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1. Inceprariiiny po60Ty IIPUCBSIYEHO TEOPETUIHOMY I METOTUIHOMY OOI'PYHTYBAHHIO IIiIXOIiB 1O OLiHIOBaHHSI
SIKOCTi IIOCIyT Y cdepi rOTEIbHOTO FOCIOJAPCTBA, 8 TAKOXK PO3POOJIEHHIO IPAKTUYHUX PEKOMEHIallifl 1010
BIIPOBA’KEHHS €(DEKTMBHUX MEXaHIi3MiB i iIHCTPYMEHTIB MiJiBUIIEHHS PiBHS OOCIyrOBYBaHHS 337,151 3a0€311€UEeHHS
BMCOKOT'0 PiBHSI KOHKYPEHTOCIIPOMO>KHOCTI IiAIIPUEMCTB FOTEJILHOTO TOCIIONAPCTBA KPAIHU, 3MILJHEHHS IXHIX
[I03MLIiM HA PUHKY Ta 3a0€3[1eYeHHs CTaJIOr0 PO3BUTKY rajysi sIK Ha perioHajbHOMY, Tak i Ha Hal[ijOHaJIbLHOMY
PiBHSIX. 3aIpOIIOHOBAHO aBTOPCHKY iHTEPIIPETALLil0 IIOHSTTS «I10CJIyTra MigIIPUEMCTB FOTEJIBHOTO FOCIIOAPCTBaY, SIK
OPraHi30BaHUM MPOLLEC B3aEMO/ii MK KJIIEHTOM i IIEPCOHAJIOM MiIPUEMCTBA I'OTEJIbHOIO rOCIIONAPCTBA, 110
3iMICHIOETBCS 3 METOK CTBOPEHHS iHIVBIilyali30BaHOI [IIHHOCTI [IJ1S1 CIO>KMBAayYa IJISIXOM HaJaHHS KOMILJIEKCY
MarepiasbHUX | HEeMaTepiaJbHUX €JIeMEHTIB (PO3MillleHHS, CEPBIC, JOaTKOBI [I0CJIYTH), IKUI Ma€ iHTepaKTUBHUH,
HEBiTUyTHUH i CIO>XKMBYO-OPi€HTOBAHUI XapaKTep Ta CIPSIMOBAHUI Ha 3a6€3M1e4eHHSsI KOM(POPTHOTO i 6€3MeYHOTro
nepe6yBaHHS BiINOBIIHO 10 O4iKyBaHb i NOTPeO KiIieHTa. 3anpOrIOHOBAaHO nudepeHLiallilo piBHIB SIKOCTi MOCIyT

MiJITPUEMCTB rOTEIBHOTO TOCIIOAPCTBA, IO OXOILII0E (DAKTUYHUM, TOPIBHSJIBHUY i paliioHanbHUN PiBHI, SIKi



BiJOOPa’KAIOTh Mipy BifIIOBiIHOCTI HANAHOI IOCJIYTY OYiKYBaHHSM, CTAaHIAPTaM i CTpaTeriYyHMM Opi€eHTUPaM
[iANpUEMCTBA TOTEJIBHOTO rOCrofapcTsa. Po3po6ieHo KOHLeNTyalbHy MOZEJb MifiBUIEHHS SIKOCTI [IOCJIyT
MiJIIPUEMCTB rOTEJIbHOTO I'OCIIOJAPCTBA, 10 IPYHTYETLCS Ha IHTErPOBaHIN KOHUEMNIII] «Tpiaik SKOCTi».
3anponoHoBaHa MOJIeJIb OXOIIIOE TPY B3a€MOIIOB'SI3aHi KOMIIOHEHTH: SIKICTb Ha/IaHOI [TOCJIYTH; SIKICTb [IPOLIECY
00CJTyTOBYBaHHS; SIKICTh yIIPaBIiHCbKUX (QYHKIIIM. B3aeM03B'130K MiXX 3a3HAYEHUMU €JIEMEHTaMU PO3IJISITAETHCS B
KOHTEKCTi BiZITIOBIIHOCTi OYiKyBaHHSIM CIIOKMBaya Ta BUKOPUCTaHHS e(EeKTUBHUX METOJiB Ta IPUIOMIB yIIpaBiIiHHS
gKicTi0. PO3p06s1eHO METOJIMKY OL[iHIOBAHHS SIKOCTI IIOCJIYT IiAIIPUEMCTB rOTE€JIBHOIO TOCIIOAAPCTBA, 10
I'PYHTYETbCSI HA IPUHLIUIIAX METOY 06'€IHAaHOI TaKCOHOMii. 3a3HaYeHa MeTOAUKA MOEIHY€E KIACUYHUI Ta
monudikoBaHUI aITOPUTMU TAKCOHOMIYHOTO aHasli3y, a4anToBaHi 4o crenudiku cdepy nociyr i3 BpaxyBaHHIM
IapaMeTpiB €TaJOHHOTO I aHTUEeTaJIOHHOTO 0O'€KTIB. MeTOAMKY JOINIOBHEHO CTPYKTYPOBAaHOI TabIMUIEL0, 110
OXOILJIIOE BCi €Talu OLiHIOBaHHS SIKOCTi MOCJIYT MiJIIPUEMCTB FOTEJIbHOTO FT'OCIIONAPCTBA i3 3a3HAYEHHIM 7151
KOKHOT'O €Taly MO0ro LiJIbOBOro NPU3HA4YE€HHs, iHCTPYMEHTIB peatisallil, 04iKyBaHUX PE3yJbTaTiB, TUILY Ta IKepel
oTpuMaHHs iHdopMallii, opMyJI IJ1s1 pO3PaxyHKIB, a TAKOK MOXKJIMBUX PU3UKiB. PO3po6iieHo QyHKIiOHANIbHO-
Opi€eHTOBaHUM MifXif N0 NOCIiIPKEHHS YIPaBiHCbKOI €PEKTUBHOCTI B KOHTEKCTI 3a06€3[1€UY€HHS SIKOCTi TOCIYT
MigIPUEMCTB rOTEJIbHOTO TOCIOJAPCTBA. BUOKpEMIIEHO YOTMPY OCHOBHI (PYHKIIii yIpaBiiHHS: TIJIaHyBaHHS,
oprasisallisi, MOTHBALlisl Ta KOHTPOJIb. [I7151 KOSKHOI 3 PYHKIIi/ BU3HAYEHO MTOKa3HUKY e(PeKTUBHOCTI (IHANKaTOpN),
sKi Bilo6pakaloTh KJII0UOBi YIPaBIIiHChKI Iii Ta npouecy, o MaoTh NPSIMUM BIIMB Ha PiBEHb SIKOCTi HalaHUX
nocyr. KoskeH iHIUMKaTop OLHIOEThCA 3a IT'SITUOAJIBHOIO IIKAJION0, IO [103BOJISE KiJIbKiICHO BUMIPSITH €(PEKTUBHICTD
peanisanii BignosigHoi ynpasiHchKoi ¢pyHKuUii. OGIPYyHTOBAHO TUIIOJIOTI30BaHUI MiXif 10 BU6OPY YIPaBIiHCHKUX
iHCTpYMEHTIB, sIKWi1 BpaxoBye crienudiky PyHKLiOHYBaHHS Pi3HUX TUIIIB 32CO6iB PO3MilllyBaHHS BiATIOBITHO 10
xiacudikauii KBEJI. 1751 Ko>kHOI KaTeropii 3axksanis (Bif roTesiB 10 I'ypTOKUTKIB i KEMITIHTiB) 3alIpOIIOHOBAHO
peJIeBaHTHI iIHCTPDYMEHTHU yIIPaBJliHH, aJallTOBaHi 10 PiBHA CEPBICY, YMOB IIPOKUBAHHA Ta O4YiKyBaHb CIIOXKMBAYiB.
3arnpornoHOBaHO CUCTEMY OLIiHIOBAaHHS SIKOCTI 0OCJIyTOBYBaHHS, sIKa 06a3yeThCsl HA IIOETAITHOMY aHasli3i B3aeMOZi
KJIiEHTa 3 TOTEJIbHMM MiATIPUEMCTBOM Ta BpPaxoBye creluiky KO>KHOro eTany. JJocigkeHo NOLiNbHICTb
3aCTOCYBaHHS IHCTPYMEHTIB OLIiHIOBaHHS, TAKMX K METOAMKA «TAEMHOTO rocTa», wKana SERVQUAL, yek-ucTy,
XpOHOMETpax, BiieoaHasni3 i KOHTEHT-aHaJi3, 0 [103BOJISIE KOMIJIEKCHO OXOIIUTH SIK CY0'€KTUBHI, TaK i 06’ €KTUBHI
rapaMeTpu SIKOCTi. 3allpONIOHOBAHO MexaHi3M GOopMyBaHHS KOHLEILI SIKiICHOTO 006C/IyrOBYBaHHS, 10 Bio6pakae
B32€MO3B’I30K MIXX CTaHAAPTaMU CEPBICY, MEHEIP)KMEHTOM SIKOCTi Ta YUHHMKAMU KOHKYPEHTHOTO CEPENOBUILR, SIKi
B CYKYIIHOCTi (pOPMYIOTb YMOBHU [1J1s1 TOCSITHEHHSI JIOSIZIBHOCTI TOCTEH Ta 3MilJHEHHS PUHKOBUX ITO3ULIIN
MigPUEMCTBA TOTEbHOTIO rOCIONAPCTBa. JJOCIiIP)KEHO BIUIMB KOJKHOTO 3 KOMITIOHEHTIB Ha 3arajlbHUI PiBe€Hb SIKOCT,
1110 [103BOJIWJIO PO3POOUTU KOMILJIEKCHY ITPOrpamy opraHisalilHUX 3aX0[liB 3 IiABULIEHHS SIKOCTi TOCYT Ha OCHOBI
BMKOPHMCTaHHSI IPOLIECHO-OPi€HTOBAHOI MOAEJI YIIPaBJIiHHS. 3allpONIOHOBAHO KOMILJIEKCHY IIPOrpamy
OpraHi3alifH1X 3aXO0AiB 3 MiJBUIIEHHS SIKOCTI ITOCJIYT, 10 HANAKTLCS MiIIIPUEMCTBAMU I'OTEJIbHOIO rOCIIONAPCTBA,
gKa CUCTEMHO iHTerpye OCHOBHI CKJIa[JOBi SIKOCTi IIOCJIYT 3 BiATIOBIIHUMU LiJIIMU MiATIPUEMCTBA, BUBHAYEHHSIM

KOHKPETHUX 3aX0/IiB, BiITIOBiAaMbHUX OCi0 i KiTbKiCHUX KpUTEPiiB €DEeKTUBHOCTI.

2. The dissertation is devoted to the theoretical and methodological grounds of approaches to assessing the quality
of services in the hospitality sector, as well as the development of practical recommendations for the
implementation of effective mechanisms and tools for improving the standards of service in order to ensure the
high level of competitiveness for Ukrainian hospitality enterprises, to strengthen their market positions and to
promote sustainable development of the industry both at the regional and national levels. The author’s
interpretation of the “hospitality enterprise service” is proposed as an organized process of interaction between
the client and the hospitality enterprise staff, carried out with the aim of creating individualized value for the
consumer by providing a complex of tangible and intangible elements (accommodation, service, additional
services), which has an interactive, imperceptible and consumer-oriented nature and is aimed at ensuring a
comfortable and safe stay in accordance with the expectations and needs of the client. A differentiation of service
quality levels of hospitality enterprises has been offered, covering actual, comparative and rational levels, which
reflect the compliance degree of the provided service with the expectations, standards and strategic guidelines of
the hotel enterprise. A conceptual model for improving the quality of services provided by hospitality enterprises



has been developed based on the integrated concept of the “quality triad”. The proposed model includes three
interrelated components: the quality of the provided service; the quality of the service delivery process; the quality
of management functions. The relationship between these elements is considered in the context of meeting
consumer expectations and applying effective methods and techniques for quality management. A service quality
assessment methodology for hospitality enterprises has been developed, based on the integrated taxonomy
method. This methodology combines classical and modified taxonomic analysis algorithms, adapted to the service
sector with consideration of benchmark and anti-benchmark parameters. The methodology is supplemented with
a structured table covering all stages of service quality assessment, indicating each stage’s purpose,
implementation tools, expected results, type and sources of information, calculation formulas, as well as potential
risks. A functionally oriented approach to analyzing management efficiency in the context of service quality
assurance for hospitality enterprises has been developed. The structure of the evaluation table is based on the
classical management model, which includes the four key functions of management: planning, organization,
motivation, and control. For each function, performance indicators are defined that reflect key managerial actions
and processes directly impacting the quality level of provided services. Each indicator is evaluated on a five-point
scale, which allows to perform the quantitative measurement of each management function effectiveness. A
typological approach to selecting management tools has been substantiated, taking into account the operational
specifics of different types of accommodation facilities in accordance with the NACE classification. For each
category of establishment - from hotels to hostels and campsites - relevant management tools are proposed,
adapted to the level of service, living conditions, and customer expectations. A service quality assessment system
is proposed, based on a phased analysis of client interaction with the hospitality enterprise and taking into account
the specific characteristics of each stage. The applicability of evaluation tools such as the “mystery guest”
technique, SERVQUAL scale, checklists, time-tracking, video analysis, and content analysis has been explored. A
mechanism for forming the quality service concept is proposed, reflecting the interrelation between service
standards, quality management, and competitive environment factors - together creating conditions for guest
loyalty and strengthening market positions of hospitality enterprises. The influence of each component on the
overall quality level has been investigated, leading to the development of a comprehensive program of
organizational measures aimed at improving service quality based on a process-oriented management model. A
comprehensive program of organizational measures is proposed to improve the quality of services provided by
hospitality enterprises, systematically integrating the key service quality components with enterprise objectives,
specific actions, responsible persons, and quantitative performance criteria.
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KBasigikamis: n.e.n., npodecop, 08.00.04

InenTudikarop ORCID ID: He 3acrocosyetses

HoparkoBa indopmamnist:

IloBHe HaliIMeHYBaHHS IOPUAHYHOL 0C00H: JlepkaBHMii yHiBepcuTeT "JKutomupchbka nosirexHika"
Kog 3a €IPIIOY: 05407870

MicquHaXO,T.pKeHHﬂ: ByJ. UynHiBceKa, 6yx. 103, JKuromup, Kutomupcekuii p-H., 10005, Ykpaina
dopma ByacHOCTI: [lepxasna

Cdepa ynpaBriHHS: MiHicTepCcTBO OCBITH | HayKK YKpaiHu

InmenTudikarop ROR:

BaacHe IlpizBume Im's I10o-6aTbKOBI:
1. JaBupoBa OkcaHa lOpiiBHa

2. Oksana Davydova

KBasigikamis: y.e.n., npodecop, 08.00.04

InenTudikarop ORCID ID: He 3acrocosyetbcs



JoparkoBa iHdpopmamnist:

IloBHE HaliMEeHYBaHHS IOPUAHYHOL 0COOH: XapKiBChKUii HAIiOHAIbLHUI EKOHOMIYHUIA YHIBEPCUTET iMEHi

Cemena Kysnens

Kopg, 3a €PIIOY: 02071211

Micue3Haxoa KeHHs: npocnekT Hayku, 6y, 9-a, Xapkis, XapKiBcbkuii p-H., 61166, Vkpaina
dopma BracHOCTI: JlepxasHa

Cdepa ynpaBiriHHS: MiHicTepcTBO OCBIiTH | HAayKu YKpaiHu

InenTudikarop ROR:

PeuenseHTu

Baacue IlpizBume Im'a Ilo-6aTbKOBI:
1. I[Ipuroptok OsneHa MuKoJiaiBHa

2. Olena Prygodiuk

KBasigikanis: k.e.n., nouent, 08.00.05

InenTudikarop ORCID ID: He 3acrocosyerbcs

JoparkoBa iHdpopmamnist:

IloBHE HaliIMeHYBaHHS IOPUAHUYHOI 0COOH: UepKachKuii JepKaBHUI TEXHOJIOTIYHMUIA YHIBEPCUTET
Kopg 3a €IPIIOY: 05390336

Micue3HaxoaKeHHS: oysbBap llleBuyenka, 6yz. 460, Yepkacu, Uepkacbkuil p-H., 18006, Ykpaina
dopma BracHOCTI: JlepxasHa

Cdepa praBJIiHHﬂ: MiHicTepcTBO OCBiTH 1 HayKU YKpaiHu

InenTudikarop ROR:

Baacue IlpizBumie Im's Ilo-6aTbKOBI:
1. Haraiuyk Hena I'puropisHa
2. Nelia Nagaichuk

KBasigikamis: k.e.u., gouent, 08.04.01

Imentudikarop ORCID ID: He zactocoyerbcs

JoparkoBa indpopmamist:

IToBHE HafIMeHyBaHHﬂ IOPUIHUYHOL 0C00H: UepKachkuii iepKaBHUIi TEXHOJIOTIYHUI YHiBEpCUTET
Kopg 3a €IPIIOY: 05390336

Micue3HaxoaKeHHS: oynbBap llleBuyenka, 6yz. 460, Yepkacu, Uepkacbkuil p-H., 18006, Ykpaina
dopma B1aCHOCTI: JlepxaBHa

Cdepa ynpaBiriHHS: MiHicTepcTBO OCBiTH i HayKu YKpaiHu

InenTudikarop ROR:



VIII. 3akr04Hi BimoMocTi

BiiacHe IIpi3Buie Im'sa I1o-6aTbKOBI IpixHo Ipuna MukosnaiBHa
TOJIOBH pagu

BaacHe Ilpi3Bume Im'st ITo-6aTbKOBI [Tpixno Ipuna MukosnaisHa
rOJIOBYIOYOTO Ha 3acCifiaHHi

BigmoBigasbHUH 32 MiATOTOBKY 3pobysa4 PhD

00JIIKOBHX JOKYMEHTIB

PeecTtpartop YkpIHTEI

KepiBHuk Bigginy YKpIHTEI, mpo €
BiZITIOBiZaJIbHUM 3a PEECTpalLilo HayKoBOi IOpuenko TeTsHa AHaToiiBHA

OisIJIbHOCTI




