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KuiBcbkuii HailOHAJILHUH TOPrOBeJIbHO-€KOHOMIYHUM YHIBEPCUTET
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Ta TYPUCTUYHOIO OI3HECY 0i3HECY
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3aB. kadepu roTeIbHO-PECTOPAHHOTO
013HECy
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3aBraHus

Ha BUITYCKHY KBalli(iKkaiiiiHy poOOTy CTY/I€HTOBI
Cementok Onekcanapi JIeoHimiBH1
(npizeuuye, im’s, no bamvKosi)

1. Tema BumyckHOi KkBadidikaimiitHOT poOOTH: MEHEMKMEHT SKOCTI IMOCIYT TOTENI0
«YkpaiHa», M. JIylsbK.
3aTBepKeHa Haka3oM pektopa Bim «28» rpyausa 2019 p. Ne 4509.
2. Ctpok 31a4i cTyAeHTOM 3aKiHdeHoi podoru: 20 nucromnana 2020 poky
3. IlinpoBa ycTaHOBKA Ta BUX1THI JaH1 J0 BUITYCKHOI KBaliikamitHoi poOoTH:

Mema pobomu — nNOCHIIDKEHHS TEOPETUYHUX 3acaa (GopMyBaHHS 1 peanizallii
MEHEDKMEHTY SIKOCTI TTOCIIYT Ta pO3pOO0JICHHS PEKOMEHAIlii 00 iX IMIUIEMEHTAIlll B
JUSTIBHICTE Cy0’ €KTa roTeJIbHOTO Oi3HECY

06’exkm Oocniodxcennss —  mpouec GOpMyBaHHS 1 peanizailii MEHEIKMEHTY SKOCTI
MOCHIYT Cy0’€KTa TOTEIHbHOTO Oi3HECY
Ilpeomem OocniodicenHss — TEOPETUYHI, METOMOJOTIYHI Ta MPAKTUYHI 3acajau

PO3pOOIICHHS Ta peaizailii MEHEKMEHTY SIKOCT1 MOCTYT Cy0’€KTa TOTENbHOTO Oi3HEeCy

4. 3MicT BHITYCKHOT KBaTi(iKamiiiHOT poOOTH (ITEPEITIK MUTAH 32 KOXHUM PO3ILJIOM)



BCTVYII

Poznin 1. Teopetnuni 3acamu (oOpMyBaHHS CHUCTEMH MEHEIKMEHTY SIKOCT1 MOCTYT
cy0’€KTa roTesIbHOTO Oi3HECY

1.1. AHamITUYHUN OTJISIA JIITEPATYPHUX JIKEPeI

1.2. Metogomnoriuni 3acaau GOpMYBaHHS CUCTEMHU MEHEIKMEHTY SIKOCTI IOCITYT

Poznin 2. [liarnocTuka e(eKTUBHOCTI MEHEKMEHTY SIKOCT1 TTOCIYT TOTENI0 «YKpaiHay,
M. JIynbk

2.1. Ouinka piBHS SIKOCT1 MOCTYT TOTENIO

2.2. OuiHKa e1eMEeHTIB CUCTEMHU MEHEIKMEHTY SIKOCT1 MOCTyT

2.3. OuiHka pe3yabTaTUBHOCTI J11F0YO01 CTpaTerii MEHEeIX)KMEHTY SIKOCT1 OCTyT

Poznin 3. VYiaockoHaneHHsST MEHEIKMEHTY SKOCTI TOCIHyr TOTelo «YKpaiHa»,
M. JIynbk

3.1. OOrpyHTyBaHHA TPOrpaMH 3aXOAIB 3 YJOCKOHAJIECHHSI CTpaTerii MEHEIKMEHTY
SIKOCT1 TIOCJTYT

3.2. IlporHo3yBaHHs Pe3yJIbTAaTUBHOCTI peamizallii MmporpamMu MEHEKMEHTY SKOCTI
OCITyT

BucHoBKkH Ta miporo3uirii

Cnucok BUKOPHUCTAHUX JIKEpET

JlomaTku



5. KasnienjapHuil miiaH BUKOHaHHs poOOTH:

Ne | Ha3Ba eramiB HamucaHHS BHUIYCKHOI | TepMIHM BUKOHAHHS €TaliB poOOTH

3/m | kBadigikaniiHoi podoTH 34 IIAHOM Py —.

1 Bubip memu eunycknoi xeanigixayivnoi | 01.09.2019 p.- 01.09.2019 p.-
pobomu 31.10. 2019 p. 31.10. 2019 p.

2 Ogpopmnenns i 3amseepoicenns 3aeoannss | 01.11.2019 p.- 01.11.2019 p.-
Ha 8UNYCKHY K8ANiQikayitiny pobomy 31.12.2019 p. 31.12.2019 p.

3 Hanucanna 1 poszdiny  eunycknoi | 02.01.2020 p.- 02.01.2020 p.-
Keanigixayiinoi pobomu 11.05.2020 p. 11.05.2020 p.

4 Ilonepeonii 3axucm 1 po3oiny eunycknoi | 14.05.2020 p.- 14.05.2020 p.-
keanigixayiinoi pobomu 18.05.2020 p. 18.05.2020 p.

5 | Hanucanus, ogopaienti ma - 30aud | 8052020 p. | o 18.05.2020 p.
KepiBHUKY HAYKOBOI cmammi

6 Hanucanna 2 poszoiny  eunycknoi | 18.05.2019 p.- 18.05.2019 p.-
Keanigixayiinoi pobomu 07.09. 2020 p. 07.09. 2020 p.

7 Ilonepeoniu  3axucm 2 poszoiny | 07.09.2019 p.- 07.09.2019 p.-
BUNYCKHOI Keaniikayitinoi pobomu 10. 09. 2020p. 10. 09. 2020p.

8 Hanucanua 3 posoiny  eunycknoi | 11.09.2020 p. - 11.09.2020 p. -
keanighixayitinoi pobomu 28.10.2020 p. 28.10.2020 p.

9 Ilonepeoniii 3axucm sunycknoi | 29.10.2020 p.- 29.10.2020 p.-
Keanigixayilinoi pobomu y KOMICisxX 31.10.2020 p. 31.10.2020 p.

10 |llooanna  eunycxmoi  keanighixayitinoi 20.11.2020 p 20.11.2020 p
pobomu ma pegpepamy Ha Kagheopy
o - TR

11 | oo 0" dexanamy omn ompunannn | [6112020p. | 1611.2020p.
P K4 P 18.11.2020 p 18.11.2020 p
HanpaeieHHs Ha 306HIUHE PeYeH3)YEaAHHS

o | Moomome, anepiais - amonol 1120 150 b

. - 01.12.2020 p. 01.12.2020 p.

eK3aMeHayiliHil KOMICii

13 | 3axucm 8UNYcKHOi  Kganigixayitinoi | Bionogiono 0o Bionosiono oo
pobomu 6 ek3amMeHaAyiliHill KOMICTi PO3KIA0Y DO3KAA0Y

6. lata Bumaui 3aBnanas  «28» rpyaus 2019 p.

7. KepiBHUK BUITYCKHOI KBamidikaiiitHoi poboTu

8. 'apaHT OCBITHBHOI

IpOrpaMu

9. 3aBnaHHs NMPUKHSB 10 BAKOHAHHS

CTYACHT-AUILNIOMHHUK

bocoscrka M.B.

(npizeuwe, iniyiaau, nionuc)

Mensanyenko C.B.

(npizeuwe, iniyiaau, nionuc)

(nionuc cmyoenma)




10. Biaryk kepiBHHUKa BUITYCKHO1 KBasli(pikaiiitHoi poOoTH

Crypentr  Cementok  Onekcanzapa  JleoHifiBHa  BUKOHaJla  BUILYCKHY
kBajidikaniiiny pOoO0OTYy y BH3HAYCHHMH TepMIH 3TITHO KaJeHIApHOr0 IUIaHy. 3a
3MICTOM, CTPYKTypO Ta OGOpMIICHHSM pOoOOTa BiAmnOBigae BuMOram. Po06OTa
CKJIaJa€ThCcsl 31 BCTyMmy, TpbOX pO31iaiB, BHUCHOBKIB Ta TpPOMO3UIlIH, CIHUCKY
BUKOPHUCTAHUX JDKEPEI Ta JOIATKIB.

VY BunyckHii kpaniikaiiiHiii poOOTI pPO3IIASHYTO TEOPETHUYHI, METOAMYHI Ta
NpaKTUYHI OCHOBM MEHEKMEHTY SKOCTI MOCIYyr B ToTenbHOMY OizHeci. IIpoBeaeHo
JOCHIPKEHHSI JIII0U0i CTpaTerii MEHEI)KMEHTY Ta BIUIMBY YMHHHUKIB BHYTPILIHBOTO Ta
30BHIIIHBOTO CepeioBHINa Ha eQEeKTUBHICTH Ii peainizallii B rorem «YKpaiHa», M.
JIyupbk.

Ha ocHOBI oTpuMaHuX pe3yJabTaTiB EKOHOMIYHO OOIPYHTOBAHO HAMpsSMU
yIIOCKOHAJICHHS CTPATeT1i MEHEPKMEHTY SIKOCT1 MOCIYT AOCTiKYBAHOTO MiITPHEMCTBA
32 paxyHOK OOIPYHTYBaHHS TIporpaMM 3aXxOiiB IOJ0 peaizaiii  cTparerii
MEHEJDKMEHTY SKOCTI; €(QEeKTMBHHUX METOJIB YIPABIIHHSA; pPO3pPOOJICHO 4YiITKI i
MABUIIEHHS SAKOCT1 MOCIYT; 3alPOINIOHOBAHO (POPMYBaHHS KOPIOPATUBHOI KYJIBTYPH Ta
CTUMYJIIOBaHHS Mpaili, OOTpyHTOBAaHO Ta ampoOOBaHO METOJAWKY BU3HAYCHHS SIKOCTI
MOCIYT IIIIXOM AaHKETYBaHHS, 3JIHCHEHO OIlIHKY e()EeKTHBHOCTI 3alpONOHOBAHUX
3ax0/1iB. 3a 3MICTOM, CTPYKTYPOIO Ta opopMiIeHHSIM poOOTa BIANOBIIa€ BUMOTaM.

11. KepiBHUK BUITYCKHOT KBaTi(hiKaIllifHOT poOOTH bocoBcrka M.B.
(nionuc, oama)

12. BUCHOBOK PO BUMYCKHY KBaji(ikaiiiHy poooTy

Bumyckna kBamigikamniitHa p000Ta € 3aBepmieHOI HayKOIO Mparero, BUKOHAHA
camMOCTIHHO, PeKOMEHIyeThcst 10 3axucty B EK.

Po6ora pexomenayetbes no 3axucty y EK.

Bumyckna xBamidikaiiiina podoTa cTyJaeHTa Cementok O.JL.
(npizeuwe, iniyianu)
MOXe OyTH JIONyIIeHa J0 3aXUCTy B €K3aMEHAIIMHINA KOMICii.

["apanT OCBITHBOI TpOTpaMu C.B. MeJbHUYEHKO
(nionuc, npizeuwe, iniyianu)
3aBinyBad Kadeapu M.I". boiiko

(nionuc, npiseuwe, iHiyianu)

«  » 2020 p.




3MICT

BCTVYII

Poznin 1. Teopetnuni 3acamu (OpMyBaHHS CHUCTEMH MEHEIKMEHTY SIKOCTI TOCIYT
cy0’€KTa roTesIbHOTO Oi3HECY

1.1. AHamITUYHUN OTJISIA JIITEPATYPHUX JIKEPeI

1.2. Metogonoriuni 3acaau GopMyBaHHS CUCTEMHU MEHEIKMEHTY SIKOCTI1 MTOCITYT

Poznin 2. JliarHocTHKa e()EKTUBHOCTI MEHEIKMEHTY SKOCT1 TMOCIYr TOTEII0
«Yxpaina», M. JIynpk

2.1. Ouinka piBHS SIKOCT1 MOCTYT TOTEIO

2.2. OuiHKa e1eMEeHTIB CUCTEMHU MEHEIKMEHTY SIKOCT1 MOCTyT

2.3. OuiHka pe3yabTaTUBHOCTI 11F04O01 CTpaTerii MEHEeIX)KMEHTY SIKOCT1 OCTyT

Poznin 3. VYiaockoHaneHHsST MEHEIKMEHTY SKOCTI TOCIHyT TOTeNn «YKpaiHa»,
M. JIynbk

3.1. OOrpyHTyBaHHA TPOrpaMH 3aXOAIB 3 YJOCKOHAJIECHHS CTpaTerii MEHEIXKMEHTY
SIKOCT1 TIOCJTYT

3.2. TlporHo3yBaHHs pPe3yJIbTaTUBHOCTI peaizallii MmporpaMud MEHEIKMEHTY SIKOCTI
OCITyT

BucHoBKM Ta mpormo3uirii

Cnucok BUKOPHUCTAHUX JIKEpET

JlomaTku



BCTVYII

AKTyaJIbHICTh BUIIYCKHOI KBaJigikauniiinoi podoru. BinomMo, 1110 B pUHKOBUX
yMOBax TOCMOJApIOBaHHs 3pOCTA€ 3HAYCHHSI MEHEIKMEHTY SIKOCT1 mociyr. ['oTenbHuit
0i3Hec mnepeOyBa€e MiJ BIUIMBOM 30BHIIIHIX Ta BHYTPIIHIX 3MiH, $IKI 3MYIIYIOTh
MNIANPUEMCTBA TOTEIBHOTO OI3HECY IIYKAaTH HOB1 CTpaTerii, IHCTPYMEHTH 1 METOAU
yIpaBJliHHS, 3aCHOBaHI HA CUCTEMHHUX 1 KOMIUIEKCHUX Mminxonax. B cyyacHux ymoBax
OyIb-siIKe MIAMPUEMCTBO 3allIKaBJIeHE B SKICHOMY 1 €(pEeKTUBHOMY YIIpaBIiHHI CBOIX
Ha/IaHUX TTOCIYT.

['oTenbHi MiANpUEMCTBA CTHUKAIOTHCS 3 MpoOieMaMu MPUOYTKOBOCTI Oi3HECY,
npoOyiieMamMu MiJIBUIEHHS €()EKTUBHOCTI YMpaBiIiHHSA Ta KOHKYPEHTOCIPOMOKHOCTI B
cdepi roTesbHOrO Oi3HECY Ha HAI[IOHAIBHOMY Ta MIXHapoJHOMY puHkax. Came TOMy,
MiAMPUEMCTBA TTOBHHHI CUCTEMATHYHO MiJABHUINYBAaTH PiBEHBb SKOCTI MOCIYT, JOCSATATH
MOCTaBJICHUX I[UIeH Ta 3a0e3nmeuyBaT MoTpedu CroK1UBaviB.

SIKicTh TOTENBHUX MOCAYr TMOBMHHA TapaHTYyBaTH CIOKHUBAu€Bl 3a70BOJICHHS
rioro motpeO. Lli BmacTtuBOCTI POpMYIOTHCS B Mpolieci 0OCTyroByBaHHSI B rOTeNi, Ha
BCiX Moro etamax mnepeOyBaHHsA. Pa3oM 3 THM yTBOPIOETbCS BapTICHA BEJIMYMHA
rOTEJIBHUX TMOCIYT, [0 XapaKTepu3ye BUTPATH Ha iX HaJaHHs, TUIAHYBaHHS 1 pO3POOKY
HOBUX BH/IB IOCIYT, IO 3HAYHOI MIpPOI BHU3HAYA€ IXHIO IIIHY, a OTXKE 1 IXHIO
KOHKYPEHTO3/IaTHICTb.

Crtyninb po3pobieHocTi npodaemu. B ekoHOMIYHIN JliTepaTypi pi3HOMaHITHUM
acniektaM mpoOsiemu (HOpMyBaHHS Ta peaiizailii MEHEIKMEHTY SKOCTI 3 OOKYy BUEHUX
NpUAUIAETbCS 3HAayHa yBara. Cepea BITYM3HSHUX BUCHUX I[I€I0 MPOOIEMATHUKOIO
saiimanuck. C.I. baiimk, M.II. Mansceka, JLI. Aradonosa, JI.I. Hewarok, M.IL
[TammoBan. Cepen iHO3eMHHMX KiacHWKiB ciia BuaimuTu: Ix. Yokepa, ®. Kotnepa, A.
Hlperiepa, JIx. Meiikenza, P. bpoiimepa, En. Koena ta inmmux. Ilutanusm 3
oprasizaiii IisJIbHOCTI TOTETBHUX MIAMPUEMCTB mpucBsdeHi npami: .M. Jlsminoi, JI.I.
Heuaroka, H.O. TIaraumskoi, X. M. Pornesa. Okpemi TeopeTHUHi i MPUKIAIHI aCEKTH
(GyHKIIIOHYBaHHSI TOTENbHOTO Oi3Hecy gociimkeni B mpaisx: JLI'. Jlyk’sHoBoi, O.IL

Menpnauka, I,M, Miniga, C.C. CkoOkina, JI.II. [lImaTeko Ta 1HIIHX.



VY Toli %e 4Yac, He3BaKaroyl Ha BCEOIYHY OCBITJIEHICTH B MpalsiX BULICHA3BAHUX
aBTOpiB IOAO THTaHb MEHEIKMEHTY MiJIPUEMCTBA TOTEIBHOTO TOCIOapCTBa
HEJIOCTaTHA yBara MPHUAUISETHCS BUBYCHHIO MPOOJEM SKOCTI HaJaBaHUX TOTEIBHHUX
MOCJIyr, HE B TIOBHIA Mipi BpaxoBYIOTbCS OCOOIMBOCTI  (DYHKIIIOHYBAHHS
rocrnoAaproyux cyO0'ekTiB 1 iX crneunudika. Y 3B'I3Ky 3 YUM, BUHHMKAE HEOOXIAHICTh
MOIIYKY 1 PO3pOOKH HOBHX (DOpPM, METOJIIB 1 CUCTEM YHIPABIIHHS SKICTIO TOTEIBHUX
nociyr. Ilotpeba y BupimieHHI JaHUX MpoOJieM 1 BU3HAYAE AKTYaJbHICTh TEMH
MaricTepcbkoi poboTH, ii METy Ta 3aBAaHHS.

Meta i 3aBaaHHsi aocJailzkeHHs. Mera kBanmiikamiiHoi poOOTH TOJATaEe B
pO3po0Ili KOMITJIEKCY HAYKOBO-METOAMYHUX 1 TPAaKTHYHUX PEKOMEHMAAIINd 1010
BIOCKOHAQJICHHST CHUCTEM MEHEIKMEHTY SKOCTI TOTEIbHUX IMOCIYT, MO CHPHUSIOTH
MiIBUIIEHHIO  KOHKYPEHTOCIPOMOXXHOCTI  Ta  e€(PeKTUBHOCTI  (YHKI1OHYBaHHS
roCroAaproYoro cyo’ exkra.

Jlns nmocsirHeHHS AaHOiI MeTH OyJau TIOCTaBJIGHI 1 BHpINICHI TaKi OCHOBHI
3aBJAHHA:

® BH3HAYUTHU CYTHICTH 1 METOJIOIOT1UH1 MAXOIU SKOCTI IMMOCTYT;

® YTOYHUTHU 3MICT TOHATTS «IKICTh TOTEIIBHUX IMOCIYT» Ta OOTPYHTYBATH ITIIXOIU
10 (GopMyBaHHS CHCTEMH MEHEIKMEHTY SIKOCTI TOCIYI Ha IiANPUEMCTBAX
roTeJIbHOrO Oi3HeCy;

® TMPOBECTH aHaji3 CTaHy TOTEIBHOTO TOCHOJIAPCTBA, BUSBUTH MpOOIEMH Ta
cneruivHi 0COOTMBOCTI YIIPABIiHHS HA CYy4aCHOMY €Tarll pO3BUTKY €KOHOMIKH;

® TMpoaHaNi3yBaTH HOPMATHUBHO-TIPABOBY ©0a3y 1 TMPaKTHKy CTaHIAapTU3AIii

TOTEJIBLHUX MOCHYT 1 cepTudikairii 3aco0iB pO3MIlICHHS;

® pO3pOOHMTH KOMIUIEKC 3aXOAiB, CHPSMOBAaHMX Ha MIJBULICHHS  SIKOCTI
00CITyroByBaHHS CIIOKMBAYIB TIOCTYT TOTEILHOTO O13HECY.

O06’exkToM pociaimxeHHsi € mporec QopmyBaHHS Ta peamizamii crparerii
MEHEIKMEHTY SIKOCTI MOCIYT Cy0’€KTa rOTEIBHOrO OI3HECY.

IIpeaMeToM MOCHiAKEHHHA € KOMIUIEKC TEOPETUYHUX 1 MPAKTUYHUX ACIEKTIB

YOPaBJIIHHS SIKICTIO MOCIYT MIAMPUEMCTB TOTEIBHOTO ITOCMOAAPCTBRA.



MeTtoau pocaigkeHHss. MeTONMUYHUMM 3acajlaMM  MaricTepcbkoi poboTu €
MOJIOKEHHSI €KOHOMIYHOI Teopli, HAYKOB1 Ipalll BITYU3HAHUX 1 3apyOKHUX BUEHHUX-
€KOHOMICTIB, 5Kl CTOCYIOTbCS MPOOJIEMATUKU MEHEJKMEHTY SIKICTIO MOCAyr. ¥ poOoTi
BUKOPHUCTAHO HACTYITHI METOJU JOCIIPKEHHS: JIOTTYHO-TEOPETUUHHH (TIPU TOCTIIKEHH1
CYTHOCT1 $IKOCTI TOCHYT); CTATUCTUYHI, MPOTHOCTUYHI Ta EKOHOMIKO-MaTE€MaTHU4HI
MeToau (MpU AOCTIIKEHH1 XapaKTEPUCTUKHU TOTEJIbHOTO MiJNPUEMCTBA); CUCTEMHOTO
aHaizy 1 CHHTE3y, y3arajJbHEHHS (MpH JOCHIKEHHI MPOOJIEMHUX acleKTiB Ta
BUKOPUCTAHHS BITYM3HSIHOTO Ta 3apyOIKHOTO JOCBIAY B MPAKTHII YNPABIIHHS SKICTIO
MOCHYT).

[HdopmariiHuM 3a0€3MEeUCeHHSIM JTOCHIIKEHHSI € CTaTUCTUYHA, EKOHOMIYHA,
Oyxrantepchbka 1HQOpMaLid AOCTIIKYBAHOTO MIANPUEMCTBA, HOPMATUBHO-TPABOBI
aKTW Ta CTAaTUCTUYHI MaTepiaau YKpaiHu, 3BITH ¥ aHANITHUYHI MyOITiKalii oprasizamii y
chepi pecropaHHOro Oi3HECy, AOBIAKOBO-iH(poOpMaIliliHi BHUAAHHS, BITYM3HSHI Ta
3apyOKHI TIepIOAMYHI BUAAHHS, HAyKOBa JiTepaTypa, iHpopMaIiitHi pecypcu Mepexi
[arepuer. Y poOOTI BHUKOPHUCTAHO 3aKOHOJABYl Ta HOPMATHUBHI JTOKYMEHTH, IO
0e31ocepe/IHb0 CTOCYIOThCS MIAMPUEMCTB PECTOPAHHOTO Oi3HECy, 30KpeMa 3aKOHU
Vkpainu, VYkasu Ilpesunenrta, IlocranoBu KabGinery MiHicTpiB, IHCTPYKIIi Ta
MIOJIOXKECHHSI.

HaykoBa HOBM3HA OJIep)KaHUX pe3yJbTaTiB TOJNSATaE Yy  JOCHIIKEHHI
TEOPETHYHUX AaCTEKTIB MEHEKMEHTY SKOCTI TIOCIYT TIAMPUEMCTB TOTEIBLHOTO
roCroAapcTBa, MOHSTTS TOTEIBbHUX TOCIYr Ta BHU3HAYCHHS 3aBJaHb, NPUHIIUIIB
MEHEKMEHTY SKOCTI1 MOCIYT B TOTEILHOMY IMiMTPHUEMCTBI.

JI0O OCHOBHHMX pe3yJibTaTiB JOCHIIKEHHS, L0 CTAaHOBJSATh HAayKOBY HOBH3HY,
MOXHA BITHECTH HACTYITHI:

- BHUSIBJICHO OCHOBHI MPOOJIEMHU YMPaBIIHHS SKICTIO TOCITYT Ha MiIMPUEMCTBAX
rOTeJIHHOTO Oi3HECY, HEOOXITHICTh 1 MPIOPUTETHICTh BUPIMICHHS SKUX JIGKUTH B OCHOBI
BU3HAYCHHS HAMPSMKIB BJOCKOHAJICHHS (OPM 1 METOJIB YIPABIIHHS JaHUM BHIIOM

O13HeCY;
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- YTOYHEHO 3MICT MOHATTS <«SIKOCTI IMOCIYyI» TOTENIbHOro Oi13HECy 3 MO3ULIH
CIOKMBaya MOCIYT 1 CTyHEeHs 3aJ0BOJIEHHS Hloro morped, cy0'ekTa HagaHHS MOCHYT 1
caMmoro Mpouecy HaJaHHS MOCIYT;

- JOCHIKEHl M y3arajJibHeHl (akToOpH, IO BIUIMBAIOTH HA SKICTh MOCIYT
roTesbHOro O13HECy;

- Ha/JlaH1 e()EKTUBHI METOU TMOJIMIIECHHS MEHEIXMEHTY SKOCTI MOCIYT TOTEIO,
M0  CHOpPUATUME  MiABUIICHHIO  €(EeKTHUBHOCTI  (PYHKIIOHYBaHHS  TOTEIBHOTO
HiANPUEMCTBA;

- IPOBEJICHO MOPIBHSJIBHUN aHai3, BUSBICHO MEpeBark Ta HEJOMIKK OpraHizamii
MEHEDKMEHTY MIMPUEMCTBA TOTEIBHOTO OI3HECY, a TaKOXK JOCIIIKEH1 1H(pOopMalliiH1
MOTOKH, 1110 3a0€3MeUyI0Th X (DYHKI[IOHYBAaHHS 1 3aIIPOTIOHOBAHO KOMIUICKCHHUU IT1IX1]T
70 TIJBHINEHHS SIKOCTI TOTEIBHHUX TOCITYT Ha OCHOBI BHKOPHCTaHHS IPOTPECHBHHX
oprasizauiiaux Gopm i cydyacHUX iH(GOpMaLIHHUX TEXHOIOTIH.

IIpakTuyHe 3HaYeHHsI ojAep:KAHMX pe3yabTaTiB. OgepxkaHi pe3ynbTaTH
BUCTYIIAIOTh B POJI MPOMO3HUIIIN MIOAO0 CTPYKTYPHHX TpaHchOpMaIliii MiANpUeMCTB
rOTEJIbHOTO T'OCIOJApCTBa BIAMOBIAHO O BUMOT IHAYCTPii TOCTHHHOCTI, aKTHUBI3aIlii
PO3BHUTKY TOTEJIBHOTO Oi3HECY, PO3IMIUPEHHS TOTEIBHUX TOCIYT 1 MIABUIICHHS 1X SIKOCTI
B yMOBaXx TJio0amizaii 1 IpUCKOPEHOTO PO3BUTKY TYPUCTUYHOTO OI3HECY.

BukopucranHs pe3ysnbTaTiB IOCTIIHKEHHS B MPAKTHYHIN AISIbHOCTI IMAMPUEMCTB
rOTEJIHHOTO roCroAapcTBa JTI03BOJTUTH M1BUILITATH SKICTh MOCIIYT,
KOHKYPEHTOCTIPOMOKHICTh 1 €PEKTUBHICTh TOTEIBHOTO OI3HECY B IIIJIOMY.

Iyoaikauii. OCHOBHI MOJOXXEHHSA Ta PE3yJNbTaTH BUIYCKHOI KBamiikamiiHOI
poOOTH BHUKJIAICH]I Y HAYKOBIM CTaTTI, sIKy OMyOJIKOBaHO y 30IpHUKY HAYKOBUX CTaTel
Mmarictpie. KHTEY (momatok A).

CTpykTypa BUNYCKHOI KBaJidikaniiiHoi podoTn moOyaoBaHa BiAIOBIIHO JI0 ii
3aBMaHb 1 CKIAQJAETBCS 3  TPHOX  PO3IUTIB:  TEOPETHKO-METOOJIOTIYHOTO,
JOCIITHUIIBKOTO Ta PEKOMEHJAIIHOTO, BCTYMY, BUCHOBKIB Ta IMPOIO3HUIIIH, MEPETiKy

BUKOPHUCTAHUX JIKEpe, A0JIaTKIB.
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PO3I1JI 1 Teopernuni 3acagu (pOpMyBaHHSI CHCTEMH MEHEIKMEHTY SIKOCTI
MOCJIYT CY0’€KTa roTeIbHOro 0izHecy
1.1. AHadiTHYHU OTJISI] JIiTEPATYPHUX JIZKepeJI

3HaueHHs cepu NOoCIyT y cydacHId eKOHOMILI MOCTiiHO 3pocTae. Ilepm 3a Bee,
OUTBILIICTh PO3BUHEHUX KpaiH CipuiiMaroTh cepy Mocayr sK A0MiHyouy. buiblie Toro,
MOTpeOU KIIIEHTIB MOCTIHHO 3MIHIOIOTHCS, 1 HEOOXIIHICTh ajamnTallii 10 HUX MOCTa€ K
€IMHUIA Ccroci0 3a0e3MmeynTH MiANPUEMCTBA CTaOUIbHO (YHKIIOHYBaTH Ha PUHKY 13
3MIHHUM CEpeJIOBHUIIEM, 3a3HadyaloTh y CBOill poOoTi HaykoBLil Pobept HoBaubkui,
Tomarn Ilonincekuii Ta Katapsuna bamwik [1].

[Ilo Take sikicTh? SIKICTH — IIe CTYIIHB, SKOMY TOBap 4YM IOCIyra BiJIMOBiJIa€
BUMOT'aM CTIO)KMBaya 3 MOYaTKy CBOT'O JKUTTHI.

AMepukaHcbkuii rypy ympasiiHas Ilitep @. Jlpykep ckazaB: «CrnoxxuBadi
MOXXYTh CYJHMTH IPO SKICTh 32 CBOIM CIPHHUHSATTSAM, ajie TyMKa CIIOXKHBAYiB - I HE €
BU3HAYEHHSIM, 1[0 TaKe SAKICTh. 3aJOBOJIEHICTH KIIIEHTIB - € HACIIAKOM SIKOCTI». A
HayKkoBellb Maiik CoHnaniHi ckazaB: « OCKUIbKHU CIIOKHBadl HE MOXKYTh YITKO BKa3aTH B
BUMIPIOBAaHUX TEXHIYHUX 3HAUEHHSAX Te€, IO POOUTH iX 3aJI0BOJICHHUMH, TOJIMIICHHS
AKOCT1 CTa€ TPOIECOM BHUMIPOOYBAHHs, TECTYBAaHHA Ta 3BOPOTHBOTO 3B’SI3KY IIPO
IPOAYKTHBHICT IIPH BUKOPUCTAHHI IMOCIYTH CIIOKHBauemM» [2].

Cepen ¢axiBmiB icHye Oe31i4 TpaKTyBaHb 1 TEPMIHOJOTIYHUX IMIIXOMIB 0
BU3HAYCHHS TOHATTA «iKicTh». Ille B 1968 pomi Oyno BusBieHo moHan 100 pizHHX
TPAaKTyBaHb, 1 3 THX Mip iX YKCIO He 3MeHmuiacs. Llg pi3HOMaHITHICTD y TIEPITy Yepry
MmoB's;3aHa 3 0araTroacreKkTHICTIO Kareropii skocti. Y Tabmumi 1.1 HaBeneHwid

aHAJTITHIHUN OTJISAT BU3HAYCHB SKOCTI cepen paxiBIliB.

Tabnuya 1.1
AHAJITHYHUH OIJISII KATEropii «AKiCTb»
xepeno TpakryBanHs
OnuH 3 3aCHOBHUKIB Teopil BusHauus saxicts sgk: «BianmoBigHICTh
ynpaBJjiiHH1 sikicTio @iginn Kpocoi BuMoram» [3].
xo3ed dypan BusnauusB sk: «BigmoBiaHICTE
npu3HaYeHHION» [4].
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Ilpooosocenns maon. 1.1

Hxepeno TpakryBaHHA

JxeitMmc XappiHITOH BusnauuB sKicTb sK: «3a/10BOIEHHS a00
NIEPEBUILICHHS BUMOT CITO’KMBaya 3a
NPUHHATHOO JIJISL HBOTO IiHOIO»[5].

MixkHapoaHa opraHisaunis 3i Busnauae sxicth sik: « CyKymnHICTh
cranaparusamii (1SO) XapaKTEPUCTHUK 00'€KTa, IO BITHOCATHCS
710 OTO 3AaTHOCTI 32/I0BOJILHSTH
0o0yMOBIIeH1 un niependayyBaHi
notpeou»[6].

Koii¢pman IOpiii 1. Busnauus, mo: «SKicTh — CTyMiHb, 3 IKUM
CYKYMHICTh BIIACHUX XapaKTEPUCTUK

BUKOHY€E BUMOTH CIIOKHUBava»[7].

OTxe, AKICTh - MOHATTA CyO'eKTHBHE. Y MOOYTI MOHATTSA <«SIKICTh» YacTo
BUKOPHUCTOBYETHCS ISl TO3HAYEHHS BIAMOBIAHOCTI MPOAYKIi ab0 MOCIYr TNEBHUM
BUMOTaM. Y Cy4aCHOMY MEHEI)KMEHT1 B TOHSTTS <«IKICTh» TMOBUHHI OYTH BKJIIOYEHI
CIIpaBXKHI 3allUTH CIOXKHMBa4ya - MOTOYHI Ta mepcrnekTuBHi. [Ipu mpomy moTpiOHO
PO3YMITH, IO OJHE 3 HAWOUIbII MOIIMPEHUX BHU3HAYEHB SIKOCTI SIK «3aJ0BOJIEHHS
noTpeO CIOXKKUBaYa» HE OOMEKYEThCS (PYHKIIIOHAIBHUMHU XapaKTEPUCTUKAMHU MPOIYKTY
a60 mociyru. SKicTh TOCHIYT, SK CKJIQJHE 1 BCEOCSDKHE IIMTAHHS € Pe3yIbTaToM
TEOPETHYHUX OIISAIB SIKOCTI MPOAYKII ajanToBaHOi g0 crenudikamii mociayru -
3a3HaumIa HaykoBellb Onekcanapa ['ynbk [8].

MeHeKMEHT SKOCTI — 1€ acleKTH BHUKOHAHHS (YHKIM YIpaBiIiHHS, IO
BU3HAYAIOTh TOJITUKY, IIUJTI Ta BIAMOBIIAIBHICTE y cepl sIKOCTI, a TAaKOXK 31IMCHIOIOThH
iX 3a JIOMOMOrol0 TakuX 3aco0iB, SK TUIAHYBAaHHS SKOCTi, OMEPATHBHE YIPABIIHHS
AKICTIO, 3a0€3TMEUYCHHS SIKOCT1 Ta MOMIMIICHHS SKOCT1 B paMKaX CUCTEMH SKOCTI.

Mixuapoguuii ctangapt ympaBiiHHa skicTio (ISO 9001: 2015) mae HuU3KY
MPUHIUIIB YIOPABIIHHS, SKI MOXYTh 3aCTOCOBYBATHCS BHIUM KEPIBHUIITBOM IS
CIpsIMyBaHHSI CBOiX OpraHizaliii Ha MOKpamleHHsS €(PEeKTHUBHOCTI pOOOTH, MPUHIUIU

HaBejeH1 y Tabmui 1.2.
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Tabnuys 1.2

IIpyHUMIIH MEeHEKMEHTY SIKOCTI

[TpuHIMIT

OOrpyHTYyBaHHS

®okyc Ha KJIi€eHTi. OCHOBHA yBara
YIPABIIHHS SIKICTIO - 33JI0BOJIEHHS ITOTPEO
CIOKMBAYIB Ta MParHeHHs MEPEBUIIUTH X
OYIKYBaHHS.

[TocTifiHMiA yCIiX JOCSITA€ThCS TO1, KON
oprasi3zalis npuBepTae ta 30epirae 10Bipy
KJIIEHTIB Ta 1HIIUX 3aI[IKaBJICHUX CTOPIH, Bij
SKHUX L€ 3aJIeKUTh. PO3yMIHHS IOTOYHUX Ta
MalOyTHIX NOTPeO KIIIE€HTIB Ta IHIIUX
3all1KaBJIEHUX CTOPIH CIPUSE CTIIIKOMY
ycmixy oprasizarii [9].

Posib kepiBHUIITBA.

KepiBHUKM BU3HAYAIOTh €HICTH METH,
HaIpsIMKY Ta BHYTPIIIHBOTO CEPEIOBUIIA
oprasizarti.

CucreMHMH MiaXia 10 MEHEIKMEHTY.

Po3ymiHHS 1 yIpaBIIiHHS CUCTEMOIO
B3a€MO3AJICKHHUX MPOLIECIB CIPUSIOTh
M1IBUILICHHIO PE3yJIbTATUBHOCTI 1
e(eKTUBHOCTI OpraHizaiii.

3anyyeHnHs nepconany. Kommnerentuuii ta
YIOBHOBa)KEHUI MEPCOHAT Ha BCIX PIBHSIX B
oprasizaiii Ma€e Ba)JIMBe 3HAUCHHS ISl
HiABUIICHHS MOXJIMBOCTEW CTBOPEHHS Ta
Ha/IaHHS TIOCITYTH BUCOKOT SIKOCTI.

JInst epeKTUBHOTO yNpaBIiHHS OpraHi3ali€eio
BYKJIMBO 3aJy4aTH BCiX MPAIliBHUKIB Ha BCIX
PIBHSIX Ta MOBaXKaTH iX SIK 0COOMCTOCTEH.
Busnanus, po3mupeHHs npas i
MO>KJIMBOCTEH Ta IMiIBUILIEHHS
KOMITETEHTHOCT1 CIIPHUSIOTh €(EeKTUBHIN
poOOTI ISl AOCATHEHHS TTOCTaBJICHUX ITIJICH.

IIpouecHuii mixxia. YnpaBmiHHS
pecypcamMu Ta AiSUTBHICTIO SIK MpoIiecaMu

Cucrema ynpaBJiHHS SKICTIO CKJIAA€ThCs 3
B33a€MOIIOB'I3aHUX MPOIECiB. Po3yMiHHS
TOTO, SIK TOCATAIOTHCS PE3yJIbTATH 32
JIOTTIOMOTOIO ITi€T CHCTEMHU, JTI03BOJISIE
oprasizariii ONTUMi3yBaTH CUCTEMY Ta ii
edexrusnicts [10].

IlocTiiine Baockonagdenus. [losunnae
CTaTH TOJIOBHOIO METOO OpraHizarii.

BrockoHaeHHsT Ma€ BaKJIMBE 3HAUCHHS JIIS
oprasizariii, o0 MmaTpuMyBaTH MOTOYHUH
piBEHB JiSILHOCTI, pearyBaTH Ha 3MiHU Y
BHYTPIIITHIX Ta 30BHIMIHIX yMOBax Ta
CTBOPIOBATH HOB1 MOYKJIMBOCTI.

IIpuiiHATTS pilieHb HA OCHOBI (aKTiB.
EdexTuBHi pimeHHs IPyHTYIOThCS Ha 0asi
aHami3y JaHuX i iHopmariii.

[TpuitHATTS pilieHs MOXKe OyTH CKIIATHUM
MIPOIIECOM, 1 1€ 3aBXKU Nependadae IeBHY
HEBU3HAUCHICTh . BayxnuBo po3ymiTu
MPUYMHHO-HACIIIIKOB1 3B’ SI3KH Ta
MOTEHIIHI Heepe0auyBaHi HACIIIKH .
®daxTH, JOKa3M Ta aHAJI3 JaHUX MPU3BOJISATH
710 O1TBIII0T 00'€KTUBHOCTI Ta BIIEBHEHOCTI Yy
NPUNHHSATTI PIIICHb.
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Ilpooosorcenns maobn. 1.2

[TpuHIMIT OOrpyHTYyBaHHS
YnpapJinHs BigHocuHaMuU. /{7151 cTiiikoro | 3aifikaBjieHl CTOPOHU BILUIMBAIOTh HA
yCHIXy oprasizalis Kepye CBOiMU pe3ynbratu poOoTH mianpuemcrsa. CTIHKOro
BIJITHOCHHAMU 13 3alllKaBJICHUMU YCHIXY MIBUAIIE TOCSATTH, KOJIH
CTOPOHAaMH, TAKUMU K OCTAYAIbHUKH , HiANPUEMCTBO KEPYE BITHOCHHAMM 3 yCIMa
PO31pi0H1 TOPTOBIIi. 3alliKaBJIEHUMHU CTOPOHAMH, 1100

ONTHMI3yBaTH iX BIUIUB Ha ii
pe3yIAbTaTUBHICTb. Y TIPaBIIIHHSI
BiJIHOCHHAMHU 3 OCTa4YaJIbHUKAMHU Ta
HapTHEPCHKUMHU MEPEkKaMHU Mae 0COOITUBE
3HaueHHs [11].

VYrpaBiiHHS SKICTIO TOTENBHUX MOCIYT Ma€ CBOI OCOOJIMBOCTI, MOB’si3aHi, MO-

nepiie, 3 XapakTepHUMHU pUCaMHM, 10 MIPUTaMaHH1 B3arajai BUPOOHHUIITBY MOCHYT, a IMO-
IpyTre, 3 0COOIMBOCTIMM 1HAYCTpPIi rocTUHHOCTI. [Ipoliec HaganHs nocnyru nepeadayvae
0e3nocepeHI0 B3a€MO/II0 BUKOHABIS Ta CHOXHMBadya M OCOOMCTY Mpall0 BUKOHABIIS,
CIPSMOBaHY Ha 3aJI0BOJICHHS MOTPeO CIOXKUBaya.

daxTopH, L0 BIJIMBAIOTH Ha (OPMYBaHHS SIKOCTI OOCIyrOBYBaHHsI B TOTEIl,

MOkHa TTob6aunTu Ha puc. 1.1,

dakTopH, SKi TO3UTUBHO BILIMBAIOTH daxTopH, AKI HETATUBHO BILIUBAIOThH
Ha SIKICTh 00CITyrOBYBaHHS Ha SKICTh 00CIyrOBYBaHHS

l'ocTuHHICTH IepcOHATY.

/HC,I[OCTaTHH KUIBKICTh TICPCOHATY

[Tpodecionanizm npariBHUKIB——, . .
€II0JIIKK MaTepiajibHO-

AxicTh mociyr TEeXHIYHOi 6a3u

T'OTCJIIO

[IpaBuibHO OpraHizoBaHUI MPOIIEC
HaJaHHS MTOCIIYT

Jlo6po3uunuBa atmocdepa Ta/

B3a€EMOJIA B KOJIEKTHUBI

HeBBiuwiuBICTh epcoHaTy

. . / M3bKa 3apo0OiTHA T1aTa
[TocTiiiHO BUCOKA SKICTH OOCITYTOBYBaHH

OmnepaTuBHICTH p0OOTH

Puc.1.1 OcHoBHi (hakTopH, K1 BIUTMBAIOTH (POPMYBaHHS SKOCTI MOCITYT
VYrpaBimiHHS SIKICTIO OOCIIYyTOBYBaHHS 3MIMCHIOETHCS 3a JOMOMOTOI) CHCTEMH
3aXO0/1B, 110 BKJIIOYAIOTh MIA0Ip 1 HaBYAHHS MEPCOHANy, MIATPUMKY 1 3aJ0BOJICHICTh

MPalIBHUKIB, COI[IAJIbHO-€KOHOMIYHE CTUMYIIOBaHHS IMEPCOHATY, KOHTPOJIb SIKOCTI Ta
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CTaHJAPTU3AIII0 MPOLECy HalaHHA HUMH TOCIYT, KOHTPOJb MPOTYKTUBHOCTI TMparl,
KOHTPOJIb CTYIIEHS 3aJ0BOJICHOCTI TOCTel O0OCIYrOBYBaHHSM 3a JOMOMOTOI0 CHCTEMHU
aHami3y CKapr 1 NpOMNO3HUIid, BHUBYEHHS KIIEHTYpU, MOPIBHSIHHS SKOCTI MOCIYT
KOHKYPEHTIB 3 SKICTIO HaJIaHHs BJIacCHUX mociyr [12].

Cucrema MeHemkMeHTY sikocti (quality management system) - me cucrtema
MEHEKMEHTY JJISI KePIBHUIITBA Ta YIPABJIIHHS TOTEIEM IIOJI0 SKOCTI, KA HEMOXKJIUBA
0e3 po3poOKH MOJITHUKK B 00JACTI SKOCTI, M KO PO3YyMIIOTHCS 3arajbHl HamipH 1
HANpsIMOK JISUTBHOCT1 TOTENI0 B 00JacTi SIKOCTI, OQiuidiHO chOpMYIbOBaHI BHILUM
kepiBHULITBOM. lle cykynmHICTh Oi3Hec-poNECiB, OPIEHTOBAHMX HAa TMOCIIIOBHE
3/I0BOJICHHS TIOTpeO KJIIEHTIB Ta MiJBHUINECHHS 1X 3a0BOJICHOCTI. BiH y3rokyeThes 3
METOIO Ta CTpaTEeriYHUM HampsiMKoM oprasizaiii [13].

CrioxuBayaM MOTPiOHI TOTEIbHI MOCIYTH, XapaKTEPUCTUKU SKUX 3aJOBOJBHSIIOTH
ix motpebaM 1 ouikyBaHHsAM. Lli moTpebu Ta ouikyBaHHs, SIK MPABHUIIO, B1IOOPaKAIOTHCS
B crenudikaiii roTeJbHUX MOCIYT 1 3a3BUYail BBa)XalOThCS BUMOTaMHU CIO>KHMBaviB.
Bumorun mMoxxyTh OyTH BCTAHOBJIEHI CHOKMBA4Ye€M B KOHTpPAkTi a0 BHU3HAUYEHI CaMUM
roreieM. Y OyAb-IKOMY BHUIIAQJKYy NPUHHATHICTH TOTEIBHOI MOCIYTH, B KIHIIEBOMY
paxyHKy, BCTaHOBJIIO€ BinBiayBad. OCKUIBKM TMOTPEeOM 1 OUIKYBaHHS CIIOKMBAadiB
3MIHIOIOTBCSI, @ TOTEJb, KPIM IIbOT0, BIAUYBa€ KOHKYPEHTHHI TUCK HA PUHKY FOTEIBLHUX
MOCJIYr 1 TEXHIYHUM IIPOrPECOM, BOHA IIOBMHHA ITOCTIHHO BIOCKOHAIIOBATH CBOI
MOCJIYTH Ta IPOIIECH 00CITyrOBYBaHHS BiJBiyBadiB.

1.2. MetonoJioriuni 3acagu ¢GopMyBaHHSI CHCTEeMH MeEHEIKMEHTY SIKOCTI
MocJayr

3aranpHe ympaBiiHHSA skicTio (anrn. Total Quality Management, TQM) -
3arajJbHOOPTaHi3alliiHANi ~ METOJ  Oe3MepepBHOTO  MIJBHINCHHS  SKOCTI  BCIX
OpraHi3aiiifHIX MPOIIECiB.

3aranbHE yOpaBIiHHS SKICTIO - 1€ MIAX1T 10 BEACHHS Oi3HECY, SKUH HaMara€ThCs
JOCSITTA MaKCUMaJbHOI KOHKYPEHTOCIIPOMOIKHOCTI OpraHizamii MmIIsxoM TOCTIHHOTO

BJIOCKOHAJICHHS SIKOCTI ii IPOAYKIIil, TOCITYT, JTFOICH, TIPOIECIB Ta oToYeHHS [15].
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Total Quality Management - ¢inocodist 3aranpHOrO ynpaBiaiHHS SKICTIO, YCIIITHO
ctaptyBana Oarato pokiB ToMy B fAnonii 1 CIIIA 3 npakTUKu NpUCYAKEHHS HAropon
KOMIIaH1M, SIK1 JOCATIN HAUBUIOI IKOCTI BUPOOIEHOT MPOYKIIIi.

['onoBna ines TQM mnossirae B ToMy, 110 KOMIIaHIs MOBUHHA MPAIIOBATH HE TUIBKU
HaJ[ SIKICTIO MPOJYKIIii, aje i HaJ SIKICTIO OpraHizaiii poOOTH B KOMIaHIi, BKIIOYAIOUH
poboty nepconany. [locrtiliHe mapanenbHe YAOCKOHAICHHS 3-X CKIaI0BUX:

1. sKoCT1 MpOYKIIIT;
2. SKOCT1 opraHizaiiii nmpoIecis,;
3. piBHSA KBalidikailii nepcoHany.

[Mpunun aii TQM Mo’xHa MOPIBHATH 3 YTPUMAHHSAM M'4a HA TTOXUJIIN TIJIOLIUHI.
Jlns Toro mo0 M'sdu HE CKOUYyBaBcsl, HOTO MOTPIOHO abo MiAmUpaTu 3HU3Y, abo
TATHYTH 3BEPXY.

TQM Bxit0UaEe 2 MEXaH13MHU:

- Quality Assurance (QA) - KOHTPOJb SKOCTI - MITPUMYE HEOOXITHHI PiBEHb
SKOCTI 1 TIOJIATa€ B HaJlaHHI KOMIIAHIEI TIEBHUX TapaHTId, IO JAaOTh KIIE€HTOBI
BIIEBHEHICTh Y SKOCTI JAHOTO TOBapy ab0 MOCIYTH.

- Quality Improvements (QI) - migBuIineHHS SAKOCTI - mepeadadae, IO PiBEHb
SKOCTI HEOOXITHO HE TUIBKM MiATPUMYBATH, ajieé W MIABUIIYBAaTH, BIAMOBIIHO
i HIMA04H 1 PIBEeHb TapaHTIH.

JlBa MeXaHI3MH: KOHTPOJb SKOCTI 1 TIABHUINCHHS SKOCTI - JIO3BOJISIIOTH
«YTPUMYBAaTH M'A4 y Tpi», TOOTO MOCTIHHO BIOCKOHAIIOBATH, PO3BUBATH Oi3HEC.
Ineonoriss TQM nmocTymHO BHKIAJeHa B CTATTI BIIOMOTO KaHAJICHKOTO (axiBisd 3
sxocti Jxopmxa Jlasmo.

Ha puc.1.2 nmpexacraBiennii oquH 3 MOXJIMBUX BapiaHTIB MEPETIKY TPHHIIUIIB
TQM, sgxuii MOKHA PO3TJSLAATH SK 3arajbHe sapo Bu3HaHOT Mozemi TQM. Yucno
[IUX TPUHIUIIIB 32 PI3HUMH JKEpeSIaMU KOIUBAETHCS Bif 4-X M0 14-TH 1 perynspHo

PO3IIMPIOETHCS 32 PAXYHOK JTOJATKOBO BUCYHYTHX B JiTeparypi npuHnumiB TQM.
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BrieBHeHe ynpaBiiiHHS

OpienTarris Ha COXUBavya

i i0ro 3aM0BONCHHS OpienTanis Ha NpaLiBHUKIB,

X 3aliKaBJIEHICTh Ta

OcHoBHI
[MocriitHe BIIOCKOHAICHHS IDUHLIAIIA RN
T ionauii PUHIT . CucreMHu# gmxm 0
4 TOM yIpaBIiHHS
- / 7Y OpieHTarlist Ha pe3yybTar i
Po3BuTOK KOpHIOpaTUBHOI JNOCSTHEHHS I[iTei
CITIBITpALli 3 ITapTHEPAMHU

TTocriline HaBYaHHS
MPalliBHUKIB

Puc.1.2 OcuoBHi npuniunu TQM
VY tabnumi 1.3 3a3HayeH1 yci OCHOBHI METOJM MEHEIKMEHTY, 5Kl KIacu(ikyThb

HAaCTYIITHUM YUHOM:

Tabnuys 1.3

MeToau MeHeKMEHTY SIKOCTi

Meron OOrpyHTYBaHHS

Kaacnuni metoam:

1. Meroau cratucTUdHOrO yrpaBiiHHSA | CTaTUCTHYHI METOAM MOXKYTh JaTH 3MOTY
SIKICTIO Kpalie BHUKOPHUCTATH JOCTYIHI JaHi, 00
JOTIOMOT'TH TIPUHHSITH PIIICHHS 1 IIAM CAMUM
CIIPHUATH TOCTIHHOMY TOINIITYBAaHHIO SKOCTI1
NPOAYKIi Ta TPOIECIB JUIsl JTOCSITHEHHS
3aJI0BOJICHOCTI  3aMoBHUWKA. Lli MeTomm
3aCTOCOBHI JI0 WIMPOKOTO CIIEKTpa BUJIB
poOIT, 30Kpema JOCHIKyBaHHS PHUHKY,
pPO3pOOKY, BUTOTOBJICHHS, nepeBipKy,

MOHTYBaHHS Ta 00CITyrOByBaHHS.
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3

MeTton

OOrpyHTYyBaHHS

2. Iuxkn PDCA (Plan — Do — Check —
Act)

[Mukn [lyxapra-Jleminra, K1l cKianaeTbes
3:

- IUTaHyBaHHsA (BCTaHOBJICHHS IIUJIEH 1
MpOIIECIB, HEOOXIMHUX ISl JOCATHEHHS
1€, IaHyBaHHS poOIT MO AOCATHEHHIO
1iJe mpolecy 1 3al0BOJIEHHS CIIOXKHBaya,

IUIaHYBaHHS BUJIICHHS, po3MnoalTy
pecypci);

- BHKOHAHHA (BI/IKOHaHHSI 3aIlJIaHOBAHUX
poOiT);

- mepeBipku (30ip iH(DOpMalli Ta KOHTPOJIb
pe3yabTaTy Ha OCHOBI KJIFOUOBHX MOKA3HUKIB
epexkruBHocTi (KPI), mo Buiinuio B xomai
BUKOHAHHS TpOIIeCy, BUSBIICHHS Ta aHaji3
BIJIXUJICHb, BCTaHOBJICHHS PUYUH
BIJIXUJICHB );

- BIUIMBY (YOpPaBIiHHA, BXHUTTS 3aXO/iB
MIOJI0 YCYHEHHS TMPUYUH BIAXWICHb BiJ
3aIJTaHOBAHOTO  pe3yJbTaTy, 3MiHM B
TJIaHYBaHHI Ta PO3MOILUT PeCypciB).

3. KoHuemniisi CTaTUCTUYHOTO YMPABIIHHS
sxictio (TQC - Total Quality Control)

Cuctremu TQC posuBamucs B SAmnoHii 3
BEJIMKMM  aKIEHTOM Ha  3aCTOCYBaHHS
CTaTUCTUYHHUX  METONIB 1  3aJydeHHs
nepcoHany B pobory. Cucremu MOTHBAIIIi
CTaJM 3MIIAaTUCS YOIK JIIOJACHKOTO (hakTopa.
MarepianbHe CTUMYJTIOBaHHS
3MEHIIYBaJOCsi, MOpajbHE 30UIbIIYBaIOCH.
['00BHMMHM MOTHBaMU SIKICHOT Tpalli cTaiu
po0oTa B KOJIGKTHBI, BU3HAHHS JOCSTHEHD
KOJIeTaMH 1 KEpiBHHUIITBOM, TypOoTa ¢ipmMu
po MalOyTHE IpaIliBHUKA, fioro
CTpaxyBaHHS 1 MATPUMKA HOTO pOJAUHU. YcCe
OlsIbIIIa yBara NpUIiIsSETHCS HABYaHHIO.

4. KoHrermnmiss MDOCTIHHOIO MOJIIIIIEHHS
sakocti  Jx. Jxkypana (AQIl - Annual
Quality Improvement)

Konnenii mopiyHOTO TOJIMIICHHS SIKOCTI.
Ha nymky Jlxypana, TONIMIIeHHS SKOCTI -

e MEPEBUIIICHHS BXKE JOCSTHYTHUX
pe3ynbTaTiB  poOOTH B 00JacTi  SKOCTI,
TIOB’ I3aHe 3 MparHeHHsIM JIFOJIMHU
BCTAaHOBUTH HOBUM pekopa. Konmermmis

CIpsIMOBaHa 1 30Cepe/PKeHa Ha CTpaTeriuHi
pillleHHS,  KOHKYPEHTOCIPOMOXHICTh 1
JIOBTOCTPOKOBI ~ pe3yibTaTH, SKi OyIoyTh
naBaTH e(eKT.
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MeTton

OOrpyHTYyBaHHS

5. Meronu I'eniti TaryTi

Komruieke miaxoaiB A0 yNpaBiiHHS SIKICTIO,
CIPSIMOBaHUX Ha peasnizariio el
HiBUIIEHHS SKOCTI B pa3l IUIaHyBaHHS
OpOAYKIIl 3 ypaxyBaHHSAM Bapiamil 1
HeBu3HaueHocTi. Ilig dac 3actocyBaHHs
JAHUX METOJIB AaKIEeHT pOOUTHhCS Ha Tak
3BaHE HEBUPOOHWYE PETyJIIOBaHHS SKOCTI (Y
npoueci IUIaHyBaHHS —EKCHEpPUMEHTY) Ta
BUKOpUCTaHHS «(yHkuii BTpar TaryTi», 3a
JIOTIOMOT0I0  IKOi MOXJIMBO ~ PO3paxyBaTH
BEJIMYMHY BTpPaT SIKOCTI y BapTICHOMY
BUIVIAAI 3a BIOAXWIEHHS BII IIJILOBOTO
3HAYCHHS TTOKA3HUKIB SKOCTI.

6. benumapkinr (benchmarking)

[le anmpTepHaTHBHUN METOJ CTPATETIYHOMY
TUTaHyBaHHIO, y SKOMY 3aBJIaHHS
BU3HAYAIOThCSI HE BiJ JOCSATHYTOrO, a Ha
OCHOB1 aHajii3y IOKa3HUKIB KOHKYPEHTIB.
TexHosoriss 6eHUYMapKIHTY 00'€THY€ B €UHY
CUCTEMY pO3pOOKy cTpaTerii, raiay3eBui
aHaJji3 1 aHaJ13 KOHKYPEHTIB.

Hosi MmeToau

7. KoHueniys MmocTIHHOrO IOJINIIEHHS

Kaiizen (KAIZEN)

«be3nepepBHEe BIIOCKOHAJICHHS» SIOHCHKA
dimocodis abo mpakTHKa, sika (POKyCyeThCs
Ha Oe3repepBHOMY BIOCKOHAJICHHI MPOIECIiB
BUPOOHUIITBA,  PO3POOKH,  JTOTMOMIKHHUX
O13HEeC-TIPOIIECIB 1 YIPaBIIHHSA, a TAKOX BCIX
ACIIeKTIB JKUTTS OpraHi3atii.

8. Meron cTpyKTypyBaHHS
skocti  QFD  (Quality
Development)

byHKIii
Function

Ile cucremaTu30BaHUN KypC BHBYCHHS
BHUMOT 1 0a)kaHb TIOKYMIIIB JJIs 3a0€3MeUeHHS
SKOCT1 Ha KOXKHIM CTajli )XUTTEBOTO ITUKITY
BUPOOJICHOTO TPOAYKTY, KOTPHH 3Mir Ou
rapaHTyBaTH oJiepKaHHS (hiHAIBHOTO
pe3yabTary, 10 BIIIOB1/1aB ou
OYIKyBaHHSM MOKYMI(iB. ['0JI0BHOIO 3a1auero
QFD € rapanTyBaTH SIKICTh 3 NOYaTKOBOTO
eTarly BUTOTOBJIGHHS 1 PO3BHUTKY HOBOTO

MPOJIYKTY.

9. Konnenmiss  «byauaky
(Quality House)

SAKOCTI»

IMigxin, 10 3abe3neuye OYiIKyBaHY
CIIO’KMBAuYeM IIHHICTh MPOAYKTY UM TOCTYTH
npu HaWMEHIIN WOTO MOYaTKOBiH BapTOCTI.
BukopucTtoByeThcsi 3a JOMOMOTOI0 METO/IB
Ta  IHCTPYMEHTIB,  CIPSIMOBAaHHX  Ha
JIOCHIKEHHS noTped CIIOKUBaYiB 1
TpaHchOpMaIlio iX y peabHi BIACTUBOCTI
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Meron OOrpyHTYyBaHHS
10. MeTo0710Ti1s «IIICTh CUTMY» (6-0) BHKOpPHCTOBY€ETBCA Yy KOPIIOPATUBHOMY
MEHEHKMEHTI IS BIOCKOHAJICHHS

BUPOOHMITBA Ta YCYHEHHS Je(]EeKTiB.
Crpareriynuid miaXig 10 BAOCKOHAJICHHS
Oi3HEeCy, B paMKax SKOrO0 MPOBOASITHCA
3aX0lM 31 3HAXO/MKEHHS 1 BUKIIOYEHHS
NpUYMH MOMUIIOK abo aedekTiB y Oi3Hec-
npouecax, HUISIXOM 30CEpPEeIKeHHS Ha THX
BUXIJHUX T[apamMeTpax, SKI € KPUTUYHO
BAKJIMBUMU JJIs CIIO’KHMBAYa.

Came sKICTh OOCITYyrOBYBaHHS € OJHUM 3 OCHOBHMX MOMEHTIB CTBOPECHHS

e(EeKTUBHOTO MEHEIP)KMEHTY SIKOCT1 MOCIYT Ta 3a0e3meuye 3a0BOJICHICTh CIIOKUBAYIB.
Hanpsimku sikicHOTO 00CTyroByBaHHs 3a3HayeH1 y Taou.1.4.

Tabnuysa 1.4

MeHeKMEeHT AKICHOr0 00CIyrOBYBaHHS BKJIKOYA€ 1BA HATIPAMKHM:

SkicHe 00CJIYroBYBaHHSI KOKHOIO rocts, | ['icTh MOBHHEH OTPMMATH MAaKCMMAJIbHE

1[0 1OCATAETHCA Yepes: 3a/I0BOJICHHSI MiJ 4Yac mnepe0OyBaHHS B
roreJii, Mo nepeadavac:

Baytpimuio  cucremy  iHdopmanii - | BukoHaHHs OakaHb TOCTS - JOCTIIKEHHS

opudinru, 30opu nepconany, PR; PHHKY Ta BIATYKIB TOCTEH;

HaBuaHnHs - €1HICTh MepcoHany, npodeciitny | Po3risn Habopy MOCIyr - BBEICHHS HOBUX
MaNCTEPHICTh, HABYAHHS TBOPYOMY MIJAXOAY; | MOCIYT, YCYHEHHS HEIOJIKIB, MOB'I3aHUX 3
00CITyTOBYBaHHSAM, TIJIBUIICHHS  SIKOCTI
ICHYIOUHX TIOCHYT;

BusnanHs 1 BHHaropogm — MopayibHe | BU3HaHHA 1 BUHAropomu - 3aJ0BOJICHHS
CTUMYJIFOBaHHS, TIpeMii TOIIIO. 3aMuTIB rocTed, GopMyBaHHS 0a3u JaHUX
MOCTIHHUX BIJBIAyBadiB, MPHHAOM TOCTEH
10 BHIIIOMY KJIacy.

BusHaueHHs MOBHOBaXKeHb OOCIYroByrodoro | [HHOBallii, BIOCKOHAJEHHS  HaJaBaHHUX
MEPCOHAITY - BU3HAUYCHHS 3aB/IaHb IIEPCOHAIY, | MOCIIYT.

pO3rIsi[  TpeTeH3id  TOoCTed, YCYHEHHS
HEJIOJIKIB B POOOTI.

Orxe, mMOTPIOHO TIaM’sTaTH, MO CHCTEMa SKOCTI Ma€ JBa OCHOBHHUX
B32€MOIIOB’ I3aHUX HampsMu (GYHKIIOHYBAaHHSA: 3aJ0BOJICHHA MOTpPeO 1 OUIKyBaHb
CMOKMBAYIB MOCIHYT Ta 3a0€3MEeUeHHsS] 1HTEpPECIB TOTEI0 Ta HMOro mnpamiBHUKIB. I
3a0e3MeUYeHHs] BUKOHAHHS IIMX 3aBJIaHb TOTEIbHE MIAMPUEMCTBO MIOBHHHE 3a0€3MEYUTH

KOMIUICKCHY Ta B3a€EMOY3I'OJPKCHY CUCTEMY MCHCIZKMCHTY.
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PO3ALJI 2 JiarHocTuKa e)eKTUBHOCTI MEHEKMEHTY SIKOCTI MOCJIYT T'OTEeJI0
«YKpaina», M. Jlyubk
2.1. Ouinka piBHS IKOCTi MOCJYT TOTEJII0
3arajgpHa OI[IHKAa SIKOCTI IOCHYr TOTEJIBHOrO0 MIANMPUEMCTBA CIPSMOBAaHE Ha
3’sCyBaHHA MOTO CWIBHHUX 1 c1aOkux cTopiH. CHIIbHI CTOPOHM € Ti€l0 0a3010, Ha SIKY
MNIANPUEMCTBO CHHUPAETHCA Y KOHKYpPEHTHIH OOpoThO1 Ta sSKy BOHO TIOBHUHHE
po3muproBat i ykpimmoBatd. CrnaOKi CTOPOHH MarOTh OyTH TPEIMETOM MHIBHOI
yBaru KEpiBHUITBA, 100 iX M030yTHCS.
lotens "VYkpaina" po3zramoBaHuii B camoMy ueHTpi Jlynpka, B 3 KM BiJ
3QJII3HUYHOTO BOK3aly Ta 3a 1 kM Bix 3amky JlroGapta. ['otens posmimenuit 3a 350
metpiB Big Cearo-Tpoiubkoro cobopy. I[lepconan criiiku peectparii 3aizgy Moxke
opraHizyBaTu JJis Tocted Tpancdep 10 MixxHapogHoro aeponopty «JIbBiB», BiACTaHb
no sxoro crtaHoButh 150 kM. Agpeca roremo: 43025, Vkpaina, M. Jlynpk, Byl
CnoBarnpbKoro 2.
lotens «YkpaiHa» € camMoCTiiHUM CyO'€eKTOM. € TakoX IOPUAMYHOIO 0CO000I0,
KEepYeETbCsl Yy CBOiM JISUTBHOCTI 3aKOHOJABCTBOM Ykpainu. [limmpuemMcTBO Mae
caMocTiiHMi OanaHc, cBif ¢GipMOBHI OlaHK, IMEYaTKy 3 TOBHUM HalMEHYBaHHSIM
JEep)KaBHOIO MOBOIO, HEOOXiJIHI INTaMIM, Ji€ HAa NPUHIMUIIAX TOCIOAAPCHKOTO
PO3PaXyHKY.
l'otenb Mae MOCHTH BEIWKY KUIBKICTh MPUMIIMICHL Pi3HOTO (YHKIIIOHATBHOTO
MpU3HAYCHHS:
e (OJIOK IPUIMaIBLHO-AOTIOMIKHUX TIPUMIIICHB;
e OJIOK MIPUMIIIEHB )KUTIOBO1 TPYIIH;
e OJIOK MIPUMIIICHh XapIyBaHHS,
e OJIOK IPHUMIIIEHb aIMIHICTpAIlii;
e 010K TOOYTOBHUX, MICOOHUX 1 TOCIIOAAPCHKHUX MTPUMIIIICHD,
® TPUMIIICHHS KyJbTYPHO-MAaCOBOTO IPU3HAYCHHS;
e OJIOK CIOPTUBHO-03/I0POBYOT0 MPU3HAUCHHS;

e (JIOK AUIOBOrO MPU3HAYEHHS.
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OCHOBHUH €JE€MEHT XHUTJIOBOI YaCTMHHM TOTENI0 - HOMEp. SIKICTh HOMEPHOIO

(¢oHny BIMBaEe Ha KOM(OPT NPOKUBAHHS B TOTENI, BA3HAYAETHCS TUIIAMHU HOMEPIB (110

KUIBKOCTI KIMHAT 1 KUIBKOCTI KJIIEHTIB), MPOLEHTHUM CIIBBIJHOIIEHHAM Yy TOTEl

PI3HOMAHITHUX THUIIB HOMEPIB, IX apXITEKTYypHO-IUIAHYBAJIbHUM PIIIEHHSIM, IUIOUIEIO,

napameTpaMu, CaHITAPHO-TEXHIYHUM OJIarOyCTPOEM, YCTATKyBaHHSAM, MEOITIOBAHHSIM.

Homepnuit dona roremo ckinagaerbcs 3 124 cyyacHUX HOMEpIB KaTeropiu

«JTrokey, «HamiBaokey Ta «CtaHmapT», KOXKEH 3 SKUX IMPOMNOHYE OJHOMICHE abo

JBOMICHE pO3MillieHHs (J101aTOK B).

[Tocnyru, 1m0 HagaTHCS B TOTENI, MOAUISIOTHECS HAa OCHOBHI 1 0AaTKOBL. BoHu

MOXYTb 6YTI/I OE3KOIITOBHUMMU 1 INIATHUMH. )10 OCHOBHO1 IMMOCJIYI' T'OTCIIO BiJIHOCI/ITLCSI

npokuBaHHsA. Y Tabnuii 2.1 3a3HaueHi BCl TOCHIYTH, $KI HaJalOTbCs B TOTENI

«YKpaiHay.

Tabnuysa 2.1

Hocayru roresro «Ykpaina»

Cermenr

[Tociyra

Criiika peecTparii

- IHAMBIyalIbHA peecTpallis 3ai31y/BUi3 oy
- OaHKOMAT Ha TEPHUTOPIi TOTEITIO

- Kamepa 30epiraas oaraxy

- J1071000Ba CTiMKa peecTparlii TocTen

[Tociyru npubupanus

- [[OJICHHE TPUOUpaHHs
- YUCTKA B3YyTTA
- IpacyBaHHS OATY (OMJIAYYETHCSI OKPEMO)

XapuyBaHHSA - KaB'sipHS Ha TEPUTOPIi TOTEIIO
- pecTopaH
- IBEJACHKUM CT1JI 3 BUOOPOM CTpPaB JJISI TITCH
- CHIJIJaHOK y HOMepi (01aToK B)

InTepner besnporoBuii noctyn 1o [HTepHEeTY HaaeThCs

Ha BCIM TEPUTOPIi rOTENI0 OE3KOIITOBHO.

3arajpHi TOCTyTH

- Mmicust IS Kypinasa. Ha Bciii Teputopii
rOTEIBHOTO 00'€KTa 1 B HOMEpax KypiHHS
3a00pPOHEHO

- ONAJICHHS

- 3a1aKOBaH1 JIaH41

- CyBEHIpHUH Mara3uH

- mgt

- JIFOKC TSI MOJIOJISAT

- HOMEpH JUTsl HEKYPIIiB

- IOCTaBKa MPECH
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CermeHT ITocayra
besnexka - B1IEOCIIOCTEPEIKEHHS B 30HAX 3aralIbHOTO
KOPUCTYBaHHA
- ceitd
[TapkyBanHs - 0E3KOIITOBHA TPOMAJIChKa aBTOCTOSTHKA

po3MilleHa nooyInu3y roTeio (MmonepeaHe
pe3epByBaHHs MICIISl HE TTOTPiOHE).

Kondepeni-nocnyru - (pakc/KCepOKOMiIOBAHHS
- KoH(epeHII-3a1/OeHKETHUH 3all
(omnauyernest okpeMo) (oaatok )

O310poBYil MOCTYTH (om1avuyeTbCcs OKpeEMo):

- MTAKETHU MOCHYT cra / BeJHeC

- cla-JIayH/30Ha JJIs penakcarii
- CIa-Tmpoueypu

- CBITJIOJTIKYBaHHS

- o0ropTaHHs

- MMUTIHT T1J1a

- IOTJISAN 34 TLIIOM

- TICTUKIOP

- MaHIKIOP

- KOCMETHUYH1 IOCIyTH

- TI[pOMacakHa BaHHA/KaKy3i1
- Macax

- coJsIpi

- cayHa

3axoau Ge3rneku - TOCTYITHA anTeyKa MepIioi JomoMOoru

- Jlle TIpoLeAypa MepeBipKU 310pOB'st TOCTEH
- aHTUCETITUK JUTIsl pyK y MOMEIIKaHH1 Ta 30Hi
OTPUMAaHHS KIIOYiB

- BIWIYYEHO IIPEIMETH CIUIHHOTO
KOPHUCTYBaHHS, TaKi sIK PO3JIPYKOBAHE MEHIO,
KYpHAJIH, Ta3€TH Ta PYUYKH

- IEPCOHAIT JOTPUMYETHCS BCIX IPOTOKOJIIB
0e3neKu, NPUUHATUX MICIIEBUMH OpraHaMu
BIIAN

OCHOBHUMM 32aBJAHHAMH aHATI3Y (PIHAHCOBHX Pe3yJbTATIB AisNIbHOCTI TOTEII0
«YKpaiHa» €:
- BHWBYCHHS MOJIMBOCTEH OJepKaHHS NPUOYTKY BIAMOBIMHO A0 HAsSBHOTO
PECYPCHOTO TIOTEHITIATy MiAMPUEMCTBA 1 KOH'TOHKTYPH PUHKY;
- BU3HAYEHHS BIUIMBY $IK 30BHIIIHIX, TaK 1 BHYTPIIHIX (pakTopiB Ha (hIHAHCOBI

pe3yibTaTU U OLIHIOBAHHS SIKOCT1 NPUOYTKY;
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- BUABIICHHS peE3€pBIB 30UIbLIEHHS CYMH MNPUOYTKY 1 MIABUILEHHS pPIBHSA
npuOyTKOBOCTI O13HECY;

- OILIHIOBaHHS pOOOTH MIAMPUEMCTBA 3 BUKOPUCTAHHS MOKIIMBOCTEH 30UIbIICHHS
npuOyTKY 1 peHTa0eIbHOCTI;

- BUPOOJIEHHS PEKOMEHJIallii 3 MIABULIEHHS €(EKTUBHOCTI CUCTEMU KEPYBAHHS
NpUOYTKOM.

Jnst y3aranpHeHHs iHpopMalii po (HiHAHCOBO-TOCTIOAAPCHKY AISUTBHICTH TOTEIIO
«YKpaiHa», MpoBeAEMO aHali3 Horo (piHaHCOBUX pe3ynbTaTiB. OCHOBHUM JKEPEIoM
st ananizy € gopma Ne 1 bananc (3BiT npo ¢iHaHcoBuit ctan) Ta popma Ne 2 3BiT npo
¢inancoBi pe3yabTatu (3BiT Mpo cykynHuit noxin) (momatok E,€).

Amnani3 piHaHCOBHX pe3yibTaTiB roTeito « Ykpaina» 3a 2017-2019 pp. nokazanuii
B Tabi. 2.2.

Tabnuysa 2.2

OcHOBHI MOKa3HUKN (PIHAHCOBUX Pe3yJbTATIB AiVILHOCTI TOTEJII0

«Ykpaina» 3a 2017-2019 pp., Tuc. rpH.

[Toka3zuuk [lepion Bigxunenus
2019/2018
2017 p. | 2018p. | 2019p. | A6e. | Bimm %
(THC.TpPH.)
YucTuit goxia Bia peanizamii 150374 106342 168922 62580 58,85
MPOAYKIIii (ToBapiB, podiT
TIOCJIYT)
Co0iBapTiCTh peasizoBaHOT 171709 124568 144287 19719 15,83
poayKilii (ToBapis, pooiT,
TIOCJIYT)
Banosuit npubyTox (30UTOK) -21335 -18226 24635 42861 -235,16
[H111 omeparifini Joxoau 1774 10538 514710 503945 4784,32
AJMIHICTpAaTUBHI BUTPATH 16213 10765 15867 5102 47.39
Butpartu Ha 36yT 8921 5491 12541 7050 128,39
[H111 onepartiiini BUTpaTu 24710 228954 684326 455372 198,89
dinaHcoBUH pe3ybTaT Bill -63405 -252898 -173389 79509 -31,44
omepaIiiftHoi AisTbHOCTI
IH1i inancoBi noxoau 38 25 31 6 24
[HIIi qoxoau 118741 98396 144562 46166 46,91
@diHaHCOB1 BUTpATH 36779 75348 40647 -34701 -46,05
[HIi BUTpaTH 126893 32659 101791 69132 211,68
Yuctuit pinancosuit pesyaprar | -108298 -262484 -171234 91250 -34,76
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SAx nmomitHO 3 Tabmumi 2.2, npotrsrom 2017-2019 pp. moka3HHMKM IISIBHOCTI
rorento «YkpaiHa» 3azHanu 3MiH. UucTa BUpydKa BiA peaizaiii TOBapiB Ta MOCIYT
3pocia B 2019 poui mnopiBHsHo 3 2018 pokom Ha 62580 Tuc. rpH. (58,85%),
co0O1BapTICTh Bij peasizallii TOBapiB Ta MOCIYT 3a e mepioj Takox 3pocia Ha 19719
tuc. rpH. (15,83%). l'otens onepxkas 24635 Tuc. rpH. npudyTKy npotu 18226 THC. TpH.
30utKy B 2018 porii.

30uTbIIeHHS aaMiHICTpaTUBHUX BUTpAT Ha 5102 Tuc. rpu. (47,39%) Ta BUTpaT Ha
30yt 7050 Tuc. rpH. (128,39%) HEraTMBHO BIUIMHYJIO Ha (DIHAHCOBUN pE3yNbTAT BiJ
omepariiftHoi aisfbHOCTI. [HII omepariitni goxoau mignpuemctsa B 2019 porii 3pociu
Ha 503945 Tuc. rpH. (4784,32%), a omepaniitHi BuTpatd Ha 455372 THC. TpH.
(198,89%). dinaHcoBUI pe3yabTaT Bij onepariitHoi AisiabHOCTI ckiiaB 173389 tuc. rpH.
30UTKY, 1110 MeHie Hik B 2018 porri Ha 79509 Tuc. rpH. (31,44%).

[amr moxoau rotemnto B 2019 porri 3pociau nipotu 2018 poky Ha 46166 THC. TpH.
(46,91%). ®inancosi BuTpaT 3MeHmwiIncy Ha 34701 tuc. rpH. (46,05%) npotu 2018
POKYy, a IHIII1 BUTpaTH 3pociu Ha 69132 Tuc. rpH. (211,68%).

30utok roremto «Ykpaina» B 2019 poui 3menmuBes Ha 91250 Ttuc. rpH. (34,76%)
nopiBHsAHO 3 2018 pokoM, MiANPUEMCTBO OAepKasio 30UTOK B cymi 171234 Tuc. rpH.
npotu 262484 tuc. rpH. 30utky B 2018 porri.

OTxe, K TOKa3ye MPOBEJACHUN aHalli3 IMOKa3HUKIB (PIHAHCOBO-TOCTIOAAPCHKOT
TisIpHOCTI Ta (piHaHCOBOro crany rotemto 3a 2017-2019 poku 3a3HaIM HETaTUBHHX
3miH. KepiBHUIITBY rotemnto «YKkpainay moTpiOHO Hajalll Kpaiie MPOBOJIUTH BHYTPIIIHIO
MOJIITUKY, 3aBJAHHSIMHU SKOi € TOIIYK pe3epBiB €KOHOMIi BUTpPAT, BIPOBAIKYBATH
3aX0MM JJIsS TINBWINEHHS JOXOJIB, TMIABUIIYBaTH OOOPOTHICTh AaKTWBIB, BBOJUTH
JI0JTaTKOBI MUTBTU Ta TOCTYTH TSI CIIO’KUBAYIB.

Ilepconan. B rorensHOMY migmpueMcTBi «Ykpaina» B 2019 pomi mpamroe 106
oci0, 3 skux 83 KIHKW. BuTbmIicTh CHIBPOOITHHKIB TOTEIIO MAarOTh JIOCBiA poOOTH
oinpme 7 - 10 pokis. Cepenniit Bik epcoHany 35 - 45 pokis.

AHani3 SKICHOTO Ta KUIBKICHOTO CKJIaay TMpaliBHUKIB TOTeN0 «YKpaiHay €
HEOOXIIHUM [ BUSIBJICHHS PE3EPBIB MIJBUINECHHS €(QEKTUBHOCTI iSUTBHOCTI

MIANPUEMCTBA.
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PiBeHb AKICHOTO CKJaay MEepCOHANy BU3HAYa€ PiBEHb €(PEKTUBHOCTI AISUIBHOCTI
YChOTO TOBapHUCTBA, IO BiJl OCOOMCTUX SIKOCTEH MPAIIBHUKIB, Bl iX OCBITHHOTO Ta
KBaTI(IKaLIITHOTO PiBHS 3aJIEKUTh HE TUIbKM HAJIE)KHE HAJaHHS MOCIYT, ajle U SIKICTh
NPUIHATTS yHPaBIIHCHKUX PILIEHb Ta PE3YNbTATH iX peanizauii. TpynoBui moTeHIian
MNIANPUEMCTBA XapaKTEPHU3YEThCSI CHUCTEMOIO MOKAa3HUKIB: KBali(iKaUIHHUN CKIIa]
MpaliBHUKIB MIJIPUEMCTBA, NIMHHICTh T4 CTA0UIBHICTh CKJIaAy, MOKa3HUK 3MIHHOCTI. B
Taby. 2.3 MpPEeACTaBICHO OCHOBHI TMOKAa3HUKM KUIBKICHOTO Ta SIKICHOTO CKJIaay
npaliBHUKIB ToTento «Ykpaina» 3a 2018-2019 poxwu.

Tabnuysa 2.3

KinbkicHuH Ta AKICHUH CKJIAJ NPANIBHUKIB roTEJI0 «Y KpaiHa»

3a 2018-2019 poxn

IToxa3Huk [Tepion Bigxunenus
2018-2019 pp.
2018 p. 2019 p. AGcon. | BimHoche

OO0nikoBa KIIBbKICTh IITATHUX 143 106 -37 -35
IPaIiBHHUKIB
KinpkicTh mpaiorounx y Birli
(pokiB):
18-29 28 33 5 17,8
30-44 79 54 -25 -46,2
45-54 36 19 -17 -89,4
KinpkicTh npariBHUKIB, SKi MAIOTh
BUIIY OCBITY 33 OCBITHIMH
PIBHAMH:
HemoBHa Ta 6a30Ba BHIIla OCBITA: 15 18 3 2
IToBHa BuIIIa OCBITA: 128 88 -40 -45,4

3 Tabnuii nomitHO, mo mpotarom 2018-2019 pokiB mMoka3HUKHM KITBKICHOTO Ta
SAKICHOTO CKJIaJy TpAIiBHUKIB TOTENI0 «YKpaiHay 3a3Hanu 3MiH. OO0iiKOBa KUTBKICTh
MTAaTHAX TpaIiBHUKIB 3MeHmmiIack Ha 37 ocid (35%). KimbkicTe 0cCi0, sIKi MarOTh
HETMOBHY Ta 0a30BY BHUIIlY OCBITY 30UIblIMIaCh Ha 3 ocodu (2%). HaliOunbiy KiIbKICTh
B CTPYKTypl MEPCOHANTy CTAHOBJIATH JKIHKM - 83 ocobm abo 77% mo 3araiabHOI

YUCEIBHOCTI MPAIIOI0YUX.
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KinpkicHuil Ta SKiCHMHA CKJaJ TpaliBHUKIB TOTemo «Ykpaina» 3a 2018-2019

poKu 300paxkeHo Ha puc. 2.1.
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2018 2019

W O621iKoBa KiNbKICTb LWTAaTHUX NpaLiBHMKiB M KinbKicTb Npaytotoumnx y Biui 18-29
B K-Tb npauytotoumx y Biui 30-44 K-Tb npautoroumx y siui 45-54

B HenosHa Ta 6a30Ba BMLIA OCBiTa M [MoBHa BMLA OCBITa

Puc 2.1 KinbkicHui#t Ta sikicHHM ckian rotento «Ykpaina» 3a 2018-2019 poku.

JIiIITbHICTE TOTENI0 CYITPOBOKYETHCS CKIIAIaHHIM PI3HUX THITIB JOKYMEHTIB:

- opraHizaiiiHi JTOKYMEHTH (CTpYKTypHa ¥ INTaTHa YHCEJbHICTh, IITAaTHHI
PO3KJIaJI, MOCa0BI IHCTPYKIIIi ¥ 1H.);

- PO3MOPSAHUIBKI JOKYMEHTH (PIICHHS, PO3MOPSIKEHHsI, HAKa3u MO0 OCHOBHIN
TUSTTBHOCTI);

- JIOKYMEHTH TI0 OCOOOBOMY CKIanay (KOJIEKTUBHUN JOTOBip, HaKa3W IIO0
0CO0OBOMY CKJIAJy, TPYJAOBI KHMXKKH, OCOOHCTI CTIpaBU, 0COOOBI PaXyHKH);

- (hiHaHCOBO-OyXTranTepchKki JOKYMEHTH (PIYHUN 3BIT, TOJIOBHA KHUTA, PAXYHKHU
npuOyTKy 1 30MTKIB, pEHTA0ENBbHICTh, TOBAPOOOIT, aKTH, PEBi3ii 1 T.1.);

- iHpOopMaIliHHO-TOBIKOBI JOKYMEHTH (JIMCTH, TOBIIKH, TOMOBIIHI 3aITUCKH );

- HOPMaTHBHI JOKYMEHTH Bi/I BUIIIUX OPTaHiB;

- KOMEPITiHI TOKYMEHTH (KOHTPAKTH 1 IOTOBOPH).

[Iponiec ympaBiiHHS Ta BUKOHAHHS POOIT B TOTENbHOMY Oi3HEcCi BinOyBaeTbCs B
paMKax opraHizaiiitHoi cTpyKTypu roteito. CTpyKTypa BU3HAYAE CXEMY PO3MOPSAIKEHb

1 HakasiB, 3a JOTIOMOTOI0 SKHUX JISUTBHICTh KOMIAHII TJIAHYETHCS, OPTaHI30BYETHCH,
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CIPSIMOBYETHCA 1 KOHTPOJIIOEThCA. OpranizaiiiiHa CTpyKTypa MEHEIKMEHTY TOTEJI0

«Ykpaina» HaBeqeHa Ha cxemi (puc.2.2).

JupekTop roremnto

3acTynHUK TUPEKTOpa 3 opraHizanmii
00CITyrOByBaHHS rOCTEH

TonoBuuit
OyXxranTep-eKOHOMICT

Cyx0a

XapuyyBaHHS

I'onoBHuit
azMiHicTpaTop
pecropany

ed-noBap

Kyxapi

Cryx6a npuitomMy TMonosepxosa Cryx6a Ge3rexn Texniuna CroprusHo-
i posmimenus cyx6a ciryx6a 0310poBTa
cvikoa
.. 3aBimgyrodya N
AnMiHicTpaTOp HOM?yI};)I/IM OxopoHelp T"onosuuit CrnopTt-TpeHep
b P IHXKEHeD
OHJIOM
| : [
[Beiiap [ToxoiBkn TMapkyBanbHHK [mxenep 3 TonoBumii
PEMOHTY ajZMiHicTpaTop
| yCTaTKyBaHHS Cra-LeHTpy
Cryxba [pubupaneaui |
OpoHIOBaHHSA .
P Creniarnictu 3

Puc.2.2 Opranizaiiiina CTpyKTypa ToTento «YKpaiHa»

HaJIaHHA CIia-
HOCITyT

MuiiHuKu
nocvnv

Bapmenu

Odiuianti

[Mpubupansauk

Hapenena cxema opraHizaiifHOI CTPYKTYpPH YHPaBIIHHS ITAMPUEMCTBOM BKa3ye

Ha 000B'A3KM Ta TOBHOBAKEHHS CTPYKTYPHHUX MIAPO3AUTIB Ta MOCAAOBHUX OCi0.

2.2. OuiHka eJieMeHTIiB CHCTEMH MeHEI:KMEHTY SIKOCTi MOCJIYT roTeJI0

[TinTpuMKa sIKOCTI OOCIyrOBYBaHHS Ha HaJEKHOMY PiBHI, CBOEYACHE YCYHEHHS

HEJIOJIKIB y HaJaHHI MOCIYT, po3po0Ka cTpaTerii yJOCKOHAJICHHS OOCITYyrOBYBaHHS €

OCHOBHUMH 3aBJIaHHSIMU TOTENIO «Y KpaiHay.

Jlnst aHamizy BHYTPINIHBOTO CEpeOBUINA TOTeN0 «YKpaina» mposexemo SNW-

aHaJi3 3a SKUM OIHIOETHCS CTaH BHYTPIIIHBOTO CEPEJOBUINA MiAMPHEMCTBA 3a

HU3KOI0 MMo3ullid. Ko)kHa mo3uiliss OTpUMYE€ OJIHY 3 13 TPhOX OIIHOK:

- CunbHa (Strength);
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- Hetitpansua (Neutral);

- Crmabka (Weakness);

l'omoBue 3aBaanHss SNW-aHanmizy - BUSIBJICHHS «akTHUBY» (S) 1 «macuBy» (W)
MIAIPUEMCTBA. 3aBJaHHS HOBOI CTpaTerii poO3BUTKY - BUKOPUCTAHHS AaKTUBY IS
HeWTpanizamii 1 ycyHeHHsa nacuBy. SNW-anani3 rorenbHOro mignpueMcTBa «YKpaiHay

HaBesIeHo y Tabu1. 2.4.

Tabnuys 2.4
SNW-anauni3 roreibHOro mianpueMcraa «YKpaiHay

Ne KitouoBi napameTpu IissIbHOCTI TOTENBHOTO MIANPUEMCTBA S| N| W
3/m

1 2 3 4 5
1. Hapuanns nepconamy 5
2. | YMoBH mparti 8
3. | MoTuBartist i CTUMYITFOBaHHSI TIEPCOHATTY 6
4. | IlnuHHICTH KaapiB 5
5. Ksamidikarris mepcorary 7
6. Orinka sIKOCTi poOOTH TIEpCOHATTY 3
7. ComiaJIbHUN MaKeT 5
8. Opranizaitis riaHyBaHHS 4
9. PiBeHp TEXHIYHOT OCHAIIEHOCTI 1
10. | Indopmarriitne 3a0e3meUeHHS 6
11. | SkicTh mOCIYT, 0 HANAOTHCS 10
12. | Opranizaiiiss MapKeTUHTY Ha TiAMPUEMCTBI 5
13. | O6csaru peanizaiii 2
14. | ACOpTUMEHT MPOAYKIIii, IO BUITYCKAETHCS 7
15. | YucenpHICTh EPCOHATY 8
16. | 3apobiTHa ruiara 6
17. | Imimx (minmoBa peryTaitisi) TiANPUEMCTBA 9
18. | [IcuxomnoriuHuii KJIiMaT B KOJIEKTHUBI1 4
19. | ®inaHcoBa CTIMKICTh MiANPUEMCTBA 3
20. | TepuTopianbHe po3TallyBaHHS 10
21. | LliHoBa moJiTHKa 9
22. | OOcsru mpoaaxis 5
23. | OpieHTalist Ha CIIOKUBaya 8
24. | Crpareris po3BUTKY MiIIpPUEMCTBA 2

CryniHb BaroMoCTi MapaMeTpiB BHYTPIIMIHBOTO CEpPEIOBUILA  AISUTBHOCTI

rOTEJIbHOTO MIANPUEMCTBA OYJIO OIIHEHO ekcriepTaMu 3a 10-Tu 0anbHOIO MIKAIOI0.
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Haui Tabnumi 2.4. cBigyaTh Opo Te, IO HAWOUIbII CHWIBHUMHU CTOPOHAMU
MIJIPUEMCTBA € SKICTh MOCIYT, 110 HAJAIOThCS, TEPUTOPIalibHE PO3TAllyBaHHS, I[IHOBA
MOJIITHKA, pemyTalis MiANpUEMCTBA Ta YMOBHU mpani. C1abKuMu CTOpOHAMU €: PIBEHb
TEXHIYHOT OCHAIIEHOCT1, 00CATH peasizailii MOCIyr Ta CTpaTeris MiIpUEMCTBA.

B TaGmuii 2.5. 3a3HaueHa JNOKYMEHTAIlisd TOoTel0 «YKpaiHay, sika BEEeThCs s
3a0€e3MeUeHHs SIKOCT1 HaIaHHsI MOCTYT 1 €EKTUBHOCTI MEHEIKMEHTY.

Tabnuysa 2.5

JlokyMeHTalis roTeJi0 «YKpaiHay i3 3a0e3ne4eHHs IKOCTi HAJaHHA MOCJIYT

JlokymeHTairis AHani3

[locamoBa iHCTPYKIIi MpalliBHUKA [lpuknax HaBemeHudd B jpogatky U.
[TocagoBa  IHCTPYKIisI €  BaXKIUBHUM
€JIEMEHTOM oOprasizauii mpami B TPYJIOBOMY
KOJIGKTUBI 1  pEerJlaMeHTy€e  BUKOHAHHS
npamiBHUKOM cBOix ¢yHKUIA. B rotemi
«YKpaiHa» 1eu JOKYMEHT CKJIAJIa€TbCs s
KO)KHOT'O TMpaliBHUKa 1 BKJIIOYae B cebe
KOPOTKHMI BHKJIaJ OCHOBHHX OOOB’SI3KiB,
IIOBHOBA)XEHL 1 HEOOXITHMX HABHYOK, IO
BITHOCSTBHCS /IO OKpEeMoi Tocaaud Ha

1 ITPUEMCTBI.
3akoHomaBye perymoBaHHS HagaHHA | - 3Y «lIpo typusm», 3V «IIpo 3axucT mpas
TOTEJBHUX TTOCIYT CITO)KMBAYIBY,

- [Ipo 3arBepmxenns [IpaBun kopucTyBaHHS
roTesIMM ¥ aHAJOTIYHUMH  3aco0amu
PO3MIIIEHHS Ta HAJAaHHS TOTEJIBbHUX IMOCIYT
Bix 16 Gepesnst 2004 poky N 19;

- IIpo 3aTBEPHKEHHS [Hopsinxy
BCTAHOBJICHHS KaTEropiil TOTENSIM Ta 1HIIUM
o0'ekTaM, 110 MPU3HAYAIOTHCA ISl HAJIaHHS
nocIyr 3  THUMYacoBOTO  PO3MIIIEHHS
(mposxkuBanHs) Big 29 numnus 2009 poky;

- IIpo 3arBepmxenns I[IpaBuin 000B'sI3KOBOT
ceptudikaiii  mocayr 3  THMYacOBOIO
po3mimienHst (mpokuBaHHs) Ta [IpaBun
000B'13K0BOT ceprudikarii MOCITyT
xapuyBaHHs BiJ 27.01.1999 poxy Ne37

- ICTY 4268:2003 «Ilocnyru TypUCTHYHI.
3aco0u po3MIlIEHHS. 3arajdbHi BHMOTHY;
JACTY 4269:2003 «llocimyru TypHUCTHUYHI.
Knacudikamiss roremisy; JHCTY 4527:2006
«ITocnyru TYpPUCTHYHI. 3acolu
PO3MITIICHHSI.




31

)

JmeHsii

[TponosxeHHs Tabds. 2
JlokymeHTaitis AHani3
Cranmaptuzaitis Ta ceptudikaty, | 2007p. roremo «Ykpaina» OyB BuAaHHUH

cepTudikaT BIAMOBITHOCTI MPO MOCIYTH 3
TUMYacOBOTO PO3MIIIEHHS 3 PECTOPAHOM,
oo BigmoBigae kareropii (***)3ipku Ta
JIEH311 PO HaJaHHS TOTEIbHUX TMOCIYT Ta

MPOJAXK AIIKOTOJIbHUX HAIlO1B.

BHyTpilHs JOKyMeHTallisl: BiIOMOCTI Ta
KYpHaIN 00Ky rOCTEeH TOTeNI0

VYcsa HeoOxiiHAa TOKYMEHTAIlsl BEACThCS IS

OUTbII ~ YITKOTO  Ta  OPraHi30BaHOIO

0o0CIyroByBaHHsI TrocTeil, o0 YHHUKHYTH
HETMOPO3yMiHb 1 [Ty TAHUHM. Taxi
JOKYMEHTHU SIK: >KypHaJl OOJIIKY TPOMAJsH,
AK1 roTel,

IMPOXXUBAKOTH B KYPHAJI

peecTpallii 3asiBOK Ha OpPOHIOBAHHSI HOMEDIB,
PYXy

aHKeTa MPOKUBAKYOT0, B1JIOMOCTI

HOMEpIB B TOTEJIL.

Bapro 3a3HaunTtH, 1m0 rotenb «YKpaiHay Ma€e BCIO HEOOX1THY TOKYMEHTAIIIO IS

edexkTuBHOT poOOTH minnpuemcta. [Iporte, Ayxe BaKJIMBHI pEeryasipHUIl KOHTPOJIb 3

OOKy KEpIBHHUIITBA YCIX MPOIIECIB BEACHHS JOKYMEHTIB Ta JOTPUMAHHS BCIX aCIEKTiB

HaJdJaHHA ITIOCJIIYIT'HM, Ha 1€ HaXallb, KGpiBHI/IHTBO ToTCJIIO ((pra'l'Ha» HC 3Baxa€, 110

3HAYHO MOJKC BINIMHYTH HA SIKICTh HaJJaHHA ITIOCIYT.

OCHOBHI €JIEMEHTH JII0Y0i CHCTEMH MEHEKMEHTY SIKOCTI IOCIYr TOTEII0

«YxpaiHay:

» «[lepcoHan rorento «YKpaiHa» 3Ha€, MO 3HAYUTh NepeOyBaTh IajeKo BijJ PiIHOT

JIOMIBKH, 1 pOOHTH yce MOXKIIUBE, 11100 OyB 3a0e3MeUeHI 1HANBINYaTbHAMA T1AX1/T

710 KO>kHOTO ToCTs. [licis BrommBOro JHs, MPOBEASHOTO B METYIIHI Aoporu, Bu

BITUy€TE YMHUPOTBOPEHHS Ta CIOKIii, BIAMOYMBAIOYH Yy HOMEpaX TOTEIIO» - 1Ie €

OCHOBHHUM 3aBJaHHAM OJIA HpaHiBHI/IKiB T'OTCJIIIO Ta I'OJOBHOK YCTAHOBOIO Bi,[[

KEpIBHHUIITBA.

» JlinepcTBO KepiBHUIITBA. 3aBJlaHHS KEPIBHHKA B TOMY, 1100 Kepyrodi Jii MTOBHHHI

BUKOHYBATUCh HE CTUIbLKU Y BUTJISIJII OpraHi3aliitHO-po3nopsAu0i JOKyMEHTAllli,

CKUTBKM Yy BUIJISIII KOHKPETHUX CIIIB Ta BYMHKIB, 1[0 OJHO3HAYHO TMEPEIal0Th

MO3UIIII0 KepIBHULITBA. KepiBHUKM BCTAHOBIIOIOTH €JIHICTH METH Ta HAIPSMKIB
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JUSTBHOCTI  TOTEABHOTO  MIANPUEMCTBA. BoOHM MawTh CTBOpIOBAaTH  Ta
MiATPUMYBATH BHYTPIITHE CEPEIOBUINE, B SIKOMY MOXJIMBE IMOBHE 3aJTyYCHHSI
MpaliBHUKIB /0 MisUVIBHOCTI, CIPSMOBAaHOI HAa JOCSITHEHHS LUIEH TOTEIBHOIO
HiANPUEMCTBA.

» VYBara 7o rocteil. AmKe TOTeNb IpsSAMO 3alieKHUTh BiJl CBOIX BiBiayBadiB i TOMY
NOTPIOHO PO3YMITH iXHI MOTOYHI Ta MalOyTH1 NOTPEOU, BUKOHYBATH iXH1 BUMOTH
1 IparHyTH J0 MEePEBHILCHHS IXHIX 04iKyBaHb. «l]e MOBUHHO CTaTH HE JIO3YHIOM,
a TIOBCSIKJICHHOIO POOOTOIO» - 3ameBHSE AUPEKTOP ToTento. IIpamiBHUKH 4YacTo
IIPOBOJIATH Pi3HI aHKETYBaHHs rocted (momatok [), omuTyBaHHS, TaKOX KOXKHI
IiB POKY MPOBOJATH JOCIHIPKCHHS PUHKY MOCIYT TOCTHHHOCTI Ta 3JIIHCHIOIOTH
aHai3 KOHKYPCHTHHUX ITepeBar.

» IlinroroBka Ta miABUINCHHS KBamidikallii mepcoHany. KepiBHHIITBO TOTEIO
HAMaraeTbCs CTBOPIOBATH BCl HEOOXITHI yMOBHU JJIs MiABUINEHHS KBaridikarii
MPaIiBHUKIB Ta 3aJydy€e HaAHOUThII KBaTi(hiKOBaHUX 10 pOOOTH Ha Pi3HUX PIBHAX
Ta cinyx0ax roreito. BusHaueHO OCHOBHI BUMOTH /10 TIPAI[iBHUKIB:

- kBasiikaris (Bech 00CIYyroBYIOUHN MIEPCOHAN Ta KEPIBHUKHU MPOXOJATH
npodeciiiny MmiaroTOBKY)

- 3HAHHS MOBH (TaK SK 11 TOTENb «3 31pKW» BCbOMY IIEPCOHANY, SIKUN

Ma€ KOHTaKTH 3 IPOKUBAIOYUMH, HEOOXiqHE 3HAHHS B JOCTaTHHROMY OOCS31 SIK
MIHIMYM JIBOX MOB MIXKHAPOJHOT'O CIUIKYBaHHS a00 1HIITMX MOB)

- IOBEJ[IHKA (MTEPCOHAII yCiX KaTeTOpiil rOTeNiB TOBUHEH

BMITH CTBOPIOBATH Ha MiJMPUEMCTBI aTMOC(epy TOCTUHHOCTI,

OyTH TOTOBUM JTOOPO3UUIMBO BUKOHYBATH MPOXAHHS MPOKUBAIOYHX, TTPOSBISTH
TEPITIHHS 1 CTPUMAaHICTh)

- MeIW4YHI BUMOTH (MEPCOHAT MEPIOAMYHO MPOXOAUTH MEIUYHUN OTJIS JUIs
oJlep KaHHS BiAMOBIAHOTO cepTudikara)

- yHipopma (TepcoHaj, MO BCTYNMa€ B KOHTAKT 3 MPOXUBAIOYUMH, TOBHHEH
HOCHUTH YHIpOpMY, y A€SKUX MPAIIBHUKIB YHI(OpPMA BKIIOUYAE OCOOMCTUI 3HAUOK
13 BKa31BKOIO IMEH1 Ta Mpi3Buila, (opMa MOBUHHA OYyTH 3aBXKIU YHUCTOIO 1 B

XOpOIIOMY CTaHi)
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» B3aeMOBUTINHI CTOCYHKH 3 TMOCTadaJIbHUKAMH (TOTEIh Ta WOTO MOCTAaYaIbHUKH

Ta CyOMiJIPSTHUKU € B3a€EMO3AJICKHUMHU, 1 B3AEMOBUTIIHI CTOCYHKHU MIJBUIIYIOTh

31aTHICTh 000X CTOPIH CTBOPIOBATU ILIIHHOCTI, TOMY KEPIBHUUTBO HaMaraerbCs

JOTPUMYBATHUCH IILOTO MTPABHUIIA 3aBXKIN).

2.3. Oninka pe3yJbTATUBHOCTI Ail040I cTpaTerii MeHe:KMEeHTY SIKOCTi IOCIyr
SWOT - anani3 roreiapHOro miAnpueMcTBa «Y Kpainay»

SWOT-anani3 - ue dakTopHuil aHaii3 CUIBHUX 1 CIA0OKUX CTOPIH OpraHizailii,
MOJKJIUBOCTEH 1 3arpo3, pe3yjbTaTH SKOTO MOXYTh BHKOPHCTOBYBATHCS TPH OIlIHIII
KOHKYPEHTOCIIPOMOYKHOCTI, KOHKYPEHTHOTO TOTEHIliady 1 MNpW BH3HAYCHHI KOJIa
CTpaTeTIYHHUX MMUTaHb, IO CTOSATH MEPE] OpTaHi3alli€cro.

JIJist OIiHIOBaHHSI BCiX O3HAUEHHMX KPHUTEPIiB BHKOPHUCTAHO OajlbHUH METOJ Ha
ocHOB1 oImiHOK. OIliHIOBaHHS TpOBEACHE 3a 5-0albHOI IIKaJIow, Jne: 5 OaniB -
MaKCUMaJIbHO 3Ha4Ha cuia Aii pakropy; 4 O6amu - 3HauHa cwia aii ¢akropy; 3 6anu -
BiTuyTHA cuia Jii pakropy; 2 6anu - moMmipHa cwia aii ¢pakTopy; 1 6an - He3HaUHA cUIIa
nii hakTopy. 3aranpHa OIIHKA CHIIM i1 KOXKHOT Tpynu (aKTOpiB BU3HAYAETHCS CYMOIO

6amB. SWOT - aHasi3 TOTeIbHOTO MiANMPUEMCTBA «YKpaiHa» MpeCTaBICHO B TaOJHII

2.6.

Tabnuys 2.6
SWOT-anaui3 rorenio «Ykpaina»

CuabHi croponu: | baa Caa0ki ctoponn: bana
- BHCOKa Kauidikalis | 5 - HE3aJOBUIBHUM  CTaH  MaTepianabHO- | 4
MepCOHAITY TOTEINIO; TEXHIYHOI 0a3u;
- Xopolla pemyTamis y |5 - (piraHCOBI pecypceu; 3
BiJIBI/lyBayiB; - HEy4acTh NMEPCOHANY y IPUHHSATTI PIllICHb; | 2
- IPUAHSATHI LIHU; 4 - HecTaya podeciifHuX KaJIpiB; 3
- roTellbHI  TocayrH | 4 - IoraHa MOTHUBAIIis TTPaIliBHUKIB; 2
BIAMIOBIIAIOTH - BIACYTHICTH aBTOMaTtH3amii pobouux | 4
CTaHJapTaM; IIPOIIECIB.
- HaJlarojpkeHa 30yToBa | 3
Mepexa;
-TOCTOBIpHUN 3
MOHITOPUHT PUHKY;
- HasIBHICTh PEKJIaMHU. 5

Cyma 0aJiB: 29 Cyma 0OaJiB: 18
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IIpooosoicenns mabn. 2.6.

MoxKJIHBOCTI: baa 3arpo3u: ban
- BIPOBAIKCHHS 5 - HECIIPUSTJIMBA MOJITUKA YPAY; 5
1HpOopMaIIITHIX - 3pOCTal0YMil KOHKYPEHTHUH THUCK; 3
TEXHOJIOT1H B JIISJIbHICTD - 3MiHa NOTPeO 1 CMaKiB CIIOXKUBAYIB; 3
rOTEJ0; - BIICYTHICTb () iHAHCYBaHHSI; 5
- BUKopucTtaHHs [HTepuer | 5 - HECTIpUATIMBI AeMorpadiyHi 3MIHH; 2
pecypcis; - 3pOCTaHHs 3a0pyIHEHHS CePEeIOBUIIA; 2
- 3pOCTaHHS YHCIIA 5 - 3MiHa PiBHA IIH; 2
B'I3HUX TYpUCTIB B - 3pOCTaHHS MOJIaTKIB; 5
Jlyubky 1 obsacri, - HallloHauTi3aIist 613Hecy. 4
- 3MiHa peKJIaMHHUX 5
TEXHOJIOT1i1;
- YIOCKOHaJICHHS 5
MEHEKMEHTY;
- BHUKEHHS 0e3po0iITTs; | 5
- YIOCKOHaJICHHS 5
TEXHOJIOT11
00CITyrOByBaHHS;

Cyma 0aJiiB: 35 Cyma 0OaJiB: 31

3aranbHa OIIHKA CHJIM JAii KOXXHOI Ipynu (akTopiB, BU3HAUCHA CYMOIO OaliB,
Taka: cujia Mii CWIBHUX CTOpiH - 29 OamiB, ciabkux cropiH - 18 Oami, cuma mii
MOXJIMBOCTEH - 35 GaniB, 3arpos - 31 Oau.

Otxe, 3a pe3ynbTaTaMU IMPOBEICHOTO JOCIIHKEHHS MOYKHa 3pOOUTH HACTYIIHI
BHUCHOBKH:

- 7S TIONIMIIEHHS PiBHS OOCIYrOBYBaHHS TOCTEH HEOOXITHO BIPOBAIKECHHS
iH(hOpMAIITHUX TEXHOJIOTIH, TaK SK B JaHWUW Yac TOTelb, [0 HE BUKOPHUCTOBYE B CBOIN
TSUTHHOCTI aBTOMATH30BaHY CHUCTEMY MEHEHKMEHTY, HE 3MOKE JOBrO 3allUIIATHCS
KOHKYPEHTOCTIPOMOKHUM. BIpoBa/pKeHHS MpoTrpaMyd MO aBTOMATH3aIlli T03BOJUTH
MPUCKOPUTH TIPOIIEC OOCIYTOBYBAaHHS TOCTEH, IO CHPUATIUBO Bifi0'€ThCcs HA IMIIXKI
rOTeJIo;

- TIOKPAICHHS JiSUTBHOCTI TOTENI0 Ta MOT0 MICHS HAa PUHKY TIOCIYT DPETiOHY,
CTUMYJIIOBaTUME CTA0UIbHICTh Y KaJpOBIM MOMITHUIL MIPUEMCTBA;

- KaJpoBa IMOJITUKAa B ToTeNl «YKpaiHa» MOBUHHAa OyTH Opi€HTOBaHA Ha

CHCTEMHUM IMIAXiA, B OCHOBI SKOT'O JICKHUTh JIOBTOCTPOKOBHUM PO3BUTOK TPYHAOBOIO
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MOTEHI1ay TpalliBHUKIB. Lle moB's3aHO 3 TUM, 10 MEpexiJ 10 PUHKOBHUX BIIHOCHUH,
MPIOPUTETHICTh MUTAaHb SKOCTI 1 3a0e3Me4YeHHS] KOHKYPEHTOCIPOMOKHOCTI 3MIHUIIH
BUMOTHY 70 aJMIHICTPATUBHO-YIPABIIHCHKUX MPAIIBHUKIB, MIIBUIIWIN 3HAYUMICTh X
TBOPYOTO CTaBJIEHHS JI0 Tpalll 1 BUCOKOTO MpodecioHanizmy.

HenomnikoM B ympaBiiHHI NEPCOHAJIOM MOKHA BBa)XaTW HEJOCTAaTHIM pIBEHb
CTUMYJIFOBaHHS 1 MOTHBALIi Ta MOTaHUI CTaH MaTeplalbHO-TEXHOJIOTTUHOI 0a3u.

OuiHUTH pe3yJbTaTUBHICTh Ta CHUCTEMATU30BAHUM MUIAX BUBYECHHS MOTpeO 1
noOa)kaHb CIOKMBAYiB MOKHA uepe3 po3ropTaHHs QyHKIIM Ta onepaiiil y AiSIbHOCTI
KOMITaHii 13 3a0€3MeUYeHHSIM SIKOCT1 Ha KOYKHOMY €Tarl )KUTTEBOTO IIUKIY CTBOPIOBAHOTO
NPOJYKTY, KWW OW rapaHTyBaB OTPHMMAaHHS KIHIIEBOT'O pPE3yJIbTaTy, IO BIAMOBIIAE
OUIKYBaHHSM croxuBayiB. Ciifi po3yMmiTH, L0 MDK BIJIACTUBOCTAMH CIIOKMBada
(paxkTHYHI MOKAa3HUKU SIKOCTI) 1 3arajJbHUMM XapaKTEPUCTUKaMH POOOTHU TOTEIHHOTO
HiAMPUEMCTBA (JIOMOMDKHI TOKAa3HUKHM SIKOCT1) ICHYE Beiluka pi3Huld. [lomomMixHi
MOKa3HUKU HEOOXIAHI JJii CcaMoro roTeNhbHOrOo Oi3Hecy, aje B CBOIO Uepry HE €
BaXJIMBUMU JUIsl CHIOKMBaviB. Came i y3roJDKEHHS IUX MOKa3HUKIB 1 3aCTOCOBYIOTh
KoHIeNIi10 « ByAuHOK siKOCTI».

3acTocyBaHHIO METONY MEpeye MpoleC BU3HAUYCHHS BUMOT CIIOKMBAayva Ta LUIeH
KOMITaHii, 1o rnependavac:

- BU3HAYCHHS TIepe10adyBaHOro CII0KHBaYa;

- BU3HAUYCHHS PEUTHHTY CIIOXKWBaya JJi1 BUPOOHUKA;

- 30upaHHs MoOakaHb CIIOKUBAYA;

- opradizairiss 00po0ieHHs 310paHuX MoOakaHb;

- BU3HAYCHHS PEUTHHTY MapaMeTpiB SIKOCT1 IPOAYKTY ISl CIIO’KMBAva.

[lepmmm etanom s moOyaoBu «byaWHKA SKOCTD» TOTENBHUX TOCITYT
MIATPUEMCTBA € 3’SICyBaHHS BUMOT TOCTEH. [[JIs1 1IbOTO 3aCTOCOBYETHCS OMUTYBaHHS 1
MICJIsl OTPUMAaHHS pPEe3yJbTaTiB BHU3HAYAIOTH iX Bary (3HAUYMMICTh) MO I ATHOATBHIN
IIKaJIi B MOPSAKY 30UtbIneHHs (puc 2.3).

Hactynuuii eran - cknagaHHa Jaxy «bBynuHKY SIKOCTI», SIKHW SIBJISIE COOOIO
KOPEJAIIHHY MaTPHUII0O MOXJIMBUX B3a€EMO3B’SI3KIB MIK XapaKTepUCTHUKAMHU SKOCTI

pobotu mignpuemMcTBa (pi3HocmpsiMoBaHi (-) Ta oaHakoBO chpsimoBaHi (+)). Ll
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XapaKTEepUCTUKU BU3HA4YalOTh, B KM CIOCIO Ta 3a SKUX YMOB CJiJ] BECTH IPOIEC
HaJaHHS TOTENbHUX IMOCIYr, MO0 B pe3ynbTaTl MOCIAYTd MOBHICTIO BIJIMNOBIIATIU
BUMoOraMm croxuBauiB. KopensiiiiHa maTpulig, 10 Harajaye cBO€ (OpMOI Jax,
3aMOBHIOETHCSI CHUMBOJIAMHU, 1[0 BKa3YIOTh Ha MO3WTUBHUN UM HETaTUBHUU 3B'SI30K MiXK
BIJIMOBIJHUMU TEXHIYHUMM XapaKTEPUCTUKAMHM MPOAYKTY 3 TO3MIi 1HTEpeciB
CIIO’KHBAYIB.

VY Bepanai «byauHKy SKOCTI» MO I’ SITUOANbHIM IIKaJi HA OCHOBI €KCHEPTHUX
OI[IHOK BHU3HAYAIOTh CTYIMiHb BUKOHAHHS BUMOT KJIIE€HTIB CIIBPOOITHUKAMU TOTEIIO
IBOX 1i HaMOMMXKYMX KOHKYPEHTIB uepe3 MoOyl0oBY MOPIBHIOBAIBHUX TIpadikiB:
MOCIYTU JTOCHI)KYBAHOTO TOTENI0 ( ), Tepuioro KOHKypeHTa ( ), JApYroro
KOHKypeHTa (-25.0). Takum unHOM, 3 puc. 2.3 BUAHO, IO OLIHKUA JTOTPUMAHHS BUMOT
rocTel HIKY1 33 OLIHKK KOHKYPEHTIB 32 TAKUMHU BUMOTaMU SIK: HaJaHHs 1HGopMarlii y
NOBHOMY 00CsI31, BUKOPUCTAHHS PI3HUX BHJIB 3B A3KY, O€3MEUYHICTH MPOKUBAHHS.
OcHOBHI NPUHIUIK OYAMHKY SIKOCT1 3aCTOCOBHI JUIsl JOCSITHEHHS SICHUX YSIBJICHB IPO
3QJIEKHOCT]I MK (DYHKITISIMH OpraHi3allii 1 BAMOTaMU CIIOKHBaUiB, K1 HEJIETKO 3POOUTH
HAOYHHMHU.

VY minBam «byauHKY SIKOCTI» BH3HAYalOTh I MIANPUEMCTBA, BCTAHOBHUBIIU
a0COJIFOTHY BaXKJIMBICTh (CYMYy BCiX OIIIHOK 3HAUyIIOCTi 3B’SI3KiB 3 ypaxyBaHHSM Baru
KOKHOI XapaKTEPUCTUKHU SIKOCT1) XapaKTePUCTUK SIKOCTI HAJaHHS TYPUCTUYHUX TOCIYT.
Ha moganomMy mipukiiajii roTeabHI MOCIYTH OJIHIET KOMIIaHIi YCTYIAa0Th 3a SKICTIO CBOIM

KOHKYpPEHTaM, a camMe y BIIOBITHOCTI 0 BUMOT pOOOTH TOTEIbHUX MIANPUEMCTB.
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Puc.2.3 Matpurs «byanHOK SKOCTI» ISl BAOCKOHAJIEHHS TTOCITYT TOTEITIO

[Toka3HuKH SIKOCTI Ta TPOOIEMH, TOB'I3aHI 3 BUITYCKOM SIKICHOI MPOMYKITii

cnerudiuHi I KOXHOT Taly3i, B TOMY YHCII 1 JJIsi TOTenbHOI chepu. 3AaTHICTH

KEpIBHUKIB TOTENI0 OLIHUTU BIAMOBIIHICTh MOCIYT, IO MPOMOHYIOTHCS OKPEMUMHU

MpaliBHUKAMU PI3HUX BUIAUTIB TOTEII0, BUMOTaM, yHOA00aHHSAM, OYIKYBaHHSIM 1

CIIPUMHATTIO  SIKOCTI

3 0OKy rocreu

€ HEBII'€EMHOIO YMOBOIO €()EeKTUBHOTO
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(YHKIIOHYBaHHS K KaTeropii SKOCTI, sIka BH3HA4aeThbcs cTaHaapramu. Ilpu npomy
MIPOCTEXKYEThCS CIA0KICTh y JIOCTOBIPHOCTI JpKepen 1HpopMallii, a TAK0X Yy KOHTPOJI 3
OOKY KEepIBHMIITBA.

OTxe, BHMKOPHUCTAHHS MOJAHOI KOHIENIIi MOKa3ajo, M0 MPOBEACHHS
MOJIEpHI3allli TOTEJIbHUX MOCAYr MIANPUEMCTBA 3 ypaxXyBaHHSAM  JIISTIBHOCTI
KOHKYPEHTIB HEOOXIJHO PO3MOYMHATH 3 MIJBUIIEHHS PIBHA KOMIETEHTHOCTI
CHiBpOOITHHKIB, Jaji 30UIBIIMTHA pIBE€Hb HAIIMHOCTI 1 JOCTOBIPHOCTI JKepen
iHpopmarlii, moadatu npo Oe3meKy rocreid Ta 3a0e3MeYUuTH OUIbII CYBOPUN KOHTPOJIb
KepiBHUITBA. Tak, BUXOIYH 3 TaHOTO MPUKJIIAAY IOIIBHO MPOBECTH:

e BpaxyBaHHS CHEIU(IKK 3aKiIaay B WOTO iHTEp'epi, JOTPUMAHHS YUCTOTH,
JOTPUMAHHS CMaKy 1 CTPUMAHOCTI B 0715131 ((hopMi) MpalliBHUKIB;

® JIOCKOHAJIE YOPABIIHHS IEPCOHAJIOM 1 PO3BUTOK Yy BCIX MPAI[IBHUKIB,
OpIEHTOBAHOTO HA TOCTS;

® CTBOpPEHHS HaJIAHOI CIIY)KOW O€3MeKH TOTeNi0, MO0 CTBOPUTH IIEBHY
JI0BIpYy rocTel mij yac MpOKUBaHHS;

® CTBOPUTHU ABTOMATH30BaHy CHCTEMY KEpyBaHHs, NpUAOaTH 1HHOBALIHHI
3aco0u, K1 3HaYHO MOKpaIlaTh 1 MPUIIBUAIIATE POOOTY yCiX MpaIliBHUKIB
TOTEJIIO.

[Ticns mpoBeieHHS KOPUTYBAJIbHUX 3aX0JI1B MAaTPHII0O MOXKHA 3HOBY MOOYAyBaTH
JUIS. HAOYHOTO 300pa)K€HHS YMOB, SIK1 3MIHWJIMCS B Pe3ysbTaTi KOPEKIIii, 1 mMepeBIpuTH
€(eKTUBHICTh TPOBEICHUX TOJIMIIEHb.

Takoxx nnsi BU3HAYCHHS PE3yJbTATUBHOCTI [iF0OYOi CTpaTerii MEHEIKMEHTY
AKOCTI TOCAYr OyJno NpOBENEHO JICKiIbKa aHKETyBaHb TIOCTEM roTenmo «YkpaiHa»
(momatok JI). AHKETHM 3HAXOAWIUCHh y KOKHOMY HOMEpi TOTENI0, MPOXKHUBAIOYI TIO
Oa)kaHHIO MOTJIM 3aIIOBHUTH 1 3aIIMCATH CBil BiITYK.

3poOuBIIM TOCTIKEHHS 22 3aMIOBHEHUX aHKET, OyJI0 BU3HAYEHO PIBEHB SIKOCTI
roTento «YKpaiHa» 3a JEeKUTbKOMa KaTeropisMu: Ciy’k0a mpuiioMy Ta pPO3MIIICHHS
(puc. 2.4), npoxkxuBaHHs Ta 00CIyroByBaHHs (puc. 2.5), pectopad (puc. 2.6), ca-meHTp

(puc.2.7).
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3ycTpiy Ha LBMaKicTb MpUBITHICTE LliHa 3a npouBaHHA
peueniueHi obcnyroeyBaHHA nepcoHany

[ I N LA

B Bucokwuii piBeHb AkocTi M CepeHil piBeHb B HU3bKWIA piBeHb

Puc. 2.4 PiBeHb SIKOCTI1 CITyKOU PUHOMY Ta PO3MIIIIEHHS TOTENI0 « YKpaiHa»
3a MoJaHMMM pe3yJibTaTaMU aHalli3y BIJITYKIB rOCTei, MOKHA BU3HAYMTH, IO
BUCOKHUH PIBEHBb SKOCTI MPOSIBISETHCS B IMIBUAKOCTI OOCIYrOBYBaHHS Ha peElICIIICHI;
I[IHI 3a MPOXWBAaHHS, a TOYHIIIE BIAMOBIAHOCTI IiHA-fAKiCTh. CepenHii piBeHb -
MIPUBITHICTh MIEPCOHATY 1 HOTO KBaTi(iKaIlis.
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KomdopT YuctoTta 3pyuHicTe  TemnepaTypa 3ByKoizonauisa BaHHa
NiKKa KimHaTa

=]

%]

W Bucokii pieeHb AkocTi  m CepeaHii pieeHb M HW3bKUI piBeHb

Puc. 2.5 PiBeHb SIKOCT1 MPOKUBAHHSA 1 00CIIyTOBYBAaHHSI B HOMEP1 TOTENIO « YKpaiHa»
Otxe, piBeHb SKOCTI HOMEPHOTO (OHAY TOTENIO € cepeaHiM. Jlo BHCOKOro piBHS
TOCTi BIIHOCSTBH: 3PYYHICTh JKKAa Ta HOBY CAHTEXHIKY 1 YUCTOTY B BaHHIM KiMHATI.
Huspkuii piBeHb SKOCTI TPOSBISIETHCS Y BIACYTHOCTI KOHIUIIIOHEPIB B OUIBIIOCTI
HOMEPIB TOTEIO Ta (PEHIB IS BOJOCCS;, CEpeIHINA PIBEHb 3BYKOI30JIAIIil Ta YUCTOTH B

HOMeEpax.
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Akictb npurotyeanHAa  O6GCAYroByBaHHA KomnnekTauja LiHa
cTpae CHifaHKis
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M BUCOKWIA piBeHb AKocTi M CepeaHii pieeHb M HU3bKMIA piBeHb

Puc. 2.6 PiBenb sIKOCTI pecTopaHy 1 00CIyroByBaHHS roTelto «Y KpaiHa»
Bucokuii piBeHb SIKOCTI TOCTI 3a3Ha4alOTh B I[1HI HA MEHIO, IKOCT1 IPUTOTYBaHHS
CTpaB Ta B 0OCIyroByBaHHI. Beiamka KiTbKICTh TOCTEH 3a3Hauymia, M0 KOMILIEKTAIIS
CHIJIJaHKIB HE BeJIMKA (TaK sIK CHITAHOK-IIIBEICHKUN CT1T) 1 1€ BUKJIUKAE HE3aI0BOJICHHS.
25
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IHdbopmosaHicTe Npo 3a10BOMEHHSA MpUBITHICTb LiHa
nocnayry npoueaypo nepcoHany

%]

B BUcoOKMIA piBeHb AKOCTI M CepeiHii piBeHb AKOCTI B HU3bKKMIA piBeHb

Puc. 2.7 PiBeHb sIKOCT1 HaIaHHSI TIOCTYT CIA-LIIEHTPY roTelto «YKpaiHay

[HpOpMOBaHICTh MPO MOCIAYTH CHA-IIEHTPY, PEKIAMHI OpOIIypH 3HAXOIATHCS Y
KOXXHOMY HOMEpIi Ta Ha PEIEMIIeH] TOTENI0 - 1€ YK€ TapHUN peKIaMHUN X1, TICIsT
SIKOTO TICTh JI3HAETHCS OLIBIIE PO BC1 MOXKJIMBOCTI 1 JOJATKOBI TOCIYTH TOTEIIO.
Takox, kBamihiKOBaHMUN TEPCOHAN B CMA-TICHTPI 3a0e3medye TOCTSAM BUCOKIA PIBEHb
SIKOCTI 1 3aJOBOJICHICTH mporeaypor. IIpo Te, OUIBIIICTE TOCTEH CKapKaThCs Ha
rpyOICTh Ta HEBBIWIMBICThH MPAIIBHUKIB PEIEMIIEHY Ca-IEHTPY, 1€ 3a3HAYaEThCS 1 B
AHKETaxX FOCTEN.

Jlis Toro mo0 KOHKPETH3yBaTH PO3PUBU B CHPUHHATTI 1 OUYIKyBaHHI TOCTEH,
BUSBUTH HEAOJIKH B CEPBICHOMY OOCITyroByBaHHI, 3BEPHEMOCS JI0 METOJIHUKHU

SERVQUAL.
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3a  gomomororo Meronukn SERVQUAL  owmiHumMo  SKICTh  CEpPBICHOTO
oOcnyroByBaHHsi B roteni «YkpaiHa». OOcsr HuUIboBOi BHOIpKM - 52 NIOAUHMU.
CnoxuBayaM IpOMOHYBAJIOCS aHKETYBAHHS, SIKE CKJIAJA€ThCA 3 IBOX 0a30BMX YaCTHH.
[lepmia yacthHa aHkeTH 3 S5-0anbHOIO MIKanow Jlalikepra «IOBHICTIO HE 3rOAEH -
MOBHICTIO 3rofIcH» (PIKCYBajo OYIKYBaHHS CIIOXKHBAYiB IIOJ0 M'STH KPUTEPIiB SIKOCTI
MOCJIYTH 1 nepeadayvanso BHUCIOBIIOBAHHS CBOIX OYIKYBaHb IIOJI0 KpPallOro HaJaHHS
nocnyr 3a 17 no3uuismu. OTXe, Apyra 4yacTUHa TakOX CKjiaganacs 3 17 nuraHp, 3
JIOTIOMOTOI0 aHAJOTIYHOI IIKajdu (IKCyBalla CHOXKHUBYE CHPUMHSATTS SKOCTI TOTENIO
«YxpaiHa».

[Ipu owmiHIi SKOCTI B cdepl MOCIyr BUKOPUCTOBYBAJIMCA HACTYIHI OCHOBHI
KpUTEPii: MaTepialibHICTh, HAIIHHICTh, YyWHICTh, MEPEKOHAHICTH, CIBUYTTA. Kpurepiit
«MaTepiajbHICTh» TMpEACTaBIeHU TpboMa nuTaHHAMU (M1-M3), «HamilHICTE» -
gyorupma nutaHHsmu (H4-H7), «ayiiHicTe» - Tphoma nutaHHsMmu (U8-U10),
«IEepeKOHaHICTh» - TpboMa nuTaHHAMH (I111-1113), «ciBUyTTS» - YOTHpPMa TUTAHHIMU
(C14-C17).

Jami mpoBoauiacss OIiHKA SKOCTI HaJaHHS TOCHYr TOTeNo «YKpaiHa». Y
nonatky 7K HaBelneHo (GopMy aHKETH, Ha MUTAHHSA SKOI IPOIOHYBAJIOCS BIAMOBICTH
PECTIOHJICHTaM.

Jlami pe3yiabTaTH aHKETYBaHHS 0OpOoOJISIHCs 32 JOTIOMOTOI0 PEUTHHTOBOI OIIIHKH
(cepenuiii Oam) 1 mpencraieHi y Buriasai Tadmaumi (Jomaroxk 3). Onunuiero
BUMIPIOBaHHS CIY>KUB KOS(IIE€HT / 1HAEKC SAKOCTI Q, AKUil € udPOBUM BUPA30M CTaHY
aKocTi 3a m'aThbMa Kputepismu. KoedimieHT skocTi Q po3paxoBYETHCS SK PI3HUIA
PEUTHHTIB COPUMHSITTS 1 OUIKYBAaHHS IO KOKHOMY 3 17 MAKPUTEPIiB:

e Qn - xoedillieHT AKOCTI 3a KpUTepieM n; Pn — crmoxuBYe CHOpWAHATTS SKOCTI 3a
KpuTepieM n (apyra aHkera); En — crmoxuBYe OUIKYBaHHS SKOCTI 3a KPHUTEpIEM n
(nmepiiia aHkera).

Ha ocnoBi orpumanux 17 koedilieHTIB SKOCTI pO3paxoBaHe, K M'ATh 3arajllbHUX

KOE(IIIEHTIB SIKOCTI MO KOXHOMY 3 M'ATH KpUTEpiiB (CepeiaHl 3HAYEHHS CYMH

MIJKPUTEPIIB MO KOXKHOMY 3 M'SITU KPUTEPIiB), TaK 1 rI00aJIbHUI KOEPIIEHT SIKOCTI
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(cepenni 3HaueHHs cyMu BCix 17 koediui€eHTIB AKOCTi). 3aAOBUIBHUM pE3yJIbTaTOM
BBAJKAIOTHCS KOE(QILIEHTH SIKOCTI, L0 MAaKCHUMaJbHO HAOIMXKAIOThCA JO HYJIHOBOTO
3HaueHHs (puc 2.8).

6

=y

MarTepianbHicTeHagiiHicTe MNepekoHaHicTe  YyHHICTb CniBuyTTA

QOuikyBaHHA CrnpuiAHATTA

Puc.2.8 Kpurepii o1miHku aKoCTi

IIpu aHamizi KoOeQIIEHTIB  AKOCTi, Oyn0 BHSABIECHO 3a KpUTEpIEM
«MaTeplaNbHICThY - CEpeAHid 1HACKC SKOCTI -1 mokasye, IO MaTepiaibHO-TeXHIUHA
OCHAILIEHICTh TOTeN0 «YKpaiHa» 3HAYHO HE BIAMNOBIJA€ OYIKYBaHHSIM TOCTEH, a
30BHIIIHIA BHIJISA] CIIBPOOITHUKIB BJIAIITOBYE MOCTOSIBIIB. Kpurepiit «HaaidHICTDY,
3a nmoka3zHukamu H4 1 H6, moBHICTIO 3aJ0BOJIbHSIE OUIKYBaHHS TOCTEH, 1€ CTOCYETHCS
BUKOHAHHS BCiX 3000B'3aHb TOTENIO IEPE] TOCTEM 1 MPECTHXKY TOTEII0 B ILIOMY.
Kpurepiit H5, mae po3puB B koedimienTi sxocti B 0,25, 11eii po3puB HE KPUTHYHUM,
MOKa3y€e y4yacTh MepcoHany roreito «Ykpainay. Kpurepit H7 onHo3Ha4YHO BiAmoBigae
OUIKyBaHHsIM TrocTed B KoedimieHTi skocti — 0,75, mei kpurepidd BIANOBimae 3a
MOTIEPEIKEHHS TOCTEN PO MOKIIUBI POOIEMHI CUTYAITi.

KoedimienTn sKkoCTi «ayhHICTR» BapiroioThes Bim 0 mo -0,75, B minoMy, maHwmii
MOKa3HUK TOBOPUTH MPO TE€, MO CHIBPOOITHUKH HE JEMOHCTPYIOTh MPOQeECcCioHaTI3M B
MTOBHIM Mipi, X0Y 1 JOIIOMAararTh TOCTSIM B BUOOP1 MOCITYT.

3a KpUTEpIEM «IEPEKOHAHICTH» B IIIOMY, CEpeAHiil KoedillieHT 3a JTaHUM
kputepiem -0,8. KepiBHUIITBO TOTENI0 HE 3aBXKAM HAJNAa€ BCUIIKY MIATPUMKY
CHiBpoOITHHKaM TIpH OOCIyroByBaHHI TocTed. Kpurepiil «cmiB4yTTsS» - emmaris,

IHIWBIAYATbHUM MIAX1T 10 CIOXXKKMBaya, PO3yMIHHS MOro MOTped 1 mposiB TYpOOTH MPO
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HBOTO, 32 JaHUM KputepieM cepel mnoka3zHukiB C1l4-C17 B cepenHbOMY KOE(IIEHT
akocTi 0,4, 1110 TOBOPUTH PO TOCTATHIN piBEHb IHAMBIAYAIBHOIO MIAXOAY 10 TOCTEH.

OTxe, HA OCHOBI OTPUMAHHMX KOE(IUIEHTIB SKOCTI OyB BUSBICHUW CEpeHIN
koedimieHT skocTi 3a Meroaukoro SERVQUAL nns Beix 5 kpurepii: -0,54. Jlanuii
IH/IEKC SIKOCTI BKa3ye€ Ha HEBEJIMKI PO301KHOCTI MIK OUYIKYBaHHSMHU 1 CIPUUHATTAM
rocreil CcepBiCHOro OOCIYroByBaHHs. bynu BuUsIBIEHI pPO30DKHOCTI 3a KpUTEpIEM
«MaTeplaNbHICThY, aJIKE€ BIICYTHICTh 3pyYHOCTEH B TOTEN1 Ta JOCTaTHHOI MaTepiaabHO-
TEXHIYHOT OCHAIIEHOCTI TOCTEeH 3acCMy4yrOTh. Y KpuTepli «4yHHICTHY» 3T1IHO 3
OTPUMAaHUMHU JAHUMHM BUSBJICHI HACTYIMHI HEJOJIKM B poOOTI MepcoHamy:
CIIBpOOITHUKHU HE 3aBXKIU MOBOJISITHCA npodeciiiHo (Bim3HaAUamacs
HEAUCIUIUIIHOBAHICTh MEpPCOHANYy Ta HE3HaHHS 1Ho3eMHUX MoB). Kpurepiii
«TEePEKOHAHICThY - IEPCOHAJ HE 3aBXK/IU MOBOAUTHCS TAKTOBHO Ta KEPIBHUIITBO TOTEIIO
HEJOCTAaTHRO J0a€ Mpo MpaiiBHUKIB. KpuTepiil «CHiBUyTTS» NEMOHCTPYE HASIBHICTb
IHAUBINYaIpHOTO Tiaxoay. [Ioka3HUKH KPUTEPirO OLIHKU SKOCT1 «HAAIHHICTHY B TOTENI
«YkpaiHa» BIJMOBIIAIOTh OYIKYBaHHSM TOCTEH, 1 B JEAKUX BHUIAIKaX HaBITh
NEPEBEPIIYIOTH iX.

[IpoananizyBaBIIn yCIO MiF04y CHCTEMY MEHEIKMEHTY B TOTell «YKpaiHay,
MOKHa c(hOpMyBaTH pe3yJIbTATUBHICTD J110UO0i cTpaTerii MEHEIKMEHTY SKOCTI MOCITYT

rorento y tabmuii 2.7.

Tabnuys 2.7
Pe3yJbTaTUBHICTD Ail0401 cTpPaTerii MeHeIKMEHTY SIKOCTI MOCJIYT TOTeJII0
«YKpaiHa»
OcHoBHI QyHKITIT Orminka
[ImanyBanHs SIKOCT1 ['otenb «YkpaiHa» Mae BCTaHOBJIEHI I[UT1 Ta

BHMOTH JI0 SIKOCTI, 1110 YaCTKOBO BiAmoBimae
BHMOTaM CIIO’KHBAYiB.

- oo mpoaykitii, sika HaAAETHCA:
npoBesieHa i1eHTudikawis, Kiacugikaris Ta
OIIIHKA XapaKTePUCTUK SKOCTI MPOIYKILii, a
TaKO>K BCTAHOBJIEHUH MEpeJTiK BUMOT JI0 SIKOCT;
- [InanyBaHHs ynpaBiIiHCHKOI 1 BHKOHABCHKOT
TISUTBHOCTI: BUpPaKE€Ha y MIATOTOBIII 10
3aCTOCYBaHHS CUCTEMU SIKOCTI, Y TOMY YHCII
oprasizaiitHoi JisSUTbHOCTI 1 CKJIaJJaHHS
KaJleHJapHoro rpadika;
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Ilpooosoicenns mabn. 2.7

OcHoBHI QyHKIIIT

Or1iHka

- BigcyTHicTb 9iTKO1 iepapxii MEHEHKMEHTY Ta
HepeBaHTAKEHICTh pOOOTH HA OHOTO
MpaIiBHAKA 3HAYHO BIUIMBAE HA YITKE Ta SKICHE
TUTAHYBAHHS SKOCTI, O Oy/Je ePeKTUBHO
IPAIIOBATH B TAHOMY HiANIPHEMCTBI.

3a0e3neueHHs

3abe3neueHHst SKOCTI B roTeNi «YKpaiHa»
3MIICHIOETHCS Yepe3 MepeBipKy i MiATpUMaHHS B
po6oYOMy CTaH1 TEXHOJOTTYHOTO 00JIaJTHAHHS Ta
KOHTPOJIbHO-BUMIPIOBAJIbHUX MPUTIA/IIB;
KOHTPOJIIO SIKOCT1 OKYITHUX BUPOOIB, CHPOBUHHU
1 MaTepianiB; NepeBipKy 30epiraHHs Ta
00cIyroByBaHHs MPOYKIii; peecTpario JaHUX
PO SKICTb.

- CriBBIZHOIIIEHHS I[IHU Ta AKOCTI TOJIOBHE
3aBJIaHHS KePIBHUIITBA, IICH MpoIiec
KOHTPOJIIOEThCS Ta aHAII3YETHCSI, 100 He
BHUXOJIWTH 32 MEXI IMIABUIIIEHHS [[IHU YN
3HIMKEHHS SIKOCTI.

- BukopucranHs akTHBHOT pekiiaMu (pekiiama
TOTEJII0 Ta HOTO MOCIIYT PO3MillleHa Ha
61100paax Ta ¢uraepax Mo BChOMY MICTY Ta
HaBITh B CYCIJTHIX MICTaX, peKjilaMHa Oporrypa
Cra-IeHTPy Ta HOTO MOCIyT B HOMEpax).

- [locTifiHiCTh MOCTaYaIBLHUKIB, 110 3a0€3MeUye
HAJIMHICTh Ta AKICTh MPOIYKITii, IKa HATXOIUTh
B FOTEJIbHE IMIITPHEMCTRBO.

- BigcyTHicTh MOTHBAITIT T CTUMY/TIOBaHHS
mpairli IpamiBHUKIB Ta HABYAHHS IICUXOJIOT1] Ta
HAaBHYOK ITOBEJIHKH 13 TOCTEM, LIEH acCIIEKT
3HAYHO TOTIPIIIY€E BHYTPIMIHIA KTIMaT B
KOJIEKTHBI Ta BIUIMBA€E Ha 3a0e3I1eUeHHs BUCOKO]T
SKOCTI IOCITYTH CHOYKHUBAYEBI.

KonTtposs Ha ayaut

- 30BHIILIIHINA KOHTPOJIb TOTENIO «YKpaiHa»
BiTOOpa)kaeThCs y 3aKOHOaB4iid, HOpPMATHUBHO-
TEeXHIYHIM 6a31 Ta CTaHAapTax 1100 AISIILHOCTI
y cepi rorenbHOrO O6i3HECY, TPOLIECOM
peanizaiii crangapTiB y popmi cepTudikaiii,
TIIEH3yBaHHSI, a TAKOX 311HCHIOETHCS
HeJlepKaBHUMU MPOo(UILHUMH OpraHizalisiMy,
MIANPUEMCTBAMH, IO CIIBIPAIIOIOTH 3
TOTEJSIMU Y CTBOPEHH1 TOTENBHOTO 1
TYPUCTHYHOTO MPOAYKTY. Takok KOHTPOIb
3IIHCHIOETHCS CIIOKMBAYaMU TOTEITLHOTO
HOPOAYKTY, 110 MPOSIBISETHCS B aHANI31 BIATYKIB,
AHKETYBaHHI Ta OMUTYBaHHI TOCTEH rOTEIIO.

- Benenns Ta aHani3 ycix JaHUX TOTEINIO,
MOPIBHSHHS PE3YAbTATIB 3 MUHYJIUMHU POKaMU
Ui ehekTUBHOT pOOOTH HAJl MOMUJIKAMU
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Ilpooosoicenns mabn. 2.7

OcHoBHI QyHKIIIT Or1iHka

- BHyTpimHii KOHTPOJIb 31IHCHIOETHCS
KEPIBHUIITBOM T'OTEILHOTO ITIIPUEMCTBA 1
HIOB'SA3YETHCA 3 YIIPABIIHHAM SIKICTIO
oprasizaiiii, TeXHOJIOT1i, PyHKI[IOHATBHOT
B3a€MOIi1, MaTEPiaTbHO-TEXHIYHOTO
3a0e3neueHHsl, 3aralbHUM piBHEM KOMDOPTY,
el Tpo1iec BiOYBa€ThCS HE PETYISPHO, 1110
BIIOOpa)ka€eThCs Ha MOAANBIIINA HEe eeKTUBHIN
poOOTI MpaIiBHUKIB.

Brockonanenus Bnockonanenns B roteni « Ykpaina» He
BiI0yBa€eThCs. ['0Tenp npaltoe Ha BCTAHOBJIEHUX
3acajax Ta He Ma€ MOXKIIMBOCTI [T PO3BHUTKY.
OcCHOBHI acnekTH, Kl IoTpeOyoTh
BJIOCKOHAJICHHS

- Kommnexrartist HomepiB He goctatHs. Lle
BUKJIMKA€ HE3PYYHOCTI AJIsl TOCTEH, 1110 3HAYHO
BILJIMBA€E Ha iX 3a/I0BOJICHICTH (B IEAKHUX
HOMepax BIJICYTHI (peHU Ta KOHAULIIOHEPH).

- CTBOpEHHS aBTOMAaTHU30BaHO1 CHCTEMH
YIOPABIIHHS JJIs CIIPOIIEHOT Ta e(heKTUBHIIIOT
po6otu roremto. Ile 103BOIUTE MIATPUMYBATH
HAJIEXKHY SIKICTb HaJJaHHS MOCTYT, CTBOPUTH
peryaspHU KOHTPOJIb Ta ayJIUT BCIX MPOIIECIB
Ta MPOAYKIIIi 1 3HAYHO MOJIETIITUTH POOOTY
MpaIiBHUKIB.

Orxe, 3a pe3ynbTaTaMHU IIPOBEJAECHUX aHATI31B TOTEIBLHOIO IiANPHUEMCTBA
«YKpaiHa» B KOHTEKCT1 JOCHIIKEHHS YIPABIIHHS SAKICTIO TOTEIBHUX MOCIYT Jalld
iJICTaBy 3pOOUTH HACTYITHI BUCHOBKH:

- SK TOKa3ye aHali3 MOKa3HUKIB (HIHAHCOBO-TOCTIONAPCHKOT ISIBHOCTI Ta
¢dinancoBoro crany roremo 3a 2017-2019 poku 3a3HanM HETaTUBHHUX 3MiH. Tomy,
KEpPIBHUIITBY TOTENIO «YKpaiHa» MOTPIOHO Hamali Kpamle MPOBOJUTH BHYTPIIIHIO
MOJIITUKY, 3aBJAHHSIMHU SKOi € TONIyK pe3epBiB €KOHOMIi BUTpPAT, BIPOBAIKYBATH
3aXO0MM IS TIIBWINEHHS JOXOJIB, MIABUIIYBAaTH OOOPOTHICTh AaKTHBIB, BBOJHUTH
JI0JTaTKOBI IMUTBTU Ta TOCTYTH TSI CIIO’KABAYiB.

- IS BUSBJICHHS PE3€PBIB MiABUIICHHS €(EKTUBHOCTI MISUTBHOCTI MIANPUEMCTBA

OyB TIpOBEICHUN aHami3 SKICHOTO Ta KUIbKICHOTO CKJIaAy TMpaIriBHUKIB TOTEIIO
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«YkpaiHa». 3arajioM oOJIIKOBa KUIBKICTh IITATHUX HPALIBHUKIB 3MEHIIMIach Ha 37
0ci0, PO YUCENbHICTh KBaN1()IKOBAHUX MPALIIBHUKIB 301IbLINIACS.

- JUIS aHaJi3y BHYTPINIHBOTO CEPEIOBHINA TOTEN0 «YKpaiHa» Oyao ImpoBEACHO
SNW-anani3 3a SKMM OLIHIOETHCSI CTaH BHYTPIIIHBOTO CEpPEAOBHINA MIANPUEMCTBA 3a
HU3KOIO MO3HUIIH. OyJI0 BU3ZHAUEHO, 10 HAUOUIBII CUJILHUMU CTOPOHAMHM MIAIPUEMCTBA
€ SKICTb TOCHYT, L0 HAJAIOThCS, TEPUTOpIAlbHE pPO3TAIIYBaHHS, ILIHOBA IOJITHKA,
pernyTaiis miAITpUEMCTBA Ta yMOBH mpaili. C1aOKUMU CTOpOHAMH €: PIBEHb TEXHIYHOI
OCHAILIEHOCTI1, 00CSATH peaizallii Mocayr Ta CTpaTeris NiANPUEMCTBA.

- nposiBimm SWOT-anani3z ta xoHuemniito «byInHOK sSKOCTI», MOXXKHA 3pOOUTH
BUCHOBOK, II[0 TPOBEACHHA MOJCPHI3alii TOTENBbHUX TIOCIYr MiANMPUEMCTBA 3
ypaxyBaHHSM AISUTBHOCTI KOHKYPEHTIB HEOOXITHO pPO3MOYMHATH 3 MiABUIICHHS PIBHS
KOMITETCHTHOCT1 CITIBPOOITHUKIB, Jajii 30UIBIIUTH PIBEHb HAJIIMHOCTI 1 JIOCTOBIPHOCTI
mkepen iHdopmanii, nogdaT mnpo Oe3neKy TrocTeil, aBTOMAaTU3YBAaTH MPOLEC
YIPaBIiHHA Ta 3a0€3MeYUTH OUIBII CYBOPUN KOHTPOJIh KEPIBHUIITBA.

- JUIi TOro, 00 BHUSBHUTH HEIOJIKM B CEPBICHOMY OOCIyroByBaHHI, Oyna
npoeaeHa meroanka SERVQUAL. OrpumaHuii iHIEKC SKOCTI BKa3ye€ Ha HEBEJIHKI
PO301KHOCTI MK OYIKYBAaHHSIMHU 1 CIIPUHHSATTSAM T'OCTEH CEPBICHOTO OOCIYyrOBYBaHHS.
Bynu BusiBieHi po301KHOCTI 32 KPUTEPIEM «MaTepiadbHICTh», B KPHUTEPil «UYHHICTHY
3TiTHO 3 OTPMMAHUMH JIaHUMHU BHSBJICHI HEJOJIKH B pOOOTI IEPCOHATY, 32 KPUTEPIEM
«TEePEKOHAHICThY MEPCOHAN HE 3aBXKIU MOBOJUTHCS TAKTOBHO Ta KEPIBHUIITBO TOTEIIO
HEJI0OCTaTHBO J0a€ MpO TMpPAIliBHUKIB, MPOTE MPAIIBHUKH JIEMOHCTPYIOTh HasBHICTH
IHAUBITYaIBLHOTO MTTXOY.

TakuM 4MHOM, BUKOHAHI aHANI3W JAIOTh MIJCTaBU CTBEPKYBaTH, IO TOTEIb
«YKpaiHa» 3aiiMa€e JIOCTaTHHO CHJIbHI PUHKOBI MO3WINT 1 Ma€ TapHI TEPCIEKTUBU
MOJANBIIIOTO PO3BUTKY. Y TOTOYHIA CHUTyamii TOTeno «YKpaiHa» HEoO0X1THO
JOTPUMYBATUCh KOHKYPEHTHOI CTpaTerii: BUKOPHUCTOBYBAaTH CBOi MOKJIWBOCTI IS

MiHIMi3aIii CBOIX «CITAOKHUX CTOPIHY.
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PO3I1JI 3 Y1ockoHAICHHS MEHEAKMEHTY SAKOCTI IOCJIYT FOTEJI0 «YKpaiHay,
M. JIyubk
3.1. O6rpyHTyBaHHS MPOrpaMHu 3aX0AiB 3 YIOCKOHAJIEHHSI CTPATErii MeHeIKMEHTY
SIKOCTI MOCJIYT

3araqbHU MEHEIKMEHT SKOCT1 SIBJIIE COOOI0 KOHIICMIIIo, siKa mepeadavae
BCceOIUHE IUIECTPsMOBaHE 1 JOOpe CKOOPAMHOBAHE 3aCTOCYBAHHS CHUCTEM 1 METOJIIB
YIpaBIiHHS AKICTIO y BCiX cdepax AISUIBHOCTI 32 y4acTIO KepiBHUITBA 1 CIyXOOBIIIB
yCiX piBHIB 132 palliOHaJbHOTO BUKOPUCTAHHS TEXHIYHUX MOMXIJIMBOCTEH.

TakuM YWHOM, TOJIOBHA ifes IOJISITA€ B TOMY, IO MiJAMPUEMCTBO ITOBHUHHE
NpaloBaTl HE JIMIIE Haa SKICTIO MPOAYKIil YW TMOCIyrd, aje ¥ Haa SKICTIO
HiAMPUEMCTBA B IUJIOMY, BKIIOYalo4dw poOoty mnepcoHary. [locriiiHe ogHOUYacHe
YIOCKOHAJICHHS WX TPbOX CKIAMOBUX - MPOAYKIIl, MiANMPUEMCTBA, MEPCOHATY -
JI03BOJISIE JIOCATTH HaWOUIBII MIBUIKOTO 1 €(PEeKTUBHOrO pO3BUTKY Oi3Hecy. SKICTh
BU3HAYAETHCSA JIOCATHEHHSM 3aJJ0BOJIEHOCT! KIIIE€HTIB, TMOKpAIIEHHsIM (IHAHCOBUX
PE3YIBTATIB 1 POCTOM 3aJJ0BOJICHOCTI CIIY>KOOBIIIB CBOEIO POOOTOIO HA MIAIPUEMCTBI.

B pe3ynbTaTi mochmipkeHb Ta aHamily (YHKI[IOHYBAaHHS MEHEIKMEHTY SKOCTI
MOCJIYT B ToTel «YKpaiHa» Oy0 BUSHAYEHO BC1 HEJOJIIKHU JIF0Y0i CTpaTerii:

- HU3bKUH piBeHb (PIHAHCOBOI 3a0€3MEYECHOCTI;
- HEJIOCTaTHS KUIBKICTh KBajli()iKOBaHUX KaJIpiB;
- HA3bKa MOTHBAIlIS CITIBPOOITHUKIB, BIICYTHICTh TICUXOJIOT1YHUX TPEHIHT1B, HaBUaHHS
nepcoHay;
- HU3BKWM pPIiBEHb TEXHIYHOI OCHAIEHOCTI Ta BIJICYTHICTh aBTOMAaTH3allii IPOIIECIB
00CITyroByBaHHS;
- HU3BKUN PIBEHb HAJIHHOCTI Ta CITy>KOU O€3MMEeKH TOTEINIO;
- IOTaHUM KOHTPOJIb 3 OOKY KEpIBHUIITBA.
[Iporpama 3axomiB 3 yAOCKOHAJEHHS CTpaTeTii MEHEIXKMEHTY SKOCTI TOCTyT

roreito «YKpainay 3o0paxena B Tabmuiri 3.1.
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Tabnuys 3.1

IIporpama 3axo0iB 3 yI0CKOHAJICHHS CTPATerii MEHEIKMEHTY SIKOCTI IIOCJIYT B

roreJii «YKpaina»

3axoan 3MicT Tepmin Bignosimansauii
BUKOHAHHS | 3a OpraHizalliio
OHOBJICHHSA - Po3poOnenHss  BHyTpImIHIX 1 Mmicsip BnacHuk
oprasizamiiHoi CTaHIApTIB Ta  CHEIIATbHHUX (KepIBHHIITBO)
CTPYKTYpH JIOKYMEHTIB T2 KOHTPOIb 32
TijpreMcTBa, AOTPUMAHHAM TX; o
CKITAIAHHS - KOJ"IGKTI/IBHI/II/I OuyIxigy 1o
LITATHOrO yIIPaBJIiHHS, 3aITy4eHHS
TIepCOHATY hi (o) YXBaJICHHS
PO3KIany, YIPaBIIHCHKUX PIIIECHb;
po3poGIeHHs - 3MiHa opraHizaiiiHoi
CTPYKTYpH HUISIXOM
YIIPOBAKCHHS TTOCA,
MOB’SI3aHUX 3 YIPABIIHHAM
SIKICTIO.
Po3poOka kpurepiis | - BusnaueHHA CIryxk00BO1 1-2 micani KepiBHuK
edexTMBHOCTI BIATMOBITHOCTI MpaIiBHUKA HR-nemapramenty
mpai, moIoKeHHs | 33HMaHii nocai;
1po aTecTalio | - BusiBnenns MEpCIEKTHBH
Kanpis BUKOPHCTAHHS NOTeHUIHHAX
30i0HOCTE 1 MOJKJIMBOCTEN
MpaIiBHUKA;
- CTuMyInoBaHHS pocty
npodeciitHoT KOMIIETEHITIT
IpaIiBHUKA; BH3HAYCHHS
HaIpsMiB MiIBUILEHHSI
kBariikarrii, npodeciiHoi
MIATOTOBKK a00 TEpermiaroToBKU
IpaIiBHUKA;
- Baecenns mnpomosumnid 1po
nepeMIIIeHHS KaJIpiB,
3BUIbHEHHS MpaIiBHUKA 3
MOCajM, a TAKOXK TIEPEBEJCHHS Ha
OinpIn (uM MeHI) KBaniikoBaHy
po0ory.
[TigBuiieHHA - IlinBumenHs  kBamidikarii 1-2 micsmi KepiBuuk
KBaJIi(I)iKaui'l' Ka,I[piB IIEPCOHANlY, TIOCUJIEHHS  HOro HR-nenapramenty
T4 HABYAHHS BMOTHBOBAHOCTI [UISIXOM
3aCTOCYBAaHHS TPEHIHT B,

HaBYaHHS Ta MIATPUMKU 3 OOKY
KepiBHUIITBA
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3axonu 3micT Tepmin BignoBimansHUiA
BUKOHAHHS | 3a OpraHizalliio
dopmyBaHHS - CTBOpEHHS CUCTEMU LIHHOCTEH [Tpotsarom 1 KepiBHuk

KOPIIOPATUBHOT 1 TIepeKOHaHb, IO TOIUISETHCS pOKy HR-nemapramenty

KYJIbTYpH MDK BCIMa CITIBPOOITHUKAMU;

- BimoOpakeHHS  KOJICKTHBHO1
CBIZIOMOCTI 1 MeHTamireTy
opraxizarrii.

Baytpimniii aynut | Buposamkenns CHCTEMU 2 micani KepiBauku
PETYIISIPHUX TIEPEBIPOK 3TiIHO 13 JerapTaMeHTIB
3aTBEPKCHUM TUTAHOM

CtBOpeHHs Leit poIiec BKJIFOUAE 1 micsub KepiBauk

CUCTEMH MOTHBAIII] | MIIBUIIEHHS SKOCTI BMKOHAHHS HR-nemapramenty

Ta  CTUMYJIIOBAHHS cgoi’x npoQeciitHnx 06(?B"513Ki?.,

npaui OIIBUIICHHSA KkBamiikartii,

BIIPOBA/KEHHS HOBUX,
IHHOBAIL[IHHUX TEXHOJOTIA Ta
METO/IIB pOOOTH, BIIPOBAKEHHS
1H(bOpMAaIITHUX TEXHOJIOTIH;

- OuiHka TpaliBHUKIB uepe3
MarepiaabHe 3a0XOYCHHS, MpeMii
Ta HII1 320X0YyBAJIbHI 3aXO0IH.

[Hdopmarriiina - OnepaTuBHUN 00OMiIH 1 micsmb KepiBaHUIITBO

(aBTOMaTU30BaHa) YIPaBIIHCHKOIO iH(DOpMaIi€eto, ii (BJIAaCHUK) TOTEIIO

CHCTEMA 00po0ka, HajiliHe 30epiraHHs Ta

YVIIPABIiHHS MATPUMKA B aKTyaJIbHOMY CTaHi;

- CrBopeHHs  e(heKTUBHOIO
cepeoBHILa B3aeMOJIL
CHIBpOOITHUKIB,  KJII€HTIB 1
JTUTOBUX MAPTHEPIB TYPUCTHUYHUX
areHTCTB, KOPIOPaTUBHUX
KJIIEHTIB 1 TypOIiepaTopiB.

benumapkinr - Bu3HaueHHs Ta BUKOPHCTaHHS 3 micsi KepiBauku
Kparoro JOCBiTY THIIHNX JenapTaMeHTIB
BITYM3HSHUX Ta 3aKOPAOHHHUX
HiANPUEMCTB rOTEeIbHOT
THAYCTPI.

[TnanyBanHs BuTpaT | - Perynsapua minrpumka SKocCTi [{opiuno KepiBHHIITBO

Ha  3abesmeudenHs | MOCIYT Ha 3aJaHOMY PiBHI. MPOTITOM 2 (BJTaCHUK) TOTENIO

SKOCTI OCITyT THOKHIB

OTxe, 3ax0/d MIOAO TOJIMIICHHS MEHEIKMEHTY SKOCTI MOCITYr B TOTENI, IO
MIPOTIOHYIOTHCS, MOKHA OOTPYHTYBATH OUTBII JETATBHO:

1) CrBopuTH [OCKOHANly OprasizaiiiiHy CTPYKTypy TOTeN0, JJsi TOro Iio0
YHUKHYTH TE€pe3aBaHTAXKEHHSI pOOOTOI0 HA OJHOro mpaiiBHUKa. J[Jis 1boro moTpioHO

PO3MOALIUTH 000B’SI3KM HA KOYKHOT'O MpalliBHUKA Ta AETAIBHO X OOTPYHTYBATH.
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2) Jlinepcrka poib KepiBHUITBA TOTeN0. Kepyroui ii MOBUHHI BUKOHYBATHCh HE
CTUIbKHM Y BHUIJISIA1 OpraHi3alliiiHO-pO3MopsA40i JOKyMEHTAllli, IKa MPUCYTHS B FOTEN1 B
JOCTaTHLOMY 00CS131, @ CKUIBKM Yy BHIJIS[II KOHKPETHUX CJIIB Ta BYMHKIB, IO
OJIHO3HAYHO TEpeJaloTh MO3UIIII0 KEepIBHUIITBA. KEepiBHUKM BCTAaHOBIIOIOTH €JIHICTh
METH Ta HANpsSIMKIB JISIBHOCTI TOTEJIBHOTO MiNPUEMCTBA. BOHM MalOTh CTBOpIOBAaTH
Ta MiATPUMYBaTH BHYTPIIIHE CEPEOBHINE, B SKOMY MOKJIMBE IOBHE 3aly4CeHHS
OpAaliBHUKIB /10 JASUIBHOCTI, CHOPSIMOBAaHOi Ha JOCSATHEHHA ULUIEH TOTEeNbHOI0
nianpueMcTBa. KepiBHUIITBO MOBUHHE BUCTYIMATH 1HIIIATOPOM 1HHOBAIIHHUX
3MIH Ta MIATPUMYBATH iX Ha BCiX PIBHSAX.

3) HananHs MOXKJIMBOCTI 3a1y4€HHs BCIX MpaliBHUKIB. B cucteMi MeHEIKMEHTY
nependavyaeThes JAeJeryBaHHS BIAMOBIIATIBHOCTI HA HIDKHI PIBHI YIIPaBIiHHA. 32 YMOBHU
30UTBIICHHS BIAMOBIIANBHOCTI CHIBPOOITHUKIB 3pPOCTA€ POJIb 3BOPOTHOIO 3B’SI3KY Ta
camMOKOoHTposro. [IpariBHUKM Ha YyciX PpIBHSIX CTaHOBISATH OCHOBY TOTEIHHOTO
MIAIPUEMCTBA 1 1X MOBHE 3aJyYeHHs Ja€ 3MOTY BUKOPHCTOBYBAaTH CBOi 3/1I0HOCTI Ha
KOPUCTH TOTEITIO.

Bimomo, mo Bia cTymeHs 3alydeHOCTi MepcoHaly B O13HEC-TPOIeCH KOMIaHii
0arato B 4OMY 3QJICKHTh MPUOYTOK HiAnIpUeMCTBA. J{JIs MiABUIIIEHHS TPOIYKTHBHOCTI
mpari 1 CKOPOUYEHHs TIMHHOCTI KaJpiB HEOOXITHO PETYJSPHO MPOBOJUTH IEPEBIPKHU
«HACTPOIO» B KOJEKTHUBIL. J[JIs TOTO, MO0 OIIHUTH 3aJIyYEHICTh MEPCOHATY HEOOXITHO
IIPOBECTH COIIOJIOT1UHE JTOCIIIKEHHS cepen MpaIliBHHUKIB oprasizariii.
Halipo3noBcio/pKkeHIUM 1 HaWieBIUM CIOocoOOM Y  OINiHIOBaHHI 3aJyYeHOCTI

CHiBpOOITHUKIB € onuTyBaHHSI. DaKTOpPU BIUIMBY Ha PIBEHb 3aTy4€HOCTI MPAI[iBHUKIB

(puc.3.1).
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VMoBu TIpaili Kopnopatusna CorriayibHa

KyJIbTYpa 3aXHILEHICTD

A

ConiajbHo-
—»|  [ICUXOJIOTIYHUN
KJIIMaT B KOJIEKTUBI1

CucremMa BUILIATH
3apoO0iTHOT IIaTH

dakTopu ycHimHo1
3aJTy4€HOCT1 MPALliIBHUKIB

\ 4

Posyminms MOXITUBICTB

MTOJTITHKY KOMITaHii 3M.1CT fpant. 3aﬂy1.{eHHM caMopeaJizamii
CHIBPOOITHUKAM I1iIKaBO

T€, 10 BOHHU POOJIATE.

Puc. 3.1 ®akropu BIJIMBY Ha PiBEHb 3aJIy4€HOCTI MPAIL[IBHUKIB

[IpaBunbHEe JOHECEHHsS Il 1 MPIOPUTETIB MIANPUEMCTBA MpalliBHUKAM
JIOTIOMOKE HaIaroJuTu atMocdepy B CeperHI KOJICKTUBY, 10 Oyae CTUMYIIOBATH iX
710 TUTLTHOT pOOOTH Ta HAJaHHS MOCIYT BUCOKOI SIKOCTI. 3a 1€ BIAMOBIAaI0Th KEPIBHUKHU
rorento Ta kepiBHUKH HR-nemapramenry.

4) Haropoau Ta BU3HaHHs. 3a1s1 TOTO, 1100 HOBA CHCTEMa MEHEKMEHTY SIKOCTI
mpairoBaia, HeoOXigHo, 100 BoHa Oyja 3akpiljieHa B CHCTEM1 MOTHBAIli Ta
CTUMYJIIOBaHHS TMpalli, IO CHpSIMOBaHa Ha IMIJBUINEHHS SIKOCTI BUKOHAHHS CBOIX
npodeciiHuX 000B’sI3KiB, MiABHUINEHHS KBamidikaiii, BIPOBAIXKCHHS  HOBHX,
IHHOBAIlIMHUX TEXHOJIOTi Ta METOAIB poOOTH, BIPOBAKEHHS I1H(OpMAIIHUX
TEXHOJIOTI Ji¢ IIe Mae JOIUIBHICTh Yy TMOBCAKICHHY poOory. lle mor’s3aHo 3
00’ €KTUBHOIO OITIHKOKO OCOOMCTOTO BKJIAy IpalliBHUKA Ta IMAPO3IUIIB Y CTBOPEHHS Ta
iABUILEHHS 3arajibHO SIKOCTI mociayru. KOHKpEeTH1 pe3yabTaTu poOOTH IPAIliBHUKIB Ta
MiAPO3IUTIB TIOBUHHI BiOMBAaTHUCS Yy MaTepiaJbHOMY 3a0XO0YCHHI, MPEMIsSX Ta IHIIHUX
320X0UyBIBHUX 3aX0/aX.

5) Indopmamiiina  (aBromarm3oBaHa)  cuctema. s HOpPMAaIbHOTO
(GYHKITIOHYBaHHS MEHEDKMEHTY SKOCTI HEOOXIIHO pO3pOOMTH Ta BIPOBAAUTH
iHbopMarlliiiHy cucTeMy, WO [I03BOJsi€ 30WpaTH, HAKOMW4YyBaTH, 30epiratu Ta
BUKOPHUCTOBYBATH JaH1, IHPOpMAIIit0 Ta 3HAHHS.

ABToMaTu3oBaHa cuctema ynpasiiHHA (ACY) namnd roreiiB € KOMILIEKCOM
IHTETPOBAHUX MIJACHUCTEM, IO CTBOPIOIOTh €(QEKTUBHE CEpPEOBUINE B3aEMOJI]

CIIBPOOITHUKIB, KJIIE€HTIB 1 JUJIOBUX MAPTHEPIB-TYPUCTUUHHUX areHTCTB, KOPIIOPATUBHUX
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KIIIEHTIB 1 TyporepaTopiB. OCHOBOI OyJ1b-IKO1 rOTEIbHOT ABTOMATU30BaHOI CUCTEMHU €
PMS, abo cucrema ymnpaBiaiHHa HoMmMepHuUM ¢oHAoM. Bona 3o0cepemxkye B coOi
1HpOpMaIlio PO HOro MOTOYHUIN CTaH, MPOXKUBAHHA, OYIKYBaHMX IOCTEH 1 iX paxyHKH.
Ha choronnimHii AeHb HAWOUTBII MOIIMPEHI aBTOMATU30BaH1 rOTEIbHI CUCTEMH, IIO0
3aCTOCOBYIOTBLCS B CBITOBIH MpakTHIli BioOpakeHi B Ta0auIli (101aTok I).

l'otens «YkpaiHa» Ha CbOTOJHINIHIN JA€Hb KOPUCTYETHCS CUCTEMOIO (PIHAHCOBO-
oyxranrepcekoro 00jiky (1C), cucremoro Tenedonnoro cepsicy (Panasonic) Ta
CUCTEMOIO 00poOKM KpeauTHuX KapT. CTBOPEHHsI 3arajibHOI CHCTEMH YIIPaBIiHHS
roTejeM, VYIpPaBIiHHA PECTOPAaHOM, CHCTEMH CJICKTPOHHHX KIIOYiB, CHCTEMHU
OpOHIOBaHHS Ta CHUCTEMH Oe3NeKku 3a0e3neunTh epeKTUBHE YIPABIIHHS, KOHTPOIb Ta
ayJIUT, HaJlaHHS TIOCITYT BUCOKOT SIKOCTI Ta 3a0e3MeueHHs Oe3MeKH MPOKUBAHHS TOCTEH
TOTEJTIO.

6) AHayi3 Ta mepeiiMaHHs Kpamoro aocBiny. OIHUM 3 JIHOBUX IHCTPYMEHTIB
MiBUIICHHS SKOCTI Ta MOKPAIIEHHS CUCTEMH MEHEI)KMEHTY TOTEII0 € BU3HAUCHHS Ta
BUKOPUCTAHHS KpAaIIOTO JOCBIAY IHIIMX BITYU3HAHMX Ta 3aKOPAOHHHUX IIANPUEMCTB
roTeNbHOI IHAYCTpii (OeHUYMapKIHT).

VY uenTpi yBaru OCHUMApPKIHTY - 3alIUTAHHS: YOMY IHIII MPAIIOIOTh YCHIIIHIIIE,
HiK MH? OCHOBHHMM 3MICT Ta MeTa OEHUMApKIHTy TMOJsIrae B igeHTH]IKaIil
BIIMIHHOCTEH 3 IIOPIBHIOBAaHMUM aHAJOTOM (€TajJOHOM), BH3HAYCHHS NPUYUH ITUX
BIIMIHHOCTEM Ta BHUIBJIECHHA MOMXJIMBOCTEH IOJ0 BJIOCKOHAJIEHHS O00'€KTIB
OeHUMAapKIHTY.

OO0'exTamu OEHUMAPKIHTY MOXYTh OyTH: METOMAM, MPOIECH, TEXHOJOTI, SKICHI
napameTpu MPOAYKIIii, TOKa3HUKHU (HiHAHCOBO-TOCIOAAPCHKOI MISITBHOCTI MIAIPUEMCTB
(CTPYKTYpHHX IMiApO31TiB). JloCaiKyr09n BUpOOHNY1 MPOIECH, METOIN YU TEXHOJIOT11
BUpPOOHUIITBA 1 30yTy MPOAYKIIii, TOJIOBHY YyBary NPUIUISIOTh TMOINIYKYy pPe3epBiB
3HIDKEHHS BUTPAT BUPOOHUIITBA Ta MIJBUIIEHHIO KOHKYPEHTOCTIPOMOKHOCTI MTPOAYKITi1

(puc 3.2).
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Bubip nociayru uun .| Bu3HaueHHS OCHOBHUX .| Bubip rorensHOrO
pouecy s KPUTEPIiB OLIIHKH HiAIprueMCcTBa 200
BHYTPIIIHbOI

HOCIYTH FOTEII0
JUISL TIOPIBHSIHHS

36ip inpopmarnii »| AHaji3 NOKa3HUKIB | Amanramis i
YU BU3HAYCHHS "| 3acrocyBanus
MO>KJINBOCTEMN Kpalux
3aCTOCYBaHHS MPaKTUYHUX
OTPUMAaHUX JIAaHUX PO3pO00K,
3aCTOCYBaHHS

Puc. 3.2 OcHoBHI eTanu 6€HUMAPKIHTY

7) CTBOpEHHS KOPIOPATHBHOI KynbTypu. [li KOPHIOPAaTHBHOKI KYJIBTYPOIO
PO3YMIETBCSI CHCTEMa IIIHHOCTEW 1 TEpeKOHaHb, IO TMOAUISETHCS MDK BCiMa
CIIBpOOITHUKAMH, KOJEKTHBHA CBIIOMICTh 1 MEHTajiTeT opradizamnii. KopmopatusHa
KyJbTypa BU3HAYa€ MOBEIIHKY MDK IpalliBHUKaMHU TOTENI0, iX B3a€EMHHH 3 TOCTSIMH,
KEepIBHUIITBOM, MOCEPEAHNUKAMHU Ta TOCTavyalbHUKaMU. BoHa fae mpaiiBHUKaM MOYyTTs
MeTH 1 GopMmye BiIIaHICT, 10 CBO€i opranizailii. CTBOpEHHS KOPIIOPaTHBHOIO abo
BHYTPIIIHBOTO CTAHIAPTy 3aBXKIU AaCOLIIOETbCS 3 TOPTOBEIBHOIO MapKoO, sKa
i1eHTU(diKye TOTEIbHUM O0'€KT 1 CHpuse Horo e(peKTHBHOMY IIO3HMI[IOHYBAaHHIO Ha
BIJIMOBIIHOMY CETMEHTI PHHKY.

8) HaBuanns mnepcoHany. MoOTHBaIiiHI MOXJIUBOCTI PO3KPHUBAIOTHCS TEpPe]
MpariBHUKaMU 4Yepe3 CHUCTeMy HaBuaHHs. HaBuaHHS BCiX CHIBpOOITHHKIB CTa€
O00OB'SI3KOBUM €IIEMEHTOM JISIIBHOCTI opraHizamii. I[Iporiec HaBuaHHSA TpaIiBHUKIB
rOTeII0 TIOBUHEH ITH TMOCTiHHO. be3nmepepBHICT, TpoIllecy HAaBYAHHS JTOCSTAETHCS
TJIaHYBAHHSIM HaBUaHHS MPAIIBHUKIB HA KOXKHE MIBPIYYS 1 NOTHKHEBUM MTPOBEICHHIM
3aHITH 13 MPaliBHUKAMH KOXHOTO BifiuTy. ICHye BenWKa KUTbKICTh YpOKiB, TPCHIHT1B

Ta TIPOTpaM JIJIs1 HaBYaHHS TIEPCOHATY B TOTEIBHO-pECTOpaHHOMY Oi3Heci (Tadm. 3.2).
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Buau tpeHiHr-nporpam, 3a sIKHMH NOBHMHHE BiA0yBaTHCH HABYAHHSA

nmepcoHapay rorejaro
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2.

HaguansHa nporpama

3acTOCyBaHHS

TpeHniHr-nporpamu Jist KEpiBHUKIB FOTEIO,
MEHEDKEpIB 3 NEepCcoHalTy 1 MNpaliBHUKIB
KaJIpOBHX CITYkO

CropsiMoBaHI Ha  CTpaTeriyHe  yNpaBIIiHHSA
KOHKYPEHTO3/aTHICTIO TOTENI0, [0 MOB's3aHa 3i
CTpaTeriuHuM IIAaHYBAaHHSM, aHAT30M MIiCii,
LUISIMU 1 IPIOPUTETAMH TOTEJIIO.

TpeHiHr-nporpamu, sKi CHpsIMOBaHI Ha
MIPOLIECHY KOHIIETIIII0 YIIPaBJIiHHS TOTEIeM

Posraspatotbes MeToaM aHamizy Ta ONTUMI3aLii
Oi3Hec-TpolleciB  TOTENI0; OCHOBHAa  yBara
OPUAUISIETECA ~ TEXHOJIOTIIM  YJOCKOHAJICHHS,
pPEIHXKMHIPUHTY Ta  aBToMaTu3auii  Oi3Hec-
IpolLeciB, a TaKOXX 3aCTOCYBaHHSA JIaHUX
TEXHOJIOTIM TMpH  KaNbKyIslii coOiBapTOCTI,
BIPOBAKEHHI CUCTEM OIOPKETYBaHHSI.

TpeHiHr-nporpamMu, B SKUX NPUAUIIETHCS
yBara MpoeKTaM YJOCKOHAJICHHS 1 PO3BUTKY
JUSTBHOCTI TOTENI0, a TaKOXX TEXHOJIOTIsM
noOy0BU €(pEKTUBHOI MPOEKTHOI KOMaHAU
1 ympaBJiHHS 3MiHaAMHU TIPU BIPOBAKEHHI
pE3yJIbTATIB MPOEKTYBAHHSI.

Po3BuTOK TBOpPUOTO MOTEHLIANY CIYXOOBLIB
roTento, po3BUTOK TpodeciitHoi pediekcii,
OBOJIOZIHHS ~ €dEeKTUBHUMU  Crocobamu 1
MeTOJaMHu POOOTH.

TpeHiHr-nporpaMu 3 CHUCTEMH YNPaBIIHHS
EPCOHATIOM

HoBiTHi MeTOau TPOBEACHHS YIPABIIHCHKUX
Mpoleayp NMpU CTBOPEHHI CHUCTEM aTecTarlii i
MOHITOPUHTY 1 TECTyBaHHA TIpH  MiAOOpi
npaiiBHUKa 1O  KOJICKTHBY, METO KK
NPOBEJICHHS KaJIPOBOTO aYIUTY 3 IPOAKTHBHUMHU
[ICUXOJOIrYHUMHU METOIUKAMU B IIarHOCTHIN
NepCOHATYy 1 MeXaHi3MU  KOJICKTHMBHOI Ta
OpraHizaiiifHoi MOTHBAITII.

TpeHiHr-nporpamu, B SIKMX pO3IJISIAIOTHCS
NPUHIIMIA aHTUKPU30BOTO YIIPABIIIHHS

[IpoBeneHHsT JIarHOCTUKHA CTaHy Ta OLIHKH
MIEPCIIEKTHB TOTEIII0, PO3POOKH CTpaTerii BUXOIY
3 KPHU3H 1 IUIAXIB CaHallii TOTeJIo.

TpeHinr-nporpamu, B SKHX PO3TIISIAIOTHCS
CydacHI TIICHXOTEXHOJIOTii B  KaapoBii
poboTi

CucreMu IiarHOCTHKHU TEpPCOHANy, MOB'A3aHi 13
3aCTOCYBaHHSIM METOJIIB OI[IHKH JIFOJICBKOTO
KamiTajgy, CHUCTEeMH TOYHOI IICHXOJIOTTYHOL
JTIarHOCTUKHU JJIsl TOOYJOBY MOTHBAIITHUX KapT
1 MOJIEIIOBAaHHS.

TpeHinr-nporpamMmu  ansi  KEpiBHUKIB 1
GdaxiBIliB BIJUIIB MapKETHHTY, PEKJIAMH,

PR

VYnpaBiaiHHS MapKEeTHMHIOM TOTEI0, KUIbKICHUN
ONHMC PUHKY uepe3 IMOBEAIHKY CIOXKUBAYiB,
KoHUenuist 4P, cermeHramisi puUHKY Ui
BU3HAYECHHS CHOXHMBYMX IepeBar Hpu BUOOPI
croco0y TMO3WIIIOBaHHS, Me/ia-TNIaHyBaHHS,
CTBOPEHHS YHIKaJbHOI MPOMO3ULIl 3acobamu
pektamu 1 PR, CKIalaHHs  OHJKeTy
KOMYHIKaITiH.

Tpeninur-nporpamu, 10  PO3MIISIAIOTH
YIPaBIiHHS BIAHOCHHAMU 3 KIIIEHTOM

CriocoOu 3aiyuyeHHs HOBUX 1 YTPUMaHHS CTapuX
KIIIEHTIB, METOJM TMIATPUMKH KOHTAaKTiB 3
KJIICHTaMU 1 BUCOKOT JOSUTBHOCTI 10 KITIEHTIB.
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Bapto 3azHaumTH, [0 peryaspHEe TNPOBEACHHS HaBYaHHS, TPEHIHTIB s
MpaliBHUKIB JO3BOJIMTH 3a0€3M1€UNTH FrapaHTOBAHE HA/IaHHS MOCIYTH BUCOKOI SIKOCT1 Ta
HAaBYUTH TIEPCOHAN TICHUXOJOTIYHMX HAaBUYOK MOBEIIHKM 3 CIIOKMBAa4eM 1 MPaBUII
MOBEAIHKA BUXOAY 13 KOH(IIKTHUX CHUTyalid 3 rocteM. Ha nanuii yac moBeniHka
MPAaIiBHUKIB € JOCTaTHHO BEJIMKOIO IPOOIEMOIO B TOTEN1 «YKpaiHay.

9) 3abe3neueHHs YITKOro IIaHy BUTpAT Ha AKICTh nocayr. Kareropis HeMuHy4nx
BUTPAT, PO3MIp SIKUX MOKEe OYTH BU3HAUECHUH 1 K1 SBJISAIOTH COOOI0 MOCTIHHY CKIIAJIOBY
BUIATKOBOi YAaCTUHHM OIO/DKETY TOTENIO - IIe BUTpPAaTh Ha (DYHKIIOHYBaHHS CHUCTEMH
AKOCT1, OOCIyroByBaHHS OOJaJHAHHS, KOHTPOJb SAKOCTI MOCHyr Ta iHmi. Bonu
HEOOXIJTH1 JIJIsl MIATPUMKH SKOCTI TTOCTYT Ha 3aJaHOMY PiBHI 1 MOXKYTh CKiIaaatH Bif 5%
10 25% cyMapHHMX BUTpAT HA HAJAHHS MOCIYT.

10) Sk pekomeHmaiisi, JIs TOTENO «YKpaiHa» TMPOMOHYEThCS TMPOSIBISATH
aKTUBHICTh B IHTEPHET MPOCTOpi. A caMe, YMTaTH Ta BIANOBIAATH HA HETaTUBHI 1
MO3UTHUBHI BIATYKH BIJIBIAyBadiB TOTENI0, HE OyTH OallyKUM 10 IDYMKH TOCTed Ta
BUTIPABJISITH CBOT1 MOMIJIKH. Lleit 3BOpoTHIM 3B'130K 100pe BioOpa3suThCs Ha pemyTarlii
rOTeNI0, JaCTh MOXJIMBICTH TOCTSIM JOBIPSITH TOTEIBHUM IOCIyTraMm, a TroTeib Oyxe
TOYHO 3HATH PO TE, K 3aJI0BOJIBHUTH MOTPEOU CIIOKUBAYA.

3.2. Ilporno3yBaHHsl pe3yJibTATHBHOCTI peaJizaiii mporpaMu MeHeIKMEHTY
SIKOCTi MOCJIyT

ExoHoMiuHa oIliHKka TIporpaMH 3aXOJiB 3  YJOCKOHAJIGHHs  cTpaTerii
MEHEDKMEHTY SIKOCTI ITOCHIYT B TOTel «YKpaiHa» HaBeaeHa B Taomwmili 3.3.

Tabnuysa 3.3
ExonoMiuHa oniHka mporpaMu 3axoiiB 3 yI0CKOHAJIEHHSI cTpaTerii

MEeHEeKMEHTY SIKOCTi MOCJIYT B roTesi « YKpaiHay

3axoau OpieHTOBaHA BapTICTh Buroau (edexr)
(BUTpaTH HA 37IHCHEHHS)
OnoByeHHs opranizamiiiHoi | CyTTeBHX BUTpaT HE NOTPIOHO. | -CAHICTH 1 YITKICTb
CTPYKTYpH  HianpueMmcTBa, | Ma€ 3/iiiCHIOBATHCS HA OCHOBI | PO3IOPSAHHULTBA.
CKJIaaHHs ITaTHoro | BHYTPIIHIX  oprasizamiiino- | -OnepaTuBHe NPUNAHATTS
PO3KIaLy HOPMaTUBHUX JIOKyMEHTB | pillieHb.
(unHHa CTPYKTypa 1| -BigcyrHicts
YUCENbHICTh, MOJOXKEHHS 3 | Iepe3aBaHTaXKECHHS
OIJIATH Mpalli) Ta 3 NpAIiBHUKIB, 1110 HO3UTHBHO
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3

3axoau

OpieHTOBaHA BapTICTh
(BUTpaTH Ha 3/11IMCHEHHS)

Buroau (edexr)

ypaxyBaHHSIM BHUMOT
HOPMAaTHBHO-IIPAaBOBUX  aKTIB,
30KpemMa Knacudikaropa
npodeciit IK 003-2010 (Ha3Bu
nocang 1 mpodeciii  MawTh
BIAMOBIIaTH Ha3BaM y
Knacudikaropi).

BiZIOOpa3uThCs Ha
NPOAYKTHBHOCTI Tpaii Ta Ha
HA/IaHHS SKICHOT TOCITyTH.

- MOXIUBICTh JIETABHIIIOTO
KOHTPOJIIO pe3yJIbTATIB

Po3pobxka

e(heKTUBHOCTI

KpUTEPIiB
npaitti,

MOJIOXKEHHSI TPO aTeCcTalilo

KaJIpiB,

KBauTipikarii

HaB4YaHHA

M1 ABUIICHHS
KaJIpiB  Ta

Bix 425-16000
JIOJTUHY.

rpH Ha 1

-ATrecrariiina KOMICIS,
AQHAI3YIOYM  PIBEHb  3HaHb,
YMiHb 1 MPAKTUYHUX HABUUYOK
MpaIiBHUKIB, BUSABIIAE
IporajiiHu B iX mNpodeciiiHo-
KBasTi(iKalifHOMy piBHI Ta Ha
I[Ii OCHOBI BM3HA4Ya€ HAWOLIBIII
paifioHajabH1 GOpMHU Ta METOJU
M0/1aJIbIIOTO HaBYAHHS
¢axiBIiB 1 KEPIBHUKIB.

-B pe3ynpTaTi  HaBYaHHA
(TpeHinry) CIIBPOOITHUKH
O3HAHOMIIATBCA 3  TOHATTAM
«lmeanpHOTO CepBicy» B rotemi
1 loro ckJ1aloBUMHU, PO3BUHYTH
HAaBUYKHU 3aJ0BOJIEHHS 1
nepeadadeHHss MmoTped rocTei,
NI3HAIOTHCA, SIK BeCcTH cebe B
MO3aIITATHUX CUTYaIlisIX,
KOHTPOJIFOBaTH  KOH(IIIKTH 1
BHPIIITyBaTH iX.

dopMyBaHHs
KOPIOPAaTUBHOI KyJIbTypHU

145-8000 rpH.

3a0X04eHHS CHIBPOOITHUKIB 710
BUKOHAHHS IOCTABJICHUX IIIeH
JIO3BOJIUTh IM Kpallle OILIHUTH
CBOIO IIPUYETHICTH 1 TMOCHIIMTH

ix BIIIIOBITAIBHICTH 3a
nependbayyBaHi 3MiHU.
CTBOpEHHS CUCTEMU [Tepioguune BuaiieHHs KowTiB | -IligBuIieHHS
MOTHBAIIIT Ta Ha TPEMIIOBaHHs, CTPaxXyBaHHS | Pe3yJIbTaTUBHOCTI poOOTH
CTUMYIIFOBAHHS TIparli Ta HaAO0aBKU, MOJAPYHKU Ta | MEPCOHAITY;

KOPIIOPAaTHBHI CBATKYBAHHS

-OnepaTtuBHE TOCATHEHHS
IeH MNpUEMCTBA;

-3B'130K pe3yNbTaTUBHOCTI
poOOTH CIIBPOOITHUKIB 3
OIJIATOIO Ta HEMaTepiaTbHUM
CTUMYITIOBaHHSIM;

-IIpo3opicTs cucremu
320X0UyBaHHS;

- 3HKEHHSI ITTMHHOCTI KapiB;
-ITokpalieHHs ICUXO0JIOTIYHOTO
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Ilpooosorcenns mabn. 3.3

3axonu OpienToBaHa BapTICTh Buroau (edexr)
(BUTpaTH Ha 3/11IMCHEHHS)

KJIiMary;
-ITokpaienns KOMaHJIHOT
poboTtu

[adpopmarriiina Binx 35000 rpH. -JlocsSTHEHHS KOHKYPEHTHOT

(aBTOMaTH30BaHA) CHCTEMa [IepeBary,

YIpaBIiHHSA - [linBuIIEHHS TIPOYKTHBHOCTI
poboTtu;

- MakcumanbHe BUKOPHUCTAHHS
HasIBHUX PECYPCIB IOTENIIO0
benumapkinr Bin 1000-20000 rpH. -besnepepBHicTh
CaMOBJIOCKOHAJICHHST,

- JlocnmimxkeHHS  NPaKTUKU
poOOTH BJIaCHUX MIIPO3ALTIB Ta
THIITUX M1IPUEMCTB 13
OI[IHIOBAHHSIM PE3Y/bTATIB;
-Buznauenns o0'exTa
NOCHIMKEHHS 3a CBITOBUMH
CTaHJapTaMH,

- Apanrariss BUABJIEHHUX 1€l
JUTSI TIOKpaIIeHHs Oi3HeCy;

-3HWKEHHS pHU3UKY Ta
CKOPOYEHHS BUTpAT,
MOB'SI3aHUX 13 HaOyTTAM

BJIACHOTO  JIOCBiy  IUISXOM
IIPOBEJICHHS CKCIICPUMEHTIB.

[TnanyBannss Butpar Ha | Cam  mpoumec  mnanyBanns | - EdextnBHa 1 0Oe3nepepsHa
320e3CUCHHS gKOCTi | BIIOYBA€ETHCS IMIOPIUHO. poboTta TOTEIIO 13
TOCITyT Busnauaerscst  5-10 %  Bix | 3a0e3nedeHHsIM BHUCOKOI SKOCTI
CyMapHUX BUTPAT | TIOCIIYT.
MiAIPHEMCTBA

OTxe, TOJIOKEHHS TPO aTecTaimilo KaapiB, MIABUIICHHS KBamidikaiii Ta
HaBYaHHS MOTpeOye 3HAYHWUX BUTpAT 3 OOKYy KEpIBHHUIITBA. ATECTaIlis MPaIliBHUKIB
BiIOyBaeThCcsl Oe3mocepeHh0 B CepellHI KOJeKTMBY. Komth BUTpadarOThCS Ha
oopmieHHs1 OIaHKIB Ta HaA0AaBOK JJIsl EKCHEPTIB aTecTarii (KEpIBHUKIB MIAPO3ILTiB
rorento). [l TpoBEeNEHHS TPEHIHTIB KEPIBHUIITBY MOTPIOHO 3aidydaTH CIIIKEpIiB,
npodecionaniB 3 TOTEIBHO-pECTOpaHHOi cdepu, 3 cdepu MCUXONIOTII, TaM-
MEHEKMEHTY Ta 1HIUX creriaricTiB. [le MoxxyTh OyTH 10U SK 3 IHITUX MICT, TaK 1 3
3akopaoHy. ToOTo, MOTpPIOHO BpaxoBYBaTH BUTpPaTH Ha JAOPOrY, MNPOXKUBAHHS Ta

XapuyBaHHS CIIIKEpa, H1Oro MpOMOBY Ta HaJIaHHS 3aJ1y JJI MPOBEJICHHS TPEHIHTY.
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Heo0OxinHe BCTaHOBIEHHS KOHKPETHUX M1 Ta €KOHOMIYHOTO 3a0XOYEHHS st
MOTHBALli Ta CTUMYJIFOBaHHS Ipall NpaliBHUKIB. MaTepiaabH1 BUHATOPOAM:

® CTaBKa 3ap00ITHOI IJIaTH, OKJIA U, TIPEMII,

® J10JIaTKOB1 CTUMYJIH:

e [IaTa 32 HABUAHHS;

® TrapaHTisl Ha OJIep KaHHs KPEAUTY Ha NpHUI0aHHS BEJMKOI MOKYIKU (KBapTHPA);

® MeIUYHE 00CITyrOBYBaHHS;

® CTpaxyBaHHS;

® BIIMIOYMHOK 32 MICTOM.

HemarepianpbHa  MOTHBAIliA: TONAPYHKH,  COIIaJbHUN  TMaKeT; HaBYaHHS;
KOPIOpPaTUBHI CBATKYBaHHS; BIJKPUTICTb 1 TOCTIMHUN [iajJor KEpiBHMUIITBA 3
TIEPCOHAJIOM.

Butpatu Ha aBTOMAaTH3aIlil0 YIPABIIHHS TOTEIEM € PI3HOIO, 3aJIekHO Bia pipMu Ta
OKpEMHUX MOAYJIB, SKi IMANMPUEMCTBO Oaka€ BCTAaHOBUTH. [liHM Ha BCTaHOBICHHS
nporpam Bix 35000 rpH.

Anani3z 3MicTy O€HUMaApKIHTy MOKa3ye, 10 WOTO MOXKHA PO3IIISIATU SK HAIpsSMOK
MapKETHHTOBHX JOCIIKeHb. KoprucTh OEHUMAPKIHTY IOJISATaE B TOMY, 110 BUPOOHUYI 1
MapKETHHTOB1 (QYHKIIIT CTalOTh HAMOUIBIII KEPOBAHUMH, KOJIM Ha CBOEMY MIIIPUEMCTBI
JOCIIJDKYIOTBCSL 1 BIPOBAKYIOTHCS Kpallll METOJM 1 TEXHOJIOTIl 1HIMUX (HEBIACHUX)
HiAIPUEMCTB a00 Tamy3ei.

3a pomomororn OEHUMapKiHTy MOKHA MpOaHAIi3yBaTH MPOIEC HAAaHHS IOCTYT
rOTeiB-KOHKYPEHTIB Ta TOTENiB MDKHApOJHOTO piBHA. BuszHauutu cucremy
MEHE)KMEHTY Ta 3aCTOCYBAaTH BH3HA4Y€HI METOJM Yy CBOEMY MIINMPUEMCTBI, 10 Oyze
TUTHKY TIOJTIMIITYBATH SKICTh TIOCIYT.

3 METO ONTHMI3allii CUCTEMH MEHEIKMEHTY TOTelto «YKpaiHa» B ILIOMY,
BOJIOJIIHHSL peanbHOI 1HGOpMaIliero mpo Bci (aKkTOpH, MO BIUIMBAIOTH HA BapTICHI
BETMYMHM TIOCAYT Ha BCIX eTamax ix HaJgaHHS 1 peami3amii, yci BUTpaTH Ha

3a0€3MeUeHHsI SIKOCTI MOCIYT MOBUHHI OyTH BUSIBIICHI, 00pOO0JEHI Ta MpOoaHaIi30BaHi.
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TulbkM B IbOMY BUNAAKY KEPIBHULTBO TOTENI0 OTPUMYE €(PEKTUBHHI MEHEIKMEHT 1
KOHTPOJIb 32 BUTPATAMH.
PoznoainenHst BUTpar roreinto «YKpaiHa» Ha 3a0e3nedeHHs sskocTi nocayr B 2020

pOI_Ii MOXKE CKIIaAaTUCh TAKUM YMHOM, THUC. I'PH.:

Tun Butpar Tuc. rpu CniBBigHOIIEHHS, %
Butparu na 10,0 15
nonepeKyBaJIbH1 3aX0 11
Butparu Ha HagaHHs 52,0 60
MOCITYT Ta YCYHEHHS
neeKTiB
BurtpaTtu Ha KOHTpOJIb 18,0 25
SKOCTI
Bcroro 80,0 100

Ili BuTpatu Ha 3abe3mnedeHHs skocTi mochayr y 2020 porli, MO TUIAHYIOThCS

300paxeHo Ha puc 3.3.

H BWTpaTk Ha nonepeaxysanbHi 3axoau
M BATpaTW Ha HafiaHHA NOCAYT Ta YCyHeHHA AedeKTis

 BATpaTH Ha KOHTPONb AKOCTI

Puc.3.3 [Iporno3yBanHs BUTpaT Ha (YHKIIOHYBaHHS cucTteMu sikocTi B 2020
porti
OTxe, TOTPIOHO pyXaTUCh Yy HampsMi 30UTBIICHHS 4YacTKU BUTpAT Ha

onepeHKyBaIbHI 3aX0/IH, 10 MOKIWKaHE 3HU3UTH KUTBKICTh HEJIOCTAd 1 JaTH ICTOTHY
E€KOHOMII0 3araJbHUX BHUTpAaT Ha 3a0e3medeHHs sKocTi mocayr. [lpaBunbHe
PO3MOIUICHHST BUTPAT HA POOOTH MMOB’3aH1 13 HATAHHSIM TIOCTYT MTO3UTHUBHO Bii0’€ThCS
Ha pe3yibTaTax SK CaMOTO HaJaHHSA MOCIHYr, TaKk 1 Ha (IHAHCOBO-TOCHOJAPCHKIii

TSTTLHOCTI TOTENIO «YKpaiHay.
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Jist y3aranpHeHHs iHpopMalii npo (HiHAHCOBO-TOCTIOJAPCHKY AISUIBHICTh TOTEIIO

«YKpaiHa», MPOBEAEHO MPOTHO30BAHMM aHaimi3 MOro (IHAHCOBUX PE3YJIbTATIB.

OcHoBHUM JKepesnoM s aHami3y € dopma Ne 2 3Bit nipo (piHaHCOBI pe3yabTatu (3BIT

po cyKynHui aoxin) (tadu. 3.4).

Tabnuys 3.4
IIporuo3 piHaHCOBO-TOCIIOAAPCHKOI AiAJIBHOCTI IFOTEJII0 «Y KpaiHa»
Ha 2020 pik
ITokazHuk [epion Bigxunenns 2020/2019
2019 p. 2020 p. AGc. Bins. %
(THC.TpH.)

Ywucthii 1oX11 Bi pearizarii 168922 185600 16678 9,87
PO IyKIIii (ToBapiB, poOIT MOCITYT)
Co0iBapTiCTh peanizoBaHOT 144287 168978 24691 17,11
MPOIyKIIii (ToBapiB, poOIT, MOCIYT)
Banowuii npubyTok (30MTOK) 24635 16622 8013 48,2
[u1m11 omepartiiini qoxoau 514710 734710 220000 42,74
AMIHICTpAaTUBHI BUTPATH 15867 25978 10111 63,72
Butpartu Ha 30yT 12541 15541 3000 23,92
[HI1i omepariiftHi BUTpaTu 684326 763456 79130 11,56
diHaHCOBUH PE3YNbTAT Bijl -173389 -53655 119734 -223,15
oTepariifHol qISITLHOCTI
[Hm11 piraHCOBI JOXOAM 31 54 23 74,19
a1 TOXO0 1M 144562 179562 35000 24,21
diHaHCOB1 BUTPATH 40647 60658 20011 49,23
[H1111 BUTpaTH 101791 97534 -4257 -4,36
YucTuii hpiHaHCOBHH pe3ynbTaT -171234 -32231 -139003 -431,27

OTxe, TPOTHO3 MISUTBHOCTI TOTENI0 «YKpaiHa» CHPSMOBAaHUN B TMOKPAIICHHS

cTaHoBuia (piHAHCOBUX pe3ynbTaTiB mignpuemctBa 3a 2020 pik. ['otens motpebye

YUManX BKJIa/IeHb B (DYHKIIIOHYBAaHHS B LIJIOMY Ta HA YCIIIIHE BIOCKOHAJIEHHS SKOCTI

nociyr. [Ipote, 11 BkiajeHHs OyayTh BUIMpABIaHI MiABUINCHHSIM IMOMUTY HAa HaJaHl

MOCIYTHU 3 OOKY rOCTeil TOTENIO.

3 Tabmuili MOXKHA BIAMITUTH, IO YKWCTa BUPYyYKa BiJ peamizaiii ToBapiB Ta

nociyr 3pocia B 2020 pomi mopiBHsHO 3 2019 pokom Ha 16678 Tuc. rpH. (9,87%),

co0iBapTICTh peasi3oBaHUX MOCITYT 30UMbmuUThCA Ha 24691 Tuc. rpu. (17,11%), ame

pa3oM 3 TUM IUIAHY€ThCS 30UIBIICHHS 1 YUCTOrO JOXOMY BiA peaini3amii IUX MOCIYyT

HUISXOM MIABMINCHHS IIH Ta MOMUTY Yepe3 BIOCKOHAJICHHS Ta MOJEpHi3allli HagaHHS
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nocayr. [lnanyerscs, Mo roTenb oaepkuTh 16622 tHc. rpH. mpuOYTKYy npotu 24635
TUC. TpH. TpuOyTKY B 2019 pori.

Takox manyeTbcsi 30UIbIIEHHS aaMmiHicTpaTuBHUX BuTpar 10111 Tuc. rphH.
(63,72%) ta BuTpat Ha 30yt 3000 THC. rpH. (23,92%), TaK K mpOrpaMa MEHEIKMECHTY
AKOCT1 TOTpeO0ye HaBYaHHS Ta MOTHUBALII0O MEPCOHANTy, 3aCTOCYBAHHS TPEHIHTIB,
CTBOPEHHS  KOPHOpPAaTHBHOI KyIbTypd Ta aMopTH3alilo. BpaxoBaHO Takox
BCTAHOBJICHHS aBTOMaTU30BaHO1 CUCTEMH YIIPABIIHHS TOTEJIEM.

30utok roremo «Ykpaina» B 2020 pomi 3menmmBcs Ha 139003 Tuc. rpH.
(431,27%) nopiBusiHO 3 2019 pokoM, MiANPUEMCTBO OJAEPKaNO 30MTOK B cymi 32231
TUC. TpH. ipoTH 171234 tuc. rpH. 30utky B 2019 por.

Orxe, 3aranom 3a 2020 pik MPOTHO3YETHCSA MOCTYNOBE 3MEHIICHHS 30UTKIB 1
NIEPETBOPEHHS iX Y MPUOYTKH JUIS i ITPUEMCTBA.

[3 3acrocyBaHHsSIM 3MiH TrOTeNn0 «YKpaiHa» B Ta0Oimuii 3.5. HaBeAeHO
INPOTHO3YBaHHS PE3YyJIbTATUBHOCTI 3alPOIIOHOBAHOI MPOTpaMH MEHEKMEHTY SKOCTI
nocyr B 2020 porri.

Tabnuys 3.5
IIporuo3yBaHHs pe3y/JibTATUBHOCTI peanizamii mporpaMu MeHeIKMEeHTY

SIKOCTI MOCJIYT roTesiio «YKkpaina» Ha 2020 pik

OcHoBHI QyHKIIIT Origka

[TnanyBaHHS SKOCTI ['otens «YkpaiHa» Mae BCTaHOBJICHI ITiT1 Ta
BHUMOTH JIO SIKOCTI, IIIO ITOBHICTIO BIINOBIIA€
BUMOTaM CII0)KHBayviB.

- HasBHICTB "iTKO1 i€papxii MEHEIPKMEHTY;
- YiTke BU3HAYEHHS 1I1JI€ TA BUMOT 10
SKOCTI TIOCJIYT Ta CaMOTO TiAMPUEMCTBA B
IJIOMY;

- Buznayenns oOcsry 1iIbOBUX BUTpAT Ha
OCHOBI IJTAHYBaHHS HOBUX IMOCIYT i
TUTAaHYBaHHSI IPUOYTKY;

- Po3poOka kopriopaTUBHOI KyJIbTYPH;

- BBeieHHsI HOpMAaTHBIB Tpalli;

- [InanyBaHHs HAaBYaHHS TPaIliBHUKIB,

- [InanyBaHHS BJOCKOHAJICHHS SKOCT1
HOCTYT Yepe3 HaBYaHH MpAI[iBHUKIB Ta
ABTOMATH3AIIII0 MPOIIECIB.
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IIpooosoicenns mabn. 3.5

OcHoBHI QyHKIIIT

Or1iHka

3a0e3neueHHs

3a0e3neueHHs SKOCTI B roTeni « YKpaiHa»
3IACHIOETHCS Yepe3 MEPEBIPKY 1
HiATPUMaHHS B poO04YOMY CTaHi
TEXHOJIOTIYHOr0 O0JIaJHAHHS Ta
KOHTPOJIbHO-BUMIPIOBAIBHUX MPUIIAIIB;
KOHTPOJIIO SIKOCTI IOKYITHUX BUPOOIB,
CUPOBHMHH 1 MaTepianiB; NepeBIpKy
30epiranHs Ta 00CIyroByBaHHS MPOIYKII;
peecTpallito JaHUX PO SIKICTh.

- 3abe3nedeHHs MOTUBALlIl Ta
CTUMYJIFOBaHHS Tpalli MPaI[iBHUKIB;

- HaBuanns rncuxosnorii Ta HAaBUYOK
MOBE/IIHKH 13 TOCTEM, BBEICHHS TPCHIHTIB.
[le#t acnekT 3HaYHO MOKpAILy€e BHYTPILLIHIN
KJIIMaT B KOJICKTHBI Ta BIUTMBAE Ha
3a0e3neueHHs] BUCOKO1 SIKOCTI TOCTYTH
CIIOJKMBAYECBI;

- [onin BUTpAT Ha BIOCKOHAJIEHHS SKOCTI
HOCHYT;

- 3a0e3nevyeH s aBTOMATHU3allli CUCTEMU
YIPaBJIIHHS, TEXHOJOTTYHUX MPUIIATIB TS
HOKpAIIeHHs po004oro nporecy;

KonTpons Ta aynut

- 30BHIIIHIN KOHTPOJIb TOTEIIIO
B1JI0OpaKaeThCs y 3aKOHOAABYIH,
HOPMAaTHUBHO-TEXHIUHIHN 0a31 Ta cTaHaapTax
1010 AISUTHHOCTI Y cpepi TOTEITHLHOTO
013Hecy, IPoIIecCOM peaizallii CTaHIapTiB y
dbopwmi ceprudikariii, JTiIEH3YBaHHS, a TAKOXK
3MIMCHIOETHCS HEACP)KaBHUMU PO IITLHUMH
opraHizaIfisiMi, ImanprueMCTBaMHU, IO
CHIBIIPAIIOIOTH 3 TOTEJISIMH Y CTBOPEHHI
TOTEIBHOTO 1 TYPUCTHYHOTO TIPOIYKTY.

- [lopiBHSIHHS TOCATHYTHX ITapaMeTpiB poOIT
3 BCTAHOBJICHUMU CTaHJIapTaMH Ta HOPMaMH;
- KoHTpOb 3MIHCHIOETHCS CTIOKUBAYaMH
TOTEJIBLHOTO MPOAYKTY, 1110 TMPOSBISETHCS B
aHai31 BiIryKiB, aHKETyBaHHI Ta
OMHUTYBaHHI TOCTEH TOTEINIO.

- BeleHHSI KOHTPOJILHUX JIUCTKIB;

- BHyTpimmHiil KOHTPOIIb 3/IHCHIOETHCS
KEPiBHUIITBOM TOTEIHHOTO MiAMPUEMCTBA 1
HOB'SI3Y€THCS 3 YIIPABIIHHAM SKICTIO
oprasizaiii, TeXHOJIOT1i, (YHKIIOHAIBHOT
B3a€MOIi1, KOMQOPTY.
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IIpooosoicenns mabn. 3.5

OcHoBHI QyHKIIIT

Or1iHka

BraockonaneHus

- JlokoMIuiekTarliss HoMepiB, BUAUICHHS
KOIITIB Ha BAOCKOHAJIEHHS Ta KOM(OPT.

- CTBOpEHHS aBTOMaTU30BaHO1 CUCTEMHU
YIPaBIIIHHS JUIs CIPOILIEHOI Ta
edexTuBHIIIOI podoTu rorento. Lle no3posse
HiATPUMYBATH HAJIEKHY SIKICTh HaJaHHS
HOCITYT, CTBOPUTD PETYJISIPHUNA KOHTPOJIb Ta
ayJIUT BCIX MPOLECIB Ta MPOIYKIIIT 1 3HAYHO
HOJIETIIUTH POOOTY MpaIliBHUKIB.

- [TokpatenHs: 00CcITyroByBaHHS TOCTEH
TOTEJI0, MICIHSI MPOBEACHUX TPEHIHTIB JIsI
MpaIliBHUKIB, BJOCKOHAJICHHS
KOMYHIKaTUBHUX HABUYOK Ta HABUYOK
BUXO/IB 3 KOHQIIKTHUX CUTYaIlli.

- 3a0e3neueHHs 0e3IeKH K T'OCTEH, TaK 1
NPAaIiBHUKIB TOTEIIO.

Taxum yuHOM, 32 JOTPUMAHHSIM BU3HAYCHUX IIJICH 1 3aBJIaHb 11010 MTOKPAIICHHS

SIKOCTI HaJJaHHA IIOCIYT, T'OTCJIb BHfII[G Ha HOBHH piBGHL 1 3HAYHO IMOKpallIuTh CBO1

MO3UIIIT cepel KOHKYPEHTIB.
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BUCHOBKH
Otrxe, MOTPIOHO Mam’sITaTH, IO MNOTPEOM TOCTEH NOCTIMHO 3MIHIOIOTHCS, 1
HEOOXIAHICTh aAanTallii 10 HUX MOCTA€E SIK €JUHUMN croci0 3a0e3MeYnTH MiANPUEMCTBY
CcTaOUIbHO (YHKIIOHYBaTM Ha PHUHKY 13 3MIHHUM cepefoBuileM. Pe3ynbTaTu
MPOBEICHUX TEOPETHYHUX 1 MPAKTUYHHX JOCITIIDKEHb MEHEIKMEHTY SKOCTI alin
MiACTaBY 3pOOUTH HACTYIIHI BUCHOBKU
1. SxicTe - e NpaBWIBHO BU3HAauYeHI MoTpeOu crnoxkuBauiB. TyT OGepeThcs 10
yBaru KOHIIEMIIis, 3T1IHO 3 SIKOK HEOOXITHO HaJaBaTH MPOIYKTH a00 MOCIYTH, IO
BIJINOB1/1at0Th TOTpeOaM rocTeil. Ponb 1 3HAaYeHHs SKOCTI TMOCTIHHO 3pocTae Tij
BIUTMBOM PO3BUTKY TEXHOJOTIH 1 moTpeO moauHu. OCHOBHE 3aBAaHHS MiTIPHEMCTB,
0 HAJATh IMOCIYTH, CKJIQJAEThCS B TOMY, 00 JaTH CHOXXHBayaM MarepiajibHi
JIOKa3W BHMICOKOI SIKOCTI 1 TIepeBarW JaHOi IMOCIYTH, a TaKOXX BUTOJHU, SKi OTpUMae
CIIO’KHBAY, SIKIIIO TTOCITYTOI0 CKOPUCTAETHCS.
JlocTaTHbO BU3HAYMTH, IO MEHEKMEHT SKICHOTO HaJaHHS MOCTYr BKIIIOYA€E J1BA
HAIPSIMKHU
1) SlkicHe HamaHHS MOCIYT JJIS KOYKHOTO TOCTSI, IO TOCSTAEThCS Yepes3:
* BHYTPIIIHIO cucTeMy iH(opMalii mianpuemcTa - Opudinru, 300pu IepcoHAITY,
PR;
* HaBYAHHSA - €JHICTh IMepcoHany, MpodeciiiHy MalCTepHICTh, HaBYAHHS
TBOPYOMY ITIJIXOIY;
* BU3HAHHS 1 BUHATOPOAY - BBEJCHHS HOMIHaIii «Ciy>k00Be1lb pOKY», MOpalbHe
CTUMYJIOBaHHS, TIPEMii;
* BU3HAYCHHS TTOBHOBAXEHHb OOCIIYTOBYIOUOT'O TIEPCOHANY - BUSHAUYCHHS 3aBJaHb
MIEPCOHAITY, PO3TJISA]I MPETEH31M TOCTeH, YCYHEHHs HEIOIIKIB B pOOOTI.
2) T'icTh IOBHHEH OTPUMATH MaKCUMAaJIbHE 3a/I0BOJICHHS BiJl TiepeOyBaHHS B TOTENI,
10 nepeadayvae:
® BUKOHAHHS 0a)XaHb TOCTS - JOCTIPKCHHS] pUHKY Ta BiJITyKiB TOCTEHH;
® po3risa HaOOpy MOCHYT - BBEJICHHS HOBHUX IOCIYT, YCYHEHHS HEIONIKIB,

MOB'A3aHUX 3 OOCITYrOBYBAHHSIM, IMJIBUIIICHHS SIKOCTI ICHYIOUHX MOCHYT;



65

® BH3HAHHS 1 BUHArOPOJY - 3a/I0BOJICHHSI 3aMUTIB rocTel, popmyBaHHs 6a3u
JAHUX TOCTIMHUX KJIIEHTIB, TPUIOM TOCTEH MO BUIIOMY KJIacy.

2. SIkicTh y cdepi mocayr, A0 AKOi HajekxaTh 1 TOTENbHI MIANPUEMCTBA, ICTOTHO
BIJIPI3HAETHCS BiJl SIKOCTI HAa MIANPHEMCTBAX MaTepiajibHOro BuUpoOHuuTBa. [locimyra
rOTEJIbHOrO MIANPUEMCTBA BHUPOOJIAETHCS 1 CHOKUBAETHCA OJHOYACHO, IO HE JIA€
MO>KJIMBOCTI BUIIPABUTU (PAKTUYHI HEJIONIKM OOCIYroBYBaHHS JI0 CTaJli CIOXUBaHHS,
TOMY JIOCSATHEHHS KOCT1 y cdepi 00CIyroByBaHHS - HAWBaXKJIUBIIIE 3aBAaHHS, PIIIICHHS
AKOT0 3a0e31euye yCHiHUN po3BUTOK Oi3HECy.

B 1 po3auti po6oru Oyno BH3HAUYEHO METOAOJIOTIYHI 3acaau (GopMyBaHHS
CUCTEMHU MEHEKMEHTY SKOCTI Tochyr. IcHye Oe3imiu MEeTOAIB MEHEIKMEHTY, SKI
MOJKHA 3aCTOCOBYBATH B yIpaBiiHHI ToTeneM. Lle kracndyni Metoau:

® MCTOJU CTATUCTHYHOTO YIPABIIHHS SKICTIO;

e [luxa PDCA (Plan — Do — Check — Act);

e Konnemniis craructuudoro ynpasiiaas sikictio (TQC - Total Quality Control);

e Konnemniis moctifiHoro mominmenss skocti Jx. Jbkypana (AQI - Annual

Quality Improvement);

e Meroau I'eniti Taryri;
e benumapkinr (benchmarking).
HoBgi metonu:
e Konneniis nocriiHoro nouinmends Kaitzen (KAIZEN);
e Merton ctpykrypyBanss ¢yHkiii skocti QFD (Quality Function Development);
o Konmnenis «bynunky sikocti» (Quality House);
e MeToaoJoris «IIicTh CUrm» (6-0).

[ToTpiOHO mam’sTaTH, MO0 CHCTEMa SKOCTI Ma€ JiBa OCHOBHUX B3a€MOIIOB’ I3aHUX
HampsaMu (QYHKIIOHYBaHHS: 3aJJ0BOJICHHS MOTPeO 1 O4iKyBaHb CIOKMBAYiB MOCIYT Ta
3a0€e3MeUeHHsI IHTePEeCiB TOTEII0 Ta WOTO MPAIliBHUKIB.

3. B Bunyckniéi kBamiikamiifHiii poOOTI OyaM BHUBYEHI TEOPETHYHI Ta
METOJIOJIOT1YHI OCHOBU SIKOCTI TOCIAYTr B ToTedl. BHBYEHO METOMOJOTIYHI 3acaju

(GbopMyBaHHS CUCTEMH MEHEI)KMEHTY SIKOCTI MIOCIYT Ta CTPATErii MEHEIKMEHTY SIKOCTI
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MOCYT, U0 HAJAIOThCs. Y MPOIECt JOCHIIKeHHS Oy1a BUsBIICHA crienudika AISTbHOCTI
roreito «YKpaiHa», L0 € HOPUIUYHOIO OCO00I0, KEPYEThCS y CBOIM ISIIBHOCTI
3aKOHOJABCTBOM YKpaiHM Ta Ma€ CaMOCTIMHUI OaslaHC.

Homepnuit ¢ona roremo ckinagaerbcsi 3 124 cyyacHUX HOMEpIB KaTeropiu
«JItoke», «HamiBmroke» Ta «CTaHmapT», KOKEH 3 SKUX MPOTMOHYE OIHOMICHE abo
JIBOMICHE PO3MIIIICHHS.

4. Byno mpoBeIeHO Pl TOCHTIIHKEeHb, SIKi 1aji 3MOTY OI[IHUTH SKICTh HaJlaBaHUX
nocayr B roteni «YkpaiHay. [[xepenom [uisi BU3HaYeHHs (DiHAHCOBOTO CTaHy TOTEIIO
ctasiu ¢opmu Ne 1 bamanc (3Bit npo ¢iHancoBuid ctaH) Tta ¢opma Ne 2 3BiT mpo
¢diHaHCOBI pe3ynbTat (3BIT MPO CYKYMHUH J0Xia). AHali3 NMPOBEJACHUN 3a JNEAKUMU
MOKa3HUKAMU : YUCTHH J10X1/, cOOIBapTICTh peasi30BaHUX MOCIYT, BAJIOBUN MPUOYTOK
(30uTOK), 1HIII OmepariiHi JOXOAH, aJAMIHICTPaTUBHI BUTPATH, BUTPATH HA 30yT, 1HIII
¢iHaHCOBI BHUTpaTH Ta J0XOAHW, (IHAHCOBUU pe3ynbTar. B mporieci AOCTITKEHb
IIpOaHaIi30BaHO 3 POKU (PyHKIIOHYBaHHS Ta OyJlno BUSABIEHO, IO (DiHAHCOBUN CTaH
rOTEII0 3a TPU POKHM 3a3HAB HEraTUBHUX 3MiH. Lle croHykae KepiBHUIITBO TOTENIO
Kpalie MPOBOJUTH BHYTPIIIHIO MOJITUKY Ta 3aliMaTHCS MOLIYKOM pPE3EpBIB €KOHOMIi
BUTpAT. AJKe, YTpUMaHHS Ta BJIOCKOHAJEHHS SKOCTI € TMOCTIMHOI CKJIQJOBOIO
BUJIATKOBOT YAaCTUHU OOJDKETY TOTEN0, TOOTO 1€ BUTpaTH Ha (yHKIIIOHYBaHHS
CHUCTEMH SIKOCTi, 00CIIyTOBYBaHHS 00JIaJHAHHS, KOHTPOJIb SKOCTI IOCIIYT Ta 1HIIIE.

5. AHaJTi3 KUTBKICHOTO Ta SKICHOTO CKJIaJly IpaIliBHUKIB TOTeN0 «YKpaiHa» OyB
MPOBEICHUI JJIi BUSBICHHS PE3EpBIB  MIABUIICHHS €(QEKTUBHOCTI isTIBHOCTI
nignpreMcTBa. PiBeHb SKICHOTO CKJIaAy TMEpPCOHAly caMe€ TOMY BH3HAuYa€ piBEHBb
e(eKTHUBHOCTI ISITBHOCTI YChOT'O TOBAPUCTBA, 110 BiJ OCOOUCTHX SIKOCTEH MpalliBHHUKIB,
BiJl iX OCBITHBOTO Ta KBaTi(iKaI[IHHOTO PIBHS 3aJIC)KUTh HE TUIBKHM HaJIC)KHE HAJTaHHS
MOCIIYT, ajie¢ ¥ AKICTh MPUIHATTS yMPaBIiHCHKUX PIlIEHb Ta PE3yNbTATH iX peanizarlii.
TpynoBuii moTeHIIan MIANPUEMCTBA XapPaKTEPU3IYEThCS CHUCTEMOIO TIOKA3HUKIB:
KBaTi(iKAIIMHUN CKJIaJ TMPAIIBHUKIB IMAMNPUEMCTBA, IUIMHHICTP Ta CTaOUIBHICTH
CKJIaJTy, MMOKa3HUK 3MIHHOCTI.

3a ;nBa pOKM KUIBKICHMH Ta SKICHHUH CKJaJ TpalliBHUKIB TOTEII0 «YKpaiHa»

3a3Halv 3MiH, y po3auIl 2 Oyno 300paxkeHo rpadik 3MiH TpyaoBoro ckiagy. Oo6mikoBa
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KUIBKICTh IUTATHUX IpPAliBHUKIB 3MeHIIMIach Ha 37 ocid. KinbkicTe 0oCi0, SKi MalOTh
HEMOBHY Ta 0a30BY BHUILY OCBITY 30UIbIIMIACH HA 3 0COOM.

6. HocnimkeHHs] BHYTPILIHBOTO CEPEIOBUIIA TOTEN0 «YKpaiHay Oyio 3polieHe
3a ponomororo SNW-aHanizy 3a SIKUMU BU3HAYWIM CWJIbHI, HEHTpalibHI Ta CiaOKi
cTopoHH mignpueMcTBa. CTyIiHb BaroMOCTI MapaMmeTpiB BHYTPILIIHBOIO CEpeaOBHUIIA
JISUTBHOCT1 TOTEJIBHOTO MIINPUEMCTBA OyJIO OLIHEHO ekcrnepTramu 3a 10-Tu GanbHOIO
HIKAJIOKO.

BusnayeHno, mo ciabKuMu CTOpOHAMH TOTeNn0 «YKpaiHa» €: piBeHb TEXHIYHOI
OCHAILIEHOCTI, OOCArM peaizaiii Mociayr Ta cTparerii mianpuemMcTBa. CUIBHUMU
CTOPOHAMHU TMIANPUEMCTBA € SKICTb TIOCIYT, IO HAJAKTHCA, TEPUTOpPialibHE
pO3TalllyBaHHsI, IIIHOBA MOJITHKA, PEIyTallisl MIMPUEMCTBA Ta YMOBH IpaIll.

7. Torenp «Yxkpainay 3abesneuye cBoe€ (PYHKIIOHYBaHHS BIiJIIIOBIIHOIO
JOKYMEHTAIIIEF0 1010 HaJIaHHS SKOCTI MOCIyT. byo onpaiboBaHo Taki JOKYMEHTH:

® TI0CaJOBI IHCTPYKIIii MPAIiBHUKIB,;

® 3aKOHOJIaBYE PETyJIOBaHHS HajaHHs roteiabHux nocayr (3Y, ICTY Ta iH.)
e cTaHjapTH3allisd Ta cepTUudIKaTH, JTIIEH3IT;

® BHYTPIIIHS JOKYMEHTAIIIS: BIIOMOCTI Ta )XypHaIH 00JIiKY TOCTEH TOTEIO.

IIpo Te, moTpiOHO 3a3HAYUTH, IO BAKIWBHA PEryJISIPHUA KOHTPOJIL 3 OOKY
KEpIBHUIITBA YCIX TIPOIECIB BEACHHSA JTOKYMCHTIB Ta JOTPUMAHHS BCIX AacCIEKTiB
HaJaHHS TIOCTYTH, Ha II€ Ha)ajib, KEPIBHUIITBO TOTENI0 «YKpaiHa» HE 3Baxkae, II0
3HAYHO BIUIMBAE HA SIKICTh HAJAHHS MOCIYT .

8. ¥V pozaini 2 po60TH TaKoXk 3a3HAYEHO YCl OCHOBHI €JIEMEHTH JIF0Y0i CUCTEMHU
MEHEKMEHTY SKOCTI TMOCIYr ToTento «YkpaiHa». lle emeMeHTu: mepcoHanm, SKui
MOBHHEH POOUTH yce MOXIUBE i KOM(OpPTHOTO mnepedyBaHHS TOCTS B TOTEL;
JIEpCTBO KEPIBHHUIITBA; yBara JI0 TOCTEH Ta MpPAarHEHHS MEPEBUIIUTH iX OYiKyBaHHS;
MIATOTOBKA Ta MIABUINCHHS KBaiikarmii mepcoHany, BU3HAYCHHS BUMOT;, HPHHHATTS
pIllIeHh Ha OCHOBI (DAKTIB; B3a€EMOBUT1IHI CTOCYHKH 3 MOCTAYaIbHIKAMHU.

dakTOpHUN aHaI3 y BUNYCKHIM KBamiikaiiiiHid poOoTi OyB mpoBeAeHUN ISt
BUSIBJICHHS HE TUIBKU CHUJIBHMX 1 CJTA0KUX CTOPIH, aJie 1 JjIs BUSHAYCHHS MOKJIMBOCTEH 1

3arpo3 MIANPUEMCTBA. 3a pe3yibTaTaMU LBOrO aHalizy OyJo BUSBIECHO, IO TOTEJb
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noTpedye MOKpAIIeHHs MaTepiaJbHO-TEXHOJIOIYHOIO OCHAIIEHHS, aBTOMAaTu3allli, 10
MPUCKOPUTH MPOIIEC OOCITYTOBYBAHHS; HEAOIIKH B YIIPaBIiHHI IEPCOHATIOM.

9. AHKeTyBaHHS TOCTEH TOTENIO JOMOMOTJIO CTBOPUTH Jiarpam, 10 MOKa3ylTh
piBEHb SIKOCTI Ha KOXHOMY €Tari oOCITyroByBaHHS Ta BUSBUTH BC1 HEAOJIKH TOTEINIO.
JUisi BAOCKOHAJIEHHSI SIKOCTI MOCIYI TroTeno «YKpaiHa» OyJo CTBOPEHO MAaTpUIIIO
«byIMHOK 4KOCTI», 10 BHU3HAYa€ BHUMOTM CIIOXKMBaya Ta Il KoMmadii. 3a
pe3yiabTaTaMi MaTpuill OyJi0 BU3HAUEHO, 110 MPOBEJEHHS MOJEpHI3allii TrOTeJIbHUX
NOCIAYyT MIANPUEMCTBA 3  ypaxyBaHHSAM JISNIBHOCTI  KOHKYPEHTIB  HEOOXIAHO
PO3MOYMHATHU 3 MIJBUILEHHS PIBHS KOMIIETEHTHOCTI CHiBPOOITHHKIB, Jaji 30UIbLIINTH
piBEHb HAJIIHOCTI 1 JOCTOBIPHOCTI Jkepel iHdopmallii, moadatu mpo O6e3neKy rocrei,
aBTOMAaTH3YBaTH TIPOIEC YNPaBIiHHSI Ta 3a0e3MeYuTH OUTBII CYBOPHH KOHTPOIb
KEpIBHUIITBA.

10. Meroguka SERVQUAL nomomorna 3’sicyBaTH, IO ICHYIOTh HEBEJHKI
PO30DKHOCTI MK OUYIKYBAaHHSMH 1 CIIPUMHATTSAM TOCTEH CEPBICHOTO OOCIyroBYBaHHS.
Bynu BusiBieH1 po301KHOCTI 32 KPHUTEPIEM «MaTepialbHICTh», BUSIBICHI HEIONIKUA B
poOOTI IEpcoHay, MepCcOHAN HE 3aBXKIU MOBOJUTHCS TAKTOBHO Ta KEPIBHUIITBO TOTEIIO
HEJIOCTaTHLO JA0a€ Mpo MPaIliBHUKIB.

Ha croromni mirodya crpaTerisi MEHEHKMEHTY B ToTell «YKpaiHa» IpuBeia J10
TaKUX MPoOJIeM:

- HU3bKUH piBeHb (PIHAHCOBOT 3a0€3MEYCHOCTI;

- HEJTOCTATHS KUTBKICTh KBaJi(hiKOBaHUX KaJpiB;

- HHU3bKAa MOTHBAIlSl CHIBPOOITHUKIB; BIJACYTHICTh IICHXOJIOTIYHUX TPEHIHTIB,
HaBYaHHS TIEPCOHATY;

- HU3BKMH pIBEHb TEXHIYHOI OCHAIICHOCTI Ta BIJCYTHICTh aBTOMAaTH3AIlil
MPOIIeCiB OOCITYyTrOByBaHHS;

- HU3BKHI PIBEHb HAJIHHOCTI Ta CITy>kKOU O€3MEeKHU TOTEINO;

- IOTaHUN KOHTPOJIb 3 OOKY KEpIBHUIITBA.

11. Ilicns anamizy migmpueMcTBa Oyja 3ampoNOHOBAHA CTPATETisl MEHEIKMEHTY
SIKOCTI MOCYT 1JiA ToTento «YKpainay. [Iporpama 3axo/1iB BKJItoua€e B ce0e: OHOBJICHHS

OpraHi3alliiHOl CTPYKTYpU NIANPUEMCTBA; MIABUINCHHS KBadidikalii KaapiB Ta
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HaBYaHHS; (OPMYBAHHS KOPIOPATHBHOI KYJIbTYpH; CTBOPCHHS CHCTEMH MOTHBAIlii Ta
CTUMYJIIOBAaHHS Tpalli; 3aCTOCyBaHHS AaBTOMATH30BaHOI CHCTEMHU YIPaBJIiHHS;
BUKOPUCTAaHHS CHUCTEMHU OEHUMAapKIHIy Ta pallOHaJbHE BHUJUICHHS BUTpaT Ha
BJIOCKOHAJICHHSI SIKOCT1 IMOCITYT.

AnMiHICTpaTUBHI 1i 3 00Ky KEpIBHUIITBA HE NOTPEOYIOTh 3HAUYHUX BUTPAT, IPOTE
MPaBUJIBHUM PO3MOALT Mpalli, (GOpMyBaHHS CIUIBHUX IIJIEH TOTEI0, KOPHOPATUBHOI
KyJBTYPH JOIIOMOKE 3rpyIyBaTH KOJCKTUB Ta HAJAIITYBAaTH KOXKHOTO TpAIliBHUKA Ha
IUTIAHY poOOoTY.

12. HaByanHs mnepcoHaqy Ta 3acTOCYBAHHS TPEHIHIIB CHPSIMOBAHUX Ha
KOMYHIKaIlll0 B TOTEJIbHOMY Oi3HECi, ICHUXOJIOTIYHI TPEHIHTM € 3aTpaTHUMHU IS
KEepIBHUIITBA, MPOTE 3HAYHO IMIIBUIITUTHCA 0013HAHICTH MEPCOHAITY, HOT0 KOMYHIKATUBHI
HAaBUYKHA Ta CTIMKICTh JIO CTPECOBUX CHUTyaIliil. AJKEe, Ha HaJaHHS IOCIYT BHCOKOI
SIKOCT1 HaWOUIbIIE BIUIMBAE KOMYHIKaIlisi, 0013HAHICTh Ta BUAKPUTICTH MpaIliBHUKA O
TOCTS TOTEITIO.

13. IudopmarmiitHa (aBTOMAaTH30BaHA) CHUCTEMa YIMPABIIHHSA TOTEIEM TaKOXK
notpedye 3HaUHUX BUTpAT. BCTaHOBIEHHSI aBTOMAaTUYHUX CHUCTEM Ha KOXKHOMY Tpolieci
0o0CITyroByBaHHSI 3HAYHO TMOJETIIUTh 1 MPUIIBUIIINTG TPOIEC HANAaHHA TMOCIYTH,
JIOTIOMO’KE€ BECTH YITKMM KOHTPOJb Ta ayduT 1 MIACHIUTh Oe3rneky mnepeOyBaHHS B
roTeni.

14. 3a momomoror OEHUMApKIHTY MOXKHA TMpoaHaNi3yBaTH MpoIleC HaJAaHHS
MOCIIYT TOTENIB-KOHKYPEHTIB Ta TOTENIB MDKHApogHOro piBHA. Jlocmimkyoun
BUPOOHUYI TIPOLIECH, METOIM YU TEXHOJIOT1l BUPOOHHUIITBA 1 30yTy MPOAYKIlii, TOJOBHY
yBary NpUAUISIOTH TIONIYKY PE3EPBiB 3HIKCHHSI BUTPAT BUPOOHUIITBA Ta MiABUIIICHHIO
KOHKYPEHTOCIIPOMOXHOCTI TIpoaykiii. Lleit MmeTron momomMoske roTeNro BUMTH Ha HOBUH
piBEHb Ta MPAIfOBATH Ha MIKHAPOIHUX CTaHIAApTaX.

15. Takox, B miii poboTi OyB MpoBeAECHHI MPOrHO3 (HiIHAHCOBO-TOCIOAAPCHKOT
nisbHOCTI TOoTemo «Ykpaina» Ha 2020 pik. TeHaeHiis po3BUTKY CHpPSIMOBaHA Ha
MOCTYMOBE 3MEHIIECHHS 30UTKIB 1 IEPETBOPEHHS iX Y NpUOYTKH JJIsl HIANPUEMCTBA.

[Iporno3yBaHHsS pPe3yJIbTATUBHOCTI TMOJAHOI CTpATerii MEHEIKMEHTY SKOCTI

MOCHYT JJIsl TOTEII0 «YKpaiHa» MPOBEJCHO 3a TAKUMH KPUTEPIIMU: TJIaHYBAaHHSI SIKOCTI;
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3a0€3MeUeHHsI; KOHTPOJIb Ta ayJuT; BAOCKOHAJIEHHS. BCi 111 aclieKTH 3HaYHO MOKpalleHi
B TMOPIBHSIHHI 3 MUHYJIOIO CTpaTeri€l0 (PyHKI[IOHYBAaHHS Ta TONOMOXKYTh FOTEII0 BUUTH
Ha HOBUI1 p1BEHb.

OTxe, mTpoBeAEHI IOCIKCHHS, aHali3 Ta CIIOCTEPEKEHHS JOMOMOTIU B
CTBOPEHH1 €(EeKTHUBHOI CTpaTerii MEHEeIKMEHTY SIKOCTI Ta JO3BOJISIIOTH C(PopMyBaTu
OCHOBHI L1 Ta 3aBAaHHS TOTEJIBHOIO MIANPUEMCTBA. BripoBa/keHHs 3alIpOIIOHOBaHOT
CHUCTEMH MEHEIKMEHTY SKOCTI OCTYT Ha MiAMPHUEMCTBI TO3BOJIUTH:

- moyaTd mporuec (HOpMyBaHHS KOPIOPATUBHOI KyIbTypH, 3aCHOBAHOi Ha
NPUHILIMIIAX YIPABIIHHS SKICTIO;

- MPUBECTU AISUTBHICTH MIANPHUEMCTBA Y BIAMOBIIHICTh 3 YHHHUM YKpPaiHCHKUM
3aKOHO/IaBCTBOM, CTaHJAapTaMH Ta PEKOMEHIAIIsIMA MIKHAPOIHUX OpTraHi3allii;

- nudepeHIioBaTH MOCAYrd, 110 HAJAIOThCSA, HA OCHOBI SKOCTi, TOOTO
BIJIMOBIAHOCT1 BUMOTaM CIIOHBAYiB 1 TUM CAMUM CTBOPHUTHU MEPETyMOBH 30UIbIIICHHS
YaCTKU PUHKY OpraHizarlii;

- MIJBUIIUTHA PEHTAOENbHICTh MIANPUEMCTBA NUISXOM 3HUKEHHS BUPOOHUUYUX
BUTpAT, IO JOCSTAEThCS 3a PaxyHOK IJIBUIIEHHS PIBHS BIAMOBIIHOCTI TOCIYTH
BUMOTaM CIIO)KHBadiB, PO3POOKH TMpOIEAyp 3AIMCHEHHsS MisJIbHOCTI Ha OCHOBI
BUOPAHOTO CTaHAAPTY, BIOCKOHAJCHHS YIPAaBIiHHS MPOIECAMHU, 3aJy4yeHHS BCHOTO
IIEPCOHATY JI0 TPOIIeCY KOHTPOJIIO 1 3a0€3MeUeHHS SKOCTI,

- MIACUJIWTHA PEenyTallilo IMANMPUEMCTBA, SKE BIANOBIIAE CBITOBHM CTaHAApTaM
SAKOCT1 TMIATNPUEMCTBA 1 TparHe 10 TOCTIHHOTO IiJBUINEHHS PIBHA 3aJI0BOJICHOCTI

CIIOKUBAYIB.
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MEHEJ)KMEHT SIKOCTI NOCJIYT CYB’€KTA 'OTEJLHOT O BI3HECY

CEMEHIOK 0., 2 xypc, ®PT'TE KHTEY,
cneuianbHicTh «MeHemxMen™,
cneuianizanis «CoTeabuuii i pecropannuii MenemxkmMenT™

O6rpynmosano cymuicmes, 3micm ma doyinsHicme MEHEONCMeHmy AKOCmi nocayz 2omenio.
Cahopmosano smemodonozivni sacadu po3pobrenns ma peanizayii Menedxcmenmy sxocmi nocaye.
Y'moqneuo Yyl ma 3ae0anna Meneddcmenmy axocmi nocnye disasnocmi cyb'cxmis 20menbnozo
biznecy.

Kniovoei cnosa: menedxncmenm, doyineHicms, AKicme, peanizayis, 2omenvruil Giznec

The essence, substance and appropriateness of service management. Formed
methodological bases of development implementation of service quality management. Specified
goals and objectives of service management of hotel business.

Keywords: management, quality, appropriateness, implementation, hotel business.

Mocranoska npo6iemn i i 38°930K i3 HAHBAKIHBIMIHMA HAYKOBHMH T2 NPAKTHIAHMH
3aBMAaHHAMH. AKTyaibHicTe o06paHOi TeMH NONAra€e B TOMY, IO B PHHKOBHX YMOBax
rocnofaprOBaHHA 3pOCTaE 3HaYEHHA MEHEMKMEHTY SKOCTi mochyr. B cydacHux ymoBax Oyme-sake
MIANPHEMCTBO 3alliKaBleHe B AKICHOMY i e(DeKTHBHOMY YNpABJIIHHI CBOIX HAJaHMX MOCIYT.
lotenbHi mimmpuemcTBa cTHkaloThCA 3 npo6GnemMaMu NpuGYTKOBOCTI GizHecy, mpoGiemMaMm
NMiZABHINEHHS e)eKTHBHOCTI YNPARNiHHA Ta KOHKYPEHTOCTIPOMOXKHOCTI B cpepi roTessHoro Ginecy
Ha HalliOHATHHOMY Ta MIXHApPOIHOMY pHHKax. ToMy, NiINpHEMCTBa MOBHHHI CHCTEMAaTHYHO
NIIBHINYBaTH piBEHb AKOCTI MOCHYT, JOCATATH NOCTABNEHUX LiNeli Ta 3abesneyypaTH moTpebn
CIIOKHBAYIB,

SIKiCTB TOTENLHHX MOC/IYT NOBMHHA FAPaHTYBATH CIIOXHBAYEBi 3a/l0BOJNIEHHS #oro norpeb.
Lli BmactuBocTi (opMyloThCcA B mpolieci oOCIyroBysaHHs B roTenmi, Ha Bcix Horo eramax
nepeGypans. Pasom 3 THM yTBOPIOETbCA BAPTiCHA BEIHYMHA NOTENBHHX MOCIYT, MO XapaKTepH3ye
BHTPAaTH Ha iX HalaHHA, NMNaHyBaHHA i po3poOKy HOBHX BHIIB NMOCHYT, WO 3HAYHOI MipoO
BH3HA4a€ IXHIO LIHY, 8 OTXKE 1 IXHI0 KOHKYPEHTO3AaTHICTb.

Teopernuny Galy fAOCHiKEHHS JMiANBHOCTI, PO3BHTKY TIOTENLHOIO TIOCNOAApPCTBA Ta
MEHE[UKMEHTY AKOCTI TOTENbHHX Mochayr i oOcCNyroByBaHHA CTAHOBNATH Npalli BITYH3HAHMX
daxisnis 3oxpema: Baiinuka C.1., Manscskoi, P.A., Aragonosoi JL.T., Hevaioka JL.I., Pornesa X.H.,
Jlyx’suosa J1.I'., lllanosana M.1. Ta 3apy6ixunx daxisuis Jlx. Yokepa, ©.Kotnepa, A.lllpennepa,
Jlx.Mefikensa, P.bpofimepa, Ex.KoeHa, Towmo. ¥Y3aranbHeHHS NPoBeAeHMX NOCTIDKEHb, NOKa3ano,
mo B Teopii Ta Ha npakTHui po3pobieHi, ananToBaHi Pi3HOMaHITHI MOZENi MEHEIKMEHTY SKOCTI
NOC/AYT, AKi MOXHA 3aCTOCOBYBATH Y TOTENBHOMY OCHOJAPCTBI 3 ypaxXyBaHHAM OCOOMHBOCTEH
TexHoNorii 06¢ayroByBanHs Ta cneudikn roTebHUX MOCTYT AK NPOAYKTY Npali.

MeTol0 CTaTTi € JOCTiUKEHHA TEOPETHYHUX 3acal (opMyBaHHS i peanizallil MEHEIKMEHTY
AKOCTi MOCAYT Y MiANPHEMCTBAX roTeNBHOrO Oi3Hecy.

Jlns NOCATHEHHA METH Y CTATTi BHPILIEHO TaK] 3aBJAHHA:
- BH3HAYEHO CYTHICTb i METOAONONIYHI MiX0OAH AKOCTI MOCTYT;
- pPO3IMIAHYTO 0COONHBOCTI (POPMYBAHHS MEHEKMEHTY AKOCTI NOCNYT B roTenbHOMY GisHeci.

O6’exT pmochaimkeHHa - npouec GopMmyBaHHs i peanizanii MEHeIKMEHTY AKOCTI mocayr
cy6’ekTa rorensHoro GisHecy.

BuK1aX 0CHOBHOIr0 MaTepiaay JOCTILKEHb.

B cyvacHiif siTepaTypi iCHYIOTh Ppi3HI TpPaKTYBaHHS MIOHATTS sxocti. Skicte - ne
KOMILTEKCHE TIOHATTS, WO XapaKTepu3ye epeKTHBHICTb BCIX CTOPIH AisTLHOCTI roTemo: pospobka
cTpaTerii, opraHisallis ynpapJliHHA Ha/laHHA AKICHHX TOTEbHHX NOCIYT, MApPKETHHT Tommo» [1].
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A i BJIaCTHB i
3rinHo no Mixwnapoanoro cranaapty 1SO 9000, ARIETS -ou6e cgﬁ::ilc:go nepenﬁmz

XapaKTEPHCTHK MOCAYT, AKi J0JAI0Th iM IIATHICTS 3A/I0BOTBHATH | me( BIZNOBIAHICTD HAaJaHuX

notpebn. Takox, B poGoti [2] aBTOp XapakTepH3ye€ RORATEL AAWTS payqiB

MOCITYT 09iKyBaHHM a60 BCTAHOBJIEHHM CTaHapTaM Ta AORPERN SRR 0.6¢JTYTOBYBaHHu o
ToMy, Y3aranbHIOIONH MOHATTA AKOCTi, MOXHA CKa3aTH, WO ey ;

OLlHKA KOPHCHHX BJIACTMBOCTEH i XapaKTCPHHX ocobanBoCTEH npouecy “3?2‘:‘ “OCJ:]YT, u:K!
BHICIHKAIOTh 3aJI0BONICHHS TOMMTY CTIOKWBa4ip T8 BIACYTHICTD r;en Y npoueci
06cITyroBYBaHHS, 1O BU3HAYAE CTYMNiHb 3/10BOICHHSA MOMHTY cnoxunaqml I ——
SIKIiCTb € Pi3HOCTOPOHHIM MOHATTAM, IO XapaKTEPH3Ye edexTHBHICTD A1 cike eJiio,
CTHMb YNpaBMiiHHA, CTpaTerilo, MapkeTHHT | Oprami3aiilo HalaHHA MoCiyr, a TOMY CQCKTHBHHH
MEHE[DKMEHT AKOCTI HAIQHMX MOCTYT € OMHUM i3 Hai0ibil aKTyaTbHHX nmﬁ{lcz.w r01(;e6;:|o.
SIKiCTB MOCHYT BIIHBAE Ha KiHUEBI Pe3yNbTaTH JAIATLHOCTI rOTEMO (npubyTOK) 1 301ABLIYE 0OCAT
nponaxis. 3i6papium AyMK (axiBiiis, BH3HAYEHO N'STh BAXIHBHX BHMOT JIO KOCTI nocayt (pHc.

1).

[ BHMOrH 10 SKOCTI mocayr J
I | I |
Bianosinxicts BianosiaHicts ) BinnosiaHicts BumosmmS:n Bumoauu?nm
AKOCTI BUMOram CTaHnapraM TeXHONOMYHOCTI TOYHOCTI AKOCT!
CINOXHBaYiB KpaLHX AOTPHMAHHA INATOCNIPOMOX-
aHanoris BHPOOHHYMX HOMY MNOMHTY
npouecis

»,

Puc. 1. Bumozu 0o saxocmi nocnyz

Onivum SKicTh MOCHYTH HabaraTo ckiajHimie, HiX SKICTH TOBapiB, 3 ypaxXyBaHHAM TOTO,
IO TOBap € pe3y/JbTaTOM ALANLHOCTI BHpOOHHKA, a MOCHyra HafacTbCs CMOXKHBA4YEBlI B MpAMiH
B3aemonii 3 HuM. Cnoxwusay (ricTs) cruiayye He 3a aGCTPaKTHY MOCIYTY, a 32 KOHKPETHHH npoluec
il RananHs. [Tpouec HanaHHA NOCNYTH 3aNEXHTh AK Bill YMiHb i IpodecionanisMy BHKOHABLA, Tax i
BiA HOro 3HaHb MOTHBIB i NepeBar CnoXuBaya. Takox Npolec HaTaHHA NMOCIYTH Mae nepeadaunTH
BUANOBIIHAMN TEPMIH Hacy.

Omxe, 3a cTaTTel0 [4] BapTO 3a3HAYHTH, WO CMIOXWBAY HE NUWE CHpHIMAe pe3ylbTAT
TOCHTYTH, ane # BHCTYNac CriBy4acHHKOM il HananHa. CrnpuiiMaHa cioxuBayeM BiIHOCHA WiHHICTD
HOC/Y# € OCHOBHMM YHHHHKOM, LIO BM3HAYac JIOBIOCTPOKOBY YacTKy PMHKY i NpHGYTKOBiCTb
KOHKYPYIO4Oro rOTEIbHOrO MiZANPHEMCTBA.

Ilpoanani3yBaBIIH O4iKYBaHHA | BAMOTH cnoxc.nsaqis 1o nocnyr ﬁpyﬁimux i BITYUM3HIHHX
BUEHHX, BU3HAYEHO, LIO CEPe/l OCHOBHHX NMPHYHH, SKi 3YMOBMIOIOT HE3a0BO/ICHICTE CIIOMNKHBAYIB
HOCIYT, € HesKicHe 06CTyroByBaHHs, r!oaim,ne obcnyroByBanus, Henbane CTaBJICHHSA, NMOMHJIKH
M 9ac BHKOHAHHA MOCIYTH, HE3aNOBUIbHA AKiCTh, o6paxoByBaHHs (HempaBunLHO BH3IHAYEHA
BapTiCTh HAJAHOI MOCTYrH). ABTOPCHKE Y3araibHEHHS DO3I/AHYTHX NOMMANIB Ha KOCHLLKEHHS
BMMOT JI0 NIOCJIYT HanaHo B (Tabn. 1).

TakuM HHHOM, Y3aralbHIOIOYM BCI BHMOTH 10 MOCHYT 3i cro ;
3po6UTH BHCHOBOK, WO 3abe3nevyeHHs sKocTi mocayr 3u£m“ aigo }‘:l')':g::ma?:;:’a:&m;
HNOTPHMAHHS PEr/IaMEHTOBAHHX BHMOT, a iX noninmenns - sig BHAB/EHHS JOJATKOBAX BHMOT
CNOX#BayiB 0 AKOCTI nocayr. BpaxoByloun choroamimmi YMOBH [iSUILHOCTI roOTENbHHX
uinqpueucn, BH3HAYEHHS Ta BHKOHAHHA JIONAaTKOBHX BHUMOr ¢ HEOOXiNHMMH 3axOHaMH
MOMINIIEHHSA SKOCTI IIOCTYT Ta 3a10BOJICHOCTI CIIOXHBAYiB,
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XapakTepucTHka norpe6 Ta

Tabauys 1

OYIKYBaHb CIIOXKHBAYIB 10 roTeJIbHOT NOCTYTH

Bumoru cnoxusayis 10 nocyr
(noTpebH i oyikyBamHs)

XapakrepuctHka notpe6 o4ikyBaHb

HanifinicTb : - - -
- cTabinbHe BHKOHAHHA ONepaliifi HE3aNeXHO Bill 3MiHH BHKOHABUA T3
yMOB
= - BIAIIKONYBAaHHA 36MTKIB y BUNAAKY HEBIANOBIAHOCTI BHMOT
JloCTYnHICTD - 6e3
NepPeLIKOHE OTPHMaHHA NOCAYr

= MOXUIHBICTb BLIBHOTO KOPHCTYBAaHHA BCIMa MOXJIHBHMH MOCTYTaMH
roTeno

IndopmanifinicTs

- 61l noBHe IHPOPMYBAHHA BCIX MOXUTHBHX MOCHYT rotemo (LiHH,
XapuyBaHHA Ta NONATKOBHX nocmyr)
- inpopMyBanHs no TenedoHy, IHTepuHery

KynbTypa obcyrosysanis - NIPHBITHE CTABJIEHHA NEPCOHANY /10 FOCTA
~ KOMNETEHTHi BiANOBIAi ILOJO KOHKPETHKH HaAaHHA Oy 1b-AKOT NOCTYTH
Ta [LOJI0 eKCKYPCiHHHX NHTaHb
i - IIBHAKICTb Ta TEXHIKa BHKOHAHHA 00CTYroByBaHHA
SxicTs nociyr - xomoprt i 6e3neynicTs

- ECTETHYHHA BHINAA nntp €py
- AOTPHMAHHA BUMOT i CTaHAapTiB
- NOBHA iH(opMallis 00 KOPHCTYBAHHA HANAHHMH NOCTYraMH

HoMeHknaTypa 101aTKOBHX NOCIYT

- nepenik JNOJATKOBMX Nochyr (3 opraHizauii koHdepeHuidt, cna-
NOCTYTH, TPEeHAXEPHHH 3a7, NepykapHi Ta eKCKypCiHiHi 3aMOBJICHHA B

3a/1eXHOCTi BiAl piBHA roTeso)

VnpasjiHHs SKIiCTIO FOTEILHOI MOCTYTH Mizyisrac 6a30BHM 3aKOHOMIPHOCTAM MEHEDKMEHTY

skocTi. BoHO posrnsnaerscs pazom

i3 MEHEIKMEHTOM AKOCTI, TOMY INO Ll TICHO MOB’s3aHi Ta

NIOTIOBHIOIOYH OJHA OAHY c)epH MiANBHOCTI, MO CTBOPIOIOTH YNpaBNiHHA AKiCTIO Y MacmTabi
xommanii. Ha (pac. 2) BiZTBOPEHO aHami3 IBOX 3HA4YEHb KEPYBAHHA SKICTIO MOCIYT.

YnpasjiHcbka SKicTh

nocayr

i

Ynpasninks axicrio (quality control) - ue
BHpileHHA NPo6sieM AKX BHYTPILIHBOTO, TaK i

pnuux HanpAMKiB AiAnbROCTI roremo. Le
RiANBHICTH ONEpPAaTHBHOrO XapakTepy, Lo

NiANPHEMCTBA, AKI BIUTHBAIOTH Ha NMPOLEC
CTBOPEHHS NOCIYT 3 Mertolo 3abe3neueHHA i
AKOCTI OUIAXOM BHKOHAHHA ¢ynan

PO3po6KH Ta BPOBAWKEHHA 3axo/iB,
NPUAHATTA pilleHb MO0 AKOCTi.

CKIaAHHHA Pi3HOCTOPOHHIA MPOLEC, IO BHMArac

30BHilUHBOIO XapakTepy o BiAHOIEHHIO 10

INIACHIOCTBCA KEPIBHHIITBOM Ta NEPCOHAIOM

TUIaHYBaHHA T2 KOHTPO/IO AKOCTi, KOMYHiKauii,

MeHenxmMeHT AKocTi (quality management) -
1i€ acMeKT KEPiBHHITBA MiINPHEMCTBOM Y
LLNOMY, 1O 3AICHIOETECS BHIUHM
KEpiBHHUTBOM, AKe 3abe3nedye pecypcamy, y
TOMY HHCHi - IOACKHMH, OpraHi3oBye poboTty
LIOMO AKOCTI, B3aEMOJIE 3 30BHILLHIM
CepefOBHILEM, BHIHAYAE NONITHKY Ta TUIaHH B
cdepi AKOCTI Ta NpuiimMae cTpaTerivni # BaXNUBi
ONEpaTHBHI PillleHHA 3 AXOCTI. [0 BHKOHAHHL
uMx QYHKUIA 3aTy4al0TECa YCi CniBpobiTHHKY
NiANPHEMCTBA, ae BiANOBLAANLHICTD 38
3arafibHe yNpaBAiHHA AKICTIO Hece BHLLE
KepiBHHLTBO.

Puc. 2 Cmpyxmypa npasnisua aKicmio Ha 3acadax TQM

Bueni i NpaKTHKH 33 KOPJOHOM TOB’A3yi0Th CyyacHi METOAM YNPpAaBNiHHA AKICTIO 3

merogonoricio TQM (total quahty management) -
HTOM fKOCTi. B CBiTI BHKOPHCTOBYIOTHCH p13m KOHUemuii MEHEDKMEHTY AKOCTI Ta

MEHCIDKME

3arajibHUM  (BCEOCAXXHHMM, TOTAILHHM)

MeToaM YNpaBMiHHA AKICTIO 1A Bﬂplmeﬂﬂﬂ npo6eM, N0B’A3aHHX 3 HANAHHAM SKICHHX HOCHYT 1
NIiiBHLIEHHS KOHKYPEHTO3IaTHOCTI FOTEiB.
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"ui 6a3y€ThCa HA CTaHAapr
Cucrema BU3HAYEHHS PiBHA AKOCTI rOTENbHHX nog"';og,s%;agﬂ B 193;9 p. 6yna Baen::;
JCTY ISO 9000:2015 3 ypaxyBaHHAM BHMOT ACTY .lS : 0.110 ix cranaaptiB. Ceprudikar
o6oB’s3koBa cepTudikallis AKOCTI roTeJbHHX NOCayr Bl’ﬂ“”m",s
BINOBIAHOCTI AKOCTI BUAACTLCA HA TepMiH He Ginbiue I ATH PO';'K cTi TOCAYT Ha CBpOTIEHCHKoMy
[nobanbha KoHuenuis 3akoHoaasyoro 3abesneyeHHA 3
uux nonoxenns [7]:
PHHKY CITHPAETHCA B OCHOBHOMY Ha TpH (yHAaMEHTAIb

1) CucreMy ynpasniHHs SKiCTIO B roTesli.

2) KOHTpO/b AKOCTI rOTEALHUX TOCHTYT. ) .

3) €auny ouinky BiznosigHocTi sKocti (cepTHdixaniio) NOCIYT- = Hmn:;g::?x;o;gg" ;
roTeNb NOBHHHMI HAAATH NOKA3 TOrO, U0 BOHH BiANOBIAAIOTH “"9’""”0;3?0 R "
Ilpu npoMy cam 0Ka3 MOXeE BHIJIAATH MMO-PI3HOMY, ocKinbky BHOIp HEOOXIIH €C pog i
BIANOBIZHOCTI HOPMi 33 MOXIHBICTIO 3AIACHIONOTH cami roTei. Y LBOMY TUIAHT ik g

AR P p . BHOOpI pi3Hux

3BaHY MOJYNBHY KOHLENLiIO, BIAMIOBIHO 0 AKOi FOTEN MEBHOIO Mipoio BUIBHI y
MOZIYNiB U1 OTPUMAHHSA AHAJIOTIYHOTO 260 HaBiTh iICHTHYHOTO pe3yNbTaTy.

OmHMM i3 Cy4acHHX MiIXOMIB IO OUiHKH (paKTOpIB AKOCTI € IXHE rpynyBaHh,
ynpasniHug [8]. Bono mMae Takuii Burnsm: i o

- CcTparteris rotemo (CHCTEMH YNpasjiHHS AKICTIO MalOTh 0co0JIHBOCTI NMPH peanilanii
cTpareriii andeperuianii, HiHOBOro nifepcTsa i PoKyCyBaHHA);

- pobOTH 3 NPOEKTYBaHHA HOBHX MOCIYT; )

- OCHameHHS (TeXHiYHMM CTaH OCHAIEHHA, HOro fAKiCHI MapaMeTpH, CTYNIHb 3HOCY,
BLANOBIAHICTH NEBHAM BHMOraM LIOZ0 PiBHA SKOCTI NOCHYT);

- mepcoHa (BiANOBIAHICTE KBanipikaLiiHUM BUMOTaM);

- TOBapHO-MaTepianbHe 3aGesmeyeHHs (CBOEYACHICTh, SKICTh, HAMIMHICTE CHCTEM
MOCTaYaHHA).

Cranpnapra ISO cepii 9000 BcTaHOBWIM €IMHHMA BH3HAHHMI Yy CBiTI MIXiA O AOrOBIPHHX
YMOB LIOJI0 OLIHKH CHCTEM SKOCTI Ta OIHOYACHO PerjaMeHTYBalH BiJHOCHHH MiX BHPOOHHKAaMH i
cnoxusayamu nocayr. Cranpapr ISO 9001 MicTHTs mepemik BHMOT 0 CHCTEM MEHEDKMEHTY
AKOCTI opradisauiii, #oro akryansHa Bepcis «SO 9001:2015 CucreMH MEHEIXMEHTY SKOCTI.
BuMOru», mo MICTHTb IHCTPYKUIKO LIOXO AOCATHEHHS CTANOr0 ycniXy 6yab-SK0X OpraHi3auicio y
CKJIAZIHOMY, BHMOTTABOMY CepeIOBHLI, LIO OCTIHHO 3MiHIOETHCA 3 MO3MILIH MEHE/DKMERTY AKOCT],
Horo aktyanbHa Bepcis — «ISO 9004:2009 MeHemKMEHT MIS HOCATHEHHS CTAIONO ycrixy
opranizauii. [Tizxia Ha OCHOBI MEHEKMEHTY SKOCTI.

Taxum 9uHOM, MOXHa 3a3HAYHTH, WO ynpam_rinuu AKICTIO FOTEILHAX TOCTYT — 3araibHHi
npouec, WO OXOMMOE OpraHisaliiiHy, EKOHOMIYHY, CONiaNbHY NiNCHCTEMH TrOTENBHOTO
MiANpHEMCTBA. SIKICTh MOXHA NPEACTABHTH Y BUIIAAi nipamiau (puc. 3).

IO MoJserinye

ToranbHHA MeHeLKMEHT

Cucrema skocri rorenio

SxicTs BHKOHAHHS Po6OTH roTenem

HAxicTs nponyxuil rorenso

Puc. 3. Brok-cxema modeni ynpasninus sxicmio «nipamioa axocmiy

BUCOKOIO OpraHi3allifHO-TEXHIYHOrO DiBHA Hajamus n

A oc : : i
poboTH BKIIOYAaE OOIPYHTOBAHICTh NPHAHATHX YTIpaBilig YT, HeoOximumx YMOB mnpaui. SKicTb

CbKHX pilens, CHCTeMY nnaHyBaHHS.
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oo %Oﬁl:ie ;:;qenn:oau;a; m:cn, pobotu, Gesnocepembo TI0B’S3aHOi 3 HAZAHHAM NIOCTYT (KOHTPOTS

. BOCYACHE BHARICHHA BHNAJIKIB HESKICHOro 00C/IyroByBamHs). Slkicts
NOCTYT" € CIUIAZoBOIO 1 HAC/IIKOM AKOCTI poGotd. Ha 1soMy eTami 6esnocepelbo OLIHIOETECA SKICTH
HaJlAHHA NOCITYT, IyMKa CTIOXHBAYa, aHai3YroThes peksiamaii [10].

: Hmc'n P°50TH.6e3nocepe11Hbo noB’s3aHa i3 3abe3neyeHHaM pyHKUiOHyBaHHA roTemo. Lle -
AKICTD KeplBHHHTBg | ynpaBniHHa (NnaHyBaHHA, aHani3, KOHTpons). Bix AkocTi nnaHysaHHs
(po3pobku cTparerii, cucteMu mianis TOLLO) 3anexaTh AOCATHEHHS NOCTAaB/IEHHX LileH i AKICTH
FOTEJLHHX TOCIYT.

.Ha CY4acCHOMY eTamni pO3BHTKY MeHemxMeHTy skocTi TQM cdopmysanncs yHiBepcatbHi
MOAEM, AKI BH3HAYAXOTb OCHOBHI €IEMEHTH YNpaBliHHA AKICTIO NOCYT (TOBapiB Ta pobiT), METONH
e(.bemnnoro. JAocArHeHHs uwined. Jlawi Mojeni MoXHAa BHKODHCTOBYBaTH i B TOTENbHOMY
NIANPHEMCTBI 13 BpaXyBaHHAM 0cobnuBOCTe# TexHonorii 06cayroByBaHHs, ceundikn rorenbHux
nocnyr AK NpoaykTy npaui. Cepea HUX cif BUALIHTH ABI:

= Mozens «I’sts My, wo po3po6nena pinomum puenum ®. Kotnepowm;

- wmozens «Iletns skoctin, E.Jleminra.

Monens ynpaeminks «[I’ste M» nepenbadae, mo SKiCTh MOCHYT AOCATAETHCA depe3
epeKTHBHE YNpaBNiHHA yciMa CKIafoBHMH 0OCTyroByBaHHA B roteni: mepconanoM (MEN),
obnannannsM (MACHINE), matepianamu (MATERIAL), meronamu (METHOD) i HaBKOTHIIHIM
cepeloBHlleM, MikpokniMarom (MILIEU).

IHIDa BiloMa MOZENb - «dIeT/is SKOCTI» NPHHHATA 3@ OCHOBY B MDKHApPOIHHMX CTaHAapTax
ISO 9000-9004 i xapakTepu3ye eTanmu >XHTTEBOrO LMKIY IOCHYTH, CEpell SKMX MAapKETHHT,
NPOEKTYBaHHA MOCHYTH; MarepialbHO-TeXHiYHe 3ale3nedyeHHd; NiAroToBKa po3pobNeHHS
TEXHOJIONYHOro mnpouecy o6CIyroByBaHHS; HaJlaHHA TOTENLHOTO NPOAYKTY; KOHTPONb SKOCTI;
PEKOHCTPYKILisl Ta eKCILTyaTallisi roTensHoro Gpoxay; iHppacTpyKTypa roTeno; TeXHiyHa A0noMora
B 00C/IyroByBaHHi; MiABHIIEHHA KBanidikauii nepconany [13].

NiABUILCHHA PIBHA AKOCTI

rOTEJIBHOrO MPOAYKTY
( 3HHKEHHA ONCpaLifHMX BHTPAT
\ L
OcHOBHI LI MEHEIKMEHTY SKOCTI
SOt~ FoTeRLNOro Giatecy 3abe3neyeHHA CBOEYACHOro Ta
3 |___ IIBHAKOIO 00CITYroByBaHHA

OTPHMaHHA NO3HTHBHOINO
¢$iHaHCOBOTO pe3yNbTaTy

Puc. 4. OcrHoeni yini MenedXcMeRmy AKOCMi nociyz 20menbrozo bisHecy

Omxe, 3a ocHoBy TQM MoxHa BHUTHTH TaKi NPHHLMIH:

- opi€HTalliA Ha CMOXHBAYa. [oTenbHe MIANPHEMCTBO MOBHHHO nepenbayuTH NOTOYHI i
nepcrexTHBHI NoTpebn CBOIX KITi€HTIB, BAKOHYBaTH iXHi No6aXaHHA 1 HAMAraTHCh NePEeBEPLINTH
iXHi O4iKyBaHHA; n ) . : )

- nipepctBo KepiBHuKa. KepiBHHKH 3a6e3ne4yloTh €AHICTb Wi i HANPAMKY ALUTBHOCTI
oprauisauii. Bonu OBHHHI CTBOPIOBATH i NiATPHMYBATH BHYTPILIHIO KYIBTYPY. o

- 3aryuenns MpauiBHHKiB. [lepcOHaT YCIX PIBHIB CTAHOBHTb OCHOBY opraisauii, TOBHe
3aydeHHs 3yMOBIIOE HAMOBHIIIE BUKOPHCTAHHS ixHix 31i6HOCTE}H;

- NiZXiA HO CHCTEMH SIKOCTi SK MpOLECY. L{ini roTeNbHOro MiANPUEMCTBA JIOCATAIOTBHCS
HIiCTb i yNpaB/liHHA pecypcaMH 3MIHCHIOETBCA AK NMPOLECOM;
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. cHcTeMHHil MiEXin [0 ynpasniHHA. YrpaBliHHA axicTio eQeKTHBHE Y Bunanky
. ’ .
pcebiuHOro po3yminHs npobrem i epeKTHBHOTO MEHEUKMEHTY B3a€MOIOB A3aHHX MNPOLECIB gx

CHCTEMH NiABHILIEHHS e(DEKTHBHOCTI OpraHisauii npu JOCATHEHHI i'f.umg”ﬁ; ‘
. mocTifiHe MiZBMIEHHA PpE3y/IbTATiB MisAbHOCTI opramizauwil - B LUIOMY HeobXimno

PO3I/IANATH AK TOIOBHY, HE3MIHHY LLTb NOTENILHOrO M ANPHEMCTBA. '
Ins edexTuBHOi POGOTH Hal MEHEKMEHTOM AKOCTI nocayr, HeoOXilHO BH3HaunTy

OCHOBHI LN YNpaBiHHs IS TOTENBHOrO MiANPHEMCTBA Ta OWIHMTH BCi MOJAbIII NMEPCIIEKTHBY,

Ha (puc. 4) BH3HaYeHO OCHOBHI LL/Ti MEHEIDKMEHTY AKOCTI NMOCIYT. .

Buchoskn. OTke, Bifl AKOCTI MEHEIKMEHTY 3ajeXarh NOCATHEHHA MOCTABNCHHX LiNe
AKiCTb roTenbHux mnocayr. Sikicte pobotn GesmocepeaHso nop’s3aHa 13 336.esneqeunm' dyHk-
uioHyBaHHs rotemo. Lle - AKiCTh KepiBHHITBA i yNpaBNiHHA. To6T0 1e CYKYNHICTh YTNPaBAIHChKUX
opraHiB i 06’€xTiB ynpasiiHH4, B32€MONOB’ A3aHUX METOMIB i 3aco§in -MCHCIDKMCHT)’ roTesnsHoro
NiANPHEMCTBA, WO CIPSMOBaHI Ha BCTAHOBJEHHs, 3abe3neyeHHA 1 MUTPHMKY BHCOKOTO PIBHs
skocTi mocayr. SIkicTe mocayr, SK KOMIUIEKCHE MOHATTH, Binb6uBac ePeKTHBHICTh YCIX CTOpiH
NisIBHOCTI rotemo. | Ak pe3ynbTart, ue CNpUATHME 3a6e3ned4eHHI0 KOHKYPEHTOCIIPOMOXHOCTI #

npubYTKOBOCTI rOTELHOTO MiANPHEMCTBA.
Cnucox BHKOPHCTAHHX [KepeJi

1. Ynpaenisgs sKicTio: HapdansHuii noci6uux / I'. L Kaninoc, I. B. I'pabosceka. - K. :
Konpop-Bunasnuurso, 2016.

2. Mohammed Youssef Abu Sharar «Measurement and Evaluation of Hotel Services.
Quality in the Light of International SERVQUAL. Model and Ways for its Development.» CTaTTA.
-2017.

3. Araponosa JILI'. «TypusM, rorelbHHH Ta pectopaHnuii Gi3Hec: LIHOYTBOPEHHS,
KOHKYpeHIlisi, JepxasHe perymopadHs» : Hasu. nocibHuk ns CTyA. BHLI. HaBd. saknanis/ JI.
Aradonosa, O. Araponosa; KuiBchkuil yH-T TypH3MY, EKOHOMIKH i NpaBa. — K.: 3uanns YkpaiHs -
2015.
4. Koteuupka A.A., Boponina O.H. «JlocnifukeHHs MapKEeTHHIOBHX acnexTiB AKOCTI
OCIIYT SIK FOIOBHOIO YHHHHKA KOHKYPEHTOCTIPOMOXHOCTI MiATIPHEMCTB chepu nocayr» - 2016.

5. CTY ISO 9004:2018 «Ynpasninua skicTio. Skicte opramizauii. HacraHopu mOA0
JOCATHEHHS CTAIOrO0 YCIiXy»

6. Hauionansnuii crannapt Ykpainu. Cucremu ynpasiiHHs skicTio. OCHOBHI N0JI0XEHEA
Ta cnoBHHK TepMini. ISO 9000:2005, IDT. ICTY ISO 9000:2007// K.: JlepxcnoxnBcTaHAapT.

7. Ilnkau B., I'peuana O. «MeToauyHi NiZIX0AH A0 OUIHKH AKocTi mocayr» - 2017.

8. Ipankis O.51. «Cy4achi niixoau A0 OUiHKH AKOCTi nocayr» crarrs. — 2015.

9. Mepkynosa H.l. «Ctannapt cHCTEM MEHEDKMEHTY: CYYaCHHH CTaH, LUIAXH PO3BHTKY,
npoGieMH BUKOpHCTaHH:A» - 2016. ‘

10. Babenko 1.0. «CydgacHu#H KOHTPOJIb AKOCTi pobGOoTH MepCoHamy SK OAHA 3 OCHOBHHX
dyHKui# MEeHeDKMEHTY» cTaTTa. — 2018.

11. CyyacHu#i MEHEIKMEHT: BHMTOKHM, peanil Ta NEepCrneKTHBH PO3BHTKY: 30ipHHK Te3
BceyKpaiHChKOT CTYZEHTCHKOT HayKOBO-IPAKTHYHOI KOH(epeHUiT npHCBsYeroil 66 pignuui B HHA
Hapo/DKeHHS 11.¢.H., npodecopa [lerpa Crenanosuua bepesiscekoro. — ly6nsanu, 2017.

12. Clare Naden. ISO management system standards continue growth trend, according t0
ISO Survey [enexTponun#i pecypc] / Naden Clare. — 2018.

13. Yokep [Ix. «Ynpapninug rorenem» - M. FOniti-/lana - 2012.

14. Kotnep ®., Boyen [1., Metikens [l. «Mapketunr. Foctunnicts. Typusm» M.: KOHUTH-
Jlana - 2010.

15. MKG Hospitality: Bilan Mondial de I’activité hételiére.[Electronic resource] - 2015.

Po6ora BHKOHaHa Nl HAYKOBHUM KEPiBHHITBOM JI-pa €KOH. HayK, npodecopa
BOCOBCBHKOI M. B.
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Jonatok b

Howmepuuii GpoHn roremnto ckiagaeTses 3 124 cydacHUX HOMEPIB KaTeropii

«JIrokey, «HamniBnrokey ta «CTanaapt», KOKEH 3 IKUX MPOIMOHYE OJTHOMICHE ab0

nBOMicHE po3MmilieHHs. [lopsaok mpoXUBaHHS y TOTEN1 HABEJAEHO y TaOIuIIL.

IHopsinoxk npoKMBaHHA y TOTeJdi «YKpaiHa»

JlaH1 npaBuiia MPOKUBAHHS B TOTEIN € 3aTalIbHUMU 1 MOXKYTb 3MIHIOBATUCH Yy

3aJIEKHOCTI B/l TUITY HOMEDY.

Peectparris

Peectpanis 3aizay: 3 14:00-15:00 roaus.
Peectpais Bin'i3ay: mo 12:00 - 13:00
TOIVH.

Posmimienss miteil Ta HagaHHA
JIOJATKOBUX JIIKOK

JliTh 10 5-TH POKIB PO3MIIIYIOThCS
0€3KOIITOBHO. 3a I0AATKOBY IJIaTy
MO>KJIMBE HAJJaHHS JJ0JIaTKOBOT'O MiCIISl.
Bin 5 - 14 pokis:

- JlonaTkoBe nixkko (3a 3armutom) 300
I'pH. 32 TUTUHY 3a HiY.

be3 BIKOBUX 00OMEXEHD

Hemae BikoBUX 00MEXEHb JIJIs1 peecTpartii
3ai31y

JlomarHi TBapuHU

Po3MimeHHst 3 JOMaIIHIMUA TBAPHHAMHA
3a00pOHEHO.

JleTanpHUN OITMC HOMEPIB TOTENIO «YKpaiHa

Homepnuii ¢pona rorento «Ykpainay

«OnHOMICHHMH CTaHAAPT»

Po3mip Homepa: 15 m?

Howmep BrIIOUae: KoHIUIIIOHED, TeaedoH,
XOJIOIUITFHUK, TeneBi3op (kabenpae Th),
poboue miciie, TOCTYII JJ0 MEepexi
InTepHer.

Jlo mociyr rocTeli BaHHa KiMHaTa 3
TyiieM 1 6€3KOMTOBHUMU TyaJIeTHO-
KOCMETUYHUMHU 3ac00aMHu.

«JIBOMiCHU HAMIBJIIOKC)»

Po3mip Homepa: 32 m?

HarmiBmrokc 13 KOHAUIIOHEPOM, 30HOIO
BIJIMOYMHKY 3 TEJICBI30POM,
XOJIOIUILHUKOM 1 MIUCBMOBHM CTOJIOM.
Banna kimMHaTa ycratkoBaHa mymiem. J[o
MOCJIYT TOCTEH TamoYKH i OE3KOIITOBHI
TyaJeTHO-KOCMEeTHUYH1 3acobu. Lleit nrokc
Ma€ T0JIaTKOBUM MPOCTIP.

«JIIoKe»

Po3mip Homepa: 40 m?
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JIBOKIMHATHHM JTFOKC 13 OAJIKOHOM Ta
KOH/TULIIOHEPOM.

Jlo mociyr rocteil BiTainbHs 3 MiH1-0apom
1 TENIEBI30POM 3 IJIOCKUM €KPaHOM,
poOouHnii CTUI Ta ENEKTPUUHUIN YaHUK 3
Ha0opoM uaiB. Y BaHHIN KIMHATI 3 JAyllIeM
HAJAIOThCS XaJaTH, TAITIOYKH 1
O€3KOIIITOBHI TyaleTHO-KOCMETHYHI1
3aco0u.

[{iHu 3a NpOKUBaHHS y TOTEJII:

3a HoMep «OaHoMicHUM cTangapT: 600 rpH. / 106a;
3a HoMeDp «JIBomicHmi cTangapT»: 960 rpH. / 106a;

3a HOMep «OaHOoMICHUHM HamiBIOKC»: 860 rpH. / 100a;
3a HoMeDp «JIBomicHm HamiBiOKke»: 1110 rpH. / 1006a;

3a HOMep «JItokcy»: 1960 rpH. / moba.

*BapricTb cHimanky 100 rpH Ha 0co0y (HE BXOAUTH B BapTICTh HOMEPY)
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Jonatoxk B

Pecropasn ta Gap:

Pecropan rorento «Ykpaina» cneniaiaizyeTbCsl Ha €BPONEUCHKIN 1 YKPATHCHKIM
KyXHI1 3 aKIIECHTOM Ha M'SICHUX CTpaBax.

Pecropan po3ainenuii Ha 1Ba 3aiH, siKi 0POPMIIEH1 Y PI3HUX CTHIISIX:

- Benukuii 3an: cyyacHuil €BpoNechbKUN IHTEP €p OCHOBHOTO 311y 3 BEJIMUE3HUM
€KpaHOM Ha BCIO CTIHY, JIa€ MOXKJIMBICTh EPEHECTUCH B OY/Ib SIKY TOUYKY CBITY.
KinbkicTe Micup 3a croaukamu — 90; pypumernux — 100; 6enkernux — 70.

- benkernuii 3an: benkeTHa 3ana opopMieHa yHIKaIbHUM PO3IHCOM CTIH B
YKpaTHCbKOMY CTHII1, TPEKPACHO MOEAHYETHCA 3 TI0/IaY€I0 CTPaB HAI[IOHAIBHOT KYXHI.
KinbkicTe Micup 3a croiaukamu — 27; pypumernux — 40; 6enketHux — 30.

Takox B TeI1y mopy poKy MpaIftoe JiTHS Tepaca, JIJIs MOI[IHOBYBAYiB BIAMIOYNHKY
Ha CBIKOMY TMOBITPI.

Pectopan npomnonye:

e CBpPOIEHCHKY KYXHIO 3a KIIACHYHUMHU pelieNTaMu
e VYKpaiHCHKI CTpaBU 3 OPUTIHAJIBHOIO M0AYEI0
e [lpoBenenHs OCHKETIB
e Opranizarlis 6i13HeC-3aX0/iB
e KeiitepuHrose o0cIyroByBaHHs
INogunu pobotu: pecropan: 7:30 - 23:00. bap: 11:00 - 23:00. Cuinanok: 7:30 -

10:00 (3a cuctemoro mBeachkoro crona). [lepepsa: 10:00 - 11:00.

Tako>x rotenb Haja€e DOCIYTH CIa IEHTPY: 030POBUi MPOIEAYPH, CaAyHY,

COHﬂpiﬁ, d TaKOK 3aMOBHTHU CCAHC MACAXKYy.
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Homarok I'

KonadbdepeHir — cepBic rorento «YKpaiHay:

HIupokuM MOMMTOM KOPUCTYIOThHCS KodepeHI-mocayru. ['otens mpomnonye 3
OararodyHKI10HAIbHI KOH(pEpEHI-3au:

o Kondepenn-3an Nel (Benukuii 3ain 85 m?) Ha 80 mocaIKOBUX MiCIIb
(BkIIOYHO 6 - B ipe3uii). Lle ontumanbHe Miclie 71l MPOBEICHHS
npe3eHTallli, CUMII031yMIB, CEMIHApiB, 300piB Ta TPEHIHTIB.

e Kondepenu-3an No2 (manuii 3a1 72 mM?) 3 OBaJIbHUM CTOJIOM Ha 50
nocaakoBux Micib (30 - 3a cronom, 20 o nepumerpy 3aiy). Lle 3pyune
MICIIE JIJIsl IPOBEJICHHS JIUTOBUX 3aXO(1B: KPYTJUX CTOJIIB, O13HEC-
3yCTpiueH, A1JIOBUX MEPETOBOPIB, HapaJl Ta Mpec-KOHQPEPEHIiH 3a y4acTio
npeacTaBHukiB 3MI.

o Kondepeni-zan Ne3 (kiMHaTa 11 IeperoBopiB 32 mM?) 3 KPYTJIIUM CTOJIOM
Ha 15 mocaKoBHX MiCIIb.

Kondepenii-3anu ocHaleHi npe3eHTalifHuM 00J1aTHAHHSAM: POESKIIHHUM
€KpaHOM, MYJIbTUMEAIITHUM POEKTOPOM (HE BKIIIOYEHO Y Tapud opeHan), diimn-
gapToMm, npoBigauM ta Wi-Fi [HTepuerom, TpuOyHOO 17151 BUCTYIIB (BEJIUKUN 3a1).

Iina openau koudepeni-3any — 400 rpu/ros.
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Honarok /1

[Ipukian aHKeTH OIIHKH SKOCT1 HAJIAHUX MOCIIYT B TOTEN1 « Y KpaiHay

AHKeTa roctsi

(HaM Ba)xJTMBA BaIlla TyMKa)

Bame im’st

Homep kimMHaTH:

Jlara
TIPO’KUBAHHS !

Eyéb Jlacka nocmaeme 2alouKy Hawum nociyeam.

| Jobpe

I 3anoBijabHO | ITorano

Cay:x6a npuiiomy:

3ycTpiu Ha
pelleeHi

v

IIBuakicTs
00CITyroByBaHHsI

J1006po3u4IHBiCTh

Howmep:

Komopopr

Yucrora

3py4HiCTB JiKKa

Temneparypa

3BYKOI30JISAIIISE

Banna kimaara

Lina

Pectopan:

Skicth
MPUTOTYBAHHS

OO6cmyroByBaHHS

Komrutexrarrist
CHIiJTAHKY

Iina

Cna-ueHrp:

IndopmoBaHicTh
PO HOCAYTY

3a10BOJIEHICTh
MPOLIEAYPOIO

[pusitHicTh
[ePCOHATY

Lina

v

KOHKPETHUX HEIOTIKIB.

AHKeTa MOe OXOILTIOBATH SIK OCHOBHI ITOCJIYTH, TaKl Ik HOMEp, CHIJITaHOK,
peecTpalig y aaAMiHicTpaTopa, Tak i nogatkosi - CITIA-nporieaypu, TpeHaxXepHHi 3a,
3aMOBJICHHS KBUTKIB, TIOCTYTY aHIMaTOpiB, 00CITyroByBaHHS B pecTopati i T.A. [IpoTe
Taka aHKeTa He TIOBUHHA OyTH 00’ €MHOIO 1 CKJIaIHOI0 100 JI0IMHA HE BIAMOBUIIACH
BUTpavaTH Ha Hei CBii yac, aje i MICTUTH BC1 BAXKIIMBI ITYHKTH JIJIs1 KEPIBHUIITBA

TOTEJIO JUTSl BUSIBJICHHSI BUCOKOT'O UM HU3BKOTO PiBHS OOCITYrOBYBaHHS, Ta YCYHEHHS
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Honarok E

KOJU

Hara (pik, micsmp, gncio)201901| 01

[TinnpuemcTBO IIpAT <<FOT€UJH) Ykpainay sa €JIPTIOY | 20123093
(HaliMeHyBaHHS1)
3BiT npo ¢inancosi pesyabraTu (3BiT NpO cykynHuii A0xin)
3a__Pik 2018
®opma Ne 2 Kox3za IKY/[ | 1801003
I. ®inancoBi pe3yabTaTH
Crarta Kon | 3a 3BiTHU# 3a
panaka| mepion aHaAJIOTTYHUI
nepios
MOTIEPETHBOTO
POKY
1 2 3 4
UucTuit noxia Bix peamizanii npoaykiii (ToBapis, pooir, mociyr) | 2000 106342 150374
Co06iBapTicTh peaizoBaHOi IPOAYKIIiil (ToBapis, pooit, mocayr) | 2050 | (124568 ) (171709)
Banosuii: 0 0
MpUOyTOK 2090
30UTOK 2095 | (18226) (21335)
[H1I11 OTIEepaIiiiHi JOXO0aH 2120 10538 7774
AMIHICTpATHBHI BUTPATH 2130 | (10765) (16213)
Butpatu Ha 30yT 2150 (5491) (8921)
[HIIi oneparifiii BUTpaTu 2180 | (228954) (24710)
DiHaHCOBMI pe3y/IbTAT BiJl onepauiifHol AifJIbHOCTI: 0 0
MpuOyTOK 2190
30UTOK 2195 | (252898) (63405)
Jloxix Bix yyacTi B KamiTauni 2200 0 0
[H1I11 (hiHaHCOBI HTOXOAM 2220 25 38
[ ToX0 U 2240 98396 118741
DiHaHCOB1 BUTpATH 2250 | (75348) (36779)
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Brparu Bix yyacTi B Karitasi 2255 (0)] (0))
[HIIi BUTpATH 2270 | (32659) (126893)
DiHaHCcOoBU pe3yJIbLTAT 0 ONOJIATKYBAHHS: 0 0
npuOyTOK 2990
30HUTOK 2295 | (262484) (108298)
Butpartu (10xin) 3 mogaTky Ha IpuOyTOK 2300 0 0
[TpuGyTOoK (30MTOK) Bi/l IPUMTMHEHOT MISUTBHOCTI TICIIs 2305 0 0
OTIOJATKYBAHHS
Uucrtuii pinancoBuii pesyabrar: 0 0
MpUOYTOK 2350
30UTOK 2355 | (262484) (108298)
I1. Cyxkynumuii noxin
Crartsa Konx | 3a 3BiTHuii | 3a aHanoriyHuii
psaaka| mepion nepiof
MIOTIEPETHBOTO
POKY
1 2 3 4
Jloo1iHka (yIiiHka) HeOOOPOTHUX aKTHBIB 2400 0 0
Jloo1iHka (yiiHka) (piHaHCOBUX IHCTPYMEHTIB 2405 0 0
Haxonu4ieHi KypcoBi pi3HHUII 2410 0 0
UacTka iHIIOTO CYKYITHOTO JIOXOJy acOIliHOBAaHMUX Ta COUTbHUX | 2415 0 0
MiIPHUEMCTB
[HImMii cykynmHui AoXia 2445 0 0
IHmuMii cykynHuii 10Xig 10 onogaTKyBaHHS 2450 0 0
[TogaTrok Ha MPUOYTOK, MOB’SI3aHUMN 3 IHIIUM CYKYITHUM 2455 0 0
T0X0JIOM
IHmmMi CyKkynmHMi 0XiA micjas OnoAaTKyYBaHHS 2460 0 0
Cyxkynnuii noxin (cyma psiakis 2350, 2355 Ta 2460) 2465 262484 108298
II1. EnemenTH onepauniiHuX BUTPAT
Hassa crarri Kon | 3a 3BiTHHI | 3a aHAIOTTYHUN
psaaka| mepion nepion
MOTIEPETHBOTO

POKY
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1 2 3 4
MarepianbHi 3aTpatu 2500 | 18361 11757
Butpartu Ha omiary mnpari 2505 | 23498 29466
BinpaxyBaHHS Ha COLIaIbHI 3aX011 2510 8512 10968
AMOpTH3AILis 2515 | 63778 64915
[HIIi oTepariifHi BUTpaTu 2520 | 395683 98507
Pazom 25501 509832 215613

IV. Po3paxyHok noka3HuKiB NpuOyTKOBOCTI aKIlii

Hazsa cratTi Kon | 3a 3BiTHuit | 3a aHaIOTTYHUI
psaaka| mepion nepiof
MOTIEPETHBOTO
POKY
1 2 3 4
CepenHbopiuHa KUTbKICTh TPOCTHX aKITIHA 2600 (1466800000, 1466800000
CkopuroBaHa cepeIHbOPIYHA KUTHKICTh MPOCTUX aKITIH 2605 (1466800000 1466800000
UucTtuit npudyToK (30MTOK) Ha OJTHY MTPOCTY AKIIIIO 2610 -0,4 -0,14
CkopuroBanuii unctuit npuOyTOK (30MTOK) Ha OJHY MPOCTY 2615 -0,4 -0,14
AKI{IFO
JluBizeH M HA OJTHY MPOCTY AKIit0 2650 0 0

KepiBauk

I"onoBHMit Oyxrairep




Hara (pik, micsus, uncio)202001

90

HonarTok €

KOJU

01

[TinnpuemcTBO IIpAT <<FOT€UJH) Ykpaigay sa €JIPTIOY | 20123093
(HaliMeHyBaHHS)
3BiT npo ¢inancosi pesyabraTn (3BiT NpO CyKynHuii A0Xin)
3a__Pik 2019
®opma Ne 2 Kox3za IKY/[ | 1801003
I. ®inancoBi pe3yabTaTn
Crarta Kon | 3a 3BiTHU# 3a
panoka| mepion aHaAJIOTTYHUI
nepioj
MOTIEPETHBOTO
POKY
1 2 3 4
Uwucthii qoxix Bix peamizaiii mpoaykiii (ToBapis, po0it, mociyr) | 2000 | 168922 106342
Co0iBapTicTh peanizoBaHOl IPOAYKIIil (ToBapiB, pooit, mociayr) | 2050 | (144287) (124568)
Banosuii: 24635 0
MpUOyTOK 2090
30HUTOK 2095 0) (18226)
[H1I11 OTIEepaIiiiHi JOXO0aH 2120 514710 10538
AMIHICTpATHBHI BUTPATH 2130 | (15867) (10765)
Butpatu Ha 30yT 2150 | (12541) (5491)
[HIIi onepalifiii BUTpaTu 2180 | (684326) (228954)
DdiHaHCOBMI pe3y/IbTaT BiJl OnepauiifHol AifJIbHOCTI: 0 0
MpuOyTOK 2190
30UTOK 2195 | (173389) (252898)
Jloxix Bix yyacTi B KamiTtaui 2200 0 0
[H1I11 (hiHaHCOBI HOXOAM 2220 31 25
[ ToX0 U 2240 144562 98396
DiHaHCOB1 BUTpATH 2250 | (40647) (75348)
BtpaTu Bin yyacTi B KamiTtaui 2255 ) (0)]
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[HIIi BUTpATH 2270 | (101791) (32659)
DinaHCcOBUI pe3yJIbLTAT 0 ONOJIATKYBAHHS: 0 0
npuOyTOK 2990
30HUTOK 2295 | (171234) (262484)
Butpartu (10xin) 3 mogaTky Ha IpuOyTOK 2300 0 0
[TpuGyTOoK (30MTOK) Bil IPUMTUHEHOT TISUTBHOCTI TiCIIs 2305 0 0
OTIOJATKYBAHHS
Uucrtuii pinancoBuii pesyabrar: 0 0
MpUOYTOK 2350
30UTOK 2355 | (171234) (262484)
II. Cyxkynuuii noxia
Crartsa Konx | 3a 3BiTHui | 3a aHanoryHuii
psaaka| mepion nepiof
MOTIEPETHBOTO
POKY
1 2 3 4
Jloo1iHka (yIiiHka) HeOOOPOTHUX aKTHBIB 2400 0 0
JlooriHka (yiiHka) (piHaHCOBUX IHCTPYMEHTIB 2405 0 0
Haxonu4ieHi KypcoBi pi3HHUII 2410 0 0
UacTka iHIIOTO CYKYITHOTO JIOXOJy acOIIHOBAaHMX Ta COUIBHUX | 2415 0 0
MiIPHUEMCTB
[HIIMI CYKYTTHUN TOX1]T 2445 0 0
IHmuMii cykynHuii 10Xig 10 onogaTKyBaHHS 2450 0 0
ITonaTok Ha MpUOYTOK, OB’ SI3aHUM 3 IHIIUM CYKYITHUM 2455 0 0
IT0XO0JIOM
IHIuMii cyKkynHuii 10Xia mic/isi omogaTKyBaHHSA 2460 0 0
Cyxkynnnii noxin (cyma psiakis 2350, 2355 Ta 2460) 2465 171234 262484
I11. EnemenTn onepaniiiHuX BUTPAT
Ha3zsa cratTi Kon |3a 3BitHuil | 3a aHamoriyHMiA
psaaka| mepion nepion
MOTIEPETHHOTO
POKY
1 2 3 4
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MarepianbHi 3aTpatu 2500 | 25899 18361
Butpartu Ha omiary mnpari 2505 | 28342 23498
BinpaxyBaHHS Ha COLIaIbHI 3aX011 2510 7327 8512

AMOpTH3AILis 2515 | 63458 63778
[HIIi omeparniifii BUTpaTu 2520 | 988367 395683
Pazom 25501 1113303 | 509832

IV. Po3paxyHok noka3HuKiB NpuOYTKOBOCTI aKii

Hazsa cratTi Kon | 3a 3BiTHuit | 3a aHaIoTYHUI
psanaka| mepiof nepiof
MOTIEPETHBOTO
POKY
1 2 3 4
CepeHbOpIYHA KUTBKICTh TIPOCTUX aKIIiH 2600 1466800000, 1466800000
CkopuroBaHa cepeIHbOPIYHA KUTHKICTh MPOCTUX aKITIH 2605 (1466800000 1466800000
UucTtuit mpuOyToK (30MTOK) Ha OJTHY MTPOCTY AKIIIIO 2610 -0,4 -0,4
CKOpUTrOBaHUN YUCTUH PHOYTOK (30MTOK) Ha OJHY IIPOCTY 2615 -0,4 -0,4
AKI{IFO
JluBieH M HA OJTHY MPOCTY AKIIiI0 2650 0 0

KepiBauK

["osoBHUMIA Oyxranrep
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Homatok K
Ankera SERVQUAL

Yacmuna 1.

[Tpocumo BucnoBuTy Bamry 1ymMKy mio1o THX KpUTepiiB, SKUM Mae

BIJINIOBIIATH ificalIbHE TOTEIBHE MIAMPUEMCTBO.

Jl71st OLIHKY BUKOPUCTOBYWTE IIKATY, HaBEJCHY HIK4e. Skio Bu moBHicTIO 3roHi 3
MPEJCTAaBICHUM TBEP/PKEHHSAM, TO 00BeAITh U(Py 5 HABIPOTH HBOTO. K10 BH NOBHICTIO HE
3TOJIHI 3 IUM TBEPKEHHM, TO 00BeaiTh udpy 1. Octanni 3HaueHHs (2, 3 14)
B1I00paKarOTh CTYIiHb Baroro HabavKeHHS 10 Ti€l 9 1HIIO1 KpaiHbO1 TOYKHU 30PYy.
[Tpocumo Bac BigmoBicTH Ha KOXKHE MTUTAHHS

1. B roreni noBUHEH OyTH IIMPOKUI CIIEKTP Ha/JaBaHUX MOCIYT 51413 |2]1
2. InTep'epu nmpumilieHb NOBUHHI OyTH y BIIMIHHOMY CTaH1 51413 |2]1
3. [lepconan noBuHeH OyTH MPUEMHOT 30BHIIIHOCTI 1 0XalHUM 51413 |2]1
4. T'oTenb MOBUHEH BUKOHYBATH 3000B'sI3aHHS 110 Ha/IaHHIO 51413 |2]1
3asIBJICHHX TTOCIIYT /IO PU3HAYEHOTO TEPMIHY

5. Ilepconait 1 KepIBHUITBO rOTEJIO MOBUHHI Ha/IaBaTH BCUISKE 51413 |2]1
CHPUSIHHS Y BUPIIICHH] TPOOJIEMHUX CUTYaIlill TOCTEN TOTEIIO

6. ['oTenb MOBUHEH MAaTH XOPOIITY PEIyTaIlito 5141321
7. CiBpoOITHUKY MMOBUHHI MOTEpeKaTH roCcTel PO MOMKIIUBI 51413 |2]1
npooseMu

8. [lepconas moBUHEH OYyTH TUCIUILTIHOBAHUM 51413211
9. IlpaniBHUKY TOTEIIO MIOBUHHI OyTH BUCOKOKBaTiikoBaH1 5|1413|12|1
10. ITepconHas ToTeINO MOBUHEH JIOTIOMAraT rOCTsIM 3 BHOOPOM 51413 12|1
MOCIIYTH

11. Mk mepcoHaioM TOTEIO Ta TOCTSIMHU TOBUHHA ICHYBATH 51413 12|1
aTMocdepa JT0BIpH 1 B3aEMOPO3YMIHHS

12. IlepcoHasi MOBUHEH OyTH BBIWIMBHUM I10 BITHOIEHHIO JI0 TOCTEH 51413211
13. KepiBHHIITBO TOBMHHO HA/IaBaTH BCUIAKY IMIATPUMKY 5141312|1
CHiBpoOITHUKAM ISl €hEeKTUBHOT pOOOTH 3 TOCTSIMU

14. Jlo rocTeil MOBUHEH MPOSBIATUCS 1HIUBITYIbHUN TIAX1]T 51413211
15. IlepcoHalt MOBUHEH MPOSIBIATH OCOOUCTY y4acTh Y BUOODI 5141312|1
KOMILJIEKCY MTOCIIYT TOCTEM

16. CniBpOOITHHKY OBHHHI OPIEHTYBATHUCS HA IHTEPECH CIIOKUBAYIB 51413|12|1
17. Po3knan poGOTH NOBUHEH OYTH 3pYYHHM JUISl CIIOKHUBAYIB 51413211
rOTEJIbHUX MOCIYT

Yacmuna 2.

[Tpocumo BucioBuTH Bairy qyMKy 1m1o/10 BiIIOBITHOCTI TOTEN0 «YKpaiHa» rnepepaxoBaHUM
HIDKYE KPUTEPISIM.

1. 'orens «YkpaiHa» Ma€ MUPOKUN CIEKTP HaJaBaHUX MTOCIYT

2. InTep’ep mpuMilieHb TOTENO «YKpaiHa» B 6€310raHHOMY CTaH1

3. Ilepconan rorento «YKpaiHa» NPUEMHOT 30BHIIIHOCTI Ta OXaifHi
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4. I'oTenb ((praIHa>> BHUKOHY€ 3000B's13aHHS 3 HaJaHHA 3asBJICHUX
MOCJIYT 1O NMPU3HAYCHOTO TepMiHy
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5. SIk1io y crnoXuBayiB TPaIuISIOTHCS MPOOJIEMH, TO KEPIBHUIITBO i
NEPCOHAJ TOTENI0 «YKpaiHay JONOMararTh y iX BUPIIECHH]

6. l'oTenb «YkpaiHa» Mae rapHy penyTarito

7. IlepcoHain momnepepkae rocTed Mpo MOXKIJIKBI IPo6IeMH

8. Ilepconai rotento «YkpaiHay) JUCHUIUTIHOBAaHUN
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9. CiBpoOITHUKHY TOTEI0 BUCOKOKBaTiI(hiKOBaHUI




10. CriBpoOITHUKHM JOMOMArarTh TocTsM «YKpainay 3 Bubopom nocnyr | 5 | 4
11. Mix nepcoHanoM i TOCTSIMH iCHY€e aTMocdepa J0BIpH 1 5| 4
B32€EMOPO3YMIHHS

12. CiBpoOITHUKH BBIWIMBI 110 BiTHOIIEHHIO JI0 TOCTEH 5| 4
13. KepiBHUIITBO Ha/la€ BCUIAKY MiATPUMKY CITIBPOOITHHKAM IS 5| 4
e(eKTUBHOI pOOOTH 31 CIIOKUBAYEM

14. 1o rocteli mposIBIISIEThCS IHAWBIAYATbHUAN TIIXi1]T 5| 4
15. TlepcoHal TOTEIIO MPOSIBIISIE OCOOUCTY y4acTh y BUOOP1 KoMIuiekey | 5 | 4
MOCITYT CIIO’KUBAYEM

16. CiiBpoOITHHKH OPIEHTYIOTHCS HA IHTEPECH TOCTEH 5| 4
17. Po3knaa poOotu rotento « YKpaiHa» 3pydHHUil s rocteit 5| 4
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onaTok 3
Pesynbratn ankeryBanns SERVQUAL

Ne i ExcriepTHi o1iHKH Pefitunr Pefitunr Koedirient

THUI OUIKYBAaHHS | CIPUHHSTTS SIKOCTI

M1 | B roreni noBuHeH OyTH IMHUPOKHUNA CIIEKTP 5 5 0
TIOCJIYT, 10 HA/TA0ThCS

M2 | InTep'ep mpuminieHb MOBUHEH OYTH B 4,75 3,75 -1
BIZIMIHHOMY CTaHi

M3 | Ilepconan noBuHEH OyTH MPUEMHOT 4,75 4,75 0
30BHIIIHOCTI 1 IX 30BHIIIHIA BUTJISI
MOBUHEH OyTH 0OXaHUM

H4 | I'oTenb moBMHEH BUKOHYBATH 3000B'I3aHHS 5 5 0
3 HaJIaHHS 3asSBJICHUX TOCTYT JI0
MIPU3HAYEHOT0 TEPMIHY

HS5 | Ilepconan i KepiBHUIITBO TOTEIIO TIOBUHHI 5 4,75 -0,25
HaJaBaTH BCUISKE CIIPUSHHS Y BUPILIECHH]
poOJIEMHUX CUTYallll rocTen

H6 | I'oTenb moBMHEH MAaTH XOPONILY PENyTaliio 4,5 4,5 0

H7 | CniBpoOiTHMKY TOBUHHI MTOTIEPEIKATH 3,75 45 0,75
TOCTEH MPO MOXKJIMBI TpoOIeMHU

U8 | CriBpoOITHUKH TOTENIO IOBUHHI OYTH 45 45 0
IUCIAILIIHOBAHNMHU

Y9 | Ilepconan moBUHEH OyTH 4,75 4 -0,75
BHCOKOTIPO(DeCiHHUM

Y10 | Ilepconan roTesto MOBUHEH JOTIOMaraTu 4,75 45 -0,25
CIOXKMBa4YaM 3 BUOOPOM TOCIIYTH

IT111 | Mix nepcoHanoM rOTEIO Ta TOCTSIMHU 4,25 4,25 0
TTOBUHHA ICHYBaTH atMocdepa J0BipH 1
B3a€EMOPO3YMIHHS

I112 | Tlepconan noBuHEH OYTH BBIYJIMBUM TIO 5 45 -0,5
BIJHOILIEHHIO JIO TOCTEH

[113 | KepiBHUIITBO MOBUHHO HAJaBaTH BCUISKY 4 3 -1
MIATPUMKY CIIBPOOITHUKAM TSI
e(eKTHBHOT pOOOTH 31 CHOKMBAYEM

C14 | lo rocreii MOBUHEH MPOSBIISITUCS 4,75 4,75 0
IHAMBIAYAIbHUM MIIX1]T

C15 | Ilepconai MOBUHEH MPOSIBIATA OCOOUCTY 3,75 35 -0,25
y4acTb y BUOOpI KOMITJIEKCY MOCIyT
CITOKHMBAYEeM

C16 | CniBpoOITHUKM TOBUHHI OPIEHTYBATUCS 4,5 4,5 0
Ha IHTepecH rocrei

C17 | Po3knaa poOOTH TOTENIO MOBUHEH OyTH 5 4,25 -0,75
3pY4YHUU 71 TOCTEN
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HHooamox U

IlepenvoBa 10 mocafoBoi iHcTpyKMii
0.1. JloxymeHT Habupae B YMHHOCTI 3 MOMEHTY 3aTBEP/PKCHHSL.
0.2. Po3poOHHK JOKYMEHTY:
0.3. lokymeHr y3romkesmst:
0.4. Tlepioguuna niepeBipka JaHOTO JOKYMEHTY 3/IIHCHIOETHCS 3 THTEPBAIIOM, 110 HE MEPEBUIIYE 3 POKH.
1. 3arajbHi noJoKeHHs
1.1. Iocana "TlokoiBka 1-ro po3psay" BiTHOCHTECS 110 Kateropii "PobGiTHuKH".
1.2. Keamidikamniitai BuMoru - 6a3oBa abo HermoBHa 6a30Ba 3arajibHa cepeiHs ocBita. KopoTkocTpokoBe BUpoOHHYE HaBYaHHS a00
iHcTpyKTax. bes BUMOr 0 cTaxy poGoTH.
1.3. 3Ha€ Ta 3aCTOCOBYE Y JISUTBHOCTI:

- IIpaBmia KOPUCTYBAHHS TOTEIISAMH Ta HaJaHHS TOTEINBHUX TTOCIYT;

- IpaBWIa BHYTPIIIHBOTO POMOPSAKY B TOTEJI, TEXHOJIOTIIO 1 HePioIMYHICTh IPHOUPAaHHS HOMEPIB 1 IPHMIIIEHB 3aralbHOTo
KOPHUCTYBaHHS TOTEIIO;

- pO3TalllyBaHHs MICLICBOI 3aipHOi apMaTypH i MPOTHIIOKEKHOTO 00JIaTHAHHS,

- IIpaBMJIa i HOPMH OXOPOHH TIparli 1 BUpOOHWYOI caHiTapii.
1.4. TlokoiBka 1-ro po3psiay NpU3HAYAETHCS Ha TI0CaTy Ta 3BUIBHSIETHCS 3 TIOCAIH HaKa30M IO opraHizamii (miampreMcTBy/opraHizarii).
1.5. IlokoiBka 1-To po3psiay MiAMOPSAKOBYEThCs Ge30cepeHbO
1.6. IlokoiBka 1-ro po3psiny kepye podororo
1.7. TlokoiBka 1-ro po3psiy mif yac BiICYTHOCTI, 3aMiIIA€ThCs 0COOOI0, MPH3HAYCHOIO B YCTAHOBJICHOMY MOPSJIKY, sika HaOyBae
BiJITIOBI/THUX TIPaB 1 HECE BiMOBIAATBHICTH 32 HAJIS)KHE BUKOHAHHSI MIOKJIA/ICHUX Ha HHOIO O0OB'SI3KIB.
2. XapakTepHcTHKA POOiT, 3aBJaAHHA Ta 0CA0Bi 000B'13KH
2.1. Ilpubupae Ta yrpuMy€e B YUCTOTI HOMEPH r'OTEITIO, CAHBY3JIH Ta iHIII 3aKPiIUICH] 32 HEFO MPUMIIICHHS.
2.2. 3MiHIOE TIOCTiNBHY OUTN3HY, PYIIHUKH 1 TyaJIeTHI peul Micsist KOXKHOTO BUI3/ly MEIIKAHIIS, a B pa3i TPUBAJIOrO IPOXKUBAHHS Y
TepMiHH, sKi nepeadaueHo [IpaBuiaMu KOPUCTYBaHHS FOTENIIMH Ta HAJIAHHS TOTEIIBHUX MOCIYT, TPUOUPAE JIXKKa.
2.3. 3milicHIOE TeHepanbHe TPHONPAaHHI HOMEPIB i MPUMIIIEHB 3TiTHO 3 MPUHHATOI0 TEXHOJIOTIEIO Ta MepioANYHICTIO.
2.4. IpuiiMae 3aMOBJICHHSI BiI MEIIKaHIIIB HA IIOOYTOBI TIOCIYTH Ta 3a0e3edye iX CBoe4yacHe BUKOHAHHSI.
2.5. Y pa3i BUABJICHHS 3i1ICOBAHOrO MEIIKAHIAMHU MaliHa Ta 00J1a{HaHHS TOTENr0, iHPOPMYe Mpo Iie YepProBoro Ha MoBepci.
2.6. CTexuTh 3a CBOEIO 30BHILIHICTIO.
2.7. lonepxyeTbest paBuil OE3MeYHOr0 BUKOHAHHS POOIT 13 3aCTOCYBaHHSIM €JIEKTPONPHIIAIiB, APAOUHH TOLIO.
2.8. 3Hae, po3yMi€ i 3aCTOCOBYE ir04i HOPMATUBHI JTOKYMEHTH, 1[0 CTOCYIOTBCS HOT0O TisSUIBHOCTI.
2.9. 3Hae i BUKOHYE BUMOI'M HOPMAaTHBHHX aKTiB PO OXOPOHY Ipalli Ta HABKOJIMIIHBOTO CEPEIOBHILA, JOTPUMYETBCS HOPM, METOJB 1
MPUIIOMiB 0€3MEYHOr0 BUKOHAHHS POOIT.
3. IlpaBa
3.1. INokoiBka 1-ro po3pssy Mae IpaBoO BXKUBATHU i A1 3an00IraHHs Ta yCyHEHHs BUIIKIB Oy/b-AKHX MOpYIIEHb a00
HEBI/NOBITHOCTE.
3.2. TTokoiBka 1-ro po3psiay Mae IpaBo OTPUMYBATH BCi niepedayueHi 3aKOHOIaBCTBOM COL{ialIbHI TapaHTii.
3.3. TTokoiBka 1-ro po3psiay Mae NIpaBo BUMAraTH COPUsIHHS Y BUKOHAHHI CBOiX MOCAI0BUX O0OB'SI3KIB 1 3/1iHCHEHHI MPaB.
3.4. TTokoiBka 1-ro po3psiay Mae nIpaBo BUMaraTH CTBOPEHHS OpraHi3alliifHO-TeXHIYHUX YMOB, HEOOXIHUX JUIsi BUKOHAHHSI [10CA0BUX
00OBI3KIB Ta HaJIaHHS HEOOXiHOrO O0JIaAHAHHS Ta IHBEHTapIO.
3.5. TTokoiBka 1-ro po3psiay Mae npaBo 3HAHOMUTHUCS 3 IPOSKTAMH JIOKYMEHTIB, 1[0 CTOCYIOTHCS HOTO isUIbHOCTI.
3.6. TTokoiBka 1-ro po3psiay Mae npaBo 3alUTYBATH | OTPUMYBATH JOKYMEHTH, MaTepialii Ta iHpopmaliiro, HeoOXiIHi 1yIsi BUKOHAHHS
CBOIX MOCA/I0BHUX OOOB'A3KIB 1 PO3MOPSIKEHb KEPiBHHUIITBA.
3.7. TlokoiBka 1-ro po3psiay Mae npaBo MiABHUIIYBaTH CBOKO mpodeciiiy KBaidikariro.
3.8. TlokoiBka 1-ro po3psiay Mae npaBo MOBIIOMIISATH IIPO BUSBIICHI B POLECI CBOET isLTBHOCTI HOPYILICHHS i HEBIAMOBIAHOCTI 1 BHOCUT U
MPOIO3ULIIT 00 TX YCYHEHHSL.
3.9. IokoiBka 1-ro po3psiay Ma€ MpaBo 03HAHOMITIOBATHCA 3 JOKYMEHTAMH, 1110 BU3HAYAIOTh IpaBa Ta 000B'SI3KU
4. BinnosifaabHicTh
4.1. TTokoiBka 1-ro po3psiny Hece BiANOBINAIBHICTh 32 HEBUKOHAHHS a00 HECBOEYACHE BUKOHAHHSI MOKJIAICHHX I €10 [10CaI0BOI0
IHCTPYKIIi€t0 000B '513KiB Ta (a00) HEBUKOPHUCTAHHS HAaIaHHUX MPaB.
4.2. TlokoiBka 1-ro po3psiny Hece BiAMOBIIATBHICT 32 HEJOTPUMAHHS MPABHJI BHYTPILIHBOTO TPYIOBOI'O PO3IMOPSAKY, OXOPOHH TIpalli,
TeXHiKu 6e3neku, BUpOOHNYOI caHiTapil Ta MPOTHITOKEKHOTO 3aXHUCTY.
4.3. TlokoiBka 1-ro po3psimy Hece BiANOBIIABHICTD 32 PO3TONOLIeHHs iH(popMAIlii mpo opraHizariro (miAnpUEMCTBO/yCTaHOBY), IO
BiJTHOCHTBCSI 10 KOMEPIIIHOT TAEMHHII.
4.4. TlokoiBka 1-ro po3psiny Hece BiANOBIIATBHICTH 32 HEBUKOHAHHS a00 HEHaJIe)KHE BUKOHAHHS BUMOT BHYTPIIIHIX HOPMATUBHHUX
JOKYMEHTIB oprasizaii (IiAmprueMcTBa/yCTaHOBH) Ta 3aKOHHUX PO3IOPSHKEHb KepiBHUIITBA.
4.5. TlokoiBka 1-ro po3psimy Hece BiAMOBINANBHICTD 32 MPABOMOPYILEHHS, CKOEHI B IPOLIEC] CBOET MisTBHOCTI, B MEXaX, BCTAHOBJICHHX
YHHHUM aJIMiHiCTPaTUBHUM, KPUMiHATHHUM Ta UBLIEHUM 3aKOHOJABCTBOM.
4.6. TTokoiBka 1-ro po3psiny Hece BiANOBINANBHICTD 3a 3aBAAHHS MaTepiaibHOTO 30MTKY OpraHi3aifii (ImiAnmprueMCTBY/yCTaHOBI) B MEXax,
BCTaHOBJICHIX YHHHUM aIMiHICTPATUBHIM, KPUMiHATBHUM Ta IUBLTEHAM 3aKOHOJABCTBOM.
4.7. TlokoiBka 1-ro po3psiay HEce BiAMOBIIANBHICTD 32 HEMPABOMIpHE BUKOPUCTAHHSA HAJIAHUX CITY»KOOBHX MIOBHOBAYKEHb, & TAKOXK
BHUKOPHUCTAHHA iX B OCOOMCTHX ILJISX.
Iara | rotenb«Y kpaina»
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Homarok I

ACY rorejJbHHX
NiANPUEMCTB

AHIJIOMOBHHII aHAJIOT

OCHOBHI IpeACTABHUKH

Cucrema ynpaBiIiHHS TOTeIeM

Property Management
System (PMS)

Micros Fidelio, Lodging Touch
LIBICA, Epitome PMS, Amadeus
PMS, OPERA, Optima, Cenium,
Nimeta, Enensgeiic, ['otens3, KEI
Hotel, UCS Shelter, ITapyc-
I'otens, ['anakTuka

Cucrema ynpaBiiHHS pECTOPaHOM

Point Of Sales (POS)

Epitome POS, InfoGenesis POS,
Rkeeper, Micros, [Tapyc-
Pecropan, 1C: [TiampuemcTBoS.
Pectropan

Cucrema yrpaBJiiHHS 3aX0/IlaMU

Sales & Catering (S&C)

Skyware Hospitality Solutions
Sales and Catering, OPERA Sales
& Catering Full Service

Cucrema tene) OHHOTO CEpPBICY

Telephone Management
System (TMS)

Alcatel, Ericsson, Siemens, NEC,
Definity, Meridian, GDX, Bosch,
Panasonic

Cucrema enekTpOHHHX KIIFOYiB

Alcatel, Ericsson, Siemens, NEC,
Definity, Meridian,
GDX, Bosch, Panasonic

VingCard, Timelox, TESA, CISA,
Salto, Onity, Messerschmitt,
Saflok, Inhova

CucreMa eleKTpOHHHUX MiHI0apiB

Mini bar System (MBS)

Fidelio Suite8, Opera Property
Interfaces

CucreMa iHTEPaKTHBHOTO
TeneOayeHHs

Video Services System (VSS)

General Satellite, GuestLink

CucreMa eHepro30eperKeHHs

Energy Management
System (EMS)

StruxureWare software,
Powerstar, Hotelstar

Cucrema 00pOOKH KPEIUTHUX
KapT

Credit Card Authorization
System (CCAS)

Mercury Payment Systems, Tsys
Acquiring Solutions, Heartland
Payment Systems

Cucrema cKI1aJCHKOT0 OOIIKY Ta
KaJbKYIALIi

Food & Beverage (F&B)

Quintig, Libra F&B

Cucrema (pirancoBo-
OyXranTepcbKoro o0IiKy

Accounting System (AS)

Scala, Navision, 1C

CucreMa LHEHTPAIBHOTO
OpOHIOBaHHS

Central Reservation System (CRS)

Amadeus, Sabre, Apollo, Galileo,
Worldspan, Abacus, Infini, Core
CRO

Cucrema iHTepHET OpOHIOBAHHSA

Web Reservation System
(WRS)

Genares, Pegasus IDS Systems

Cucrema KapoBOro 00Ky

Human Resource System (HRS)

Faraon, mySAP HR, Scala HR, E-
Staff, 1C

Cucrema Oe3riexku

Security System (SS)

Access Control Systems, 2-WAY
9000 Remote Star




