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MANAGEMENT OF QUALITY-OF-SERVICE
PRODUCTION IN THE CLUSTERS OF TOURISM
AND HOTEL-RESTAURANT BUSINESS
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K. TeOoTp. H., AOIJeHT KadeApy TypHU3My Ta TOTeABHO-pecTOpaHHoi chepn,

BiHHMIIBKUIT TOPTOBEABHO-eKOHOMIYHMI iHCTUTYT KuiBChbKOrO A€psKaBHOT'O TOPrOBEABHO-€KOHOMIYHOTO YHiBepCUTETY
A.B. Tynoa,

K. TIeA. H., AOI[eHT KapeApy Typu3My, TOTEeABHO] i pecTopaHHOT cIpaBy,

A3 "Ayranceruit HanionaAbHNIt yHiBepcuTet iMeni Tapaca IlleBuenka”

MEHEAJKMEHT AKOCTI BUPOBHUILITBA ITOCAYT B KAACTEPAX TYPU3MY
ITOTEABHO-PECTOPAHHOI CITPABU

Within the scope of the article, it is proved that the modern system of views on quality management is oriented on its
understanding as an independent, complex function of regulation of business processes of tourist and hotel-restaurant
business cluster and its participants. As to the content of the function described, it is pointed out that it is directed on the
general process of quality management, which is based not only on planning and implementation of improvements of
key characteristics of services quality (outlined in the diagram of Isakov) but also on control of changes in such
characteristics. The basis of the general management process should be the etalon key quality categories, defined based
on the method "House of quality”. The study focuses on providing a targeted and systemic impact on quality parameters,
which are interpreted as the most important technical characteristics of the production of services in the tourist and
hotel-restaurant business cluster. The definition of the most important technical characteristics of services is proposed
by multiplying the average rating by the rank of importance for the consumer. The authors pay attention to the specific
increase of competitiveness and profitability of the activity of clusters and its participants which should be carried out
constant control of the quality of services and parameters of all main, auxiliary, and management processes in comparison
with the competitors, which are produced. It is proved that such control will allow understanding of how best to bring
the activity on the production of services to the standard. The prospects of further developments in this direction lie in
the study of the peculiarities of transformation of quality management in the conditions of military conditions.
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V pamMkrax MeHeAKMEHTY SIKOCTi BUPOOHMITBA MOCAYT B KAACTepax TYPUCTUYHOIO Ta FOTEABHO-PECTOPAHHOrO Gi3Hecy Mae
3aGe3neuyBaTiCs eeKTHBHE MAAHYBAHHS Ta [IABUILEHHS SIKOCTi BCiX MOCAYT, IO HAAAIOTHCS, 2 TAKOJK KOHTPOAb AOCSTHEHHS 1X
L[iABOBOTO PiBHS (L0 BU3HAYAETHCS 32 OPIEHTALIEI0 AISIABHOCTI YYaCHMKIB KAQCTePa Ha KiHI[eBUX KOPUCTYBAUIB I Mi>KHAPOAHI CTaH-
AapTy aKocTi). BiaTak AOCAiASKeHHS CipsIMOBaHe Ha CHCTEMHMI OIMC KOHLEMNL il MEHEASKMEHTY SIKOCTi BUPOOHMUIITBA IIOCAYT TAKUX
YTBOPEHB, BPaXOBYIOUM, IO BUPOOHNMY] IIPOLIECH JIOr0 YYaCHUKIB B3a€MOIOB 's13aHi. Y MeJKax CTaTTi AOBEAEHO, IO CYyYacHa CUCTeMA
[OTASIAIB HA MEHEAKMEHT SIKOCTi OPiEHTOBaHA Ha 1OT0 PO3YMIHHS SIK CAMOCTINHOT, CKAAAHOT QYHKLiI peryAroBaHHs 6i3Hec-po-
neciB KAacTepa TYPUCTUYHOTO Ta TOTEABHO-PECTOPAHHOrO GisHecy Ta itoro yuacHukis. Illopo 3micTy okpecaeHoi PpyHKuii, 3a3HaUe-
HO, IO BOHA CIPSIMOBAHa Ha 3araAbHMI IPOLec, o 6a3yeThCsl He TiABKY Ha IAAHYBaHHI Ta BIPOBaAYKeHH] YAOCKOHAAEHb KOXKHOT 3
KAIOYOBMX XapaKTePHUCTHUK SIKOCTI IIOCAYT, aAe Jl HA KOHTPOAI 3MiH y TaKMX XapaKTepuCcTUKaX. Y MeKax TaKoi GYHKLIT peaaizyeTscs
MIATPMMKA BUCOKOTO PiBHS CTiMIKOCTi KOSKHOTO YYaCHMKA KAaCTepa Ha OCHOBi METOAOAOT{YHMX aATOPUTMIB ONTUMIi3allii TEXHOAO-
TiYHO{ IKOCTi MOCAYT, IO HMM HaAArOThCsl. OCHOBOIO 3araAbHOTO MPOLECY MEHEAKMEHTY SIKOCTi Ma€ GyTH eTaAOH KAKOYOBUX KaTe-
ropil IKOCTi, BUBHAYEHMIT BUXOASYM 3 MeTOAY "ByAnHKy sikocTi". ¥ AOCAiAKeHH] 3Be PHEHO yBary Ha 3a0e3redeHHs L[iAe CIIPSIMOBa-
HOTO Ta CUCTEMHOrO BIIAMBY Ha IapaMeTPH SIKOCTI, SIKi iHTeprIpeTOBaHi K HalBaKAMBIII] TEXHOAOTIYHI XapaKTePUCTUKY BUPOG-
HMI[TBA [IOCAYT KAACTEPA TYPUCTUYHOIO Ta FOTEABHO-PECTOPAHHOrO GisHecy. ABTOpaMy 3BepHeHa yBara Ha crienuiky miABMe HHs
KOHKYPEHTOCIPOMOSKHOCTI Ta MPUOYTKOBOCTi AIIABHOCTI KAACTepiB Ta MIAIPUEMLB, SKi € IOT0 YYACHUKAMM, Y MEKAX SKOI MaE
3AIMICHIOBATHCS IIOCTIVIHMIA KOHTPOAB SIKOCTi IOCAYT, L{O0 HAAAFOTHCS Yy HOPIiBHSHHI 3 KOHKypeHTaMu. AOBEAEHO, 0 TAKUIl KOHTPOAB
AO3BOAUTD 3PO3YMITH SIK AOBECTH AISIABHICTb 3 BUDOGHMIITBA IIOCAYT AO eTaroHa. IlepCreKTHBY MOAAABUIMX PO3BIAOK Y AAHOMY

HAnpsMi MOASTAIOTh ¥ AOCAIAKEHHI 0cOGAMBOCTEN TpaHCOPMALil MEHEASKMEHTY SIKOCTi B yMOBaX BOEHHOI'O CTaHy.

Key words: quality of service production, cluster, tourism, hotel and restaurant business, mana-

gement concept.

Kaowo6i caoba: axicme bupobruymba nocayz, kaacmep, mypusm, zomeavrno-pecmopanna cnpa-

Ba, KOHUenyuin menedKmenmy.

PROBLEM-SOLVING IN GENERAL FORM
AND ITS CONNECTION WITH IMPORTANT
SCIENTIFIC OR PRACTICAL TASKS

In previous research, authors have proved and
precisely illustrated the specifics of the cluster
production activity, which has the features of the
community, in connection with the interrelation
and coordination of all production processes of its
participants.

Thus, there is no doubt that within the clusters
of tourism and hotel-restaurant business the
process of methodological algorithmizing of such
activity is obligatory, performed in the area of its
technological stability. Within the framework of
the outlined process, it is necessary to ensure
effective planning, a realization of quality impro-
vement, and control of the processes of achie-
vement of its target level, which is determined by
the orientation of activity of the cluster par-
ticipants on the end-user and international quality
partners. This is due to the fact that quality
management is the ultimate goal of increasing the
technological level of a member of the cluster and
achieving strategic competitive advantages.

ANALYSIS OF THE LATEST STUDIES
AND PUBLICATIONS, WHICH HAVE BEGUN
THE SOLUTION OF THE PROBLEM
AND THE ALLOCATION OF PREVIOUSLY
UNSOLVED PARTS OF THE GENERAL
PROBLEM

The importance of quality management
systems of products works and services in their

research is confirmed by many scientists, among
them Bagautdinova N. [1], Beznoschenko N. [2],
Danchenko A., Belova A., Safar H.[3], and others.
Their work has had a significant impact on the
modern understanding of quality management,
components of quality management, etc. However,
despite the large number of scientific researches
devoted to quality management, the problems of
conception formation of quality management in
clusters of tourist and hotel-restaurant businesses
are not enough attention. This concept is crucial
to the competitiveness and profitability of such
clusters.

FORMULATION OF THE AIMS OF THE
ARTICLE (SETTING THE TASK)

The purpose of the article is a systematic
description of the concept of quality management
in clusters of tourist and hotel-restaurant busi-
nesses.

THE BASIC MATERIAL OF THE RESEARCH

Components of management of quality of
production of services of tourist clusters and hotel-
restaurant business should be:

1) improvement planning process (aimed at
analyzing consumer needs, basic characteristics of
service quality; analysis of the internal production
capabilities of the cluster to improve service
quality by improving the basic characteristics of
service quality);

2) improvements realization process (aimed at
bringing the basic characteristics of the quality of
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improvement
planning process

process of control of
changes in key
characteristics of quality

standard

services

Fig. 1. The components of the quality management

of tourism and hotel-restaurant services

Source: developed on the basis of [1].

services to the level at which they meet the inter-
national standard and the needs of consumers);

3) process of control of changes in key charac-
teristics of quality of services.

At the same time, these processes should be
built around the standard of key characteristics of
quality services, illustrated according to the data
in Fig. 1.

One of the following methods can be used to
improve:

— Ishikawa's diagrams (focused on defining a
baseline set of service quality characteristics and
graphical highlighting the relationship between
service quality issues and the reasons that influence
them);

— Pareto diagrams (oriented on the
illustration of types of non-conformity of the
actual quality of services to their target level,
frequency of problems arising within the
framework of the basic set of characteristics of
quality of services, etc.);

— dispersion diagrams (identification of the
basic set of quality-of-service characteristics,
dependence between two types of data, about the
suchset — errors, and factors, which cause them);

— Failure modes and effects analysis (identi-
fication of the causes and consequences of service
quality problems in the basic set of quality
characteristics).

The following methods of improving the basic
characteristics of service quality are described in
Table 1.

We believe that it is expedient to use the
Ishikawa diagram to plan improvements of key
quality characteristics of tourism and hotel-
restaurant clusters. It should be considered as a
basic method of identifying the causes of quality

N

improvements
realization process

problems, with their subsequent
distribution by key categories that
influence the characteristics of services
(theirideal condition forms real points of
the actor).

The specific thing is that the Ishikawa
diagram reveals a number of reasons that

8 key . o
f ;
of services s S cause problems with key characteristics
ics of of quality of services in the areas of
quality of personnel support, business processes,

marketing, quality control and external
conditions. Therefore, the content of the
diagram allows to move from planning to
implementation of improvements (in
particular, to search for an ideal solution
of the problem in terms of ensuring
compliance of the services of the member
of the cluster on which depends the level
of satisfaction of the client with the
international standard ISO series 9000 version 2000
and the established requirements of consumers).

The actual process of quality management
should be based not only on planning/imple-
mentation of improvements on key characteristics
of quality of services outlined in the Ishikawa
diagram, but also on the control of changes onsuch
characteristics. For this purpose, important to
define the standard state of key quality categories
based on the method adapted to the defined needs
"house of quality". For this purpose, it is expedient
to use "House of quality" as a possible element of
deployment (based on a system approach to their
design, at all life cycle stages) of component
technological quality. This element is based on the
understanding of the needs of the consumer of
tourist services, which are produced by the cluster
member or services within the range of their
quality categories, provided that they can be
measured qualitatively.

The general process of quality management in
the clusters of tourism and hotel-restaurant
business should be based on the processes of
allocation/planning and control of the key quality
categories outlined in the Ishikawa diagram. The
basis of the general management process should
be a standard state of key quality categories,
determined based on the adapted to the defined
needs method "House of quality" as a possible
element of deployment (uses a systematic
approach to their design, at all stages of life cycle)
of the component technological quality, based on
the understanding needs of the service consumer.
Within the framework of the outlined process, it
should be ensured that the subjective perceptions
of consumers regarding the quality of the services,
produced by each member of the cluster, are
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Table 1. Methods of planning of improvements of basic characteristics of quality
of services of tourist clusters and hotel-restaurant business

Methods Specifics of application and construction Advantages disadvantages
Diagram of | Used in combination with brainstorming densifies key parameters of The difficulty of determining the
Isakova or method allows to quickly separate causes of | the process service relationship between the problem
"fish bone" | problems by key quality categories. To build | characteristics affected, and | and the cause if the problem is
a diagram of causes and problems are determines the cause of investigated qualitative (that is,
divided by key categories that influence the |process problems or the simultaneously influences the
characteristics of services (their ideal state | factors that cause deviation from several fixed
forms real-estate points of the actor). inconsistencies. If a team of | points of the attractor). The
Such places include: Employees (human specialists in the diagram problem is solved when it is
factor), methods of work, mechanisms, works to solve the problem, it | applied in a complex with a
materials and raw materials, control and is possible to reach it. dispersion diagram. Limited space
environment. However, the list is Simple understanding and use | for building and illustrated the
approximate and can be expanded or of staff. Its application does whole range of reasons for
narrowed depending on the specific work of | not require high qualifications | deviation of the actual quality
the cluster member. or additional training characteristics of service from real
important for small and points.
medium-sized businesses.
Pareto A thick chart where the intervals are sorted | The diagram is used to Forms the possibility of
Diagram by the falling line. Intervals can be identify the most significant | misleading, relative to the
illustrated by the types of discrepancies, and significant factors that importance of a problem,
their localization and errors, and their height | caused inconsistencies. This | especially in connection with the
— the defects frequency and their percentage |sets the priority for action to | fact that the cost of the
ratio. resolve the problem consequences of inconsistencies is
not taken into account
Dispersion The tool is designed to identify Can be used for limited data | Convenient tools for identification
diagram dependencies between two types of data. (paired) of the pair data dependencies
This tool allows you to determine the
correlation between certain key quality
categories and the factor that influences
them
FMEA Tool for analysis of reasons and Does not identify key quality | Identifies problems before they
(Failure consequences of failures. Used to identify | categories affect the level of customer
modes and potential discrepancies and their causes satisfaction
effects when providing the service
analysis)

Source: developed on the basis of [3; 7].

translated according to the condition that their
basic parameters can be measured and outlined [ 3].
A defined advisable to implement in the following
order [7; 3; 4]):

1. determination of consumer requirements
(based on questionnaire) and importance of such
requirements in cutting key categories of
technological quality of Ishikawa diagram;

2. determination of the actual competitive
rating of an autonomous member of the cluster
among other members of the cluster environment
(among enterprises producing identical services).
At the same time, the low rating identifies the
underlying problems around the center lines of the
Ishikawa diagram;

3. determination of the standard, by each key
category of technological quality, based on the
characteristics of similar services, produced in the
cluster or outside it (for which there is consi-
derable demand);

4. construction of a matrix "house of quality",
which provides identification of the relationship
between the consumer's requirements (according
to the quality categories) and the standard
condition of the service (?), produced by cluster

members. For this purpose, communication
markers (M) can be introduced, in the course of
strong — S; medium — N; weak — W;

5. subject to a significant deviation from the
standard and low competitive rating, the key
categories of service quality are the determination
of the overall difficulty of increasing the
technological stability of the cluster member. For
example, the relevant participant may not possess
the necessary specialists, equipment, and
technologies of rendering services to meet the
consumer's requirements and standard quality
level approach. That is why it is expedient to add
the matrix "House of quality” to the additional
column "difficulty of reaching the standard and
satisfaction of the requirements of consumers".
Such assessment can be carried out based on the
estimation scale, with markers: Easy to reach —
S; average weight of achievement — N; impossible
toreach — W.

To maintain a high level of technological
stability of a cluster necessary to allocate
algorithms for optimization of the services quality
of each cluster member. It is advisable, based on
constant control of the quality of services, as well
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as the basic, auxiliary, and mana-
gement processes available in this
sphere, in comparison with those
produced by competitors (identified
in the actual competitive rating of
the quality house), on the structural
form offered by us on fig. 2.

Such control will help to under-
stand how best to approach the
standard to achieve the competi-
tiveness and profitability of the
cluster and the entrepreneurs who
are its participants.

Quality control of the quality of

Key quality categories
Actual competitive rating of cluster member
(influence of technological characteristics)

mutual influence on the actual competitive rating (T v O*

T mutual influence T4 mutual influence

T individual | identification of | T individual
influence on the most impact on
characteristic important rating
s technological
characteristics
and identification
of their impact

Technological characteristics of the own (or competitive)
production process, will determine the real-estate points of the
tractor

Name measurement absolute rating (g)
indicators importance of | Scale (from 1
technological to 3 points)
characteristic H*
(AV)

services should be aimed at deter-
mining:
1) technological characteristics

of the own production process of the
cluster participants;

2) technological characteristics
of the competitive production
process (in terms of their influence
on key quality categories);

3) highlight areas of improvement
of technical characteristics of the pro-
duction process of cluster participants
(optimal values, which along with the standard will
also determine the real points of the actor).

At the same time the general technological
characteristics of the production process of the
participant of the tourism and hotel-restaurant
business cluster are as follows [1; 3; 4; 7]:

1. description of processes, forms, and methods
of customer service. For example, forms of
preparation of advertising, information and
cartographic materials, description of the trip;
preparation of information materials describing
the route of the event and drawing of safety
measures; the normative number of tourist
equipment, equipment, and vehicles, etc.;

2. customer service process settings. These are
travel routes, leisure complexes, and catering
services;

3. composition of excursions and attractions,
a list of dishes and drinks served in cafes, res-
taurants, or bars;

4. list of tourist trips and walks, gastronomic
tours, and events;

5. list of companies-suppliers described ser-
vices;

6. typology and capacity or strength of used
equipment. For example, types of transport for
tourist transport, the trade zone capacity;

7.staff number. For example, trainer's
methodologist on tourism, excursion tours, hydro
interpreters, and other service personnel;

rating worsens.

N

Fig. 2. Form for monitoring of quality of tourist service
in of a cluster of tourism and hotel-restaurant business

* Mutual influence on the actual competitive rating: (1) is positive, characterized by
the fact that when one technological characteristic improves another and the competitive
rating improves; (] ) is negative, characterized by the fact that at the deterioration of one
technological characteristic there is the deterioration of another and the competitive

** 1 point — the lowest rating; 3 point — the highest rating.
Source: Developed by the author based on [7; 4; 1].

8. level of professional training and personal
characteristics of personnel;

9. contractual provision of delivery of related
services, materials, and raw materials necessary for
their production.;

10. insurance or privacy policy;

11. necessary coordination (with owners of rec-
reational resources, bodies of sanitary-epide-
miologic and fire supervision, etc.).

Each technological characteristic of the
production process corresponds to quality
measurement individual indicators (quantitative or
qualitative). Therefore, the planning and control
of the described characteristics should be carried
out on the condition of their bringing comparable
appearance. It is possible, based on the rating scale
(taking into account the mutual influence on the
actual competitive rating). To determine the
mutual influence of technological characteristics
one on one and the actual competitive rating, as
settings to the "House of Quality" additional
columns of the type "roof" are formed.

CONCLUSIONS ON THIS RESEARCH
AND PROSPECTS OF FURTHER
EXAMINATION IN THIS DIRECTION

According to the above provisions, it is possible
to conclude that quality management is a modern
system of views oriented on its understanding as
an independent, complex function of regulation of
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business processes of the tourist and hotel-
restaurant business cluster and its participants. The
following provisions can be separated from the
contents of the function described:

1. The overall process of quality management
should be based not only on the planning and
implementation of improvements on key charac-
teristics of quality of services (outlined in the Isa-
kova Diagram) but also on the control of changes
in such characteristics. The basis of the overall
management process should be a standard con-
dition of key quality categories, defined based on
the needs of the "House of Quality" method adop-
ted.

2. Providing targeted and systemic impact on
quality parameters is among the most important
technical characteristics of service production.
The definition of the most important technical
characteristics of services is offered by multiplying
the average rating assessment by the characteristic
by the rank level of importance for the consumer.

3. Increase of competitiveness and profitable
activity of cluster and entrepreneurs who are its
participants. It is expedient due to constant quality
control of services and all main, auxiliary, and
management processes in comparison with
competitors produced (the buildings of quality
identified in the actual competitive rating). Such
control will allow understanding of how best to
bring the activity on the production of services to
the standard.

The prospects of further developments in this
direction lie in the study of the peculiarities of
transformation of quality management in the
conditions of military condition.
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