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CYUYACHUI nNornag HA YNPABIIHHA
CEPBICOM IOTEJIbHOI COEPU

V crarTi ipoaHasti3oBaHO Cy4acHHil MOTIIs Ha YHPABJiHHS CEPBICOM TOTENBHOI
cepu 3 BpaxyBaHHIM crieniriky AisUTHOCTI Ta HANPSIMIB (DYHKI[IOHYBaHHSI TOTEIBHOTO
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Sidoruk S.
MODERN VIEW ON MANAGEMENT
OF THE HOTEL SPANISH SERVICE

Hotel service management is an important kind of professional economic activity
aimed at achieving the goal through the rational organization of material, financial, labor,
information resources, using principles, functions and management methods. Today, the
issue of service is considered in the same aspect as quality, the central element of any
decisions and actions of each service organization is the client.

The purpose of the article is to study the substantive characteristics of the service
of the hotel sphere - preservation of competitive positions in the sphere of hospitality,
which is realized in the end in ensuring profitability of the enterprise.

Hence, hotel service management is a field of activity whose main purpose is to
provide clients with a particular service or set of services in their interaction with them,
and often with their direct involvement. As an example, such well-known service
companies as banks, airlines, hospitals, law firms, retail stores and restaurants can be
called. Within the service business you can distinguish two types of services:

- service within the service enterprise environment (facilities-based services);

- serving the client environment (field-based services).

The essence of hotel service management is determined by the formation and
functioning of the hotel management system. Within the system of hotel service
management, the following subsystems should be singled out:

- technical — a set of technical means by means of which management is carried
out;

- technological — rules and regulations that determine the sequence of operations
in the management process;

- organizational — consists of the management structure, regulations and
instructions on which it operates;

- economic — economic and financial processes and connections;

- social — a set of social relationships that are formed in the process of joint
activities of people.

Keywords: management, service, hotel services, hotel service, system, client,
strategy.
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COBPEMEHHbIV B3rnsA4 HA YNPABJIEHUE
CEPBUCOM NI CTUHUYHOU CPEPE

B crartee npoaHanu3upoBaHbl COBPEMEHHBIN B3IV HAa YNPABIECHUE CEPBUCOM
TOCTHHHYHOWH cdepsl ¢ ydeToM cHeUM(UKH JesATeTbHOCTH W HalpaBlICHMI
(YHKIMOHHPOBAHWS TOCTHHUYHOTO 3aBEACHNS B COBPEMEHHBIX YCIIOBHSIX.

Kirouesble croBa: ynpasieHUE, CEpBHC, TOCTMHHUYHBIC YCIIYTH, TOCTHHUYHOE
00CITy>)KHBaHHE, CHCTEMA, KIINCHT, CTPATETHsl.
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IlocTanoBka npo0seMu y 3arajJibHOMY BHUIJIsIL Ta ii 3B’A30K 3
BAXKIMBHMHU HAYKOBUMM i NIPAKTUYHUMU 3aBJAHHAMU. Y IPaBIiHHSI
CEPBICOM TOTEJIBHOI Cepy € BAXIMBUM BHIOM (haxOBOi EKOHOMIUHOI
JISUTBHOCTI, CHOpSIMOBAaHOI Ha JOCATHEHHS METH 4epe3 pallioHAIbHY
OpraHizaIlifo MarepialbHuX, (piHAHCOBHX, TPYAOBHX, iH(opMaIiitHuX
pecypciB 31 3aCTOCYBaHHSIM MPUHIIAIIB, (DYHKIIIH 1 METOIB YIPaBITiHHS.
CpOrojiHi NUTaHHS 00CITYTOBYBaHHS PO3IIISLAAIOTECS B TOMY K acIeKTi,
0 1 MATaHHS SKOCTi, IEHTPAIGHIM €JIeMEHTOM OyIb-SKMX pIllleHb i
T KOYKHOT CepBICHOI OpraHi3allii € KITi€HT.

AHAJI3 OCTaHHIX [JOCTiIKeHb, Y SIKHMX 3aM04YaTKOBAaHO
BHpilleHHs1 npodseMu. Y po3poOKy MHUTaHb METOOJIOTII Ta OpraHiza-
il MEHEHKMEHTY TOTEIFHOTO Oi3HEeCy BaroMHil BHECOK 3pOOWIH BiT-
uM3HAHI BUeHi, epeycim Taki sk X. M. Porses, JI. I. Hewarok, H. O. Te-
nem, JI. I'. Aragonosa, O. €. Aradonora, JI. I'. JIyk’sHora, O. I1. Me-
meaUK, 1. M. Miniu, I'. b. Mynin, JI. I1. IlImarteko, M. I'. Boiixo,
C. L baitnuk, 1. b. Aanpenko Ta psx iHmmx. OyHKIIOHATBHAN 3MiCT
YIIPaBIiHHS JOCIIDKYBAIM B CBOIX mparpix iHozemHi daxiii . Teit-
nop, A. @aitons, I'. Yepy, JI. Jxums0ept, M. Meckon, M. Anpoepr,
®. Xenoypi. 3HauHy yBary IIbOMY IMHUTaHHIO TPHUIULUIN BITYHU3HSHI
HaykoBi . Taykad, M. Maptunenko, B. T'onikos, b. Mistok, B. O. Ky-
3pMiH, @. Xwmine, B. ['eenp, I'. Tlonos, O. Ko3nosa, Ta iHmi ¢axisii 3
nutade ynpaeiiHHs [1-2]. OgHak, BpaxoBYIOUM aKTYaJIbHICTH JaHOL
TEMHU Ul PO3BUTKY E€KOHOMIKH Ta iMipKy YKpaiHH SIK TypHCTHYHOI
JICPKaBYM, MO)KHA KOHCTATyBaTH HEIOCTATHE JIOCII/DKEHHS MpoOJieM
JTAHOI TaITy3i 3 MMTaHb YIIPABJIHHS CEPBICOM TOTENHHOI chepu.

i crarTi. MeToro cTarTi € TOCHiKeHHS 3MICTOBHOI XapaKTe-
PHICTHKY CepBicy TOTeNbHOT cepr — 30epekeHHs] KOHKYPEHTHUX TI03H-
il y cepemoBuIli cepr TOCTHHHOCTI, sIKa peali3yeThes B MiJICYMKY B
3a0e3IeueH ] PeHTa0eTbHOCTI ITiAITPUEMCTRA.

Buknanx ocHOBHOro Mmarepiady AOCTIAKEHHSI 3 TIOBHMM
OOTpYHTYBaHHSIM OTPMMAHUX HAYKOBHX pe3yabTaTtiB. CyJacHi TeH-
JICHIT1 PO3BUTKY CEPBICY TOTEHHUX TIOCIYT CBIIYATh MPO HEOOXiTHICTH
BUKOpHUCTaHHA (inocodii oOcimyroByBanHs y cepi TOCTUHHOCTI, sIKa
HAO0YHO 300payKeHa B CEPBICHOMY TPHUKYTHHKY, IIPUBEJICHOMY Ha pHC. 1.

Sk BumHO 3 puc. 1, B LIEHTPI BCi€l PEITH €IeMEHTIB CepBICHOT
CHCTEMH € CepBiCHa cTparerii, cucrema i KIIi€HT.
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Ctparerist pO3BUTKY CEPBICHOIO 00CIIYrOBYBaHHS

Cucrema Knient Ilepconain

Puc. 1. TpukyTHUK cepu cepBiCY TOTEBHOTO 0OCITYTroByBaHHS *
* MomH(iKOBaHO aBTOPOM Ha OCHOBI JaHMX pKepena; [3]

Omxe, SIKIIO PO3TIIA-IATH OOCITYTOBYBaHHS TAKMM YHMHOM, TTiJT-
BEPIDKYETHCS 3aralIbHOBIIOMa ICTHHA, IO CEpBICHA OpraHizallis iCHye
JUIsL TOrO, 100 OOCITYrOBYBAaTH KIIIEHTA, a CHCTEMH OOCIYTrOBYIOUHI
MepCOHa — JUIs TOTO, 00 3a0e3reuyBaTH MPOLEC HaJlaHHS TTOCHIYT.
Jlesiki JOCTi THUKA IIbOTO TTUTAHHS BBAKAIOTH, IO CEPBICHA OpraHi3allisa
TOBMHHA OOCITyTOBYBaTH TaKOXX CBOIX CIY>KOOBIIB, OCKUIBKH came
Yepe3 HUX MO)KHA TOYHIIIIE OLIHUTH SIKICTh TIOCIIYT.

[NpoananizyBaBmm iHpopMarito 3 puc. 1, MOKHa BIIMITHTH, 110
KITIEHT OfIEP)KY€ TOCIYry y TaKOMy BHIVISII, B SKOMY il BH3HAuYae
KEPIBHUIITBO IIIIPUEMCTBA. [HIIMMU CllOBaMH, 1€, SIK YIPaBIiHCHKUI
MEPCOHANl KepPy€e CBOIMH CITYKOOBIISIMH, TIOBHOIO MipOIO XapaKTepU3ye
0OCITYyTOBYBaHHS KI€HTIB. SIKIO TpariiBHUKK NOOpE TMiAroTOBJIEHI i
MalOTh BaroMi CTUMYJIM TIPAIIOBATH SKOMOTa e()eKTHBHO, BOHH 00CITy-
TOBYIOTh KJTI€HTIB BBIWINBO, YBAXXHO 1 SIKICHO.

Ponp omepariii B cepBicCHOMY TPUKYTHHUKY TiepmopsiiHa. BoHu
BU3HAYAIOTh CTPYKTYPY CEPBICHUX CHCTEM (IIPOLEAYPH, YCTaTKyBaHHS,
MIPUMIIIEHHS) 1 YIpaBIiHHA POOOTOK OOCIYTOBYIOUOTO IIEPCOHATY,
SKWM 3BUYAIHO CKIIaJa€ TEepeBaKHY OUIBIIICTh BEIMKUX CEPBICHHX
MiINPHEMCTB, IO TPAIIOIOTh.

Ane mepm HiXK NPUCTYIUTH 1O JIOKJIAJHOTO OOrOBOPEHHS INi€l
pOITi, KOPHCHO TPOBECTH KITacH(PiKaIlifo MOCIyT 3 THM, 00 3’CYBaTH,
SIKMH BILIMB Ha OTEpAIlii CepBICHOI OpraHizallii HaJla€ KITieHT. € mors,
SIKUI 3aCIIyTOBY€ Ha yBary CIeliaicTiB i (axiBIiB TOTeNbHOI cdepH,
OCKIUJIbKH TIPOTIOHYE PErJIaMEHTYBaTH 3aCTOCYBaHHS KOYKHOIO 3 OKpe-
MUX TIJIXOJIIB 10 YIPABIIHHS 3aJIEKHO Bifl CTICIU(IKH TisSITBHOCTI, ITEB-
HUX HanpsMmiB (QyHKI[IOHYBaHHS BHYTPIIIHIX CKJIAJHHUKIB TOTEIBHOTO
3aKIaLy.
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Omxe, ynpaBJiHHSI CEPBICOM TOTENBHOI cepr € cheporo Tisuib-
HOCTi, OCHOBHOIO METOO AKOI € Ha/JIaHHA KITI€HTaM SKOi-HeOyab KOHK-
peTHOi (OCHOBHOI 200 AOMATKOBOI )HOCIyrd abo Habopy MOCIYr MpU
B3a€EMOJIIT 3 HUMH 1 4acTo 3 iX Oe3MmocepeJHOI0 YUacTIo. Sk TpHKiIan
MO’KHA Ha3BaTH Taki BCIM 3HAHOMI CEpPBICHI MiATPHEMCTBA, TaKi K OaH-
KW, aBiaiHii, JiKapHi, IOpuIudHi GipMu, Mara3uHA po3apiOHOT TOPTiBII,
pecTopaHH, 3anpaBHi MyHKTH, GacT-Qyau, cylepMapKeTH TOLLIO.

B pamkax cepBicHOro 0i3HeCY MOKHA BUIUTUTH JJBa TUIIH OOCITY-
TOBYBaHHS:

- OOCIyrOBYBaHHS B CEpEIOBHIII CEPBICHOTO IIiIPHUEMCTBA
(facilities-based services);

- obcyroByBaHHsB cepenoruiii kitienta (field-based services).

Po3risiHeMo Ha KOHKPEKTHHX NMPHUKIANaX CKIIAJ KIIOYOBHUX elie-
MEHTIB YIPaBIiHHS CEPBICOM rOTeNbHOI cepu, 1110 HaBeJeHO Y Tao. 1.

[pyHTYIO4HKCH Ha Ll KOHIENII], MOYKHA 3pOOMTH BUCHOBOK, IO
CEpBICHIMH CHCTEMaMH 3 BHCOKHM CTYIIEHEM KOHTAKTy 3 KII€HTOM
(high degree customer contact) ynpasistei Habarato CKIamHiIIe i, KpiM
TOTO, 1X 3HaYHO Ba)K4€ PaIliOHANI3yBaTH, HIXK CUCTEMH 3 HU3BKUM CTY-
neHeM KoHTakTy 3 kiiertom (low degree customer contact).

CyTHICTh yIpaBIiHHS CEPBICOM TOTENBHOI C)epH BU3HAYAETHCS
(opMyBaHHIM 1 (DYHKIIIOHYBaHHSIM CHCTEMH YIIPABJIHHS TOTEIBHOTO
3aKimamgy. B Mexax cucTeMu YNpaBIiHHS CEpBICOM TOTENBHOI cdepu
BapTO BUOKPEMHTH TaKi ITiICHCTEMHU:

- TeXHIYHA — CYKYITHICTh TEXHIUYHHUX 3aCO0IB 32 JIOTIOMOTOI0 SIKMX
3IIACHIOETCS YIIPABITiHHS;

- TEXHOJIOTIYHA — IPaBWiIa 1 HOPMU SIKi BU3HAYAKOTH TIOCIIIOB-
HICTb OTiepariii B IpoIieci yIpapIiHHS;

- OopramizaiiifHa — CKJIaJa€eThcsl 31 CTPYKTYpH YIPaBIiHHSA, MO-
JIOKEHb Ta THCTPYKIIiH 3a IKUMU BOHA (PYHKITIOHYE;

- EKOHOMIYHA — TOCTIOAAPCHKI 1 (HiIHAHCOBI MPOLIECH 1 3B’ SI3KH;

- CcolliaJTbHA — YKYITHICTh COIIAIBHUX B3a€MOBIIHOCHH, IO (Op-
MYIOTBCS B IIPOIIEC] CIBHOT TiSUTHHOCTI JTFOCH.

3 HaIOi TOYKU 30pY, YIPaBIiHHS CEPBICOM TOTENBHOI chepH 1e
MpOIEeC TIOEJTHAHHS €JIEMEHTIB CHCTEMH MEHEDKMEHTY 3 BUKOPHCTAH-
HSIM CTaH/ApTiB chepy TOCIYT, IO MPSIMYIOTh 0 (hopMyBaHHS BiJIO-
BiIHO KOHKYPEHTOCIPOMO>KHHX TOTEJIbHUX MOCIYT BiJIOBIAHOI KaTe-
TOpiHOT TPYIH 1 CMAKOBHX SIKOCTEH KITIEHTA.
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KitrodoBi eneMeHTH yTIpaBIIiHHS CEpBICOM TOTENBHOI chepn *

Ta6mmr 1

CKkJ1aJ1 CHCTEMH yIpaBJIiHHS CEPBICOM roTesbHOI chepr

Peanizaropu CnoxuBaui
3aBaaHHA Iocepennuku 3aBaaHHA
TOTEJILHUX TOCITyT TOTENIHUX ITOCIIYT
Acomiaii Hananns . . .
b If A Typdipmu, TpancriopTHi Ilepemimenss
rOTeNbHUX 00’ €THaHb OCHOBHHX TTOCITYT S o . . .
L oprasizailii, eKCKypciiiHi CIIOKMBAYiB Oprani3oBaHi
Ta TOTEJNIB MiCT (TIpo’KMBaHHS, . .
.. . 010pO, 3aKJIay NO3BULIA | TOTENBHHX ITOCIYT; CIIOXKMBY1 OTOKU
Ykpainu, rores, nepeOyBaHHsI, .
. . : (xa3u1HO, CTIOPTHBHI HaJIaHHS TOTEJIbHUM | TOTENBHUX ITOCIYT
MOTeJTi, KEMHIHTH, PO3MIILIECHHS . .
. 3aKJIa i1, KIHO KOHLIEPTHI 3aKJIaJIOM — (koMmaHii, Typuc-
0Co0H, 1110 MalOTh Ha HOYIBJTIO); . .
. 3aJTH, PO3BaXKaJIbHI CTIOKMBAYaM 3pYIHHX THYHI TPYIIH).
IHTEpEeC Y PO3BUTKY JIOZTATKOBHX TTOCIIYT . . .
. ; . LIEHTPH, aepOIIOPTH, MicIIb JUIS IPUAOaHHS Heopranizoani
rOTeNBHOTO Oi3HECY (indpopmariitHi, . S .
.. . MOPCEKi TIOpPTH), TOBApIB 1 MOCIYT; CITOXMBY1 HOTOKH
Ta TYpPHUCTHIHOI noOyTOBI, .. .
. . ; TOCepeTHUIIBKI QipMH, | TOCTAYaHHS PECYpCiB, | TOTEIBHUX MOCIYT
cdepu, KOTeIpKi, (hiHaHCOBI, . ; .
. 1o 3a0e3MeTyoTh IHCTPYMEHTIB, (6izHecMeH,
TypOasy, €KCKJIIO3HBHI, . . 2
. . JIaHWI CEKTOP Oy/iBeNIbHUX TpaH3UTHUH
NpUBATHI OyWHKY, | KYJbTYpHO-03/I0pPOBUi) . - .
- MarepiallbHUMH, MartepiaJis; Bi/BiyBad,
TypolepaTopu niepudepiifHIx L L
. . 3allaCHUMH YaCcTHHAMH, | peati3allisi KOMIUIEKCY | TypHCT (30BHILLIHIH,
(minnpuemcraa, (miATpUMAHHS YUCTOTH . . N
. . ) IHIIMMU pecypcamu; MOCJIYT 13 POCYBaHHS BHYTPIILIHIF),
sKi (POPMYIOTb 1 B FOTEJISIX; TEXHIYHE , . .
JTACTPHO FOTOPCHKI PIpMHU | TOTEIBHUX MOCIYT Oi3HecMeH
MPOJIAIOTh TOTENBHY 00CITyroByBaHHsI " . .
. rotenbHoI chepu perionys; Ha HOBI PHHKHY,
TIOCTIYTY, TIEPEBAXKHO, NPHUMILIEHE; L ) ..
BIJUIUTH peTIOHANIBHOT 1 | HaJlaHHS PEeKJIaMHHX
OIITOM IOCEPETHUKAM) 3a0e3neyeHHs . .
. JIepKaBHOI aaMiHicTpari TIOCIIYT B PErioHi
CBOEYACHHX PEMOHTIB)

* chopMOBAHO aBTOPOM
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BucnoBku. OTXe, yIIpaBIIiHHS CEPBICOM TOTEBHOI C(hepr BKITIO-
4yae B ce0Oe CKIIaqHUi Tpollec IUIaHyBaHHS, OpraHi3aii, peryiIroBaHHs;
Ta KOHTPOJIIO 32 MPOLIECOM OOCITYroByBaHHS KIIIEHTIB y TOTENbHIH cde-
pi. 3 mpUBEAECHOro HIDKYE CIHCKY BHIHO, IO OCHOBHOKO METOIO Oara-
THOX CEPBICHUX OpraHizaliii € 3a0e3meYeHHs TOCTYIMHOCTI iX MiJIpH-
€MCTB, SIKa BU3HAYAETRCS SIK 37aTHICT 3B S3aTHCS 3 CEPBICHUM IIiIIIPH-
€MCTBOM Y Oy/b-SKWI 4ac i 3 BUKOPHCTAHHSIM CYYacHHX KOMYHiKallii
PI3HUX THIIIB.
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