, 20, 25]. Moaeni
MacOBO TOBOPATH MPO MATPUII0 CTUMYJIIB Ta Ail. B pamMkax BUBYEHHS MOBEIIHKU
CIOKMBA4YiB BAXJIMBO BUBUMTU (AKTOPH, WIO BIUIMBAIOTH HAa MOBEAIHKY

CITOKHBAYIB.
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Xokine, bectr, Koni Tta Moxepki y CBOiM KHH31 PO TMOBEIIHKY
CTIOKUBAYIB OMUCANIN KiJIbKa (PaKTOPiB, SIKI BIUIMBAIOTHh HA MOBEAIHKY CIOKHUBAYIB
Ipu  TIOKYIII, Takl sAK jJeMorpadiuyHuii Ta coIlaJbHUM BIUIMB (CiM'S  Ta
JIOMOTOCTIOJIAPCTBO), TPYMOBHUM BIUIMB, BIUIMB PEKJIaMU Ta BHYTPIIIHI BIUTUBU
(HaBYaHHS, CIIPUHHSTTS, CTaBlIeHHs ToIo) [15]. ¥V mparsgx Takok HaroJIomeHo Ha
mporieci momyky iH(opMaiii Ta Ppi3HHMX crocodax HaJaHHS —BIAMOBITHOT
iH(popMallii sl CIOKMBAaYiB Ta PEKOMEHJallli HaJaHi B IIbOMY JOCHIKCHHI. Y
KHHW31l HaroJIONIEHO Ha IHAWBIAyalbHUX CYDKEHHSX 1 3alpOTIOHOBAHO, IO
3IaTHICTh 1HAMBIZA PO3PIZHATH TMOJIOHI TMOAPA3HUKHU, SKI MOXKYTh BKIIOUYATH
0arato 3MIHHHX, IOB’SI3aHUX 3 IHAUBIIyalIbHUMU YIIOJOOAHHIMH.

Hamu Oyiio mpoaHasnizoBaHO MiJAXOAW BUYCHUX JO BHUBYCHHS ITOBEIIHKH
CIOKMBA4YiB 1 3alpOTNOHOBAHO Yy3araJibHEHHS BHU3HAYECHb I IHTEpIIpeTarlii
TepMiHy "moBeaiHKa crioxuBayiB" (Tabmuus 1.1).

Tabnuys 1.1

BusHayeHHs MOHATTA “NMOBEAIHKA CIIOKMBAYIB” Pi3HMMH AaBTOPaMH

ABTOp BusnaveHnus

Hxeitmc  @®. Enrens, Pomxep /. | [loBeninka criokuBadiB - 1€ JIii Ta MPOLIECH

bnexsenn, [Ton B. Miniapn NPURHATTS pillieHb JIIOACH, SKI KyIyIOTh TOBapH Ta
[ToBeninka croxuauis, 2001 MOCIYTH U1 0COOUCTOrO CIOKUBAHHS

Oxknmangep M. A.  Iloseninka | [loBeninka crokrBaya - 1€ IpOLEC MPUHHATTS
CIIOJKMBaya pilieHs Ta (i3uyHa aKTUBHICTb, IKUMH 3aiIMalOThCS
2014 JIFOAM MIPU OLIHIN, MPHI0aHHI, BAKOPUCTAaHHI a00

PO3NOPSKEHHI TOBapaMu Ta MOCITYTaMH.

Kotnep, II. ta Kemnep, K. (2006) | [loBeminka crio)uBadyiB - 11€ JOCIIIKEHHS TOTO, SIK
VYmpaBiniHHS ~—~ MapKeTUHTOM.  12-e | Iro[u, TPYIU Ta opraHizailii 0OMparoTh, KyImyTh,

BHIaHHS BUKOPHUCTOBYIOTh Ta PO3MOPSHKAIOTHCS TOBAPAMH,
MOCITyraMHu, 1esIMU 9H JIOCBIJIOM JJIST 3a7J0BOJICHHS

CBOIX MOTpeOd Ta OakaHb

Jcepeno: cmeopeno asmopom 3a oanumu [6, 16]
[ToBeniHKOBI MOAeNl Al KOKHOrO Tpouecy Ta (QyHKIii HiATPUMYIOTH iX
3pocTaHHs. bynu npoBeaeH1 AOCHIHKEHHS Ta po3po0JIeHO MOJIEN! A PO3yMIHHS

MOBEIHKA CMOXKKBa4diB. Mojeni MacoBO MPOIMOHYIOTH BXiJ B TIPOIEC SK
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MOJIPA3HUKH 1 MOBEAIHKY SIK BUX1J cucTeMu. OJHa 3 BUIATHUX MOJIeNeH 11e MOIeIb
I'oBapna Illerra ta Mozenp Enrens - bnexBemn - Miniapa. Moaens ['oapma
[llerra nepenbavae, 10 HaBYaHHS, CHPUNHATTS Ta CTaBJICHHS BIUIMBAIOTH Ha
MOBEIHKY CIlOkHBavya. MoJiesib HaroJiolry€e Ha TPhOX aCMEKTaxX 3arajibHOi MOJEI:
BX1JHI JTaHi, KOHCTPYKIii Ta BuxiaHi gaui. [le Bce ctumynm y hopmi sika BKIrodae
3HAYYIIl TMOJPa3HUKU: MaTeplajbHlI XapaKTEPUCTUKH TOBApPY Y BHIJISAI SIKOCTI,
I[IHA, BIAMIHHOCTI, HAJaHWUX TMOCIYT Ta JOCTYIMHOCTI TPOAyKTy. CHMBOIIYHI
CTUMYJI: XapaKTEPUCTUKU B 3HAYYIIOMY CTHMYJI MOTPAIUISIOTH IMiJl BIUIUB iX
nigBUIEHHsS. MoTuBailisi, CTBOpeHa B pe3yJbTaTl I[LOTO MPOIECY, HA3BHUBAETHCS
CUMBOJIIYHOIO, a TMOJpPa3HUKaMH TaKOXX BHUCTYNAIOTh COIlajbHI CTUMYJIU:
MOTHBAIlI Ta BIUIMBHU, II0 CTBOPIOIOTHCS POJMHOIO, APY3SIMH Ta COIIaJIbHUMU
rpynamu. KoHCTpyKitisi, po3riisiHyTa Yy MOJIeNi, HaJlae 3MiHHI, 110 BIUIMBAIOTh Ha
OPUMHATTA pilieHHs. BoHM MOXyTh OyTH BHYTpPIIIHI CHPUHHATTA (BI4HI
KOHCTPYKIli) a0o0 MOTHBH, WI0 pPO3TJISAAIOTECA TMOKYMISIMU  (HaBYaJIbHI
KOHCTpYKWii). Ha mpoMy erami moxkyneinp HaOIMKAEThCS O MPOLECY MOKYIKH,
OJIHaK Ma€ BCl MOXJIMBOCTI NMPUUHSATTS pillieHHs. Etanu Ta piBeHb CHPUUHATTS
CIIO’KUBAYEM SIKOCTI1 MOCTYTH Ha KOKHOMY 3 €TarliB 300paxkeHo y Tabnuii 1.2.
Tabauys 1.2

Etanu Ta piBeHb CHPUIHATTS CNOKUBAYEM SIKOCTI MOCTYTH

Erann PiBenb cipuitHATTS

Jlo mpui6aHHs MOCIYTH | OYIKYBaHHS IIOJ0 PIBHS SKOCTI MOCIYTH Ta PIBHS 33J0BOJICHOCTI Bij

il mpunOaHHs

B MomeHT npuabanHs MOTOYHE CIPUIHATTS MPOLIECY CIOKUBAHHS MOCIYTH
MOCITYyTH
[Ticnsa mpundans v’ ocratoude (OpPMYBaHHs CTaBJIEHHS 010 IPOLECY
MOCIYTH CIIO>KMBAHHS MMOCIYTH

v (hopMyBaHHsI BpaKEHHS M[0/10 (AKTHIHOTO PiBHS SIKOCTI
pu10aHOT MOCIYTH Ta 3a/10BOJIEHOCTI BiJl IIpoLecy ii
npua0aHHs

v’ *HOpiBHAHHS (PAKTUYHOTO BPAXKEHHS 3 OYIKYBaHHAMU




13

BaxxnuBuM 3aBIaHHSAM B YIPABIiHHI TOBEIIHKOI CIIOKMBAYIB € YIIPaBIIHHS
JOANBHICTIO CHOXKMBAYiB 3YMOBJIEHA 3pPOCTAaHHSM KOHKYpEHIli, 3011bIIEHHIM
KOMYHIKAI[ITHUX BUTPAT Ta BUCOKUM PIBHEM CIIOKMBYMX OYiKyBaHb. e mpu3Beno
JI0 PO3POOKH KOHIEMIIT MAapKETUHTY BIJHOCHH 13 KJII€EHTaMH, SKa 3aMIHIOE
KJIACUYHUN MapKeTUHT. To/li K paHillle MapKETHHTOBI CTpaTerii Oyau cupsiMOBaH1
Ha 3aJy4yeHHS HOBUX CIIOKMBAyiB, OCTAHHIM YacOM akKIEHT MEPEeHECeHO Ha
yTPUMaHHS ICHYIOUHX KJIEHTIB Ta (OPMYBAaHHS X JOAIBHOCTI IO MiJMPHEMCTBA.
JloBroTpuBaji BiTHOCUHU 3 KJII€EHTAMU € €KOHOMIYHO BUTIIHWMH, OCKIJIbKA BOHU
rapaHTylOTh PETyJSIpHI MOKYIKH, BUMAaraloTh MEHIIMX BUTpPAT Ha MAapKETHHI Ha
OJIHOTO KIII€HTA 1, 3aBJSKM PEKOMEHAALISM JIOSUIBHUX KII€HTIB, 30UIBIIYIOTH 1X
KUIBKICTb.

3aranpH1 MIIX0IU 10 BU3HAYEHHS JOSITBHOCTI, 11 CTPYKTYpa, TUITH, PaKkTopH,
a TaKOX JIeSIKl aClIeKTH TEeOpii Ta MPAKTUKHU YIPABIIHHSA JIOSUIBHICTIO CIIOKHBAYiB
PO3KpUBAIOTHCA B TMpalfiX TaKUX BITUM3HSHUX BUCHHUX Ta MPakTHUkKiB, sk O.
AmnanbeB, JI.B. bamabanora, K.B. I'ypmkusn, B.JI. 3aropyiiko, K.I. Jlanuuenko,
A.A. Ma3zapaki, JI.I'. MuponoBa, A.®.[Tasnenko, H.C. Ilinuyk, H.B.Pakmia, I1.A.
Uepkammn, b. Yepuumen, C. C. Cramayk Ta iH. A Takox If0 TpoOiemy
JTOCHKyBayi 3apyOikHi aBTopu, Taki sk J[. Aaxep, C. Koitn, ®@. Kotnep, P.
Maxknyran, I1. Ilepci, @. Paiixensae, B. Peitnapns, JIx. Positep, H. Xim.

®inin Kotnep ta Kesin Jlelin Kemnep BU3Ha4atOTh JOSUIBHICTD SIK CTYIIHb
BIPHOCTI CIO’KMBa4iB KOHKPETHOMY OpEHIy, 1 1l BIPHICTb BUPAXKAETHCS HUIIXOM
MOBTOPHUX TOKYIOK Ta IHIIUX T[MO3UTUBHUX CHOCOOIB TOBEMIHKH, TAaKUX SK
npornarasja 3 yCT B yCTa, HE3aJeKHO BiJl MAPKETUHTOBUX 3aXO/IIB, SIKI CTBOPIOIOTh
1HII KOHKYPYIOUl MapKH.

3a cmoBamu JleBima Akepa, JOSITbHICTh € MIpOIO MPUXMIBHOCTI CIIOKHUBayYa
10 OpeHay. JIosIbHICTh KIIIEHTIB BioOpakae, HACKUIbKH UMOBIpHUM Oyjie 3MiHA
TOPTOBOT MapKu CIIOKUBa4YeM, KOJIH IIei OpeH]l 3MIHUTh TOBap abo B IliHI, a00 B
XapakTepUCTHKAx ToBapy [5].

ITon TiMM moCHIgMB, IO JOSUILHICTH CHOKMBAYIB - 1€ CKJIQAHA KOHIICIIIIS,

sIKa BKJIIOYAE IT’ITh OCHOBHUX KOMITOHEHTIB:
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- MOKYMIIi TOBHICTIO 33/I0BOJICHI SIKICTIO HAJAHUX TTOCIIYT;

- TOKYTIII1 XOUyTh BCTAHOBUTH MiIIHI BiJIHOCHHH 3 KOMIIaHI€IO;

- KJITIEHTH XOUyTh 3pOOUTH TTOBTOPHI MOKYIIKH;

- KJTIEHTH TOTOB1 peKOMEHTyBaTU OpEH/T 1HIITHM;

- KJIIEHTH HE XO0UyTh KyIyBaTH TOBAPU UM MOCITYTH KOHKYPEHTIB.

JlosinpHICTE  (POPMYETHCS, KOJIM KOMIIaHISI Ta KIIEHTH TIOB’S3aHI Ta
B3a€EMOJIIOTH 13 ceMU KimouoBux Qaxtopis [12]. Li dhakTopu:

1. EMoriiiHa 3aleXHICTh, IO BKJIIOYAE; IUIICHICTHb, HaAIWHICTh, IIMOHHA
CTOCYHKIB Ta €MIIaTis.

2. CrpyktypHa 3ajexHICTb. BiH € omepailiiHOI0 OCHOBOIO BiAHOCHH 1
CKJIAQJIAEThC 3 JIIOCH, 00JIaIHaHHS, CUCTEM Ta KaHaJiB PO3IMOJLTY.

3. Jlinosa 3anexHicTh. CIOOu BXOINUTH T, SK KOMIIaHIS JOIIOMAarae KiIl€HTam
CTBOPIOBATH PIMICHHS I BUXOAY HA PHHOK, BUPOIIYBAaTH Ta YTPUMYBATH CBOIX
KJIIEHTIB Ta OyTH KOHKYPEHTOCIIPOMOXXHUMU HA CBOEMY PUHKY.

4. 3anoBosieHHs. Lle yacTo BKiItoUyae enemMeHTH 00CIyroByBaHHs, IMIATPUMKH
Ta JOCTABKHU.

5. IlpoxgykTuBHicThb. Lle cTocyeTbes TOro, SIK TOBap ab0 MOCIyra BiJlIIOBIIA€
OUYIKYBaHHSM Ta HEOOX1THUM Tay3€BUM CTaHAapTaM.

6. [Ipono3urliss eKOHOMIYHOI BapTOCTI - €KOHOMIUYHUN BIUIMB HAsBHOCTI YU
BIJICYTHOCTI TOBapiB Y MOCIYT MOCTa4yaJbHUKA.

7. BupiBHtoBanHs. Lle Bkitovae Taki pakTopu, K cHijbHa Micisd Ta OauyeHHs,
KyJbTypa, MPaKTHKa CHIJIBHOI pOOOTH, JIAEPCTBO Ta OUIKyBaHHSA. UMM BUIIUI
CTYIIHb BUPIBHIOBAHHS Ta MIATATHYTOCTI, TUM OLIBIINI CTYIIHb JIOSUIBHOCTI.

Buu3zy npezicTaBieHi HENOsUIBHI CIOXKKBaYl, siKi Oailayxi 10 OpeHmy 1 sKi
CpUMHSU Oyab-sKUil OpeH/T K aJeKBaTHUM, BHACIIOK YOTO Ha3Ba OpeHIy Majio
BIIMBA€ Ha PIIICHHS MPO MOKYyNKy. pyruil piBeHb - 1€ Ti, XTO 3aJ0BOJICHUI
TOBapoM abo, MpUHANMHI, HE HE3aJI0BOJICHH. HacTymHUM piBHEM € 3a70BOJICHI
MOKYMII, U0 3MIHIOIOTh BUTPATH, Tl, XTO HE XOY€ PU3UKYBATH 3MIHOIO TOBapy 1
MOXe OyTH Ha3BaHMW 3BUYHMM MOKyIUeM. HacTynmHuil piBeHb - L€ JOSJIbHI

MOKYMIN, SKI PO3TIsAaloTh OpeHa sk npyra. [’stuil piBeHb - Iie BiAgaHUN
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MOKYIIIIEBl ab0 HaJa3BUYANHO JOSTILHUM OpeHa. BoHM ckiamgaroThbes 3 THX, XTO
MUIIAETHCS CIIOKMBAYaMH Ta PEKOMEHIYBATHUME TPOAYKT 1HIIIAM.

Pa3oM 3 JIOSUIBHICTIO KOHIIEMISA 3aJ0BOJIEHOCTI CIOKMBAYIB € IIE OIHICIO
OCHOBOIO  KOHIIEMIIi MapKETHMHTY BIAHOCHMH. 3aJ0BOJICHICTh CIIOXKHBauiB
Oe3mocepelHbO TMOB'SI3aHA 3 JIOSUIBHICTIO CIIOXKMBAuiB, OCKUIBKH BHMIPIOBAHHS
3aJI0BOJICHOCTI CMOKHUBAYiB 0€3 ypaxXyBaHHS JIOSUILHOCTI CIIOKHMBAYiB 1 HaBIIAKH
MOJK€ BBECTH B oMaHy [15].

Haii6inpm BUuepriHe BU3HAUYECHHS 33J0BOJICHHS 3ampornonyBain Kotiep i
Kemmep, ski BU3HAYalOTh 3aJ0BOJICHHS SAK "BUIUYTTA 3aJ0BOJICHHA a0o
po34apyBaHHS JIIOJWHH, SK€ BUHHUKJIO B Pe3yJbTaTi TOPIBHSHHS CIPUHHITHX

pe3yibTaTiB 4M pe3ybTaTIiB TOBAPY 3 oro / i ouikyBaHHSIMU".

1.2.Meropo.soriuHi 3acagM  (OpMYBaHHS CHCTEMHM YIPaBJiHHHA

NMOBEJIHKOI0 CIIOKUBAYiB PECTOPAHY

[IpotsiroM 0OaratboX pOKIB BUKOPUCTOBYBAJIMCA YHUCJIEHHI BU3HAYEHHS
MOHATTSl «YIPABIIHHSA TOBEIIHKOI CIIOKMBAYiB», sKi, OJHAK, OyJId OCUTh
PO3IIMBYACTUMHU.

3a cnoBamu Piuapna. JI. OniBep, 3a710BOJICHHS - 11€ BIJIOBI/Ib CIIOKMBAYa Ha
3a10BOJIeHHs. L{e cy/pkeHHs mpo Te, 10 XapaKTepUCTHUKa TOBapy Yd MOCTYTH, ado
caM TOBap 4Yd Mociyra, 3a0e3nedyBanu (abo 3a0e3medyroTb) NPUEMHHUI PIBEHb
BUKOHAHHSI CTIO’KMBAHHSI, BKJIFOYAIOYU P1BHI HEJIOCTATHHOTO a00 MEPEBUKOHAHHS.

[anexc 3amoBonenocti kimieHtiB (CSI) - 1e yHiBepcadbHUN aHATITUYHUMA
IHCTpYMEHT, MpU3HAYEHUM JUIi BUMIPIOBAHHS 3aJ0BOJICHOCTI CIIOXKHBayiB
IPOIYKTOM, HOCIYro abo Kommaniero B 1inomy [9]. Moro pospobumn daxipui
CrokronbMchkoi  mkoau exkoHomiku. CSI  jgomomarae 3HAWTH NPUYUHU
3a0BOJIEHHST 200 HE3aJ0BOJIEHHS Kil€HTA. PIBEHb 3a10BOJIEHOCT] CIIOKMBada Ta
BUMIPIOBAHHS OCHOBHHX O0Ci0, 10 NpUWMArOTh PIIICHHS, Ba)JIHBl JJIs BCIX
koMmraHnii. Lls indopmarriss Moxke OyTH BUKOpHUCTAaHA JIJIsl YTPUMAHHS KIIEHTIB, JJIS
KpaIlloro MpoJiaky MPOAYKTIB Ta MOCIYT, JJIsl MOKPAIIEHHS SIKOCTI Ta BapTOCTI

MPOTIO3HUIIIT, i1 OUThIT €(EeKTUBHOI Ta €KOHOMIYHOI TapaHTii (PyHKI[IOHYBaHHS.
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TinbKu 3a10BOJICHUI KIIIEHT, SIK MIPABUJIO, HEOJHOPA30BO MOBEPTAETHCS IO CBOTO
yI00JIeHOro OpeHy 1, KpiM TOro, iHpopMye 1HIITNX PO HOTO MO3UTUBHUMN JTOCBI.

BaxxnuBuM 3aBIaHHSIM B YINPaBIiHHI TOBEIIHKOI CIIOKHBAYiB €
BU3HAUYEHHS €TalllB [OBEIIHKU CHOXKWBa4diB. ETanmu IMOBEIIHKHA CIIOKHABAYiB

300paxeHi Ha pUCyHKY 1.1

YcBigomieHHs TOoTpeOu

[Tomryk iHpopmarii

Or11iHKa aJpTepHATHB

HpI/II[6aHHH Ta CIIOKUBAHHA ITIOCIIYTU

OcraTo4Ha OIlHKa

Puc. 1.1. ETanu noBeaiHku cnoxkuBaviB cepu mocayr

JlostnbHICTh criOKMBaviB (B1A aHriI. customer loyality) MoxHa BHU3HAUUTH
SK iX MO3WTUBHE CTaBJEHHS JO0 MOCIYT, TOBAapiB, TOPrOBUX MAapOK, KOHTAKTHOIO
MEPCOHATY Ta KOHKPETHOIO MiAMPUEMCTBA B LILJIOMY.

JlostbHMIA CTIOKMBAY — 11€ TAaKUM CIIOKUBAY, SKUW TINaaa€e MMl HACTYIHI
XapaKTePUCTUKU: KYIy€ IUPOKUI CHEKTP MPOAYKIIIT KOHKPETHOTO MiAPHUEMCTBA,
peryJsipHO 3I1MCHIOE MOBTOPHI MOKYINKHU, HE pearye Ha MPOIO3UIIT KOHKYPEHTIB,
3aJIy4ae 1HIIUX CIOKHUBAYiB.

Jlo THUIIB JIOSILHOCTI CHOKMBA4iB BIIHOCSTh HACTYIHI TUIH: 1CTUHHA,

JIATEHTHA, BIJACYTHs Ta XHOHA.



17

PosrasineMo netanbHO KOXKHY 3 HUX. XHUOHA JIOSJIBHICTh O3HAYae Te, 1110
CIIOKMBAY YacTO 3MAIMCHIOE TpUAOAaHHS NPOAYKIii (TIOCIYyTr) KOHKPETHOTO
pecTopaHy, BTIM MPUXWIBHOCTI JO LBOIO pecTopaHy Hemae. [IpuunmHa yacTux
MOKYMOK — 3pY4YHICTh ab0 3BHMYKA. 3aJ0BOJICHICTh HE3HAUHA, HEBJOBOJEHICTh —
BIACYTHA. JlaTeHTHa JOSJIBHICTH O3HA4Ya€ Te, IO CIOXHBAY MAa€ BHUCOKY
MPUXWIBHICTD O PECTOPaHY, BTIM YacTOTa MOBTOPHUX MOKYMOK MOCIYT (TOBapiB)
HE3HayHa; pIMIEHHS TMPO TMOBTOPHI TMOKYNKHA BHU3HAUYAIOTBCA HE CTUIBKU
NPUXUIBHICTIO, CKIIbKM 1HIIMMH OOCTaBUHAMH. [CTMHHA JOSJIBHICTH O3HAYa€e
BHUCOKY MPUXUIBHICTh JI0 PECTOpaHy, BEJMKA 4YacTOTa MOBTOPHHUX BiJIB1yBaHb,
PO3NOBCIOJKEHHSI MMO3UTHBHOI 1H(OpMaIli MNpo pecTopaH cepel 1HIIMX
CIIO’KHMBAYiB.

3 METOI0 BUBYEHHS MOBEIHKH CIIOKUBAUYiB PECTOPAHY BaPTO BUKOPUCTATH
nporpamy JOCJIIKEHHS CIIOKUBUYO1 MTOBEIIHKY, KA BKJIIOYA€ OCHOBHI €TaIlu:

® Bubip MeToy JOCHIIKCHHS MTOBEIIHKN CII0KHBAYIB;

® BugineHHS KIIOYOBHUX CIIOKABAYIB;

® OuiHka piBHS B3a€EMOBIJTHOCHH 3 KJIFOYOBUMH CIIOKHBAYAMU;
® BuOip KJII0OY0BHX KPUTEPIiB I IPOBEACHHS JTOCIIKECHHS;
@ TloOynoBa «ifcaIbHOT» OaNBbHOT OLIIHKK MOJICIII;

® Po3po0Oka aHKETH 17151 ONUTYBAHHS CIIOKHBAYIB;

@ TIpoBencHHS OMUTYBAaHHS CIIOKHUBAYIB;

® OOpoOeHHs 1 aHaTi3 iHpOpMAIlii;

® BuOip crocoOy BUMIpIOBaHHS 1HIEKCY 3aI0BOJICHOCTI CIIOYKHBAYa,;
® Orinka piBHS 33JI0BOJICHOCTI CIIOXKHBAYiB;

® MOHITOPUHT pe3yJbTaTiB PiBHSA 33J0BOJICHOCTI CIIOKHBAYIB.

VYmpaBiaiHHS TIOBEAIHKOIO CIIOKHMBA4iB - 1€ 3acid MapKEeTHHTOBUX
KOMYHIKaIliil, SKWHA BUKOPUCTOBYE O€3714 CIOHYKAaJbHUX METOJUK II0JI0
CIIO’KMBYOI Ta TOPTOBOI ayaWTOpii, MO0 BUKIMKATH cHeruivyHl BUMIPIOBaH1 Ail
abo peakmii. Ha pucynky 1.1 HaBegeHa wMatpuilsi MOAENI MPOTHO3YBAHHS

MMOBEIIHKA CIOKUBaYlB.
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PigeHb 3any4yeHHA NOKyNUA A0 npouecy NPUUHATTA pilleHHA
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Puc 1.2. MaTpuus MojeJii NPOrH03yBaHHA NOBEAiHKHU CIIOKUBAYIB

[IporHo3yBaHHsl MOBEAIHKM CIOXHBadiB B KOMIUIEKCI HPOCYBAHHS SIBIISE
co00I0 CHUCTEMY CIIOHYKaJIbHUX 33aXO0/I1B, CIPSIMOBAHUX HA OTPUMAaHHS BiJAIMOBIIHOT
peakiii iIboBOi ayauTOpii Ha Pi3HI 3aXOJU B MEKaX MapKETUHTOBOI CTpaTterii
NIAIPUEMCTBA 3arajoM Ta HMOro KOMYHIKaliiHOI crpaterii 3okpema. lle 3aci0d
KOPOTKOCTPOKOBOTO BIUIMBY Ha pUHOK. OpHak e(eKT BiJ CTUMYIIOBAIBHHUX
3aXOMIB JIOCSTA€ThCA INBUJIIE, HDK Bl BUKOPUCTAaHHS IHIIMX €JIEMEHTIB

yIpaBJIiHHS TIOBEIHKOO CIIOKuBadviB (puc. 1.3)

DbcAr
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Puc. 1.3. 3pocTanHs npoaaky nicjisi KOMIAHIi CTUMYJIIOBAHHS MPOJAKY
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3 ornsay Ha creurdivyHi OCOOJMBOCTI Ta MOXJIMBOCTI, CTHUMYJIIOBAaHHS
BUKOPHCTOBYIOTh  3/IE€OLIBIIIOTO  JIJIT  TIOKBABJCHHS TOMHUTY, ITiBUIIECHHS
00I3HAHOCTI CITO’KMBAYiB MPO TOBAPH YH MOCIYTH, IO MPOMOHYIOTHCS, CTBOPCHHS
HEOoOX1THOTO IMITKY. OCOOJMBY poOJib YHOPABIIHHS TOBEAIHKOIO CIOXHBaYiB

BiJlirpa€e B TIepioJl BUBEACHHS HOBOTO MPOAYKTY Ha puHOK (puc. 1.4.).

Obcar 3
4 nponasy CHOLMYITHIBEHHA M
_.f
.“ Buzpaui y 4aci,
? —
R OMPUMaRULE 33
- AONOMOZ0H
—
: CHILMYITHIBEHHA
= be3 v
o .- CHILUMYTHBEHHA Hac
L

Puc 1.4. 3axoam 3 ynpasJliHHS OBEJAiHKOIO CII0KMBAYiB HA eTaIli
BIIPOBA/IKCHHS NPOAYKTY HA PHUHOK
OCHOBHOIO METOIO YHPABIIHHS MOBEIIHKOK CHOKHBAYIB € MPONOHYBAHHS
CHOXKMBayaM 1 y4yaCHUKaM IIpoliecy NpoAaxky AOAATKOBOIO CTUMYJNy MO ii,
pe3ynbTaToM SKOi Oy/le KyMiBIsSA TOBapy. YTpaBJIiHHS MOBEIIHKOIO CIIOKHBAYiB
CIPHUYMHSAE 30UIbIIEHHS OOCSTIB MPOJaXy 3a PaxyHOK MPOMNO3MUIIi 10AATKOBOTO
KOPOTKOYAaCHOTO CTUMYJy, IO 3a0X04yye cy0'€eKTa PHUHKY A0 aKTUBHUX Jii.
Pecropan, Oa3yrounch Ha MEBHIA LIHHOCTI JUIsl CIOXKMBada K MEpPeayMOBI
POJAXy, MPONOHYE HOMY "IpUMaHKY", sika 30UIbIIYE 1[I0 LIIHHICTh 1 CHOHYKAE J10
BiJIBIIyBaHHsI pECTOpaHy HaBITh TOJ1, KOJIU BOHO He3aIllJIaHOBAHE.
isii ynpaBJliHHS IOBEIiHKOI0 CIIOKMBAYIB!
v\ CTOCOBHO TMOKYII — 30UIBIIEHHS KiIBKOCTI TIOKYIIIIB, 301IbIICHHS
KUTBKOCTI TOBapYy, 1110 Oro KyIy€e OJIMH MOKYIIELb;
v\ II0J0 NPOJABI TOBApy — IEPETBOPEHHS IHEPTHOrO i GalayKoro 10
TOBapy MPOJAABIsl Y BUCOKOMOTHBOBAHOI'O €HTY31acTa;
v\ CTOCOBHO MOCEPEIHMKA — IIJBHINEHHS 3aIiKaBICHOCTI MMOCEPEIHUKA B

aKTUBHOMY 30yTi TOBapy.
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30UIbIIICHHS ACUTHYBaHb Ha YIPaBJIIHHS IOBEIIHKOIO CIIOKHBadiB B CyMI
3arajbHUX BUTPAT MIAMPUEMCTB 3yMOBJICHE TAKUMHU TPUIUHAMH:

1) 3HMWKEHHAM C(PEKTUBHOCTI PEKJIaMHM BHACIIIOK 30LIbIIEHHS I BapTOCTIi,
MePEeHacCUUCHOCTI 3aco0IB MacoBoi 1H(opMarllii peKIaMHUMHU 3BEPHEHHSMH Ta
HAsBHICTIO OOMEKEHb Ha 3aKOHOJIAaBYOMY DiBHI, 3a00pOHA BUKOPHUCTAHHSA JEAKHX
MIPUHOMIB, HAIPHUKJIA, TIOPIBHSHHS TOBapiB;

2) 30UTBIIEHHSAM KUTBKOCTI KYITBENb, SKI 3AIHCHIOIOTHCSA IMITYJIBCHBHO, IO
CIIOHYKA€ pO3piOHY TOPTIiBIIO BUMAraTH BiJl MOCTAYaIBHUKIB PeaTi3allito 3aX0/IiB
CTUMYJIIOBAaHHS MIPOJIAXKYy;

3) MOXXIIMBICTIO BU3HAYCHHS €(EKTHUBHOCTI 3aXOiB CTHMYJIIOBAHHS MPOIAKY,
HAIPUKIIA, 3aBISKU 1H(OpMaIli, OTpUMaHIN 31 CKaHEpIB EJIEKTPOHHUX ITYHKTIB
POJIAXKY;

4) 3arocTpeHHSM KOHKYPEHTHOI OOpOThOM, y Tpoleci SKOi aKTHBHO
BUKOPHCTOBYIOTHCS 3aCOOM CTUMYJIOBaHHS MPOAaXy, 10 BUMarae Bija (ipmu-
KOHKYPEHTa aHAJIOTTYHMX J1H.

MOI[GJ]i HOBGIIiHKI/I CITO’KMBAYiB YMOBHO MOJKHa HOIIiJ'II/ITI/I Ha 9YOTHPHU THUIIN

(puc. 1.5.).

“CapuiiHATTS- Monens po3pHBiB

3aJI0BOJICHHA”

“ITpocToTa- CKIaIHICTh
OLIIHKA”

“IlpuiiHATHUN- Oa)kaHUI
piBEHb SKOCTI HOCHYr”

Puc. 1.5. MoaeJii noBegiHKH CMOKUBAYIB peCTOPaHy
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Mopens "lIpoctoTa — CKIAOHICTh OIIIHKK" JIO3BOJISE BU3HAYMUTH
JIOMIHAHTHI XapakTepucTtuku mociayrd. Lle moOpe Bimomi ToBapu Ta TOCTYTH,
TOBapH MIMPOKOTO BXXUTKY. ToBapu Ta MOCIyry, ycHiX Npua0aHHs Ta CIIOKUBAHHS
AKUX 3aJIeKATh BiJ HasBHOCTI aocBigy. Kracudikamis mocmyr (ToBapiB) 3a
monemmo "IIpocrora — ckiamHICTh OIIHKK" mepeadayae peakiilo Ha IMOCIyTH
XapaKTEePUCTUKU SKUX € OYECBUIHMMH. 3aBJIaHHs 3aKiaay MpoiH(OpMyBaTH PO
HAsBHICTh TOBapiB (MOCIYr) 13 3a3HAYCHUMH XapaKTEpUCTHKaMU. To0TO
npoJiaBenb (BUPOOHHK), MO-Tiepine, Mae OyTH ¢axiBlleM CBOEI CIIPaBH, MO- APYTE,
noOyayBaT BIANOBIAHUE MK, Mojens po3puBiB abo "teopis aip" abo Mojaenb
SAKOCT1 IMOCHYT I'PYHTYETbCS Ha MOPIBHSHHI OYIKYBAaHOTO Ta (PaKTUYHOI'O pPiBHS
AKOCT1 Tochyrd. Pi3HUIA MK IIMMU PIBHSAMM YTBOPIOE Tak 3BaHi "nipu" abo
pPO3pUBH, Kl MOXYTh OyTH SIK MO3UTHUBHUMH, TaK 1 HEraTUBHUMHU. BiACyTHICTH
pO3pUBY MDK (PAKTUYHUM 1 OUIKYBAHUM PIBHSAMH SKOCTI MOCIYTH JO3BOJISIE
M1JBUIIYBATH JIOSJIBHICTh crioxkuBaviB. Mojens "[Ipuiinarauii — 6akaHuid piBEeHb
AKOCTI TOocCIyr" mnepeadadyae BU3HAYEHHS 30HM TEPHUMOCTI ab0 pIBEHb SKOCTI
nociyru (y COpUHHATTI criokuBava). Monens "CropuilHATTS — 3a/10BOJICHHS" 11€
CIPUMHSTTS CIIOKMBAYEM IMOCITYTH, 1110 HAAAEThCS.

OuiHka 3370BOJIEHOCT] CIOXHWBaya BU3HAYAETHCA 3 TPHOX MaHIPECTHUX
3MIHHUX (3arajibHa 3aJI0BOJICHICTh, MEPEKOHAHHS B OYIKYBaHHI, MOPIBHSIHHS 3
171eajloM), KOKHA OI[IHEHa PECIOHJICHTaMH, ONUTAHUMHU JJIs Ii€l KOMIIaHii 3a
mkajoro 1-10.

[Ile ogHUM TOKA3HUKOM, SIKHM J03BOJISIE€ OIIHUTH €()DEKTUBHICTh BUTPAT HA
MapKETHUHT BUCTYNA€ MOKa3HUK BUTpAT Ha 3anydeHHd cnoxuBadiB (CAC). Cost of
Customer Acquisition - e MeTpHKa, 110 BUKOPHUCTOBYETHCS IS OLIHKH BapTOCTI
3aJTy4eHHSI KJTIEHTIB.

CAC> = LTV (noBiuHa BapTiCTh) - OI3HEC HJe JIMILIE 32 MIHYC; CUTYyalis
MOXE€ TIPHU3BECTH JI0 OAaHKPOTCTBA, SKIIO TEPMIHOBO HE 3MIHUTH CTpaterii
IPOCYBaHHSI.

LTV: CAC (2: 1) - xomru, 3aTpadyeHi Ha 3aJy4eHHS KIIEHTIB, SKi

BUKOPHCTOBYIOTHCS, TPAKTUYHO HE MPUHOCSITH TPUOYTKY.
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LTV: CAC (3: 1) - nHopManbHH# cTaH Oi3HECYy, KOJH ONTHUMI30BaHO

MPALIOIOTh BCl CHCTEMHU IPOCYBAHHS.

LTV: CAC (4: 1) - incanbHuii cTaH, 3aBASKHA SKOMY KOMIIaHis-KOMIIaHis

MOBHICTIO OKYIIa€ KOIIITH, BAKOPUCTaHI Ha 3a1y4YCHHS KIIIEHTIB.

3a0BOJICHICTh 1 JIOSUIBHICTH CIOXKHBA4YiB Ma€ BaXKJIMBI HACHIAKH JUIS

CKOHOMIYHMX TIOKa3HUKIB pecTtopadHy. Ha pucynky 1.6 300paxeHa cxema

IIUKJIIYHOTO TPOIIECY YIPaBIIHHS JOSUTbHICTIO CITIOKHBAYIB.

BusnaueHus CKJIaA0BHUX JIOSUTbHOCTI CITOKABAaYiB

Bu3HaueHHs CHCTEMH YHHHHKIB, 1110 3a0€311€YYIOTh
JIOSUTBHICTB 1 OLIIHKA IXHBOTO CTaHy

-

N

JliarHOCTHKA PiBHS JIOSUTBHOCTI CITOKUBAYiB

[TpuiiHATTS yIPaBIiHCHKOTO PIlICHHS 111010
HEOOX1IHOCTI 3MILHEHHS JIOSJIBHOCT1

Po3pobka nporpamu po3BUTKY JIOSITBHOCTI

VAN

Po3pobka cuctemu 3abe3neyeHHs 1 HATPUMKH
DORRUTKV TTOSITHHOCTI

J/

J
~

-

Oprani3aiiist 3aX0/1iB 11010 pealtizallli mporpamu
PO3BUTKY JIOSITBHOCTI

e

dopMyBaHHS CUCTEMH MOTHUBAIII1 JIOSIILHOCTI
CTHIOKUBAYiB

KonTpons peanizariii nporpamu po3BUTKY
JOSUTBHOCTI

J
2
J
OSLVILHICTIO

CIOKMBAYIB

Koo B3aemozii coxkuBaya Ta BUpOOHMKA MOCTYT MPHU yCHIMIHINA MOOYA0BI

CRM no3Bosisie 3AIMCHUTH YTPUMAaHHS CIOKMBaua, IIJBUIIUTH JIOSUIHHICTD
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KOHTaKTHOT'O TMEPCOHATY, MOJIMIIUTH AKICTh MOCIYTH, 30UIBIINTH 33J0BOJIEHICTh
cnoxkuBaya. CRM-cuctemu 1aroTh KOMMaHISIM MOXIJIHMBICTh TEPCOHAII3ZYBATH Ta
HaJalllTyBaThd CTOCYHKHM 31 CBOIMHU KJIIEHTaMH, HE3QJIE€KHO BIJ TOTO, SIKUAN
MpaliBHUK O€3MOocepelHbO0 3 HUMHM Ma€ CIpaBy y Oyab-akuii mMoMmeHT. CRM-
CHUCTEeMH MIATPUMYIOTh CXOBHIIE MNpO(]iIIB KII€HTIB, HAJAOUM MpalliBHUKAM
MO>KJIMBICTh TMOBOJAMTHUCS 3 KOXHUM KIIEHTOM OKpeMo. SIK pe3yibTaT, KOXEeH
IpaliBHUK Kpaimie iHQOpMYyeThCS MPO KOHKPETHI MOTPEeOM KOKHOTO 3aMOBHUKA.
CRM pgomomarae opranizamii Jerko Ta INIBHIKO 3MIHIOBaTH  pIBEHb
oOcyroByBaHHs, 100 BiANOBiIATH MPOQiII0 KOXKHOTO KiieHTa. lle mokpariene
00CIIyTOBYBaHHSI CHIOKUBAYiB MPU3BOJUTH JO 301IBIIEHHS JIOSILHOCTI CIIOKHWBAYIB
1 BIAMOBIAHO 3MEHINYyE HEBAOBOJCHHA KimeHTIB. CRM-cucteMu Takox
JIOTIOMAararoTh KOMIaHii OTPUMYBATH BIATYKH Bij TOKYMIIB II0JI0 MPOJIYKTIB, K1

BOHU NPUI0ATH
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PO3/ILI 2
JIATHOCTUKA CUCTEMM YIIPABJIIHHS MOBEAIHKOIO
CIOKUBAYIB PECTOPAH «<BECHA», M.'OPOJJOK, XMEJIbHUILIbKA
OBJIACTbH

2.1. CerMeHTAaLlifl CTIOKUBAYiB PECTOPAHY

Pectopan «BecHa» — 3akiiaJi peCTOPaHHOIO TOCIOJAPCTBA PO3PAXOBAHUI Ha
MICIIEBUX XUTEIIB M. ['opoiok XMenbHUIIBKOI 00acTi. Pectopan «Becna» Oyio
CTBOPEHO 3a dYaciB TaHyBaHHS paasSHCHKOI Biagu. PecTopan po3milmieHmid 3a
aapecoro: M. I'opomox XmenpHuIbKOi oOjnacti, Byn. IlleByenka 18. Pecropan
PO3MIIIIEHUH y CTalllOHApHIN OY/1BII1, 0300JCHUHN Y KIIACUYHOMY CTHJIL.

Pecropan «BecHa» po3TamoBaHuii B LEHTpPalbHIA YaCTHUHI MICTa, MOOIHU3Y
roTeiao, PUHKY 1 MarasuHiB. 3a3HA4MMO, IO YCIIIIHOMY (YHKI[IOHYBaHHIO
pecTtopaHy copusie Baajio miaiOpaHe wiclie s Moro po3ranryBaHHs. Ha nHam
MOTJISA]], IOCUTh YCIIIIHUM € TOW (PaKT, 110 aBTOMOOLIFHUN TPOI3/ 10 PECTOpaHy
JIOCUTH BUIbHUH.

OcHOBHOIO MeTOIO pecTopaHy «BecHa» € 3JIMCHEHHS BUPOOHUYO-
TOPTiBENIbHOI MISUIBHOCTI, IO Tepeadadae ojep>kaHHsS MPUOYTKY Ha BKIIAJICHUMN
KamiTall 1 3aJJOBOJICHHS COL1aJbHO-€KOHOMIYHUX IHTEPECIB BJIIACHMKIB, CIIPUSHHS
MIPUCKOPEHHIO PO3BUTKY TEPUTOPIATBHOI TPOMATH.

JlonaTkoBuX nociyr pectopaH «BecHa» He Hanae.

Kinekicts 3amiB: 1 3a1 — 120 mocagkoBUX MiCIIb.

INoguam po6otr: 3 10:00 1o 24:00.

JINCKOHTH1 KapTH: HEMAE.

Kpenutni kaptu: Master Card, Maestro, Visa, Visa Electron, Visa Maestro.

BiamoBimHo 1o mied cBO€i  AISUTBHOCTI, MIATPUEMCTBO BCTYIMAE Y
B3a€MOBIIHOCUHHM 3 IOPUIUYHUMH Ta PI3MIHUMHU 0cOOaMU Ha JOTOBIPHHUX 3acajax
Ha MpeAMeT BUPOOHMIITBA 1 peaiizaiii NpoAyKIi, TOBapiB, MOCIYr, BUKOHAHHS

poOIT, CHIIBHOI AISUIBHOCTI; CAMOCTIMHO 3[1MCHIOE TOCHOJAPCHKY MAISUIBHICTD Y
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MeXax MOBHOBAXEHbB, Mepe0aueHUX CTaTyTOM HIANPUEMCTBA, 1110 HE CYNEepEeYUTh
YUHHOMY 3aKOHOJAaBCTBY.

OpranizaniiiHa cTpykTypa pecrtopany «BecHa» HaBeneHa Ha puc. 2.1, 3
SKOTO BHUJHO, IO CTPYKTypa YHOPABIIHHS MIIIPUEMCTBOM € JYyXKe MPOCTOIO,

OCKIJIBKH MIMPUEMCTBO CaMme 1o c001 € HEBEITMKHUM 3a PO3MIPOM.

Hupektop pecropany «BecHay

l l l

AnMiHicTpaTop Med-kyxap Byxranrep
bapmenn Kyxapi
Odimiantu
—
MuitHuku
nocy Ly
[Ipubupansauku

Puc. 2.1. Opranizaiiiina CTpyKTypa yIpasiiHHs pecTopany «BecHay

VY opranxizaiiiiHiii CTpyKTypi pectopany «BecHa» MH MOXXEMO BUIIUIUTH 2
YIPABIIHCHKUX PIBHI:

1) BumMH yHOpaBIiHCBKUN piBeHb — JUPEKTOp pectopaHy «Becnay, 10
000B’SI3KIB SIKOTO BXOJIATh BU3HAUEHHS 1ILJIEH 1 3aBAaHb, POPMYBAHHS MPOTPaAMU
Ta HaIpPSIMKIB PO3BUTKY PECTOPaHy, KOOPJMHALIS BCIX MIAPO3ILIIB 1 KOHTPOIb
3a JIOCATHEHHSM MOCTaBJICHUX IIUIEH;
2) cepemHiil ynpaBIiHCHKUI piBEHb, SIKUH TMPEACTABICHO aIMIiHICTPATOPOM
pectopany «BecHa» Ta med-KyxapeM. IX OCHOBHUMH (YHKIIOHATLHUMU

00OB’sI3kaMu € 3a0e3NeyeHHs] MpolLeCcy MPUTrOTYBaHHS 1Xki, 3a0e3rneueHHs
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pectopany «BecHa» yciMa morpiOHMMH mpoaykTamu Ta TMII, xKoHTposib 3a
BUKOHAHHSIM  3aIUIAHOBAHOTO  TEXHOJIOTIYHOTO  MPOIECy, 3a0e3MeueHHS
edexkTuBHOI Ta Oe3mepeOiliHOi poOOTH 3akiaay, OOCIYyroBYBaHHS KIIIEHTIB
3aKiany, 3a0e3MneueHHs YUCTOTH 1 MOPSIAKY B pecTopaHi «BecHay.

[ migpo3aim miaAnpHEMCTBA BUKOHYIOTh (DYHKITT, 110 BiATOBIAAIOTH 1X
Ha3Bl Ta PYHKIIOHAJIbHIN Kiacudikarlri.

CTBOpEeHHA B pecTopaHi 0co0InBOi aTMochepH, 1€ TiCTh BiAuyBaTUMeE cede
KOM(OpPTHO, JIETKO 1 HEBUMYIICHO — II€ TOHKAa IOBeJlipHa poboTa mpodecioHaa.
Came TOMy KajapoBa TMOJITHKA KOMIMaHii copsiMoBaHa Ha ¢GOpPMYBaHHS Ta
3MIIHEHHS KOMaHAu (axiBIlIB BHCOKOTO Kjacy, MaHCTpIB CBO€i CIpaBH.
JloTprMaHHSI PUHIIMITIB IHTETPOBAHOTO MAaPKETUHTY Ta OpraHi3ailisi TPEHIHT1B JJIs
MEePCOHANYy JIal0Th 3MOTY MIJBUINYBAaTH IMIBUAKICTH OOCIYTrOBYBaHHS KIIIE€HTIB Ta
ONTUMI3yBaTH O13HEC-TIPOLIECH, MIATPUMYIOUH SIKICTh CEPBICY.

[IpoBenemMo aHami3 €KOHOMIYHMX TMOKA3HHUKIB TOCHOJAPCHKOT AiISUTBHOCTI
pecrtopany «BecHa» Ha miacTaBi JaHuX (PIHAHCOBOI 3BITHOCTI MIANPUEMCTBA.
3aranbHy XapaKTepUCTUKY MISUTBHICTh MIJNPUEMCTBA TMOYMHAIOTH 13 PO3IIISIAY

JWHAMIKHA 00CATIB YUCTOTO JIOXOY, 110 HaBeeHa B Ta0. 2.1.

Tabnuys 2.1
Junamika unctoro aoxony pecropany «Becna» 3a 2017-2019 pp.
llokazHuk 2017 2018 2019
Bupyuka Bix peanizaiiii, THC. TPH. 1723 2829 3723
AOGCOJIFOTHUI MPUPICT, THUC. TPH. - 1106 894
Temn npupocty, % - 64,2 31,6

3a manmmmu Tabn. 2.1 MokHa BKa3zaTM Ha Te€, IO MPOTSITOM YCHOTO
aHATI30BAaHOTO TEPIOy CIOCTEPITAETHCS TO3WTUBHA TEHJEHINSA 110 3POCTAHHS
CyMH J10XO1y (BUPYYKHM) BiJl peanizauii npoaykiii (ToBapiB, pooit, nocnyr). Taxk,
temru npupocty y 2018 pomi cknagamm 64,2% (a6o 1106 tuc. rpH.) Ta 3MIHWINCS
y 2019 pormi 1o nokaznuka 31,6% (a6o 894 tuc. rpH.).

BinoOpakeHHs TMHaMIKK BUPYYKH MMOKa3aHo Ha puc. 2.1.
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Puc. 2.2. lunamika Bupyuku pecropany «Becnay» 3a 2017-2019 pp.

VYrpaBaiHHS MapKETUHTOBOIO IISIIBHICTIO pecTopaHy «BecHa» 3miiicHIOE
roro aupektop. Hapaszi ocHOBHMMH (PYHKIIIOHAJIBHUMH OOOB’SI3KaMU JAHPEKTOpa
pecTtopany B cdepi MapKETHHTY € TPOBEICHHS PEKJIAMHHUX 3aXOMiB, a TaKOX
oprasizailisi MapKeTHHTOBUX JIOCII/PKEHb BIJIBiyBauiB pecTopaHy «BecHa» Ta
MOHITOPUHT KOHKYPEHTIB.

Ocob6nmBe MicIle cepej YyCiX MapKeTHHTOBUX 3aXOMiB pectopaHy «BecHay»
HAJICXUTh 3ac00aM MapKeTHMHIOBUX KOMYHIKalliii — mepir 3a Bce pekiami ta PR.
Cripg 3a3Ha4MUTH, IO B CYYACHUX YMOBAX MPAKTUYHO JJIA BCIX MIANPUEMCTB, y T. Y.
1 11 pecTopaHy, OJHUMH 3 HAMOUIbII aKTyaJbHUX € MapKETHHTOBI (DYHKITI.
Buxonsun 31 cnenudiku 6i3Hecy pectopany «BecHa», MOXHA BU3HAUUTH, IO
HAWBaXJIMBIIIMMU MapKETUHTOBUMH (DYHKIISIMH B YIOPaBIiHHI PECTOPAHOM €
byHKIII{ TPOCYBaHHS CBOIX MOCIYT Ha PUHOK 1 (JOPMYBaHHS MO3UTUBHOTO IMIIKY.
[Ipu 11bOMy HalBaXXJIUBIIIA POJIb MPU BUKOHAHHI 111€] MapKETUHTOBO1 (YHKIIT B
pectopani «BecHay HaleXHUTh TAKUM IHCTPYMEHTaM, K peKjiaMa, CTUMYJIFOBaHHS
30yTy ¥ ¢GopMyBaHHS JIOSUTBHOCTI KIIE€HTIB 3 METOI CTBOPEHHS CTaOUIHHOI
KJIIEHTCHKOI 0a3H.

VY cBoiil pexnamHiil AisIBHOCTI pecTopaH «BecHa» BUKOPUCTOBYE pekiamy B

MICISIX TIPOJIaXKy MOCTYT, TOOTO B MPUMIILIEHHI.
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Crnin 3a3HaYUTH TAaKOX, 10 B CY4aCHMX YMOBAaxX OJHHUM 3 HAMBaXJIMBIIIMX
3aBlaHb pectopany «Becna» y cdepi ympaBmiHHS iMiIpkeM € (opMmyBaHHs
cTablIbHO1 KIIIEHTChKOI 0a3u. JlocBig pobGoTu pectopanHy «BecHa» Ha puHKY
MOCJIYr TOKa3aB, IO caMe IOCTIHHI KII€EHTH € (GyHAAMEHTOM ISl BEJACHHS
YCIIIIHOTO 013HECY B IOBIOCTPOKOBIN MepcrnekTHBi. ToMy B CydyaCHMX yMOBax BCs
JUSTIBHICTh pecTopaHy «BecHa» crnpsmoBaHa Ha Te, 00 JIIOAWHA, KA OAUH pa3
CKOpHCTAJIacs IMOCTyraMu, HaJalli cTaja Horo MOCTIHHUM KITIEHTOM.

[IpamiBanku pecropany «BecHa» dWyqoBO pPO3yMiIOTh, IO OCHOBY IS
dbopMyBaHHS KoJia TIOCTIMHUX KJIIEHTIB CTAHOBUTH HacamImepesa Oe3/ioraHHa sKicTh
HaJaHUX TIOCIYT, OCKUIBbKM PO3YapOBAHUN KIE€HT TPAKTUYHO BTPAYCHHUM JJIS
pectopany. OIMH 3 TOJOBHUX NPHUHIMMIIB poOoTH pectopany «BecHa» mpu
dhopmyBaHHI 6231 CBOIX MOCTIMHUX KJIIEHTIB — IMEPCOHANI3AIlIS KII€HTA, BUHATKOBO
1HIMBIIyaTbHUM MAX1 10 KOXKHOTO KIIIEHTA.

OTxe, IUIBOBY ayJUTOPII0 KOPUCTYBadiB MOCIYr pectopaHy «BecHa»
MO>KHA CETMEHTYBATH 32 PI3HUMH KPUTEPISIMU, OCHOBHUMU 3 SIKUX € TaKI:

—  BIKOBI KpHUTepii;
—  COIIAJIbHUM CTATYC KIIIEHTIB;
—  PpiBEHb JOXOJIIB CIOKMBAYIB.

AHanizytoud iHGOpMaIIiifHi JaHl PO CIOXKUBAYIB, HAM BIAIOCS BU3HAYUTHU
CTPYKTYpPY KOHTHHTCHTY pecTopaHy «BecHa» (Tadin. 2.2).

[lepeBakHy OuIbIIICTE - 2/3 BCi€l KIIBKOCTI ONMUTAHUX CTaHOBIATH
Y0JI0BIKH, 1/3 - )KIHKH.

3a BIKOBOIO CTPYKTYpPOIO MEpIill MICIS MOCiAal0Th BiABIAyBayl, Ikl MalOTh
BIK BiJ 25 - 10 55 pokiB, TOOTO JNIOJU, SIKI MarOTh II€BHI T'POIIOBI Joxoau. B
3arajbHIN KUIBKOCTI OMUTAaHUX 1X YacTKa ckianae 80%.

AHan3yloud COLIAJIbHUM CTaTyC BiApa3y KUIAETHCA B 04l JOMIHYIOUa
yacTuHa CiIyx00BIIB - 30% Tta mianpuemmiB - 65%. BoHu € ocHOBHUMH 1
MOCTIMHUMU CTIO’KMBadYaMHU TIOCITYT pecTopany «BecHa». Came BOHU 1 CTAaHOBIIATH
NepeBaXHy YaCTUHY Yy BIKOBIM CTpyKTypl. [HII Kkareropii HaceleHHs piJiie

KOPHUCTYIOTBCS TTOCIIyTaMH, IO CBIAYUTH MPO 1X HU3BKY IIATOCITPOMOKHICTb.
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Tabnuys 2.2
BusHnaueHHs CTpyKTypu crioKuBaviB pectopany «Becna», %

[Toxa3Huk Bapiant YacTtka crioxuBadis, %
Cratb YOJIOBIK 70
KIHKa 30
Bix Jo 25 pokiB 15
25-35 pokiB 30
35-45 pokiB 35
45-55 pokiB 25
binbie 55 pokiB 5
CorianbpHHuiA CTaTyC MiIPUEMEIh 65
CITy’)KOOBEIlb 30
MICHCIOHED 5
Cepenniii 10X0]1 ciM’1 3a MicCsIlb Jlo 1000 rpH. 0
Ha OJTHOTO 4YJICHA CiM’1 1001-1500 rps. 0
1510-2000 rpH. 0
2001-3001 rpH. 0
3001-4000 rpH. 6
4001-5000 rpH. 10
5001-6000 rpH. 18
6001-7000 rpH. 19
7001-8000 rpH. 22
8001-9000 rpH. 10
binbure 9000 rpH. 15

[Tpu anaii31 cepeIHbOAYIIOBOTO JOX0Y CiM'i BUSBUIIOCH, IO CIIOKUBaYaMu
pECTOpaHy € HACEJICHHS CEPEAHBOAYIIOBUM JTOXOJ SIKUX 3a MICSIb CTAHOBUTH BiJl
4000 rpH. 1 Owtemie. Ille icHye oHa 3aKOHOMIPHICTh: YUM BUIIUNA PIBEHb JOXOMY,
TUM O1IbIIIa YACTKA LKUX BIJBIyBaYiB y pECTOPAHI.

3 METOI0 BUSIBJICHHSI HAHOUIBIII MTPUBAOJIMBOTO PUHKY MM MPOBEIH AHKETHE
ONUTYBaHHS, 3a pe3yjdbTaTaMH SIKOTO MOXHa 3pOOMTH BHCHOBKH TIPO
«colllaIbHUMY» CTaTyC pecTopany «BecHa».

Sk cBimuaTh pe3ysbTaTH OMHUTYBaHHS, BIK HalIMX BiABIAyBauiB Oinbiie 35
POKIB, TOMY BBEJICHHS ACOPTUMEHTY HOBHX CTpaB € AOLLUIbHUM, OCKUIBKU JOPOCII
oM OUThINE CIIAKYIOTh 32 CBOIM XapyyBaHHSM 1 3aAyMYIOThCS MPO T€ , IO
BXOJIUThH JIO iX PAIliOHY, SIKI BIACTUBOCTI MalOTh CHOKHUBAaHI CTPABU 1 Ky IIKOIY
9 KOPHUCTh BOHM MOXYTh TPUHECTH oOpraizMoBi. 70% omuTyBaHUX OXO0ue
3yCTPIHYTh 3MIHM B aCOPTUMEHTI y BWIJISAI BBEICHHS CTpPaB 3 IMOHUKEHOIO

kanopiitHicTio. IIpu nupomy 80% OyayTh NPUXOIUTH 10 HAC MIOTHXHA, a 'y 10 %
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ONMMMUTYBAaHUX YaCTOTA BiJBiyBaHHs HE 3MIHUTHCs. PecTtopan «BecHa» mae e psin
HEJOMIKIB, SIKI 3aBaKalOTh MIANPUEMCTBY JOCATHYTH BHCOKOTO  PIBHS
KOHKYPEHTOCTIPOMOXKHOCTI. Tum Ouapllie, M0 11 HEAOJNIKM BKa3ajid cami
CTHIOXKUBaYi. A 1€ 03Haydae, 0 KEPIBHHUIITBY PECTOpaHy HEOOXiTHO MOKPAILyBaTH
Ta yIOCKOHATIOBATH POOOTY MiANMPUEMCTBA ISl TOTO, MO0 3aBOIOBATH CBOTO
CTIOKWBAYa, 3alHITH CTiHKEe TOJOXEHHS Ha PUHKY TOCTYr Ta MPOAYKIIil
pecTopaHHOTO Oi3Hecy.

OT)xxe Ha OCHOBI JaHUX aHalli3y AaHKETHOTO OMUTYBAHHS TOJIOBHUM
HaIMpsIMKOM Y BJIOCKOHAQJIEHHI TOPTOBEJIBHO-BUPOOHHYOI IsUIBHOCTI PECTOpaHy
«BecHa» MH BUOMpPAEMO PO3IMIMPEHHS ACOPTUMEHTY BHIOTOBIIIOBAHOI MPOAYKIIII,
3a paxyHOK BBEJICHHSI BUPOOIB 3 TOHIKEHOIO KAJIOPIHHICTIO Y BUPOOHHUIITBO.

VY BIKOBIM CTPYKTYp1 KJIIEHTIB pecTopany «BecHa» MOLUIBPHO BHAUIMTH TaKl
BiKOBI Tpynu: 1 BikoBa rpyma — 10 25 pokiB; 2-Ta BikoBa rpymna — Bifg 25 mo 35
poKiB; 3-s1 BikoBa rpyna — BiJ 35 no 45 pokiB; 4-a BikoBa rpyna — — Bijg 45 no 55
POKIB, 5-a BIKOBa rpyIma — cTapuie 55 pokKiB.

CtpykTypa KII€HTCbKOi 0a3u pecrtopanHy «BecHa» 3a TOKa3HHUKOM BIKY

Ipe/cTaBlieHa Ha puc. 2.3.

Binblwe 55
pOKiB

4% [o 25 pokis
0

14%

45-55 pokiB
23%

25-35 pokiB
27%

Puc 2.3. BikoBa cTpykTypa cno:kuBauiB pecropany «Becnay
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3a3HauuMoO, 10 Yy BIKOBIM CTPYKTYpl CHOXHMBayiB pecTopany «BecHa»
Ourpma 4dactka mrofed y Bimi Big 35 mo 45 pokiB — 32%. Jlami #ige rpyna
CIIOKMBAYIB y Billl crapiie 25 pokiB — 27%; HallMeHIlla MUTOMa Bara — JIIOAeH y
Billli moHaj 55 pokiB. OTKe, MU MOXEMO 3pOOMTH BHUCHOBOK, IIO PECTOpaH
«BecHa» mepeBakKHO OpIEHTOBAHE HA HAJAHHS MOCYT JIIOJISIM CEPEIHBOTO BIKY —
B11 35 10 55 pokis.

CtpykTypa KII€EHTChKOI 0a3m pectopany «BecHa» 3a mMOKa3HUKOM

COIIAJIBHOTO CTaTyCy MpeACTaBiIcHa Ha puc. 2.4,

H nignpuemelb
cnyxboseup

H neHcioHep

Puc 2.4 Crpykrypa cnoxkuBadiB pecropany «BecHa» 3a NMOKa3HMKOM
COLIAIBLHOIO CTATYCY

Ha ocHoBI anam3y couiajJbHO-AeMorpagiyHuX XapaKTepUCTUK UIIbOBOI
aynuTopii pectopany «BecHa» MoxeMo 3poOWTH Taki BHCHOBKH IIOJIO
e(EeKTUBHUX KaHAIIB MOIIUPEHHS PEKIIAMU:

1) ockinbkW OLIBIICTH BiABiAYyBauiB pecropany «BecHa» — 1ie
MIAMPUEMIT, TO, BIAMOBITHO, W caM 3aKjaj HaJeKUTh 0 JTOCHUTH
JEMOKpPaTUYHHUX PECTOPAHIB CEPE/IHbOI ILIHOBOI KaTeropii, a ToMy
JUIL HBOTO SIKHAHOUIBINE ITIXOASTh MAcOBI 3aCO0M IOIIMPECHHS

peknaMu — [HTepHerT;
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2) OCKLIBbKH OUIBINICT BiABIAYyBauiB pectopany «BecHa» HalexaTh 10

BIKOBOi Karteropii 35-55 pokiB, TO 3arajJoM MO)KHa CKa3aTH Ipo Te,

10 IIJTOBA ayIUTOPIs PECTOPaHy JOCUTh MoJiofa. BianmosiaHo, 1is

pEKJIaMHUX KaMIIaHii pecTopaHy JIOCTaTHHOI MIPOI0 MiAXOISATh

3acobu MacoBoi 1H(popmalii, MO0 KOPUCTYIOTHCS MOMYJISPHICTIO

came y MOJIOJIO1 YaCTHUHH ayIdUTOpii;

CtpykTypa KI€HTChKOI 0a3u pectopany «BecHa» 3a MOKa3HUKOM CEpemHii

JI0XO0JT CIM’T 3a MICSIIb Ha OJIHOTO YJieHa CiM 1 pe/icTaBlIeHa Ha puc. 2.5.

CTpyKTypa cnoxuBadis pectopaHy BecHa

binbwe 9000 3001-4000 rpH.
TPH. 6%
15%

4001-5000 rpH.
10%
8001-9000 rpH.
10% 5001-6000
TPH.
18%

Puc 2.5 Ctpykrypa cnoxuBauiB pecropany «BecHa» 3a moka3HMKOM

cepeaHii 10X0x ciM’i 3a MicSIllb HA OJJHOTO YJIeHa CiM’i

Jlani OWIHUMO BIUIMB KOHKYPEHTHOTO CEpPENIOBUINA Ha JISUIBHICTH

nignpuemcTBa (Tadu. 2.3)

Tabauys 2.3
O1iHKa KOHKYPEHTHOTO cepeioBullla pecTopany «BecHa»
Konxypenmui Daxkmop Cman gpaxmopy Oyinka
cunu ¢axmopy 6
banax
11213
1 2 3 4 15]|6
1. [Tponukuenns | 1.1. PiBeHb 3HayHa €eKOHOMIs Ha MaciTadax 30yTy X
BX11HOro 6ap’epy | Bucokuii piBeHb (hiHAHCOBHX IHBECTHINH | X
KOHKYPEHTIB Huspkuii cTynine qudepeniianii X
MIPOTYKITI{
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IIpooosorcennus mabauyi 2.3

1 2 3 4 15]|6
KoHcepBaTu3m TenepilHboi cucTeMu X
NOCTa4yaHHs CHPOBUHU
[Torpeba 3amyueHHs MOCTIHHUX X
CIIO’KMBAYiB
1.2. Peaxuis BincyTHIiCTh aKTUBHOT MapKETUHTOBO1 X
II0YUX [IOJIITHKHA
i IITPUEMCTB Husbka iHHOBAIIIIHA aKTUBHICTH X
Ha MosiBy HOBUX | CriaOKe BUKOPHCTAHHS METOIiB BEICHHS X
KOHKYPEHTIB KOHKYPEHTHO1 00pOTHOH
CepenHe 3HaYEHHS BIUIMBY NOSIBU HOBUX KOHKYpeHTIB I (HK) = 1,75
2. IlosBa 2.1. Brnus IlepeBary oTpumye TOBap 3 HUKYOIO X
TOBapiB- TOBapiB- I[IHOIO
3aMIHHHKIB 3aMIHHUKIB TenpeHii 1o peanizamii JeMIeBIIOro i X
MEHII SIKICHOT'O TOBapy
BincyTHicTh CyTT€BUX pO301KHOCTEN B X
ACOPTHMEHTI OCHOBHUX KOHKYPEHTIB
2.2. [Ipotu- [TosiBa BenmMKoOi KiJIbKOCTI TOBapiB- X
3aKOHHA IMITaIlisl | 3aMiHHHUKIB
HassBHUX BUPOOIB
CepeHe 3HaYCHHS CHJIM BILUTUBY TOBapiB-3aMiHHHUKIB | (13) = 2,25
3. Konkypentna | 3.1. Bruus Benuki MOKIMBOCTI MOKYMIIIB Y BUOOP1 X
CHJIa TIOKYTIIIIB MOKYIIIIB HA TOBApiB-aHAJIOTIB
KOHKYPEHTHI Bucoxkuii cTymniHnb oprasizarii X
MO3MIIi{ CHOXHBAYiB
I1I0pUEMCTBA CrnioxrBadi KynyroTh IPOAYKIIIO X
3.2. ToprosenbHa | 3pocTaHHs piBHS iHPOPMOBAHOCTI X
CHJIa CTIOKMBadviB | Brcoka 11iHOBa €1acTHYHICTh TOBAPY X
CepenHe 3HaYeHHS cuiy BIUIMBY nokyniiB I (mok) = 2,0
4. Konkypentna | 4.1. Bruus HeobmexxeH1 MOKITMBOCTI MIAMPUEMCTBA | X
cuia NocTavyaibHUKIB | y BUOOpPI MOCTaYaJIbHUKIB
MOCTAYaJbHUKIB | HA KOHKYPEHTHI TenaeHIii 10 CKOpOYSHHS TPUBAIOCTI X
MMO3UIMT TOCIOJIAPCHKUX 3B’ SI3KIB
ITPUEMCTBA Husbka BapTicTh mepexoy 10 iHIIOro X
1oCTayalbHUKA
4.2. OOmexenHs | BincyTHicTh BnacHMX 000pOTHUX KOMITIB | X
pecypcHOro no- Hecrava cknanchKux MpUMILCHbD X
TEHIlay
CepenHe 3HaYEHHS CHJIM BIUIMBY NocTadanbHUKiB | (moct) = 1,0
5. Konkypenuis | 5.1. Ctyninb VY3aranbHIOBaIbHUM TOKa3HUK X
MDX MPUCYTHIMU | IHTEHCUBHOCTI IHTEHCUBHOCTI KOHKYPEHII{
Ha PUHKY KOHKYpEHIIi{ HasBHICTH BENIMKOI KIJIBKOCTI MaJIMX X
bipmamu 1 IPUEMCTB-KOHKYPEHTIB
Hes3naunuii npupicT MONUTy Ha TOBap X
I1JIPUEMCTBA
5.2. KonkypentHi | Bpane micue po3raiyBaHHs X
MO3UIIT BincyTHi qocmiKeHHsT KOHKYPEHTIB X
JIOCIIKYBaHOT JocnikeHi KOHKYpeHTH (aKTHUHO He X
(bipmu MalOTh CHJIbHUX KOHKYPEHTHHX ITepeBar

CepeHe 3HaYEHHS IHTEHCUBHOCTI KOHKYpeHIiT Mk dipmamu I (k) = 2,33
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Po3paxyHOK KOe(ilieHTy 3arajibHOIO BIUIMBY KOHKYPEHTHOI'O CEpEOBMILA
Ha JISUTHHICTH TANPUEMCTBA:

Kowmsy = 0,2*1 (1K) + 0,2*I (13) + 0,3*[ (mok) + 0,1*I (moct) + 0,2*I (x);

Kewmsy = 0,2*1,75 + 0,2%2,25 + 0,3*2,0 + 0,1*1 + 0,2*2,33 = 1,96.

KoedimieHT 3aranbHOTrO BIUIMBY KOHKYPEHTHOTO CEPEIOBHINA HA ISIBHICTh
HiANPUEMCTBA HAOIMKAETHCS A0 2, U0 CBITYUTH NIPO CEPENIHIN BIIMB CEPEIOBUILA
Ha JISUTBHICT pecTopany «BecHay.

[Ipu gochimkeHHI KOHKYpPEHTIB TPOBEAEMO aHalli3 KOHKYPEHTHOTO
Cepe/IOBUILA, BU3HAYUMO 1 HaJaMO XapaKTEPUCTUKY OCHOBHMM KOHKYpEHTam
pecropany «BecHay, 31ICHUMO MOPIBHJIBHUI aHaIi3 3a JOMOMOTrO0 MOOYI0BU

KOHKYPEHTHOTO mpodiro (tadm. 2.4.).

Tabnuysa 2.4
KonkypeHTHI npodini 3akiiajiB
Pecmopan Kage Pecmopan Kape-
Tloxasznuk : . oap
«Becna» «Mpisy «Cogpis»
«Kenux»
1 2 3 4 5
Micue po3TanryBaHHs ) 5 5) 5
Pexum poboTH 5 4 4 4
SxicTe npoaykuii ) 5 5) 4
SIkicTh cepBicy 5 4 4 4
[HHOBaLIHHICTD ) 5 4 2
I{iHa Ta I[IHOB1 3HMXKKH 5 2 3 2
KBamigikoBanicTs epcoHary 5 4 4 3
Iatep’ep 5 5 5 3
[ToTyxHiCTb S) 5 5) 4
Homenknarypa nociyr 5 4 4 3
CtumymoBaHHS 30yTy 5 4 3 3
CepenHiii 6a 50 4,3 4,2 3,4

[IpoananizyBaBilid KOHKYpPEHTHI Mpodiii 3akiaAiB, BUAHO, 110 HAMKpaIum
cepen 3aknaniB € kade «Mpis», cepenHiit 0a sIkoro CTaHOBUTS 4,3.

JlocTiKeHHST pecTOpaHHOTO TMPOAYKTY CIiJ MPOBOAWTH B 3aKiangax, IO
BU3HAHI OCHOBHUMHU KOHKYpeHTamH — 11e kade «Mpis», pectopan «Codis», kade-

6ap «Kenux». JlaHi 1OCHII>KEHHS HaBEICHO B Tabwii 2.5.
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Tabnuys 2.5
SIKiCTh pecTOpaHHOTO MPOIYKTY 3aKJIaliB-KOHKYPEHTIB, Oaiu
Axicmo
3ariao- Hepwi | Jpyei | Conooki bopowirsini . Hano Kynisenvni
KOHKYpeHm | 3axycku empacu | empasu | empaeu KOHOUMEPCHKi 811ACHO20 MOGADIL
P P P supodu BUPOOHUYMBA P
Kage 8 9 8 6 7 7 8
«Mpis»
Pectopan
«Codism» ! 8 ; ! 8 ;
Kage-0ap 7 ] 6 6 6 5 7
«Kemmx»

3MIMCHUBIIM aHaJ3 SAKOCTI PECTOPAHHOTO MPOJAYKTY, MU 0OadyuMo, IO

J1AepoM 3a Bcima rpynami € kage «Mpisi».
Maroun naHi Npo LIHKM HA TPOAYKIIIO Ta MOCIYTM KOHKYPEHTIB pPECTOpaHy

«Becnay, mpoBeeMo aHai3, pe3yabTaT sIKOTO HaBeneMo y Tabmutt 2.6.

Tabnuys 2.6
XapakTepuCTUKA L1H Ha CTPaBU Ta MOCIYTHd HAa PUHKY (JIITO)
IIpooyxkmu Linu (epn.)
3axycku | Ilepwi | [pyei | [pyei | bopowmnsani | [Jlecepmui | Cepeons
cmpasu | pubHi | M AcHI cmpagu cmpasu | eapmicmeo
Ilionpuemcmeo cmpasu | cmpasu HOKYNKU
Kage «Mpis» 150,00 | 80,00 | 130,00 | 180,00 20,00 80,00 600,00
Pectopan 120,00 | 50,00 | 100,00 | 150,00 20,00 50,00 400,00
«Codois»
Kadge-6ap 140,00 | 75,00 | 120,00 | 160,00 25,00 50,00 550,00
«Kenux»

Ha ocHoB1 anami3y 310paHMX AaHUX IIOJAO I[IH Yy 3aKjiIaJaX-KOHKYpPEHTax
MOXHa 3pOOMTH BHCHOBOK MpO IIHOBI CTpaTerii, 0 BOHU peanizytoTh. Kade
«Mpis» Ta kade-6ap «Kenux» mopsj 13 BUCOKOIO SKICTIO MPOAYKIIT MPOMOHYIOTh
BUCOKI 1[iHU. Pectopan «Codisi» Mae BIIHOCHO SIKICHY MPOIYKIIIO Ta JEUI0 HIKYI
IIHU, aHDK Y 1HIIUX.

OTxe, OCHOBHMM 3aBIAaHHSIM KOKHOTO MIANPUEMCTBA, HE3AIEKHO BIJ

dbopMH BIIACHOCTI, TUMY MIANOPAJIKYBAHHS Ta IHIIMX BU3HAYaJIbHUX YUHHUKIB,

MOBUHHA OYTH SKICTh MPOIYKITIi.
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2.2. Bu3HauyeHHsi BIJIMBY YHHHHUKIB Ha CHCTeMY ylpaBJliHHA
NMOBEAIHKOIO CIIOKMBAYIB PECTOPAHY

[Tomut Ha mNpOAYKIiI0 pecTopaHHOro Oi3Hecy Mae CBoOi crhenudivHi
0co0MuBOCTI. BOHM BHpaxaroThCS TMEpII 32 BCE XapaKTepoM caMoi MPOAYKIIil
pecTtopaHHOTO 013HECY, a TAKOK YMOBaMHU ii peasizallii 1 Clio)KWBaHHS.

BuBueHHSI MONMUTY BUCTYIAE OJHIECIO 3 BAXJIMBHUX (DYHKIIH MIANPUEMCTBA.
HopMmyBanHs nonuty — ckiaaHuil npouec. HeoOxigHe mocTiiiHE CHOCTEpEKEHHS
3a BUHUKHEHHSM, PO3BUTKOM 1 3MEHIIEHHSM I[ONUTY Ha TI YW 1HII TOBapHu.
[IpoGnema BUBYEHHS CIHOKHMBAIBKOI'O MOMUTY BKIIOYA€ JBI TOJOBHI 3ajadi:
BUSIBJICHHS 3aKOHOMIPHOCTEHl MOMNUTY, KU BXE CKJIAaBCS 1 IPOrHO3YBaHHS
OYiKyBaHOTO B MailOyTHbOMY MOMHUTY. METOI0 MPOBEIEHHS HAIIOTO OMHUTYBAaHHS
3a JOMIOMOT'OK0 aHKETH € OTPMMaHHA JaHUX PO TE€, YW 3alllKaBJEH1 BIJBITyBadl
pectopany «BecHa» y BBEJICHHI B MEHIO HOBUX BUJIIB CTPaB: CTPaB 3 I1JIBUILEHOIO
O10JIOTIYHOIO LIHHICTIO, CTpaB 3 MOHMWKEHOI KaJOPIHHICTIO, CTPaB JIIKYBAJIbHO-
PO UIAKTUYHOTO MPU3HAUYCHHS. TOMY Il HAC OCOOJIMBO BaXKJIMBO, 00 310paHi
JnaHi Oynau sKOMOTa TMOBHINIMMH, OCKIIBKM Ha iX OCHOBI Oyne OazyBaTuCh
OPUMHATTS BAXKJIUBUX PpillleHb. TakuM YWHOM, aHAII3yIO4YM JaHl aHKETHOTO
ONMMTYBAaHHs CIOXXMBaudiB pectopaHy «Becna» 3a Tabn. 2.7, MoXXHa 3poOUTH

HACTYITHI BUCHOBKH.

Tabnuys 2.7
AHari3 aHKeTyBaHHS BiJIBiIyBauiB pecTopany «BecHa»

3anuTa"Hys Bignosimi, %
Yu 3yctpivanu Bu peknamy Hamoro pectopany? 23,3
- Tak; 76,7
- Hi;
Sxi Bu MmoxxeTe Ha3BaTu nepeBaru Haioi pekjiaMmu?
- JIETKO 3araM’ ITOBY€ETHCS, 30pOBO CIIPUMMAETHCS; 10,0
- Jla€ BUYEPIHY 1HPOpMAIIiIO; 16,7
- BI/IMIOBIJ]a€ Cy4aCHUM BUMOTaM; 63,3
- peKJiama Ha JIOCTaTHbOMY PiBHi. 10,0
Sk Bu omintoere po6oTy odimiadTiB?
- BUCOKHI MpodecioHanizm; 73,3
- Ha JIOCTaTHHOMY PiBHI, 20,0
- HE3aI0BOJIEHUH. 6,7




37

3akinuennsa maon.2. 7

3anuTaHHs Bignosiai, %

UYwu 3am0BosbHsIE Bac iHTEp €p 3amiB?

- TaK; 100,0

- HI. 0’0

Skmo B pecropaHi OyayTh 3alpOINIOHOBaHI 3MiHM B aCOPTHUMEHTI , IO

3amikaBUTh Bac B mepiry yepry?

- miaBHUIIeHA 010JI0T1YHA I[IHHICTh CTPaB; 20.0

- TOHMKEHA KaJIOPIHHICTh, KHUPOMICTKICTh, LIYKPOMICTKICTB; ’

- BIIPOBA/KEHHSI CTPAB JIIKYBaJIbHO-TIPOPIIAKTUIHOTO MPU3HAYCHHSI. 70,0
10,0

SIK 3MIHMTBCS 4YacTOTa BiABiAyBaHHS Bamu Hamoro mimpHEMCTBA SKIIO

OyayTh BHIIC 3alIPOITOHOBAHI HOBOBBEICHHS?

- WWOJIHS; .

- Pa3 Ha T IeHb;

- pa3 Ha MiCsIIIb; 80,0

- HE 3MIHUTBCA. 10,0
10,0

Ckinpku  KomTiB Bu Mokere J03BOIMTH CcOOI BHUTPATHTH 3a OJIHE

BiJIBiTyBaHHSI?

- menue 150 rpH.; 1.2

- 150-300 rpH.; ’

-300-550 rpH.; 6,1

- 550-850 rpH.; 26,0

- Ginbiie 850 rpH. 60,0
6,7

[lepmie muTaHHA aHKETU JO3BOJIE BUSABUTH CTYMiHb TOIHPOPMOBAHOCTI
peanbHUX CIOKUBAYIB PO Hall pectopaH . Ha 11e nuTaHHs HEraTuBHY BiJINOBIb
namu 76,7% onuryBaHux. Tox mepmioueproBo Tpeba 3BEpHYTH yBary Ha
CTBOPEHHSI PEKJIAMH.

OcCkUJIbKM y 3ajlax CHOXHMBadiB OOCIyTOBYIOTh BHCOKOKBaNi(p1KOBaHI
odimianTu, TO ¥ PiBEHb 3aJO0BOJICHHS BIJB1lyBayiB OOCIYyrOBYBaHHSM BHCOKHI
(73,3%).

[aTep’€ep ycCixX 3alliB MOBHICTIO 33/I0BOJIBHSIE CIIOKMBAYIB , Ha I1€ BKa3aiu
100% pecroHIeHTIB.

OpHUM 3 HaWrOJIOBHIIIMX aCHEKTIB BU3HAYEHHS CTaHy MIANPUEMCTBA B OYaX
CIIO’KHMBAYIB € OIIHKA SKOCTI MPOAyKIlii pectopany (tabm. 2.8). IliampueMctBO
pecTopaHHOro 0Oi3HECYy HE MOXKE JOCSIraTh KOHKYPEHTHHX MepeBar, SKIIO HOro

MPOAYKIlisS HE KOPUCTYETHCSI TOMTUTOM, TOOTO MA€ HU3ZBKY SKICTb.
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Tabnuys 2.8
Ouinka sikocTi npoaykiii pecropany «Becna»
CrpaBu Cepenniii 6ai 3aranpHa
CMAkoBl 03100JICHHS ACOPTUMEHT | OIliHKa, 0aj
BJIACTHBOCTI
X0JIOAHI 3aKyCKU 4,95 5,0 5,0 4,98
[Tepmi 3,55 4,8 4,3 4,2
Hpyri 5,0 5,0 5,0 5,0
["apHip 5,0 5,0 4,75 4,92
Hamoi 4,95 5,0 4,95 4,97
Konaurepcrki Bupobu 4,95 5,0 5,0 4,98
3arajibHa OIliHKa 479 4,97 4.6 4,87

Ax cBimyath naHi Tabna. 2.8 BUPOOHMUYUN MiAPO3MLT PECTOpaHy POOUTH
MaKCUMAaJIbHUI BHECOK J0 (POpMYyBaHHS MMO3UTUBHOIO IMIKY HIAIPUEMCTBA CEPEN]
CIIO’KMBAYIB.

BinBigyBaui Ty>ke BUCOKO OLIIHHWIIA MaMCTEPHICTh KyXapiB y MPUTrOTYBaHHI
CTpaB Mailke B yCiX aCOPTUMEHTHHUX rpyIax, TUIbKK MEpIll Ta COJOJKI CTPaBH
OTpUMAJM HIDKYMK Oall 32 paxyHOK HEHIMPOKOTO ACOPTUMEHTY Ta CMaKOBHUX
AKOCTEH. 3arajibHa OllIHKAa CTpaB CTaHOBUTH 4,87 Oanu, 10 TMOKAa3ye JIOCUTh
BHCOKHUU PE3YJIbTAT.

ACOPTUMEHT TPOAYKIli, SKUHA TPOMOHYETHCS CIOXKKMBauYaM JIOCUTh
IIMPOKUH 1 3a momipHuMHU IiiHaMmu. [Ipoaykiis pectopany «BecHa» po3paxoBaHa

Ha HACEJICHHS 3 CePeHIM PIBHEM JOXOY.

1-10% 10-20% 20-30% 30% 1 6inbiie
Kade-6ap .
10-40 «Kemux» 2 Kage «Mpisn» 4
. 3
ITorenman 1
[TignpuemcTBa Pecropan
(KUIBKICTB 60-100 5 6 7 «Codis»
MICITh) 8
Pecropan
100-150 9 10 «BecHay 12
11

Puc. 2.6. Jlons puHKy TOBapooOiry
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Ha punky, e mpomoHye CBOIO MPOAYKIIIO 1 MOCIYrH pectopaH «Becha»
KOHKYPEHTIB He 0araTo. AJle BOHU BIIPI3HAIOTHCS aCOPTUMEHTOM, SKICTIO, IIIHOIO
MPOAYKINi Ta MOCIYr IO HaaaroTh. Jjisi OUIBII MOBHOTO aHaNi3y KOHKYPEHTIB
HiANPUEMCTBA  CKOpHCTaeMocst Matpuueto «/lons puHKy —  MOTeHINan
H1IPUEMCTBAY, KA YITKO BU3HAYAE MICIE KOKHOTO MiANPUEMCTBA CEPEJl 1HIIIHX.

3BUYaliHO HAWTIPUBAOTUBIIINM ISl MIAIPUEMCTBA, Oyli0 O 3HAXOAUTHCS B
KBajpaTi 4 — BUCOKAa JOJI1 PUHKY MpPH HE3HAYHOMY MOTEHIiali MiJMpHEMCTBA.
HaiibinpmmmM /10 1/1eaIbHOTO TMOKa3HMKa 3HaXoauThes pectopaH «Codis», 1o
3aiiMae MO3MIi0 — 8, A€ cepeaHld MOTEeHIlan 1 MaKCUMallbHa J0Ji1 pUHKY. Jpyre
Mmicuie 3aiiMae kade «Mpis»— mosuils 3, e IpU HU3BKOMY MOTEHIaNll JTOCUTh
3HayHa 1011 puHKy. Tpete micie 3aliMae MiANPUEMCTBO, SIKE MU aHAJI3yeEMO, 1€
no3utlist 11. Y sikoro BUCOKUI MOTEHITIAT 1 CEPEAHS 10/l PUHKY, 1110 BKa3ye Ha HE
MIOBHE BUKOPUCTAHHS MOTEHITIATY MMiAMPHUEMCTBA.

Haiiripuie nonoxenus y kade-6apy «Kenux», npy HU3bKOMY MOTEHIIIaN —
HU3bKa 10Js puHKy. L marpuns BinoOpaxkae cuTyallito JHIle B MEBHUI NEpiof
yacy. ['0ioBHMIA 11 HEMOMIK - CTAaTHCTHYHICTh. He3Bakarouw Ha 11€, MOJEIb JIa€
3MOTrYy BIJIMIOBICTHA HAa NMUTAHHS: KU ICHYIOUUWA cTaH pUHKY ? UM moTpiOHI 3MiHU
B IMOTEHIT AT MiAIpPHUEMCTBA?

BaxnuBuMm etamoM y po3poOll NUIAXIB  yJOCKOHAJEHHS TOPIrOBO-
BUPOOHHMYOT MAISUIBHOCTI MIANPUEMCTBA € OI[IHKA CTPATEriyHOro MOJIOKEHHS
pecropany «BecHa», HOTO MisSUILHOCTI, 1110 MTOBMHHA BU3HATH PEaJIbHI MOKIUBOCTI
Ta 3arpo3d Ha MNUIAXY peai3aiii I[ijed, BUABJICHHS BHYTPINIHIX CUJIBHUX Ta
CJTa0KUX CTOPiH (PYHKITIOHYBAHHS MIAMPUEMCTBA .

Jliis BusiBiIeHHS 1{50T0 mpoBogumMo SWOT-anani3 mignpuemcrsa (tab. 2.9).

OTxe, IpU BUBYEHHI JIOCKOHAJIO TOPTOBO-BUPOOHUYOT CUCTEMHU PECTOPAHY
«BecHa» Mu MOXkeMo MpoaHaii3yBaTH ii cabKi Ta CUIIbHI CTOPOHHU.

CuiibH1 cTOpoHHM, siIK TokazaHo y SWOT-ananizi pectopany, e Te, IO
H1JIPUEMCTBO OPIEHTYETHCS IPU BUTOTOBJIEHH] MPOAYKIIIT HA MEBHUI KOHTUHIE€HT

CITOKHBAYIB.
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Pectopan «BecHa» mae BenMKy KUIBKICTh TOCTAYaIbHUKIB. A 1€ € OJIHIEIO 3

YMOB PUTMIYHOI pOOOTH MIATPUEMCTBA Ta O0e3MepeOiHOTO MTOCTaYaHHs CHPOBUHU,

MPOJIOBOJIBYMX TOBAPIB.

Takoxx ciig BIAMITHTH, IO pecTopaH «BecHa» B 3B’sA3Ky 31 CBOiM

pO3TallyBaHHAM Ma€ HCBCIMKC KOJIO KOHKprHTiB. H_IO TAaKOXX ITIO3MTHBHO BIIJIMBAE

Ha TOPTOBY CUCTEMY PECTOPaHY.

SWOT-anaui3 pecropany «Becna»

Tabnuys 2.9

SWOT-anamni3

MosxIHuBOCTI

1. Buxin Ha HOBI PHHKH.

2. Po3mmpeHHs: acCOPTUMEHTY
MIPOYKIIIi.

3. BBeneHnss HOBUX BHU/IIB
JIOJTATKOBUX TTOCIIYT.

3arpo3u

1. HectalOinbHICTE
HAaIlOHAJILHOI BaIIOTH
2. IlosiBa HOBHX
KOHKYPEHTIB

3. YoBiIbHEHHS

POCTY PUHKY.

MinHi CTOpOHH

1. OpieHTanis Ha IEBHUI

KOHTHHTEHT CIIOYKUBAYiB.

2. IloBHa 3a6€31e4yeHICTh MiAMPUEMCTBA
HEOOX1JTHUM BUPOOHUYO-TOPTiBEIbHUM
YCTaTKyBaHHSIM

3. Hu3bka MIuHHICTH KaApiB Ta BUCOKA
KBamidikallis MpariBHUKIB

4. Benuka KUIbKICTb

MOCTa4YaJIbHUKIB

Cuna 1 MOXKJIIMBOCTI

Cuna i1 3arposu

CnaOxki cTOpoHH

1. HewacTe OHOBIIEHHSI aCOPTUMEHTY
HIPOAYKIIT

2. Huzbka 000pOTHICTH MicCIA

3. He3za0e3mneueHicTb

HEOOX1THUMH BUPOOHUYUMHU
MPUMIIIEHHSIMA

CnabKicTh 1 MOYKJIUBOCTI

CnalkicTh 1 3arpo3u

AHanizytoun cinabki CTOPOHH, B TIEPITy YEPry MU 3BEPTAEMO yBary Ha He

yacTe MOMOBHEHHS ACOPTHUMEHTY MpOAyKIii Ta ii sikocTi. | ommparounch Ha

aHKETHE OMUTYBAaHHS MU 0AUYMMO, CTIO’KMBAUl XOUyTh 3MIH B IIbOMY HAIPSIMKY.

B pecropani «BecHa» HagaeThCs BeJMKAa yBara peKJIaMHIM MOJITHUIIL.

BpaxoByroun €eKOHOMIYHY CHUTYallll0 Ha YKpaiHi HEOOXIHO peajbHO MiAINTH J10
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BCTAHOBJICHHS HAIIHKU Ta HaJ0aBKH HA MPOIYKI[II0 PECTOPAHHOTO TOCIIOAAPCTRA.
HeoOxiiHO BCTaHOBUTH Taky LiiHYy, sika OyJe ICHUXOJOTIYHO MpuBabIuBa AJis
CIO’KMBaviB, Ta OaXaHO HIKYOIO HDK I[IHA KOHKYpeHTIB. HambaBKy HEoOX1THO
BcTaHoBUTH 20 — 40%, makcuMaibHa Haiiuka — 150%.

Pecropan «Becna» mparroBatuMe Ha CHPOBHHI, OyJe CIeliaii3yBaTuCh Ha
BUPOOHUIITBI Ta peaii3alii KyJiHapHUX CTpaB Ta BUpoOiB. dopma oruiatu
CUPOBHHH — TI0 PO3PaxyHKy a00 TOTIBKOIO. Buam mocTaBokK Ta METOAM 3aBO3Y

IpOAYKIIii Oy1yTh 0OOYMOBIJIEHI B JOTOBOpPaX MOCTABOK.
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PO3JILT 3

YAOCKOHAJIEHHA CUCTEMHU CUCTEMMU YIIPABJITHHSA
IHHOBEJIIHKOIO CITIO’KUBAYIB PECTOPAHY «BECHA»

3.1. OOrpyHTyBaHHSI NPOrpamMM 3aXOAiB 3 YIOCKOHAJICHHS CHCTEMH
YIPaBJIiHHSA MOBEAIHKOI0 CII0KMBAYiB PeCTOPaHy

OCHOBHUM 3aBJIaHHSIM KOXKHOTO 3aKJIaJly PECTOPAHHOTO O13HECY HE3aJIEHKHO
B1J1 ()OpPMH BIJIACHOCTI, TUIY MIANOPSAKYBAHHA Ta 1HIIWX BU3HAYAJIbHUX YMHHUKIB
MOBUHHA OYTHU SKICTh MPOYKIIII.

HaliBaxmuBIlIMMH XapaKTePUCTUKAMU TEXHOJIOTTYHOTO MPOIECY PECTOPaHy
«BecHay 3 morsay HOro BINTMBY Ha SKICTh MPOAYKIIii, III0 BUTOTOBISATUMETHCS, €:

— TEXHOJIOTIYHA OCHAIICHICTh BUPOOHUIITBA HOBUMU CYYaCHHUMHU BHUAAMU
TEXHOJIOTTYHOTO 00JIaTHAHHS;

— SIKICTh BUKOPUCTAHOI CUPOBUHU 1 HamiB(haOpHUKaTIB;

— kBamidikallisi poOITHUKIB;

— HAasBHICTh TEXHOJIOTTYHUX KapT.

Jlo yMOB, siki 3a0e3MedyloTh SIKICTh PECTOPAHHHX IOCIYT, HaJIeKaTh:
BIJIMOBIJTHUN 3aTUIIHUI IHTEpP’€P TOPrOBOrO 3ally; XapakKTEpH1 Uil LBOIO THUILY
MIIPUEMCTBA MEOJIEBl eleMeHTH; (IPMOBUN CTUIBHUN OIAT 0OCIyTrOBYIOUOTO
nepcoHaIy, BIAMOBIIHUI 30BHINIHIKN BHUTJISAA O(IIlaHTIB; MOCY IS MOJABaHHS 1
CEpBIPYBAaHHS CTOJIB, HAasBHICTh HOTO Yy BIAMOBIIHIMN KUIBKOCTI; MpPaBUIbHE
CKJIaJaHHs ¥ OQOpPMIICHHS MEHIO; SIKICHA CHPOBHUHA 1 MPOAYKTH, SKICHI CTpaBH,
ecTeTuyHO OQOopMIIeHI W TOJaHl 3 BIJAMNOBIIHOK TEMIIEPATypOlO IOJIaHHS,
BIJINOBIJIHA KBaji(ikalis MpaliBHUKIB KyXHI, TOProBoro 3aiy. SKimo 1i yMoBHU
OyIyTh TOTPUMYBATHCS, TO PECTOPAHHUH O13HEC MPOIIBITATUME.

Cnixg ocoO6nuBYy yBary HpUAUISTH SKOCTI MPOAYKTIB, IO MPUUMAIOTHCS, a
TaKOX TMEPEeBIPATH iX BIAMOBIHICTH CTaHAApPTaM Ta TEXHIYHUM yMoBaMm. Jlis
OT0 MPAIIBHUKH CKJIAJly, 1[0 MPUHMAaIOTh MPOoayKIito, MatoTh 3Hatu JICTY 1 TY

Ta YMOBHM JOTOBOPY 3 IOCTadyajJbHUKAMH. XapyoBl MPOAYKTH OOOB’SI3KOBO



43

MOBUHHI MaTH cepTU(IKaAT SIKOCTi, B IKOMy Ma€ OyTH BKa3aHa JlaTa BUTOTOBJICHHS
IPOAYKTY, TEPMIH Ta YMOBH 30epiraHus. 3a MEpeBipKy SIKOCTI MPOAYKTIB, CTaHy
Tapyu, a TaKOoX BEJACHHSA BIAMOBIAHOI JOKyMeHTalli (mpuiiomMm TOBapHO-
TPAHCIIOPTHOT HAKJIAJIHO1, paXyHOK-(aKTypa) BiAMOBIa€ KOMIPHHUK.

Y  CKIaACRKMX TPHUMINICHHSX pecTopaHy «BecHa»y moTpumyroThcs
PEKOMEHJIOBaHUX TEMIIEpaTypHUX PEXKHUMIB 30epiraHHs NPOJYKTIB Ta IpaBuia
TOBapHOTO cycimcTBa. Jlmsi 3a0e3medeHHs BUKOHAHHS CaHITAPHO-TITIEHIYHUX
BUMOT 110 30epiraHHsi MPOJYKTIB y pecTopaHi «BecHa» MamTh CyBOpO
JOTPUMYBATUCS TEpMiHIB 30epiraHHsi cUpoOBUHHU. [IpuitHATI 10 30epiraHHs
MPOIYKTH TIEPEKIAal0oTh B YHCTY, MPOMAapKOBaHY 3TiAHO 3 BHUJIAMU TPOIYKTIiB
Tapy abo 30epiraloThCs B Tapi MOCTaYaIbHUKA.

Crpareriero ympaBiiHHS TOBEAIHKOIO CIIOXKHBa4yiB pecTtopany «BecHa»
nepen0ayaeThCs palioHaIbHa MOJIITUKA [IIHOYTBOPEHHS.

JlonaTtkoBuil MpUOYTOK TUIAHYETHCS OTPUMYBATH 32 PaXyHOK KEHTEPUHTY.
YacTky npoAyKIii BIaCHOIO BUPOOHUITBA B TOBAPOOOIry NOTPIOHO MIATPUMYBATH
Ha piBHI 60-70 %, 1m0 € HaWOLIBII pallioOHAJBHUM JUIS 3aKJIaJiB aHaJOT14HOI
crieriaizaiii.

Po3npi6H1 wiHU POPMYIOTHCS, BUXOASIYM 3 BAPTOCTI 3aKyIIBJII CUPOBUHU Ta
MPOJIOBOJIBYMX TOBapiB 3a TYPTOBO-BIAMYCKHUMHU I[IHAMH, TOPTrOBEILHUMU
HaJ0aBKaMM, BIAMOBIIHUMH HaliHKamu. I[lpu peamizaiii AesSKUX COLIAIBHO
3HAUYIIMX TOBAPiB BCTAHOBIIOIOTHCS TPAHUYHI PO3MIPH TOPTrOBEIbHUX HAJI0ABOK.

Cnig po3poOUTH Taky CTpaTeriro YIpaBiIiHHS IOBEIIHKOI CIIOKMBAaYiB
pectopany «BecHa», sika Oyne chopsMoBaHa Ha 3alliKaBJICHHS CIOXXKHBAYiB
OPOIYKIIIEI0 Ta TOCIyraMH IhOTO 3aKjagy pPECTOPAaHHOTO TOCIOIapCTBa.
[InanyeTbcs TPOBEACHHS KOMIUIEKCY MAapKETMHTOBHUX 3aXOJliB, 3a JIOMIOMOTOIO
SKUX JOCATA€ThCSI METa BIUIMHYTH Ha CIOXKHBada, KYJIBTHBYBaTH y HBOTO
HEOOXI1HI 3BUYKH, CMakH, Hamipu, Gopmu 1 cTuib moBemiHku. o iX ckmamy

BXO/UTB:
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— pekilaMa — JISUTHHICTh 3 METOI0 MPUBEPHYTH yBary CIOKHABada J10
MPOAYKIIIT IIJITXOM PO3IMOBCIOIKEHHS MPECTHHKHOT 1HPOopMaIlii npo Hei, 3aKJIUKIB 1
pEeKOMEH AT

— CTHMYJIIOBaHHS 30yTy — KOPOTKOYACHI CIIOHYKAJIbHI 3aX0M 3a0X0YCHHS
1 IPUBEPHEHHS YBaru MOTCHIIIMHUX CIIOKHUBAYiB,;

— PO3MOBCIOKEHHS 1H(pOpMaIlli uepe3 colliaabHl MEPEeki — CTUMYJIFOBAaHHS
NOMUTY Ha TOCIAYTrd PECTOpaHy  IUISAXOM PO3MOBCIOKEHHS MPO HBOTO
iH(opMmarii.

PexnamMa mnpo [ISUIBHICTH 3akKiialy PECTOPAHHOTO ToCHojapcTBa Oyje
CTUMYJIAITOPOM TOPTiBJI, MPUTSATHE YyBary CHOXKMBauda. BUIBIICTh peKIaMHUX
MartepialiiB OyAe MPEACTaBISITH COOOI0 OTOJIONICHHS B MEPIOJAMYHMX BUJIAHHSX,
pexiiamHi (yiaepu, 1m0 OyIyTh PO3/1aBaTUCS B MEBHUX MICLSIX, peKIaMHI (iaepu,
o OyAyTh PO3HECEHI IO MOIITOBUX CKPUHBbKAX PAaOHY, PO3MIIICHHS pPEKIaMH
3aKJaay 1o MICTy — Ha OULI-00pAax Ta ciTuiaiTax, pekjaMHi 3BEpHEHHS 10 pajio,
MO>KJIMB1 TPAHCJIAIIT 10 Telie0ayeHHIO Ta 1H.

Crarti B Tra3erax MOXYTh BIUIMHYTH Ha IIUPOKY ayJauTOpil0 Ta
CIIYTYBaTUMYTh «O€3KOIITOBHOIO PEKIAMOIO», SIKILO ra3eTra CXBAJIUTh Oi13HEC a0do
MPOAYKINIIO IILOTO 3aKJIaay pecTOpaHHOro rocrogapcTsa. Kpim 1poro, myomikarrii
BUKIMYYTh Yy JIIOJIEd TOYYTTSA OO’ €KTUBHOCTI, SIKE MOXE JOTOMOTITH 3aKIamy
PECTOPAaHHOTO TOCHOJApCTBA MaTH J00pe iM’si Oe3 3aliBUX BUTpaAT Ha pekjiamy.
XOopoII1010 peKIamMor0 Oye TaK0X aCOPTUMEHT 1 SIKICTh MPOAYKIIII.

Crpareris, cipsMOBaHAa Ha peali3alilo MOJITHUKU YNPAaBIIHHSA MOBEIIHKOIO
CIOKMBa4diB pecTopany «BecHa», sk 1 OyAb-SIKOTO 1HIIOTO PECTOpPaHY,
N1ANOpAJIKOBaHa 3araybHii cTparerii. L{InsMu MOMITUKK yHPABIIHHS MOBEAIHKOIO
CTIOKUBaYiB pecTopany «BecHay MOXHA BU3HAYUTH:

— OTpUMaHHS NaHIBHUX MO3ULINA HA PUHKY;

— OTpHUMaHHS IMPUIOT ayAUTOPIi KITIEHTIB.

[TepuiuM 3ax00M 1100 BAOCKOHAJIEHHS MapKETHHTOBOI KOMYHIKAI[IHHOI

MOJIITUKY TATPUEMCTBA € CTBOPEHHS BJIACHOTO [HTEpHET-CalTy.
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OcCHOBHI 3amuTH, Ha SIKI CJiJ Opi€HTyBaTHUCS (CEeMaHTHUYHE SJIPO) TIpHU
NPOBEJCHHI pekiaMHOI KommaHii pectopany «Becna» B IHTepHeTi 3acobamu
caiTy, HaBeJieH1 B Tabmmi 3.1.

Tabnuys 3.1
Habip ki104oBHX CIiB, 32 AKUMU Oy/1€ TPOBOAUTHCS MOIIYKOBA ONITUMI3AIlis Ta

KOHTEKCTHA peKJiaMa calTy pectopany «BecHa»

Tun 3anumis Ilpuznauenns Ilpuxnao 3anumie
Tum 1. :
Crie . JlopeuH1 17151 KOKHOTO B
U (dIUHI 3aMUTH . apeHUKH, pyJIbKa TOLIO
0 cTpaBax KJIIEHTA
Tum 2. . . :
Criendyiuni samimn JlopeuHi 111 KOKHOTO HoBopiuHne cBsTO, BEcuis,
10 CBATAX KJII€HTA JIEHb HAPOJIKEHHS
Ili 3anmuTH Haityacrime
T 3 BUKOPHUCTOBYIOTHCS
HOCTiﬁﬁi KopucTtyBauamu [HTEpHETY 3aTUIIHUN PECTOPAH
1 MAIOTh MIITPUMYBATHUCS
MOCTIMHO

Otxe, ckimanemo 1iaH [HTepHeT-peknamu pectopany «Becnay. Ilman-

rpadik BUX0Iy peKiIaMHu HaBeJEHO B Ta0auII 3.2.

Tabnuys 3.2
[Tnan-rpadik 3ax0/1iB 3 NPOCYBaHHS CalTy pecTopany «BecHa»
Ha 2021 pik
Buo pexnamu
Micayw poxy Towyxosea
banepna Konmexcmmna o
onmumizayisi

Ciyenp Tun 1 Tun 3
Jlrotui T 1 T 3
bepesenn Ul 3
KBiTenn TUl 3
TpaBeHb tun 1 TUn 3
Yepsenb il 1, Tun 2 TUn 3
Jlunienp tun 1 TUn 3
CeprieHb tun 1, Tun 2 Tun 3
Bepecenb tun 1, Thn 2 TUn 3
KoBTeHp Ul 3
Jlucromnan tun 1 tun 3
I'pynenp tun 1, Tun 2 TUn 3
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[IpoBeneHHsT TONIIYKOBOT OMTUMI3ZAIll CAaTy — 1€ METOJ pPEKJIaMU, SKUM
MOXXYTh peaji3yBaTH JIMIIE BY3bKE KOJO (axiBIliB, a came CIeMalicTh B
QITOpUTMAX PAHXKYBAHHS TMOIIYKOBUX MalIuH. TpaguIiiiHo — 1€ KOJIMIIHI
npaiiBHUKK KoMrmaHii Google 4 1HIIMX KOMMAaHi|, M0 MATPUMYIOTH MONTYKOBI
MaITuHU.

HaiiGinpm BaroMuMu pyv BUBHAUYEHHI MApKETUHTOBOTO TOJIOKEHHSI CallTy B
Mepexi [HTepHeT BBa)KaloThCsl 1HAEKCH IIUTYBaHHS, sIKI CDOPMOBAHO KOMIAHISIMU
Google. KoxxHa 3 KOoMIaH1if MPUXOBYE METOIUKY PO3PAXYHKY BIIACHOTO 1HIEKCY
MUTYBaHHS JJI1 TOTrO, 100 3armoOirTi HaBMHUCHOMY BIUTMBY Ha Il TTOKa3HUKU 3
OOKY BJIAaCHUKIB CaMTiB.

Jpyrum 3axo0/10M € BKIIFOUEHHS JI0 OpPTaHi3alliifHOl CTPYKTYPH MIAIPUEMCTBA
MapKeToJIora.

OckinbkM Hapasi i QPyHKIT BUKOHYE TUPEKTOp, TO CIiJA BiJ3HAYMUTH, IO
yepe3 CBOI0 3aBAHTAKEHICTh BUKOHAHHSAM psiy OUIBII TJIOOAJbHUX 3aBIaHb,
3aBJAHHS [I0J0 peali3alii MapKETUHIOBOI MOJITUKMA KOMYHIKAILli BUKOHYIOTHCS
HEIMOBHOIIIHHO W HE Ha JOCUTh BHCOKOMY SIKICHOMY piBHI. TOoMy HpOIOHY€THCS

B3SITH B IITAT 1€ OJTHOTO CIIBPOOITHUKA — MAPKETOJIOTA.

3.2. IIporHo3yBaHHSI PpPe3yJbTATHBHOCTI YIOCKOHAJIEHHHI CHCTEMH

YHIPABJIiHHA NMOBEAIiHKOIO CII0KMBAYIB PECTOPAHY

JIJist miABUIEHHST YCIIITHOCTI KOMITaHii HAa PUHKY, HE JIOCTAaTHHO JIMIIE
MaKCHUMI3yBaTH BIUIMB ii CHJIbHUX CTOpIH. J[OIIIbHUM € MiHIMi3amis 1i caOKux
CTOpIH.

JUis TOKpallleHHs! CBO€i MO3UIl HAa PUHKY MOCIYr cepel KOHKYPEHTIB
pectopan «BecHa» MOBHHEH BHKOPUCTATH CBOIO PEIMyTallilo, K KOHKYPEHTHY
nepeBary IMpH 3aJly4eHHI HOBHX CIOXKMBAYiB Ta 30UIBIICHHS LIJIbOBOI TPYNHU
cnoxuBaviB. [liAMpUeEMCTBO TOBMHHO PO3IIMPUTH ACOPTUMEHT JOJAaTKOBUX
MOCJIYT Ta MOKPALIUTH KOPHMOPATUBHI BIIHOCMHU MIXK MpalliBHUKaMU 3aKJagy Ta

MOKpamuTH  KBajidikarito poOITHUKIB. 3a paxyHOK BHCOKOi IOKYITHOT
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CITPOMOJKHOCTI IIJTbOBUX CITOKHBauiB, MOKPAITUTA €PEKTUBHICTh peKIaMu. Ta 3a

JIOTIOMOTOK0  HOBITHIX

3aMOBJICHbD.

TEXHOJOTIM  TOKpAaIIUTH,

CBOEYACHICTb

BUKOHAHHA

VY tabnumi 3.3. po3polIieHo mporpamy 3axojiiB JJi 3a]dy4YeHHs BiABIIyBayi

Ha TIJOPHEMCTBI, IX YacoBI MeEXI Ta BIAMOBITaIbHY 0co0y, sKa 3IiHCHIOE

KOHTPOJIb 3d BUKOHAHHAM HOBOBBCICHbD.

Tabnuys 3.3.

33XOI[I/I ISl YAOCKOHAJECHHA CUCTEMHU yIIpaB.]'liHHﬂ l'lOBeIliHKOIO

CIO:KUBaviB pecropany «Becna»

Ne Ha3zga 3axony Jatu BiamosigansHMi KonTpons 3a
IMPOBCACHHA 34 BUKOHAaHHA BUKOHAHHAM
1.
My3nuni Bewopa xuBoi | Koxen yerBepr UPEKTO
y p p A P P, Jupekrop
MY3HKH aZMIHICTpaTOP
2 [TpoBenenns Bevipuporo | Koxxkny  tpertio AnmiHicTpaTop Jupexrop
KIHOMIOKa3y cy0oTy micsIs
3. Jurtaunii maiicrep kiiac | Koxkny Henuno JupexTop JupexTop
«MasteHbKHl KyXxap» 3paHKy
4 Maiictep knac Koxny  mepury AnmiHicTpaTop Hupekrop
«OHYapHA crpaBay cybory micsis
5. Bbapbekto maiictep kimac | Koxny IpyTy Jupektop Jlupektop
cy0oTy Micss
6. Y4acTh y HOBOPIYHHUX Iepion JupexTop JupexTop
BUCTaBax HOBOpiLIHI/IX CBAT
7 TpeHiHr# miaBUIICHHS 2 pasu Ha Hupekrop, HupekTop
piBHS 0OCITYrOBYBaHHS 3 | MiCSIIb aZIMIHICTpaTOP

HIEPCOHAIIOM

OTxe,B X011 yIOCKOHAJICHHSI CUCTEMH YIPABIIHHS TOBEIIHKOIO CITOKHBAYIB

pectopan «BecHa» MOBMHEH MpUWMATH A0 YBaru SIK CBOIX KOHKYPEHTIB, TaK 1

CBOIX ICHYIOUMX 1 TOTCHIAJIbBHUX CIOKUBAYiB.

BoHa mnoBWMHHA IIOCTIMHO

3aiiMaTHCs aHAJII30M KOHKYPEHTIB 1 PO3POOJISITH CTpaTerii, Kl 3a0e3MeuyroTh i
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e(eKTUBHE TMIO3MI[IOHYBAHHS 110 BIJHOIIEHHIO [0 KOHKYPEHTIB 1 HaJal0Th
MaKCHUMaJIbHO MOJIMBY KOHKYPEHTHY TIepeBary.

OcoOmmBy yBary Ttpeba MNpUAUIMTH MEHIO Ol3Hec-laHdy. Y Iepiof
npono3ullii Oi3Hec-IaHy, 3aKjiaj BiABIAyE HaMOUIbIIEe BiaBiAyBadiB. ToMy MEHIO
Mae OyTh OapBHCTHM 1 mam'ssTHUM. MeHro Oyzie B1IBEICHO HAa OKpEMY IANKy 4H
BCTAHOBJICHO Ha CTOJIaX B IUIAHIIETKU. Y pecTtopaHi «BecHa» MeHI0 Oi3Hec-laHuy
3MIHIOETBCA KOYKHOTO CE€30Hy, B 3aJIe)KHOCTI BIiJ] OBOYIB Ta (PYKTIB, SKI
0e3MepepBHO 3aKYIMAITHCS CBIKUMH.

JI71st MABUIIIEHHS! KOHKYPEHTOCTIPOMOYKHOCTI Ha PUHKY Ta 3aJIy4eHHSI HOBUX
CIIOKMBadiB /10 pectopaHy «BecHa» HaMu po3po0JeHO cXeMy 3axOJliB s
CTUMYJIIOBaHHSA TMpoAaxiB. 3akiaj 3aiiMae aKTUBHY TIO3MIII0O HE TUIBKU
CaMOCTIMHO, a 1 IpuiMae y4acTh y MICbKUX (heCTUBAISAX Ta CBATAX.

OCHOBHI ~ 3aXx0/M YJOCKOHAJICHHSI CHUCTEMH YIPaBIIHHS MOBEIIHKOIO
CIO’KMBaviB pectopaH «BecHay, po3paxoBaHi Ha rocTel pi3HOro BIKY Ha JI0XO.Y,
cepen SIKUX:

1. My3uuni eeuopa >cugoi myzauxku 6yoyms IpOBOAUTHCS KOKEH YETBEP.
VY pectopani «BecHa» Hemae MOCTIMHOTO MYy3MKaHTa, TOMY KOXEH Oakarouuid
MOXE TIPOIIOHYBAaTH CBOIO KaHIUAATYpy, SK My3HKaHTa Bedopa. 3akiaj €
JIEMOKPATUYHHUM 1 PaJil BITATU YKPATHCHKI TallaHTU. MOXIIMBHUI BUCTYH K TPYII,
TaK 1 COJTbHUX MY3HKAHTIB.

2. Ilposeoennsn eeuipuvoco kinonokazy. Y pecropanHi «Becna» e
MIPOCKTOP Ta BEJIWKA KOJIEKIlis (IbMIB, SIKa 3aJI0BOJILHUTH OakaHHS BiJIBiAyBadviB.
AHOHC MOKa3iB MO)XHa MOOAYUTU Ha CTOPIHII pecTopaHy «BecHay. KiHomokasu
pectopany «BecHa» - wicie, 7€ MOXHO HE TUIBKM TOJMBUTHCS KHHO, a M
3aMOBHTH HAIOI Ta 1XKY.

3. HAumauuit maiicmep knac «Manenvkuii Kyxap»

[le BimkpuTa quTsSYa KyJdiHapHa mkoia "ManeHpkuii kyxap".

AKIIis JUTsl MAJIGHBKUX T'YpPMaHiB Ha BECEIi Ta Mi3HABAJIbHI 3aHATTS 10

JTUTAYO1 KyJIHapHOI KoJu "Manenbkuii kyxap" pecropany «BecHay.
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[1i1 KepiBHUIITBOM JOCBITYEHOTO KyXaps Ta B KOMIIaHIi CBOTX OJTHOJITKIB,
Bama nuTuHa HABUKUTHCS TOTYBATH yIIO0JICH] CTpaBU, KOMOIHYBaTH MPOTYKTH Ta
MPOSIBIIATU (paHTa31I0 B KyJIiHapii.

Bapricts 3ansaTTs 150 rpH.Peectpartis 060B' 3k0Ba

4. Maiicmep knac «I onuapuna cnpaea»

Maiicrep-kinac Oyje NpOXOAUTH KOKHY MEpILy CyOOTy MICSIIS.

Bapticts MK - 150 rpH. (Bci MmaTepiaiay BKIIOYEHI JO BAPTOCTI).

Peectparrist Ha MalicTep-Ki1ac 000B'sI3KOBa

5. bapoexto maiicmep knac

MK 1 tux, XxTo Oa)kae [I3HATUCh, SK NPUTOTYBATH HOBI pPELENTUH Ta
MOpalyBaTH CBOIX OJU3BbKUX KyJIHAPHUMU HaBUYKaAMHU.
[Touarok MK 014:00 Koxny npyry cyooTy micsis.

6. Yuacms y nosopiunux eucmasax

['ocTssM TPOTMOHYETHCS CKYIITYBATH TOPSYl alKOTOJbHI Ta O€3aJIKOTOJIbHI
Haroi, CrieliajibHl HOBOPIYHI CTPaBU Ta JECEPTH.

7. Tpenincu niosuwienns pieHa 06C1y208y8aHHs 3 NEPCOHATIOM

Tpeninru s nepconany pecropany «BecHa» OyayTh TPOBOJUTHUCH 2 pa3H
Ha Micslb, Mig vac 300piB MepcoHany Ta KepiBHUMUTBA. Ha HHX OyayTh
PO3IIIAIATUCh ICHYIOU1 TOTPeOU Ta MpoOieMu, IKi BUHUKAIOTh MIJK IEPCOHAJIOM Ta
B1JIBIJTyBa4aMH.

KepiBuunrBo pecropany «BecHa» mae Ha METi HE TUIbKH 3HU3UTH TOTIK
NepPCOHAIy, a i MOTUBYBATH HOTO Ha MOJANIbIINY €(EeKTUBHY MPAaIIto.

Cepen  HaWpO3MOBCIOKYBAaHUX TMpoOJieM € KOHQIIKTHI  CHUTYyaIlii.
JlocnmikeHHsT MiATBEPIKYIOTh, IO OJHA 3 TEPIIUX JIyMOK, 10 BUHUKAIOTH Y
MepPCOHANTy OOCTYroBYBaHHS MiJ Yac KOH(MIIKTHUX CHTYyalliid, - 1€ TparHeHHS
3aXUCTUTH ce0e, TOBECTH, 1110 BOHU HE MPUUYETHI JO BUHUKHEHHS Mpobiiemu. [{aHa
oOCTaBMHA CBIAYUTH MPO HEBIEBHEHICTh IMEPCOHATY y TOMY, IO KEpIBHULITBO
JIHACHO 320X04y€e TypOOTY PO 33J0BOJICHHS KIIIE€HTIB. B 1HIIOMY BHUIMA/IKy 3aMICTh

NOTJMOJIeHHS] KOH(DIIIKTY 1 JJOKa3u CBOET MPAaBOTH BOHU, MEPII 3a BCe, CIPOoOyBaiu


http://ua-referat.com/%D0%9A%D0%BE%D0%BD%D1%84%D0%BB%D1%96%D0%BA%D1%82
http://ua-referat.com/%D0%9A%D0%BE%D0%BD%D1%84%D0%BB%D1%96%D0%BA%D1%82
http://ua-referat.com/%D0%94%D0%BE%D0%BA%D0%B0%D0%B7%D0%B8
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O cmpaBuTUCS 3 TPOOJIEMOIO, MPOSBUBIIY BEJIUKOAYIIHICTh MO BiAHOIIEHHIO /0
"MPUCKITUIMBOTO" KITI€HTA.
JIOIITBHUM TaKOX € MOHATTA "SKICTh MOCTYTH" HOT0 MOXHA PO3TIISAATH 5K

KOMILIEKC, [0 CKJIAAAa€ThCs 3 HACTYMHUX yactuH [14, ¢ .101]:

. SKOCTI MOTEHITIaTy (TEXHIYHOI SIKOCTI);
. SAKOCTI TIporiecy ((PyHKIIIOHAIBHOTO SIKOCT1);
. SKOCTI1 KyJIbTypH (COLIaIbHOTO SKOCT1).

Y pUHKOBIN €KOHOMIlIi, 32 JIOTIKOI0 €KOHOMIYHUX 3aKOHIB, MiAMPUEMCTBO
Mae 3a0€3MeUnTH MIEBHUM PIBEHB JOXO/IIB.

OTxe, 3aKkiag MOXE ICHYBAaTH JMILE Yy TOMY BHUIAJAKY, SKIIO IMOCTIHHO
PO3BUBAETHCS, 17I€ «y HOTY 3 Iporpecom». Buxonsuu 3 nporo, pecropan «BecHay
MOKe 3a0e3leyyBaTh aKyMyJIIOBaHHsS KOIUTIB, JO3BOJII€ YTpPUMYBaTu ceoe,
3IICHIOBATH OHOBJICHHS W BJIOCKOHAJEHHS NOCIYT Ta BECTH TIOCHOJAPCHKY

TISUTBHICTD.
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BUCHOBKHA

3a pesynbTaTaMu aHallily CHUCTEMHU YIPABIIHHA MOBEIIHKOIO CIIOKHBAYiB
pecropany «BecHa» po3poOiieHO peKoOMeHaarli moa0 i1 IMIUIEeMEHTalii B
TISUTBHICTD Cy0’€KTa pecTOpaHHOro O13HECy 1 3p00JIEHO HACTYIHI BUCHOBKH:

[ToBeniHKa CIIOKMBAUIB € HAHO1IBII BAXKJIMBUM aCIEKTOM B OyAb-sKil ramysi
013HECy, a TaKOX MOCHYyTr. Y Hall Yac BU3HAYAJIBHUM (PakTOpoM Amsi Oyb-SKOTrO
013HeCy € 3’scyBaHHS 3MiH MOTPeO 1 ymog00aHb CIOXHUBAYIB Y CYYaCHUX YMOBaXx.
barato ramy3eit 30CepemKYIOTbCS Ta aHANI3YIOTh KYIIBEIbHY TOBEIIHKY
cnokuBauiB. [loBeJiHKa crokMBaya - 1€ MOBEIHKA, SIKY CIIOXKUBAY JIEMOHCTPYE
M1]] Yac OLIHKY JUIsl TpU10aHHs1, BUKOPUCTAHHS MPOAYKTIB Ta MOCIHYT, SIK1, SK BOHU
OUIKYIOTh, 3aJIOBOJIBHATUMYTh iX TMOTpeOUu. ICHYIOTH OKpemi JeTepMiHAHTH
MOBEJIIHKU crioxkuBava y gopmi OcobucrtocTi, S-KoHIENii, MOTHBALIIl Ta y4acTi,
HABYaHHS Ta TaM'siTl CTABJICHHS CHOXXHUBA4iB. Y BHUIYCKHIN KBamidikaiiiiHini
poOOTI MpeICTaBIEHO MOJIEN] TOBEAIHKY CIIOKHBAYIB.

[{ime0BYy ayAWTOpiI0 KOPUCTYBayiB TMOCIyr pectopany «Becna» Oyio
CErMEHTOBAHO 3a PI3HUMH KPHUTEPISIMH, OCHOBHUMHU 3 SKUX € BIKOBI KpUTEpii,
COIllaJIbHUM CTaTyC KJIEHTIB, PIBEHb JOXOJIB CHOXXHBaydiB. 3a BIKOBOIO
CTPYKTYpOIO TIEpII MICIS MOCIIal0Th BiABIyBadyl, sIKI MalOTh BIK Bif 25 - 10 55
POKIB, TOOTO JIFOAM, SIKI MarOTh MEBHI TPOIIOBI J0X0au. B 3aranbHiil KiIbKOCTI
onuTaHUX iX 4acTka ckiagae 80%. AHami3yro4yu colialbHUM cTaTyc OyIo
BUSIBIICHO CiIykO0BIIB - 30% Ta migmpuemiiB - 65%. BoHu € ocHOBHMMH 1
MOCTIMHUMU CHOKMBavyaMU NOCIyT pectopany «BecHa». Came BOHU 1 CTAHOBIIATH
NEpPEeBaXKHY YAaCTUHY y BIKOBIM CTpykTypi. IHIIN Kareropii HaceleHHs pijalie
KOPHUCTYIOTBCS TTOCIIYTaMH, IO CBIAYUTH MPO 1X HU3BKY IIATOCITPOMOKHICTb.

byno mpoBeneHe ommMTyBaHHS 3a JOTIOMOTOI aHKETyBaHHsS. B pe3ynbrari
SAKOTO 3MIMCHEHO OTpPUMAaHHS JaHWX TpO T€, YK 3alllKaBJieHl BiABiAyBayi
pectopany «BecHa» y BBeJICHHI B MEHIO HOBUX BHUJIIB CTPaB: CTPaB 3 IMiBUILECHOIO
O10JIOT1YHOIO LIHHICTIO, CTPaB 3 MOHMXKEHOIO KaJOPIHHICTIO, CTPaB JIIKYBAJIbHO-

poUTAKTUYHOTO TIpU3HAYCHHS. BUSBIEHO HU3BKUN CTYIIHb MOTHGOPMOBAHOCTI
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CIOKMBAyiB PO pecTtopaH, a came 76,7% OmUTyBaHUX HE 3yCTplyaliM peKiiamy
pectopany. Tox mepuioueproBo Tpeba 3BEpHYTH yBary Ha CTBOPEHHS PEKJIAMHU.
OcCkiJIbKH y 3a7aX CIOXHBa4yiB OOCIYrOBYIOTh BHCOKOKBaNi(piKOBaHI OQIIliaHTH,
TO W piBEHb 3aJ0BOJICHHS BIABIAyBadiB 00CIyroByBaHHsIM BHCOKHH (73,3%).
[aTep’ep ycix 3aiiB MOBHICTIO 3aJI0BOJIbHSE CIIOXKHBadiB , Ha e Bkazamu 100%
PECIIOH/ICHTIB

[TpoBeneno SWOT-anani3 pectopany «BecHay pe3yabTaToM SIKOTO € OIliHKA
CTPATEriuHOrO TMOJIOKEHHSI pecTopaHy, WOTo JiSUIbHOCTI, pealbHI MOXIMBOCTI Ta
3arpo3u Ha NUIAXY peai3allii I[iJIel, BUSBICHO BHYTPINIHI CHJIbHI Ta CIa0OKu
CTOPOHM (PYHKI[IOHYBaHHS M1JIPHUEMCTBA.

Jist  miaBUIIEHHS €(QEeKTUBHOCTI CHCTEMH YIIPABIiHHSA MOBEIIHKOIO
CIOKMBauiB pectopany «Becna» y Ttperbomy po3auni Oyiu  po3poOiieHi
peKoMeHIaIlli 1010 BIOCKOHAJEHHS YNPaBIiHHS pemyTalieio pectopany. [lms
MOKpAIICHHS CBO€I MO3MINTI Ha PHUHKY IMOCIYr cepell KOHKYPEHTIB pecTopaH
«BecHay MOBHHEH BUKOPUCTATH CBOIO PEMYTAIlilo0, SK KOHKYPEHTHY MepeBary mnpu
3a]ly4eHHI HOBHMX CIIOKHBayiB Ta 30UIBIICHHS IUJIbOBOI TPYIU CIIOXKUBAYiB.
[TigmpueMCTBO TOBHHHO PO3MIMPUTA ACOPTUMEHT JOAATKOBUX TMOCIYT Ta
MOKpPAIIUTH KOPIOPATUBHI BIJIHOCUHU MDX MpalliBHUKaMU 3aKJIay Ta MOKPAILIUTH
KBamiikaiito poOITHUKIB. 32 paXyHOK BHCOKOI MMOKYITHOT CIPOMOYKHOCTI IITBOBUX
CIO’KMBaviB, MOKpalIUTU €(EeKTUBHICTh pekyiamMu. Ta 3a JOMOMOrol HOBITHIX
TEXHOJIOT1H MOKPAIIUTH, CBOEYACHICTh BUKOHAHHS 3aMOBJICHD.

Hamu po3poOneHo cTparerito ympaBiiHHS IOBEIIHKOIO CIOKHMBAyiB
pectopany «BecHa», ska Oyae chOpsMOBaHa Ha 3alliKaBJICHHS CIOXXKUBAYiB
MPOIYKIIIEI0 Ta TOCIyraMH IhOTO 3aKjaJy PECTOPaHHOTO TOCIOIapCTBA.
3arTaHoBaHO TPOBENICHHS KOMIUIEKCY MapKeTHMHTOBUX 3aXOliB, 32 JIOIIOMOTOIO
SKUX JOCATA€ThCSA METa BIUIMHYTH Ha CIOXKHWBayda, KYJbTUBYBATH Yy HBOTO
HEOOXI1HI 3BUYKH, CMakH, Hamipu, Gopmu 1 cTuib moBemiHku. o iX ckmamy
BXOJUTh. peKJIamMa, CTUMYJIIOBaHHS 30yTy, PO3IMOBCIO/KEHHS 1HoOpMallli yepes

CoIliajbHI MEPEXKi.
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VY BunmyckHii kBamidikamiiiHii podoTi po3poOJIEHO MPOrpamy 3axo/IiB s
3ay4eHHs BiJBiyBadiB, IX 4acOBI MeXIi Ta BIANOBIIaJIbHY 0COOy, sIKa 3M1HCHIOE
KOHTPOJIb 32 BUKOHAHHSIM HOBOBBE/ICHb.

Takum yrHOM, pecTopan «BecHay mpencTaBiisie cOO0I0 MiTIMPHEMCTBO, SKE
Ma€ CBOIO HINTy HAa pUHKY, C(HOPMOBAHY BUXOJISIYH 3 CIPUSTINBOTO PO3TANTYBAHHS
Ta HASBHOCTI MOCTIMHUX BiABiayBauiB. [lmaHyeThCs, 110 3alpONOHOBAHI 3aX0H
migBUAMATE  €(PEeKTUBHICTh JISUIBHOCTI  pectopaHy «Becna», 3a0esmedats
CTaOUTbHUIA OXiJ, aKyMYJIOBaHHS KOIITIB, MO3BOJSATH 3IMCHIOBATH OHOBJICHHS

06J'IaI[HaHHH u BAOCKOHAJICHHA ITIOCIYT Ta BCCTU I'OCIIOAAPCBKY I[iSIJ'II)HiCTB.
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