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MEXAHI3MMU PEAJIBALII T'POMAICBKOI IHIIIATUBU
Y ITPOLECI PEOOPMYBAHHSA TYBJITYHOTI'O YIIPABJITHHSA

Po3BUTOK TpOMaJChKUX IHIIIATUB € BaXJIMBUM 1 HaAIMHUM 3aco0oM
HaJIaroJPKCHHs B3a€MO/I1i MDXK BJIQJIOI0 Ta TPOMAJITHCHKUM CYCIUIBCTBOM, HIHHICHUM
KpUTEPIEM JTOCATHEHHS 3r0JIM Ta MITPUMKH IiJ] Yac peaizallii THX Y4 IHIIUX PIIIeHb,
KOOpAWHAI AISTIBHOCTI TOII0. TOMY 3p03yMiJIo, 110 PO3BUTOK ITUX 3B’ A3KIB MOTpedye
IIJIECTIPSIMOBAHOT TMOCIOBHOT JISUIBHOCTI JEp)KaBHUX OpPTaHiB IMOJ0 OpraHizarii
1HpopMaIliitHOT B3aEMO/III.
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PosrasiHemMo cydacHi MexaHi3MH peaizallii TpoMaJiChbKo1 1HIIIATUBH Y MpoIeci
pedopMyBaHHs TyOJIYHOTO YIIPABIiHHS.

HailinpocrimuM Ta HAMMOMyJSIpHIIIMM CIOCOOOM CHUIKYBaHHS TPOMaIChbKOCTI
3 MpeICTaBHUKAMU OPTaHiB MMYOJIIUHOI BIAH € 36epHEHHA 2POMAOsIH. 32 JOTIOMOTOIO
BOTO MEXaHI3MY TPOMAJsiHU Ta iX 00’€lHaHHA MalOTh MOXJIMBICTH (MPUHANMHI
TEOPETUYHO) IEBHOIO MIPOI0 BIUIMBATH Ha MISJIBHICTh OpraHiB IyOJIIYHOI BIau,
BIJICTOIOBAaTH CBO1 IpaBa Ta 3akoHHI iHTepecu. B mpeamOymi 3akony Ykpainu «Ilpo
3BEpHEHHS TPOMAJsiH» BHU3HAYEHO IIMPOKUNA TMEpeiik MpaB, sKi JaHUW 3aKoH
MOKJIMKaHUH 3a0e3neunTu [5]:

— MOJJIMBOCTI JJI1 ydYacTli B YHOPaBIiHHI JAEpXKaBHUMH 1 TPOMaJCbKUMU
CIIpaBaMu;

— BIUIMB Ha MOJIMIICHHS poOOTH Opra”iB myOJiYHOI BiaaAM BCIX PIBHIB,
MIANPUEMCTB, YCTAaHOB, OpraHi3aliid He3aJIesKHO BiJl (OpM BIIACHOCTI;

— BIJICTOIOBAHHS CBOIX MpaB 1 3aKOHHUX 1HTEPECIB.

[HImMM MexaHi3MOM 3a0e3MeUeHHs y4acTi IPOMaJIChKOCT1 Y MyOI1YHIM MOMITHIL
€ 3aeanvHi 300pu epomadsn. 3aralibHi 300pU TPOMAJISIH 32 MICLIEM IPOXKUBAHHS €
dbopmoro X Oe3mocepenHbOi ydacTi y BUPIIICHHI MUTaHb MICIIEBOTO 3HAYCHHS.
Pimennss 3aranbHux 300piB  TpPOMaAsiH BpaxoOBYIOTbCS OpraHamMH MICHEBOIO
CaMOBpsITyBaHHS B iX JiSTIbHOCTI.

OcHoBHa i1eg 300piB MOJISAra€ y TOMy, 110 1 (opma MiICLEBOi JIE€MOKpaTii
MOBUHHA OyTH JIOCTYIIHA JJIA pealli3allii HaBiTh HEBEIHUKINA TPyl IPOMaJISH, SIKI MAIOTh
BUOOpYI IIpaBa 1 MPOXKUBAIOTh Y TEPUTOPialibHINA rpoMasl. OpraHizaiiiiHo-npaBOBHA
MEXaHI3M MIATOTOBKM # MpoBeneHHs 300piB Mae J03BOJSATH IHIIIaTOpaM 300piB
JOCSITaTH METU U TOJI, SIKIIO IbOMY IPOTHIIIOTH OPTaHH 1 TOCa0B1 0COOU MICIIEBOTO
camoBpsiiyBaHHs. OKpiM  IHIIIATUBHUX TPyl TpPOMaJigH Cy0 €KTaMH IpaBa
HII1IOBaHHS 300piB MOXKYTh BUCTYIIATH TaAKOK OPraHU CaMOOpraHi3allii HaCeJIeHHs, a
TaKOX 1HIII IHCTUTYTH IPOMAJIHCHKOTO cycnuibcTBa. Koo ux cy0’€KTIB BITHOCHO
BHU3HAYEHE 1 MOXKE PO3LIUPATUCS Y MEXaX YUHHOTO 3aKOHOAaBcTBa [1, c. 161].

3a pilleHHAM 3arajdbHUX 300pIB MOKJIMBO PO3POOUTH MICLEBY IHIIIATUBY.
Micuesa iHiniaTiBa opopMIsIETHCS y (OpPMI IPOEKTY PIllIEHHS MICIIEBO1 pajy, 1110, Ha
Hally JyMKY, € OJHUM 13 BIYYHMX MPUKIAIIB 3aJydeHHS TPOMAASTHCHKOIO
CYCNUIbCTBA A0 MNYyOJIYHOI MOJITUKH, 30KpeMa, Ha MICHEBOMY piBHI, OCKUIbKU
pIIIEHHS 3arajJibHUX 300piB OQOPMIIOETHCA y MOAAIBUIOMY SIK HPOEKT pIIICHHS
BIIMOBIIHOT MICIIEBOi pajau, IO CBIAYUTH NP0 BUPOOJICHHS TPOMAISTHCHKUM
CYCIUIBCTBOM MYOJITYHOT MOJITUKH.

BaxxiuBuM MexaHi3MOM ydacTi TPOMAACBKOCTI y NYONIYHIA MOMITHII €
CMBOPENHsI Opeanié camoopzanizayii Hacenenns. lle mpencTaBHUIBKI OpraHH, IO
CTBOPIOIOTHCS KUTEIISIMH, SIK1 IPOKUBAIOTH HA 3aKOHHUX MIJCTaBaX Ha TEPUTOPIi cena,
cenuila, Micta abo iX 4acTHH, JIJIsl BUPIIICHHS OKPEMHX MMUTaHb MICIIEBOTO 3HAYEHHSI.
OCHOBHUMU 3aBJaHHSIMHU OpraHiB CaMOOpraHizallii HaCeJICHHS €:

— y4yacTh y peajizalli CoIlaTbHO-€KOHOMIYHOTO, KYJIBTYPHOTO PO3BUTKY
BIJIMOBITHOT TEPUTOPII, IHIIUX MICHEBHUX MPOTpam;

— CTBOPEHHSI YMOB JUIsl y4acTl MELIKAHIIIB Yy BHUPIIIEHHI MUTaHb MICIIEBOTO
3HaueHHA B Mexkax KoHCTUTYy1I1 1 3aKOHIB YKpaiHu;
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— 3a/I0BOJICHHS COLIAIbHUX, KYJIbTYPHUX, TOOYTOBHUX Ta IHIIUX NOTPEO KUTETIB
IUISIXOM CTIPUSIHHS Y HaJaHH1 BIATIOBITHUX TTOCITYT.

[le#t MexaHI3M € TaKOXX peaJbHUM MPUKIAJOM 3ay4€HHS TPOMAJSHCHKOTO
CYCIUIBCTBA JI0 BUPOOJICHHS Ta peaniizallii MyOai4HOi MOJITUKH, OCKUIBKH 3T1AHO
YUHHOIO 3aKOHOJABCTBA OpraHM CcaMOOpraHizaiii HaceJleHHS SK 1HCTUTYIIi
IPOMAJITHCHKOTO CYCIUJIBCTBA MOXYTh HAIUIATHCS TpPaBOM BUKOHAHHS YaCHHU
myOJI1YHO-BJIATHUX MIOBHOBAKEHb HA MICIIEBOMY PIBHI.

YeproBum MexaHi3MOM 3a0€3MEUYeHHs] y4acTi IPOMaJChbKOCTI Ta 1HCTUTYTIB
IPOMAJITHCHKOIO CYCIIUIbCTBA y TyOIIYHIM MOMITUII HA MICIIEBOMY PIBHI € 2DOMAOCHKI
cayxauns. lle MOXIMBICTH 1Jii TPOMAJCHKOCTI Ta I1HCTUTYTIB TPOMAJSTHCHKOTO
CycHuIbCTBa Oe3rocepeiHI0 OpaTu y4acTh y 371MCHEHHI MICIIEBOTO CaMOBPSITyBaHHSI,
TOOTO MOPYILIEHHI MUTaHb Ta BHECEHH1 MPOIMO3ULIN 100 MUTaHb MYOI1YHOT MOJTITUKH
Ha MICLIEBOMY PIBHI.

3a pe3ylbTaTaMy PO3MISIAY MPOMO3UIIIN TPOMAJCHKUX ClIyXaHb, MICIICBUMHU
opraHamu IyOJ14HOT BIaAu NPUMUMA€EThCS OJTHE 3 TAKUX PIIICHb:

— BpaxyBaTH MPOIO3HIIii;

— BIIXWIATA MPONO3UIli 3 O0OOB’A3KOBHUM 3a3HAYEHHSIM MPUYHH TaKOTO
BIJIXHJICHHS,

— YacTKOBO BpaxyBaTW NPOIO3HUII — B TaKOMYy BHMAJKy 3a3HA4YalOThCA 1
MPUYMHU LBOTO PIIEHHd, 1 3aX0U ISl peani3alii YaCTUHU BPaXOBaHO1 MPOMO3UIIIT,
BIIMIOBIAJIBHI 32 I1e IMocaaoBl ocodu [3, c. 19].

Pazom 3 TuM, 3a3HauYeHMI MEXaHI3M HE 3aBXIU € JOCHUTb JII€EBUM, OCKUIbKH
MPOIO3HULli TPOMAJCHKUX CIyXaHb, HaJaHl TPOMAJCHKICTIO UM I1HCTUTYTaMH
IPOMAJITHCHKOTO CYCIUIBLCTBA, MOXKYTh HE BPaXOBYBATHCH.

MexaHi3MOM 3a7y4yeHHs IPOMAJICHKOCTI 10 MyOIIYHOI MOMITUKU € 2POMAOCHKI
koHcynomayii. [lpakThka AOBOAUTH, 1IO0 BU3HAYAJIBHUMHU Yy TPOLIEC] TBOPEHHS
myO1YHOT MONITUKY MaIOTh OYTH BIKPUTICTh Ta MPO30PICTh, OCKUIBKHU 1€ 3a0e3euye
MaKcUMallbHe BpaxXyBaHHs IepeBar Ta YNoAoOaHb TIPOMAJsSH, ILIMPOKOTO KOJIa
CYCIUIBHUX IPYIL, 110, B KIHIIEBOMY MIJCYMKY, 1a€ 3MOT'Y TOCSTTH BIAIOBIIHOCTI TaKO1
MOJIITUKY peajbHUM MOoTpedaM CyCcHiIbCTBA.

[IpoBoasium  KOHCyJbTalli 3 PIi3HOTO poOAY TpyNaMH, CHUIbHOTAMHU
IPOMAJITHCHKOTO CYCIIILCTBA MOYKHA JIOCSATHYTH JEKUTBKOX I[LIEH:

— 310paTu HEOOXITHY 1H(POPMAITliI0, SKY MOKHA BUKOPUCTATH B MPOLIEC] MOJATBIIOTO
aHaji3y cutyailii abo mpobiemu;
— OLIIHUTHU MIATPUMKY, SIKY 3HaWIyTh pi3H1 BapiaHTH PIllICHb;

— 3apy4YUTUCS MIATPUMKOIO TOTO BapiaHTy pIlIEHHS, 0 SKOr0 MPUXHIBHO
CTaBUTHCS BIIAJA;

— 3apYYUTHUCS TMIATPUMKOIO TPy, sIKI 0€pYTh y4acTh Y IPUUHSATTI PIlLICHHS.

OTxe, 3 yChOrO BHKIAQJCHOTO, MOXEMO KOHCTaTyBaTH, WIO IyOJIiuHi
KOHCYJIbTAIlll € BaXJIMBUMU YMHHUKOM 3a0€3MeUeHHs AKOCT1 JIepKaBHO1/CyCIUIbHOT
MOJIITUKK, IO TPOSBISIETBCS TMEpeayciM B 11 3aTHOCTI BIANOBIIATH IHTEpecam
CYCIUJIbCTBA Ha OCHOBI MAaKCHUMAaJbHOTO BpaxyBaHHS IHTEPECIB PI3HUX COLIAJIbHUX

rpym.
[Ile oaHMM MeEXaHI3MOM ydYacTi TPOMaAChKOCTI y (GopMyBaHHI MyOJIIYHOI
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MOJIITUKU € 2poMaocokuti mouimopune. IIOHATTS TpOMaaCbKUNA MOHITOPUHT
CTOCYETBCSL MOHITOPUHTY pOOOTHM OpraHiB Jep)KaBHOI BHKOHABYOI BIAJU
OpratizalisiMd TPOMAJSIHCBKOTO CYCHUIbCTBA 1 (POKYCYETHCS HA CUCTEMHOMY Ta
KOMIIJIEKCHOMY JOCIIKEHHI 1X TIsJIbHOCT1 y c(hepi MATOTOBKU Ta IPUUHSTTS PIllICHb,
KOHTPOJIIO 32 iX BUKOHAHHAM. Lle € ogHNM 13 MEXaHI13MIB 11010 PO3MIMPEHHS y4acTi
IPOMAJSTHCHKOT'O CyCHUIbCTBA Y MPOLECH MPUUHSATTS pilieHb. MeTol rpoMaiCbKOro
MOHITOPUHTY € MIJBUIIEHHS MIA3BITHOCTI, MPO30POCTI AISIBHOCTI OpPraHiB BiIaau Ta
npocyBaHHsI pedopM B IHTEpecax CyCHUILCTBA Yepe3 BUSBJICHHS CIAOKHUX MICIb Ta
BHECEHHS 3MIH Y ICHYIOUl MOJITHKM Ta TMPOLEAYpH NPUUHSITTS, BUKOHAHHS Ta
KOHTPOJIIO 3a PIIEHHSIMU OPraHiB BIAJIH.

BaxxnmBruM MexaHI3MOM 3allydeHHsI TPOMAJICBKOCT1 O BUPOOJIEHHS MyOII4yHOT
TIOJIITUKU € CIBOPEHHS MA (DYHKYIOHYBAHHS KOHCYIbIMAMUBHO-00PAOUUX OP2aHi6 TIPU
opraHax ImyOJIIYHOI BJIaJU 32 YYacTIO IHCTUTYTIB I'POMAaJISTHCBKOIO CYCHUIBCTBA. [2, C.
129].

OxkpiM TOro, OTHUM 13 CYyTTEBUX MEXaH13MIB Y4aCTi IHCTUTYTIB FPOMAJITHCHKOTO
CyCHUILCTBA y BUPOOJIGHH1 Ta peanizaiii MmyOJiuHOI MONITUKH € 3aIVUYeHHs iX 00
HAOAHHS COYIATbHUX NOCTY2.

['pomazaceki, OnarofiiiHi, peniriiHi oOprasizauii, sKi € BHAAMH OpraHizaiii
IPOMAJITHCBKOTO CYCNUIbCTBA, IIUIKOM MIiANAAaloTh MiJ KaTeropilo HajaBayiB
comianbHUX mocayr. Opradizanii MaloTh HaJaBaTU Taki MOCIYTH 3 JOTPUMaHHSIM
Jep’KaBHUX CTaHIApTIB SIK 3a IUIaTy, Tak 1 Oe3omnaTHo. ['pomanceka un GnaroaiiiHa
oprasizailis, sika Mo3UIII0HY€E cebe K cy0’€KT HaJaHHs COIIaIbHUX MOCIYT, IOBUHHA
nependayaTH B CBOiX CTaTyTHHX JOKYMEHTax BIANOBIIHI HOPMH MpO 1€, MaTH Y
CBOEMY INTAaTHI YW 3aJydyaTd Ha JOTOBIPHMX OCHOBAaX BIAMOBIAHOI MiJATOTOBKH
MPaIiBHUKIB SIS HAJJAHHS COIIAJIbBHUX MOCHYT.

Buxonsiuu 3 BUKIaIEHOTO BHUIIE, 3’ SIBISETHCS 1€ JBA MEXaHI3MU 3aly4CHHS
IpPOMAJICBKOCTI 0 BUPOOJIEHHS Ta peaiizauii MmyOJiuyHOI MOJITUK — L€ 0epircagHO-
npueamHe ma coyianibHe NApmMHepCcmeo, a TAKOXK yuacmv Y MICYesux COYianbHux
npoecpamax. lle MOXIUB1 MeXaH13MU (IHAHCYBaHHS TPOMAJICBKUX OpraHizalii, ski
HAJAI0Th COIliaJIbH1 MOCTYTH.

TakuM 4MHOM, 3 BUKJIAJEHOTO BHUIIE, MU MOXKEMO MOOAYUTH, IO B LLJIOMY B
VYkpaiHi CTBOPEHO OOCTaTHHO IHCTPYMEHTIB WLIOJI0 3aJy4EHHS TPOMAJICBKOCT1 A0
BUPOOJIEHHS MyOJIYHOT MOJTITUKH.
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THE EVALUATION OF SERVICE QUALITY: SERVICE PERCEPTION
PROBLEMS

Unlike products, which are tangible, services are usually intangible. A service
is not a physical good; rather, it is the performance of an act or a deed. This
performance often requires consumers to be present during the production or delivery
of the service. Service industries, including hospitality and tourism, are actually selling
consumers an experience.

Services have been defined to “include all economic activities whose output is
not a physical product or construction, is generally consumed at the time it is produced,
and provides added value in forms (such as convenience, amusement, timeliness,
comfort or health) that are essentially intangible concerns of its first purchaser” [1].

The service quality process is the product of the expectations and perceptions of
a firm’s management, its employees, and the customers it serves.

Whenever there are differences in expectations or perceptions between the
people involved in the delivery and the consumption of services, a potential for a gap
in service quality exists. Firms should diagnose any service quality gaps because there
is a direct relationship between service quality and customer satisfaction. Simply
stated, when customers are satisfied, they are much more likely to purchase from the
service provider again. Over time, if they remain satisfied, they become loyal
customers. The service gap is the final gap that exists when there is a difference
between customers’ expectations of a service and their perceptions of the actual service
once it is consumed.

When this difference occurs, it is the result of one or more gaps that occur earlier
in the service quality process.

The first potential gap is referred to as the knowledge gap, which occurs when
management’s perception of what consumers expect is different from the consumers’
actual expectations. This gap may lead to other gaps in the service quality process, and
it is usually the result of a failure in the firm’s research program or organizational
structure. Firms need to obtain feedback from customers and employees that can be
used to design services that will appeal to customers. If the current service offering is
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