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METOOUYHMMA NIOXiO OO OUIHKWK
AKOCTI TOTENbHUX NMOCNYr

A. C. KAMJIIHA
(Buwmnn HaBYanbHW 3aknag YKooncninkm
«lMonTaBCbKMI YHIBEPCUTET €KOHOMIKW | TOPriBIi»)

AHomauissi. Mema cmammi rionisizae 8 00cnioXeHHi MemoduyYyHUX r1i0xodie 00 OUiHKU sSIKocmi 20-
mernbHuUX rocrye. Memoduka docnidxeHHs. BupiweHHs1 mocmasneHux y cmammi 3agdaHb 30il-
CHeHO 3a Q0rNoMO20K makux 3azasilbHOHayKosuX i crieyiasibHUX Memoodie O0CiOXeHHS: aHanidy ma
cuHme3sy, cucmemamu3sauii ma y3azanbHeHHs, diarnekmuy4Ho20 ridxody. Pesynbmamu. Y cmammi
pO32/IIHYmMO numaHHs MexHO02iYHo20 fpouecy obcry2o8ysaHHs Ha MidNpueMcmeax 20merbHO20
eocriofapcmea, yOOoCKOHaneHo MemoOuKy MOOerir8aHHs cucmemu 06cr1y208y8aHHSI 20meriig, 3arnpo-
[TOHOBAHO BUOKPEMJIIEHHST maKuXx rpouyecie obcry2o08y8aHHsI 8 20merii, SK rpuxoeaHull, 3amiHeHuU
i demoHcmpaujtHudl. lNMpakmu4Ha 3Hadywjicmb pe3ysibmamie 0ocsiOxeHHs. Y cmammi ecma-
HOoBreHo, Wo Haltisuuwull pieeHb SKocmi 06Crly208y8aHHs1 8 20MerisiX MOX/IU80o 00Csemu 3a paxyHoK
KOMIIEKCHO20 1iOX00y.

Knrouoei cnoesa: memoduyHuti nidxiod, nidnpuemMcmea 20mesibHO20 eocriodapcmea, cucmema,
rpouec obcryeo8ysaHHs, siKicmb 06CTy208y8aHHS.

IlocTanoBKka mMpo0JieMH B 3arajJibHOMY BH-
mIsii Ta 3B’5130K i3 HalBAKJIMBIIIMMEU HAYKO-
BHMHM YU NPAKTHYHUMHU 3aBIaHHsaMH. Huni
HONIMPEHUM € BIOCKOHAJICHHS CHCTEMH SIKOCTI
00CIJIyrOByBaHHS CIIOXKMBa4iB METOIOM Marema-
TUYHOTO MOJIeTFoBaHHS. OCOOIUBO 1€ aKTyaJIbHO
Ui 3ac00IB PO3MIIICHHS, IO TPEACTABISIOTH
CKJIaJJHy CHCTEMY, Ha SIKy BIUIUBAIOTH HU3Ka 30-
BHIITHIX 1 BHYTPINIHIX (haKTOPIB.

TexHonoriuHuii mporec 00CITyroByBaHHs CIO-
KMBA4YiB Y TOTEJSX BKIIIOYAE CTAHJIAPTHHIA mepe-
JIK MOCIYT, IO HAJAIThCS TOCTIO, alle BIH MOXKe
OyTu BapiaTUBHUM Y TEXHOJOTIYHOMY IIHKJIL.
Takox ciify 3a3HAUUTH, 1O 3aBKIU 30€piraeThb-
Cs TIOCJTITIOBHICTh HA/IaHHSI OCHOBHUX TOCTYT Ha
KOXKHOMY €Tar TpOoIecy: OpOHIOBAaHHS MIiCIIb;
MIPUIIOM, pEECTpAIisl 1 PO3MIIIICHHS TOCTS; BHi3.T
Ta OCTaTOYHA OILIaTa IMOCIIYT TOTEIIO.

AHaJTI3 0OCTAHHIX J0CJI/KeHb i myQrikamiii.
B ocHOBy MopenroBaHHSI CUCTEMHU OOCIIyrOBY-
BaHHsI TOTEJIO MOKJIAJEeHO METOJHKY, aBTOPaMHU
sxoi € II. Cromspuyk, B.IOzeBuu 1 H. Cycon
[1,c. 143—151]. s meromuka 3amporoHOBaHa
JUIE  TIOBHOCEPBICHUX 3aKJIafiB PECTOPAHHOTO
rocrojapcTBa M ajanToBaHa HaMH IS 3acO0iB
pO3MIiIIIEHHS, 30KpeMa TOTEJiB.

®opMmyBaHHsl HiJIeil cTarTi (MOCTAHOBKA
3aBIaHHs1). METOIO CTarTi € JOCIIIKCHHS Me-
TOAMYHUX MIIXO/IB 0 OIIHKHU SKOCTi TOTEIBHHUX
HOCITyT

Buxitan ocHOBHOTO Marepiary D0CTiKeHHS 3
MMOBHUM OOTPYHTYBAaHHSIM OTPUMAaHHMX HAyKOBHX
pe3ysbTaTiB.

CtpyKTypa cucTeMHu 00CIyroByBaHHS B roTe-
7l mependayae BUOKPEMIICHHSI CyKYITHOCTI BCiX
CTPYKTYPHHX €JIEMEHTIB 00CIyroByBaHHsI B TOTe-
JIi, 3 BIAMOBIIHUMU BXITHUMHU M BUXIJHAMU Ia-
pameTrpamu miporecy (puc. 1).

Taka mocTaHOBKa MUTaHHS J03BOJISIE (HhOpMY-
BaTH MEXaHI3MHU YIPABIIHHSI CUCTEMOIO 00CITyTo-
BYBaHHS B TOTEJl, SIKa MPEACTABISAE CyKyIHICTh
npoueci X ...X,: 3yCTpiu roCTel; mpuiom, pe-
ecTpartis; 00K 3alfHATHX HOMEPIB, MOTICPEIHIX
3aMOBJICHb; 3a0€3MEeYeHHs BIIMOYMHKY TOCTEH
IIpU peecTpalii; 3ade3neueHHs 30epiraHts peden
1 ofITy rocrei; 3a0e3MeueHHs OXOPOHU TOCTeH;
3a0€3MeUYeHHs] CaHITapHO-TITE€HIYHUX TOTped
roCTei; PO3MIILIEHHS TOCTEH; HaJaHHS MOCIYT
111 yac nepedyBaHHs rOCTs; PO3paxyHOK 1 BUOYT-
TSI TOCTSI.

JocmimpkeHHs: cucTeMu OOCITyrOBYBaHHS B
TOTEIISIX PETiOHY TOKa3allo Pi3HiI MIX0IU Yy BH-
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O6nik 3alNHATMX
—»| HOMepiB, nonepeaHix [
3amMoBIieHb, X21

3ycTpiy roctew Mpwuiiom i peecTpauis
rotento, X4 rocTten rotento, Xz

3abesneyeHHsi
L3| BiANOYMHKY rocTen nig
yac peecTpaluii, Xo2

OXOPOHWM rocTen, Xs X4

Vs

3abesneyeHHst
30epiraHHs peven Ta
> oasary rocteu nig Yac [
peecTpadii, X23

3abesneyeHHsi
N CaHiTapHo-ririeHIYHNX
notpeb rocten, Xz

‘)l 3abeaneyeHHs HPO3MiLIJ,eHHﬂ rocTei,

Y R b
HapaHHsa nocnyr nig, L’ | HaganHsa nocnyr

Yyac nepebyBaHHs
rocten, Xs

NPoOXuBaHHS, Xs1 : HapaHns
> [AOAATKOBMX NOCAYT,
HapaHHsa nocnyr i Xe

3abesneyeHHs
rocTsiM CUCTEMMU
nosinbHOCTI, X7

Xxap4yBaHHs, Xs2 :

2
Po3spaxyHok i3
roctsamu, Xs
v

MpoBeaeHHs rocTs,
Xg

Puc. 1. Crpykrypa cuctemMu 00CIyroByBaHHS B TOTeli [po3po0IeHO aBTOPOM Ha OCHOBI [ 1]

KOHAHHI OJIHAKOBHMX ONEpalliid IiJ 9ac 00CiIyro-
ByBaHHs. Sk 1 B MeToaui [1, c. 143], ue oGymo-
BHJIO TIPOBEJICHHS Kiacugikaiii i qudepenmiartii
MPOIIECiB 0OCIYroBYBaHHS CIIOXKHMBAdiB y TOTENl
3a BIAMIHHUMH OCOOJMBOCTSIMH 3 YpaXyBaHHSAM
SKICHUX 1 KUTBKICHUX O3HaK BHKOHAHHS oOIepa-
iH.

Bigomo [1, ¢. 144], mo BiAMIHHUMH 0COOJIH-
BOCTSIMH TIpOLIeCy OOCIyroByBaHHsI CIIO’KMBauiB
€ B3aEMOJIiS ITiJT Yac BUKOHAHHS MEBHOT orepariii
TePCOHAITY 13 CITO’)KUBAYECM.

Bona Moxe BimOyBarucs Oe3rmocepeqHbo Ha
o4ax CIokuBada (mpsiMa fisi) i omocepenkoBaHO
(crioxuBay Jumie OauUTh PEe3yNbTaT HOro Jisib-
HOCTI).

Pa3zoM i3 TUM 111€ OHIE0 0COOJUBICTIO € HO-
CTYIHICTh CIOCTEPEKEHHS 32 BUKOHAHHSM IICB-
HOI onepalii: podoye Miclie i croXxuBaya Oyrie
BIJIKPHUTE MTOBHICTIO, YaCTKOBO, 200 B3arasi HeJo-
CTYIIHE JIJISl CIIOCTEPEIKCHHSI.

Astopamu I1. Cromspuyk, B. FO3eBuu i H. Cy-
COJI 3ampONOHOBAHO KJIacH(PiKyBaTH 3a JaHUMU
O3HaKaM¥ BUKOHAHHS IMPOIIECiB 00CITyrOBYBaHHS

B TIOBHOCEPBICHHX 3aKJIaJaX PeCTOPAHHOTO Toc-
[0ZIapCTBA HA IEMOHCTPALiMHUI THII, 3aTiIHEHUN
TUIN 1 IPUXOBAaHUW TUN BUKOHAHHA mporuecy. Lo
kiacudikaiito 0e3rmocepeIHh0 y TMpeacTaBie-
HOMY aBTOpaMHU BUIISJII MOXIJIHMBO 3aCTOCYBaTu
JMIIE JUIS TiAPO3AUTy XapuyBaHHS, JJIS 1HIINX
IiJTPO3/IUJTIB BOHA 3MIHIOE HATIOBHEHICTh.

Tak mpsima B3aeMomis (ZIIEeMOHCTpAITiiTHIIA
THUIT) BUKOHABLS 1 CIIO’KMBAya MPOTIATOM MPOLECY
oOciyroByBaHHs (IIPUHOMY 1 peecTpartii rocrei
roremo, X,) BiIOYBa€ThCs M MOCTIMHUM CIIO-
CTEPEKEHHSM TOCTS, a AKICTh NPOLIECy BiH MOXKE
BITYYTH BiJ] HAJIArOJKEHO1, MpodeciitHoi podoTn
YeproBoro aJMiHICTpaToOpa, IKHid 3MOXKe Horo 3a-
peeCTpyBaTH ¥ PO3MICTUTH B JIYEHI XBUIMHH.

[Ipsma Ta omocepeAaKoBaHa B3a€EMOJISl BHU-
KOHABIA 1 CIOXKHMBaya (3aTiHEHWUH THII), KOJIH
HAJA€ThC MOXKIIMBICTH YAaCTKOBO CIIOCTEpiraTtu
BUKOHAHHS TEBHUX OIEpaliid, a 1HIIy YacTUHY
aif 3aTiHoTh (X, ). Iocmyra npoxkuBaHHs 1ie-
penbadae TIPOBEJACHHS B HOMEpPI MPHOUPATEHUX
poOIT 3a BICYTHOCTI TOCTS, aje, SIK pe3yibTaT
B3a€MOJII 13 CIOKHBAYEM, € 3aIUIIEHUN KOMII-
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JIMEHT BiJl MOKOIBKU (PYLIHUK Y BUIVISIAL CEpLIs,
JKUBI KBITH y Basi, QpykTH Ta iH.). OOCIyroBy-
BaHHS B HOMepax (cimyx0a «Room servicey), mo-
ciayra xapuysaHHs (X,,), Tpouec BUPOOHMITBA
KyJIHapHOI MPOAYKI] B 1eXax € 3aTiHeHUMH, a
oopmIieHHST cTpaB UIsl TOJadi CIIOKHUBA4y —
YaCTKOBO JJOCTYITHHM.

B3aemoist BUKOHABIS 13 CIIOKMBaveM BiOy-
BA€THCS Yepe3 pe3ysbTar mpoiecy (MPUXOoBaHUN
THUI), KOJIM BCl Onepaiii BUKOHYIOThCS B MICIISIX,
HEIOCTYIHUX JJISI CIIOCTEPEKEHHs! (I TOTEITI0
e X, — HaJlaHHs JOJATKOBHX MOCIYT 13 NPaHHS i
npacyBaHHs OLTU3HU).

3aB/IsIKM 3alIpONOHOBAHUM THUIIAM BUKOHAHHS
MpOIECiB 0OCITyrOByBaHHSI CIIOKUBAYiB, MOXKJIIH-
BO 3/1ICHUTH ONTHUMI3AIiI0 MPOLIECIB 0OCIYTOBY-
BaHHA 1A I ABUIIIEHHS 1X AKOCTI ¥ 3a0e31eucHHs
BHCOKOTO piBHs cepBicy B roremi. Ha mepmomy

erarni mepeadavYaEMO BCTAHOBUTH IMOKa3HUKH
SAKOCTI cHCTeMH O00cimyroByBaHHA. [l 1poro
SKICTb OOCIIyTOBYBaHHS BUPA3UMO 4epe3 CyKyTl-
HICTh y3arajJbHEHUX MOKa3HUKIB: KOMIUIEKCHICTh
MOCITYTH Yepe3 CTYIiHb 33JOBOJICHHS CIIOKHBAYA;
AKICTh poOoTH mepconany [1, c. 144]; axicTh ma-
TepiaIbHO-TEXHIYHOTO CTaHy HOMEpPHOTro (poHIY
Ta MPHUMILIEHb TOPTOBEJIBHOI TPYIU PECTOPaHY,
Oapy abo kade, ne BimOyBaeThCsi OE3MOCEPETHHO
Mporiec 00CITyroByBaHHS.

Ha nactynHomy ertari BU3Haua€EMO CTPYKTYp-
HI B3a€MO3B’SI3KH I hopMyeMO cHucTeMy JaHUX
mpouecy oOCIyroByBaHHS CIIOKMBAadyiB B TOTel
(puc. 2). Pa3zom 3 y3araqbHEHHSIM ITOKa3HHUKIB
SIKOCT1 00CITYTOBYBaHHS TOTEIIO, TIPOBOAUMO JIH-
(hepeHItitOBaHHS HOTO PIBHS BIATIOBIIHO /IO THITY
THX TIPOLIECIB 0OCITyTOBYBaHHSI, 10 BUKOHYIOTb-
cs B roreni (puc. 3).

| KPUTEPIT AKOCTI OBCMYTOBYBAHHS B FTOTEN

v v

v 7

KomnnekcHicTb SAxicTb npaui nepcoHany
nocnyru — piBeHb (piBeHb KBanidikauii,

AkicTb nocnyrn — SAkicTb MaTepianbHo-
pes3ynbTaT BUKOHAHHS TexHi4YHoi 6a3un, fe

3a40BOfEeHHs noTpeb npodecifHICTb) onepawin 3 BiabyBaeTbCA npouec
crnoxwvBadis ob6cnyroByBaHHS o6cnyroByBaHHs
1 t t )
§ | OBCNYTOBYBAHHA | |
X ] X2 [ % [[ X | X [ % [ % [[ % J[ % ]|
Xa1, X2z, X23, X4 Xs1, Xs2

f1— akicTb micus, oe BiadyBaeTbCA NPOLEC;

fo— aKicTb po60OTN BUKOHaBLA NpoLecy;

f3— aKicTb NpoaykTy (NOcnyru) AaHoro npowecy;

f4— piBeHb BYKOHaHHA NOTPeb Ta oYikyBaHb CNOXMBaYa

Moka3HUKM AAKOCTi KOXXHOro npouecy:

OudbepeHuitoBaHHA npoueciB 3a AKICTIO
(ocHOBHa 03Haka B3aeMOfii BUKOHaBLiB (NpsiMa, onocepeakoBaHa) npouecy
Ta CNOXWBaYiB i piBEHb BUKOHAHHSI KpUTEPITB SKOCTI npoLecy)

[ e meeee A A e Y )
[ o] | e
HaMBULLNMN | BULLMW | | 6a3oBui |
piBeHb sikoCTi :

U crcoCaCa Udy, dp, ds, da ' 91,9293,04 !

Puc. 2. Cucremarm3anist JaHUX 1 CTPYKTYpa B3a€MO3B’SI3KiB IPOLIECY 0OCTYTrOBYyBaHHSI

B TOTE [yI0CKOHAJICHO i aJanToOBaHO aBTOPOM 3a [1]
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Moka3HuKK AKocTi
obcnyroByBaHHA

Twunu BUKOHaHHA
npouecis
ob6cnyroByBaHHsA

73
. ] OAWHUYHI
PiseHb sikocTi NoKasHUKMN Wkana
A0 TUNY BUKO- AKOCTi 4O TMRY OLjiHIOBaHHS
HaHHs1 npouecy BUKOHAHHS AKOCTI
o6cnyro- npouecis o6cny- (12 6aniB )
ByBaHHsA roByBaHHs

J L

L

L L

L

L

f1 — KOMNNEKCHICTb | HOemoHcTpauinHumn |

| ©1— BUKOHaHHS noTpe6 L

f3— sikicTb po60TK Nep-
coHarny 3 o6cnyroByBaHHsi

06CﬂyroByBaHHﬂ | Ta O‘-IiKyBaHb cnoxunBada
- - = = = C2— SIKiCTb po6oTHU
fo— AkicTb poboTU H :
2 p | 3aTiHeHun || HaWBULLMN | BUKOHABLIIB
nepcoranys | -
C3— sIKiCTb nocnyr
0o6CnyroByBaHHst H HooLec
| MpuxoBaHuit | pouecy

C4— SIKICTb Micus, ae
BinbyBaeTbcs npouec

f4— AKiICTb NpUMILLLEHDb | Micub |
NSl BUKOHaHHSA npouecy

d1— BMKOHaHHSA NoTpeb

BULLUN _ - N
Ta OyviKyBaHb CnoxvBsaya

6aszoBumn

dz — siKicTb poboTn
BMKOHAaBL,iB
ds— sKicTb nocnyr
npowecy
d4 — sKkicTb Micus, ae
BinbyBaeTbcs npouec |/

—| j1— piB€Hb BUKOHaHHSA
HOpMaTUBHKX NOTpeb
crnoxweava

j2— AKicTb po6oTH
—  BMKOHaBLsi mpoLecy
yepes pesynbrart

ja— SKiCTb nocnyr
npovecy
ja— SKiCTb Micu4, ae
BinbyBaeTbca npoec

Puc. 3. /ludepentiroBanHs piBHS 00CTyroByBaHHS 32 TUTIOM BUKOHAHHS
MIPOIIECIB [YIOCKOHAJICHO 1 a/1arToBaHO aBTOPOM 3a [1]

dopMyBaHHSI MMOKAa3HHUKIB ISl OIIHKH SIKOC-
Ti 0OCITYTOBYBaHHS B TOTEINI € TOBOJII CKJIQTHUM
MIPOIIECOM, aJKE BOHH, 3BYKAIOUH HA X KOMILICK-
CHICTB, HE IIAI0ThCs Oe310cepeTHbOMY BUMIPY
[1, c. 170]. Tomy BoHM miIAratOTh AUQepeHiiia-
1ii Ha G171 MPOCTi 00’ EKTH.

Ha nymky aBtopiB [1, c. 146], HaiiBummii pi-
BEHb SKOCTI OOCITyrOBYBaHHSI B PECTOpaHi MOXK-
JUBO JIOCSTTH 32 PaxyHOK JAEMOHCTPAILiiHOTO
TUIy BUKOHAHHS MPOILECY, J€ CIOXHBa4 CIIO-
cTepirae 3a XOJOM BUKOHAHHS omepariil 13 BU-
pOOHUIITBA KyJiHApHOT MPOAYKINii, ajie ¥ BOHH
HE 3aBKIH MOXYTh TAKOXK OyTH JOIITEHUMHU IS
PI3HUX TUMIB MIANPUEMCTB. 3 IIbOTO MOINIATY JUIS
rOTesiB HailOLIbII 3aCTOCOBAHUM € KOMIUIEKCHUN
TiJIX1]T 10 BUKOHAHHS PI3HUX THIIIB MPOLECIB 00-
CIIyTOBYBaHHS 1 HalOIIbIIOTO €(hEeKTy MOMKIMBO

JOCSTT B pa3i MOE€IHAHHS JIEMOHCTpPALiiHOTO,
3aTIHEHOTO Ta MPUXOBAHOTO MPOIIECIB.

Ha nepmomy erarti mporiecy OIiHKH SIKOCTi 00-
CIIyTOBYBaHHS B TOTEJII aHAJII3y€MO PiBEHb SKOCTI
BUKOHAHHA NPOIECIB HA JIIOUUX MiAIPUEMCTBAX
ramy3i (roreab Ne 11 rorens Ne 2) (tabm. 1).

BukopucroByemo 12-6anoBy mikany i3 rpaja-
mi€ro 3a piBHAME: O0a3oBwil — 0—4 Oanm; BUIIAN
— 48 GaniB; HaBHUIIMI — 8—12 Oais.

VY rorenpHOMY TOCHOJAPCTBI € TaKi MPOIECH
00CITyroByBaHHs, fKl JO3BOJSIOTH MIIBUIIUTU
piBEHb CEpBICY Ta CTaTd KOHKYPEHTHOIO Tepe-
Barol0 TOTeN0. 3 OISy Ha 1€, MPOMOHYEMO
Takl MPOIECH 00’ €HATH IiJ] 3arajbHOI0 Ha3BOIO
«KoHKypeHTHI».

Bonu OynyTh CBOEYaCHOIO PEAKIIi€0 Ha 3MiHU
B TOTEJI, CIIPUSITUMYThH PO3pOOIIi PHHKOBUX TIi-
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Tabnuys 1

PiBenb sikocTi cucTeMu o0cayroByBanHs B rorenasx (Ne 1, Ne 2)

Fotenb Ne 1 («<Anma3sy) Fotenb Ne 2 («TypucTty) L
Mpouecwu (M- X,, K-X,) (M-X,, K-X.) Basosuii piBeHb y 6anax

1 2,0 3,0 4

X, 4,4 4,0 4
X, 3,9 3,8 4
X (%) 4,0 3,6 4
Xy 4,2 3,6 4
Xy 3.8 4,0 4
Xoa 3.8 4,0 4
X, 5,2 4,0 4
X, 5,2 3.8 4
X, 4,2 34 4
Xs1 4,2 3.4 4
X5 4,2 34 4
Xo(K*) 6,2 5,8 4
X, (K*) 4,4 6,6 4
Xs 58 5,4 4
X4 4,0 4,0 4

* K — koHKypeHTHI nponiecH, I1 — npodeciitni mporecu.

XOIliB, SIKI 3MOXKYTh: 3a0€3MEUNTH MIIHY IepeBa-
Iy nepes KOHKYpEeHTaMu; BUPIIIYBaTH MpoOieMu
CepBiCy, aKTyaJibHI B JAHUI MOMEHT.

[HImi nporiecu 0OCITyroByBaHHS, sIKi OyIyTh
pO3paxoBaHi Ha MEPCIEKTUBY W MOB’s3aHl 3i
30IMCHEHHSIM CepBiCY B paMKaX HOPMaTHBHUX
BUMOT TPUBAJIMH yac, aje nepeadadaroTh Mokpa-

IICHHS TPOIIeCY OOCITYTOBYBAaHHS, MPOIMOHYEMO
o0’ennatu nig Ha3Boro «IIpodeciiiniy.

Ha ocnoBi ganux tabm. 1 mpomoHyemo Tpa-
(biuHy iHTEpIIpeTalilo piBHA 0O0CIyroBYBaHHS B
TOTENsIX, SIKa J03BOJISE€ OILIHUTH PiBEHb CEPBICY
Ha KO)KHOMY IIpOIieci 00CIIyrOByBaHHS 32 YMOBHU
1oro nokpaiieHHs (puc. 4).

PiBeHb sIKOCTI 00CITyroByBaHHS, Oain

Im*,
5 r—e

K*l

r . N’/

A\
V

1 2 3 4 5 6 7 8

9 10 11 12 13 [Ipouecu cucremn

Puc. 4. PiBeHb sikoCTi 00CITyrOBYBaHHS FOTEIIB

Mpumirka. A —rotens Ne 1 («Anmas»); b —rorens Ne 2 («Typuct»).
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[Tepenbavaemo, 1Mo KOHKYpEHTHI Ta mpode-
CiliHI Tporiecu OyayTh BiloOpakeHi B CHCTEMIi
00CIIyTOBYBaHHS TOTENSAMHU. IM BimmoBimaTuM-
yTb ONTHUMaJIbHI TOUKHU Mi/IBUIIEHHS PiBHS SKOCTI
CEpBICY B TOTEJSIX.

[TinBuieHHs piBHSA cepBICY BiI0yBaTUMETHCS
3a paxXyHOK BU3HAUEHHUX paHimle JudepeHinHnx
O3HAaK BIJMOBIIHO /IO PiBHS SKOCTI KOHKYPEHTHHIX
1 mpodeciiHuX TporeciB 00CITyroByBaHHS CIIO-
KHUBAiB.

3rigHo 3 [1, c. 147] OyayTh OTprMaHi IPUPOC-
TH B Toukax K*, IT* => AK*, AIT*.

Ha mwactymHoMy erami, BIOIOBIIHO 10
[1, c. 147], mpoBOAMMO OLIIHKY pe3yabTaTUBHOCTI
Jlil, sika riepen0avac MOpiBHSHHS JAaHUX:

* IHTErpajbHOI OLIHKHU SKOCTI JI0 MiBUIICH-
HS1 SIKOCT1 CUCTeMH 00ciyroByBaHHs J1;

* IHTErpajbHOI XapaKTEPUCTUKU PIBHS SKOC-
Ti cepBicy Micis MiABUIIEHHS IKOCTI CHCTEMHU 00-
CIIyrOBYBaHHS B roreni J2;

* BIIHOCHOI 3MIHM IHTETpaJbHOI XapakTe-
puctuku Al, sky po3zpaxoByemo 3a [1, c. 147]:

AJ :—2(JJ2 1), (1)
2+J1

* BIJHOCHI 3MIiHM PIBHS SIKOCTI KOHKYPEHT-
Hux npoueciB AK:

_2(Ki-K)
ke @

* BIJIHOCHOTO pIBHSA SKOCTI MpodeciitHux
nporecis All:

_A(m-n)
w9

Haui 3acrocoByemo dopmymu [1, c. 148] mus
YCepeiHeHNX 3HaueHb piBHs sxocti Uy, Uy, -
Ta BIIHOCHY 3MIHY CEpEeIHBOrO 3HA4eHHs Oana
piBH: sikocTi OU MOCIyr MiJIpUEMCTB TOTEIbHO-
'O TOCIIOJApCTBA.

Buxonsun 3 BHIE3a3HAYEHOTO, PO3PAXOBYE-
MO XapaKTePUCTUKH JIOCHTIKEHb JBOX TOTEIIIB
(Tabm. 2).

Tabnuys 2
3HayeHHsI XapaKTePUCTHK Mi/IBUIIEHHS AKOCTi 00CIyroByBaHHS B rOTeJIsIX
Fotens J, J, AJ AN Usio Us; nicnn 3u
Ne 1 67,55 77,9 0,142 0,128 0,215 4,5 5,2 0,144
Ne 2 62,80 72,1 0,138 0,139 0,100 4,2 4,8 0,133

VYcepeanenuii 6an 3HAXOAUMO IUISXOM IOTi-

Toni BiamosigHo 10 [1, c. 148]:

Ty cyMu OalliB 32 TEXHOJOTIYHHMH IPOIECAMU
Ha KIJTBKICTh MPOIIECIB IO W TICHS ITiIBUIICHHS
SIKOCT1 00CITyTOBYBaHHSI:

Uy, = 67,55/15 = 4,5 — ycepennennii 6ar,

U =77,9/15=5,2 — ycepennenutii 6a.

S2micist

AU = 2(U,— U )(Ug, + Ug) = 0,144.

4)

3MiHy 3Ha4eHb IHTErPaJIbHUX MOKA3HUKIB

MpEACTaBJIEHO Ha pHUC. 5.

InTerpanbHa XapakTepuCTHKA SKOCTI CUCTEMH 00CIYrOBYBaHHS

Toreni

Puc. 5. 3miHa 3Ha4YeHb 1HTETPaJbHUX XapaKTEPUCTHK TOTEIIB:
J, — o MIBUILICHHST SIKOCTI 00CIIyrOByBaHHS; J,- TTCIIsE T IBUILEHHS SIKOCTI 00CIyrOBYBaHHS
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BucHoBkM i3 3a3HaueHUX mpodJem i mep-
CIIEKTUBH MOJAAJIBIIUX T0CTIIZKeHb Y NMOJAHO-
My Hanpsimy. OTxe, aHaJli3 CUCTEMH IiBUIICH-
HSl SIKOCT1 OOCIIyTOBYBaHHSI B TOTEJSIX IOKAa3aB,

JITEPATYPA

Cronsipuyk I1. MozaemroBanHs cCTEMH 00CTyro-

BYBaHHS Y TIOBHOCEPBICHUX 3aKJIaJax PecTOpaH-

110 NOKPALIEHHs PIBHS SIKOCTI OOCITYyrOBYBaHHS Y
JIBOX ONTHUMAJIBHUX TOYKAX MPU3BOIAMTH 0 Mij-
BUIIICHHS 3arajbHOTO PiBHSI SIKOCTI CEPBICY B 3a-
cobax po3mimeHHs. /st JoCIipKyBaHUX TOTETIB
3MiHa IHTETPAIbHOT XapaKTEPUCTUKH IS TICBHUX
TUISTHOK Ma€ TeHACHINi0 10 3pocTtanHs. [1lo cro-
CYETbCS BIUIMBY BIIMIHHMX IIPOLIECIB Ha 3MiHY
IHTErpajbHUX XapaKTEePUCTHK, TO BIH PI3HUH 1
3aJIe)KUTh BiJ PIBHS SIKOCTI BCIX IMPOLECIB, SIKi
B1/I0yBaIOTHCSl B CHCTEMI (KOHKYPEHTHHX 1 MPO-
(eciiiHux).

Horo rocriogapctsa / I1. Cronspuyk, B. FO3eBuy,
H. Cycon // BumiproBaiibHa TeXHiKa Ta METPOJIO-
ris. —2008. — Ne 69. — C. 143-151.
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A. C. KannuHa (Bbicwee yyebHoe 3agedeHue Ykoorncoto3a «llonmasckull yHugepcumem 3KOHO-
MUKU u mopeoenuy). Memodu4yeckuli noAxo00 K oyeHKe Ka4yecmea 20CMUHUYHbIX yCilye.

AHHOmMauus. Uenb cmambu 3aknodaemcsi 8 uccriedosaHuu MemooOuyecKux rnooxodos K oUueHke
KadYecmea 20CMuUHUYHbIX ycriye. Memoduka uccriedoeaHusi. PeweHue nocmaeneHHbIX 8 cmambe
3a0ay ocyWwecmerieHo C NoMoWbio makux obuweHay4YHbIX U crieyuasibHbIX Memodos uccie0oeaHus:
aHanusa u cuHmesa, cucmemamusayuu u 06obuwieHusi, duanekmu4yeckoz2o nodxoda. Pesynbmamel.
B cmambe paccmompeHb! 80MpoChl MEXHOI02UYECKO20 rnpouecca 06CyueaHUsi Ha rnpednpusimusix
20CMUHUYHOR20 xo35licmea, ycogepuieHcmeogaHa Memooduka MoOesnuposaHusi cucmembl 06C1yXuea-
HUST 20CMUHUU, MPeOdroXeHo 8bi0enums maKkue rpoUecchl: CKpbIMbIl, 3ameHeHHbIU U deMoHcmpa-
UUOHHbIU. lMpakmu4eckas 3Ha4uMocmb pe3ysibmamoe uccsiedoeaHusi. B cmambe ycmaHoerne-
HO, YMO HauebiCWUull ypoeeHb Kadyecmea 0b6CyKugaHUsi MOXHO GoCMUYb 3@ CYem KOMIIEKCHO20
nodxoda.

Knroueenle croea: memoduyeckuli nodxod, npednpusmusi 20CmMUHUYHO20 xo3slicmea, cucmema,
rpouecc obcryxusaHusi, Ka4ecmeo 0bCrIyXu8aHUSs.

A. Kaplina (Poltava University of Economics and Trade). The methodical approach to the hotel
services quality evaluation.

Summary. This article is devoted to methodical approaches research to the hotel services quality
evaluation. Methodology of research. The objectives of the article implemented by using the follow-
ing general and specific research methods: analysis and synthesis, systematization and generaliza-
tion, dialectical approach. Findings. There are considered the problems of technological process of
the hotel servicing. There is improved the methodic of the hotel’s service system modeling. There is
proposed determination of such processes as hidden, shaded and demonstrative. Practical value.
Here is set that the highest level of the hotel service quality can be achieved by complex approach.

Keywords: methodical approach, hotels, system, process of servicing, service quality.
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