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Abstract. Purpose. The purpose of this research is to assess the quality of hotel service in Kyiv using the HOLSERV
Plus model, based on an analysis of open-access electronic reviews (e-WOM). The study aims to identify which
components of service quality are most critical to customer satisfaction and to uncover the service-related risks that
influence hotels’ digital reputation.

Method. The research employs a qualitative-quantitative content analysis methodology. A dataset of over 600 Google
Maps reviews of mid- and upper-segment hotels in Kyiv was collected and analyzed. The reviews were structured using
the HOLSERV Plus model, which expands the SERVQUAL framework by including the "Surroundings" dimension.
Frequency and sentiment analysis were applied to identify dominant categories and recurrent positive or negative customer
experiences. Comparative analysis with existing academic literature was conducted to contextualize the findings.
Results. The most frequently mentioned quality dimensions were Tangibles (80.4%), Surroundings (52.8%), and
Reliability (58.8%). The highest share of negative sentiment was found in the Empathy category (22 out of 86 mentions),
pointing to a deficit of emotional engagement from hotel staff. The digital reputation of the analyzed hotels is largely
shaped by physical comfort, location, and consistent service delivery. The study revealed several risk factors, including
outdated facilities, poor communication, lost bookings, and emotional detachment. These risks have measurable
impacts on brand trust and customer loyalty. The HOLSERV Plus model demonstrated strong operational applicability
and diagnostic value in extracting structured insights from unstructured e-WOM data.

Scientific novelty. This research is the first application of the HOLSERV Plus model in the Ukrainian hospitality context
using big data from online reviews. It validates the model’s usefulness in identifying critical service risks and allows for
adaptation to regional cultural and infrastructural realities. The study contributes to the literature by integrating quality
management, risk analysis, and digital monitoring in hospitality research.

Practical importance. The results offer hotel managers and service developers practical recommendations for improving
customer satisfaction and mitigating reputational risks. The findings can be used to build internal monitoring systems,
refine staff training, and allocate investment towards infrastructure or service touchpoints that matter most to guests.
The methodology can also be scaled to other regions or applied to other hospitality-related businesses, including
restaurants and boutique establishments.

Key words: service quality; HOLSERV Plus; digital reputation; hotel reviews; service risk; e-WOM; hospitality
industry; Ukraine.

AHoTtanisi. Mema. MeTo10 TOCHTII)KEHHS € OIiHKA SIKOCTi TOTENBHOTO cepBicy y MicTi KueBi 3 BUKOpHUCTaHHIM MO
HOLSERYV Plus Ha 0cHOBI aHaNi3y BIAKPUTHX €IEKTPOHHUX BIATYKIB KITi€HTIB. JlOCTiKEHHS CIPSIMOBaHE HA BUSB-
JICHHA KIIFOYOBHX KOMITOHEHTIB CEpBiCy, 10 HaWO1IbIIIe BIUIMBAIOTH Ha 33/I0BOJICHHS TOCTEH, a TaKOXK Ha iAeHTH]iKa-
Lif0 PU3HKIB, TIOB’SI3aHUX 13 AKICTIO OOCIYTOBYBaHHS, SIKi (OPMYIOTH IH(POBY pEMyTAaIlifo TOTETIB.

Memoouxa. Y HOCHIIKEHHI BUKOPHCTAHO METOJ] KOHTEHT-aHaJNi3y y SKICHOMY Ta KiIbKiCHOMY BHMipax. 3i0paHo
moHaz 600 BiZKpUTHX BiITyKiB KopucTyBadiB Google Maps 1110710 TOTETIiB CepeAHBOr0 Ta BUCOKOTO CeTMeHTiB y Kueni.
s crpykrypusaniii ganux BukopructaHo monens HOLSERYV Plus, sixa monoBnroe kinacmany SERVQUAL kareropi-
€10 «HaBkonmuiHe cepenoBuie». 3aCTOCOBAHO YaCTOTHUH Ta €MOIIMHO-CEMaHTUYHHMNA aHAITi3 3 METO BHU3HAYCHHS
JOMIHAHTHHX TE€M 1 HETaTWBHUX MATePHIB KIIEHTCHKOTO M0CBiMy. OTprMaHi pe3ylbTaTH 3iCTaBIEHO 3 aKTyaIbHUMHU
HAyKOBUMH JDKepesIaMy [UIS iHTEepIIpeTartii B IIHPIIOMY KOHTEKCTI.
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Pesynbraru. Haiiyacrime 3ragyBaHumu karteropisimu Oynu «Martepiaibhe cepepoBuuie» (80,4 %), «Haskonuuine
cepenosuie» (52,8 %) Ta «Hanifinicts» (58,8 %). HaiiBuiuuii piBeHs Heratuy 3adikcoBaHO B Kareropii « EmMmnaris»
(22 meratuBHUX 3rajgkd 3 86), 10 CBIAYUTH PO HU3BKHUU PiBEHb EMOIIMHOI B3aemMomii 3 0oky mepconany. [{udpo-
Ba peryTaris roTeiB GOpMYEThCS HacamIiepes 4epe3 KoM(OPTHICTh, JIOKAIIiI0 Ta MOCTIJOBHICTh Y Ha/IaHHI MTOCIYT.
BusiieHo HU3KY pU3HUKIB, 30KpeMa 3actapiii MeOii, BTpaTi OpOHIOBAaHHS, BiJICYTHICTh IEPCOHAIBHOI yBaru, sIKi CyT-
TEBO BIUIMBAIOTh Ha JOBIpY 10 OpeHIy Ta JosutbHICTh KiieHTiB. Mogens HOLSERV Plus nponemoHncTpyBana BUCOKY
MIPUAATHICTB I pOOOTH 3 HECTPYKTYPOBaHUMH JaHUMH.

Hayxroea nosusna. Ynepiie B yKpaiHCBKOMY KOHTEKCTI TociimkeHHs Bukopuctaio moaesib HOLSERYV Plus Ha ocHOBI
BIZIKDHUTUX €JIEKTPOHHHX BIATYKiB. JloBesieHO €(heKTUBHICTh IIbOTO IHCTPYMEHTY Y BHSIBICHHI CEPBICHHX PU3UKIB Ta
HWOro afanTHBHICTh J0 KYJIBTYPHHX 1 PErioHaJbHUX 0coONMMuBOCTEd. JIOCHIPKECHHS 1HTErPYE METOAMKH YIIPABIIIHHSI
SIKICTIO, aHaJIi3y PU3UKIB Ta IM(POBOTO MOHITOPUHTY Y cepi TOCTUHHOCTI.

Ipaxmuuna 3nauumicmo. Pesynsratn MOXyTh OyTH BUKOPHCTaHI YHPaBIIHILSIMH TOTEJIB JJIsl IOKPALIEHHS CEpBicy,
PO3pOOKH BHYTPIIIHIX CHCTEM KOHTPOJIIO SIKOCTI, IMiITOTOBKH IIEPCOHAITY Ta ONTUMI3allii IHBECTHIIIH y KJIFOUOBI TOUKU
KOHTAKTy 3 KIIIEHTOM. 3alpOIIOHOBaHA METOIMKA TaKOX MOKe OyTH MacmTaboBaHa HA iHIN perioHn YKpainu abo
BUKOpHCTaHa y CyMDKHHX cepax, TaKUX sIK pecTOpaHHuil 1 kpadToBuil Oi3Hec.

Kurouosi cioBa: sxicts cepeicy; HOLSERV Plus; nndposa penyTaltisi; Biqryku KIi€HTIB; pU3HKHU cepsicy; e-WOM;
rotesbHa cdepa; Ykpaina.

ITOCTAHOBKA 3AJAYI

Codepa roTenbHO-pecTOpaHHOTO TOCIIOAAPCTBA B YMO-
BaX 3pOCTAar040i KOHKYPEHIIi, IU(ppoBi3allii ceppicy Ta
MIOCWJICHHS BIUIMBY KOPHCTYBAaLbKOTO NOCBiLy Ha perry-
TaIlif0 MiAIPUEMCTB CTa€ OXHUM 3 HAWOLIBIN AWHAMIY-
HUX Ta BPa3JIMBHX HAIPSIMiB eKOHOMIKHU. [oTenbHuit 6i3-
HEC, 30KpeMa y BEJIMKUX MiCTax, MOCTIHO 3HAXOIUTHCS
I THCKOM 3pOCTA0YUX OYiKyBaHb CIIOXKHMBaYiB, BUKJIH-
KiB Oe3MeKH, HeCTa01IbHOT EKOHOMIKH Ta IIBHAKHX TEX-
HOJIOTIYHUX 3MiH. OZHMM i3 KITFOY0BUX (aKTOpiB 30epe-
JKEHHS KOHKYPEHTOCIIPOMOXKHOCTI 3aKJIa[(iB PO3MIILICHHS
€ BHCOKa SIKICTb 0OCITyrOByBaHHsI, sSika BHU3HA4a€ PiBEHb
3aJI0BOJIEHOCTI KJII€HTIB, IXHIO JIOSIIBHICTE 1 CXMJIBHICTD
JI0 TIOBTOPHOTO BHOOpPY Torenro. Kmacwuni Momeni ori-
HIOBaHHSI cepBicHOT siKoCTi, 30kpema SERVQUAL, cramu
6a3mcoM 6araThbOX IOCTIIKEHb Y cdepi MOCIyT, oqHaK
y TOTEIBHOMY CEKTOpi BOHH MAarOTh OOMEXEHY i€BICTbH
yepe3 crneuudiky TOTEIBHOrO CepBiCy: 0araToKoMIIO-
HEHTHICTH MTOCITYT, IOBTOTPHUBAJY B3AEMOIIIO 3 KITIEHTOM,
cy0’eKTUBHUI XapaKkTep COPUHHATTS KOM(BOPTY, a TAKOXK
(akTopy 30BHIIIHBOIO CEpeAOBHIIA (PO3TallyBaHHS,
iHpPACTPYKTYpa, COIIOKYIFTYpPHE CepeloBHINe). 3 i€l
MIPUYMHY IS TOTEIBHOTO TocnoxapcTsa Oyio po3poO-
JIEHO crieniasizoBani mMozedni, 3okpema HOLSERV rta ii
BrockonaneHi Mmoaudikamii — HOLSERV Plus.

CyvacHui KITi€HT Aenaii gactime GpopMye ysBICHHS
IIPO SIKICTh TOTEJIBHOTO CEPBICY HE JIMIIE Ha OCHOBI 0CO-
OmcTOrO HOCBifY, a i Yepe3 BUBUCHHS €NEKTPOHHUX BijI-

3a CBOEIO IMPUPOJOI0, MICTATH LiHHY iH(OpMaLiio mpo
MO3UTHBHI Ta HEraTHBHI BPa)KCHHS CIIOKUBA4iB, ITPOO-
JIeMHI TOYKH CEpBICY, PU3UKU CEpPBICHOI HEBIJIOBII-
HocTi. CaMe TOMy OCTAaHHIM 4YacOM B HAyKOBHX JOCIi-
JUKEHHSIX Ta MPaKTUYHOMY 3aCTOCYBaHHI PO3BHBAETHCS
HaINpsMOK 3MIIIAHOTO aHaJli3y, KUl IOETHY€E KaTeropu-
3allilo BIATYKIB 32 (hOpMai3oBaHUMH MOJAEISIMHU (30Kpe-
ma HOLSERV Plus) i3 koHTeHT-aHami3oM open-text
reviews. B yMoBax yKkpaiHChKOi TOTEIBHOI CIpaBH TakKi
MIIXO/IM 11l HE Ha0y/u CUCTEMHOro Bukopucranus. Cra-
HOM Ha ChOTOJIHI BiJICYTHI KOMIUICKCHI JOCIIIKCHHS, SKi
0 moeIHYBAJU aHAJTI3 CJICKTPOHHUX BIATYKIB 32 MOJICILIIO
HOLSERV Plus, oriHKy cepBiCHOI SIKOCTi B perioHab-
HOMY po3pi3i (Ha npuxiaai M. Kuesa) ta inentudikairo
PH3HKIB CEPBICHOI HEBIIIOBIIHOCTI, 110 BIUIMBAIOTh HA
dpoBy penyrarito. binplicTh iCHYIOUMX JTOCITIHKEHbD
30cepekeHa abo Ha TPaJULIHHOMY ONUTYBaHHI KITi€H-
TiB, a00 Ha 3araJlbHOMY aHaJIi31 MAPKETUHTOBHUX CTpaTe-
Tiif TOTENIB, IO HE JI03BOJISIE YITKO BHSBUTH CTPYKTYDY
KJIIEHTCBKOTO JIOCBIJy 3 ypaxyBaHHSAM Cy4YacHHX IH(-
poBux peainiii. lle cTBOplO€ HayKOBY NpOTajHHY, 3aIo-
BHEHHS SIKOi € BKpail akTyaJbHHUM B YMOBax ajarnrarii
roresibHOro Oi3Hecy YKpaiHM O BUKJIMKIB ITOBOEHHOTO
PO3BUTKY, MOCUJICHHSI KOHKYpeHIii Ta ro0albHUX 3MiH
CIIOKHMBAIBKOI MOBEIIHKH, TOMY JaHE JAOCIIHKESHHS, 1110
noeanye moneib HOLSERV Plus, mudpoBy noseminky
CTIO’KUBAYiB 1 pPU3UK-MEHE/DKMEHT, Ma€ He JINIIE HayKOBY
HOBU3HY, a i BUCOKY IIPaKTU4HY 3HAYHMICTb.

rykiB (e-WOM) na mardopmax Google Maps, Booking.
com, Tripadvisor Tormo. i rirdpposi ciim, sixi € popmoro
COILIIATBHOTO JOKA3y, aAKTUBHO BIUTHBAIOTH HAa BUOIp 3aKITa-
1y, CTalOTh JKepeIoM (OpMYBaHHS peryTaLil Ta MOXYTh
ICTOTHO BIUIMBAaTH Ha NMpHUOYTKOBICTH Oi3Hecy. Sk cBin-
YaTh JOCHIHKEeHHs, Outbine 80 % IMOTEHIIHHNX KITI€HTIB
O3HaHOMITIOIOTECSI 3 OHJIAHH-BIATYKAaMH Tiepes OpoHIO-
BaHHSM, a HEraTHBHI KOMEHTapi 3/1aTHi 3MEHIIUTH HMO-
BIpHICTH 3aMOBIIeHHS nocayru Ha 30-50 % [1; 2]. Kpim
TOTO, ENEKTPOHHI BiIryKH, Oyay4d HECTPYKTYpOBaHHUMH

AHAJII3 OCTAHHIX JOCJIJ)KEHb
I NYBJIIKALIA

TeopeTHKo-MeTo0NIOTIYHa  OCHOBA  OCIHIIKEHHS
SIKOCTi CepBiCy B TOTENBHOMY Oi3Heci Oa3yeThcst Hacam-
nepes| Ha KJIaCHYHUX IT11X0/1aX J0 OL[IHIOBAHHS 3310BOJIE-
HOCTI CHOKHBadiB y cepi mocmyr. Haif0imbm BILTHBOBOIO
B IIbOMY KOHTEKCTi BBaxkaeThcsi mMomenb SERVQUAL,
sIKa OXOILTIOE TI’ATh KIIFOYOBHX BHUMIPIB CEpBiCy: HaMIiii-
HICTbh, BITYK, TOBipa, €MIIaTid Ta MaTepiajdbHa CKIaI0-
Ba [1]. Llg Moxens JiArIa B OCHOBY THCSY JOCTIIKCHB,



30KpeMa y OaHKIBCBbKii, TpaHCIIOPTHIM, MenuuHii cde-
pax. OmHaK y KOHTEKCTI TOTENBHOrO TOCIONApCTBa
SERVQUAL BusiBUnach HEIOCTAaTHHO AJANTOBAHOIO JI0
crnetudiku ranysi. [orenbHui ceppic nependavae ckia-
HI eMOIIiiHi, (i3UYHI Ta KOMYyHIKalilHI B3aEMOMIi, SIKI
HE MOBHICTIO OXOIUTIOIOTHCS KJIIACHYHUMH IIKaamu [2].
VY 3B’3Ky 3 UM OyJIO 3ampOIOHOBAHO CIICI[iaJIi30BaHY
mozens — HOLSERY, sika Oyna nepiinoro cripo0oro ajarn-
tauii SERVQUAL no norpeb rorenbHoi crpaBu, y Hiit
OyJI0 TIOCHJIEHO 3HAa4€HHs TakuX (PaKTopiB, K YHCTOTA
HOMEpIB, poOOTa MEPCOHAY, 30BHIIIHIA BUDNISA, MIBUJI-
KicTh oOciyroByBanHsi [3]. JlociiokeHHs, mpoBeaeHe
B TOTeNAX Manaii3ii, BUSABHIIO, 110 HANCHIBHIIIHK BILUTUB
Ha 3aJI0BOJICHICTb KIIIEHTa Malud caMme MarepialibHi
acriekTH (KiMHara, 3py4HocTi, armocdepa). Ilonanpinii
po3Butok orpumMana mozeas HOLSERV Plus, siky Gyno
BIOCKOHAJICHO, JomaBiny Bumipu “Surroundings” (oto-
4yeHHs roteiro) ta “Reliability” (HaaifiHicTh y TOTpUMaH-
Hi 00iusHOK) [4]. Lls Mozmenp 3acTocoByBanach y rore-
nsix B’ernamy, Kopei, Tainanny Ta IngoHesii, it nosena
CBOIO €()eKTUBHICTh Y MYJIBTUKYJIBTYPHOMY KOHTEKCTI.
VY nmocmimkenHi [5] MOBEAGHO BAaXIIMBICTH ajamTarlii
mozeni HOLSERV 1o HaioHayisHOTO Ta COLIOKYJIBTYp-
HOTO KOHTEKCTY, ITiJJKPECJIEHO, 110 OYiKyBaHHS KIIi€H-
TIB Bijl TOTEJIBHOTO CEPBICY 3HAYHOIO MIPOIO 3aJIeXKATh
BiZl KyJBTYpH, TPaAMILiii, EKOHOMIYHOTO PiBHS PO3BHU-
TKY pPerioHy, aHaJIOTIYHMM YMHOM Y IOCJIJDKEHHSX [6;
7] miAKpecTOEThCS, IO YHIBEpPCaabHI MOIETI MalOTh
00MeXeHY BaJIiIHICTB, SIKIIIO HE BPAaXOBYIOTHCS JIOKaJIbHI
BIAMIHHOCTI.

3 iHmworo OOKy, psii JOCIiIKEeHb CPOKYyCOBaHO Ha
MO€THAHHI MOJIeIi cepBicy 3 MUGPOBUM JOCBIIOM Kili-
eHTa. 30kpeMa, y [8; 9] 3po0iieHO aKICHT Ha 3HAYCHHI
enekrporHoro WOM (e-WOM) — nomupeHHs 10CBi Ly
yepe3 OHJIAWH-BIATYKH, Ta JOBOJACHO, IO CIOXHBAYl
OisblIe JIOBIPSIOTH OHJIAMH-BiAryKam, HiK oQiuiiHii
pexiami. Y po6oti [10] 3ampomoHOBaHO IHTErpaIlito
e-WOM rta SERVQUAL, ne Biaryku aHajii3yloThCs
3a KaTeropisiMM MO, IO J03BOJISIE aBTOMAaTHU3yBaTH
KOHTEHT-aHaJli3 Ta BUSIBJIATUA ClIa0Ki MICIsSl Y CepBici.
IMoni6Hy MeTozosI0Tit0 peanizoBano y [11], xe 3actocy-
Baiu HOLSERV g0 ananisy nanux Tripadvisor i Google
Maps. Takox iHHOBaUiWHUHA miaxix Oyno MpoxeMOH-
cTpoBaHo y [12], ne moeanano anainiz e-WOM, moxenn
HOLSERV Plus Ta pusuk-opi€HTOBaHE YIpPaBIiHHS Ta
CTBOPEHO IHCTPYMEHT IIBHJKOI peakiiii Ha HeraTHBHI
curHany 3 puHky. CydacHi ZOCIIJKEHHS TaKOX aKIIEeH-
TYIOTh Ha TEMaTHIll PU3MKIB, OB SI3aHKUX 13 CEPBICHOIO
HeBignoBiaHicTio. Hanpuknaza, y po6ori [13] Shtal et
al. (2024) oOrpyHTOBaHO KOHIICIIIiO IHHOBAIIITHOTO
pusuk-menemkmenty y HoReCa, B sikiii HeraTuBHi Bij-
TYKH BH3HAUalOThCS SIK «pENyTaliiiHi TpUrepu», IO
BUMaraloTh HETailHOTO YIPaBIIHCHKOIO pearyBaHHS,
a 'y po6oti [14] mponoHy€eThCSI BUKOPUCTAHHS 1TUPPO-
Bux KPI Ta eneMeHTIB iHTepHET-aHAJITHKH Ui 1OOY-
JIOBH KapTH JIOSUTBHOCTI KJIIEHTA.
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Takox psij1 1OCIIKEHb TIOKa3ye PICT 3aliKaBIEHOCTI
JI0O BUKOPUCTaHHsI HECTPYKTYPOBaHUX NaHUX, Hacamiie-
pel — KOPUCTYBAIlbKUX TEKCTIB, 3 METO (hopMatizoBa-
HOI OL[IHKH KJIIEHTCBHKOTO JIOCBIJY, 30KpeMa, JOCIIIHUKH
[15] 3niticarnu koHTeHT-aHai3 2000+ OHIaWH-BIATYKIB,
IO JI03BOJIWJIO IACHTU(IKYBaTH HAWOUIBII 3rajyBaHi
XapaKTePUCTUKU T'OTEIBHOIO CEepBICY. ABTOpU HArojo-
HIYIOTh Ha TOMY, L0 €MOIliiiHa TOHAIBHICTH BIATYKY
4acTo BiJirpae OuIbIIy poiib, HDX (hOpMaNbHI KpuUTe-
pii omiHroBaHHSA. Y poboTi [16] mocmimkyBaau BIUIUB
3MICTY €JIEKTPOHHHX Bi[ITYKiB Ha MOBEIHKY CIIOKHBaua
W J0BenH, 10 HAsSBHICTh HeraTMBHUX (pa3 HaBiTh MpH
3arajbHiil IMO3UTHUBHIM OL{HII MOX€E HIBEIIOBAaTH JOBi-
py a0 Openny. Takuii epeKT BiIOMUH Yy MapKETHHTY SIK
“negativity dominance effect”, mo ocobmuBo axryanb-
HO JUIsl CETMEHTY NpeMiajbHuX roteniB. Y poboti [17]
JIOCIIJDKY€EThCSL  3aCTOCYBaHHS METOJY MAIlMHHOTO
HaBYaHHsI JJIs aHaJi3y Biarykis Ha Booking.com, 3 Buko-
pUCcTaHHAM Mojeneil kinacudikamnii Ha 0a3i anropuTMiB
NLP. ABTopu 10Beny, 1110 aBTOMAaTH30BaHUI aHai3 Aa€e
3MOTY BUSIBJISITU TPUXOBaHI ITaTEPHU KIIIEHTCHKOI MOBe-
JUHKH, 5IKI He (DIKCYIOThCS uepe3 aHKeTyBaHHs. Y poOoTi
[18] 3anporoHoBaHO OaraToBUMipHY MOAENb iHTErpaii
Cy0’€KTUBHHX OLIIHOK Ta 00’ €KTHBHUX MOKA3HUKIB rOTE-
710, MO 0a3yeThCsl Ha aHali3i BEJIMKOTO MAcCUBY JaHHX
i3 Google Reviews. Y moneni BpaxoByIOThCS HE JIHIIE
Kareropii OLIHKK (YMCTOTA, PO3TAIYBaHHS, IIEPCOHAN),
a ¥ Taki mapaMeTpy K YaCTOTHICTh 3raJIoK, CeMaHTHYHI
MOJIsI, TOHAJBHICTE. Y fociimkenHi [ 19] 3nilicHeHo MeTa-
aHaii3 nonan 60 myo6mnikauiii 3 remu e-WOM y rorensHo-
My Oi3Heci i BUJAIIEHO TP THUIIOBI ClieHApii HOBEIIHKH
KOPHCTYBa4a: penyTaIliifHuii (iIbTp, KOHTPOJb SKOCTI
Ta noBipuuii Tpancdep. 1li Mexanizmu GopmyrTh O6azy
JUIsl TIPOTHO3YBaHHsI PU3UKIB Y cdepl OHIaliH-OpeHJ1H-
ry. [nun gocnimkenns [20; 21] nigkpeciroTh, L0 rote-
Ji 3 BUCOKHM piBHEM 1M(POBOI Mpo30pocTi (BiAmOBil
MEHE/KePiB, IOCTIHHA MoJiepallis, aKTHBHA ITPUCYTHICTb
y Google ta OTA) oTpuUMyIOTh BHUIIlY CEPEIHIO OI[IHKY
1 MEHILIe CKapr, HiXK roTeni, sIKi iIrHOpYIOTh OHJIalH-B3a-
€MOJIIO.

PoGota [22] BBoauTh NOHATTS “‘customer experience
resilience” — 31aTHICTh CEPBICHOI CUCTEMH aJaNTyBaTH-
csl 10 MIHJIMBUX OYIKYBaHb CIIO)KHBA4iB y LU(PPOBOMY
cepenoBui. Lle moHATTS Oe3n0cepesHbO OB’ SIBYETHCS
3 KOHLIEMLIEI PU3UK-MEHEIKMEHTY B cepgici. 1lle ogun
BEKTOp CY4acHHX JIOCIIJDKEHb — IHTerpallisi aHaiizy Bin-
T'YKiB i3 BHYTpILIHIMH CTaHJIapTaMd YHpPaBIIiHHS sKic-
Ti0, Harpukiay [SO 22483:2020 “Tourism and related
services — Hotels — Service requirements”. Y myOsikaii
[23] 3a3HauaeThCs, M0 BUKOPUCTAHHS IyONIYHUX LH]-
POBUX BIII'YKiB MOX€ JIOTIOBHIOBaTH BHYTPILIHI CHCTEMHU
ayJInTy CepBicy.

OT1xe, MOJKHA Ka3aTH mpo Te, mo moaeas HOLSERV
Plus € HaifOUIbII peJIeBaHTHOO VIS CYy4acHOTO IOTElb-
HOro Oi3Hecy, enekTpoHHI Biaryku (e-WOM) MoXyTb
OyTH JHKEPEJIOM EMITIPUYHHX AaHUX, PU3UK-MEHEIKMEHT
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y cepBici Mae OyTH IHTEIpOBaHHH i3 CUCTEMaMH aHai3y
KIIIEHTCHKOTO JOCBiNy Ta YKpaiHCHKMH KOHTEKCT HEIO-
CTaTHBO MPE/ICTABICHUI B eMITIPUYHUX JTOCIIDKEHHSX.

BIJOKPEMJIEHHS HEBUPIINEHUX PAHIIIE
YACTHH 3ATAJIBHOI TPOBJEMHU

Omsin HayKOBHX JDKEpeNl CBIAYUTH TPO BHCOKUI
PIBEHP PO3BUTKY TCOPETHYHHX Ta SMITIPHYHHX ITiIXOIIB
JIO OIIHIOBAHHSA SKOCTI CEpPBICY y TOTENBHOMY Oi3Hecl,
aye aHaii3 OmyONiKOBaHWX TOCTIKEHBb MO3BOIIIE iNCH-
TU(IKYBATH KiNbKa BKIMBHUX MPOTAIWH, SKI 3aJIHIIA-
I0ThCSl HEAOCTATHRO ONPANbOBAaHWMH y BITUYM3HAHIN Ta
MDKHapOIHIM HayKoBiH Tpaumii. 30kpema, 1Ie oOMexeHa
anpoOaniss mogeni HOLSERV Plus y kpainax CxigHOl
€Bpony, He3paxaroun Ha edekruBHicte HOLSERV Plus
y kpainax IliBnerno-Cxinnoi Aszii (B’eTnam, [Hmone3is,
Tainanm), goci BiACYTHI AOCHIIKEHHS, III0 BHUKOPHCTO-
BYIOTH ITF0 MOJZENb y perioHi CximHoi €Bpory, 30KkpeMa
B YkpaiHi. Takox Bifirpae poib HEIOCTaTHE BUKOPHCTaH-
HS BIAKPATHX IM(PPOBUX JAHUX SK JKEPea eMITipUIHOTO
a"amizy. [Tonpy akTHBHE BUKOPHCTAHHS OHJIANH-BIITyKiB
CTIO)KWBaYaMH, OINBIIICTh HAYKOBHX IOCHIIKEHB, 0CO0-
JMBO B YKpaiHi, IPYHTYIOThCS HA aHKETYBaHHI, 10 TIOTpe-
Oye TpuBajsoro 300py JaHUX Ta HE 3aBXIU 3a0e3mnedye
penpe3eHTaTuBHICTh. TuM yacom e-WOM (enekTpoHHE
«capadaHHe pazio») € MOTY>KHUM JDKEPEIOM aKTyalbHO-
TO, aBTEHTHYHOTO 3BOPOTHOTO 3B’SI3KY, SIKE 3aJIMIIAETHCS
Maiike He 3aTy9eHUM Y JIOKAJIBHHUX JOCIIDKEHHSX.

BaxnmBrM € Te, MO HEIOCTaTHBO, a0 BiICYTHI
nociimkenHs, ski moeqaytots HOLSERV Plus, e-WOM
1 pU3UK-MEHEDKMEHT, a TaKa IHTerpallis J03Boisie chop-
MyBaTH HOBHM WiAXiJ IO CTPAaTETriyHOTO VIPaBIiHHS
SIKICTIO, KOJIM HeTaTUBHI CHTHAJIM BHUSABIIAIOTHCS paHille,
HIX BimOymeThcs iMipkeBa abo ¢inaHcoBa mkoma. Cro-
CTepiraeTbcs IHCTUTYIIIfHA HEBIAMOBIIHICTH MK BHY-
TPIITHIME CTaHIAPTAMH SKOCTi i KITIEHTCHKUMHU OIliHKa-
MH, y 6araTb0X TOTelsAX iCHY€E PO3pPHB MiX (OPMaTBHOIO
cucremoro koHTpoio sikocti (ISO, HACCP, BHyTpimHI
CTaHIAPTH) Ta peaJbHUM TOCBIIOM CIIOJKHBaya, 3a(ikco-
BaHUM Y BiArykax. B VYkpaini s npoOiema me Oinbime
3aroCTPIOETHCS Yepe3 BiACYTHICTh METOIUK aHAI3y KITi-
€HTCHKOTO IH(POBOTO JOCBILY Ha PETYISIPHIA OCHOBI.

Takum 9yrHOM, MOXHA 3pOOUTH BUCHOBOK ITPO HEOO-
XiTHICTh TIPOBE/IEHHSA KOMIUIEKCHOTO JTOCII/UKEHHS, SKe
6 anpoOysaio momens HOLSERYV Plus y rorensix Kuega;
BHUKOPHUCTAJIO €IEKTPOHHI BITYKH SIK OCHOBHE JDKEPEIIO
JAHWX; TIOETHAIO aHaJi3 CEPBICHOI SKOCTI 3 MiIXOXaMH
PHU3HK-MEHEKMEHTY; 3a0€3MeUHII0 NPUKIAIHY KOPUCTh
JUTSA YTIPABIIHINB Ta JOCTiTHUKIB y Tamy3i HoReCa.

META JOCJIILIKEHHS

Mertor0 JOCHIIKEHHsI € BHUSBICHHS OCOOIMBOCTEH
CIIPUUHSTTS SIKOCTI FOTENBHOTO cepBicy y MicTi Kuesi Ha
OCHOBI aHaJIi3y BIIKPUTUX €JIEKTPOHHUX BiJTyKiB KIIi€H-
TiB 13 3actocyBanHsIM Mozaeini HOLSERV Plus 3 nonasns-
1I0K0 17CHTU(IKAIIIEI0 PU3UKIB CEPBICHOT HEBIAMOBIA-
HOCTI.

METO/IM, OB’€KT TA IIPEJIMET
JOCJIKEHHS

OO0’€eKTOM IOCII/DKEHHS € MPOLEeC HaaHHs TOTellb-
HHUX TIOCHYT y 3aKiiajiax posmimienHs micra Kuesa, 1o
(DYHKIIIOHYIOTB Y CETMEHTI CEpeJHHOTO Ta BUILIOTO KIIacy.

[IpenmeroM HOCHIIKEHHS BUCTYHAIOTh Cy0’ €KTHUBHI
OIIIHKH KJTIEHTIB IIOMI0 SKOCTi TOTEJIBHOTO CEPBiCY, BUpa-
JKEeHI Y BIAKPUTHX TU(PPOBUX BIATYKAX, 1 IX aHaJi3 BiAIO-
BizHO 10 Kareropiit moaeni HOLSERV Plus.

V nmociimKeHHI 3aCTOCOBAHO 3MiIIaHUA METOMOJI0-
TIYHUHM MiOXid, SKAA TO€IHye€ KOHTCHT-aHajli3, KaTero-
pH3alLilo, pU3UK-OPIEHTOBAaHE MOJEIIOBAHHS TA OITUCOBY
cratucTuky. J[kepeno maHWX IUIS JOCTIIKEHHS — Bill-
KPHUTI eNeKTpOoHHI BiAryku 3 miardgopm Google Maps
ta Tripadvisor. Ilepiox 360py — 3 ciunsg 2022 mo Gepe-
3eHp 2024. dopmar AaHUX — TEKCTH BiAT'YKIB, OLIHKA
(y 0amax), maru, iMeHa xopucrtyBadiB. Merton 300py —
HaliBaBTOMAaTHYHE BUTATYBaHHA JaHUX depe3 Outscraper
(Google Maps Reviews Scraper) Ta py4He COPTYBaHHS.

O06paHno 5 roteniB Kuepa pisHOTO IIIHOBOTO CerMeHTa
(3-5 3ipok) — Premier Palace Hotel, Bursa Hotel, City
Holiday Resort Hotel, Senator Maidan, Ibis Kyiv Railway
Station. 3arampHa KiJIBKICTh IPOAHATI30BaHUX BIATYKIB
cranoBmwia 250 TekcToBUX mMoBimoMieHb (mo 40—60 Ha
KOXKeH ToTenb). BpaxoByBammcst yKpaiHCBKOMOBHI abo
AHIJIOMOBHI BIATYKH 3 OLIIHKOIO, He KOpoTii Hix 20 ciiB.

Kareropii, 3a SKUMH NOpPOBOAWBCS KOHTEHT-aHa-
nmi3 Mopenp ananizy: HOLSERV  Plus: Tangibles
(piznuna indpactpykrypa); Reliability (namiiinicTs);
Responsiveness (oneparuBHiCTB); Assurance (Tpode-
cioHanizMm nepconany); Empathy (yBaxkHicTb 10 rocts);
Surroundings (0TOYEHHS, JTOKAIIis, 30BHIIIHIN BUIIIS).

OcCHOBHUH MaTepiall.

YacToTHMI pO3MOMIN OWIHOK 32 KareropisiMu
HOLSERV Plus mnpoaHamizoBaHMX TEKCTOBUX EJICK-
TPOHHHUX BiJTYKIB HaBeleHO B TaOmuui 1 Ta Ha puc. 1.
VYei Biarykm Oyrmo kimach(ikoBaHO 3a IMICTBMa KaTero-
pismu mozeni HOLSERV Plus: Tangibles, Reliability,
Responsiveness, Assurance, Empathy, Surroundings.

Tadmuns 1. YacToTHUIA pO3MOLT OLIHOK
3a kareropissmu HOLSERYV Plus

A = z =
Kareropis E ] = 2 E §. E

25| X8| E i T
Tangibles 201 | 80.4% | 150 32 19
Reliability 147 | 58.8% | 109 25 13
Responsiveness | 121 | 48.4% 88 19 14
Assurance 105 | 42.0% 75 15 15
Empathy 86 34.4% 54 10 22
Surroundings 132 | 52.8% | 108 16 8

OpHa ¥ Ta caMa pereH3is MOIyIa MiCTUTH 3TaJIKH KiJlb-
KOX Kareropiid, TOMy CyMa 3raJioK MEepeBHIIY€E 3arajbHy
KUTBKICTB BiITYKiB.
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= Tangibles

= Reliability

Responsiveness

= Assurance = Empathy Surroundings

Puc. 1. Yacrotnicts 3ragok kareropiit HOLSERV Plus

3aranpHi TEHAEHLII IOKa3ylOTh, L0 Haifuacrimie
CIIO)KMBAdi 3BEPTAlOTh yBary Ha MarepiajbHi yYMOBH
(Tangibles): uncrora, mebmi, peMoOHT, caHTexHika. [To3n-
TUBHI 3raJiku Kateropii Surroundings cBiaYaTh Mpo Bax-
JIMBICTH PO3TALIyBaHHS TOTEIIO, HAsIBHICTD 1HYPACTPYK-
TypH 1o0u3y, BuA i3 BikHa. HaliO1bIy YacTKy HeraTuBy
oTpuMaiia kareropist Empathy: rocti yacto ckapxuincs
Ha HEYBaXXHICTh, Oal/1y>KiCTh IIEPCOHAITY.

VY sIKOCTI IPHUKJIA/IIB TUIIOBUX (PPArMEHTIB 3 BIATYKiB
MOXKHA HaBECTH TaKi.

Tangibles (matepianbHa 0aza) («yorce npuemmuti
HOMep, YUCMO, HOBA NOCMINb, AKICHA CAHMEXHIKAY,
«Mebni cmapi, ckpunyui, 8 KiMHami naxHe 3amxjuicmioy).

Reliability  (mapmidiricts)  («Obiysiiu  paunii
3ai30 — 0OMPUMATUCS CTI08A, OYdice NPUEMHOY, «Bponro-
eanHs 3a2younu, yexkanu 40 Xeununy).

Responsiveness (onepatuBHicTs) («I/lepconan wieuo-
KO GiO2YKHYBCS HA 3ANUM.: NPUHECTU PYWHUKYU 3a 5 X6U-
JURY, «/[360HUNU HA peyenyito — 8i0N0GIOi He OY10Y).

Assurance (mpodecionaniam) («/fisuuna Ha pecen-
weni Oyoice npogeciina, nopaouna Kyou cxo0Umuy,
«CnispobimuuKky He 3HAIU, K SUpIWUUMU NpobreMy
3 KIoUem»).

Empathy (yBara no xiienta) («Ilepconan oyice mioos-
HULl, OONOMO2NU 3 6ANI3AMU, BUKIUKAIU MmaKciy, «30asa-
JIOCS, WO MU nepconany 3asadxicaemo. Hyno ysazuy).

Surroundings (otoueHHs) («3pyuno. nopyu mempo,
cynepmapkem, Kag spuiy», «Beuopamu wiymno 3 ynuyi,
He 3MO2NIU HOPMATIbHO GIONOYUMILY).

[To3uTHBHI (2 TaKOXX HEHTPaJIbHI 1| HETAaTUBHI) 3raIKN
IO KOXHIH KaTeropii mokas3aHi Ha Jiarpami puc. 2.
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Puc. 2. CtpykTypa TOHaIbHOCTI BIATYKIB IO KaTeropisx
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BusiBiieHI TOJIOBHI MO3MTHBHI 1 HeratuBHi (pasu
y BiArykax BimoOpaxeHi Ha rpacdikax (puc. 3 ta puc. 4).
wBuke 3acenenus N 18
I 25

BCe BiamoBinae hoto

I 31

3py4HE PO3TALyBAHHS
npuemnnit nepeoran NI 35
aucro B novepi [N 42

0 5 10 15 20 25 30 35 40 45

Puc. 3. Haituacrimi nmo3nTuBHi (pasu y BiArykax

HeMae 3ByKOi30IsLLiT - 9
BTpaTHIIM OPOHIOBAHHS _ 11
nepconan He gonomarac [N 14
e 17

XOJIOAHO B HOMEpi

21

0 5 10 15 20

crapi mebmi

Puc. 4. Haituacriwi HeratuBHi ¢pasu y Biarykax

VY tabnuiii 2 HaBOAATHCS BUSBJICHI IA0JOHH PU3HKIB
CEepBICHOT HEBIAMOBIHOCTI.

Taduuns 2. BusieieHi mabioHu pu3KKiB cepBICHOT
HEBIAIOBIAHOCTI

. . Brnuiue Ha nugpos
Kareropis Yacri pusnkn .(l)p ¥
penyTaniio
Crapa 3HUKYE
Tangibles iHQpacCTpyKTypa, KOM(OPTHICTB, BIITIK
3anaxu rocTei
Brparu
Reliability OpOHIOBaHb, 3HIDKSHHS TOBIpH
IUTyTaHWHA
3aTpuMKu
. >2Tp > (dopmyBanHs 00pa3y
Responsiveness |irHopyBaHHs . .
. OaiimyxoCTi
3aIUTIB
Henocrarusa .
! . CYMHIBH 1110710
Assurance 00i3HaHiCTh . .
npodecionanizmy
nepcoHaTy
BincyrHicTs
Empathy €MOIIHOTO HU3bKa JIOSUTBHICTD
KOHTaKTy
. ITorane ocBITIAEHHS, | 3HMKEHHS OAKaHOCTI
Surroundings
IIyM, TPs3b JIoKamii

OTpuMaHi pe3yJasTaTH CBiAYaTh MPO TE, IO KIIEHTH
HaO1TbIIE IIHYIOTh SIKICHI MaTepiajibHi YMOBH Ta pO3Ta-
IIyBaHHsI, caMe 1Ii YUHHUKH (POPMYIOTh TIEPBUHHY JIOBi-
py. CnabkuM MiCIleM KHUIBCHKUX TOTEJIB 3aJHINAETHCS
BIJICYTHICTh eMMarii Ta iHauBiAyansHoro miaxomy. Iug-
poBa peryTarlis roresiB GpopmyeThest 31e01bIIoro yepe3
MMO3UTHBHI €MOLIMHI 3raJKu, OJHAK MOOIMHOKI HEraTHB-
Hi BIITYKH MafOTh HENPOTIOPLIHHO BEJIMKUH BILIHB.
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EKOHOMIKA TA MEHEOIDKMEHT [ EEEEGEEN

OBI'OBOPEHHSA OTPUMAHUX PE3YJIBTATIB

CHiBBiIHOLIGHHS Pe3yNbTaTiB, OTPUMAHHUX B XOJi
aHaJi3y BIIKPUTHX BIATYKIB KIi€eHTIB roteiiB Kuesa 3a
mozemro HOLSERYV Plus, 3 Mi>kHapOTHUMU J10CITIXKEH-
HSMH, TIOKa3ye, O y AociipkeHHi [12], npoBegeHoMy
y B’ernami, kareropii Tangibles Ta Assurance Takox
¢birypyBaiu sik HailOubIn 3Ha4YyIi Ast kiienTiB. Hame
JOCTI/DKCHHST MiATBEPKY€E II0 TCHICHIIIO, OCKUIBKH
80,4 % BIATyKiB MICTHJIM 3raJIKU IIPO MarepianbHy 0a3y,
a 42 % — mpo BIIEBHEHICTh y MPO(eCiiHOCTI MEPCOHAIY.
OnHak, Ha BiIMIHY Bl B’€THaMCBKOTO KeiCy, y KHiB-
ChKHX TOTeNsIX Kareropis Empathy nemoHcTpye HaiiBu-
UMK piBEHb HETATWBHUX 3rajok (22 3 86), 110 CBiIYUTH
npo npoOiieMy eMOLIHHOT JuCTaHLii MK HepCOHAIOM
i kiaienrom. [loxibHe croctepiranocs y pobori [17], me
OyJi0 MOKa3aHo, IO y PO3BHHEHHMX MICTaX HEJOCTATHs
€MIIaTisl € MOUIMPEHUM (HaKTOPOM HEBIOBOJICHHS HAaBITh
3a BUCOKOI TEXHIYHOT SIKOCTI 0OCIIyroBYBaHHSI.

Ha BigMiHy BiJil KJIACUUHHX OIUTYBAHb, SIKi MOXYTh
OyTH ynepe/XKeHUMU 4Yi OOMEXKEHHMH 3a BHOIPKOIO,
Bukopuctants e-WOM 103BOJIHIIO OXOMUTH aBTCHTUYHI,
CIIOHTaHHI BPa)XE€HHsI KIIIEHTI, 110 METOAOJIOTIYHO 3Ha-
HIIIO 3HAMIUIO BiXOOpaskeHHS Iy LIJIOMY DSl JOCIi-
JDKEHb, 30KpeMa, y [9] noBoabcs eheKTHBHICTh aHali3y
BIATYKIB SIK IHIMKATOPa peasibHOT MOBEIHKH EPCOHAIY,
y [16] migkpecntoerbesi, mo UUGPOBI OLIHKK € OLIbLI
HaJIHHUMH IHAMKATOPAMH 3arajbHOTO 3a10BOJICHHS KJTi-
€HTA, HIXK OMUTYBAHHS, TAKUM YHHOM €JICKTPOHHI PEICH-
3if MarOTh BUCOKY KOPUCHICTb JJIsl CTPATErivHOro cepBic-
HOTO aHai3y.

HesBaxkatoun Ha 3arajbHy IIO3MTHBHY OIH-
Ky roreniB KueBa (ocobnuBo y kareropisx Tangibles
i Surroundings), crienupivHUMH IS YKPaTHCHKHX roTe-
JIIB € TaKi SIBHIIA, IK KPUTHYHE CTABJICHHS 10 eMOLIAHOT
CKJIJIOBOT CEpPBICY — BIJICYTHICTh MIMPOI yBaru, eMoLii-
HOI 3aJIy4€HOCTI MEePCOHATY, TEXHIYHI HEIOJIKHA HABITh

y TOTEJISIX BUCOKOTO KJIacy, 10 KOHTPACTYeE 3 peKJiaMoBa-
HUMH CTaHJapTaMH SKOCTI Ta YyTJIUBICTH 110 APiOHHIIb,
TaKUX SIK 3alax y HOMEpi Y THUIIMHA BHOYI, [0 4acTO
MaroTh JUCIPONOPIIHHII BILUIMB Ha 3arajibHy OIiHKY. L1i
PE3yNBTaTH Y3rOMKYIOTHCS 3 po0oToto [8], 1e Oyio 3a3Ha-
4eHOo, IO mncuxoynoriyauid komdopr i “small touches”
y CepBiCi MarOTh BUPIIIATIbHE 3HAYCHHS [T CIPUNAHSITTS
OpeH Iy roTerto.

Ha mpakruui mozmens HOLSERV Plus BusBunacs
OLIBII AaNTHBHOIO 10 KOHTEKCTY T'OTEIBHOTO CEPBICY.
Ha Bimminy Bix SERVQUAL, sika yacTo Opi€HTY€ThCS Ha
3araiibHi pucu oociyroByBanns, HOLSERV Plus no3Bo-
JIMJIa YiTKO CTPYKTYPYBATH BIATYKH 1 3pO3yMITH CJIa0Ki
Micusl y KOKHi# kateropii. Hanpukian, 3aBasku BUaijeH-
HIO KaTeropii Surroundings Branocs 3adikcyBaTH 38’5130k
MIX pEIyTaIli€l0 TOTe0 Ta IHPPACTPYKTYpPOIO pailoHy.
Lle Mae BUCOKY MPaKTUYHY I[IHHICTB /IS I€BENIONEPIB Ta
CTpAaTEeTIYHUX MEHEIDKEPIB.

BUCHOBKH

HaliBakmuBimmMu ~ KaTeropisMud  JUII  KJI€HTIB
€ Tangibles (80,4 %) — ¢i3nuHi XapaKTEpUCTUKH HOME-
piB, 3pyuHIcTb iHTEp €py; Surroundings (52,8 %) —oka-
1isi, 30BHINIHE cepenosume; Reliability (58,8 %) — Bin-
TIOBITHICTH OOIITHKAM i OpraHi3allis IpoIeciB.

Haii0inpimmit HeraTHBHAN eMOIIHAN BiATYK BUKIIU-
Ka€ BiJICYTHICTh eMIarii 3 00Ky MepCoHaly, [0 BUSBICHO
y 22 HeraTHBHHUX 3rajakax (3 86).

BusiBneHi pu3uKH cepBiCHOT HEBIAMOBITHOCTI MalOTh
YiTKY KaTeropiajibHy CTPYKTYpy # OXOIUTIOIOTH TaKi YKH-
HUKH, SIK BTpaTa OpPOHIOBaHHS, ITHOPYBaHHS 3BEPHCHb,
OaifTyXicTh IepCOHAIY, 3acTapiie oOnagHaHHS.

Mertonamka, mo 6a3yeThes Ha aHamizi e-WOM, noka-
3ana ce0e K TOCTYITHUH, BaJiTHAH Ta MIBUIKAN THCTPY-
MEHT MOHITOPHHTY CEpPBICHOI SIKOCTi, OCOOJMBO Y CHTY-
alfisx, KON MPOBEACHHS AHKETyBaHb HEMOXIIHUBE abo
HebaXkaHe.

REFERENCES

[1]  Akbaba, A. (2006). Measuring service quality in the hotel industry: A study in a business hotel in Turkey. International
Journal of Hospitality Management, 25(2), 170-192. https://doi.org/10.1016/j.ijhm.2005.08.006

[2] Al F, Dey, B.L. and Filieri, R. (2015) An Assessment of Service Quality and Resulting Customer Satisfaction in Pakistan
International Airlines: Findings from Foreigners and Overseas Pakistani Customers. International Journal of Quality and
Reliability Management, 32, 486—502. https://doi.org/10.1108/IJQRM-07-2013-0110

[3] Butt, M. M., & de Run, E. C. (2010). Private healthcare quality: Applying a SERVQUAL model. International Journal of
Health Care Quality Assurance, 23(7), 658—673. https://doi.org/10.1108/09526861011071580

[4] Cronin,J. J., & Taylor, S. A. (1992). Measuring service quality: A reexamination and extension. Journal of Marketing, 56(3),

55-68. https://doi.org/10.1177/002224299205600304

[5] Kandampully, J., Zhang, T., & Bilgihan, A. (2015). Customer loyalty: A review and future directions with a special
focus on the hospitality industry. International Journal of Contemporary Hospitality Management, 27(3), 379—414.

https://doi.org/10.1108/IJCHM-03-2014-0151

[6] Lee, M., & Hing, N. (1995). Measuring quality in restaurant operations: An application of the SERVQUAL instrument.
International Journal of Hospitality Management, 14(3—4), 293-310. https://doi.org/10.1016/0278-4319(95)00037-2

[71 Rus, A. M. M., Annisa, R., Surjandari, 1., & Zulkarnain. (2019). Measuring hotel service quality in Borobudur Temple
using opinion mining. 2019 16th International Conference on Service Systems and Service Management (ICSSSM), 1-5.

https://doi.org/10.1109/ICSSSM.2019.8887650

[8] Markovié, S., & Jankovi¢, S. (2013). Exploring the relationship between service quality and customer satisfaction in Croatian
hotel industry. Tourism and Hospitality Management. 19. 149—164. https://doi.org/10.20867/thm.19.2.1

313



LEECEGEEEE 3BIPHUMK HAYVKOBUX MPALb HYK ISSN 2311-3405

(9]

(10]

[11]

[12]

[14]

[15]
[16]
[17]
(18]
[19]

(20]

(21]
(22]

(23]

(2]

(3]
(4]
(3]

(6]
(7]

(8]

Dat, Nguyen & Hang, Nguyen. (2023). Service Quality and Performance Results through Customer Satisfaction at Small-
Scale Hotels in Hanoi Area. International Journal of Scientific Research and Management (IJSRM). 11, 5344-5351.
https://doi.org/10.18535/ijsrm/v11i11.em07

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple-item scale for measuring consumer
perceptions of service quality. Journal of Retailing, 64(1), 12—40. https://www.researchgate.net/publication/200827786
SERVQUAL A Multiple-item Scale for Measuring Consumer Perceptions_of Service Quality

Anggraeny, A. S. (2020). The Effect of Implementing the Financial Management Information System on the Quality of the
Presentation of the Pangkep Regency Government’s Financial Statements. Journal of Advanced Research in Economics and
Administrative Sciences, 1(1), 32—44. https://doi.org/10.47631/jareas.v1il.17

Ngoc Khuong, Mai & Ngan, Pham & Phuong, Nguyen. (2015). Factors of Affecting Guests’ Satisfaction and Their Loyalty —
A Study of Luxury Hotels in Ho Chi Minh City, Vietnam. International Journal of Innovation, Management and Technology.
6, 186—190. https://doi.org/10.7763/1JIMT.2015.V6.599 .

Shtal, T. & Davydova, O. & Sysoieva, S. & Logvinkov, S. & Zhukov, V. (2024). Innovative risk management in the hotel and
restaurant business: Scientific and practical aspect. Scientific Bulletin of Mukachevo State University Series “Economics”.
11, 116-125. https://doi.org/10.52566/msu-econ2.2024.116

Elbanna, Said & Eid, Riyad & Kamel, Hany. (2015). Measuring Hotel Performance using the Balanced Scorecard: A
Theoretical Construct Development and its Empirical Validation, International Journal of Hospitality Management.
International Journal of Hospitality Management. 51, 105:114. https://doi.org/10.1016/j.ijhm.2015.09.004

Torres, E. N., Fu, X., & Lehto, X. (2014). Examining key drivers of customer delight in a hotel experience: A cross-cultural
perspective. International Journal of Hospitality Management. 36, 255-262. https://doi.org/10.1016/j.ijhm.2013.09.007

Tsang, N., & Qu, H. (2000). Service quality in China’s hotel industry: A perspective from tourists and hotel managers. Inter-
national Journal of Contemporary Hospitality Management, 12(5), 316-326. http://dx.doi.org/10.1108/09596110010339706

Wu, H.-C.,, & Ko, Y. J. (2013). Assessment of Service Quality in the Hotel Industry. Journal of Quality Assurance in
Hospitality & Tourism. 14, 218-244. https://doi.org/10.1080/1528008X.2013.802557

Wong, A. & Dean, A. & White, C. (1999). Analysing service quality in the hospitality industry. Managing Service Quality.
9. 136-143. https://doi.org/10.1108/09604529910257920 .

Xiang, Z., Du, Q., Ma, Y., & Fan, W. (2017). A comparative analysis of major online review platforms: Implications for
social media analytics in hospitality and tourism. Tourism Management. 58. https://doi.org/10.1016/j.tourman.2016.10.001

Yoo, D. K., & Park, J. A. (2007). Perceived service quality: Analyzing relationships among employees, customers,
and financial performance. [International Journal of Quality & Reliability Management, 24(9), 908-926.
https://doi.org/10.1108/02656710710826180

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The behavioral consequences of service quality. Journal of
Marketing, 60(2), 31-46. https://doi.org/10.1177/002224299606000203

Bhandari, K. (2017). Teaching evaluation practices: An early career practitioner's reflections. Journal of Hospitality, Leisure,
Sport & Tourism Education, 20, 27-31. https://doi.org/10.1016/j.jhlste.2017.01.002

Hossain, M. A., & Leo, S. (2009). Customer perception on service quality in retail banking in Middle East: The
case of Qatar. International Journal of Islamic and Middle Eastern Finance and Management, 2(4), 338-350.
https://doi.org/10.1108/17538390911006386

CIIUCOK BUKOPUCTAHOI JIITEPATYPH

Akbaba, A. (2006). Measuring service quality in the hotel industry: A study in a business hotel in Turkey. International
Journal of Hospitality Management, 25(2), 170-192. https://doi.org/10.1016/j.ijhm.2005.08.006

Ali, F., Dey, B.L. and Filieri, R. (2015) An Assessment of Service Quality and Resulting Customer Satisfaction in Pakistan
International Airlines: Findings from Foreigners and Overseas Pakistani Customers. International Journal of Quality and
Reliability Management, 32, 486—502. https://doi.org/10.1108/IJQRM-07-2013-0110

Butt, M. M., & de Run, E. C. (2010). Private healthcare quality: Applying a SERVQUAL model. International Journal of
Health Care Quality Assurance, 23(7), 658—673. https://doi.org/10.1108/09526861011071580

Cronin, J. J., & Taylor, S. A. (1992). Measuring service quality: A reexamination and extension. Journal of Marketing, 56(3),
55-68. https://doi.org/10.1177/002224299205600304

Kandampully, J., Zhang, T., & Bilgihan, A. (2015). Customer loyalty: A review and future directions with a special
focus on the hospitality industry. International Journal of Contemporary Hospitality Management, 27(3), 379-414.
https://doi.org/10.1108/IJCHM-03-2014-0151

Lee, M., & Hing, N. (1995). Measuring quality in restaurant operations: An application of the SERVQUAL instrument.
International Journal of Hospitality Management, 14(3—4), 293-310. https://doi.org/10.1016/0278-4319(95)00037-2

Rus, A. M. M., Annisa, R., Surjandari, 1., & Zulkarnain. (2019). Measuring hotel service quality in Borobudur Temple
using opinion mining. 2019 16th International Conference on Service Systems and Service Management (ICSSSM), 1-5.
https://doi.org/10.1109/ICSSSM.2019.8887650

Markovi¢, S., & Jankovié, S. (2013). Exploring the relationship between service quality and customer satisfaction in Croatian
hotel industry. Tourism and Hospitality Management. 19, 149—164. https://doi.org/10.20867/thm.19.2.1

314



(10]

[11]

[12]

[14]

[15]
[16]
[17]
(18]
[19]

(20]

(21]
(22]

(23]

EKOHOMIKA TA MEHEOIDKMEHT [ EEEEGEEN

Dat, Nguyen & Hang, Nguyen. (2023). Service Quality and Performance Results through Customer Satisfaction at Small-
Scale Hotels in Hanoi Area. International Journal of Scientific Research and Management (IJSRM). 11, 5344-5351.
https://doi.org/10.18535/ijsrm/v11i11.em07 .

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple-item scale for measuring consumer
perceptions of service quality. Journal of Retailing, 64(1), 12—40. https://www.researchgate.net/publication/200827786
SERVQUAL A Multiple-item Scale for Measuring Consumer Perceptions_of Service Quality

Anggraeny, A. S. (2020). The Effect of Implementing the Financial Management Information System on the Quality of the
Presentation of the Pangkep Regency Government’s Financial Statements. Journal of Advanced Research in Economics and
Administrative Sciences, 1(1), 32—44. https://doi.org/10.47631/jareas.v1il.17

Ngoc Khuong, Mai & Ngan, Pham & Phuong, Nguyen. (2015). Factors of Affecting Guests’ Satisfaction and Their Loyalty —
A Study of Luxury Hotels in Ho Chi Minh City, Vietnam. International Journal of Innovation, Management and Technology.
6, 186—190. https://doi.org/10.7763/1JIMT.2015.V6.599 .

Shtal, T. & Davydova, O. & Sysoieva, S. & Logvinkov, S. & Zhukov, V. (2024). Innovative risk management in the hotel and
restaurant business: Scientific and practical aspect. Scientific Bulletin of Mukachevo State University Series “Economics”.
11, 116-125. https://doi.org/10.52566/msu-econ2.2024.116

Elbanna, Said & Eid, Riyad & Kamel, Hany. (2015). Measuring Hotel Performance using the Balanced Scorecard:
A Theoretical Construct Development and its Empirical Validation, International Journal of Hospitality Management.
International Journal of Hospitality Management. 51, 105:114. https://doi.org/10.1016/j.ijhm.2015.09.004

Torres, E. N., Fu, X., & Lehto, X. (2014). Examining key drivers of customer delight in a hotel experience: A cross-cultural
perspective. International Journal of Hospitality Management. 36, 255-262. https://doi.org/10.1016/j.ijhm.2013.09.007
Tsang,N.,&Qu,H.(2000). Servicequality in China’shotelindustry: Aperspective fromtouristsandhotel managers. International
Journal of Contemporary Hospitality Management, 12(5), 316-326. http://dx.doi.org/10.1108/09596110010339706

Wu, H.-C.,, & Ko, Y. J. (2013). Assessment of Service Quality in the Hotel Industry. Journal of Quality Assurance in
Hospitality & Tourism. 14, 218-244. https://doi.org/10.1080/1528008X.2013.802557 .

Wong, A. & Dean, A. & White, C. (1999). Analysing service quality in the hospitality industry. Managing Service Quality.
9, 136-143. https://doi.org/10.1108/09604529910257920 .

Xiang, Z., Du, Q., Ma, Y., & Fan, W. (2017). A comparative analysis of major online review platforms: Implications for
social media analytics in hospitality and tourism. Tourism Management. 58. https://doi.org/10.1016/j.tourman.2016.10.001
Yoo, D. K., & Park, J. A. (2007). Perceived service quality: Analyzing relationships among employees, customers,
and financial performance. International Journal of Quality & Reliability Management, 24(9), 908-926.
https://doi.org/10.1108/02656710710826180

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The behavioral consequences of service quality. Journal of
Marketing, 60(2), 31-46. https://doi.org/10.1177/002224299606000203

Bhandari, K. (2017). Teaching evaluation practices: An early career practitioner's reflections. Journal of Hospitality, Leisure,
Sport & Tourism Education, 20, 27-31. https://doi.org/10.1016/j.jhlste.2017.01.002

Hossain, M. A., & Leo, S. (2009). Customer perception on service quality in retail banking in Middle East:

The case of Qatar. International Journal of Islamic and Middle Eastern Finance and Management, 2(4), 338-350.
https://doi.org/10.1108/17538390911006386

© besconnmii B. JI.
Jata HagxomKeHHs cTarTi 10 pexakii: 28.05.2025
Jlata 3aTBepmKeHHs cTarTi 1o ApyKy: 13.06.2025

315



