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IMPROVEMENT OF THE SERVICE QUALITY IN THE SYSTEM OF ENSURING
THE COMPETITIVENESS OF ENTERPRISES OF THE HOTEL INDUSTRY AND
RESTAURANT BUSINESS

Today, the restaurant business and hotel industry are considered to be extremely important as
well as dynamically developing sectors of the global economy. The provision of services in this sector is
becoming more and more popular and is also one of the priority areas of development of the national
economy, adequate in its formation to the main stages of the evolution of society. To increase the
competitiveness of domestic enterprises of the hotel industry and restaurant business, it is necessary to
solve a number of problems, first of all those related to the improvement of the quality management
system.

The purpose of the research is to study the concept of quality as a key factor of ensuring the
competitiveness of enterprises of hotel industry and restaurant business and to identify the ways to
increase it in an ever-growing competition.

A distinctive feature of the enterprises of hotel and restaurant industry is the production of non-
material products, in other words — services, the main criterion for assessing of which is quality. So, the
quality of service or the level of service today is perhaps the only factor of the differentiation of hotels
or restaurants of the same class. According to the experts in the sector of hotel and restaurant industry,
this fact is confirmed by the direct dependence between the provision of quality service and the amount
of return on invested capital.

In manufacturing term «quality» is a measure of excellence or a state of being free from
defects, deficiencies and significant variations. It is brought about by strict and consistent commitment
to certain standards that achieve uniformity of a product in order to satisfy specific customer or user
requirements. [1].

In accordance with the international standard 1SO 9000, quality is the set of properties and
characteristics of services that enable them to meet existed, predefined or foreseeable needs of
consumers. Quality prompts the client to choose one or the other product (if the price factor is not taken
into account), influences client’s decision to use the services of a particular manufacturer, not its
competitor [2, 3].

In the general sense, quality of service is a complex category, a significant indicator of the
efficiency of the enterprises of the hotel and restaurant industry, an object of analysis, planning and
management. The main component of the quality management system is the quality of the provided
services. The level of quality of service depends on how appropriate guest’s representations of real and
desired service are.

While studying the category of quality, the basis for it is the standards that define the form and
content of how the service process should occur. This is primarily confirmed by the current trends in the
sector of hotel and restaurant business, reflecting the overall focus on increasing the standards of service
quality.

Service can be qualitative only if: 1) the policy of hotel or restaurant enterprise is clearly aimed
at consumers needs, that is, the vectors of expectations of customers, staff and service quality
management have a single trajectory of movement; 2) the priority goal of the enterprise is to maximize
customers’ satisfaction. That is why a significant proportion of enterprises of hotel and restaurant
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business use the indicator of consumer satisfaction as the most important indicator of the quality of their
work.

Most of the problems associated with the provision of quality service are due to the limited ability
to control the quality of services, because, firstly, the work of employees in the sphere of hospitality,
unlike the sectors of material production, is less exposed to typing, and, secondly, employees themselves
in direct contact with clients, as a rule, can not be a subject of continuous control by the management.

In addition, for enterprises of the hotel and restaurant industry, much more important is not the
ability to identify the causes of poor-quality service in order to their further elimination, but rather their
prevention. Firstly, it is almost impossible to identify all the causes of poor-quality service, since the
mayjority of consumers who are dissatisfied with the service, as a rule, do not express their dissatisfaction,
but at the same time the enterprise loses them as regular customers. Meanwhile, researches show that it
is 5-6 times harder to attract a new client than to keep already existing one. Secondly, even in case of
identifying the causes of poor-quality service, to eliminate them will mean only to avoid this in the future,
but will not correct the available feeling of customer’s dissatisfaction, since services, unlike material
products, cannot be “redone”.

It is possible to avoid the problems related to the quality of service with the help of so-called
system of total quality management, which is increasingly used in the hotel and restaurant industry.

A quality system is a combination of the organizational structure, methods, processes and
resources necessary for the implementation of total quality management. Quality management is a
continuous process involving all organizational levels of the enterprise in order to identify the
expectations of consumers of services and to determine the best way to meet these expectations or even
to exceed them.

The quality system contains the following elements: effective business management based on
marketing; creation of a corporate culture; implementation of standards of service quality; input quality
control for products and services of providers; output quality control of services provided at the hotel
(restaurant) and their sales by intermediaries [4].

The system of total quality management is based on the following principles: improvement of the
quality of the provided services should be of a continuous nature; to improve the quality of services, it is
necessary to implement a new philosophy of business, which consists in the inadmissibility of non-
conformities; complete discontinuation of contracts on the basis of the lowest prices; widespread
application of innovations and know-how; introduction of new management methods, which motivate
high-quality work of personnel; removing barriers among divisions and employees; encouraging
employees to self-improvement and advanced training; involving of all staff in the process of improving
of the quality at all levels of the organization [4].

So, we can conclude that one of the main factors for ensuring the competitiveness of enterprises
of the hotel and restaurant industry is the service quality, which is determined by the degree of
compliance of the services actually provided with the expected standards. Standardization of services
developed on the basis of customer expectations, as well as the organization of work of personnel in
accordance with these standards should be carried out as a part of the total quality management strategy
that permeates all organizational levels of an enterprise and is based on flexibility, adaptability and
effective human resources management system.

1. Business dictionary URL: http://www.businessdictionary.com/definition/quality.html. 2. ISO 8402:1994 Quality
management and quality assurance. Vocabulary. URL: https://www.iso.org/standard/20115.html. 3.Malska M., Pandiak 1.,
Zanko Y. (2011). Organization of hotel service: textbook. Kyiv: Znannia. (in Ukrainian). 4. Topolnyk V.H. (2018). Quality
Management of the Products and Services in the Hotel and Restaurant Industry: textbook. Lviv: «Mahnoliia-2006. (in
Ukrainian).

59


http://www.businessdictionary.com/definition/quality.html
https://www.iso.org/standard/20115.html

Peaunii Ta mepcrieKTUBH PO3BUTKY 1HXYCTpii FOCTHHHOCTI B yMOBAaX iHTErpallifHUX IIpoIeciB

HaykoBe Buganus

PeaJiii Ta mepcreKTUBU PO3BUTKY IHAYCTPIl FOCTUHHOCTI B yMOBaXx

iHTerpaniiHuX nmpoueciB

Te3u AonoBigeil BeceykpaiHcbKkol HayKOBO-NPaAaKTHYHOI KOH(pepeHuil

22-23 6epe3us 2019 p.

BiamoBinaneHuMii 3a BUITYCK — JTOKTOP €KOHOMIYHHMX HayK, rpodecop Minamoscrka O.1.

74



