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XMenbHUIBKUI HAlliOHAIBHUI YHIBEPCUTET

POPMYBAHHSA CUCTEMM YIIPABJIIHHA AKICTIO IIIAIIPUEMCTB
I'OTEJIBHOT'O BI3BHECY

HocnikeHo ocob/mBOCTI ciucTemMu yrpassiiHHA SKICTIO Ha MI4NPUEMCTBAaX rOTE/IbHOIO roCro4apCcTBa, POKPUTO OCHOBHI
YUHHUKN Ta MPO6/IEMN POPMYBaHHS CUCTEMU VIIPABJIIHHS SKICTIO TAMPUEMCTB CHEPU rOTEILHOO bi3Hecy YKpainu. BussneHo
OCHOBHI HarpsiMm 1a paKTopy IiABHLUEHHS SKOCTI MOC/YI BITYUIHSIHUX MTAMNPUEMCTBAX FOTE/IbHOro rocrio4apCTaa.

Kto4oBi ¢/10Ba.; CUCTEMA SKOCTI, rOTE/IbHI MOCYry, SKICTb, ONMTUMI3ALIS MPOLECIB HaAaHHS MOC/yr, CUCTEMU YIipaB/IiHHS
roresiem.
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FORMATION OF SYSTEM QUALITY MANAGEMENT ENTERPRISES HOTELS

To effectively ensure the quality and competitiveness of the hotel's actual problem is the management of service quality.
This key role is not only to identify internal causes, but also explore customer needs and ways to meet those needs. The influence
of various factors on quality of service rates to be considered in the management of the hotel business. The features of a quality
management system in enterprises hotel industry, the basic factors and problems forming a system of quality management in
hospitality business in Ukraine. The basic directions of improvement of service quality domestic enterprises hospitality industry. The
features of a quality management system in enterprises hotel industry, the basic factors and problems forming a system of quality
management in hospitality business in Ukraine. The basic directions of factors and improve services domestic enterprises hospitality
industry.

Keywords: quality hotel services, quality, optimize service delivery, management of the hotel.

IMocTanoBka mpoOjaeMH Yy 3araJbHOMY BHIJISIAI Ta ii 3B’f30K i3 BaKIMBHMHM HAYKOBHMH Ta
NPaKTHYHUMHM 3aBJaHHSAMH. [‘oTesbHUI Oi3HEC € ONHIEIO 13 OCHOBHMX CKJIQJIOBHX TYPHCTHYHOI raiy3i YKpaiHu.
Po3BuTOK Ccepu TypHCTHUHOI Traidy3i 3HAYHOIO MIpOIO IOB’SI3aHMH 3 piBHEM MaTepiajlbHO-TEXHIYHOI 0asn
TYPUCTHYHHX IiIPHEMCTB, PO3TATYKCHICTIO Ta PI3HOMAHITHICTIO iX MEpexi, SKICTIO Ta 00CATOM IIOCIYT, LIO
MPOTIOHYIOTH MiIPHEMCTBA TOTEIFHOTO Oi3Hecy. ['oTenbHI miAnpreMcTBa BUKOHYIOTh OJHY 3 OCHOBHHMX (DyHKIIiH
cdepu 00CITyroBYBaHHS — 320€3METYIOTH KUTIOM 1 TOOYTOBUMH IMOCITYTaMH i/ 9ac OJOPOKIi.

[IpuckopeHnid PO3BUTOK TYPHCTUYHOI Taiy3i, NparHeHHs MIIIPHEMCTB JO OTPUMAaHHA MNPUOYTKY
COPUSIOTh PO3MIMPCHHIO Ta YPI3HOMAHITHEHHIO TOTENBHOI HisttbHOCTI. [lopsm 3 mocimyramMu TpOKMBaHHS i
XapuyBaHHs MOXYTh OyTH 3alpOINOHOBaHI JOJATKOBI MOCIYTH, Taki sIK OOCIYrOBYBaHHS [IIOBHUX 3YCTpiuei,
CIIOPTHBHI, ME/INYHI, MOCEPEJHHUIIbKI, KOMYHaJIbHO-IOOYTOBI Ta iH. [1]. Pa3zom 3 TuM, icHytoua iHdpacTpykTypa
Typu3My Ille HE Bi/ANOBiJa€ BUMOraM MDKHApOIHUX CTaHIAPTiB. B mepiry 4epry e CTOCYEThCS PIBHSI SIKOCTI
o0ciyroByBaHHs. Y OULIBIIOCTI TOTEINB BIICYTHI Cy4acHi 3aco0M 3B’A3Ky Ta KOMyHikamid, KoH(pepeHI-3amu 3
BIJITIOBIJTHOIO ay/iOBI3yaJbHOI TEXHIKOIO Ta TEXHIYHMMH 3ac00aMu JJIsi CHHXPOHHOTO TIepeKiIany Ta iH.
[Nonanpmmii pO3BUTOK TOTENFHOTO FOCMOAAPCTBA HEMOMXIIMBHI 0€3 cydyacHOro 00JiaHaHHs, HOBITHIX TEXHOJIOTIH,
IHHOBaLlIHHUX METOJIIB YIPaBIIiHHSA, III0 € OCHOBOIO (POPMYBAHHS CUCTEMH SIKOCTI TOTEIBHOTO Oi3HECY.

AHaJi3 ocTaHHIX HoCHiTKeHb Ta MyOJikanii 3a mpodaemoro. [IpobiemMa HamaHHS SKICHUX TOTEIBHHUX
TOCIYT, CYTHOCTi sIKOCTi BimoOpakeHa y poGotax A. B. Jly6omemosa, M. M. Tomuk, O. JI. Pemecnora, I. B.
Moronera, B. B. Oxpemnunos, A.B. Bakynenko, J. I. Uepusascekuii, JI. B, Minkesuq, 1. B. Pynaxos, /1. boyes, JI.
I'. Aradonosa, JI.B. Yopnenrska, M. II. Manbceka, M. 1. Ka6ymkin, I'. A. bormapenko, O.C. Kyckos, JI. T.
Jlyk’siHOBa Ta iHIMX HayKOBINB. [IpoTe GopMyBaHHS OCHOBHHX 3acaJ CHCTEMH YIPAaBIIHHA SKICTIO MiAPHEMCTB
TOTENBHOTO TOCIIOapCTBa NOTPEOYE MOJANBIIHNX AOCTIIKEHb.
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MeTor0 MOCTDKEHHS € JOCTIDKEHHS TpoOJeM sKiCHOro OOCITyroByBaHHS, YMHHUKIB (HDOpMyBaHHS
CUCTEMH YIIPaBIIHHA AKICTIO MiAMPUEMCTB TOTEIFHOTO Oi3HECY.

Bukian ocHOBHOro Martepiaiay. Y HaJaHHI TOTENBHUX MMOCTYT HAWBAKIHMBIITY PO BiMIrParOTh MUTAHHSI
sikocTi. be3 sikicHOro 00CIyTOBYBaHHS rOTENb HE 3JaTHUH JTOCITTH CBOIX TOJOBHUX IIeH. IcTOpis po3BUTKY pi3HIX
TOTEJbHUX KOPIOpAIlii, K MPaBUIIO, CBITUUTb, 1[0 OTPUMAHHS MPUOYTKY € pe3yIbTaToM sSKOCTi [3].

JlociipKeHHs IOKa3yIoTh, 110 T'OJIOBHOIO NIPHUYMHOIO TOTO, IO KII€HT IIE Pa3 CKOPHCTAETHCS MOCIYraMH
TOTEJI0, € SKICTh HaJaHOro HOMYy OOCHyroByBaHHs. SIKiCTh OOCIYrOBYBaHHSI CIpaBiisiec HaHOLIbLIMH BIUIMB Ha
KUTTE3JATHICTh TOTEIIB. Y CHIlIHA peajti3alis IKICHUX HOCIYT TOCTSAM € TOJIOBHUM JKEPESIOM TIXHBOT'O iCHYBaHHS.

s epeKTHBHOTO 3a0€3MEUCHHS SIKOCTI 1 KOHKYPEHTO3/IaTHOCTI MOCIYT TOTEI0 aKTyaJIbHOIW MPOOIeMOI0
€ yNIpaBIiHHSA iX SKICTIO mociyr. [Ipy 1boMy KIIIOYOBY POJIb Ma€ HE JIMILE BHSBICHHsS BHYTPINIHIX MPUYMH, ane i
BUBYEHHS MOTPeO KITI€HTIB, a TAKOXX CIIOCOOH 3aJJ0BOJICHHS JaHWUX MOTpeO.

[IpobGnema sikocTi HalaHHS TOTENBHUX IOCIYT € Iy)K€ aKTyalbHOIO Ul TOTENB B YMOBaX PHUHKOBOL
€KOHOMIKH, OCKUTBKH Ti TOTEJI, 0 HEe MPUAULIIOTh YBaru 3a0e3IeYeHHIO IKOCTI, IpUpeyeHi Ha OaHKPYTCTBO. byap-
SIKi 1HBECTHUIII] y MOJIEPHI3aIlif0 TOTEINIB OUITbHI JIMIIE B TOMY BHITAIKY, SKIIO TOTENh HAIaBaTHME SKiCHI TOCTYTH,
10 KOPHCTYBaTHMYThCS ITOMMUTOM Y CIIOKUBaviB. [IpHKiiaan nepenoBux KpaiH MOKa3yoTh, IO BUPILIEHHS NPodiIeM
SKOCTI TOCIYI MAa€ CTAaTH TOJIOBHOIO 1lIE€0 TOTENI0, HOCUTH 3araJIbHUIl XapakTep, L0 BHMAarae HaBYaHHS 1
npodeciiiHol MiAroTOBKH BCHOTO MEPCOHATY ToTento [2].

MoHa CTBEpIKYBATH, 1110 SIKICTh 0OCIyroByBaHHS — 11€ KOMILICKCHA KaTEeropis, OMUH 3 HAHBaXITHBIIINX
MTOKa3HUKIB €(PEeKTHBHOCTI (PYHKIIOHYBaHHS TOTEIBHUX IIIIPUEMCTB, 00'€KT aHai3y, IUIaHyBaHHS 1 YIPaBIIiHHS.

3rigHo 3 MikHapoaHuMm crangaprom ICO 9000, sKicTh — 1€ CYKYIHICTb BJIACTHBOCTEH 1 XapaKTepHCTHK
TIOCITYT, SIKi 37aTHI 3aJI0BOJILHATH 00yMOBIIEH] abo nepeadadyBaHi MOTPeOH CIIOKUBAviB. SIKICTh CIIOHYKA€ KIIIEHTa
oOpaTu Toil abo IHIIMKA HPOAYKT (SKIIO He Oparu 10 yBarum (akrop IiHM), y AESKUX CETMEHTaX PHUHKY, SKICTh
BIUIMBA€E Ha PIilICHHS KII€HTa CKOPUCTATHUCh IOCIyraMy MEBHOTO TOTEII0, a HE TOTEN0-KOHKYpeHTa. MiX SIKICTIO 1
YCHINIHOIO PEeali3ali€lo TOTeJIbHUX MOCHYT iCHYe NPsIMO IIPONOpLiHHA 3aJIeKHICT, TOMY IOTIPLIEHHS SKOCTI
3YMOBITIOE BTPATy KIII€HTA.

Y MixIepKaBHOMY JOCBIi/Ii IIOI0 BU3HAYCHHS SKOCTI 00CITyTOBYBaHHS BHAUIIETHCS Ba Miaxonu [4]:

- AKICTh OOCIYyTrOBYBaHHS BHU3HAYAETHCSI HA OCHOBI OIIIHKM KOPHUCHHX XapaKTEPHUCTHK IIPOLECY HaTaHHS
HOCTIYT;

- OLIIHKA HEJIOJIKIB B ITPOIIECi 00CIyroByBaHHS KIIEHTIB.

3riiHO 3 MEpIIUM MiJXO0J0M KPUTEPIEM BHUCOKOI OIIIHKU SKOCTI OOCIYTrOBYBaHHS Yy TOTENSX € HasBHICTh
KOPHCHUX BJIACTUBOCTEH 1 0COONIMBOCTEH TpOIeCcy HaIaHHS TIOCIYT, SIKi 3yMOBJIIOIOTh 3a/I0BOJICHHS Y KITIEHTIB.

CyTHICTh APYroro MigXOAy IOB'S3YETbCS 3 BIJICYTHICTIO HEIONIKIB OOCITYyrOBYBaHHS, IO CIPHSE
JIOCSITHEHHIO BUCOKOTO PiBHS SIKOCTI 0OCITyTOBYBaHHSI.

[[fono BU3HAYEHHS CTPYKTYpH SKOCTI OOCIYroBYBAaHHS HacaMIlepel] BHIUISETbCS SMNOHCHKHH 1
aMepHKaHCHhKHH migxoau (Tabm. 1).

Ta6mums 1
Oco00MBOCTi BU3HAYCHHSI CTPYKTYPHHUX KaTeropiii AKocTi AMOHCHKOI Ta aMepHKaHChKOI Mojeeil
[Minxoau moa0 BU3HAUCHHS CTPYKTYPH SIKOCTI 00CIyrOBYBaHHS

SnoHceKuii AMepHKaHCbKUil
CTpyKTypHIi KaTeropii sKocTi
- BHYTpIIIHA SKICTh (HENOMITHA IS CIOXKHMBAadiB) — | - TEXHIYHA SKICT — JOTPUMAHHSA TOTEIBHHM
BUSIBIISIETBCS Y SIKOCTI OpraHi3ariii mociyr, TeXHOJIOTII | MiANPUEMCTBOM CTaH/APTHUX BUMOT 11010
00CITyroByBaHH, (yHKIIOHANBHIH B3a€MOJII | MaTepialbHO-TeXHIUHOI  Gasu: apxXiTeKTypu 1
ipO3iTiB IUlaHyBaHHA  OyxiBimi, odopmiieHHS  iHTep'epy,
3a0e3MeueHHs]  SKICHUMH ~ MEOISIMH, HEOOXITHHM
oOmagHaHHAM O BOJOIOCTAYaHHS, IOCTaYaHHA
Telsla, eHeprii, 3abe3nedyeHHs iH(GOpPMAIIHHUMEI

KOMYHIKAI[ISIMU Ta iH.

- (yHKUIOHATbHA SKICTh TOB'A3YETbCS 31 3AATHICTIO
HepCOHANy SKiCHO BUKOHYBATH IpodeciiiHi 000B'I3KH,
BimoOpaxkae  edexTHi  eleMeHTH B IIpoueci
00CIIyroByBaHHs KJII€HTIB — ONEPAaTUBHICTb HpoLECy

- MarepiajbHa SKiCTh (HOMITHAa ISl CIIOXKHMBAdiB) —
BiOOpaXaeTbcsi B OCOOMMBOCTAX  O(hOPMIICHHS
iHTep'epy — AW3aiiHi, yMeOJIOBaHHI, OUIM3HI, SKOCTI
IOCYyly, BAKOPHCTOBYBAHHUX MaTepiaiax Ta iH.

- HemarepialbHa SKICTb — MpEACTaBieHa piBHEM | OPOHIOBaHHS, peectparii i ITOCEJICHHS,
3araipHOr0 KOM(DOPTY, eCTeTHYHHM O(GOPMIICHHSAM, | OOCIYroByBaHHs y HOMEpaxX Ta iH.;

HAsIBHICTIO MY3HYHOTO O(OPMIICHHS, PEKIaMH - eruyHa (comianpHa) SAKICTH — L€  MO3MLIl
- TCHXOJIOTiYHA AKICTh — TOJIATAE y JOTPUMyBaHHi | HiJAPUEMCTBA HA pPHUHKY, BH3HA4€Hi Ha OCHOBI

HPHHIUIIB TOCTHHHOCTI 00CIYyTOBYIOYHM IIEPCOHAIOM

MOHITOPHHTY PHHKY Cepell KIEHTIB, HE3aICKHUX

- TpHBANicTh OOCIYTOBYBaHHSA — OXOILTIOE dac | €KCIEPTIB, IPOBENEHHS COLIOIOTIYHUX AOCII/KEHb.
OUiKyBaHHS, OTIEPATHUBHICTh Ta MIBUKICTH
00CITyrOBYBaHHSI

CrorofHi OIHMM 3 HAMBAXIMBIMIMX HANPSAMKIB Yy MISUIBHOCTI YKpPAiHCBKMX TOTENIB € CTBOPEHHSA
e(eKTUBHOI CHCTEMH YIPABIIHHS SKICTIO, 110 JO3BOJMTH 3A1HCHIOBATH HAJaHHS KOHKYPEHTHUX TOTEIBHUX MOCIYT.
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CucreMa SKOCTI Ba)XKJIMBa TAaKOX 1 TPH MPOBEACHHI MEPErOBOPIB i3 3aKOPIOHHUMHU TYPOIEPATOPAMH Ta IHIIMMH
KOPIIOpATHBHUMH TapTHEPAMH, 10, SIK TIPABIIIO, BBAKAIOTH 32 O0OB'SI3KOBY YMOBY IIEPEBIPUTH NEpe IMiJIHCAHHIM
KOHTPAKTy ICHYIOUy CHCTEMY SKOCTiI i HAasBHICTh cepTH(IKaTy Ha IO CHUCTEMY, IO BHIAHWHA aBTOPHUTCTHHM
opranoMm. KiieHT moBWHHUI OyTH BIEBHEHHH, IO SIKICTh IOCIYT, IO HOMY MPOIIOHYETHCA BiNIOBIiZa€ HOTO
notpebam.

OcHOBOIO popMyBaHHSI CHCTEMH YIPABIIHHS SKICTIO € MibkHapoaHi crannaptu [SO cepii 9000.

Crin 3ayBayKMTH, II0 Ha SIKICTh OOCIYroByBaHHS y TOTENSX BIUIMBA€E psii (akTopiB, sIKI MOTPIOHO
BpaxoBYBaTH NP BeCHHI roTepHOro Oi3Hecy [2]:

- MarepiaJbHO-TEeXHIYHA 0a3a — 3py4He TUIaHyBaHHS 1 SIKICHE 00JIaINTyBaHHS ITPUMILIEHb TOTEII0, OCHAILICHHS
HOro TpOMAJCHKHX IPHUMILICHb 1 JKUTIOBMX HOMEpiB KoMmdopTaOenbHUMH MEONISIMH Ta YCTAaTKyBaHHSIM, ITOBHI
KOMIUJIEKTH BUCOKOSIKICHOT O1JTM3HU, CyJacHe BUCOKOIPOIYKTHBHE KyXOHHE 00IafHaHHs, 3py4Hi JiTH Ta iH.;

- TEXHOJIOTisl 00CITyTrOBYBaHHS — MOPSAOK 1 CrIocOOM MPUOUPAaHHS TPOMAJCHKUX MPUMIILEHD 1 KUTIOBHX
HOMEPIB; PEECTpaLlilo 1 pO3paxyHOK 3 KIIEHTAMH Ta iH.;

- BHCOKHI1 TpohecioHami3M i KOMIIETEHTHICTh 0OCTYTOBYIOUOTO MIEPCOHANY;

- YIpaBIiHHS SKICTIO OOCITyTOBYBaHHS, IO mependadae po3poOKy i BOPOBAKCHHS CTAHIAPTIB AKICHOTO
00CITyroByBaHHS, HaBYaHHS II€PCOHATY, KOHTPOJb, KOPHI'YBAaHHS, BIOCKOHAJICHHS OOCIYrOBYBaHHS LUIIXOM
PO3p0o0KH eeKTUBHOI OpraHi3aliiHOI CTPYKTYpH YIPaBIiHHS.

Heo0xi1HOI0 YMOBOIO yIpPaBJIiHHS SIKICTIO Y TOTEJNI € HAasBHICTh YIPaBIiHCHKAX CUCTEM, 110 KOHTPOJIIOIOTh
OpraHizauilo 1 NMPONO3UIlI0 Mociyr. B cyyacHOMy roTeilpbHOMY TOCIIONAPCTBI Taka CHUCTEMa BKJIOYae y cebe
HaCTyITHE:

- Cucrema nindopy nepcoHaity i Horo HaB4aHHs. AJJMIHICTpallis TOTEJ0 MOBUHHA OPraHi3yBaTH KaJpOBY
ciyx0Oy, 1o 3abe3neuye migoip MpamiBHUKIB, SIKi BOJIOJIFOTh HEOOXIITHUMH 3HAHHSIMH, HABUKAMHU HAJIaHHS TOCIYT
BHCOKOI SIKOCTI, IIOCTIHHO KOHTPOJIIOE MiABUIICHHS KBaJIi(hiKaIlil mepcoHamny.

- CucreMy KOHTPOJIO SKOCTi, CTaHAapTH3amMifo mocuyr. [1ix gac po3pobku cTaHmapTiB 0OCIYyrOBYBaHHSA y
TOTENAX BIACHUKM 1 MCHE/DKEPH TOBHHHI YiTKO BH3HAYMTH [UIh CTaHAapTm3amii. CTaHIapTH TOBHHHI OyTH
THYYKHMH, BiAIOBITaTH BUMOTaM 1 M0OaXaHHSIM KITi€HTIB.

- CucremMa KOHTPOJIIO CTYIIEHs 33/I0BOJICHHS KIIIEHTIB Iepepdavyae aHaii3 cKapr i MpOTO3UIiN KIEHTIB,
MOPIBHSHHS SIKOCTI IOCITYT KOHKYPEHTIB 3 SKICTIO BJIACHOI IPOMO3HUIIi] MOCIYT.

TakuM uuHOM, e(eKTHUBHE YNPABIIHHSA SKICTIO HOCIYr y TOTE/SIX mnepeadadyac CTBOPEHHS CHUCTEMH
CTPATEriyHOro IIaHyBaHHS, MiABUIIEHHS AKOCTI IOCIYT, JOTPUMAaHHI HOPM CTaHIAapTiB 00CIyroBYyBaHH:, CHCTEMU
KOHTPOJIIO MPOMIOHOBAHUX MOCIIYT, @ TAKOXK BJAJI0 CPOPMOBAHY KOPIIOPATUBHY KYJIBTYDY.

Bimomi cBiTOBI roTenbHI KOpHopatlii cborogHi (HyHKIIIOHYIOTH B MEKaX BIACHOI KOPIIOPATHBHOI KYJIBTYypH
— CHCTEMH I[IHHOCTEH 1 epeKOHaHb, KOJEKTHBHOI CBIJOMOCTI, MEHTAJIITETy OpraHi3allii, SKOTO TOTPHUMYIOTBCS BCl
npauiBHUKU. KopropaTnBHa KyJabTypa BU3HAYae MOBEHIHKY MPALiBHHUKIB TOTENIO, IXHI CTOCYHKU 3 KII€EHTaMH,
KEpiBHUKaMHM, IIOCTAYalbHUKAMH, IHIIMMH 3aissHUIMH y Oi3Heci KaTeropisMu mnpauiBHHKiB. KopmnopaTtnBha
KyJBTypa cepell MPAI[iBHUKIB CTBOPIOE TIOUYTTS BiJIAHOCTI OpraHi3allii, HAMaraHHs JOCSTTH MOCTABJICHUX LIICH.

BaxiBoro CKJ1aJOBOI0 KOPHOPAaTHBHOI KYJBTYpH € CHUCTEMa 3arajlibHOro ympasiiHHS skictio (TQM),
30pi€HTOBAHA Ha 33JI0BOJICHHS MOMUTY KiieHTiB. [IpuHiuny, mo gopmyoTts ocHoBy TQM, BinoOpakeHi y Tad. 2.

Tabnums 2
ITpUHIMIIM CHCTEMM 3arajJibHOro ynpasjainus sikictio (TQM)
Hpuanmn TQM XapakTepucTHKa
OpieHTalisg Ha CoXXUBada lotenbHe MiANPHEMCTBO MHOBMHHO Hepen0ayuTH IMOTOYHI i

HEPCHEeKTHBHI MOTPeOH CBOIX KIIiEHTIB, BAKOHYBATHU IXHI MOOAKaHHS 1
HaMaraTuch IEPeBEePLINTH IXHi O4iKyBaHHS

JlinepcTBO KepiBHUKA KepiBHuKH 3a0€3Me4yIOTh €IHICTh LM 1 HANPAMKY isUTBHOCTI
oprani3ailii. BoHH MOBHHHI CTBOPIOBATH 1 MiATPUMYBATH BHYTPIIIHIO
KyJbTYypy, 3a0e3leuyBaTd NOBHE 3alydeHHS IIEPCOHANY TOTENI0 Y
BUpIIICHHS 3aB/IaHb OpraHizauii

3anmy4yeHHs IpaIiBHUKIB Ilepconan ycix piBHIB CTAaHOBHTH OCHOBY Oprasizamii, TOBHE
3aJIy4eHHs 3yMOBIIIOE HAWNOBHIIIIE BUKOPHUCTAHHS iX 3i0HOCTEH
TMiagxizx 10 cUcTeMH SIKOCTI SIK TIpoLecy Iini roTenpHOro MiANPHEMCTBA JAOCATAIOTHCS 3HAYHO IIBHUIIIE TOI,
KOJIM JIiSUIBHICTB 1 YHIPaBIIiHHS PECYpCaMHu 3AiHCHIOETHCS SIK IPOLIECOM
CHCcTeMHHAH MiIXiT 10 YIpaBITiHHS VYrupaBniHHA SIKICTIO €(EKTHBHE Yy BHUIAJKy BCEOIYHOTO PO3yMiHHS
npoGiieM 1 e()eKTUBHOTO MEHEIKMEHTY B3a€EMOIIOB'SI3aHUX TMPOIIECIB
SK CUCTEMH MiABUIIECHHS e)eKTUBHOCTI OpraHi3auii npu TOCSTHEHH] 11

1isieit
Iocrifine migBUIIEeHHS pe3yibTaTiB | B mizoMy HEOOXiZHO pO3MsSAaTH SK TOJIOBHY, HE3MiHHY Lijib
JUSUTBHOCTI OpraHizariii TOTEJILHOTO MiIIPHEMCTBA

JocmikeHHT Ta aHami3 OCHOBHHX TEHMAEHIH y cdepi po3BUTKY Ta (OPMYBaHHS CHCTEMH SKOCTI
TOTENHLHOTO IMIIPHEMCTBA Jajl MOXKJIHMBICTh BHSBHUTH TOJIOBHI BUMOTH SIKICHOTO OOCIYTOBYBaHHS ILIOAO HOTO
nepcoHaiy [3]:
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- BBIWJIMBICTb — MEPCOHAJI TIOBHHEH OYTH JIFO0 I3HUM, MPUBITHUM, YBOKHUM Y CTOCYHKaX 3 KIIIEHTAMH;

- KOMIIETCHTHICTh — HE3QJIE)KHO BiJi TIOCAJOBUX OOOB’SI3KIB MEPCOHAN MOBHHEH BOJIOJITH HEOOXITHUMH
3HAHHSAMH 1 HAaBUKaMH 3100yTUMH B IIpoIieci Mo eciifHOro HaBYaHHS 1 CTaXKyBaHHS,

- KOMYHIKaOeNbHICTh — IIBHAKA PEAaKIlisl IMEepCOHANy i BUKOHAHHSA y HAHKOPOTIIN TEpMiHH MOOaXKaHb
KJII€HTIB;

- PO3YMIHHS TeMIIEpaMeHTy KJIiEHTa — 0OCIYTOBYIOUHI IIEPCOHAN TOTENIB OBUHEH PO3YMITH OCOOIMBOCTI
TICUXOJIOTIT KOXKHOTO KITIEHTA;

- TOTEJbHI MiIIPUEMCTBA Ta TOTEJILHI MOCITYyTH MOBUHHI OyTH O€3MIEUHUMU JUIS )KUTTS Ta 30POB’S KITIEHTA,
KOM(OPTHUMH, MIEPCOHAIT TOBUHEH KOPHCTYBATHCH JIOBIPOIO KITIEHTA;

- JIOCTYIHICTh — TOTENbHI MOCIYrH MOBHHHI OyTH IOCTYIHHMMH B MOTPIOHMWIT Yac i moTpiOHOMY Micli B
HEOOXiTHOMY 00Cs31.

3po3ymino, 1o 3a0e3rnevyeHHs ycixX BiINOBIAHUX BUMOT 110710 (OpMYBaHHSI CHCTEMH YIPABIIHHS SKICTIO
TOTENBHOrO MiIIPHEMCTBA MOTPEOy€e MEBHUX BHUTpAT. BUTpaTH Ha MiJBHIICHHS SKOCTI 00CIYyrOBYBaHHS SIBJISIOTH
COOOK0 BHECOK Ha MEPCIEKTUBY, IO BUSBIIETHCSA y 3aJyYeHHI HOBHX Ta YTPUMAaHHI MOCTiHHMX KiieHTiB. Lle
TBEPUKCHHS MiATBEPKY€ETHCS TOCIIKSHHAMH 3TiHO 3 BUCHOBKAMH SIKHUX 3aJTy4YEHHSI HOBOTO KITi€HTa 3yMOBJIIOE Y
II'SATh pa3iB OUNbIIE BUTPAT 32 YyTPHUMAHHS MOCTIHHOTO KIIIEHTA MUIIXOM HaJlaHHS SKiICHOTO 00CITyTOBYBaHHS.

TakuM 9MHOM, JOCSTHEHHS 1 MATPUMKA TIEBHOTO PIBHS SKOCTI TOCIYT B TOTENI 3aJIEKHUTD BiJl CHCTEMHOTO
MiAXOMy OO YIPAaBIIHHSA HEI0, M0 TMOKIMKAHWN 3a0€3MeYnTH PO3YyMIiHHSA 1 3aOBOJICHHS MOTPeO CHOXHMBada.
JIoCSATHEHHS TICBHOTO PIBHS AKOCTI pOOUTH HEOOXIIHUM TOTPUMAHHS MPUHIIKITB SKOCTI Ha BCIX PIBHSIX B TOTENI, a
TAKOX MOCTIMHMIT aHaIi3 1 MOJIMNIIeHHs] CTBOPEHOI CHCTEMH yHpaBiliHHA sikicTio. Came Ha peanizanito miel GpyHkuii i
CHpSIMOBaHI MiJIIPUEMCTBA TOTENLHOTO TOCIOAApCcTBa. B3arajii TEHICHIIEI0 Cy4acHOTO COIialbHO-€KOHOMIYHOTO
PO3BUTKY OLIBIIOCTI KpaiH, Y TOMY 4Hcii i YKpaiHu, € po3mupeHHs cdepu nociyr. 3aBAski CTPIMKOMY PO3BUTKY
CYYacHHX TEXHOJIOTid B TOTENIHOMY TOCHOAAPCTBI BHHHUKAIOTH MOMIIHBOCTI MOSBH HOBHX CEKTOPIB Ta BH/IIB
TIOCITYT.

OcCHOBHUMH MpoOJieMaMH, SIKi CIOBIIBHIOIOTH PO3BHTOK TOTEIBHOTO TrOCIONApcTBA B YKpaiHi, €
HEJOCTATHICTh TOTENBHUX MiJNPUEMCTB B OKPEMHX PErioHax KpaiHu, X HeJOCKOHaNA CTPYKTypa, HU3bKHH piBEHb
moryJsIpu3anii Hamoi KpaiHu SK Micog AU BiAMTOYMHKY, OOMEXEHICTh CIIEKTPY IOCITYT Ta IEePeBaKHO HU3BKUIH
piBeHb gKocTi mocayr. Kpim Toro, HecTabinbHA 3aralbHOCKOHOMIYHA Ta COLIANBHO-TIONITHYHA CUTYAIlisl B YKpaiHi
3MEHIIYIOTh IOTOKH 1HBECTHUIIIHHOTO KamiTaly, [0 CTPUMYE CTPIMKHAN PO3BUTOK TOTEIHHOTO TOCHOAapCcTBa. Takuit
CTaH peueil BUKIMKae HeOOX1IHICTh ()OPMYBaHHS CUCTEMH YIPABJIIHHS SIKICTIO CIIPSIMOBAHOI HA MiABUIICHHS SKOCTI
TOTENBHUX HOCIYT.
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