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n 3HangeHo nocuiaHb: 0% id: 1
«JIYTAHCbKUIA HALI,IOHAJ'IbHVII7I YHIBEPCWUTET IMEHI TAPACA LLUEBYEHKA>»

®AKYJITET TEXHOJIOT I TA IHOOPMALINHNAX CUCTEM KA®EPA NMPODECINHOI OCBITU
PECTOPAHHOIO | TYPUCTUYHOI O BIBHECY PeweTHak OkcaHa MukonaisHa CEPBIC-
OPIEHTOBAHI IHHOBALIII: K CYYACHI TEXHONOT I 3MIHKOKOTb AOCBIA FOCTA KeanidikauinHa
poboTa 3a cneuianbHicTio 241 FoTenbHO-pecTopaHHa cnpasa OcobucTuin nignuc -
O. M. PeweTHAK HaykoBUin KEPIBHUK - __K.M.H., goueHT, 0. B. be3py4eHkoB
(nignnc) (nocapa, HayKoBUI CTYMiHb, HayKOBe 3BaHHA, iHiLiann, npi3suie) 3aB. Kadenpu -
K.M.H., joueHT, B. B. BypayH_ (nianwuc) (nocaga, HaykKoBUi CTyNiHb, HayKoBe
3BaHHA, iHiLianu, npissuLle) Jly6HM - 2026 2 MIHICTEPCTBO OCBITU | HAYKW YKPAIHU
NEPXABHWI 3AKNAL

n 3HangeHo nocunaHb: 0% id: 2
«JTYTAHCbKUIN HALIOHANTbHUW YHIBEPCUTET IMEHI TAPACA LLEBYEHKA»

®AKYJIBTET TEXHOJIOT I TA IHOOPMALINHNX CUCTEM KA®ELPA NMPODECINHOI OCBITU
PECTOPAHHOIO | TYPUCTUYHOI' O BIBHECY 3aTtBepaxyto: [lekaH aKynbTeTy TEXHOJIOrIN Ta
iHOpPMaLINHNX CUCTEM _MoruneHun I'.A. IHauBiayaneHU nnaH 3006yBaya
BULLLOT OCBITW LL0A0 BMKOHAHHA KBasidikaLuinHoi poboTn 1. PeweTHsak OkcaHa MunkonaiBHa
(npi3Bule, im’q, No 6aTbkoBi 3a06yBaYva) 2. PakynbTeT TEXHOMOrIN Ta iIHPOPMALLIMHUX CUCTEM 3.
CneuianbHicTb

n 3HangeHo nocunaHb: 0% id: 3
«[oTenbHoO-pecTopaHHa crpaBa»

4. Kacdhenpa npodecinHoi oCcBiTN pecTopaHHOro i TypuctnyHoro 6i3Hecy 5. HaykoBun KepiBHUK
Be3pyyeHkos lOpin BonoanMnposumy, K.M.H., A0oLEHT (npi3BuLle, iM’a, No 6aTbKOBI, HAYKOBUN
CTynNiHb, BY4eHe 3BaHHSA) 6. TeMa KBanihikauinHoi poboTn CepBic-opieHTOBaHI iIHHOBaLLi: AK
CYYaCHi TEXHOOTIii 3MiHIOTb A0CBIA rocTa 7. TepMiH nogaHHs poboTn Ha Kadenpy 08.05.2026
p. BiamiTka TepMiH No 3axoAmM Npo BUKOHAHHSA BUKOHAHHSA 1. Bubip TemMun KBanidikauinHol
poboTu, BUBYeHHA 10.10.2025 HayKoBOI NniTepaTypun, 3aTBEPAKEHHS TEMUN N KEPiIBHUKA. 2.
Po3pobka nnaHy poboTun, BU3Ha4eHHS MmeTu, 14.11.2025 3aBaaHb, 00'eKTy, NpeaMeTy, MeTofiB
nocnipxeHHs. 3. PoboTa Haa TeopeTn4Ho YacTuHot 05.12.2025 kBanidikauinHoi poboTu,
aHani3 niTtepatypHux axepes. 3 4. MNogaHHA TEOPETUYHOI YaCcTUHU KBajigikauinHoi 19.12.2025
pob0TK ANA NepLIoro YNTAHHSA HAYKOBUM KEPIBHUKOM. 5. YCYHEHHSA 3ayBakeHb, ypaxyBaHHS
pekoMmeHaauin 16.01.2026 HayKOBOro KepiBHMKa, NogaHHA TEOPETUYHOT YaCTUHK
kBanichikavuinHoi poboTn Ha Apyre YnTaHHSA. 6. Po3pobka TexXHONOriYHOI i KOHCTPYKTOPChKOI
30.01.2026 4acTuH poboTu. MoeTanHUin aHani3 Ta 06roBopeHHs pe3ynbTaTiB A0OCigHOT poboTn.
7. MNopaHHS Nepworo BapiaHTa gocnigHol YacTmHu 20.02.2026 kBanidikauinHoi poboTn Ha
nepeBipKy HayKOBOMY KepiBHUKOBI. 8. YpaxyBaHHSA peKoMeHAaLin HayKOBOro KepiBHMKa,
06.03.2026 36arayeHHs poboTn AO0AAaTKOBMMU OOCHiOXXEHHAMW, MPOBEeAEeHUMI Nig Yac
NMPaKTMKW, MigroTOBKa BapiaHTa poboTu 4O nonepefHbOro 3axmcty poboTn Ha Kadeapi. 9.
MonepenHin 3axmncT poboTn Ha Kadenpi. 20.03.2026 10. loonpautoBaHHA KBanidikauinHol
poboTn 3 03.04.2026 ypaxyBaHHSAM peKoOMeHaalin nicas nonepegHboro 3axmucty poboTn Ha
kacenpi. 11. NopgaHHa kBanicikauinHoi poboTn HaykoBomy 17.04.2026 KepiBHMKOBI Ta
peLeH3eHTOBI Ha MiIArTOTOBKY BiAryKy 1 peueHsii. 12. NogaHHA Ha Kadeapy oCTaTO4YHOro
BapiaHTa 08.05.2026 kBanicikaninHoi poboTn, NiANMCAHOro BUNYCKHUKOM, HAYKOBUM
KepiBHMKOM i peLieH3eHTOM. 3n06yBay BULLOT OCBITU ___PeweTHsak O. M. ( nignuc )
(npi3zBuLe Ta iHibiann) KepiBHUK poboTwn Be3py4eHkoB 0. B. ( mignnc )
(npi3Buwe Ta iHiuiann) 4 3MICT BCTYN
.................................................................................................................. 5 PO30111 1. TEOPETUYHI
3ACAWN CEPBIC-OPIEHTOBAHWX IHHOBALIIA Y COEPI FTOCTUHHOCTI
....................................................................................... 8 1.1. [oHATTA Ta CYTHICTb CepB.ic-
OpPIEHTOBAHMUX iIHHOBALLIN Y rOTENbHO- peCToOpaHHOMY Bi3HeCi
........................................................................................ 8 1.2. KnieHTOOpiEHTOBaHMIM Niaxia K
OCHOBa QOpMyBaHHS gocsiay rocts .... 13 1.3. Lnudposiszauisa cepsicy B iHAYCTPii FOCTUHHOCTI:
HAMPAMMU TA THCTPYMEHTI cetiteteteteteee e et et e e e e e e et e e e et e e e ea s et ea e et et eaaeeaanaeaaenaens 17 1.4. Bnaus
iIHHOBALIMHMX TEXHOJIOTIN Ha AKICTb 06C/YyroByBaHHSA Ta KOHKYPEHTOCMNPOMOXKHICTb
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OCOBJINBOCTI BMPOBAOYXEHHA CEPBIC-OPIEHTOBAHWX TEXHOJIOT I Y FTOTEJIbHO-
PECTOPAHHOMY BI3HECI YKPAIHMU ......... 60 3.1. CTaH Ta Wnaxm BNpoBaAXXeHHS Cy4acHUX

CEepBIiCHUX TEXHOJOTIN Yy FOTeJIbHO- pecTopaHHOMY bi3Heci YKpaiHu
....................................................................... 60 3.2. NMpobnemun Ta NnepcneKkTusmn
BMpOBaL)XEHHS CepBiC-OPiEHTOBAHUX iIHHOBALIN Y BITYN3HAHUX NiANPUEMCTBaX
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................................................................... 74 3ATAJIbHI BUCHOBKN
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Temun. Y cyd4acHUX yMOBaX PO3BUTKY rOTeJIbHO-pecTopaHHOro 6isHecy KOHKYPEHTOCMPOMOXHICTb
NigNPMEMCTB 3HAYHOIO MiPOI0 BU3HAYAETLCSA HE CTiNIbKWN AKICTIO MaTepiasbHUX YMOB, CKillbKK
piBHeM cepBicy Ta gocBigoM rocts. MnobanbHa UM pPOBI3aLis, 3MIHN CNOXXUBYUX OYiKyBaHb Ta
CTPIMKMIA PO3BUTOK iHPOPMaLiNHUX TEXHOJOrIN CNPUAI0Tb NOSIBI HOBMX CEPBIC-OPIEHTOBAHMX
iIHHOBaAUiN, AKi TpaHCOPMYOTb TPaAULINHI Nigxoamn Ao obcnyrosyBaHHA rocten. Undgposi
peuenuii, 6e3KOHTaKTHI MaTexi Ta FOCTbOBI MPOrpaMu JI0SAIbHOCTI CTaloTb HE MPOCTO
TpeHAaMun - BOHW 3HAYHO BMAMBAlOTb Ha POpPMyBaHHS iMiO)Ky 3aKnany, NigBULLEHHS PiBHSA
3a[0BOJIEHOCTI KNIEHTIB Ta iX NOANbLHOCTI.

(M) Al generated text detected: ChatGPT 5.3, : 62,6% id: 5

Y 3B'S13KY 3 LM LOC/iOXKEHHSA CyYaCHUX TEXHOJIOTIN Ta IXHbOro BMJIMBY Ha CEPBIC N 40CBIg
rocTen € Hag3BMYANHO aKTyaJIbHUM SK L)1 Teopil, TaK i NPaKTUKN FOTeIbHO-pPeCcToOpPaHHOI
cnpaBu. Ornag nitepatypu. Y HAyKoBUX O)Xepesiax OCTaHHIX POKiB MMTaHHA iHHOBALIN y cdepi
FOCTUHHOCTI PO3rS4a€EThCS LUMPOKMM CMIEKTPOM A0CNIAHMKIB. 30KpeMa, bepesiBcbKa,
lopiweBcbkUl | Boranvyk akLEeHTYIOTb YBary Ha poi LMPOBUX TEXHOJIOFIN AK KJII0HOBOIr O
YMHHMKa NiABULLLEHHSA eheKTMBHOCTI OiANbHOCTI NiANPUEMCTB roTesIbHO-pecTopaHHoro 6isHecy
Ta iIX KOHKYPEHTOCAPOMOXXHOCTI. MogibHoi no3unuii oTpnmytoTbca CTenaHoBa Ta TOHKMKX, SKi
NigKPeCnoTb 3HAYEHHSA iIHHOBALLIMHUX pilleHb Y (hOpMYyBaHHI AKiICHOFO CepBiCy Ta PO3BUTKY
KJIIEHTOOPIEHTOBaHUX CTpaTerin. XuneHko, CamonneHko Ta CTaBuLbKa po3rnsgatoTb

LM pPOoBI3aLito AK 0OCHOBY TpaHCchopMaLLii CEPBICHUX NPOLIECIB, 3a3Havato4u, WO BMNPOBaLKEHHS
IT-piweHb 6e3nocepefHbO BMMBAE Ha ePEKTUBHICTb YNpaBiHHA Ta piBeHb 06C1yroByBaHHS
rocTen.

MeTniH Ta BMKIOK Yy CBOIX AOCAIAXKEHHAX HAaroJIoWYTb Ha Ba>XJIMBOCTi KNIEHTOOPIEHTOBAHOIO
nigxony, akunm nepenbadvae iHTerpauito cy4acHUX LMMPPOBUX iIHCTPYMEHTIB A58 POpMyBaHHS
nepcoHanizoBaHoOro cepsicy. Y CBOtO 4yepry, lnieBa nigkpecstoe, o Nno3nTUBHNIN LOCBIL roCTH €
KJII04OBMM (PaKTOPOM 3a0BONIEHOCTI Ta JIOASIbHOCTI KNIEHTIB, LLO CTUMYJIIOE MOBTOPHI
BiIBiAYBaHHSA Ta 3MILHIOE 6 KOHKYPEHTHI No3uuii NignpueMCTB. TakKUM YMHOM, TeopeTuYyHa ba3a
DOCHiO>XKeHHS OXOMJIOE NNTaHHS iHHOBaLiN, LMKDPOBMX CEPBICIB, KNIEHTCLKOro AOCBIiAY Ta
MeXaHi3MiB NiaABULLEHHS PiBHA 3a0BONIEHOCTI rocTten. MeTot poboTn € BUSIBSIEHHS BMJINBY
cepBic-opieHTOBaHMX iHHOBaLN (LndpoBi peuenuii, 6e3KOHTaKTHI NnaTexXi, FOCTbOBI NporpaMu
NOSANIbHOCTI) Ha OOCBIA rOCTen y roTeibHO-PeCTOPaHHUX NiANPUEMCTBAX Ta BU3HAYEHHS LUAAXIB
MigBULLEHHS ePEKTUBHOCTI X BUKOPUCTaHHA. s AOCArHEeHHS NOCTaB/IEHOI MeTn HeobxigHOo
BWKOHATW TakKi 3aBOaHHA:+ OCNIANTN TEOPETUYHI NiAX0oAN 00 BU3HAYEHHS NMOHATTSA
CepBiC-OpiEHTOBAHMNX iIHHOBALLIM Y FOTE/IbHO-PECTOPaHHIN cepi;- NpoaHanizyBaTn BNAMB
LNPOBUX TEXHONOTIN Ha Npouec 06CyroByBaHHA rOCTEN;- BUSHAYUTU POJib LNPOBUX
peuenuin y 3abesnevyeHHi eheKTUBHOT B3aEMOAii MiXK roCTEM i 3aKNlaA0M;- OLLIHUTK 3HAYEHHS
6e3KOHTaKTHUX MaaTexXiB y NiABULLEHHI 3pyYHOCTi Ta 6e3nekn obcnyropyBaHHS;- 4OCAIANTN
MeXaHi3Mn Ta nepeBarn roCTboBMX MPOrpam N0AIbHOCTI AK IHCTPYMEHTY YTPUMaHHSA KIEHTIB;
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BUSABMTN OCHOBHI NepeBarn Ta npobnemMun BNpoBag)XEHHS iHHOBaLiMHNUX CEPBICHMX TEXHOJIOTIN
Ha npakTuui. O6’eKTOM OOCNiO)XEHHSA € rOTEeNIbHO-PeCcTopaHHiI MiANMPMEMCTBA, L0 BMNPOBadXYOTb
CydYacHi cepBicHi TexHosorii. [fpegMeToM OOCNIAXKEHHSA € B3AEMO3B 30K Mi)K BMPOBaOXEHHAM
cepBic-opieHTOBaHMX iHHOBaLIin (LndpoBi peuenLii, 6e3KOHTaKTHI NaaTeXi, FOCTbOBI NporpamMu
NoANLHOCTI) Ta piBHEM A0CBiAY, 3a40BOJIEHOCTI Ta JI0A/IbHOCTI rocTen. Y poboTi BUKOPUCTaHO
Taki MeToau AOCNIAXKEHHSA: aHani3 HayKOoBOI NliTepaTypu Ta HOPMATUBHUX OOKYMEHTIB;
CUCTEMHUIN Ta MOPIBHAJIbBHNI aHai3; MeToaun y3araJibHeEHHS Ta CMHTEe3y iHOopMaUii; eMnipuyHi
MeToAu (CnocTepeXXeHHs, ONUTYBaHHSA, aHai3 NPakKTUYHNX KeNciB nignpmMemMmcTs). 7 HaykoBa
HOBM3Ha pobOoTK Monsira€ B KOMMJIEKCHOMY aHani3i BMAMBY KJIIOYOBUX CEPBIC-OPiEHTOBaAHUX
iHHOBaLi Ha AOCBIA rOCTEN Y roTe/IbHO-PeCTOPaHHUX MiAMNPUEMCTBAX, a TaKOX Yy (QOPMyBaHHI
pekoMeHgauin wono niasmueHHsa epeKTUBHOCTI IX 3aCTOCYBaHHA A1 NiACUIEHHS KIEHTCLKOro
[OCBigy B yMOBax LMpPoBOi TpaHchopMalii. [MpakTnyHe 3Ha4YeHHS O0CAIAXKEHHS MOJIArac y
MOXJIMBOCTi BUKOPUCTaHHA OTPUMAHNX BUCHOBKIB AJ15:- ONTUMI3aLii CepBiCHUX NpoLecCiB y
roTensx Ta pecrtopaHax;- po3pobsneHHs abo BAOCKOHAIEHHS Mporpam J0sbHOCTI;- MiABULLLEHHS
piBHS 06CNyroByBaHHS Ta 3a40BOJIEHOCTi FOCTEN;- CTBOPEHHSA KOHKYPEHTHUX NnepesBar 3akniagy B
yMoBax pUHKY. CTpyKTypa KBaniikauinHoi poboTun. KeanicikauinHa poboTa cKNagaeTbCa 3i
BCTYMNy, ABOX pO34iNiB, BUCHOBKIB, CMUCKY BUKOPUCTAHUX AXXKepes Ta A0AaTKIiB. 3arajibHuUi
obcsar poboTtm — 85 cTOp. APYKOBAHOroO TEKCTY, BKJOYato4Yn 6 pucyHkis, 14 tabnmub Ta 3
nogaTtku. CnMcoK BUKOPUCTaHUX A)Kepen MiCTUTb 54 HanmeHyBaHHA. MNepLwiunin po3gin
MPUCBAYEHWA TEOPEeTUYHNM OCHOBAM CEpPBIC-OPiEHTOBaHUX iHHOBaLIN y cdepi FOCTUHHOCTI.
Opyruin po3gin MiCTUTb aHani3 BUKOPUCTAHHSA Cy4aCHUX CEPBICHMX TEXHOJIOriN y npoueci
obcnyroByBaHHS roCTeN i OLIHIOE IXHilA BNJIMB Ha OOCBIA KMIEHTIB. Y BUCHOBKaXxX y3arajlbHEHO
pe3ynbTaTn AOCNiIAXKEHHS, CHOPMYIbOBaHO NPaKTUYHI pekomeHaauii. PO3401J1 1 TEOPETUYHI
3ACAMN CEPBIC-OPIEHTOBAHUX IHHOBALIW Y COEPI TOCTUHHOCTI 1.1. MOHATTA Ta CYTHICTb
CepBiC-OpiEHTOBAHMX iIHHOBAUIN y roTeNbHO- pecTopaHHoMY bi3Heci CepBic-OpieHTOBaHI iHHOBaUi
B roTesibHO-pecTopaHHOMY Bi3HecCi - Le HoBaUil, CNpsiIMOBaHi Ha NOKpPaLLEeHHs npoLuecy
obcnyrosyBaHHS rocten, NigBULLLEEHHSA PiBHA IXHBOrO A0CBiAY, KOMKMOPTY Ta 3a40BOJIEHOCTI, AKi
peani3yloTbCs Yepes BNPOBaLXEHHSA HOBMX CEPBICHUX TEXHOJONIN | NPaKTUK Y AifANbHICTb
nignpuemcTeBa. Taka iHHOBaUiHA AifNIbHICTb HE 0BMEXXYETbLCS 3MIHOK NPOAYKTY YM MOCAYrn:
BOHa (POKYCYETbLCH Ha NepeTBOPEHHI B3aEMOLIi MiXK rocTeM i 3aknafoMm, onTuMisaLii cepBicHUX
npouecie Ta NiasuweHHA o6cnyrosyBaHHsA [2]. CyYacHi AoCnia>XeHHS po3rnanatoTb CepB.ic-
OpiEHTOBAHI iHHOBAUIT Ak BaraToBMMipHE SBULLE, LLIO BKJIKOYAE MNPOLLECHI, TEXHOJOTIYHI Ta
MOBeAiHKOBI aCNeKTU B3aEMOLIi 3 KNiEHTOM. 30KpeMa, ¥ poboTax OCTaHHIX POKiIB
NiAKPEeCETLCS, WO iHHOBAUiT B iHAYCTPIl FOCTUHHOCTI (hOpMYIOTb He Anwe pyHKUioOHaNbHiI
MOKpPaLLEeHHS, a 1 eMOUIiNHI Bpa>keHHs rocTen, wo besnocepeHbO BNAMBAOTL Ha iXHIO
rnoeefiHKy Ta HaMipy NOBTOPHOro BiABiAyBaHHSA [52]. Bnane cepBic-OpiEHTOBaHMX iHHOBALIA Ha
OiSNbHICTb NiANPUEMCTBA peai3yeTbCH Yepes KijlbKa KJIIOYOBUX MEXaHi3MiB: CKOPOYEHHS Yacy
obcnyroByBaHHS, NiABULLLEHHS TOYHOCTI onepaLin, nepcoHani3auio B3aeEMOAil 3 rocTeM Ta
CTBOPEHHSA eMOLiNHO NO3UTUBHOIO A0CBiay. [ocnia)XeHHS NoKa3ylTh, WO CaMe NOEAHAHHS
PYHKLIOHaNbHMX | eMOoLiNHMX haKTOpPiB (HDOPMYE 3arasfibHy LIiHHICTb CEpBiCY i BNJNBAE Ha
NOANBHICTb KNiEHTIB [47]. Ha BiAMIiHY Bif TpaguUinHUX TEXHOMOMYHNX Y NPOAYKTOBUX
iHHOBaUin (o 3a3BM4an nepenbavatoTb yOOCKOHaNEHHA obnagHaHHSA, NPOAYKTIB XapyYyBaHHS 4u
TEXHOMOrIN NPUroTyBaHHSA), CEpPBiC-OPiEHTOBAHI iIHHOBALLi CNPAMOBaHI HE NnLLe Ha BHYTPILWHIO
eheKTUBHICTb, a Ha 6be3nocepenHi BNAMB Ha Cy6'eKTUBHMIA A0OCBIO 9 KNiEHTA. Y MPOOYKTOBUX
iHHOBALiAX OCHOBHUN aKLEeHT pobuTbCA Ha OHOBJIEHHI TOBApPy YM NOCAYIrW; Y TEXHOMOMYHUX - Ha
onTuMizauii BUpobHMYMX npouecie. B cepBic-OpiEHTOBAHMX iIHHOBALLIIX OCHOBHMM KPUTEPIEM €
3PYYHICTb, adanTUBHICTb i NepcoHani3auia obcnyropyBaHHSA A5 KiHLLEBOIrO CroXuBada [2].
IHHOBaLIT B iHAYCTPIT FOCTUHHOCTI MOXKHa KJaCUikyBaTK 3a KiJlbKOMa OCHOBHUMU HanpsaMu (puc.
1.1): TexHonoriyHi iHHOBaUii NMpouecHi iHHoBaUil OpraHizauinHi iHHoBauUil MapKeTUHrosi iHHOBaU,i
Puc. 1.1. Knacudikauis iHHoBaLuin y cdepi rocTUHHOCTI [xxepeno: [2; 49; 54] TexXHONOoriYHi
iHHOBaUii NnepeabayaloTb BNPOBaAXXEHHSA Cyd4acHMX IT-pilieHb gna ynpasaiHHSA poboToto roTento
Ta NigBMWEHHS ePeKTUBHOCTI cepBicy. [0 HUX BiAHOCATb CUCTEMMN yMNpaBJ/liHHA rotenem ( ),
L0 A03BOMAKTE aBTOMAaTU3yBaT! BPOHIOBaHHSA, pO3NoAin HoMepHOro hoHay Ta 0bnik
hiHaHCOBMX onepauin; MobinbHI fooaTKN ONa rocTen, ski 3abesnevyoTb OHAH-PEECTPaLLito,
OOCTyn Ao iHopMauii Npo Nocnyru Ta 3aMOBJIEHHSA CepBicy; NaaTgopMu oHNanH- BPOHIOBaHHS,
L0 A03BOMAKTL WBNAKO 06p0basSTY 3anNnTh Ta 3MEHLUYIOTb NMOBIPHICTE MOMUJIOK; CUCTEMM
aBTOMaTum3auii o6cnyrosyBaHHSA Ta 061Ky, WO ONTUMI3YIOTb BHYTPILLHI NpoLUECcH i 3HUXYIOTb
HaBaHTa>XeHHA Ha nepcoHan [2]. MpouecHi iHHoBaLii cnpsAMOBaHi Ha BAOCKOHAJIEHHS
onepauinHnx npoueayp NiANPMEMCTBA 3 METOIO NiABULLLEHHSA LWBUAKOCTI Ta 9KOCTI
obcnyroBsyBaHHS. MNpuknagamm € UM pPOBI peLenuil Ta aBTOMaTM30BaHi CMCTeMn peecTpauil
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rocTen, AKi 0O3BOJAIOTb CKOPOTUTU Yac OYiKYyBaHHSA, 3MEHLUNTU KiNbKICTb MOMUAoK npu 10
odopmMeHHi i 3abe3ne4ynTn 6€3KOHTaKTHY B3aeEMoLito. Taki iHHOBaUil OMTUMI3yl0Tb JIOFICTUKY
nocnyr i poboTy nepcoHany, wo 6esnocepefHLO BNJIMBAE Ha 3a40BOJIEHICTbL rocTen [2].
OpraHisauinHi iHHoBauii nepenbayatoTb HOBI MiAX0OAM A0 YNpaBAiHHA NEPCOHANIOM i BHYTPILLUHbLOI
CTPYKTYpU NnianpmnemcTBa. Lle BKOYa€E oNTMMI3aLilo CEpBICHUX MOTOKIB, IHTerpawio Mix
nigpo3saninamMmmn 4yepes LeHTpanizoBaHi cmctemmn obcnyroByBaHHSA Ta -cucTemn, sKi
003BOJIIIOTb MEPCOHasy WBUAKO OTPUMYBaTKU iHOOPMaLilo MPO FOCTS, BiACTEXYBATN NOIr0
noTpebn Ta KOOpAUHYBaTW Aii pisHUX cny>x6. OpraHizauinHi iHHOBaUiT NiABULLYIOTb
eheKTUBHICTb poboTn KoMaHaM i 3abe3nevytoTh BinbL NepcoHanizoBaHe obcnyrosyBaHHSA [49].
MapKeTNHroBi iHHOBaLLT OXOMJIOIOTh IHHOBALIMHI NiAXo4M A0 NPOCYBaHHA NOCAYr i B3aEMogii 3
KnieHTamMun. 1o HNX HanexXaTb LNGPOBI NporpamMn N0AbHOCTI, SKi AO03BONAIOTb HAaKONU4YyBaTU
6oHycu, hpopMyBaTM NEPCOHaJIbHI NPoNo3uLii Ta CTUMYJIIOBAaTU MOBTOPHI BiABiAyBaHHS;
iIHTepPaKTMBHI KOMYHiKaLUinHi cTpaTerii 4epes couianbHi Mepexxi Ta MobinbHI NnaThopMu;
3aCTOCYBaHHS aHaNITUKN AN NMPOrHo3yBaHHA noTpeb rocten i NiaBULLLEHHS eeKTUBHOCTI
MapKeTUHIOBMX KaMnaHin. Taki iHHOBaUii cnpsaMoBaHi Ha OpMyBaHHSA LOBrOCTPOKOBUX
BiJJHOCWH i3 KNieHTaMn Ta 36iNblEHHSA iXHbOT IoANbHOCTI [2]. Ui rpynu iHHOBaUi He iCHYIOTb
i30/1bOBaHO. Hal4acTiwe BOHM NOEQHYIOTLCA B MeXax LNGPPOBUX CEPBICIB, CTBOPOOYN
KOMMNEKCHY eKocucTeMy obcnyroByBaHHS rocTs, aka 3abesnedyye BUCOKNN piBEHb KOMGDOPTY,
rnepcoHanisauii Ta onepaTUBHOCTI, WO BiANOBIiAAE CYy4YaCHMM BMMOraM PUHKY Ta OYiKyBaHHSAM
knieHTiB. CepBic-opieHTOBaHI iHHOBALT BiAirpaloTb K/OYOBY POJib Y (DOPMYBaHHI YHiKaslbHOro
[OCBiAlY rOCTS - CYKYMHOCTI BCiX KOHTaKTIB | B3aEMOAiN rocTa 3 NigNPUEMCTBOM, LLLO BU3HAYa0Tb
MOro 3arajibHe Bpa>keHHs i piBeHb 3a40BosIeHHSA. CyYacCHi oCNia)XeHHS NiAKPEeCoTb, WO
undpoBa TpaHchopMauia 6isHeCcy CTa€e He NPOCTO TEXHIYHMM YOOCKOHA/IEHHAM, a CTpaTeri€
NigBNLLEHHA KOHKYPEHTOCMPOMOXXHOCTI Ta CTINKOCTI MignpueMcTBa Ha PUHKY [2]. 11 Tabnuus
1.1 XapaKkTepucTrka CepBiC-OpiEHTOBAHMX iIHHOBAL Yy roTesibHO-pecTopaHHOMY b6i3Heci Bupg

iHHOBaLihn OCHOBHWM 3MICT IHCTpyMeHTN Pe3ynbTaT , MOBinbHi ABTOMaTM3auia TeXHONOriYHiI
A0oaaTKW, oHNamnH- LUBMAKICTb, TOYHICTb NpoueciB 6poHoBaHHA OnNTuMizaLlis -in,
- MpouecHi 3MeHLWweHHA Yacy obcnyroByBaHHS , iHTerpauia OpraHizauinHi

YnpasniHHA cepBicoM MepcoHanizauisa nigpo3ainis Mporpammn JlosnbHicTb, MapkeTuHrosi PoboTa
3 KJIIEHTOM NOSANBLHOCTI, MOBTOPHI Bi3NTU aHaniTuka CknageHo aBTopom OTKe, HaBegeHa
XapaKTepucTrkKa CBiA4YNTb, WO CepBiC-OpiEHTOBAHI iIHHOBALLI OXOMAOIOTL Pi3HI acnekTn
OiiNbHOCTI FOTEe/IbHO-PECTOPAHHOro NiANPUEMCTBA - BiJ aBTOMaTU3aUii NpouUeciB A0 yrnpaBJiHHSA
B3aEMOIEID 3 KJliEHTamMn. KoXXeH BMA iHHOBALi BUKOHYE CBOK (PYHKLItO, MPOTe iX NOEAHAHHS
3abe3nevyye KOMNEKCHNI edeKT: MiaBULLEHHS LWBWUAOKOCTI Ta TOYHOCTIi 06CcnyroByBaHHS,
onNTMMI3aLilo BHYTPILLHIX NpoLueciB i (hopMyBaHHA NepCcoHani3oBaHOro nigxony Ao rocts. Y
pe3synbTaTi ue CNpuUse 3poCTaHHIO 3a40BOJIEHOCTI KJIEHTIB, 3MiLHEHHIO TXHbLOI NOASIBHOCTI Ta
MigBULLEHHIO KOHKYPEHTOCMPOMOXXHOCTI nignpuemcTBa. OAHUM i3 NPpUKIaAiB TaKMX iHHOBALIN €
LndpoBi peuenuii - aBToMaTn30BaHi abo CaMOCTINMHI cucTeMn peecTpauii Ta ohopMaeHHs
rocTen, siKi 3Ha4HO CKOPOYYIOTb Yac 06CNyroByBaHHS Ta 3MEHLLYIOTb HaBaHTa>KEHHSA Ha
nepcoHan. IHWUM NpnknagomM € 6e3KoHTaKTHI NaaTexi Ta MobinbHI cepBicK onnaTy, Wo
Bi4NOBiOalOTb CyYaCHUM BMMOraM 6e3mneku 1 3py4YHOCTi KNIiEHTIB, 0Co0b6aMBO Micnsa naHaemil

-19. 12 LLle ogHUM Ba)K/INBMM iIHCTPYMEHTOM € LUUPOBIi rOCTbOBI NPOrpamMm N0sAbHOCTI,
wo 3abe3neyyloTb iHAMBIAYaNi30BaHUN NiAXiA 00O FOCTEN Yepe3 Hakonn4yeHHs BoHyCiB,
rMepCcoHasibHi NPono3uLii Ta iIHTEerpoBaHy KOMYyHiKauito. Taki nporpamm cnpusaoTb GOPMYyBaHHIO
[OBroCTPOKOBMX BiAHOCUH i3 KNiEHTaMM, NiABULLEHHIO MOBTOPHMUX NPOAAXIB i 3pOCTaHHIO PiBHSA
NOANLHOCTI. Y Cy4YaCcHUX yMOBaX PO3BUTKY iHOYCTPIi FOCTUHHOCTI BCe 6iNbLIoro NoWMPEHHS
HabyBa€ KOHLUenMnuis

u 3HangeHo nocuaaHb: 0% id: 6
KPO3YMHUX>»
rotenis ( ), iKa nepenbavae akKTMBHE BUKOPUCTAHHA LUEPPOBUX TEXHOOrIN Y

npoueci 06cnyrosyBaHHA roctei. MaeTbCa Npo 3aCTOCYBAHHA LUTYYHOrO iIHTENEKTY, iHTepHeTy
peden (loT), mobinbHNX OOOaTKiB Ta aBTOMaTM30BaHMX CEPBICIB, WO A03BOAIOTL 3p0bnTNn
nepebyBaHHSA FOCTA MaKCUMaJibHO 3pYYHUM i afganToBaHUM A0 oro noTpeb. Hanpuknag,
cuctemm

n 3HangeHo nocunaHb: 0% id: 7
«PO3yMHOIro HoMepa»

0aloTb MOXXJIMBICTb KEpyBaTK OCBITJIEHHAM, TeMMepaTypolo YN TEXHIKOK 3a A0MOMOroto
cMapTdoHa abo ronocoBux KoMaHa. LLUTy4HNI iHTENEKT MOXKe aHani3yBaTu nonepeaHi
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BNoaobaHHA rocTsa i NponoHyBaTW iHAMBIAYabHI MOCAYrn, @ aBTOMaTM30BaHi cepBicu -
cnpoLlyBaTW Npouec 3acesieHHs, onJlaTu Ta 3aMOBJIEHHSA A04AaTKOBUX NOCAYr. Y pe3ynbTaTi Taki
TEXHONOrii He nuwe NiABULWYITE KOMGOPT nepebyBaHHS, a N CTBOPOOTL BiNbLl Cy4YacHUn i
3pY4HNIA hopMaT B3aEMOLIl 3 roTenem. Lle Nno3anTMBHO BNJIMBAE Ha 3arajibHe BPa)KeHHS rocTs,
piBEHb NOro 3a40BOJIEHOCTI Ta NMOBIPHICTb MOBTOPHOIO BiABiAYyBaHHA 3aknany [42]. Takum
YMHOM, CEPBIC-OPiEHTOBAHI iIHHOBALLT B rOTe/IbHO-peCTopaHHOMY Bi3HEeCi He nuLle ONTUMI3yoTb
BHYTPILLHI Mpouecu, a N CTBOPIOTb A0AAaTKOBY LiHHICTb A1 FOCTEN, WO € BUPilLaAbHUM
(haKTOPOM Yy CyHaCHUX YMOBaxX KOHKYPEHTHOro cepenosuiia. 13 1.2. KnieHTOOpiEHTOBaHUN
niaxin sK ocHoBa hOpMyBaHHS A0CBiAYy rocTsa KnieHToopieEHTOBaHMIM NigXin y rotenbHoMy 6i3HeCi
€ KOMMJIEKCHO CTpaTerieo ynpasniHHSA, Wo nepeabayae cncteMaTnyHe BUABJIEHHS, aHani3 i
3a00B0JIeHHSA NOTpeb, odikyBaHb i BNogobaHb rocTen Ha BCiX eTanax ix B3aEmMogii 3
NiANPUEMCTBOM - Bif nMonepefHbLOro 03HaNnOMAEHHS 3 MoCcsyramMmum Ao 3aBeplueHH:A nepebyBaHHS
Ta nofasblUOoi B3aEMOLIT nicna Buisay.

@AI generated text detected: ChatGPT 5.3, : 68,32% id: 8

BiH OpiEHTOBaHUI He NuLLe Ha BUKOHAHHS PYHKLIIOHaIbHMX onepaLii, a Ha CTBOPEeHHS
MaKCMMaJibHOI LiHHOCTI OJ18 KJIEHTA, WO BKAYAE KOMMOPT, WBUAKICTb, TOYHICTb
obcnyroByBaHHs, NepcoHanilalito NoOCayr Ta eMoLlinHe 3a00B0JIEHHSA rocTA. Takmi nigxin
PO3rAafa€ETbCs 9K OCHOBOMOJIOXKHUIA €1IEMEHT MapKeTUHIOBOI CTpaTerii Cy4aCHOro roTesibHoro
nignpUEMCTBA, OCKiNlbKK 3abe3nevye NiaBULLIEHHS AKOCTi cepBicy Ta DOPMYE KOHKYPEHTHI
nepesaru 3akfiagy Ha pUHKY FOCTUHHOCTI. Mloro BMpoBaf)XeHHA 003BONSE AOCATTU HE NnLle
onepaTUBHOI ehEKTUBHOCTI, @ N AOBrOCTPOKOBOI NIOASIbHOCTI KJIIEHTIB, CTUMYJIIOOYN NOBTOPHI
BiABiAYyBaHHSA Ta pekoMeHaauii iHWN1M cnoXXnsadyaM. EQQEKTUBHICTb KNIEHTOOPIEHTOBAHOIO
nigxo4y cborogHi 6araTo B YoMy 3aN1€XWUTb Bif TOro, HACKiSIbKWU aKTUBHO MigNPUEMCTBO
BUKOPUCTOBYE LINPPOBI iIHCTPYMEHTN Yy CBOi poboTi. MobinbHi AoOaTKn, oHNakH-cepBicy, -
cucTeMu Ta iHWi nnaTdopmm 3abesneyvyoTb NOCTINHUIA 3B A30K i3 FOCTEM He3ale)XXHO Bif Yacy
4yum Micua noro nepebyBaHHA. PaKTUYHO Lie A03BOJISE 3aKnafy 6yTu «Ha 3B'A3Ky» 3 KJIIEHTOM Ha
BCiX eTanax - Big Bubopy Ta 6poHoBaHHA A0 nepebyBaHHSA i MicaA HbOr0. 3aBAAKN TaKUM
TEXHOMOriaM MiANPUEMCTBO OTPUMYE BinbLue MOXKIMBOCTEN ANSA PO3YMiHHS NOBEAIHKN FrOCTEN.
Hanpuknapn, Ha OCHOBI MonepeaHix 3amoBneHb abo BnogobaHb MoXKHa NPOMOHYBAaTWN caMe Ti
nocnyru, aki 6yaoyTb AINCHO akTyaJlbHUMU ANA KOHKPEeTHOI ntoanHn. Lle pobuTb cepsic He
MPOCTO 3pYYHUM, a BinbLl 0COBNCTUM, LLIO MO3UTUBHO BMIMBAE Ha CNPUNHATTS 3aknagy. 14
Kpim Toro, LuncpoBi iHCTPYMEHTU CMPOLLYOTb BHYTPIiLWHIO poboTy mignpuemcTtea. IHpopmauis
Mpo KJi€EHTIB 36epiraeTbCs B EAMHIN CUCTEMI, L0 A03BONSE WBMALe 06CcnyroByBaTu rocTen,
YHUKaTW MOMWJIOK i Kpalle KoopAMHYyBaTn poboTy nepcoHasny. BooHo4Yac KoMyHikaLisa 3
roCTSAMM CTAE OnepaTUBHILLOW: BigMNOBiAi Ha 3anuTn, o6pobka BiArykis abo BupiLleHHSA
npo6siemMm MOXXyTb BiAOYyBaTUCA NMPAKTUYHO MUTTEBO. Y MiACYMKY BUKOPUCTaHHSA LNPOBMX
TEXHOJIOFi AoMNoMara€ He e MOKPaLLMTU OpraHi3auito obcyroByBaHHS, a i cchopMmyBaTu
6inbL [OBipAMBI BiAHOCUHW 3 KNiEHTaMu. MNcTb BigYyBa€ yBary 0o CBOiX MoTped, Lo nigBuLLye
NOro 3a40BOJIEHICTb i 36iNbLUYE NMOBIPHICTb MOBTOPHOIO 3BEPHEHHS A0 3akaaay [13].
BnpoBag XeHHS Takoro Niaxoay crnpusi€e opMyBaHHIO MO3UTUBHOIO AOCBIAY FOCTS, AKUN €
KJII0O4OBUM YNHHMKOM 3a[0BONIEHOCTI, EMOLIINHOIr0 3a/y4Y4eHHS Ta JIOANbLHOCTI. Y Cy4acHUX
YMOBaX KOHKYpPeHLIiT Ha PUHKY FOCTUHHOCTI caMe 30aTHICTb roTesto NnepcoHanisysaTtu
06cnyroByBaHHS i e)EKTUBHO BMKOPUCTOBYBATU LIMGPOBI CEPBICM BU3HAYAE pPiBEHb NOr0
KOHKYPEHTOCMPOMOXXHOCTI Ta MoTeHLian 3pocTaHHA. NMOHATTA AOCBIAY rocTa y cdepi
FOCTUHHOCTI OXOMJIIDE KOMMNEKCHY CYKYMHICTb YCiX KOHTaKTIB i B3aEMOAiN, AKi ricTb Ma€E 3
nigNPUEMCTBOM Ha BCiX eTanax noro nepebyBaHHS. Lle BKAoYaEe noLwuyk iHpopMalii npo 3aknan
i nocnyrun go 6poHBaHHA, NpoLec 6pOHIOBaHHSA, PEECTPALLII0 Ta PO3MilLleHHS, KOPUCTYBAHHS
rnocayramm roTento nig 4ac nepebyBaHHS, hiHAHCOBI onepalii Ta ornJaTy, a TaKo>X B3aEMOLIIO
nicnsa BUi3ay, BKJAKOYHO 3 OLIHKOW A0CBiAY, 3a/IMWLEHUMIN BiAryKaMn Ta peKOMeHaauigaMu.
[OCTbOBMI OOCBIO CKAAfA€ETbCA He nLle 3 hyHKLIOHaIbHUX acnekTiB 06CyroByBaHHSA, TakKuUx
K KOM(OPT HOMEPIB, LWBUAKICTb Ta TOYHICTb HafgaHHA NOCAYr, YNCTOTA, OpraHisauis
XapyyBaHHSA Ta AOAATKOBUX CEPBICiB, afie N 3 eMOLINHMX | MCUXONOriYHUX CKNag0BUX, LLO
hopMyI0Tb 3arajibHe Bpa>keHHA Bia nepebyBaHHA. [JOo TakKMX €IeMEHTIB HaNIeXUTb BigYyTTSH
rnepcoHasisauii nocnyr, yBa>KHOCTi Ta NpodecinHOCTi NnepcoHany, 3py4HOCTIi BUKOPUCTaHHS
cepsiciB, aTMocepu 3aKknaay Ta iHAMBIAyanbHOro niaxoay Ao rocta. 15 CyyvacHi [ocnig>XeHHs
MigKPEeCoTb, WO MO3UTUBHUIA OOCBIL FOCTA € KNOYOBUM (DaKTOPOM (DOPMYBaHHS
3a0BOJIEHOCTI | JIOANIBHOCTI KNi€HTIB. BiH 6e3nocepefHbO BMIMBAE Ha PiLLEHHS FOCTS MPO
MOBTOPHI Bi3NTW, peKkoMeHaauii 3aknagy iHWMM CNoXXMBaYaM Ta FOTOBHICTb onaadvyyBaTu
00AaTKOBI nocnyrn. BUCOKMM piBeHb rOCTbOBOIr0 AOCBiAY CAPUSAE MiABULLEHHIO
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KOHKYPEHTOCMNPOMOXXHOCTI NiANPUEMCTBA, POPMYBaHHIO CTINKOro iMig>y 6peHay Ha pUHKY Ta
3abe3neyye cTpaTeriyHy nepesary cepeg iHWUX y4acHWKIB iHAYCTPil FOCTUHHOCTI. [locBig rocTa
PO3rnafa€ETbCs K KJKYOBUN CTPATEriYHNI pecypc roTesibHoro 6isHecy, AKUM BU3Ha4vYa€e
e(PeKTMBHICTb YCiX YyNpaBAiHCbKNX i CEPBICHMX PilLEHb, 30KPEMa BMNPOBaOXEHHS iIHHOBaLLiMHMX
TEXHOOriN, NepcoHani3aLio Nocayr i LngpoBsisaLiito cepsicy, L0 B KOMMJEKCi hopMYyI0Tb
YHiKa/IbHUI | 3anam’ATOBYBaHUA AOCBIA A5 KOXKHOro roctd [41]. CyTb KNIEHTOOPIEHTOBAHOIO
nigxony rnoafra€ y CUCTEMHOMY NPUCTOCYBaHHI BCiX CEPBICHMX NpoLeciB NignpueEMCTBa 40
iHOMBIAYaNbHUX OYiKyBaHb i NOTPeb KoXXHOro rocts. Lle nepenbavae He nuwe eheKTUBHE
BMKOHAHHS TEXHOJIOFIYHUX onepaLlin, a 1 NepcoHani3aLlito B3aEMOAIN, 3aBAAKU AKIN FiCTb
OTPUMYE MOCAYIrN, MaKCMMaJibHO afanToBaHi Nig noro BnogobaHHA, CTuab NnepebyBaHHA Ta
cneumndivyHi noTpebun. Ba)kiMBuM eNleMEHTOM € yBara [0 AeTasien Ha BCiX eTanax
06CcyroByBaHHS - Bifi MonepeaHbLOro 03HanoOMJIEHHS 3 MPOMNO3ULLIIAMU 3aKNagy 40 MOMEHTY
BUi3ay. Takui Nigxin A03BOJSISE CTBOPOBATU KOMGOPTHI YMOBK, NiABULLYBAaTK pPiBEHb
3a40BOJIEHOCTI Ta 3a/iMWaTM NO3UTUBHI eMOLiNHI BPa>kKeHHS, L0 3anaM’aTOBYOTbCS i
CTUMYJIIOIOTb NOBTOPHI Bi3nTu [13]. IHHOBaLi BigirpaloTb KAKOYOBY POJib Y MiABULLLEHHI
€(eKTNBHOCTI KNIEHTOOPIEHTOBAHOrO NiAX0AY, OCKiJIbKWU A03BONSAOTh MOEAHATU CydacCHi
TEXHOJIOrii 3 mpoLiecoM 06cnyroByBaHHA rocTen. 3aBAAKN LLbOMY B3aEMOAIA 3 KJIIEHTOM CTa€E
6iNbLU NPOCTO, 3PO3YMINION0 | 3pyYHOI0. BukopmncTaHHS ungpoBux cepsiciB 3abesnedye
LWBMAKWIA OoCTyn A0 iHdopMaLii, cnpollye 6poHoBaHHSA 16 HoMepiB, ohopMIEHHA 00AAaTKOBUX
Mocayr i NpoBeAEeHHS OMnJiaT, Lo CYTTEBO EKOHOMUTb Yac K rOCTH, TaK i mepcoHany. Baxnumeo
M Te, WO TaKi TeXHOJOrIT AatloTb rocTio 6iNblLue KOHTPOJIO Had npouecom ob6cnyroByBaHHS.
JlloanHa MoXke CaMOCTINHO 0bmpaTy 3pyyHUiA cnocib B3aEMoAii - Yepe3 MobifibHUIA [0[aTOK,
canT abo iHwWi undposi kaHaan, 6e3 HeobxiAHOCTI NOCTINHOro 3BEPHEHHS A0 aAMiHICTpaTopa.
Lle 0cobnmBo akTyasibHO ANA TUX KJIEHTIB, AKi LiHYIOTb LWUBUAKICTb, aBTOHOMHICTb i
MiHIManbHUN KOHTaAKT. KpiM TOro, iHHOBaLiHi piLLeHHSA BiAKPMBAOTb MOXKJIMBOCTI A4
FHYYKOro HaslallTyBaHHS CepBicy Mif KOHKPeTHi noTpebu. IFicTb MoXxxe obpaTn [oAaTKOBI
NOCayru, 3MiHUTU NapaMeTpu NMPOXXMBaHHA abo OTpMMaTN peKkoMeHaauii, SKi BiAnosigaTb
noro nonepenHbLOMy A0CBiAY YM BnogobaHHAM. Y pe3ynbTaTi cepBic nepecTae 6yTu
CTaHOAPTHUM i CTa€ 6inblu iHAUBIAYaNbHUM. TaKUM YNHOM, iHTerpaLis iHHOBaLin y npoLec
06cyroByBaHHS He nnLLE CMIPOLLYE OKPeMi onepauii, @ M 3MiHIOE CaM Niaxia A0 B3aEMOAIi 3
KJliEHTOM, pob6ss4m noro Binbll rHY4YKNM, NEPCOHaNi30BaHMM i OPiEHTOBAHNM Ha peaJsibHi
notpebu roctA. Lndposi pilueHHS Tako)X ONTMMI3YyI0Tb BHYTPILUHI MpoLuecu 3aknagy,
CKOPOYYHUM HYac OYiKYBaHHS, 3MEHLUYIOYN KiNbKICTb MPOMIXKHUX KPOKIB | YCYyBalO4Y/ MOXXMBI
HEeNnopo3yMiHHS MiXK NepcoHasioM i FocTeM. Hanpuknapg, aBToMaTM30BaHi peuenuii 403BONATb
rOCTHO LUBMAKO 3apeecTpyBaTmncs abo Buixatu 3 rotesto 6e3 ovikyBaHHS B 4epsi, MOBisbHi
[OOATKW Aal0Thb 3MOry 3aMOB/ISATY MOCAyrn abo oTpuMyBaTK iHPOPMaLLito NPO 3axo4un Ta
npono3uuii 3aknagy, a CUCTEMU NepCoHaNi30BaHUX CMOBILLEHb MPOMOHYIOTb BOHYCH Ta
crneuianbHi MakeTn MNocayr Ha OCHOBI NonepeaHix BnoaobaHb. BnpoBaa)xeHHs iHHOBaLIN y
MeXXax KJIEHTOOPIEHTOBAHOrO MNiAXoAy O03BOJISIE MOMITHO MiABULLNTU AKICTb 06CyroByBaHHS,
OCKiNlbKM pobuTb B3aEMOLIO 3 rocTeM BinbLl 3pyYHOIO, LLIBUAKOIO Ta 3p03YMiot0. 3aBAAKMK
LUNPOBUM pPillEHHAM 3HAYHa YacTMHA MNPOLLECIB CMPOLLYETHLCA: 3MEHLUYETLCA Yac OYiKyBaHHS,
3HuKae notpeba y 3anMBuUX fifx, a caM cepsic cTa€ bifbll NOCAILOBHMM | nepenbadyBaHUM A5
KnieHTa. Y pe3ynbTaTi riCTb OTPUMYE HE NPOCTO NOCAYrYy, @ KOMMJIEKCHE MO3UTMBHE 17
BPa>KeHHS Bia nepebyBaHHS, AKe 3anaM’ATOBYETbLCA i hopMy€e Ba>kaHHSA MOBEPHYTUCSA 3HOBY. Lle
6e3nocepeHbLO BMJIMBAE Ha PiBEHb JIOSA/ILHOCTI Ta 3MILHIOE MO3ULiT MNiANPUEMCTBA Ha PUHKY
[13]. BaxaneBmM enemMeHTOM Takoro nigxoay € nepcoHanilauisa nponosnwin.

BoHa 6a3yeTbCcs Ha aHani3i iHpopMauii Npo NnonepeaHin 4OCBiIA roCcTsa - Moro BnogobaHHS,
YacCTOTYy BiABiAyBaHb, 3aMOBJ/IeHi Nocnyrn abo peakuito Ha akuii. Ha 0CHOBI LMX OaHMX
NiANPUEMCTBO MOXXe hopMyBaTK BifblL TOYHI Ta AOPEYHi MpoMo3uLii: HaNnpuknag, iHaMBioyanbHi
nakeTwu Nocayr, cneuianbHi 6OHYyCK, NEPCOHaNiI30BaHi 3HMXXKM Y pekoMeHgauii. Kpim
MPaKTUYHOI BUrO4W, NepcoHani3auia Ma€ LWe N BaXKJIMBUNIA NCUXONONIYHUN edpeKT. Konu ricTb
6aunTb, WO Noro BnogobaHHA BpaxoBYHOTbCS, BiH CMPUAMAE CepBIC K Binbll YBa>kKHUN i
OpPIEHTOBAHW CaMe Ha HbOoro. Lle CTBOpIOE Bio4yTTSa iHOMBIAYasIbHOrO Niaxoay i YopMye
€MOLiHNI 3B'A30K i3 3aKafnoM. Y OBrOCTPOKOBIN NepcneKTusi Le nigBuLLye piBeHb 40BIpY,
CTUMYJIIOE MOBTOPHI 3BEpPHEHHSA Ta crpusae opMyBaHHIO cTabinbHOT KNiEHTCbKOT 6a3wn [20].
IHTEepaKTMBHI peuenuii, LNgpoBi cepBicu caMoobcNyroByBaHHS, MObGiNbLHI [OAaTKM 3
nepcoHanbHUMWN HanawTyBaHHAMU, CUCTeMN OOMiHY MOBIAOMJIEHHSAMM MiXK FrOCTeM i NepcoHanoM
- BCi Ui IHCTPYMEHTU A03BOJIAI0Tb ONTUMI3yBaTU B3AaEMOLIO HA KOXKHOMY TakKoMy

84 3HapoeHo nocunaHb: 0% id: 9
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«KOHTaKTHOMY MYHKTI»

( ) TOCTS, 3MeHLWYOTb Bap’epn KOMYHIiKaLii Ta CNpUsoTb CTBOPEHHIO Be3nepepBHOro,
KoMgopTHOro goceigy nepebysaHHs. 1.3. Llndposilauisa cepsicy B iHOYCTpPIil FOCTUHHOCTI:
HanpaMu Ta iHCTpyMeHTU LindpoBsisaLia cepBicy B iHOYCTpPIii FOCTUHHOCTI - Le npouec iHTerpawii
LUNPOBUX TEXHONONIN Y BCi aCNeKTU HadaHHSA MOC/ayr, Wo TpaHCHOpMYE TpaauuinHi mogeni
obcnyroByBaHHS y LN(PPOBO-OPIEHTOBAHI, aBTOMaTU30BaHI Ta KJIEHTOLEHTPUYHI cucTtemu. Lie He
nnwe 3aMiHa py4yHux abo nanepoBmx onepauin LMpPoBNMHK, a N KapAUHalbHE NepeTBOPEHHS
crocobiB B3aemMogii 3 roctem, Wo 18 cnpuse nigsneHH0 e)eKTUBHOCTI, ONMepaTUBHOCTI Ta
AKOCTIi cepBicy. Llen npoLec € CkNnagoBOoK YaCTMHOK 3araibHoi LM poBoi TpaHCchopMaLii
NignNpMeEMCTBA i BKJIIOYA€E TEXHONOrIYHI, OpraHisauinHi Ta cTpaTeriyHi 3MiHM y poboTi 3aknaais
rocTuHHOCTI [25]. CboroaHi NianpmeMcTBa iHAYCTPII FOCTUHHOCTI BCE aKTUBHILLE
BUKOPUCTOBYIOTb LMMPPOBI TEXHOMOF I, AKi 3MiHIOOTb 3BUYHI Niagxoan Ao 06CnyrosyBaHHSA Ta
JgornoMaratTb edheKTMBHILWLE opraHizoByBaTn poboTy. LlmdpoBsisauisa cepBicy nepenbadac
KOMMNEKC 3MiH Y AiaNbHOCTI roTesnio, CNpsAMOBaHMUX Ha CNPOLLEHHS onepaLii, NoKpaLLleHHSs
B3aEMOMIi 3 rOCTAMMN Ta NiABMLEHHSA PiBHA IXHbOI 3a40B0ONI€HOCTI. Lli 3MiHM CcToCyOTbCA SK
BHYTPILLHIX NpoueciB 3aknagy, Tak i cnocobiB KOMyHiKaLii 3 KJlieHTaMu. 30KpeMa, naeTbcs Npo
aBTOMaTu3auito poboTn, BUKOPUCTAHHSA OHJIANH-CepPBICiB, MOBINbHUX [O[aTKIB i -cuctem. Yce
Le no3Bonse 3pobuTtn obcnyropyBaHHA 6inbl LUBNAKNM, 3pYHHUM | OPIEHTOBaAHUM Ha NoTpebu
KOHKPETHOr 0 roCT4, a TakoXX (hOpMYy€E NO3MTUBHE 3aralibHe BpakeHHs Bif nepebyBaHHA (puc.
1.2). ABToMaTuM3auis npoueciB OHNanH-cepBicn MobinbHi nooaTKm -cuctemu (

) Puc. 1.2. OcHoBHi HanpamMu uudpoBsizauii cepsicy O>xepeno: [4; 9; 12;
16; 34] ABTOMaTuM3aLisa npoLueciB y rotesibHOMYy Bi3Heci nepenbavyae BNpoBaaXeHHA LppoBmxX
pilleHb AN8 3aMiHM TpaguLinHNX PYYHUX OMepalin Ha aBTOMaTuU30BaHi cuctemun. Lle oxonntoe
LWNPOKUI CAEKTP 3aBAaHb: PEECTPALLI0O Ta NOCENEHHSA rOoCcTeur, ynpaBaiHHA HOMEPHUM hOHOO0M,
061K HagaHWX NOCNYr, KOHTPOJIb 3a AOX04aMWN Ta BUTPaTaMu, a TakoX MJaHyBaHHS pecypcis
3aknapy. BukopuctaHHsa 19 aBToMaTM30BaHUX CUCTEM [03BOJISE 3MEHLUNTM Yac 0b6CyroByBaHHSA
KJEHTIB, MiHIMi3yBaTV NMMOBIPHICTb MOMUOK, LLO BUHNKAIOTb Yepes NIACBKUIA hakTop, i
MigBULINTX NPOAYKTUBHICTb NpaLi nepcoHany. ABTOMaTu3alisi CTBOPIOE yMOBU aAns B6inbLu
e(heKTUBHOIro pO3MoAiny 3aBAaHb MiXK NpauiBHMKaMN Ta A03BOJISIE aAMiHICTpaUii 30cepeanTncs
Ha CTpaTeriYyHMX acrnekTax ynpaBfiHHS Ta nepcoHanizoBaHoMy 06cnyrosyBaHHi rocten [4].
OHnanH-cepsicu 3abe3neydyoTb rOCTAM JOCTYN A0 iHopMaLii Ta NoCayr y pexxumi peanbHOro
Yyacy Yyepes |[HTepHeT. BOHM BK/OYaIOTb €/IEKTPOHHI naaThopmMm Ana 6poHOBaHHA HOMEPIB,
pecypcu 3 iHhOpMaLi€E Npo NOCAYyrn Ta 3axoaun 3aksaay, mopTanu 3 Biarykamm i
pekoMeHpauiaMn. Taki cepBicn A03BONSAIOTb MHYYKO Ta LUBMAKO OpraHizyBaTu 06CnyroByBaHHS
6e3 HeobxigHOCTI hi3NYHOI NPUCYTHOCTI FOCTSA Ha peLlenuii, CNpPOoLYTb MJaHyBaHHS
nepebyBaHHA Ta MigBULLYIOTb NPO30PICTbL CEPBICHMX npouecis [9].

@AI generated text detected: ChatGPT 5.3, : 54,76% id: 10

OHJlaH-cepBicx CTaloTb 0CO6MBO BaXK/IMBUMU OJI MiXKHAPOAHMX KJTIEHTIB | TUX, XTO LiHYE
LWBMAKICTb i KOMbOPT Nig Yac 6poHIOBaHHA Ta B3aEMOii 3 roteneM. MobinbHi [ogaTtku ansg
roTeniB - Le 3py4Hi iIHCTPYMEHTU, SKi O03BOJIAIOTb FOCTAM CaMOCTIMHO BUKOHYBATW OCHOBHI Aii
6e3 3BepHEHHSA 00 NepcoHany. Yepes HUX MOXXHa 3abpoHoBaTU HOMEpP, NPONTN PeEeCTpaLlito,
3aMOBUTM O0AaTKOBI mocayru abo nepernsgHyTn akTyanbHi npono3uii Ta akuii. OKpiM Lboro,
0OLATKM AaloTb MOXKJIMBICTb LUBUAKO 3B'A3aTUCA 3 NMpaLiBHUKaMK 3aknagny, NoCTaBUTK
3anMnTaHHA YM OTpMMaTK HeobXiaHy iHopMaLito. YacTo BOHM TaKOXX MPOMOHYIOTb
pekoMeHaaLlii 3 ypaxyBaHHSAM nonepenHix BnoaobaHb rocTs, Wo pobuTtb cepsic 6inbLu
iHOMBigYyanbHMM. Y pe3ynbTaTi MOBifIbHI 4OAATKN CTAlOTh 3pYYHMM KaHasIoM B3aEMOAII MixK
rOCTEM i roTeNeM, AKUN NpaLioE MPOTAroM yCboro nepiony nepebyeaHH4. Lle gnonomarae
NiATPUMYBaTW MOCTIMHUA KOHTAKT, CMPOLLY€E 06CAyroByBaHHS i pobuTh noro 6inbLu
KOMGOPTHUM Ana KNieHTa [34]. -CUCTEMU - Lie IHCTPYMEHTN, SKi AonoMaralTb 3aKiaay
npautoBaTu 3 iHpopMaLli€elo Npo rocTten 6iNbll CUCTEMHO i 3py4YHO.

Y Hunx 36epiratoTbca gaHi Nnpo 20 KNieHTIB: iXHi BNogobaHHSA, icTopia 6poHOBaHb, BUKOPUCTaHI
NOCNyrun, BiAryKn Ta iHWi 0co6NMBOCTiI MOBeAiHKN. 3aBASKM LbOMY roTenb abo pecTtopaH Moxe
Kpalle po3yMiTu CBOIX FOCTEN i MPOMNOHYBaTK IM CaMe Ti MOC/yru, SKi BignoBigatoTb IXHIM
notpebam. Hanpuknapg, Ha OCHOBI NonepeaHix Bi3NTIiB MOXHa (POpMyBaTW iHAUBIAYaNbHI
npono3uuii, cneuianbHi NakeTn 4n 6oHycn, Wo pobutb ob6cnyroByBaHHA BinbLu
nepcoHanizoBaHuM. Lle TakoX gonomMara€ 3pobutn KOMyHikaLito 3 KfieHTaMu 6ifibll TOYKOBOHO i
ethekTuBHOW [16]. OKpiM pobOTK 3 rocTamu, -CUCTeMN BMJINBAIOTb | HA BHYTPILLHIO
OignbHICTb 3aknany. BoHn cnpouwytoTb 06MiH iHDoOpMaUieo MiXX nigpo3ginamMmm, gonoMaratoTb
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YHUKaTn aybnioBaHHA fgaHux i pobnaTe npouec o6cnyroByBaHHSA 6inbl y3rogxeHmm. Kpim Toro,
HaKoMMyeHa iHhopMaLis BAKOPUCTOBYETLCA OJIF aHaNi3y Ta MPUNHATTSA YNPaBAiHCbKUX PillEHb,
O CNPUAE PO3BUTKY CepBiCy i NiABULLLEHHIO N0AJIbHOCTI KNieHTIB [12]. CyyacHa iHAyCTpis
FOCTUHHOCTI aKTUBHO BNPOBadXYE LMDPOBI IHCTPYyMeHTU, ski 3abe3neyyloTb iHTerpauito
TEXHOJI0TiN Yy B3AaEMOLII0 3 rOCTEM Ta NiABMLLYIOTb €PEKTUBHICTb onepauinHmnx npouecis. Li
IHCTPYMEHTW 003BONIAI0OTb HE finlle ONTUMI3yBaTM BHYTPILLHI Npouecn 3akniaay, a  CTBoptoBaTun
rMepCcoHasizoBaHUN, LWUBNAKNIA Ta KOMGPOPTHUN aocBig obcnyroByBaHHA ons rocten (tabn. 1.2).
Tabnnusa 1.2 OCHOBHI LMMPOBI IHCTPYMEHTU CEpPBICY B iHAYCTPIT FOCTUHHOCTI Ta IXHi BNAMB Ha
e(heKTUBHICTb 06CcNyroByBaHHSA i AOCBiA rocta Llmpposunin Bname Ha eheKTMBHICTbL Ta Onuc Ta
hYHKLUIT iIHCTPYMEHT J0CBig rocTa ABTOMaTM30BaHi naatdopmu gna CKopo4yloTb Yepru Ta 4ac
LUndposi penenuii oHnanH-peecTpaLil, CaMOCTINHOINO O4iKyBaHHS, MigBULLYIOTH (

) -in/ -0uUl, 3aMOBJIEHHS 3PYYHICTb B3aEMOLil, MOCAYr Ta OTPUMaHHS
iHdbopMaULii onTuMi3ytoTb poboTy nepcoHany CepBicu Ha canTi rotento abo Po3wmnpoloTb 40OCTYN
00 OHNnaH-6poHIOBaHHSA Yepe3 arperatopu gns subopy KieHTIB, MigBMLLYIOTb 21 HOMEpIB,
NOPIBHSAHHSA LiH Ta NPO30pPiCTb NpoLecy, onjiaTn B peasibHOMY Yaci 3abe3nevyoTh WBUAKY
peakuito Ha 3anuTuy rocten MiaBuLLYyOTb WBWMAKICTL Ta be3koHTakTHIi OnnaTta nocnyr 6e3
diznyHoro 6esneky onnaTtun, 3MEHLWYOTb MaaTexi ( KOHTaKTy 3 TepMiHasoMm abo
JIOACBKi MOMUIIKN, CTBOPKOOTb ) nepcoHasioM KOMOPT i LOTPUMAHHS TFiFiEHIYHNX HOPM
ABTOMaTU30BaHi cnctemmn gns 3abesnevytoTb WenAke YaT-60TK Ta MUTTEBOI KOMYHIiKaLil 3
roctem: obcnyroByBaHHS, LinogoboBy iHTepaKTUBHI BiAMOBIAI Ha 3anNnTK, iHoOpMaLis
KOMYHiKauilo, NiABULLYIOTb MOMIYHUKW NPO NOCAYrn, nepeHanpaBiieHHS piBeHb 3a40B0JIEHOCTI
rocten oo Bigainis NMporpamu ans nepcoHanizauii PopmyoTb iHOAMBIAYaIbHUI CEPBICY:
3aMOBJIEHHSA NMOCAYr y AOCBIA, NiABULLYIOTbL [OCTHOBI 4OAATKM Ta HOMEp, NMJiaHyBaHHSA CepBicy,
NOANBHICTb, IHTEerpyTbhCsa 3 MOBiNIbHI CepBiCcKM OTPMMaHHSA HaragyBaHb Ta ons
nepcoHanizauii npono3unuin B3aemogii yxepeno: [8; 34] KomnsekcHe 3aCTOCyBaHHSA LNPOBUNX
IHCTPYMEHTIB 003BOJISE rOTENAM NOEAHYBATN aBTOMaTU3aLil0, MepCcoHaizauito Ta 3pyyHICTb,
nigBuyBaTy ePeKTUBHICTb poboTn nepcoHany Ta GopMyBaTu MO3UTUBHUIN AOCBIO FrOCTEN, WO
CMPUSAE IXHIA NOANBLHOCTI Ta KOHKYPEHTOCMPOMOXXHOCTI 3aKagy.
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LingppoBisauia cyTTEBO BMJMBAE Ha opraHisaito poboTu nepcoHany, OCKibKM 3Ha4YHa YacTUHA
PYTUHHNX OMepaLin NnepenaeTbCsa aBTOMAaTU30BaHMM cucTeMaM. Lle cTocyeTbca 06pobku
6poHioBaHb, BeAeHHS 06iky, (hopMyBaHHSA 3BITHOCTI Ta iHLWMX CTaHAAPTHUX npouenyp. Y
pe3ynbTaTi NpauiBHUKM MaloTb Binblue Yacy 019 BUKOHAHHS 3aBAaHb, AKi noTpebyloTh yBaru,
FHYYKOCTI Ta XXMBOr0 CMiJIKyBaHHA 3 rocTeM. Takui Nigxig A03BOASE NiABULLNTU AKICTb
06cnyroByBaHHS, afXXe NEPCOHal MOXXe 30CEPEANTUCA HE Ha TEXHIYHUX MpoLecax, a Ha
CTBOPEHHI KOM(OPTHOIr0O cepenoBuLLa And KnieHTa. KpiMm Toro, 3MeHLWY€ETbCS KislbKiCTb 22
MOMWJIOK, MOB’A3aHUX i3 NOACBKUM (PaKTOPOM, a CaMi NPoLLEeCH CTaloTb BiNbLl yNopsaKOBaHUMMK
i MPOrHO30BaHMMU, LLIO NO3UTUBHO BMJAMBAE Ha ehEKTMUBHICTb pobOTK MigNPUEMCTBA Ta
onTuMi3auito BuTpaT [25]. [1ns rocTten BnpoBaa XeHHs LMpPOoBUX CEPBICiIB 03HaYaE BinbLL
MPOCTUIA | 3pYy4HMIA chopMaT B3aEMOAIii 3 3akNagoM. BpOHIOBaHHS, onJiaTa Yu 3aMOBJIEHHS
MoCayr MOXXYTb 34iACHIOBAaTUCS LUBNAOKO | 6€3 3anBux Ain, Lo 0cobaMBO BaXX/IMBO B YMOBaXx
CYy4aCHOro TemMny XXuTTS.

MicTb OTPMMYE MOXXNBICTb KOPUCTYBATUCSA NOCAYraMn Yy 3pyHHUIA A1 HbOro 4ac i cnocobom,
6e3 NpuB’'sI3KM A0 KOHKPETHoro Micusa abo nepcoHany. Lie cTBoptoe BiguyTTs KOMAOPTY i
KOHTPOJIIO Hag npouecoMm obcnyrosyBaHHsA. OKpiM LboOro, undposi cepsicn dopMytoTb BinbLu
winicHMn pocein nepebyBaHHA. Konn BCi eTanu - Big 6poHIOBaHHA 00 BUi3AY - NpoxoaaTb 6e3
3aTPUMOK i Yy 3po3yMisioMy hopMaTi, Y FOCTHA CKNAAAETLCHA NO3NTUBHE BPa)KeHHS Npo 3aKfaa.
Came Taki geTani 4aCcTo BNJNBAKOTb Ha 3arajbHy OLHKY CEpBiCy Ta Nofanblue CTaBAEHHSA [0
6peHay. Y NiACyMKy MiABULLYETLCS PiBEHb 3a40BONIEHOCTI KJTIEHTIB, @ TAaKOXX 3pPOCTaE
MMOBIPHICTb MOBTOPHOI0 3BEPHEHHS Ta peKoMeHaaLlin iHWnM cnoxxmneadam [22]. 1.4. Bnauve
iIHHOBALMHMX TEXHOJIOTIN Ha AKICTb 00C/YroByBaHHS Ta KOHKYPEHTOCMNPOMOXXHICTb MiAMPUEMCTB
IHHOBaUiNHI TEXHONOriT MOMITHO 3MiHIOTbL NiaXig A0 06CNYroByBaHHS rOCTEN Y rOTE/IbHO-
pecTtopaHHoMYy 6i3Heci, pobnayn noro 6inbll opraHizoBaHMM i 3py4HMM. Hacamnepeg ue
NPOSABNSAETLCA Y NiABULLEHHI WBUOKOCTI BAKOHaHHSA OCHOBHUX onepaLin, TOYHOCTi 06pobku
iHdbopMaLil Ta 3arasibHOMY KOMQOPTi B3aEMOAIT MiXK roCTeM i 3aknagom. Te, Wo paHilwe
BMMarasio 3Ha4YHMX 3yCWJb i HYacy, CbOroAHi BUKOHYETLCSA 3HAYHO LUBMALLE 3aBOSAKN LNPOBUM
pilLEHHSAM.
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ABTOMaTM3aLia AO3BOJISE NepefaTn CUCTEMaM BUKOHAHHA PYTUHHUX 3aBOaHb, TaKUX K
06pobka BpoHOBaHb, BegeHHS 061Ky 4 (hopMyBaHHSA 3BIiTHOCTI. Y pe3ysbTaTi MepPCOHaN MOXKe
npuainatn binblwe ysarn 6esnocepefHbOMY 23 CMiJIKYBaHHIO 3 FOCTAMU Ta BUPILLEHHIO
HeCTaHOapTHUX CMTYyaLin, Wo NO3NTUBHO BMNJIMBAE Ha AKiCTb cepBicy. OKpiM LbOro,
BMKOPUCTaHHSA LMGPOBUX CEPBICIB AONOMara€ yHUMKaTu NoMUOK, AKi YacTO BUHUKAIOTb Nif 4ac
py4Hoi 06pobku iHhopMauii. JaHi 36epiratoTbca Ta 06pobnalTLCA B EAUHIN CUCTEMI, L0
3MEHLUYE PU3NK HETOYHOCTEN i 3abe3neyye 6inbll y3roa)xeHy poboTy BCix Niapo3ainis. Takox
CKOPOYYETbLCA YacC OYiKyBaHHA Mif Yac 3acesieHHs, ornjaTn abo 3aMOBJIEHHS MNOC/YT, WO pobuTb
nepebyBaHHA rocTs 6inbll KOMMOPTHUM i 3pO3YMINUM. Y NiACYMKY iHHOBALINHI TEXHOMOFII He
JIVLLIe CrPOLLYOTb BHYTPILLHI NpoLecn, a i 3MiHIOITb CaMy IoriKy o0bcyroByBaHHS, pobnasyn ii
Binbll LWBNOKOW, TOYHOI Ta OpiEHTOBaHOI Ha noTpebu roctda [30]. MNepcoHanizauis nocayr
CbOrOHi € OOHIEID 3 OCHOB KJIIEHTOOPIEHTOBAHOIO CEPBICY, OCKIJIbKM CaMe BOHa [,03BOJISIE
BiZinTN BiA CTaHOAPTHOrO Migxony i BpaxoByBaTKW iHAMBIAYasibHI 0COBNMBOCTI KOXKHOFO rOCTS.
3aBAAKM CyHaCHMM TEXHOOriAM NigNpMEMCTBA MOXXYTb aHani3yBaTn iHhopMaLio npo
rnorepenHi B3aemMofii 3 KJIiEHTOM, oro BnoaobaHHS, YacToTy BiABiAyBaHb i MOBeAiHKY Mia Yac
KOPUCTYBaHHA nocayraMmn. Ha oCHOBI LiUX faHUX OPMYETLCA BinbLl TOYHUN | LOPEYHUN CepBiC:
ricTb OTPMMYE NPOMO3MKLi, AKi BiaNoBiAatoTb NOro iHTepecam, 3BM4KaM abo oYikyBaHHAM. Lie
MOXXYTb ByTW iHOMBIAYaNbHI YMOBU MPOXXKMBAHHSA, CreLiaibHi mpono3uii, 6oHycr 4n
pekoMeHAaauii, aKi OiNCHO MaloTb 418 HbOrO LiHHICTb.

Takui nigxig He TiNbKWM NiABULLYE 3pYYHICTb 06CNYyroByBaHHS, @ 1 CTBOPIOE BiAYyTTA yBaru Ta
TypboTn 3 60Ky 3aknagy. Baxnmeo, Wo nepcoHanisauisa BNAMBAE He nuwe Ha PyHKLiIOHaNbHY
CTOPOHY CEpPBIiCY, a N Ha eMouiiHe CNPUAHATTSA. Konu ricte 6a4nTb, Wo noro notpebu
BPaxXOBYIOTbCSH, Y HbOro (POPMYETHLCA BinlbLL MO3NTUBHE Bpa)KeHHsA Big nepebyBaHHSA. Y
pe3ynbTaTi 3p0oCTa€E piBEHb 3a40BOJIEHOCTI, 3MILHIOETLCA A0Bipa 40 3akjady Ta NiaABULLYETbLCS
MMOBIpPHICTb MOBTOPHOIr0 3BepHeHHs (Tabn. 1.3). 24 Tabnnusa 1.3 Bnane nepcoHanizauii Ha
OOCBif rocTs Ta N0SANIbHICTb ACNeKT Bnane Ha [OCBI4 Ta /I0AAbHICTL MexaHi3mM BNpoBaA XeHHS
nepcoHanisauii rocts -cucTemMn, ictopisa [lo3Bonse cTBopoBaTU AHani3 nonepeHix
OpOHIOBaHb, AaHi MPO NMPONO3uL;il, aganToBaHi 40 B3aemMoain BnoaobaHHA noTpeb KOHKpPeTHOro
roctsa CneuianbHi npono3uuii, MNigBnuwye KOMMOPT i 3py4HICTb lNMepcoHaniszoBaHi HanawTyBaHHSA
HoMepy, 06CyroByBaHHS, CTBOPIOE CEPBICKU iHAMBIAYanbHIi BOHYCK BiA4yTTA yBarm A0 KJi€HTa
3abesnevye wBnOKy Ta AganTtauia MobinbHi goaaTtkum, 4aT-60TKU, peneBaHTHY B3aEMoLito,
KOMYHiKaLin -MapKeTUHr NiACUII0E eMOoLiiHe 3a40B0OJIEHHSA 3MIiLHIOE NIOASIbHICTb, MOTUBYE
MepcoHanizoBaHi Undposi 6anu, iHonBiayanbHi NOBTOPHI Bi3NTK Ta peKoMeHaalii nporpamm
nosanbHoCTi 6BOHyCK, pekoMeHaalii 3aknany O>xepeno: [3] BnpoBan)xeHHs iHHOBaLinN Ans
nepcoHanisauii Nocayr A03BOJISE 3aKJaAaM FrOCTUHHOCTI CTBOPIOBATU YHiKanbHUA JOCBIA AN
KO>XHOI0 rocTA, NigBMLWYyBaTN piBeHb KOMOPTY Ta 3a[40BoJsIeHHA Big obcnyrosyBaHHs. Lle
6e3nocepenHbLO BMJMBAE Ha POPMYBAHHSA N0ANLHOCTI, 36ifbLUEHHS KiTbKOCTi MOBTOPHUX
BiABiAyBaHb Ta 3MiLLHEHHS MO3UTUBHOIO iIMIZXKY 3aKJ/ady Ha PUHKY. B3aEMO3B’'A30K Mix
IHHOBaLiAMU i NOSANBHICTIO KJTIEHTIB BUABNSAETHCA TaKOX Y 34aTHOCTI LM(PPOBUX CEPBICIB
nigBMLyBaTN KOMGMOPT Ta iHKIO3UBHICTb 06CNyroByBaHHS, L0 BPax0OBYE pPi3Hi noTpebu rocten -
Bi4 WBWMAKWX OrepaLin 0o nepcoHasnizoBaHUX pilleHb. MoCTi, AKi OTPUMYIOTb 3pY4HUN,
eheKTUBHUI Ta afanTOBaHUN CEPBIC, YacTile AEMOHCTPYIOTb BiNbLl BUCOKi MOKA3HUKN
3a[40BOJIEHOCTi Ta rOTOBI peKoMeHAyBaTW 3aKaag iHWKM, wo besnocepefHbLO NiABULLYE AKICTb
6peHapoBoro cnpunHATTA [48]. 25 Y3aranbHO0YM BMANB iHHOBAUIMHUX TEXHOJION M Ha AiANbHICTb
MigNPUEMCTB iHOYCTPIi FOCTUHHOCTI, AOUISIBHO CUCTEMATU3YBaTU iX KJOYOBI ePeEKTU K ANK
nignpuemMcTBa, Tak i and rocten (tabn. 1.4). Tabnanua 1.4 Bnave iHHOBaLiMHNX TEXHOJOTIN Ha
AKICTb 06CNYroByBaHHA Ta KOHKYPEHTOCAPOMOXKHICTb NiaANnpneMcTB Hanpsam BnamBy IHHOBaUiNHI
pilleHHsa Pe3ynbTaT Anga nignpnemcrtea LUBMAKICTb -in, aBToMaTm3auisa CKopodYeHHS
Yyacy onepauin obcnyrosyBaHHS NpoLueciB TOYHICTb CcepBicy , -CUCTEMU 3MEHLLEHHS
NOMUAOK AHaniTMKa faHux, nporpamu MNMigsuiLLeHHS edheKTUBHOCTI NepcoHanisauia NosaabHOCTI
npofaxis MobinbHi gogaTkn, oHNanH- KomdopT B3aemoaii OnTuMilauis npouecis cepsicu
Be3neka be3KOHTaKTHI nnaTexi MigBuweHHs aoBipun IMig»x CyyacHi -pilLEeHHS
KoHKypeHTHi nepeBarun CknageHo aBTopoM OTXKe, iHHOBaLiNHI TEXHONOriT BNIMBAOTb Ha
OiFNbHICTb NIANPUEMCTB KOMMJIEKCHO, OXOMJIOIYM AK BHYTPILLUHI NpoLuecu, Tak i B3aeEMogito 3
roctaMun. BoHn gonomaratoTb 3pobuTtn poboTy 6inblu BNopsiaKoBaHOO Ta eDEKTUBHOM,
3MEHLYTb KiJIbKiCTb MOMUOK i MPUCKOPIOOTb 06CyroByBaHHS.
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BoaoHo4ac ans KNiEHTIB Le 03HaYa€ Binbll 3pyYHUN, LWUBUOKWIA | 3p0O3yMiJIIA CEPBIC, SKNN Kpalle
BiAMNOBIAAE IXHIM 04iKYyBaHHAM. Y MiACYMKY MOEAHAHHA LUUX haKTopiB A03BOJIAE NiANPUEMCTBAM
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He NNLLE MOKPaLNTK AKICTb 06CnyroByBaHHS, a N chopMyBaTuh BiNbll CUAbHI NO3ULIT HA PUHKY.

Came 3aBOSKM BUKOPUCTaHHIO iIHHOBALLIN 3aknagn MOXYTb BULINATUCA cepel, KOHKYPEHTIB,
3aJly4aTn HOBUX FOCTEN i yTPUMYBATU NOCTINHUX KNIEHTIB, WO 3abe3neyye ixHin cTabinbHmn
PO3BUTOK Y Cy4YaCHUX yMoBax. IHHOBaLUiNHI TeEXHOMOrIT TaKoXX HaZalTb NigNpPNEMCTBaM
KOHKYPEHTHI nepeBaru, fkKi NposABASIOTLCA Y KiJlbKOX KJ/IIOYOBUX acnekTax: 26- eKoHOoMis
pecypciB Ta onTMMi3aLis BUTPAT - aBTOMaTU30BaHi CUCTEMN L03BONIAIOTbL CKOPOTUTN BUTPATHU
Ha poboyy culy Ta YHUKHYTU 3alBUX onepauinHux BUTpaT, WO B 4OBrOCTPOKOBI NepPCrneKTuBI
nigBuLLye peHTabenbHicTb AignbHocTi [11];- niaBuWweHHS iMigXKy Ta NnpuBabanBoCTi 3aknagy -
BMPOBad)XeHHSA CyYaCHUX CEPBICiB CMPUNMAETLCA FOCTAMU K 03HaKa NPOrpecmnBHOro Ta
AKICHOr0 3aKjlafy, Wo 3MiLHIOE OOBIPY i CNPMSAE PO3LWIMPEHHIO KNIEHTCbKOI 6a3n [35];- 3anyyeHHs
HOBUX CErMeHTIB KJIIEHTIB - LM(POBI CepBiCK pO3WMPIOIOTL FreorpadivyHnUin OXONJIeHHsS 3aKiaay,
pob6ss4m Noro 4OCTYNMHUM A5 TOCTEN 3 Pi3HUX PErioHiB i KpalH Yepes3 oHAanH-NAaTHopMun
6poHtoBaHHSA, MOBINbHI A0OAaTKM Ta -iIHCTpyMeHTwU [6]. NoKa3oBMMKU NpUKIagamm
e(heKTUBHOIr0 BNpoBag)XeHHs iHHOBaLiN € BENIMKiI MiXKHapOOHi roTesibHi MepeXi, SKi CMCTeMHO
iIHTerpyBann LNQPOBI pilleHHsA y BCi eTann 06CayroByBaHHSA rocTen.
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NpeTbcs He nuwe MPO OKPEMi TEXHOJIOri, @ MPO KOMMJIEKCHUN NigxiA: Bi4 aBTOMAaTM30BaHMX
peuenuin i CUCTeEM CaMOCTIMHOIO 3acesieHHA 00 MOBGiNbHUX O0OaTKIB, Yepe3 fKi ricTb MoXe
KepyBaTWu CBOIM nepebyBaHHAM, 3aMOBAATY Nocayrn abo oTpuMyBaTy NepCoHasibHi MPOMo3uLLi.
Kpim TOoro, Taki Mepexi akTUBHO BUKOPUCTOBYIOTb aHaMiTUKy OaHUX, WO OO3BOJISE KpaLle
pPO3yMiTn NoTpebun KNieHTIB i hopMyBaTun BiNbLL TOYHI, iIHOAWBIAYaNbHI cepBicn. BEe3KOHTaKTHI
nJaTexi Ta iHWi LMPPOBI IHCTPYMEHTY CMPOLLYI0OTh QiHAHCOBI onepadlii, pobaAThb iX WBNAWNMUN
Ta 3pyYHIilWMMK ONa rocten. Y pe3ynbTaTi BNIPOBaAXXEHHSA TaKMX pilleHb MignpueMCTBa He
JiLe ONTUMI3Y0Th CBOO poboTy, a i CTBOPIOOThL BinbL LiNiCHWA | KOMMOPTHUIA AOCBIA AN
KJi€HTIB. Lle N03nTMBHO BMJIMBA€E Ha piBEHb 3a40BOJIEHOCTI FOCTEN, MiOBULLYE IXHIO NOANbHICTD i
CTUMYJIIOE MOBTOPHI Bi3UTW. BoagHOYaC 3MiLHIOETHCA NO3MLLia OpeHay Ha PUHKY, PO3LLUNPIOETLCS
KNiEHTCbKa 6a3a Ta MOKPaLLYyIOTbCA €KOHOMIYHIi MOKa3HMKN AiabHOCTI [35]. TaknuM YMHOM,
BMPOBaAXKEHHS iIHHOBALIMHNX TEXHOJIONIN Y FOTeNbHO-pecTopaHHOMY Bi3HeCi Ma€ CUCTEMHUN
MO3NTUBHUI BNJINB Ha SKICTb 27 06CNyroByBaHHS, KJIiEHTCbKY NOSIbHICTb Ta
KOHKYPEHTOCMPOMOXHICTb MiAMNPMEMCTBA, LLLO CTBOPIOE YMOBU A1 CTINKOr0 PO3BUTKY Ta
aganTauil 4O CyYaCHMX BUMOI PUHKY. BUCHOBKIM 00 NepLUOro po3ainy Y nepliomMmy po3gii
y3arasibHeHO TeopeTUYHi Nigxoan A0 PO3YMiHHS CepBiC- OPIEHTOBAHMX iHHOBALIN Y cdepi
FOCTUHHOCTI. BcTaHOBNEHO, L0 BOHN BUCTYMNalOTb HE OKPEMMUMUN TEXHOJIOTIYHUMM PiLLIEHHAMMU, a
KOMMNEKCHUM iIHCTPYMEHTOM YO0CKOHaNEHHS 06CNyroByBaHHS, SKUA OXOMJIIOE SIK BHYTPILLHI
npouecu NianpuUEMCTBA, TaK i B3AEMOLII0 3 rocTeM. IX 3aCTOCYyBaHHA [03BOSE NiABULLIATH
AKICTb cepBicy, 3p0buTn Noro 6inbll FrHYYKUM Ta afanTOBaHMM A0 peasibHUX NoTpeb KNieHTIB. Y
XOAi aHani3y 3'9COBaHO, LLLO OCHOBOI Cy4aCHOIr0 CepBiCy € KJiEHTOOpieHTOBaHMM nigxin. Came
BiH BM3Ha4Ya€ HeobXiAHICTb BpaxXyBaHHS iHAUBIAYanbHNX 04iKyBaHb rocTen, popMyBaHHS
rnepcoHasizoBaHUX MPOMO3ULLIA i CTBOPEHHS MO3UTUBHOIO A0CBiAy nepebyBaHHsA. Takuii migxin
6e3nocepenHbLO BMNJMBAE Ha PiBEHb 3a40BOJIEHOCTI KJIEHTIB, IXHIO NOSANIbHICTb Ta FOTOBHICTb
MOBTOPHO KOPUCTYBATMCA Nocayramm 3aknany. Okpemy yBary npuaineHo LugposisaLii cepsicy
AK KJII0YOBOMY HanpsMKy PO3BUTKY iHAYCTPIl. BnpoBag>XeHHS aBTOMaTU30BaHUX CUCTEM,
MOBiNbHMX AO0OaTKiB, OHMANH-CEPBICIB, -pilleHb i 6€3KOHTaKTHUX TEXHOJOTIN 3MiHIOE
opraHisauito 06cnyrosyBaHHs, pobnayn ii 6inbLU LWBNAKOK, 3pYYHOK Ta 3p03YMifol OJ15 rocTs.
BozHo4ac Le [003B0OJISE ONTUMI3yBaTU pobOTy NMepcoHasny, 3MEHLUNTU KiJIbKiCTb MOMUJIOK i
e)eKTNBHILLe BUKOPUCTOBYBaTU pecypcu NianpueEMCTBa. TakoXX foBeeHO, WO NepcoHanisauis
cepsicy, ika 6a3y€eTbCA Ha BUKOPUCTAHHI AaHWUX NP0 FOCTEN, CTAE BaXKJIMBUM YNHHUKOM
hopMyBaHHSA NO3UTUBHOIO BpaXKeHHS Ta €MOLLINHOI0 3B'A3KY i3 3aknagoM. CaMe noeagHaHHA 28
LNGPOBUX TEXHOJIOFIN i KNIEHTOOPIEHTOBAHOrO Niaxony 3abe3neyye CTBOPEHHS YHiIKaIbHOro
[OCBiAY, SKNNM BiApPi3HAE NIANPUEMCTBO BiJ KOHKYPEHTIB. TakKMM YMHOM, pe3yabTaTu
TEOPETNYHOro aHanisy NigTBEPAXYOTb, LLO CEPBIC-OPIEHTOBAHI iIHHOBALLT MalOTb CUCTEMHUIA
BMJIMB Ha PO3BMTOK FOTEJIbHO- PECTOPaHHOro 6isHecy, NigBULLYIOYM AKICTb 06CyroByBaHHS Ta
KOHKYPEHTOCMNPOMOXXHICTb MiANPUEMCTB.

OTpuMaHi BUCHOBKM € OCHOBOIO 418 NO4asIbLUIOr0 MPaKTUYHOIro AO0CAIAXKEHHS, NPeaCTaBIEHOrO Y
apyromy po3gini, ae byae po3rnsHyTO 3aCTOCYBaHHA CyHaCHUX TEXHOJIOTNIN y peasibHUX yMoBax
Ta iX BNJIMB Ha A0CBiA i 3a40B0ONEHICTb rocten. 29 PO341J1 2 BUKOPUNCTAHHA CYHYACHUX
CEPBICHWX TEXHOJIOMA Y NPOLIECI OBC/IYTOBYBAHHSA TOCTEN 2.1. Uudposi peuenuii sk
iIHHOBALIMHNI eneMeHT CepBiCHOI cuctemm rotento Lndposi peuenuii ( ) - ue
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CYYacCHi pilleHHs, AKi 403BONATb OpPraHizyBaTh NPoOLECK 3acCesieHHs, BUCENIEHHSA Ta B3aEMoLil 3
rOCTSIMU 3 MiHIMaJIbHOIO Y4acTo nepcoHany. Mo cyTi, BOHU MepeHoCATb YaCTUHY PYHKLIN
peuenuii y umppoBun opmaT, Ae FiCTb MOXXe CaMOCTINHO BMKOHATK OCHOBHI Aii 6e3 o4ikyBaHHS
Ta 3aMBUX KOHTaAKTIB. 3a 4OMOMOIO0 TaKUX CUCTEM KJTIEHT MOXKE MPONTK -in abo -
nepesipnuTn AaHi 6poHIOBaHHSA, 34INCHNTK oNaaTy 4YX 3aMOBUTW LOAATKOBI NOC/Yrn 4Yepes
3pyYHUI iHTepdenc - ue moxxe 6yTn cneuianbHUA TepMiHan y roteni, NaaHweT abo BnacHWin
cMapTdoH. Takni niaxig 3Ha4YHO CNpoLLye npouec obcnyroByBaHHA i pobuTb noro 6inbLu
3pO3yMiNIMM Ons rocta. Baxxnmseo, wo undposi peuenuii 4O3BOAAKTb FOCTIO CAMOCTINHO
KOHTPOJIIOBATW NpoLec B3aeEMoii 3 roteneM. JllognHa Moxxe obpaTu 3pyYyHMn Yac ans
3aCeNeHHs, YHUKHYTW Yepr i oTpMMaTn JoCcTyn 00 HeobxigHoi iHhopMauii B 6yOb-AKNN MOMEHT.
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Y pe3ynbTaTi cepBic cTa€ 6iNbl rHy4YKUM, LWBUAKAM i aAanTOBaHUM A0 CyYaCHUX BUMOF, KOJU
KNIEHTU LiHYIOTb KOMopPT i Yac [33]. Cy4acHi [oCcnig>KeHHA NOKa3yTh, WO LMMPOoBi peuendii
BXKe MepecTalTb CAPMAMATUCS SK HOBMHKA i MOCTYMNOBO CTal0Th 3BMYHOK YaCTUHOK CEPBICY B
rotensax. Lle nos’si3aHo Hacamnepen 3i 3MiHOIO NOBEAIHKN CaMUX FocTen, aki Bce binbLue
BiA4aloTb MepeBary WBUAKUM i MPOCTUM pilleHHSAM 6e3 3anBux hopMasibHOCTEN. 3a
pe3ysibTaTaMu rajyseBux AocnigxeHb, 6113bko 70 % KJIEHTIB FOTOBI CAaMOCTIMHO MPOXOANTM
npouenypy 3aceneHHs yepes3 MobinbHi nonaTkn abo cneuianbHi TepMmiHanum [26]. 30 Taka
TEeHAEeHLis CBiAYMTb NpOo Te, WO A1 CYy4aCHOro CroXXuBaya Ba>k/IMBMMU CTalOTb HE nLle
AKICTb MOCAYF, @ N CNOoCi6 X OTpUMaHHSA. [OCTi O4iKylOTb MiHIMYM Yacy Ha hopMasibHi
npouenypu, MOXKJUBICTb AiATU CAaMOCTINHO Ta YHUKaTW Yyepr abo 3anBux KoHTaKTiB. OcobamBo
Lle aKTyasibHO B YMOBaX akKTUBHOIO PO3BUTKY LIMPOBUX TEXHOJIONIN i 3arasibHOT OpiEHTaLLi
CyCnifibCTBa Ha LWBUAKMWIA CepBic. Y 3B’43Ky 3 LM LiMGpPOoBi3aLia peLenLii BACTYNnae He NpocTo
AK TeXHiYHe HOBOBBeAEHHS, a K JIoriyHa BiAMoBiAb roTeniB Ha HOBI 3aMUTW KJIEHTIB. BoHa
[03BOJISIE afanTyBaTy npoLec ob6cnyroByBaHHA A0 Cy4aCHUX OYiKyBaHb, 3p0buTu noro GinbLu
3PYYHUM i LOCTYMHUM, L0 B NiACYMKY MO3UTUBHO BMJIMBAE Ha 3a40BOJIEHICTb FOCTEN i IXHE
CTaBJIeHHA 00 3aknagy. Ludposi peuenuii 3MiHIOIOTb 3BUYHUI NMOPSALOK 3aCesieHHS Ta
BUCEJIEHHS HacaMMepen 3a PaXyHOK aBTOMaTM3alil NPOLECIB i 3MEHLLEHHS 3aJ1eXXHOCTI Bif,
rnepcoHasny. Te, WO paHille BMMarasao 060B’'a3KOBOI NMPUCYTHOCTI aAgMiHiCTpaTopa, Tenep ricTb
MOXKe 3pobuTn CaMOCTINHO Y 3pyyHUn ona cebe MoMeHT. Hanpuknag, 4OCTaTHLO 34MTaTn -
Kon abo BBeCTU AaHi 6poHOBaHHSA, NiaTBEPANTM iIHHOPMAaLItO, 3AINCHUTM oNlaTy | OTPUMaTKH
OOCTYMN A0 HOMepa Y BUTA4I €1IeEKTPOHHOIO KJlo4Ya Yu LMGPOBOro Kkoay. Takmm nigxin
DO03BOJISE YHUKHYTW Yepr i 3aMBOro o4ikyBaHHS, L0 0co6aMBO BaXk/IMBO B NEPiIOAM MiKOBOro
HaBaHTaXXeHH$, Ko oaHo4YacHo npubyBae 6barato rocten. Kpim Toro, npouec ctae 6inbLu
3p0o3yMinuM i nepeabayyBaHNM 15 KIEHTA, OCKiNbKKW BCi Aii BAKOHYIOTbHCA MNOCAiA0BHO Yepes
iHTepdenc cnctemmn. Ba>xnmBot nepeBaroto € i Linonoboa AOCTYMNHICTb TaKUX CEPBICIB.

lNcTb He NpuB’s3aHMN A0 rpadika poboTu peuenuii i MoXXe 3aCcennTucs HaBiTb Yy Mi3HiK Yac abo
BHOYi 6€3 fofaTKoBUX TpyaHoLWiB. Lle 0cob6nmBo akTyanbHO ANA roTeNiB i3 BEJIMKUM MOTOKOM
KNiEHTIB abo Ans TUX, XTO YaCTO NPUMNMAE FOCTEN 3 Pi3HUX YAaCOBUX 30H. Y NiACYMKY LNGPOBI
peuenuii pobnaTte npouec 06cayroByBaHHA 6iNbll FHYYKUM, LUBUOKUM i 3pYHHUM SIK 0151 TOCTEN,
Tak i Ansa camoro 3aknagy. Undposi peuenuii ( ) CTalOTb KJOYOBUM
iIHCTPYMEHTOM iHHOBALLIMHOIO CepBiCy B CyYaCHUX rotensx. BoHn 3abe3neyytoTb
aBTOMaTM30BaHy PeECTPaLil0 rOCTEN, CKOPOYYIOTb Yepru, NigBULLYIOTb TOYHICTb 006iKy
HoMepHoro 31 coHAY Ta iHTerpyThbCa 3 -cucteMamMm ons nepcoHanisauii o6cnyrosyBaHHS.
Cnctemun unpoBmx peuenuin 403BONAIOTL FOCTLOBI MPOXOANTHN -in/ - CaMOCTINHO
yepes TepMiHaam abo MoBiNbHI AoAaTKK, WO NiABULLYE 3PYYHICTb | ehpeKTUBHICTL cepaicy (Tabn.
2.1). Tabnuus 2.1 NMpuknaan undpoBUx peLenuin y rotensHomy 6isHeci Hazsa ®opmaT OCHOBHI
dpyHKUil NepeBarun ana NepeBarn ona CUCTEMU BUKOPUCTAHHA FOCTEN roTesio Okpemi
CamocTinHa MiHimizauia CKopo4YeHHS Yacy -in iIHTepaKTUBHI peecTpadlis, onnaTa, 4epr,
wBnaka obcnyroByBaHHA, TepMiHan OTPMMaHHA OOCTYMNy peecTpaLisd MeHLwe 40 HoMepa
HaBaHTa)XeHHS Ha nepcoHan IHTerpoBaHi Miakno4YeHHA CUHXpPOHI3auia ToYHICTb ABTOMaTU3aLig
naaTgopMm 4o cmctemm BpoHoBaHb, AaHNX, YNPaBJliHHSA ynpaBJiHHA CTaTyCiB HOMepiB Ta
6e3noMusKkoBa HOMEPHMM (POHAOM, FOTENEM nJaTeXiB iHpopMaLia eKOHOMIS pecypciB ( )
MobinbHi JonaTku abo -in/ -out, 3pyyHicTb, MNepcoHanizauis peuenuii MobinbHNNA
nepernag ctaTtycy AocTtyn o obcnyroByBaHHSA, Beb-iHTepdenc 6poHIOBaHHSA, CEpPBICiB Le
NigBULLEHHS LWUGPOBUI KOY 40 NPUI3AY NOANbHOCTI rocten O>xepeno: [5; 18; 24] Ungposi
peuenuii 3abe3nevyoTb aBTOMaTM3aLLil0 KJIOYOBMX CEPBICHUX MPOLLECIB rOTEJI0, CKOPO4YHOTh
Yyac OYiKyBaHHS roctei i NiABULLYIOTb TOYHICTb YyNpaBaiHHA HOMEPHUM (POHLOM.
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IHTerpauis 3 i -CUCTEMaMIN O03BOJISIE MEPCOHaNiI3yBaTU 06C/IyroByBaHHS Ta
dopmMyBaTV NO3UTUBHUIM AOCBIL rOCTA. BNnpoBaa)XeHHS Taknx pilleHb NigBULLYE ePeKTUBHICTb
pob0Tn NMepcoHany Ta KOHKYPEHTOCMPOMOXXHICTb 3aK/lady Ha Cy4YaCHOMY PUHKY FOCTUHHOCTI.
BripoBag)xeHHs LndpoBOoi peuenuii y rotenbHoMy 6i3Heci NOMITHO BMAIMBAE Ha pPiBEHb CEPBICY
Ta 3arajibHUM KoM opT rocten. Hacamnepepq ue nposBAsSETbCA Y 32 CKOPOYEHHI Yacy
O4iKyBaHHS. fKLLO paHiwe 3aceneHHsA abo BUi34 MOranM 3aiMaTy 3HAa4YHUIN Hac Yepes Yepru 4m
3aBaHTaXXeHiCTb NepcoHasny, To B LngpoBoMy opMaTi Li NpoLenypu NpoxoasaTb 3HAYHO
weunawe i 6e3 3anBmux 3aTPUMOK. [iCTb MOXKE CaMOCTINHO BUKOHATK BCi HeobXiaHi oii -
nioTeepanTn 6poHIOBaHHS, BHECTU OMJIaTy, OTPUMATM AOCTYMN A0 HOMepa - 6e3 HeobxigHOCTI
CTOATM B Yep3i abo YekaTn fonoMoru agMiHictpaTopa. Lle ocobnmBo BaXxnMBO nicna [oporu,
KOJIN NI0ANHA BTOMJIEHA | X04e AKHaNLWBUALLE NOTPAaNUTM A0 CBOro HoMepa. KpiM TOro, Takum
nigxig pobute npouec 6inbly 3po3yminnmM i nepenbavyBaHnM. YCi KPOKM MPOXOAATh Yepes
iHTepdenc cncTemm, WO 3MEHLLYE NMMOBIPHICTb HEMOPO3YMiHb i CTBOPIOE BifYYTTA KOHTPOJIO
Hapg cuTyauli€to. Y pe3ynbTaTi 3acesieHHs nepecta€ byTn cTpecoBuM eTarnoMm i CTae NPOCTOlo Ta
3py4HoOto YacTuHot nepebysaHHs B roTeni. [o-gpyre, aBToMaTu3aLisa ynpasiaiHHA HOMEPHUM
hoHOOM 3abe3mnevyeTbCa 3aBASAKM iHTerpauii undpoBoi peuenuii 3 -cuctemamu. Lle
[03BOJISIE Y peasibHOMY Yaci BiACTeXyBaTN CTaH HOMEpPIiB, KOHTPOMOBATUN HAABHICTb BilbHUX
6poHIOBaHb Ta aBTOMAaTMYHO OHOBJIIOBATY iHHOPMaLLitO NPo 3MiHY cTaTycy HOMepiB. Taka
CUHXPOHI3aLlis 3HAaYHO MiABULLYE TOYHICTb YNPaBAiHCbKUX AaHUX i CKOPOYYE Yac, AKUN
nepcoHas BUTPAYa€E Ha pydYHe BHECEHHS iH(hopMaulii. MNo-TpeTe, ungposa peuenis 3abesnevye
MiaBULLIEHHA TOYHOCTI AaHUX: YCi AaHi Mpo rocTen, ixHi BpoHIOBaHHSA Ta naTexXi 36epiratoTbCs
Yy LMPOBOMY BUF A4, LLLO MiHIMI3YE PU3UKK MOMUIIOK, BNACTUBI py4YHOMY BBEAEHHIO
iHopMaLlii, a TakoX 3abe3nevyye NPo30picTb i HaQiINHICTbL 06Niky. HapelTi, Ba)xJMBOO
rnepeBaroto € Uinonobosa AOCTYMNHICTb cepBicy. MNCTb MOXXe CaMOCTIHO MPOMTU OCHOBHI eTanu
06cnyroByBaHHSA HaBiTb Yy HiYHUI Yac abo nNo3a poboymMM rognHamm peuenuii, Wo NiaBuLLYE
FHYYKICTb Ta KOMGOPT nepebyBaHHSA, a TAKOX 3HMXKXYE HaBaHTa>XEHHS Ha MepCcoHaJl.

LUndposi peuenuii He nuiie oNTUMI3YIOTb BHYTPILLHI NpoLecu roTento, aje n CTBOPKIOTb
CYYaCHMWN, 3pyYHUNI | NepCcoHanizoBaHWN A40CBI4 O/ rOCTeN, WO BiAMNOBIAAE BUCOKUM
CTaHgapTaM iHAYCTpil rocTUHHOCTI. 33 Llndposi peuenduii, iHTerpoBaHi 3 -cucTeMamm Ta
IHLWMMKW cepBicamMu, CPUAIOTb HE NnLle aBToMaTuU3aLil peecTpauii, a n nepcoHanizauii
obcnyrosyBaHHS. [aHi, oTpuMaHi nig 4ac ungpoBoro -in/ - (BmogobaHHA rocTen,
icTopia 6poHtoBaHb, 0cobuCTi Moba)kaHHA), MOXKYTb NMepepaBaTuUCca 4o , LLO [03BONSAE
agjanTyBaTu nModaiblUi cepBicy Nig iHOMBIOYyasibHi O4iKyBaHHS KJIEHTIB | CTBOptOBATU
nepcoHanizoBaHi Npono3unuii nig 4ac nepebyBaHHA. [1a KpaLLOro po3yMiHHSA TOro, ik came
hYHKUIOHYE UmnppoBa peLenuis, 4OUINIbHO PO3rASHYTU MOCAILOBHICTb OCHOBHUX eTanis
B3a€EMOLIl rocT4a 3 rotesiemM y umdposomy opmaTi. Ha pucyHKy 2.1 noka3aHO TUNOBUA Npouec
ob6cnyroByBaHHS - BiJ MOMeHTY BpOHIOBaHHSA A0 3aBeplueHHs nepebyBaHHA. BpoHoBaHHSA
3BOpoTHUN OHNanH 3B'A30K NiaTBepaXeHHA Undgposnn Lingpposun - -
3aceneHHsa Onnata OTpmMMaHHA undgposoro kKatoda Puc. 2.1. MexaHiam poboTtu undposoi
peuenuii CknageHo aBTopoM AK BUAHO 3i CXxeMu, LM poBa peLenLuis 0Xornsne BeCb LUK
obcnyrosyBaHHS rocTsa Ta 3abe3nevye 6e3nepepBHy, 3py4dHy i JIOFiYHY B3aEMOLil0 3 roTeNnemM.
Takuin Nigxig 403BONSE CKOPOTUTU KiSIbKICTb 3aMBUX AN, CNPOCTUTMN OCHOBHI nMpouenypu Ta
3pobuTN cepBic BiNbLU 3PO3YMININM | KOMPOPTHUM AN KJTIEHTA.
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Y pe3ynbTaTi NiABULLYETHCSA He Nne eeKTUBHICTb 06ClyroByBaHHS, a 1 3arajibHe Bpa>kKeHHS
rocTts Big nepebyBaHHS.

34 Undposi peuenuii BNAMBaOTbL HE N1LLe Ha TexHi4YHM Bik 06cnyroByBaHHS, a 1 Ha 3arasibHe
CMPUNHATTSA cepsicy. 0CTi OUiHIOITL HE OKpeMi onepalii, a BeCb NpoLec B3aEMOLil 3 roTenem.
fAKLLO 3aceneHHsa NPOXoAnTL WBKAKO, 6e3 Yyepr i 3aMBuX 4in, Lue PopMy€e NO3UTMBHE nepLue

BPa>KeHHS, Ke BNMBAE Ha 3arasibHy OLUiHKY nepebyBaHHA. [loCNigKeHHS NOKa3yloThb, WO CaMe

3PYYHICTb i LUBNAOKICTb -iN € OQHUM i3 KNO4Y0BUX PaKTOpPiB 3a40B0OSIEHOCTI rocTen [45]. Ha
NpaKkTuLi LMGPOBI peLenuii BXXe BUKOPUCTOBYIOTb SIK BEJINKI, Tak i cepefHi roteni. Hanpuknag,
piLleHHs IHTErpyTb Y Pi3HUX EBPOMENCbKUX FrOTENbHUX Mepexxax, e TakKa

cucTeMa [03BoJSIna NiABULLMTI CEpeaHin PENTUHI 3a40BONIEHOCTI Ha BiArYKOBUX NaaTdopMax
3aBASKM WBNAKOMY Ta 6e3KoHTaKTHOMY o6cnyrosyBaHHI0 rocten. nsa 6inblw Hao4YHOro
PO3YMiHHS BiAMIHHOCTEN MiXX TPAaAULUINHMM i Cy4aCHMM MigxonomM A0 obcnyrosyBaHHS AO0LUiINILHO
nopiBHATKN pobOTY 3BMYaANHOI peuenuii 3 unppoBo. Take NOPIBHAHHA A03B0JISE N0BaYnTH, 9K
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caMe 3MIHIOETbCS NMpoLec B3aEMOAIl 3 rocTeM i aKi nepeBaru ga€e BNpoBag)XeHHA LngppoBux
piweHb (Tabn. 2.2). Tabnnusa 2.2 NMopiBHAHHA TpaguuinHoil Ta undpoBoi peuenuii Kputepin
TpaauuinHa peuenuis Lindposa peuenuis Buwinia, 3anexuTb Big Yac ob6cnyropyBaHHA 3HA4YHO
CKOPOYEHUI MepcoHany YacTo BUHUKATbL Y MikoBi HasBHICTb Yepr MiHiManbHi abo BiaCyTHiI
roonHn MoXxnmBi NMOMUIKK Npu Bncoka TOYHICTb TOYHICTb AaHUX BBeAEHHI (aBTOMaTmM3auis)
HocTynHicTe OBbMexxeHa rpadikom poboTn 24/7 ObmexeHa noacbkmum NepcoHanizauis Bucoka
(vepes i AaHi) dbakTopom HaBaHTa)keHHS Ha nepcoHas Bucoke OnTumizoBaHe Oxxepeno: [5;
18; 24] 35 9k BUAHO 3 HaBeLEHOro NOPIBHAHHSA, LM poBa peuenuis 3Ha4YHO CrpoLLyE Ta
NMPUCKOPIOE NpoLec o6CcnyropyBaHHS rocTen, 3MEHLLYE HAaBaHTa)XEHHSA Ha NepcoHan i NiaBuLLYyE
TOYHiICTb poboTu 3 naHnMn. BogHo4ac BoHa 3abe3nedye 6inbluy OOCTYMHICTL CEPBICY Ta
MO>XXJIMBOCTI AN nepcoHanizauii, wo pobunte nepebyBaHHsA rocten 6inbw KOMMPOPTHUM. Y
NigCyMKy Lie 003BOJISE FOTENI0 NMpaLtoBaTh eheKTUBHILLE Ta Kpalle BiAMOBiAaTY 04iKyBaHHAM
CYYaCHUX KINIEHTIB. [pakTnKa BUKOPUCTaHHA LUMPOBUX peLenLin NnokKasye, wo ix
BMPOBad)XEHHSA Ma€ He JInLe OpraHi3auinHi, a n LiIKoM BiAYyTHI eKOHOMIYHI NnepeBaru.
Hacamnepepn ue NposBASETLCA Y CKOPOYEHHi Yacy 0b6CcnyropyBaHHS: 3aBAAKMN -
cucTeMaM Npouec 3aceNeHHsa NPoOXoAnNTb 3HAYHO WBMALLE, IHKOIXN MalXe BABIYI LWWBMALWLE, HIX Y
TpaauuinHomy cdopmaTi. Lle 103BONSE 3MEHLWINTM Yepru Ta PO3BaHTaXXNTKU peuenuito, ocobnmeo
B Nepiogn BUCOKOro Hanamey rocten [39]. KpiMm Toro, aBToMaTu3auia gae 3mMory onTuMisysaTu
poboTy nepcoHany. YacTUHY CTaHOapTHMX onepauin cnctema b6epe Ha cebe, TOMy NpaLiBHUKK
MOXYTb BinblUe yBaru NpuainaTy CAifikyBaHHIO 3 FocTAMN abo BMPILLEHHIO CKAA4HIWMX MATaHb.
Lle He TinbKn NigBuLLYE ePeKTMBHICTb pob0oTK, @ N NMO3NTUBHO BMNJINBAE Ha SAKICTb CEPBICY B
uisiomy. LLle 0oAVH Ba)KIMBUI MOMEHT - TOYHICTb AaHuX. Konan iHopMalist BBOOAUTLCS i
06pobnseTbca B LmMppoBoMy popMaTi, 3HA4YHO 3MEHLLUYETLCSA MMOBIPHICTb MOMUOK, AKi 4acTo
BUHNKAOTb NPU PYHHOMY OOPMIIEHHI.
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Lle 3abe3nevye 6inbli HaginHUM 06nik BpoHIOBaHb, OMNJIaT | CTaTyCy HOMEPIB, @ TaKoXX
MoJierwye KOHTPOJIb 3a BCiMa nmpouecamu. Y LinomMy LncpoBi peuenuii gonomMaraoTb 3pobuTtn
ob6cnyrosyBaHHS 6inblU LWWBUOKNM, 3PO3YMININM i 3pYYHUM SK A9 FOCTEN, Tak i ANa nepcoHany.
CamMe ue i Nnoka3aHo B gofaTKy A, A& HAa04YHO NOPIBHIOTLCA TPAaAUUINHNA | undpPoBUA Nigxoqn,
nigKpecsoym nepesarv aBToMaTM30BaHOro cepsicy A5 ob6ox cTopiH. Lndposi peuendii
MO>XHa pO3r/ia4aTh AK OAUH i3 KJII0YOBUX €1IEMEHTIB OHOBJIEHHA CEPBICHOI CUCTEMU FOTENIo,
OCKiJIbKW BOHU NOEAHYIOTb aBTOMaTM3aLilo NPOLECiB i3 peajibHUM NOKPaLLEHHAM
06C1yroByBaHHs. Ix BNpoBaaXeHHs 003B0SE 36 3p06uTM poboTy BinbL BNOPSAKOBAHOI,
3MEHLUNTU KiJIbKICTb PYTUHHUX onepauin i NpUCKOPUTN BUKOHAHHA OCHOBHUX NpoLeayp.
BoaHo4ac ond rocten e o3Hava€ binblw NpocTun i 3po3yMinnm bopmaT B3aEMOLii 3 roTenem:
MeHLLUe OYiKyBaHHS, WBMALLE 3acesieHHs, AOCTYN A0 Nocnyr y 6yab-akum Yac. MigBuLLy€eTbHCA i
TOYHICTb 06POOKN OaHMX, L0 OOMNOMara€ yHUMKaTy HEMOPO3YMiHb | MOMWJIOK Mif, Yac
obcnyroByBaHHS. Y pe3ynbTaTi LMpoBi peLenuii He nuwe onTUMI3YTb BHYTPILLHI npouecu, a
N bopMytoThb Binblu Cy4acHUn OoCBia NnepebyBaHHS, SKU BiAMoOBiAa€E 04iKyBaHHAM KNieEHTIB. Lle
MO3UTMBHO BMJIMBAE Ha 3arajibHe CAPUNHATTSA CepBiCy, piBEHb 3al0BOJIEHOCTI rocTen i, K
HaCNifoK, 3MILHIOE NO3ULLIT FOTENIO Ha PUHKY. 2.2. BE3KOHTaKTHI MNAaTi>HiI TEXHOOrIT Ta iX
poJsib y MiABULLEHHI 3pyYHOCTI 1 6e3neKkun rocten Y cyyacHin iHoycTpii FOCTUHHOCTI
6Ee3KOHTaKTHI NMaTiXXHi TEXHOJIOFIi BXXe CTasin 3BUYHOO YaCTUHOIO CepBicy. BoHN 003BONSAIOTH
rocTaM WBMAKO i 6e3 3anBuX Ai onaadvyyBaTn NOCAYrK, HE BUTPayakoym Yac Ha BBEOEHHS
[aHUX Y1 OYiKyBaHHS NiaTBepAXXeHHA onepadii. Lle 0cob6amBo BaXXAMBO B YMOBaXx, KOU KIEHTH
LiHYIOTb NPOCTOTY, LWWBUAKICTb i 3pYYHICTb Ha KOXXHOMY eTani B3aEMOAIl i3 3ak1agom. Y
pe3ynbTaTi caM NpoLec onjaTu CAPUNMAETLCA K NPUPOLHa | HEMOMiITHa YaCTUHa CepBicy, a He
AK OKpeMum eTan, Lo noTpebye 4Yacy Ta yBarn. CyyHacHi TeHAEHLi pO3BUTKY rany3i MOKa3ylTb,
WO posib 6€3KOHTAKTHMUX NaaTeXiB MOCTINHO 3POCTaE.

MonnT Ha Taki pilWeHHA POPMYETLCA He e Nig BNJIMBOM TEXHOJIOMIYHOro Nporpecy, a n Yyepes
3MiHY MoBefiHKN CaMMX CNOoXXKMBaYiB. [OCTi 04iKkylOTb, WO ornslaTa byae wWBMaKoto, 6e3neyHoto i
OOCTYMHOW Yy ByAb-AKNIA MOMEHT - SIK Y HOMEpi, TaK | B peCTOpPaHi Y1 30Hi BiAMOYMHKY. 3a
OaHUMN aHaNiTUYHUX LOCNIAXKEHb, PUHOK -naaTexiB y cdhepi FOCTUHHOCTI CTabinbHO
PO3LUNPIOETLCS | MPOAOBXXYE 3pOCTATH, WO NOACHIETHCA NiABULWEHUMN BUMOraMn 00 SKOCTI
cepsicy [31]. 37 LUe cBig4nTb Npo Te, Wo 6e3KoHTaKTHI NaaTexXi BXXe BUXOAATb 3a MeXi
000aTKOBOI ONuii i NMOCTYyNOBO NMepeTBOPIOOTLCA Ha B6a3o0BuI cTaHOapT 06cnyroByBaHHA. FoTeni
Ta pecTopaHu, SKi BNIpoBaAXKYyOTb TaKi TEXHOOTIiI, Kpalle BiAMoBiAal0Tbh 04iKyBaHHAM KJIEHTIB i
MatoThb BifblUe LWaHCiB yTpMaTK iX Y LOBFOCTPOKOBIN NepCneKkTmBi. [Jo OCHOBHUX TEXHOJIOrIN
6e3KOHTaKTHOI onJslaTu, sIKi CbOrofiHi aKkTUBHO BUKOPUCTOBYOTbLCSA Y cdepi FOCTUHHOCTI,
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HafleXaTb Kiflbka HanbinbL NOLIMPEHUX pilleHb, WO BiApi3HAIOTLCSA CocoboM B3aeMoil, ane
MatoTb CMifibHY MeTy - 3pobuTn onaaTy MakCMMasibHO MPOCTO Ta WBMAKOLD. Mo-neplie, e -
KapTKW - 3BMYalHi NAaTiXKHI KapTKN, OCHalleHi cneuiaZlbHUM YMNOM, SKUA 0O3BOJISE
30iNCHIOBATM oniaTy OAHUM OOTUKOM OO0 TepMiHany. [ocTio He NoTpibHO NepenaBaTn KapTKy
nepcoHany 4m BCTaBAATW ii B MPUCTPIN - [OCTAaTHLO NPOCTO MigHECTN il 40 34nTyBada. Takun
crnocib po3paxyHKy € 3p03yMifIM i 3BUHHUM ANs 6iNbLLIOCTi KOPUCTYBAYiB, TOMY LLNPOKO
3aCTOCOBYETbLCS Y roTeNAx, pectopaHax i 6apax. MNo-gpyre, MobinbHI raMmaHLUi - Le cepsicu, AKi
NpaLoiTb Yepe3 CMapTKhOH i PaKTUYHO 3aMiHIOITb i3nYHY KapTKy. [CTb MOXKe onnaTuTn
Mocayrun 3a 4OrnoMoromw , Y1 IHWNX aHaNoriYHNX gonaTKiB, MPOCTO
nigHicwn TenedoH 0o TepmiHany. Nepeara Takoro cnocoby nonsarae B TOMy, WO BCi MAaTiXXHi
DaHi 36epiratoTbca y umncdpoBomy hopMaTi, a CaMa onsiaTa 3alMaE NuLe Kinbka cekyHa. Le
0co611MBO 3pyYHO OJ19 FOCTEN, AKi 3BUKJIN KOPUCTYyBaTUCA MOBISIBHUMU NMPUCTPOAMU Y
NOBCAKAEHHOMY XUTTI. Mo-TpeTe, OR-KoAW - We 0OMNH BapiaHT 6e3KOHTAKTHOI onjlaTu, AKUN He
notpebye BUKOPUCTaHHSA .Y ubOMYy BUNaAKy ricTb CKaHYE KO 3a AOMOMOIo KaMepwu
CMapTdoHa i nepexoanTb A0 NATIXKHOI CTOPIHKK, Ae NigTBepa )Xy€e onnaTy. Takuin crnocib 4acTo
BUKOPUCTOBYETbLCA Y pecTopaHax abo ona onaatu 40OaTKOBUX MOCAYT, OCKiJIbKWM HE BUMarae
cneuianbHoro obnagHaHHsA 3 60Ky KNiEHTa. YCi Ui TEXHONOriT MaloTb CNiNIbHY MepeBary - BOHU
003BOJNIAOTL 34INCHIOBATM ONJlaTy WBMAKOo, 6e3 3anBnX AiN i 3 MiHIMaNIbHUM KOHTAKTOM, L0
pobuTb NpoLec po3paxyHKy 6inbLl 3pyYHUM | KOMGPOPTHMUM ANa rocten. 38 Taki TexHonorii
pobnaTb Npouec onaaT 3HAa4YHO NPOCTIWUM i WBNOLWNM AN rocta. Y 6inblwocTi BUNagKiB HeMae
notpebun BBOONTHU -Ko4, nepefaBaTu KapTKy NepcoHany 4nm BUKOHYBaTW A0OAaTKOBI Ail -
OOCTaTHbO OAHOro JoTuUKY abo ckaHyBaHHS, Wob 3aBepwnTn onnaTy. Lle cyTTeEBO eKOHOMUTb
Yyac i pobnTb po3paxyHoK BinbLu 3py4HUM, 0COBMBO B CUTYaLLiSIX, KOMU MiCTb HE Xo4e
3aTpUMyBaTUCS Ha hopManbHUX Npouenypax. Onnata BiobyBa€ETLCA MPAKTUYHO MUTTEBO, LLO
003BOJISE 3HAYHO CKOPOTUTK Yac obcnyrosyBaHHS. Lle 0cob6amBo Big4yTHO B roTeNbHUX
pecTtopaHax, bapax, - 30Hax abo Mmig Yac KOpPUCTyBaHHS AO0AATKOBUMW NOCAyraMu, ae
WBMAOKICTb 06CNyroByBaHHSA Bifirpa€ BaXk/MBy poJsib. Hanpuknag, y roamHu nikoBoro
HaBaHTa)XeHHS WBUAKUA PO3PaxyHOK AOMOMara€e YHUKHyTU 4epr i 3abe3neqynTn 6inblu naaBHUN
MoTiK rocten. Kpim Toro, cnpoweHuin npouec onaaTn 3HUKYE NMOBIPHICTb MOMUJIOK i
Henopo3yMiHb Nif 4ac PO3paxyHKY, OCKiNIbKWU BCi Ail BAKOHYOTbCS aBTOMaTUYHO Yepes cucTemy.
Y pe3ynbTaTi 6€@3KOHTaKTHI NaaTexi He Nnwe NiABULLYIOTb 3PYYHICTb AN KNIiEHTa, a
JoroMaratTb roTesto opraHisyBaTu 6inbw eheKTUBHUN | LUBUAKUN CepBic 3aranom [15].
Be3KOHTaKTHI NiaTexXXi MOMITHO NPUCKOPIOTb NPOLEC PO3paxyHKY B roTeni n pobnsaTb noro
6inbw 3pyYyHUM gna rocten. ONNaTUTU NOCAYrX MOXKHA NMPaKTUYHO B ByAb-aKin Toyli - Ha
peuenuii, y pectopaHi 4n 6api, y -30Hi abo HaBiTb NpPY KOPUCTYBaHHI 4OAATKOBUMU
cepBicamu. MNMpn UbOMY He NOTPIOHO BBOAUTN PEKBI3NTK BPYYHY Y/ YEKATU OOBroro
MigTBEPOXXEHHS onepauil - TpaH3aKLUisg NPOXOANTb WBUAKO i Mar>Xe HEeMoOMiTHO A8 KJliEHTa.
Takuin popMaT onnaTn 0Cob6MBO BaXK/IMBUIM Y CUTYaLLISIX, KONK WBUAKICTb 06CNyroByBaHHS Ma€
3HaYeHHA. Hanpuknag, nig Yyac cHigaHkiB abo B rognHM HambinbLIOro HaBaHTa)XXeHHS B
pecTopaHi WBUAKNA pO3paxyHOK O03BOJIAE YHUKHYTWU 3aTPUMOK i 3abe3nedynTn KoMGPOpTHNN
MOTiK rocTen. Lle no3nTuUBHO BMNJIMBAE Ha 3arasibHe BPa)keHHS Bif, CEPBIiCY, OCKiNIbKN KIEHT He
CTUKAETbLCA 3 3aBMMU TPyAHOLWaMN Ha 3aBepluajibHOMy eTani obcnyrosyBaHHS. 39 BapTo
TaK0>X BpaxoBYyBaTW 3arajibHy TEHAEHLUIO Ha PUHKY: 3@ AaHUMMN YKPATHCbKMX MAATiXXHUX
cucteM, Mmanmxe 98 % 6e3roTiBKOBUX onepaLin y cdepi Topriei Ta Nocayr y>xe 34iNCHIOTbLCA 3
BUKOPUCTaHHAM BE3KOHTaKTHUX TeXHONOr . KpiM TOro, KiNbKiCTb 6@3KOHTaKTHMUX KapToK
MOCTIMHO 3POCTaE, WO CBIiAYMNTb MPO 3BUYHICTb Takoro cnocoby onnaTtu onsa 6inbwocTi
kopucTyBadiB [10]. Lle o3Ha4a€, Wo rocTi NpuxoasaTb Y roTesb y>Ke 3 04iKyBaHHSAM LUBUAKOIO i
3pYYHOro po3paxyHKy. BianoBigHo, BNpoBag)XeHHs 6e3KOHTaKTHUX MNaTexXiB A03BOJISE 3aKNaay
BiAMOBIAATN UMM OYiKyBaHHAM i NiATPUMYyBaTU CyHaCHU pPiBEHb CeEpBICYy.

(M) Al generated text detected: ChatGPT 5.3, : 57,37% id: 19
LLle oaHi€eo Ba>k/IMBOO nepeBaroto 6e3KOHTaKTHUX MaTexXiB € iX MigBULLEHU piBeHb 6e3neKkn.
Y Bunagky -kapTok abo MOBINbHMX FamMaHLUiB peasibHi AaHi KAapTKWU, SK NPaBusio, He

nepepnatTbCca 6e3nocepenHbLO Mig Yac onjaTu. 3aMiCTb LIbOrO BUKOPUCTOBYHOTLCA CrieuiasbHi
3axumuieHi koan abo TokeHu, SKi GOPMYIOTLCS A1 KOXXHOI OKPEMOI TpaH3aKLUii. Lle 3Ha4yHOo
3HUXYE pU3MK NepexonJsieHHs abo HeNpPaBOMipHOrO0 BUKOPUCTaHHSA hiHaHCOBOI iHhopMaLii. Ons
rocTsa ue o3Havae b6inbLl CnokiiHe Ta BNeBHEHEe KOPUCTYBaHHSA cepBicoM, 6e3 3amBux
nobotoBaHb LWoao 6esnekn KowTiB. OKpiM hiHaHCOBOI 6e3neKun, Ba>kK/IMBY POJib BiJirpac i
3MEHLUEHHA PiI3NYHOro KOHTaKTY. be3KkoHTakTHa onJslaTa He NoTpebye nepedaydi kKapTky abo
B3a€EMOJii 3 TepMiHaIOM 4Yepe3 HaTUCKaAHHS KHOMOK, Lo 0CO6MMBO aKTyaslbHO B YMOBaXx
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NigBULLEHOT yBarm o ririeHn. lNicna naHgemii Taki pilueHHSA cTasn CNpUAMaTUCS He NPOCTO SK
3PYYHICTb, @ 9K HeobXigHW enleMeHT 6e3nevyHoro o6cayroByBaHHSA. K MoKa3ye aHani3
PO3BUTKY MAATiXKHOI iIHDPaACTPYKTYpU, 6€3roTiBKOBI po3paxyHKN BMNEBHEHO 3aiMaloTb MPOBiAHI
no3uuii He nuwe B Toprieai, a n y cdepi nocnyr. 3okpema, y 2025 poui noHag 90 % ycix
ornepauin i3 nnaTiXXHUMU KapTkaMn B YKpaiHi 3gincHioBannca y 6e3roTiBkoBin chopmi, a
BinbLWicTb TepMiHaNiB y>Ke MNiaTPUMYOTb 6e3KoHTakTHY oriaTy [10]. Lle cBiguYnMTb nNpo Te, Wwo
ONns 6iNbLWOCTI CrOXKMBaYiB TaKi TEXHOJIOFII CTasn 3BUHHUMU Y MOBCAKAEHHOMY XKUTTI.
BignoBigHO, rocTi 04iKyl0Tb 6a4nTy NOAIGHMI PiBEHb 3PYYHOCTI | B rOTENAX YN pecTopaHax.
Tomy BNpoBagXXeHHS 6e3KOHTaKTHUX MaaTexxiB A03BOJSE 3aknagamM 40 He avwe NigBULWLNTIN
6e3neky Ta komcopT 06CNyroByBaHHS, a 1 BiANOBifaTy Cy4aCHUM CTaHOapTaM i 04iKyBaHHAM
KnieHTIB. BnpoBaa>xeHHA 6e3KOHTaKTHOI onaaTn 6e3nocepeAHbO BMJNBAE Ha Te, K FiCTb
CNpPUIMAE CEPBIC Y roTesNi Yn pecTtopaHi. Koan npouec po3paxyHKy NpoxoaunThb WBUAKo, 6e3
3aTPUMOK i 3aBUX AiN, LLe CTBOPIOE BiAYYTTS 3pYHHOCTI Ta NPOoAYyMaHOCTi 06CyroByBaHHS.
[iCTb HE BUTPAYa€E Yac Ha OYiKyBaHHS, HE CTUKAETbCS 3 TEXHIYHUMIN CKNagHOLWaMW | MOXKe
JIerko 3aBepLUnTN B3aEMOLI0 3 3aK1a0M.

Y pe3ynbTaTi NiABULLYETLCA 3arajibHUI PiBEHb 3a40BOJIEHOCTI, af)Xe HaBiTb TakKi, Ha NepLUnii
nornag, ApibHi geTani popmMyoTb UislicHe BpakeHHSA Big nepebyBaHHA. Baxnmeo n Te, Wo
KoM@opT i Bia4yTTa 6e3nekn nig 4ac onsaTu BNAMBAOTbL Ha NoAanblly NOBEAIHKY KIiEHTA.
FAKLLO ricTb BNEBHEHUN, WO NOro AaHi 3aXulleHi, a npouec onaaTn npoxoanTb 6e3 npobnem, BiH
i3 6iNbLIOK NMOBIPHICTIO 0bepe uen 3aknag NoBTOPHO. TaKUM YNHOM, BE3KOHTaKTHI naaTexi
CTalOTb HE MPOCTO TEXHIYHUM IHCTPYMEHTOM, a PaKTOPOM, SKUIN peasibHO BMNJIMBAE Ha
JNIOSJIbHICTb | MOBTOPHI Bi3nTn [36]. Be@3KOHTaKTHI NnaTi>XHi TeXHONOoril - 30KpeMa -KapTKu,
MOBinbHI ramaHui Ta OR-KOAW - [O3BONAIOTL LWBUAKO 1 6€3 3anBnX KOHTaKTiB onnavysaTu 6yab-
AKi NOCNyru: Bif NPOXXMBAHHSA A0 A0AATKOBUX CepBiciB. Lle cnpollye obcnyroByBaHHSA aK ons
rocTemn, Tak i AN8 NepcoHany, SMeHLIYE HaBaHTaXeHHs B MiKOBi NepioAun Ta AonoMara€ yHuKaTu
Yyepr. Yce ue pobuTb cepsic 6inbll opraHisoBaHUM i 3py4HUM. KpiM TOro, Taki TexHonorii
MigBULLYIOTb piBeHb 6e3neKn, 0CKiSIbKN 3MEHLWYTb (Pi3UYHUN KOHTAKT | BAKOPUCTOBYIOTb
CyYacHi MeToamn 3axucTy AaHux. Lle ocobnmeo BaXkMBo B yMOBax NiABULLEHOT YBaru A0 ririeHn
Ta ungpoBoi 6e3nekn. Y cykynHoCTi Ui akTopu opMytoTb 6inbLL MO3NTUBHUA AOCBIA FOCTS, LLO
HanpaMy BMNJINBAE Ha penyTaLito 3aknajy i Moro KOHKYPEHTHI no3uuii Ha puHKy. LLo6 kpale
OUiHNTN posib 6€3KOHTAaKTHUX NJIaTeXiB y CydaCHOMY rotefsibHoMy 6i3HeCi, BapTO pPO3rnsaHyTH ix
He AnLe 3 TOYKN 30PpY 3PYYHOCTI ANS rocTen, a n 3 No3unuii eeKTUBHOCTI ASI9 CaMOoro
nignpuemcTia. Takmin nigxig 41 po3sonase nobaynTn NOBHY KapTUHY: AK Li TeXHONOrIi
BMNJIMBAOTb Ha WBUAKICTb 06CNyroByBaHHSA, opraHisauito poboTn nepcoHany Ta 3arasbHUii
piBeHb cepBicy. AHani3 IXHiX NnepeBar a8 060X CTOPiIH [Aa€ MOXAUBICTb 3PO3YMIiTH, HOMY
6e3KOHTaKTHI NNnaTeXi CbOroAHi CTalTb HEBiA'EMHOIO YaCTUHOW AKICHOro o6CcnyroByBaHHSA y
cepi roCTUHHOCTI. Taknin Niaxig 403BOJISE OLIHUTY HE NnWe 3PpYYHICTb A5 KJTiEHTa, a i
NpakTUYHY KOPUCTb AN4 opraHizauii cepsicy (Tabn. 2.3). Tabnuusa 2.3 NMepeBarn 6e€3KOHTaKTHUX
nnaTexiB ong rocten i rotento MNMepesara Onsa rocten Ona rotento MNpuckopeHHs LUBNOKICTb
obcnyrosyBaHHA MuTTEBa onnaTa 6e3 o4ikyBaHHA 06CnyroByBaHHS KAieEHTIB He noTpibHO
roTiBkn abo CnpoLeHHa npouecy 3py4HiCTb BBEAEHHS OaHUX PO3PaxyHKIiB 3axXUCT AaHUX Yepes
3MeHWeHHS pu3nkKy besneka ToKeHi3aulitlo waxpancTBa BignoBigHicTe MiHIiManbHUI Qi3NYHUN
MirieHiYHICTb Cy4aCHMM CTaHAapTaM KOHTaAKT 6e3nekn 3pocTaHHA NOBTOPHUX JIOANLHICTb
KnieHTiB MNO3MTUBHUI [OCBIA onfaTwy BisuTIB I)xepeno: [27; 29; 44; 51] 9k BnaHoO 3 HaBegeHUX
OaHunx, 6e3KOHTaKTHI NnaTexi 3abe3nevyoTb KOMMJIEKCHI NepeBarn: BOHN 04HOYacCHO
NiABULLYIOTb WBUAKICTb i 3py4HICTb 06CyroByBaHHS 414 rOCTEN Ta ONTUMIi3yl0Tb poboTy
rotento. OKpiM LbOro, Ba>XJIMBY POJib BiAirpae nigsnueHHa 6e3nekn Ta GopMyBaHHS
NO3UTUBHOIO [OCBIAY B3AEMOAIi, L0 CMPUAE 3POCTAHHIO NOANIBHOCTI KNIEHTIB. Y pe3ynbTaTi Taki
TeXHOJ0rii CTaloTb BaXXJIMBUM €/IEMEHTOM KOHKYPEHTOCNPOMOXXHOCTI NignpuemcTsa. 42 Hunxxye
HaBeJeHa CTaTUCTMKa BUKOPUCTaHHA BE3KOHTaKTHUX MJlaTeXiB Ta CTaBJ/IEHHSA roCTen A0 LmnX
TEXHOJOoTiN y cydacHux rotensax (tabn. 2.4). Tabnnusa 2.4 CTaTUCTMKa BUKOPUCTAHHS
6e3KOHTaAKTHUX MAaTeXiB y roTeNbHIN iHAYCTpil Ta AYMKN rocTten MNoka3HuK CTaTUCTUYHI OaHi
I>xepeno [aHi 3BiTy Npo uncposy BigcoTok rocten, aki BigaatoTe nepesary = 60 %
TpaHcopMaLito 6e3KOHTAaKTHMM omnlaTaM y roTesi roTenbHoi iHaycTpii, 2025 pik BigcoTok
rocTen, sKki yacTiwe obupatoTb OaHi 3BiTY npo 6e3KOHTaKTHY onfaTy Ajs 6e3nekn i = 67 %
nnaTi>Hi BnogobaHHA WBMAKOCTI rocten, 2025 pik YacTka rocten, ki CKacoBylOTb
Oocnig)xeHHs 6pOHIOBaAHHA Yepe3 BiACYTHICTb MOTPiIOHUX = 74 %

6e3KOHTAKTHUX onuin -in + Bnave 6@3KOHTAaKTHUX
TexXHOJI0rin Ha NoB'A3aHi 3 OLIHKY 3a40B0OJIEHOCTi rocTen NiaBNLLEHHAM
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OouiHOK NpnbyTTa 0o +25 % YacTka TpaH3akLin 6e3KoHTakKTHO B 78 % TpaH3akuin HdaHi
WINPOKOMY puTenni (o5 NMopiBHAHHSA) 6@3KOHTaKTHI (EBpona) = 76 %

rocTen ckopiwe MocTi, sKi BBa)KaloTb YaCTUHOIO MOBEPHYTLCH, AKLLO

6a>kaHoro LUMpPOBOro cepeicy ceppic MoBHICTIO 6e3KoOHTakTHUN [xxepeno: [27; 29; 44; 511 43

AHani3 CTaTUCTUYHUX JaHUX CBIAYUTL NPO Te, Wo 6e3KOHTaKTHI NaaTexi BXKe haKTUYHO CTanun

HOPMOIO A1 CYHaCHOro roTenbLHOro cepsicy.

@AI generated text detected: ChatGPT 5.3, : 67,16% id: 20

BOHV NOEAHYOTbL OApa3y KiflbKa BaXkMBUX MepeBar - WBUAKICTb, 3pY4HHICTb i 6e3neky, fAKi
CbOrogHi € 6a3o0BMMN OYiKyBaHHAMUW rocTen. binblUicTb KNiEHTIB 06upae came Taki cnocobu
ornaaTu, OCKiIbKN BOHW O03BONAIOTb YHUKHYTW 3aMBUX i | BUTpAT Yacy. binsbwe Toro,
BiACYTHICTb MOX/INBOCTI 6E@3KOHTAKTHOIO PO3pPaxyHKY MOXXe HEFraTUBHO BMJIMHYTK Ha BUbIp
roTenio, ag)xe Ana 6baraTbox FOCTEN Lie BXXe He AoAaTKOBa onuis, a HeobxigHa yMoBa
KoMopTHOro obcnyrosyBaHHsA. OKpeMOi yBaru 3acsyroBye Te, WO CyYacHi 6€3KOHTaKTHI
naaTexi He MYHKLIOHYITb i30/1bOBaHO, a IHTErpyrTbCA 3 iHWMMU LUPPOBUMIN CUCTEMaMK
rotesntn. 30KkpeMa, iX MoOEAHAHHS 3 i [03BOJISE aBTOMATUYHO (hikCyBaTW BCi BUTPATU
rocta Ta hopMyBaTU EQNHY iICTOPIO NOro B3aeMoAii i3 3aknagom. Lle cnpoutye obnik
¢hiHaHCOBMX onepaLlili i BoAHOYAaC BiAKPMBAE MOXKAMBOCTI Ans 6inblw rambokoro aHanily
noBeAiHKN KNieHTIB. Ha NpakTuLUi Lle 03Ha4vaE, Wo roTeslb MOXXe BUKOPUCTOBYBATK Ui AaHi Ang
rnepcoHanisauii cepsicy.

Hanpuknag, iHbopMaLis Npo BUTPATM Y pecTopaHi, YU IHWKNX CepBicax gornomarae
dhopmMyBaTun iHOMBIAYaNbHI Nporno3uuii, 6oHycn abo cneuianbHi NakeTn Nocayr. TakKMM HYNHOM,
6e3KOHTaKTHI NnaTeXi CTaloTb HE Nuwe IHCTPYMEHTOM LUBUAKOINO PO3PaxyHKy, a N Ba)XKJIMBOKO
YaCTUHOI CUCTEMU yNpPaBJliHHA B3aEMOBIAHOCMHAMN 3 FTOCTAMMU, LLO MiABULLYE AKICTb CEPBICY i
cnpuse popMyBaHHIO AOBrOCTPOKOBOI N0ANILHOCTI. Pa3oMm i3 nepeBaramu BNpoBagXeHHS
6e3KOHTAKTHUX MAaTeXiB iCHYIOTb i NeBHi BUKANKN. Cepepn HUX - HEOBXiIAHICTb iHBeCTUUIn y
cydacHe obnagHaHHs, 3abe3neyeHHn Kibepbe3nekn Ta 3axXNCTy NEPCOHANbHUX AaHUX, @ TaKoX
ajanTauis nmepcoHasy A0 HOBMX TEXHOOriNn. KpiMm Toro, oss oKpeMmnx KaTeropin rocten
(30KpemMa CTapLloro BiKy) MOXXe BUHMKATU CKNAOHICTb Y BUKOPUCTAHHI LMMPOBUX NNaTIXXHUX
cepBiciB, Wo noTpebye nooaTKOBOI NiATPUMKIN 3 BOKY nepcoHany. [looaTok b Bi3yanidye npouec
6e3KOHTaKTHMX onJiaT Ta iX iHTerpauito 3 i , MOKa3ylo4n, K TEXHOJOris NiaBNLLYE
WBNAKICTb Ta 6e3neky ob6cnyrosyBaHHSA. BnpoBaa>XeHHA 6&@3KOHTaKTHUX OMNJlaT y NOEQHAHHI 3
undposumn 44 -in/ - cepBicaMu MigBULLYE piBEHb 3a[0BOJIEHOCTI FOCTEN, CNPUSE
NOBTOPHUM Bi3nTaM i POPMYE NIOAJIbHICTb KJTIEHTIB, WO € BaXKJINBOKO KOHKYPEHTHOK Nepesarow
ONs CyHaCHUX roTesibHUX MignpUEMCTB. AHani3 HaBeOeHNX OaHUX CBiAYNTb, WO Be3KOHTaKTHI
naaTexxi MaloTb KOMMIEKCHUA NO3UTUBHNI BMJIMB K Ha FOCTEN, TakK i Ha AiANbHICTb roTento.
BoHM ogHOYaCHO NiABULLYIOTb WBUAKICTb | 3py4HICTb 06CnyroByBaHHS, 3abe3nedytoTb 6e3neky
TPaH3aKUin i cNnpusaoTb POPMYyBaHHIO MO3UTUBHOIO AOCBiIAY B3aeEMofii 3 3aknagom. OTxe,
6Ee3KOHTaKTHI NAaTi>XXHi TEXHONOrIi € Ba)K/IMBOIO CKIaf0BOK Cy4acHOro cepsicy B iHAYCTpIi
FOCTUHHOCTI. BOHW He nuLwe cnpoLLyoTh NpoLec po3paxyHkis, a n OPMYOTb HOBUIN piBEHb
B3a€EMOJIi 3 FOCTEM, OPIEHTOBAHWI Ha LUBUAKICTb, KOMMOPT i 6e3neky. ix akTusHe
BMNPOBaA)XEHHSA CrPUSAE NiABULWEHHIO KOHKYPEHTOCMPOMOXHOCTI MigNPUEMCTB i Bignosigae
CYYaCHMM OYiKyBaHHSM KJIEHTIB, sKi aepani 6inbwe UiHYOTb UNDPOBiI Ta 6E3KOHTAKTHI piLLEHHS.
2.3. ToCTbOBI NMporpamMu JI0ANLHOCTI Ha OCHOBI LN(POBUX pilleHb Lindposi nporpamMmun 108/1bHOCTI
CbOroAHi - e B>XKe He NpoCcTo cuctema 6aniB abo 3HMKOK. M0 CyTi, Lie IHCTPYMEHT, Yepes KN
rotenb abo pectopaH BMOYOOBYE MNOCTIMHUA KOHTAKT i3 rocTem. BoHn npauotoTb Yepe3 MobinbHi
hnoaaTku, - cnctemu, 6oHYCHI NnaTgopMn i O3BONAIOTL HE TillbKN (PiIKCYBaTU aKTUBHICTb
KJIiEHTA, a W pearyBaTu Ha Hel. To6bTo 3aknajg He NPoCcTo

B 3HangeHo nocunaHb: 0% id: 21
«Haropoo)Xye»,

a2 HaMaraeTbCA Kpalle 3p03yMiTu, WO CaMe BaXKJINBO AN KOHKPEeTHOI ntloanHn. Taki nporpaMu
CTann 3BUYHOIO YaCTUHOI CepBiCy, TOMY LLO CaMi roCTi 3MIHUAW CBOI OYiKyBaHHSA. AKLLO paHile
6ys10 4OCTaTHLO 3HWXKM abo BoHyCiB, TO 3apa3 LUbOro Maso. Jllogan O4iKyTb, WO A0 HUX ByayTb
CTaBUTUCHA He AK A0 BCiX, @ 3 ypaxXyBaHHAM iXHiX BnogobaHb - Hanpuknag, 3anponoHyoTb Te, Lo
BOHM BXe obupann paHiwe, abo nanyTb 6inbw BUrigHi yMOBM came ans HMX. OCTaHHi
DOCNIAXKEHHS AKpas i MOKa3ylThb, O MPOorpamMm N0SbHOCTI 3MIHIOIOTLCA B LLbOMY HanpsMKy.
BoHM NOCTYNoOBO NepexoaaTb Bif NPOCTUX cxeM 45

u 3HangeHo nocunaHb: 0% id: 22
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«HaKoOMn4inB - oTpuMaB>»

00 BinblU rHYYKNX CUCTEM, A€ Ba)KJIMBY POJb Bifirpae nepcoHanizauisa. 3aknagm aHanisyTb
OaHi Mpo rocTen i Ha OCHOBI LLbOro GOPMYIOTb MPOMNO3MKLII, IKi peasbHO MOXYTb 3aUikaBUTn. Y
pe3ysbTaTi KNIEHT OTPUMYE He NpocTo 6oHYC, a Woch 6inblw gopeyHe i KopucHe gns cebe. Tomy
3apas JI0SJIbHICTb BU3HAYaETbLCA HE CTiNIbKN KiNbKiCTO 6aniB, CKiIbKN TUM, HACKiNIbKWN TiCTb
BigYyBa€ yBary Ao cebe. AKLi0 cepBic NiANAWTOBYETLCA Ni4 HLOrO - BiH MOBEPTAETLCA. AKLLO Hi
- HaBiTb 3Ha4Hi LiHOBI 3HVMXXKN HE 3aBXXAW NpautotoTb ehekTmneHo [38]. Lndposi nporpamu
NOSNIbHOCTI - LUe He 0f1Ha OKpeMa CMCTeMa, a Uinmn Habip iIHCTpyMeHTIB, AKi MpaulolTbh Pa3omM.
BoHn noeaHytoTb MOBiNbHI 4oAaTKN, CanT, i HaBiTb BHYTPIiLIHI cnctemun rotento, wob
36upaTn iHHOopPMaLLto NPO rocTs i BAKOPUCTOBYBATWU 1i B pobOTi. 3a paxyHOK LIbOro 3aknag
6a4nTb He TiNibkK hakT BPOHIOBaHHSA, @ 1 MOBEAIHKY KJIIEHTA: K 4acCTO BiH NPUDKOXKAE, WO
obupag, CKiNbKN BUTPAYaE i K pearye Ha npono3uuii. Peanisauis Taknx nporpam 4yepes [onaTku
abo Ja€ 3mMory aBTomaTmsysaTn 6a30Bi pedi - HapaxyBaHHSA 6aniB, 061ik 6OHYCIB, PO3CUSIKN.
Ane ronosHe He B LbOMY. OCHOBHa LiHHICTb Y TOMY, WO Li CACTEMU O03BONAIOTL pobUTU
npono3unuii He

ﬂ 3HangeHo nocunaHb: 0% id: 23
«ONs BCiX»,

a nig KOHKPETHOro rocta. To6bTo 3aMiCTb CTaHOAPTHOI 3HV)KKWU KJIEHT MOXXe OTpUMaTKh Te, Lo
peanbHO BiAgMNoBigaE noro iHTepecaM. Llmdposi pilleHHA 003BONAIOTb BIACTEXYBATU aKTUBHICTb
rocTs Mal>Ke B peasibHOMY 4Yaci. Hanpuknag, cuctema 6a4ynTb, K 4acTo foanHa BPOHIOE HOoMep,
Y KOPUCTYETLCSA PECTOPAHOM, Y/ pearye Ha akuii. TakoxX ikcytoTbca binblw apibHi peyi -
Hanpuknag, KU TUn Homepa obnpaeTbcsa abo AKi 4OAaTKOBI NOCNYrM 3aMOBAAOTLCA. Ha OCHOBI
LUboro opMyeTbCs 6inblL TOYHA KapTUHa MOBEAIHKN KJTiEHTA, | BXXe nig Hel nigbupatoTbca
npono3uuii. Lle MoxXyTb 6yTn nepcoHanbHi 3HMXKW, BOHYCK 3a NOBTOPHI Bi3UTK, cNelianbHi
YMOBW A1 MOCTiINHUX rocTen abo HaBiTb OKPeMi MakKeTn NOCAYr - Hanpuknag, CiMenHi Ym
POMaHTUYHi. YaCTO BUKOPMCTOBYIOTbLCSA | MPOCTI, afie fi€Bi pedi - NoAapyHKN 00 AHSA

HapOL KEeHHS, aKLii o cBAT abo iHAMBIAYanbHI Npono3uLii B

84 3HainpeHo nocunarb: 0% id: 24
«MEPTBUI CE30H>.

46 Y nifcyMKy Taki nporpamMm NpauiooTb He K

84 3HaipeHo nocunatb: 0% id: 25
«BOHYyCHa cncTtema»,

a 9K IHCTPYMEHT, KM AoNOMara€e yTpuMaTun KJliEHTa Yyepe3 yBary A0 Noro 3BM4okK i notpeb.
Came ue i fa€ peanbHUN eeKkT - NOANHA NOBEPTAETLCA He Yepe3 6ann, a TOMY LLO i 3pYYHHO i
MPMEMHO KOPUCTYBATUCSA CEPBICOM. ¥ CyYaCHMX Nporpamax J0sJbHOCTI BCe YacTiwe
BUKOPMCTOBYIOTb €1eMeHTn renmidikauii, wob 3pobuntn B3aemMogito 3 roctem 6inbll LiKaBOIO i

u 3HanaeHo nocunaHb: 0% id: 26
KXKNBOHK».
@AI generated text detected: ChatGPT 5.3, : 58,21% id: 27

Lle moxxe BUrnsgaTn Sk HakornnveHHsa 6anie, BiAKPUTTSA HOBUX PiBHIB, A0OaTKOBI 6OHYCK 3a
aKTUBHICTb abo y4acTb y cneuiasbHMX akuiax. Taki pedi npauoloTe 4OCUTbL NPOCTO: JlogNHA He
MPOCTO KOPUCTYETLCA NOCAyramMun, a Big4yBa€ NEBHUIN iHTEpPEC i HaBiTb a3apT, TOMY YacTiwe
MOBEpPTAETHLCS i B3aEMOAI€ 3 cepBicoM. [NapanesbHO 3 UMM BaXkJIMBY pOJib Bifirpa€ aHaniTuka
OaHnX. Cnctemm hikCyoTb, K CaMe MOBOAUTLCA FiCThb: WO obupae, konu BpoHIOE, Ha AKi
npono3uLii pearye. Ha ocHOBi LIbOro 3ak/1af MO)XKe He «BragyBaTu», a 6inbll TOYHO
MPOMNoHyBaTWU Te, L0 MOXXe 3aLuikaBuTn. Hanpunknag, SKLwo AanHa peryaspHO KOPUCTYETLCA
abo pecTopaHoM, in MOXXYTb 3aMpPoONoOHyBaTK CNeLliajbHi YMOBWU caMe Ha Ui nocnyru. Lle
BUra8a€ Bisibll OPEeYHO i He BUKJIMKAE BiAYyTTa HaB A3/MBOI pekaamMu. Y pe3ybTaTi Takui
nigxin npauke oapasy B KiflbKOX HanpsaMax. Mo-neplue, BiH CTUMYJIIOE MOBTOPHI Bi3UTU - FOCTIO
€ CeHc nosepTaTucs. MNMo-gpyre, 4acTo 3pOCTAE CepefHin YeK, TOMY L0 KJIEHT aKTUBHiLLe
KOPUCTYETbLCA AOAATKOBUMU nocayraMmu. Ane, MabyTb, HaBaXknuBiLLe - POpMYETLCA eMOoLLiHe
CTaBJIEHHA 00 3aKknagy. JllognHa BigvyBae€, WO 1l NaM’ATaloThb | MPONOHYOTh WOCh CaMe As1d Hel,
a e HanpsaMy BMJIMBAE Ha JI0A/IbHICTb. TOMY MOEAHAHHSA , MOBiNbHUX OOoOaTKIB i aHaNiTUKK
haKTUYHO LO03BOJISIE CTBOPUTU HE CTaHAApPTHY BOHYCHY nporpamy, a 6ifbll rHY4YKYy CUCTEMY,
fSKa NigfawToBY€ETbCA Nig roctd. CaMe Le i fa€e 3akiany peasibHy KOHKYPEHTHY nepeBary B
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cyYacHux ymoBax [7].

LndpoBi iHCTpyMEHTU NTOAILHOCTI 403BOJIAIIOTb CUCTEMHO 36upaTun i 06pobnsaTn CTPyKTypOBaHi
OaHi Npo rocTen, Wo BKAKYaloTb He nuwe 6a30Bi BigOMOCTI Npo BPOHIOBAHHA YM KOHTAKTHI AaHi,
a n peTtanbHy iHpopMauito npo 47 BnoaobaHHS, icCTOpito 3aMOBJIEHb, peaKLito Ha peknaMHi akuii,
AKTUBHICTb Yy MOBiNbHUX fOoAaTKaxX Ta YaCTOTY 3BEPHEHbD.

@AI generated text detected: ChatGPT 5.3, : 60,24% id: 28

Lle cTBOpIOE NOBHNI LNGPPOBUIA MPOPiSib KOXKHOIO KJIEHTA, SKUN € OCHOBOIO A8 TOYHOr0
aHani3y i NPUNHATTSA YNPaBAiHCLKUX pilleHb Yy cdhepi 06CcnyroByBaHHS. IHTerpauis Taknx gaHux
y -CUCTEMIN [03BOJISE CErMEHTYBATU KNIEHTIB 3@ Pi3HUMWN KPUTEPISMU: YacToTa
BiABiAyBaHb, cepefHin Yek, ynonobaHHSA Wwono TUny HOMepiB Y1 NOCAYr, y4acTb y nonepenHix
aKUiax Towo. 3aBASKN LLbOMY 3aKiag MoXXe (0OpMyBaTU LisIbOBI NPOMO3nuii 415 KOHKPETHUX
rpyn rocTen, Hanpuknag, crneuiasibHi 60HYCKM ANA NOCTINHUX KNIEHTIB, MEPCOHAIbHI 3HVMXXKN Ha
ynobneni nocnyru, akuii 4o oHA Hapoa)xeHHS abo CBATKOBI NakeTun. KpiMm Toro, ui AaHi oatoTb
3MOry BrnpoBag)XyBaTW iHOMBIOYai30BaHi MporpaMy KOMyHiKauin, Hanpuknag, aBTOMaTUYHI

-NOBiAOMJIEHHA Yepe3 MObiNbHI 4oOaTKM, NepCoHaNi30BaHi -PO3CUJIKU Y1 CReLianbHi
HaragyBaHHS MPO MOC/AYrU, O LiKaBi KOHKPETHOMY roCTio. Takui Nigxin nigcuane eMouinHuin
3B'S130K rocTs 3 bpeHaoM 3aknany, hopMye BiA4yTTS NEPCOHaNIbHOI yBaru i TypboTu, Wwo
6e3nocepenHbLO MiABULLYE PiBEHb 3a40BOJIEHOCTI Ta JIOASILHOCTI. BNpoBag)XeHHS LngpoBux
TEXHOJI0TiN y NpOrpamMun I0AJbHOCTiI A03BOJISE HE IULLE ONTUMI3yBaTU MapKETMHIOBI MpoLecuy,
a N nigBuvLLyBaTN eDEKTUBHICTb MpoAaxiB: 36iNbLUYETLCA CepefHi YeK, 3pOCTaE NOBTOPHE
BiABIOyBaHHSA, @ TAKOXX MOKPALLYETLCA penyTaLisa 3akaagy cepes HOBUX | MOCTIMHNX KJTIEHTIB
[7].

Lle pobuTb iHAMBIAYyani3zoBaHU CePBIC Ha OCHOBI AaHUX Ba)KJIMBUM CTpaTeriYyHUM iHCTPYMEHTOM
KOHKYPEHTHOI nepeBarn B Cy4aCHOMY rotefibHo-pecTtopaHHoMy bi3Heci. Cy4acHi roteni genani
AKTUBHILLE BUKOPUCTOBYOTb LUMGPPOBI MeEXaHIKK ANS NiABULEHHSA NOAIbHOCTI rOCTEN.
BukopuctaHHs -cnucTem, MobinbHMX A0OaTKIiB Ta NepCcoHaNi30BaHUX CEPBICIB A03BOSE
36mpaTun aaHi Nnpo BnogobaHHSA rocTen, aBTOMaTU3yBaTU HapaxyBaHHsS BOHYCiB Ta NponoHyBaTn
iHOMBIAYasbHI NakeTn nocnyr. Lle ¢hopMye Big4yTTAa NepCcoHasbHOI yBarn, CTUMYJIIOE NOBTOPHI
BiABiAYyBaHHSA i NiABULLYE cepenHin Yek, 3abe3neyyoumn KOHKYPEHTHI nepeBaru 3aknagy (tabn.
2.5). 48 Tabnuus 2.5 NMpuknaawn peanizauii LNPPOBNX MEXAHIK Y FOCTbOBUX MporpaMax
noanbHocTi Ungposa Onuc dyHKuioHany Mpuknag OdikyBaHU ehekT AN MexaHika peanisauii
roTento Ta roctsa IHTerpauis ABToMaTU4He HapaxyBaHHSA MOBHMIN LNKA yNpaBAiHHSA
60oHyCcHUX 6aniB 3a NPOXXMBAHHS, , TOANbHICTIO, CNPOLLEHHS Nporpam i3 nocnyru,
BiABiOyBaHHA 061Ky BMHaropon, pectopaHy; BeAeHHs icTopil CTUMYJTIOBAHHA
B6oHyCiB Yy €AMHOMY Npodifai MOBTOPHUX Bi3NTIB -nosigomMmneH MobinbHi gogaTkm
36inbLUEeHHS 3a1y4eHOCTi HA NPO aKuil Ta HaaCUNalTb rocTs, NigBULLLEHHS creLuianbHi
rMepcoHasizoBaHi ( ), MMOBIpPHOCTiI 6pOHIOBaHHSA, NMPONO3ULLiTi CNOBILLEHHS MPO 3HMXXKN,
CTUMYJIIOBAHHA CBATKOBI BOHYCH, YHiIKaNbHi CMNOXUBAHHA [OOATKOBMX NakeTu nocayr
nocnyr MNepcoHanizoBaHi PopMyBaHHA crnewliasibHNX MigBULLEHHS eMOoLiHOro
nakeTu Mocayr NPorno3unLin Ha OCHOBI 3a[0BOJIEHHS, IOSNLHOCTI iCTOpIi B3aEMOAIiN:
MOBTOPHI ( ) Ta cepeHbOro 4Yeky; Bi3nTN, ciMenHi abo , bopMyBaHHS
POMaHTUYHI MakeTn iHOMBIAyanbHOro OoCBiay rocta Oxepeno: [7; 14; 23]
BnpoBag)XeHHS LN(POBUX MEXaHIK Yy MpOrpaMun f10SbHOCTI AO3BOJISE FOTENAM HE fnLle
aBTOMaTmn3lyBaTh 0671ik BOHYCIB | KOMYHiKaLin 3 rocTaMu, a 1 PopMyBaTU NEPCOHaNI30BaHUN
CepBic, WO NiaABULLYE 3a40BOJIEHICTb, MOBTOPHI Bi3UTN Ta cepeHin 4yek. IHTerpauis ,
-CMoBiWeHb Ta iIHAMBIAYaNIbHUX NAKeTIB NOCAYr CTAa€ KAOYOBMM iIHCTPYMEHTOM MNiOBULLLEHHS
KOHKYPEHTOCNPOMOXXHOCTI Ta JOBrOCTPOKOBOI IOANLHOCTI KNi€EHTIB. 14 6isbll HA0YHOr O
PO3YMiHHSA TOro, AK LMAPOBI NporpaMmu NosASbLHOCTI BMJINBaKOTb Ha NOBEAiHKY roCTen, A0Li/IbHO
PO3rAAHYTN OCHOBHI pe3ynbTaTun iX 49 3acTocyBaHHA. Taknn nigxia 0O3BOJISE OLIHUTK He fnLe
MapKeTUHIOBY CKJIaAOoBY, a N MPaKTUYHUN eeKT ANa AianbHocTi rotento (Tabn. 2.6). Tabanus
2.6 Bname ungposmx nporpam NosasbHOCTI Ha NoBefiHKYy rocTen Noka3Huk Mposs BNAUBY
Pe3synbTaT ong rotento 3poCTaHHA KinbKoCTi NOBTOpPHI BiaBiAyBaHHSA MNepcoHani3zoBaHi
npono3unuii 6poHtoBaHb CTMyNOBaHHA foAaTKoBUX CepeHin 4yek 36inblueHHs goxony nNocnayr
-MOBiAOMNEHHSA, AKTMBHILWLa B3aEMOAis 3 3aNy4veHicTb renmidikauis bpeHaom
3a80BosIeHICTb IHOMBIAYanbHWUA Niaxig Mo3nTUBHI Biarykn BuHaropoaun Ta JIoSnbHICTb
[ OBrocTpoKoOBi BigHOCMHW nepcoHanisauisa Oxxepeno: [7; 14] K BWOHO 3 HaBeAEeHUX OaHUX,
UM poBi MporpamMu JIOSIbHOCTI MaloTb KOMMJIEKCHUIA BMNJIMB Ha NOBeAiHKY rocTen i hiHaHCOBI
pe3ynbTaTn 3akaagy. BoHU CTUMY OO TE NOBTOPHI Bi3UTK, NiABULLYIOTbL CEPeaHi YeK i piBeHb



https://plagiarism-detector.com 21/34

3aJly4EeHOCTIi, @ TaKoXX (POPMYIOTb NO3UTUBHUIN O0CBIA B3aeEMogii 3 bpeHOoMm. Y nigcymky ue
CMPUSE 3MiLLHEHHIO JOBrOCTPOKOBUX BiAHOCUH i3 KJIEHTaMWM Ta MigBULLYE
KOHKYPEHTOCMNPOMOXXHICTb MignpuemMcTsea. Baknnemm hakTopom epeKTUBHOCTI LMPpPOBUX
nporpam NoSANbHOCTI € 9KiCTb yNpaBniHHA AaHMMK rocTen. CyYacHi -CUCTEMU O03BOMAOTb
06’eaHyBaTK iHopMaLito 3 Pi3HMX AXepen - BpoHioBaHHSA, MOBINbHI AoAaTKK, -cucTemum,
OHNalH-KaHannm - y eguHy 6a3y. e 3abe3neyvye LinicHe po3yMiHHA NOBEAIHKMN KJTiEHTA i
003BoJsI€E hopmyBaTK BiNlbl TOYHI MAapPKETUHIOBI pilleHHS. [oCaig»XeHHS NoKa3yloTb, Lo
LeHTpahi3auia gaHnX i IX akTUBHE BUKOPUCTAHHA CNPUAIOTb NiABULLEHHIO €DEKTUBHOCTI
KOMYHiKaLin Ta 3poCTaHHI0 goxoais nignpuemctia [32]. 50 CyYacHi rocTi o4iKytoTb, WO CEpPBIC
6yne aganTtoBaHWM caMe Mif HUX, @ He 3aNPONOHOBaHUN Yy CTaHJ4apTHOMY hopMaTi.
MepcoHanisauisa A03BOJISIE BpaxoByBaTW NnonepeaHin noceig nepebyBaHHS, iHTepecn Ta 3BUYKN
KJIIEHTA, O CTBOPIOE BiA4YyTTH iHOMBIAYa/ibHOrO Migxony. 3a pe3ysabTaTaMun OOC/iAXKEHb, MoHag,
70 % CnoXxmBayiB O4iKyOTb NEPCOHaNi30BaHOr0 CEPBICY i HEraTUBHO pearyTb Ha NOro
BiACyTHicTb [53]. Came ToMy nporpamMu sI0SbHOCTI CbOroAHi TiCHO NOB’A3aHi 3 aHaNITUKOIO
DaHUX i -TexHosorigsMn. EQeKTUBHI LNMPOoBi NporpamMmm N0ANbHOCTI MaloTb BaraTopiBHEBUN
BMJIMB Ha MoOBefiHKY rocTen i oiHaHCOBI NoKa3HUKK rotenis. Mo-nepwe, BoHN 6e3nocepeaHbO
CTUMYJIIOIOTb NOBTOPHI BiABiAYBaHHS: rOCTi, IKi OTPMMYIOTb NepcoHanizoBaHi npono3undii, 6oHycu
abo BMHaropoau 3a y4acTb y nporpami, Big4yyBatoTb 0OAATKOBY LiHHICTb Bifd B3aeMogii 3
rotenem. Llen dakTop NiaBuLLYE NMOBIPHICTb MOBTOPHUX BPOHIOBaHb Ta (POPMYE CTIKUIA
naTepH BiABiAyBaHb KOHKPETHOro 3aknaay. MNo-gpyre, nporpamu J0sJbHOCTI NO3UTUBHO
BMJIMBaAOTb Ha cepenHin 4yek. MoCTi, 3auikaBneHi y Hakonn4eHHi 6anis abo oTpMMaHHiI
cneuianbHUX BUrog, YacTilwe KOPUCTYIThCA 404aTKOBMMM NOCAYyraMm roTesnto - Bif 3aMOBJIEHHSA
obcnyrosyBaHHA B HOMEpP A0 BigBiayBaHHSA pecTopaHy 4m CMA-koMmnnekcy. Takun epexkT
CMOCTEPIraETbC AK Y Mepe)XeBux rotensx, Tak i B JIOKaJbHUX 3aKaagax, Wo BNpoBagKYIOTb
iHHOBALLIHI -piweHHs [14]. Knto4oBUM YNHHUKOM OOBrOCTPOKOBOI IOSANLHOCTI €
rnepcoHarsisalis BUHaropod Ta KoMyHikauin. NpocToTa y4acTi, peneBaHTHi npono3nuii
BianoBigHO A0 ynogobaHb rocTs, iHTerpauiqa ictopii 6poHioBaHb Ta NOBEAiIHKOBUX OaHUX Yyepes
-CNCTeMIN NiABULLYIOTb EMOUINHUIA 3B'A30K MiX roctem i bpeHgom rotento. Kpim Toro,
eneMeHTun renmigikauii - Hanpuknag, 6oHyYCHI piBHIi, cneuianbHi YeneHa ki abo Haropoau 3a
MeBHY aKTUBHICTb Y A0AAaTKY - 36i/bLUYOTb 3a/ly4eHICTb | MOTMBALLIO A0 MOBTOPHOIO
BUKOpPUCTaHHA cepsicy. Cy4acHi TpeHan 2025-2026 pp. NiATBEPOXYIOTb, WO yCNiX LndpoBux
nporpam JIOSSIbHOCTIi BU3HAYAETbCSA HE INLLIE TEXHIYHUMN PilLEHHAMMW, @ N KOMIMJIEKCHOLO
CTpaTerielo nepcoHanisauii, iHTerpauii gAaHUX i NOCTINHOro OHOBJIEHHS Nporno3unuin [23].
BucokoethekTUBHI Nporpamm f0s/IbHOCTI 30aTHI 51 hopMyBaTU CTINKY KJiEHTCbKY 6a3y,
MigBULLYBATUN KOHKYPEHTOCMPOMOXXHICTb 3aKNafiB Ta CTBOPIOBATU NO3UTUBHNIA OOCBIL rocTs,
AKNN CTAE KJKYOBUM YNHHMKOM (POPMYBaHHSA AOBrOCTPOKOBUX B3AEMUH | MOBTOPHUX
6poHIOBaHb. CBIiTOBUM PUHOK CUCTEM YMPaB/liHHA JIOANbHICTIO AEMOHCTPYE CTabiflbHe 3poCTaHHS,
O MigTBEPOXKYE aKTYyas/IbHICTb TaKUX TEXHOMONIN y cy4acHoMy Bi3Heci. 3a NnporHo3amu
aHaniTuKiB, 0b6CAr pUHKY Nporpam JIoSNbHOCTI MPOAOBXNTb aKTUBHO 3pOCTaTK Y Hanbamxui
POKMW, WO MOB’'A3aHO 3i 36iblLUEeHHSAM NoONUTY Ha NepcoHani3oBaHi CepBiCM Ta PO3BUTKOM
umndposux nnatgopm [46]. Lle cBig4NTb NPO Te, WO iHBECTULIT Y TaKi CUCTEMU € CTPaTErivyHo
Ba)XKJIMBUMW 4NA NiIANPUEMCTB FOCTUHHOCTI. lMonpu o4eBMAHI NepeBaru, BNpoBagXeHHS
UM pPOBUX NPOrpaM JI0SSIbHOCTI HE € MPOCTUM NpPOL,ECOM i NoTpebye NeBHUX pecypcCiB Ta
nigrotoBku. Nepenycim ue giHaHCOBI BUTPaTW - 3akyniBasa abo po3pobka nporpamMHoOro
3abe3neYvyeHHs, NOro HalawTyBaHHSA, NiATPUMKa Ta OHOBAEHHSA. [na 6araTbox 3aKnagis,
0CcobNMBO HEBEJIMKUX, LLe MOXKE CTATU CTPUMYIOYMM hakTopoM. OKpeMy CKNafaHiCTb CTaHOBUTb
iHTerpauisi pisHUX CUCTEM MiX cobolo. , , MOBiNbHI gooaTKM Ta MAaTiXKHI pPilLEHHA MalOTb
npautoBaTu K EAMHA CUCTEMA, iHaKWe eheKTUBHICTb MporpaMm CyTTEBO 3HMXKYETbLCA. Ha
NMPakTULI Le YacTo noTpebye 0O0AaTKOBOro Yacy, TEXHIYHOI NiATPUMKN Ta aganTauii nig
KOHKpPeTHUIM 3aknapg. He MeHLW Ba>kNIMBUM € MUTaAHHA 3aXUCTY NEPCOHAsIbHUX OaHWUX FrOCTEN.
OCKinbKn NporpamMmm N0AJIbHOCTI NPaLO0Th i3 BEJIMKOK KiNbKICTHO iHpopMaLil (KOHTaKTu, icTopis
6poHIoBaHb, hiHaHCOBI onepaduii), HeobxigHo 3abe3neynTn ii 6e3nedHe 36epiraHHA Ta 06pobKy.
Lle BMMarae ooTpuMaHHSA BiAMOBIAHMX CTaHAAPTIB i MOCTINHOrO KOHTPOJtO 3 BOKYy NiANprUEMCTBA.
KpimM Toro, epeKTUBHICTb TakKMUX NPOrpam 3Ha4YHOK Mipoto 3a/1€XXKUTb Bif TOr0, HAaCKiNIbKKN
NpaBUSIbHO BUKOPUCTOBYIOTbLCA 3ibpaHi AaHi. poCcTo HakKonNM4YyBaTKW iHOpMaLilo HeEAOCTAaTHbLO -
Ba)KJIMBO BMIiTW 1i aHani3yBaTuM i 3aCTOCOBYBaTW Ha nNpakTuui. Lle, y cBoto yepry, notpebye
MiAroTOBJIEHOr0 NEPCOHaly Ta PO3YMIiHHS MPUHUKMNIB PO6OTU 3 KNIEHTCbKUMN AaHUMKN. 52 Pa3om
i3 TUM, Monpwu BCi Ui TPyAHOLLi, NPaBWbHO BNPOBaL XeHi LMGPOBi MporpamMmm N0SAbHOCTI AatloTb
BiAYYTHWIA pe3ynbTaT i BUNPaBOOBYIOTb BKAaAeHI pecypcn. logaTok B Ha04YHO AEMOHCTPYE iX
MPaKTUYHUI ePeKT, 30KpEMa 3pOCTaHHA MOBTOPHMX BiABiAYyBaHb i CEpeAHbLOro YeKy, Lo
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NigTBEPAXKYE OOUINIbHICTL BUKOPUCTAHHSA TaKNX pilleHb Y Cy4aCHOMY roTesibHO-pecTopaHHOMY
6i3Heci. OTXe, undpoBi NporpamMmm N0AALHOCTI BUCTYNalOTb OAHUM i3 KJ/IHOYOBUX iIHCTPYMEHTIB
Cy4aCHOro cepBicy B iHAYCTpPii FOCTUHHOCTI. BOHM 003BONAIOTbL HE NULLE YTPUMYBATWU KJTIEHTIB, a
n dopMyBaTW iHOMBIAYaNbHWUA OOCBiO B3aEMoAii 3 bpeHaoM. BukopuctaHHS -CUCTEM,
aHanNITUKN JaHUX | MepcoHanizoBaHMX Npono3uLin 3abesnedye NiaoBULLEHHS 3a40BOJIEHOCTI
rocTen, CTUMYJIIOE MOBTOPHI BiABIAyBaHHSA Ta CTBOPIOE CTiMKi KOHKYPEHTHI nepesaru
nignpuemcTBa. 2.4. BnanB cepBic-OpiEHTOBaAHMX iHHOBALLIM Ha OOCBiA, 3a40BOJIEHICTD i
NOANLHICTb rocTen Y cyvacHin iHayCcTpil TOCTUHHOCTI LM@POBi iIHHOBALi - Taki AK LN POBI
peuenuii, be3KOHTaKTHI NiaTeXi Ta NporpamMn JNoANbHOCTI - AaKTUYHO 3MiHIOKTb caM nigxin oo
obcnyroByBaHHS rocTen. BoHM BXXe He CNpUMatloThCA SK LWOCh AoAaTkoBe abo

u 3HangeHo nocunaHb: 0% id: 29
«iHHOBaUiNHe 3apagn iHHOBaLin»,

a CTaloTb 3BUYHOK YAaCTMHOK CepBicy. 3aBASAKM iM NPOLECU CTalTb NPOCTILLNMU, LUBUALWNMNA i
6inbLW 3p0o3yMiNMMN ONsA KNiEHTa, a cam AocBig nepebyBaHHA - 6inbl KOMGopTHUM [36].
Ba>knneo 1 Te, WO Ui TEXHOOTIT BM/IMBAOTb He Ti/IbKN Ha opraHisauito poboTn 3aknaay, a n Ha
Te, AK FiCTb eMOLINHO CMPUNMAE CepBiC: BIACYTHICTb Yepr, WBMAKa onsiata, MOXJIUBICTb yce
3pobunTun Yyepes TenedoH CTBOPIOIOTL BiAYYTTHA 3pYy4YHOCTi Ta KOHTPOJIO Had CUTyauli€l. 3apa3
MO>XHa roBOPMTU NPO Te, WO POPMYETLCA HOBUIM TUM B3aEMOLii MiXK rOCTEM i 3aKnagoM. BiH
6a3yeTbCS Ha TPbOX MPOCTUX peyax: WBUAKICTb, CAMOCTIMHICTb | mepcoHanisauis. Jlioan 3BUKNn
BMpiyBaTK BiNbWIiCTb NUTaHb Yepe3 cMapThOH, TOMY OYiKyOTb Takoro X NiaAxoay i Big rotenis
4YM pecTopaHiB. 3a 53 gaHuUMM cyYacHUxX gocnifgXeHb, noHan 70 % rocten HagatoTb Nepesary
3aKsiafaM, e OCHOBHI Mpouecu - Bif, 3acesieHHA 00 onJiaTn - MOXKHa WBWUAKO Ta 3py4HO
BUKOHaTN Yyepe3 MobinbHMM npucTpin [28]. Lie o3HavaE, Wo LNppPOBUA CEPBIC Y)Ke He €
KOHKYPEHTHOIO MepeBarot B KJlaCMYHOMY PO3yMiHHI, @ ckopille 6a30B0 BMMOrot. AKLLO0
3akflaZ He MPOMOHYE 3pYYHNX LUMPOBUX pilleHb, BiH PU3NKYE BUrNSAaTK 3aCTapiiuMm y
NOPIBHAHHI 3 iHWMMKW. BogHo4vac Ti roTeni, SKi akTUBHO BMPOBaL KYIOTb TaKi TeXHOOr I,
OTPUMYIOTb He NinLie Kpalli OLiHKK Big rocTten, a n GopmytoTb 6inbll CTiINKY NOSANBHICTD,
OCKifNIbKW BiAMOBiAalOTb peasbHUM 04iKyBaHHAM KNieHTIB. Lndposi peuenuii Ta MOBiNbHI
nonaTky pobnaTb Npouec B3aEMOAIl 3 roTesieM 3HaYHO NPOCTiWnUM i B6inblu 3po3yMinum gns
rocTs. fAkwo paHiwe 6inbLlwicTe Ain 6yna npue’sa3aHa A0 pecenwH, To 3apa3 6araTo npouecis
MO>XHa BMKOHATW CaMOCTINHO - LWBNAKO i 6€3 3aiBOro 04ikyBaHHS.

(M) Al generated text detected: ChatGPT 5.3, : 52,89% id: 30

Lle NoYMHa€ETbLCA LWe A0 NpUi3ay, KoK ricTb MOXKEe NPONTU OHMIalH-peECTpaLito, i
MPOOOBXYETLCA NiA Yac nepebyBaHHS - Yepe3 AOCTYN A0 Mocayr, iHpopmaLii abo 3aMoBJIEHb
MpsMo 3i cMapTdOoHa.

Ocob61BO BiAYYTHOI € Pi3HNLA Ha eTari 3aCesieHHs.
(&) Al generated text detected: ChatGPT 5.3, : 50,21% id: 31

Mo6inbHi pilleHHSA Ana 6€3KOHTaKTHOro BX04y A03BONAITb YHUKHYTU Yepr i hopMasibHUX
npouenyp, aKi 4acTo BUKAVKAOTb po3apaTyBaHHSA Nicaa OOPOru.

lNcTb oTpmMye KNo4Y abo gocTyn fo HoMepa 6e3 3aMmBMX KPOKIiB, a MepcoHas He
nepeBaHTaAXXEHUN Y FTOOUNHN MiK. Y NiACyMKY BUrpatoTb 06uaBi CTOPOHMW: KNIEHT EKOHOMUTb Yac, a
3aKknapg onTtuMisye poboTy. Kpim Toro, MmobinbHi cepBicy cnpouyoTb A40CTYN A0 AO0AAaTKOBUX
nocnyr. 3aMOBJIEHHS Ki, 3annc y , YTOYHEHHS OeTanen NpoXXnUBaHHA - yce Lie Mo>XHa
3pobuTn B KiNbKa KANikiB, 6e3 HeobxigHOCTi 3BepTaTUCS Ha peuenuito. Takuin Niaxia CTBOPHOE
BiAYYyTTH 3pYYHOCTi Ta KOHTPOJIO, WO MO3MTUBHO BMJINBAE Ha 3arajibHe BPa>keHH4 Bif
nepebyBaHHSA. lNpakTnKa NOKa3ye, WO BNPOBaAXXEHHSA TaKMX pilleHb peasibHO BMNJINBAE Ha
OLiHKY CepBicy. 3a pe3yJibTaTaMW OOC/iAXKEHb, BUKOPUCTAHHA MOBiNIbHUX - IHCTpyMeHTIB
MO>XKe MNiABULLIMTK piBeHb 3a40BosieHOCTi rocten Ao 30 %, a TakoxX 54 36iNbWNTU KiNbKIiCTb
NOBTOPHUX BpOHIOBaHb NPMBAN3HO Ha 25 % Yy NOPIBHAHHI 3 TpaaAuUinHMMK dopMaTaMm
obcnyrosyBaHHA [37]. Lle nigTBepOXye, Wo undpoBi peuenuii Ta MobinbHi 4oAaTKM - Le He
MPOCTO 3PYYHICTb, a PaAKTOP, KU HaNpPAMy BMJIMBAE Ha JIOASIbHICTb KJIEHTIB. BE3KOHTaKTHI
naaTexi Ta undpoBi CepBicK CbOroaHI CMPUNMAaTbCA HE MPOCTO K 3PYYHICTb, @ K HOPMaJibHa
YaCTWUHa SKicHoro obcnyrosyBaHHA. 1A rocta Bakameo, Wo6b onnaTa npoxoanna wWBMOkKo i 6es
3anBuX Oin, 0cobnMBO B CUTYyaLisiX, KONM BiH HE X04Ye BUTpPavaTu Yac Ha popMasibHOCTI.

(M) Al generated text detected: ChatGPT 5.3, : 58,54% id: 32
MOX/UBICTL po3paxyBaTUCs TenedoHOM abo KapTKO B OAUH AOTUK 3HAYHO CMPOLLYE Liei
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npouec i pobuTb NOro Mam»xe HeMOMiTHUM. OKpPeEMO BapTo Big3Ha4YnTn chakTop 6esnekun. Micns
naHAaeMii 6araTto rocTten 3BepTaloTb YBary He JINLWE Ha WBUAKICTb, a N Ha TiriEHIYHICTb cepaicy.
Be3KOHTaKTHI pilleHHS 003BOMIATb MiHIMI3yBaTy i3nyYHY B3aEMOLIiI0 3 NepcoHasnioM abo
TepMiHalaMu, WO CTBOPIOE BiavyTTs 6inblIOro KOHTPOJIIO i cnokoto. CaMme ToOMy Taki cepBicu, K

-MeHto, M0bBinbHI ramaHui abo oHManH- onaaTa, CNPUAMaKTbCA NO3UTMBHO. 3@ pe3ysibTaTaMu
nocnipxeHb, 611M3bko 70 % rocTen OUiHIOTL TaKi pilleHHA SK BinblU 3pYYHi, OCKiIbKN BOHUK
CKOPOYYIOTb YacC 0YiKyBaHHS i 403BOJIAIOTbL 30CEPEAMTUNCHA HA CaMOMY BiAANOYMHKY, @ HE Ha
TEXHIYHUX MOMeHTax 06cnyroByBaHHS. Y pe3ynbTaTi 6€3KOHTaKTHI naaTexXi BNANBAOTb He
TiNIbKN Ha WBUAOKICTb PO3PaxyHKY, a 1 Ha 3arasibHe COpUNHATTS cepBicy. [NicTb MeHLe
BiABOJIIKAETLCA Ha OpibHI Nnpouecn i oTpuMye GinbLu LinicHWA, KOMGOPTHUIA O0CBIA
nepebyBaHHSA. LLLo CTOCYETHLCA Nporpam N0A/LHOCTI, TO IX POJb Y Cy4aCHOMY roTesIbHOMY
6i3Heci 3Ha4YHO 3pocsia. BoHn Bxxe He obMexytoTbcs 6oHycaMun, a PakTUYHO CTaloTh
iIHCTPYMEHTOM NobyA0BM AOBFOCTPOKOBUX BiAHOCUH i3 KNIEHTOM. 3aBASAKN BUKOPUCTAHHIO
OaHNX MPo NOBEAIHKY FOCTEeN 3aKiag MoXKe NPOoNOoHYBaTU He 3araibHi akLlii, a 6inbll TOYHI i
AOpPEeYHi BapiaHTM - Ti, WO AINCHO LiKaBi KOHKPETHIN N0 gNHI.

Lle npautoe AOCUTb NPOCTO: KONU MiCTb OTPUMYE NPOMO3MLIi, AKi BiAMOBIAAIOTb NOro
BrnoaobaHHAM, BiH BigdyBa€ yBary o cebe. Came ue i ctuMmynioe 55 noBTOpHi BizuTn. Kpim Toro,
Taki nporpaMu BnJnBalTb i HA CepefHin YeK - KNIEHTU YacTile KOPUCTYITLCA 404aTKOBUMU
nocnyramu, kwo 6avaTb y LbOMY A0AATKOBY BUroAy, Hanpukiag HakonnyeHHs 6oHyciB abo
[OCTyn Ao cneuianbHUX yMoB. Y NigCcyMKy LMGPOBi NporpaMn f10sabHOCTI A03BONIAOTL HE NuLle
yTPUMaTU KJi€HTA, @ N 3pobuTn noro BinbLu 3any4eHum o cepsicy. Lle hopmye cTabinbHumn
iHTepec 40 3akJaay i MOCTYMOBO NMepeTBOPIOE PAa30BOro roCTs Ha MOCTINHOMO [36]. 3B’'A30K MiX
iHHOBALiAMM Ta 3a40BOJIEHICTIO FOCTEN OOCUTb MPOCTUN, AKLLO NOAUBUTUCA Ha HLOIO 3
NPakKTUYHOI TOYKM 30py. Konm npouec o6cnyropyBaHHSA CTa€ WBUALWUM i 3pO3YMisTiLLNM,
3HMKAlOTb Ti APiOHI HE3PYYHOCTI, AKi 3a3BMYal NMCYOTb BPAaXKEHHSA: Yepru, 3aTPUMKWN,
HeobXigHICTb WOCkb YTO4YHIOBaTK abo YekaTun Bignosigi. Llndgposi cepeicn skpa3s i npnbupaioTb Li
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- FiCTb WBMALWE OTPUMYE NOTPiIGHY iHpopMaLito, MOXKe CaMOCTINHO BUPIWNTK BiNbWIiCTb NUTaHb i
He 3aNeXNTb Bif 3anBuX hopMasibHOCTEN. Y pe3ybTaTi NoKPaLLYETbLCSA PYHKLIOHaNbHa CTOPOHa
CepBicy - yce npaute WBnaKo, Y4iTko i 6e3 360iB..

(A Al generated text detected: ChatGPT 5.3, : 54,65% id: 34

Ane He MeHLL Ba)kKJIMBO, LLLO Lie BMJIMBAE | HA eMOLNHE CNPUNHATTA. Konu NIoAnHI 3py4HO, KoK
BOHa He BUTpPaYa€E 4YaC JapeMHO i Big4yyBaE, WO CEPBIC NigNallTOBYETLCS Mifg Hel, POpMYEThLCSA
MO3UTUBHE CTaBJIEHHA A0 3aknajy. 3'aBASAETbCA BiAYYTTS, LLO NMPO roctsa nogbanu, HaBiTb AKLLO
BiH B32a€EMO/I€E He 3 NepcoHasioM, a 3 TEXHOJIOTIEIO.

CBiTOBa NMpakKTuKa Ue NiaTBepa)Kye. FoTeni, 9Ki akTUBHO BNPOBAaAXYOTb LNGPOBi pilLeHHS,
3a3BMYal OTPMMYIOTb KpaLli OLiHKM Bif, rOCTEN | MaloTb BULLWIA piBEHb NOBTOPHUX BPOHIOBAHb.
Hanpuknan, mob6inbHi nogaTku, SKi NOEQHYIOTb -in, onaaTy i nporpamy s0S/1bHOCTI, 3Ha4YHO
cnpowyoTb NnepebyBaHHA KAiEHTa. JIloAWHI He NoTpPibHO Wopa3y 3BepTaTUCA 4O peuenuii -
6iNbLWICTb NMMTaHb BUPILLYETLCA CAMOCTINHO | WBUAKO. TaKi MigxoAmn BXXe BUKOPUCTOBYIOTLCS AK Y
BEJIMKNX MiXKHapOOHUX Mepexxax, Tak i B OKpeMux rotensax, Aki HamaraloTbCs MigBULLUNTK piBEHb
cepBicy 3a paxyHOK TexHoJorin. Y NiACyMKy ue Oa€ BiAYyTHUN pe3yfbTaT: 3poCTaE
3a[0BOJIEHICTb FOCTEN, BOHWN YacTille 3anMWatoTb MO3UTUBHI BIArYKN | NOBEPTAOTbCS 3HOBY.
TobTo 56 iHHOBAULiT BN/IMBaOTb He TiJIbKW Ha NMpoLecn BcepenuHi rotento, a n 6esnocepefHbo Ha
Te, K iCTb OUIiHIOE CBiM gocBig. Ans 6inblu Y4iTKOro po3yMiHHA BMJINBY iHHOBALLIMHUX TEXHOJIONIN
Ha AKiCTb 06CNYroByBaHHS AO0UIJIbHO y3araJbHUTW IXHi BNJIMB Ha KJIKOYOBI MOKa3HMKN CEPBICY
(tabn. 2.7). Tabnnua 2.7 Bname cepBiCHUX iHHOBALiN Ha MOKa3HUKN 06CNyroByBaHHA Pe3ynbTaT
ansa PesynbTaT Ansa IHHoBauia Bname Ha cepsic rocTa rotento CKopoyYeHHs Yacy Lesnake
3aceneHHs MigeunweHHs Undposi peuenuii -in 6e3 4yepr epeKTUBHOCTI Be3KOHTaKTHI
MpuckopeHHs CripoleHHs onnaTn KomgopT | 6e3sneka nnatexi 06cnyroByBaHHA 3pyyHICTb
3MeHLwWweHHsa [locTyn Ao cepsiciB MobinbHi gogaTkm ynpaBiiHHA HaBaHTa)KeHHS Ha 24/7
nocsayramu rnepcoHasn 3pocTtaHHsa MNporpamu MNepcoHanisauia IHAMBIAYa/lbHUA NOBTOPHUX
NOANLHOCTI cepBicy Nigxia 6poHoBaHb [porHo3yBaHHA PeneBaHTHI AHaniTUKa AaHUX
NigenweHHa goxoay notpeb npono3uuii CknageHo aBTopom Sk BUAHO 3 Tabaunui, cepsic-
OpIiEHTOBAHI iHHOBALIT BMJINBAOTb HE Ha OAWUH OKPEMUI acnekT poboTun rotesnto, a ogpasy Ha
KiflbKa Ba>KJINBUX CKNafoBmx. 3 ogHoro 60Ky, BOHW MOKpaLLyTb A0CBIA rocTsa - pobnaTte
06CnyroByBaHHS WBNALWMM, 3pYYHILLMM i Binbl iHAMBIAYaNbHUM. 3 iHLIOro - AOoMoMarawTb
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CaMOMy 3aKJlaZdy npautoBaTu ePeKTUBHILLE: 3MEHLWIYIOTb HaBaHTa)KEHHS Ha NepcoHan,
OMNTUMI3yIOTb MPOLIECU | A03BONAIOTb Kpalle opraHi3yBaTu B3aEMOLiO 3 KJiEHTaMW. Y pe3ynbTaTi
ui 3MiHM NpaMo BifobparkatoTbCA Ha 3a40BOJIEHOCTI FocTel i iXHboMYy Ha>kaHHiI MoOBepHyTUCA
3HOBY. 57 Ba>k/iMBO, WO BMJINB LIMGPPOBMNX TEXHOJIOTIN HE 0OMEXKYETLCS NMLLE BHYTPILLHBLOKO
opraHizauieto poboTu. BiH fobpe NOMITHMA i B oLiHKax rocten. [LOCNiAXXEHHS MOKa3yTb, WO
BNPOBag)XeHHSA MOBiNnbHOro -in, 6@3KOHTaKTHUX CEPBICIB Ta iHWNX LNMPOBUX pillEHb MOXe
MigBULINTLX piBeHb 3aA0BosIeHOCTi NpubnansHo Ha 20-25 %. KpiMm Toro, Taki 3MiHM 4acTo
Npu3BoAATb A0 36iNblWEHHS KiIbKOCTi NO3UTUBHUX BiAryKiB i MOBTOPHMX BpoHtoBaHb [50]. Le
O3Ha4ae, o iHHOBaLIl NpaulolTb He TiSIbKN SK iIHCTPYMEHT ONTKMi3auii npouecis, a n gk
haKTop, KNI BNAMBAE Ha CNPUNHATTA 6peHay. [NiCTb OLIHIOE He nLwe HOMEep 41 NoCayru, a
BeCb A0CBi4 B3aEMOAIT - Bif4 NepLloro KOHTaKTy A0 BUi3AY. | AKWO Uen A0CBiL 3pYHHUN i
npoayMaHuin, Le Hanpsmy BigobparkaeTbCA Ha NOro pilleHHi NoBepHYTUCS abo pekoMeHayBaTw
3aknaj iHwuM. BogHo4Yac BNpoBaAXXeHHS iHHOBALLi He 3aBXAW MPOXOANTb NPOCTO i noTpebye
BpaxyBaHHA pAAy NpakTUYHUX MOMEHTIB. Han4yacTilwe 3aknaan CTUKATbCA 3 TUM, WO HOBI
TexHoJorii cknagHo

84 3HaaeHo nocunanb: 0% id: 35
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y BXe iCHYlo4i cuctemn. Hanpuknag, , i NNATIKHI pilLEHHA He 3aBXAW opa3y KOPEeKTHO

MpauoTb PasoM, i e BUMarae 4o4aTKoOBOro 4acy, TEXHIYHOI MiATPUMKM Ta HanawTyBaHHSA. 3a
OaHuMn gocnipg»xeHb, 61n3bko 69 % rotenis Big3HavaloTb came npobnemy iHTerpauii AK ogHy 3
OCHOBHUX [40].

(A Al generated text detected: ChatGPT 5.3, : 64,87% id: 36

LLle oanH BaXkKNMBUIN acMNeKT - Lie nepcoHas. HaBiTb HarKpalli TexHonorii He fanyTb
pe3ynbTaTy, AKLLO0 CMiBPOBITHUKN HE PO3YMIilOThb, SIK i3 HUMUK MpaLutoBaTy. TOMY NiANPUEMCTBAM
OOBOANTLCA BKJaAaTWN pecypcn y HaBYaHHSA, aganTaLliio NpoLeciB i 3MiHy niaxoais oo
obcnyroByBaHHS. Y Aedkux Bunagkax Le notpebye HagiTb nepernany opradisauii po6oTtu, wob
TEeXHONOril peasbHO CAPOLLYBaan NpoLecu, a He ycknagHoBanu ix. Came Tomy LudpoBa
TpaHchopMaLia Mae ByTn HE TOYKOBOIO, @ KOMMIEKCHOK. Ba>k/IMBO He MPOCTO BNPOBaAMTun
OKPEMI iIHCTPYMEHTMU, a 3abe3neynTn ix y3rogxeHy poboTy i loriyHe BKAOYEHHS B 3arasibHy
CUCTEMY CepBicy. AKLLO X Lii YMOB/ AOTPMMaHI, pe3y/ibTaT CTa€E AOCUTb NOMiTHUM. CepBic-
OpiEHTOBAHI iHHOBALLil peasibHO 3MiHIOIOTb AOCBIA rocTsA: 06CNyroByBaHHS CTa€ 58 WBMALWLNM,
BiNnbL 3pYYHUM i THYYKUM, 3'ABNAETLCA BigYyTTa 6e3nekun Ta iHAWBIAyanbHOro nigxony. Y
NiACYMKY Lie NigBULLYE 3a0BOJIEHICTb KJIEHTIB, POPMYE iIXHIO NOSASBHICTb | BNJIMBAE Ha
penyTalito 3aknagy. A BXe Lie HanpsMy NoB’s3aHO0 3 KOHKYPEHTOCMPOMOXXHICTIO - Y CyYacCHUX
yMOBaXx CaMe SKiCTb AOCBiAY FOCTS YacTo CTa€ BUpiLanbHUM hakTopoM Bubopy. OTKe, cepsic-
OpiEHTOBaHI iHHOBALLil QOPMYIOTb HOBY Modenb 06CNyroByBaHHS, y AKil KJOYOBY pPoOJib
BiZlirpaloTh WBUAKICTb, 3pYYHICTL Ta MepcoHanisalis. Ix BNpoBaAXXeHHs [03BOJISE He NnLle
MOKPALLMTN OOCBIO FOCTA, @ W NiABULWNTN eheKTUBHICTb AiANbHOCTI NiANPUEMCTBA, Lo pobuTb
iHHOBALLiT Ba>X/IMBUM iIHCTPYMEHTOM KOHKYPEHTHOI 60poTbbr B CyYaCHi iHAYCTPIi FOCTUHHOCTI.
BUCHOBKM A0 Apyroro po3giny Y apyromy po3gini 6ysno po3rngaHyToO NpakTUYHE BUKOPUCTAHHS
CyYaCHUX CepBIiCHNUX TEXHOJOTIN Yy FroTeJIbHO-pecTopaHHOMY Bi3HeCi Ta NpoaHasi3oBaHO IXHin
BMJIMB Ha AOCBIA rocTen, piBeHb 3a40BOJIEHOCTI Ta NOANbHICTb KJIEHTIB. NpoBeaeHNn aHani3
rMokKasas, Lo undpoBi peuenuii CyTTEBO 3MiHIOIOTb NPOLLEC B3AaEMO/Ii 3 FOCTEM Ha eTamnax
3acesieHHsA Ta 06cnyroByBaHHA. BUKOpUCTaHHSA -, MOBiNIbHMX pilleHb Ta
iHTEerpoBaHMX CUCTEM YMpaBAiHHSA A03BOJIAE CKOPOTUTU Yac OYiKyBaHHS, 3MEHLUNTH
HaBaHTa>XeHHSA Ha NepcoHa i MigBUWNTK TOYHICTb 06/1iKy AaHuX. Y pe3ynabTaTi ricTb OTPUMYE
GinbL WBNAKUNA | 3pyYHUI CEPBIC, a 3aknag - 6isibll echeKTUBHY OpraHizauito poboTu.

Be3KoHTaKTHI NAaTiXXHi TexHosoril 3a6e3ne4yoTb NPOCTUN | LUBUAKMIA NPOLLEC PO3PAXYHKY, LLO
NO3UTUBHO BIMJINBAE Ha 3arajibHe Bpa)keHHH Bif cepBicy. BOHU He nnle eKOHOMAIATL Yac, a
CTBOPIOIOThL Bia4yTTa 6e3nekun Ta KOMGOopTY, LLO € 0COBNBO BaXKJIMBUM Y CyHaCHUX YMOBaX.
MowunpeHicTb Takux pilleHb i BACOKUIA piBEHb IX MPUNHATTA cepef rocTen ceigvaTb Npo Te, Lo
6e3KoHTaKTHa onJsaTa BXe CTajna cTaHgapTom obcnyrosyBaHHSA. 59 Undposi nporpamu
JIOANIBHOCTI, Y CBOIO Yepry, BUKOHYIOTb Ba>X/IMBY POJib Y (pOpMyBaHHI LOBrOCTPOKOBUX BiAHOCUH
i3 KNiEHTaMW. 3aBASKN BUKOPUCTAHHIO -cucteM, MobiNnbHUX O0O0AATKIB i aHANITUKKN OaHUX
3aK/J1Ia4n OTPMMYIOTb MOXXJIMBICTb MPOMNOHYBATKW iHAMBIAYabHi ymMOBU Ta 6oHycn, Wo
BignoBigaTb BNnogobaHHaAM roctei. Lle cTuMyntoe NOBTOPHI BiABiAYBaHHS, MiABULLYE CEpenHin
yek i PopMyE Binbll CTINKY N0ANbHICTb. OKPpeMO BCTAaHOBJ/IEHO, L0 MOEAHAHHSA Pi3HUX LNPOBUX
pilleHb - peuenuin, NnaTiXXHUX CepBiCiB i Mporpam NI0AJIbHOCTI - CTBOPIOE KOMIMNEKCHUN edheKT.
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BoHK ogHOYaCHO NOKpaLWyoTb PYHKLIOHaNbHY CTOPOHY CEpPBICY (WBNAOKICTb, 3pYYHICTb,
OOCTYMHICTb) i eMouinHe cCNpUNHATTS (BiAYyTTS yBaru, nepcoHanilauil Ta komgopTy). Came us
KoMbiHaLis € K0Y0BOO A1 POPMYBaHHSA MO3UTUBHOIO OOCBiAY rocten. Pa3om i3 TumMm,
BMPOBad)XeHHS iHHOBaLLi NOB'A3aHe 3 NEBHUMMW TPyAHOLLAMK, 30KpeMa HeobXiaHicTio iHTerpauii
Pi3HMX cncTeM, hiHaHCOBMMM BUTPaTaMm Ta NoTpebo y HaBYaHHI nepcoHany. Lle niaTBepaXyeE,
WO ungpoBa TpaHcdopMaLia NOBNUHHA 34iMCHIOBATUCA KOMIMJIEKCHO i 3 ypaxyBaHHAM
0CcobNMBOCTEN KOHKPETHOro MignpueMcTBa. TakMM YMHOM, pe3ynbTaTu APYroro posainy
NigTBEPAXYIOTb, LLLO CEPBiC- OPIEHTOBAHI iIHHOBAULIT € BAXXJIMBUM iHCTPYMEHTOM MiABULLLEHHS
SKOCTi 06CNYyroByBaHH#, 3a40B0OJIEHOCTI Ta JIOASILHOCTI FrocTei. IX eheKTUBHE BUKOPUCTAHHSA
0O03BOJISE 3aKJJlafaM He nuue BignoBigaTn Cy4aCcHMM O4YiKyBaHHAM KNIEHTIB, a 1 hopMmyBaTu
KOHKYPEHTHI rnepeBaru Ha puHKY.

(A Al generated text detected: ChatGPT 5.3, : 55,62% id: 37

OTpuMaHi BUCHOBKM CTBOPIOIOTb JIOFiYHY OCHOBY AJ18 MOAAJIbLUOr0 OOC/iOXEHHSA Y HACTYyNHOMY
po3aini, ne byne po3rnaHyToO NPakTUYHE 3aCTOCYBaHHSA LIMX TEXHOJON I Ha KOHKPETHUX
npuknagax Ta ix BB Ha K/OYOBi MOKA3HNKW AiSAIbHOCTI MigNPUEMCTB.

60 PO3/11J1 3 OCOBJIMBOCTI BMPOBAIXEHHSA CEPBIC-OPIEHTOBAHUX TEXHOJIOTIA Y
FOTEJIbHO-PECTOPAHHOMY BI3HECI YKPAIHW 3.1. CTaH Ta WASXu1 BAPOBaLA)KEHHSA CYyHaCHUX
CEepPBICHUX TEXHONOTIN Yy roTesIbHO-pecTopaHHoMY 6i3Heci YkpaiHn Cy4acHUn roTesibHo-
pecTopaHHui 6izHecC YKpaiHn AiNCHO NOCTYMNOBO NepexonnTb A0 LNGPOBOi MOAENT PO3BUTKY,
OOHaK Len npouec He MO)XHa Ha3BaTu piBHOMiIpHUM abo NOBHICTIO cdhopMoBaHUM. Ha npakTuui
CMOCTEepPIraeTbCsa CUTyaLis, KON YacTUHa NiANPUEMCTB Y)XKe€ aKTUBHO BUKOPUCTOBYE Cy4YacCHI
TexHoJ0rii y woaeHHin poboTi, ToAdi 9K iHWIi nwe YaCTKOBO iIHTErpyTb OKPeEMIi LNdpPOBI
pilweHHs abo B3arani 3anMwWaoTbCA Ha PiBHI TpaguuinHmMx nigxoais oo obcnyrosyBaHHA [43].
3arasioM piBeHb LNGPOBI3aLlil Y BITYN3HAHIN -chepi MOXKHa OxapakTepusyBaTh K
cepepHin. Lle o3Havae, wo 6a30Bi iIHCTPYMEHTU - TaKi K oHNanH-6poHIOBaHHSA, 6€3KOHTaKTHI
njaTexi Yn enemMeHTapHi cuctemun obiky - BXKe CTasn 3BUYHUMUK AnK 6inblIoCTi 3aknanis.
BogHo4ac 6inblw cknagHi pilleHHs, MoB’a3aHi 3 rMboKo aHaNiTUKO, MepCoHai3aLi€ cepBicy
abo iHTerpaui€to AeKiNbKOX CMCTEM (Hanpuknag, i3 ), BNIPOBaAXYIOTbCA 3HAYHO
noBifbHiLe. Taka cMTyauis MOACHIETbLCA He NnLe Pi3HUM piBHEM (PiIHAHCOBUX MOXXJIMBOCTEN
NignpmMeMCTB, a N NiAXoO0oM A0 ynpaBAiHHA. Ti 3aknagun, SKi po3rasagatoTb UMpoBi3auito aK
CTpaTeriYyHNM iIHCTPYMEHT PO3BUTKY, 3a3BMYal iIHBECTYIOTb Y KOMIMJIEKCHI pPilleHHS | MOCTYNnoBO
nepebynoByOTb CBOI MpoLecu. HaToMICTb iHLWI BOPOBaAXXYOTb TEXHOMOTII CUTYaTUBHO - nLie
TaMm, fe ue fna€ wemaknm epekt abo € HeobXiAHMM ANa NiATPUMAHHSA KOHKYPEHTOCMNPOMOXHOCTI.
Y nmigcyMKy MO>XHa CKasaTu, Wo undpoBi3aLis B YKPaiHCbKOMY roTesibHO- pecTopaHHOMY Bi3Heci
BXKEe CTaJla MOMIiTHO TEHAEHLUIE, ane We He [oCArsa pPiBHA NOBHOI cucTeMHOCTi. CamMe ue i
BM3HAYa€ NOAANbLUNIA HanpsaM po3BUTKY ranysi, ae 61 kaw4osuM akTopom byae He NpoCcTo
HasABHICTb TEXHOJIONiN, @ IX FPaMOTHE i KOMIMJIEKCHE BUKOPUCTaHHS. Lle 6baraTo B YoMy
NOSAICHIETHLCS pi3HULE Yy MacwTabax i MOXNIMBOCTAX caMoro bisHecy.

@AI generated text detected: ChatGPT 5.3, : 53,42% id: 38

Benuvki rotesibHi MepexXi Ta peCTopaHHi rpynu MalTb He nulle 6inbLie hiHaHCOBMX pecypcis, a
M YiTKiWYy ynpaBAiHCbKY JOTiKY: A8 HUX LMdpoBi3aLuisa - Le YacTUHa 4OBroOCTPOKOBOI CTpaTerii,
a He pa3oBe piweHHA. CaMe TOMY BOHU LWIBMALLE BAPOBAAXXYIOTb KOMMJIEKCHI CUCTEMU -

0Na ynpaBniHHS HOMEPHUM (POHLO0M, ansa pobotun 3 6a30t0 rocten, MobinbHI gooaTKy,
aHaNITUYHI IHCTPYMEHTN ANS MPOrHO3yBaHHA NONUTY. Y IXHbOMY BUNagKy TEXHOMIOTIl
npauoioTb 9K EANHA CUCTEMA, SIKa AOMOMara€ KOHTPOJIOBATW NpoLecy i NiaBuULLLYBATU AKICTb
CepBicy Ha BCiX eTanax B3aEMOMii 3 KNiEHTOM. Manun i cepeaHin bisHec gie 6inbw ob6epexxHo.
TyT umndposisauia 3a3BMyal BiabyBaeTbCA NOCTYNOBO | BUBipKOBO. MiANpmMeEML OpiEHTYIOTbCA
Ha Ti pilleHHs, AKi MOXKHa LUBNAKO BMPOBAaAUTM i ogpa3y nobavyntu pesynbtaTt. Came ToOMy
HannownpeHilnmm € 6€3KoOHTaKTHI NaaTexi, -MeHlo, OHNaH-3aMoBJIEHHA abo 6a30Bi
cuctemm obniky.

CKnagHiwWi iHCTpyMeHTH, aKi NoTpebyloTb iHTerpauii, HaB4aHHA NepcoHany i [OJaTKOBUX
BUTPAT, 4acTo BiAKNajaloTbCcA abo BNpOBaAXYIOTbCA YacTKOBO. OKpeMy posib y LMX npoLecax
BiAirpatoTb Cy4aCHi yMOBU PO3BUTKY KpaiHuW. [ToBHOMacLwTabHa BillHa CyTTEBO BNJIMHY1A Ha
poboTy rotesnbHo-pecTopaHHoro 6isHecy. 3 oaHoro 60Ky, BOHa CTBOpW/Ia CEPNO3HI BUKITUKN:
3HM>XKEHHSA MOMNTY B OKPEMUX perioHax, nepeboi B poboTi, 3pocTaHHA BUTpPAT. 3 iHWOro - came
Li ymoBU 3Mycunam 6arato nNignpmMeMCTB WBMALLE afanTyBaTUCS i NepernaHyTn CBOi niaxonn o
opraHisauii poboTn. 3okpemMa, 3Ha4YHa YaCTUHa 3akKJadiB NoYasa aKTUBHILLE MepexoanTn B
OHNaNH-CcepefoBULLLE: PO3BMBATU BAACHI CANTW, BUKOPUCTOBYBaTK naaTtdopmMm 6poHIOBaHHS,
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Hanaro4>yBaTu ANCTaHUINHY KOMYHIKaUito 3 KJieEHTamMn. BogHo4ac nuTaHHSa onTuMi3auii BuTpaT
CTaso KPUTUYHMM, TOMY aBTOMaTM3aLisa novasa po3rasafaTnca K Crnocid 3MeHLWUTN 3a51eXHiCTb
Bif NIOACBKOro pecypcy. 62 He MeHLL Ba)KJIMBUM (paKTOPOM CTasla HecTada nepcoHany. HactnHa
npauiBHUKiB BUiXasna abo 3MmiHMNa chepy AiANbHOCTI, WO 3MyCcuo 6i3Hec WwykKaTn afbTepHaTUBN.
Y Takmx ymMoBax LMNGPOBi pilleHHSA - aBTOMaTn30BaHi cnctemm obniky, oHNanH-cepaicy,

- iIHCTPYMEHTW - CTaN M He NPOCTO 3PYYHICTIO, @ HEOBXiAHICTIO ANS NigTPUMAHHSA
ctabinbHoi poboTn. Cy4yacHi yMOBU He NMLIe YCKAaOHUAW OiSNbHICTb NigNPUEMCTB, a
hakTUYHO Npuckopuan npouec undgposizauii. Ana 6araTbox 3aknagis Le CTasno TOYKO
nepexony Bif TpaauuinHoi mogeni poboTn Ao 6inblU rHYYKOi, TEXHOJIOMYHOI | OpiEHTOBaHOI Ha
ePeKTUBHICTb.

@AI generated text detected: ChatGPT 5.3, : 61,54% id: 39

AHani3 cyyYacHUX OOC/iAXEHb | MPaKTUKM poboTn NiANPMEMCTB MOKa3YyeE, Lo LMdpoBi3aLis B
YKpaiHi BXXe He 0OMEeXXYETbCA OKPEMUMU PiLLEHHAMK, @ MOCTYNOBO OXOMJIOE Pi3Hi PiBHiI
DisNbHOCTI roTeNIbHO-pecTopaHHoro 6isHecy. Mpu LbOMY YiTKO MPOCTEXYETLCA NoAia Ha 6a3oBi
TEXHONOril, IKi BAKOPUCTOBYIOTLCSA Ma>Xe MoBCOAHO, i Binbly CKNafHi IHCTPYMEHTHU, WO
BMNPOBaAXXYOTbCA MOCTYNOBO Ta NOoTpebyoTb cucTeMHoro nigxoay. o 6a3oBux pilleHb, fKi
BXKe CTaJIn 3BUNHUMIN A5 BiNbLIOCTi 3aknafiB, HaneXXaTb CUCTEMU OHNaNH-OpOHIOBaHHSA Ta
naaTiKHiI cepBicu. OHNamH- 6poHBaHHA Yepes3 MiXXHapoaHI naaTdopMm abo BRacHi canTtu
[03BOJISIE MiANMPMEMCTBAM PO3LLUNPIOBATN KOJIO KIEHTIB i CMPOLLYE NpoLec B3aEMoAil we o
npuiaay rocts. MnaTixkHi cepBicn, 0c06MBO BE3KOHTaKTHI, 3ab6e3nevyloTb LWBUAKICTD i
3PYYHICTb PO3paxyHKIiB, LLO CbOrOAHI CNPUNMAETLCA 9K CTaHOapT cepBicy. Pasom i3 yum
MOCTYMOBO MOWNPOTLCA BiNlbll CKAaAHI iIHCTPYMEHTHN, 30KpeMa -cucTemu, fAKi
[03BONAITbL HAKOMMYYBATWU AaHi MPO roCTen i BAKOPUCTOBYBATW IX A5 NepcoHanisawii
06cnyroByBaHHs. Xo4a Taki CUCTEMU Le He 3aBXKAN BUKOPUCTOBYHOTbLCSA NMOBHOMO Mipoto, X poJsib
y poboTi 3aknafiB NOCTIMHO 3pOCTa€E, 0COHBNBO Y KOHTEKCTi Nobya0BU [OBrOCTPOKOBUX
BiAHOCWH i3 KNiEHTaMK. Mo6inbHi OOAaTKN TaKoXX CTalOTb BaXX/IMBUM €1€MEHTOM LN POBOI
B3a€EMOSIi, X04a iX BMPOBaA>XeHHS NOKW Lo Bifbll XapakTepHe 418 BEJIUKMX MEPEX.

63 BOHM galoTb MOXAMBICTb 06'€egHATK Pi3HI PYHKLIT - 6pOHIOBaHHSA, onnaTy, AOCTYN A0 Nocayr
- B OAHOMY iHTepgenci, Lo 3Ha4YHO CNPOLLY€E KOMYHiKauito 3 rocteM. OKpeMy rpyny CTaHOBAATb
iHTerpoBaHi yrnpasniHCbKi NAaTOpMK, AKi MOEAHYIOTb Kiflbka CUCTEM - HaNpuUKnaa, , [
NAaTiXKHI iIHCTpyMeHTU. CaMe Taki pilleHHs 003BOJIAIOTb HE MPOCTO aBTOMATMU3YBaTUN OKPEMI
npowuecu, a CTBOPUTK EAMHY LUGDPOBY eKocucTeMy 3akniagy. MNpoTe ix BnpoBanXeHHs notpebye
BiNbWMX iIHBECTULUIN | NEBHOr0 pPiBHA OpraHi3auinHol NiAroTOBKW. Y NiACYMKY MOXXHa CKasaTu, WO
uncpoBizaLia B YKpaiHi po3BMBAETLCS NOCTYNoBO: 6a30Bi TEXHONOriT BXXe 3aKpinmuancsa sk
CTaHpapT, ToAdi K 6inbl CKNagHi pilUeHHSN LWe 3HaXxoaAaTbCsA Ha eTani akTUBHOIO BMNPOBaAXKEHHS
i POpMYBaHHA NPAKTUKN iX ePEKTUBHOIO BUKOPUCTaHHSA [19]. Ana 6inbly 4iTKOro po3yMiHHS
piBHSA UM poBi3aLUil roTeNbHO-pecTopaHHoro 6i3Hecy B YKpaiHi 4OUiNbHO PO3rASAHYTHY Ti
TEeXHOJ0rii, fKi BXXe peajlbHO BUKOPUCTOBYIOTbLCA Y WOAEHHIN npakTuui nignpnemcts. Came BOHU
hopMyOTb CyYaCHMn chopMaT 06CNyroByBaHHSA, BMNIMBAOTh Ha WBUAKICTb poboTK 3aknany Ta
BW3Ha4YaloTb piBEHb 3pYYHOCTI oasa rocten (puc. 3.1). YnpasniHHa Ta Ob6cnyrosyBaHHA Ta
B3aemogisa 3 rocteM: opraHisauia npoueciB: cepsic: ¢ -cuctemm ( , * MOBinbHI gonaTkun
. -MEHIO , ) * OHNIaNH-BPOHIOBAHHA * BE3KOHTAKTHI NaTexXxi © -cuctemun Puc.
3.1. OCHOBHI LMPOBI TEXHONOTIT Yy FOTeNbHO-pecTopaHHOMY Bi3Heci YkpaiHn CKnaneHo aBTOpOM
AK BUAHO 3i CXeMU Ha PUCYHKY, CyYacCHi TeXHOOriT OXOMoTb 04pa3y KisibKa KIHYOBUX
HanpsAMIB AiSNbLHOCTI NiANPMEMCTBA - Bif BHYTPILWHLOrO ynpaBaiHHA 00 6e3nocepenHbLOI
B3a€eMoAii 3 rocteM. HanbinbLw nowmpeHnMun € Ti pilLeHHSA, SKi NPAMO BMJIMBAKOTb Ha LWBUAKICTD i
3pYYHICTb 06CNyroByBaHHS, TOMY CaMe BOHMW MepLIVMMU 3aKpinaoTbCa 9K cTaHgapT. BoagHovac
6inbl cknagHi 64 IHCTPYMEHTHN, TakKi 9K ab0 M0BiNbHI foAaTKKW, NOKKY WO BNPOBagKYOTbCSA
nocTynoso. Lle nigTBepaX<ye, Wwo undposizaLuia B yKpailHCbKOMY FOTeJ/IbHO- peCToOpaHHOMY
Bi3Heci Ma€ noeTanHUN XxapaKTep i NPOAOBXYE aKTMBHO pOo3BMBaTUCA. N4 y3arajbHEHHS pPiBHA
BMPOBaO)XEHHA TEXHOJOTIN OOLUiNIbHO NMPeacTaBUTWN Taki AaHi (Tabn. 3.1). Tabnuusa 3.1 PiBeHb
BMPOBad)XEHHS CEPBICHNX TEXHOJIOTIN Yy roTenbHo-pecTopaHHoMYy 6i3Heci YKkpaiHu TexHosoris
PiBeHb BnpoBanxeHHAa KoMmeHTap CTanu cTaH4apToM Y Be3KoHTaKTHI nnaTexi Bucoknn
6inbLIOCTi 3akNafiB AKTMBHO BUKOPUCTOBYIOTLCA OR-MeHI0 Bucokunn nicng MNepeBaXkHO Y
roTensx i -cncteMmu CepeiHin/BUCOKMIN BEINKMX Mepexax HacTo BUKOPUCTOBYETLCH
CepepnHin YacTkoBo epeBa)kHO y Beninknx MobinbHi gogatkmn Husbkuin/cepenHin mepexxax
CknageHo aBTOpoOM AK BUAHO 3 Tabnunui, Hanwenalle BNPOBaAXKYTbLCA Ti TEXHONOrIT, SKi MaloTb
6e3nocepenHin BNAMB Ha 3py4YHiCTb 06CnyroByBaHHA Ta He NoTpebyloTb 3HAYHNX iIHBECTULLIN.
Binbl ckNnagHi cnctemu, Taki K abo MobinbHI JooaTKW, BMPOBaAXKYKTbCSA NOBiJbHILLE
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Yyepe3 HeobXigHICTb iHTerpauii Ta [ogaTKOBMX BUTpPaT. MNpouec BNpoBaAXXeHHA CepBic-
OPIEHTOBAHUX TEXHOJIOTIN y roTesibHO- pecTopaHHOMY 6i3Heci He BinbyBa€ETbCA CNOHTaHHO. Ha
npakTuULi e NocnigoBHNI NpoLec, SKN BUMarae NiaoroToBKW, aganTauii Ta noganbLuoro
KOHTpOJIIO pe3ynbTaTiB. CaMe noeTanHUn Niaxig A03BONSE NIANPUEMCTBAM YHUKHYTU 65
NOMUJIOK i 3abe3ne4ynTun peanbHy ePEKTUBHICTb BUKOPUCTAHHA HOBUX TeXHOMorin (puc. 3.2).
AHani3 noTpeb Bu3HavyeHHA npobnem y cepsici,

ﬁ 3HangeHo nocunaHb: 0% id: 40
"cnabkux micub"

y poboTi Bubip TexHonorii niabip pilweHHsA BignoBiaHO 0o noTpeb i MoxxnueocTen BizHecy
IHTerpauis cnctem BNpoBaO)XEHHA Y HAasdABHY CTPYKTYpPY ( , , Kaca, canT) HaB4YaHHA
rnepcoHany NigroToBKa NpauiBHUKIB Ta aganTauia npoueciB OuiHKa epeKTUBHOCTI aHanis
pe3ynbTaTiB, KopuryBaHHsa pobotu Puc. 3.2. ETann BNpoBaaXeHHSA CEPBICHNX TEXHOJIOTIA y
3aknagi CknageHo aBTopoM TakMM YMHOM, BMPOBALXXEHHSA TEXHOOr N € HE 04HOPA30BOIO Ai€El0,
a noeTarnHnM i KepoBaHUM npoLecoM. Ko)XeH eTan Ma€e CBOE 3Ha4YeHHA: Bif MPaBUJIbHOIO aHani3y
noTpeb 40 OLUiHKK pe3ynbTaTiB 3aJ1eXXNUTb, 4/ Byae TexHooria peasbHo npautoBatu. Came
CUCTEeMHUI Nigxin 003BOJISIE HE NPOCTO BNPOBAAUTW iHHOBALI, @ iHTerpysaTun iX y AiafbHICTb
MigNPUEMCTBA Ta OTPUMATU Bif HUX NPaKTUYHUN eheKT. TakMM Niaxia 003BOSIAE YHUKHYTH
CUTYyauii, KON TEXHONOrIiT BNPOBag KXYOTbCSA 6€3 H4iTKOro po3yMiHHS iXHbOT PONi Ta KOPUCTI Ang
bi3Hecy.

@AI generated text detected: ChatGPT 5.3, : 72,43% id: 41

AKWO pieHHa obrpatoTbCa nocnixoMm abo 6e3 nonepeAHbLOro aHanily, BOHM 4acTo He
iHTerpyloTbcs B poboyi mpoLecu i He galoTb O04iKyBaHOro pe3ysibTaTy. HaTomicTe noeTanHe
BMNPOBaA XEHHSA AOMOMara€ /IoriYyHo «BOyayBaTU» HOBI IHCTPYMEHTU B AiSSIbHICTb 3aknaay,
y3rognTu ix Mi>x coboto Ta NOCTYMOBO afganTyBaTW NepcoHaa A0 3MiH. 66 KpiM Toro, CborofHi
NigNPUEMCTBA MalOTb MOXKJIMBICTb 0BMpaTn pi3Hi Migxo4n 00 BNPOBaAXEHHS TEXHOJOFIN.
YacTuHa 3aknagis, 0cob6MBO BENKI MepexKi, BAKOPUCTOBYE BNacHi po3pobku abo
iHOMBIAYaNIbHO HaNalITOBaHI CUCTEMN, L0 A03BOJISE MAaKCUMaJIbHO afanTyBaTu PyHKLiOHaN
nig cneumndiky 6isHecy. BogHovac ana 6inbluocTi nignpuemMcTs, 0C06AMBO Masoro i cepegHbOro
cermMeHTa, 6inbll 4OCTYNHUM BapiaHTOM € -pilleHHsA. BoHN He noTpebyoTb 3HAYHUX
MOYaTKOBUX iHBECTULLIN, LUBUAKO iIHTErpyTbLCSA | 4O3BONAIOTL No4YaTn poboTy NpakTUYHO
oapasy. Came TOMy Taki CUCTEMU CbOrOAHI LUMPOKO BUKOPUCTOBYIOTLCA K CTAapTOBUIA eTan
undposisauii. BaXxnmeo po3yMmiTu, LLLO BMPOBaAXXEHHSA TEXHOJIOr N He 3aBepLUYETLCA Ha eTani ix
BCTaHOBNEHHSA. LincpoBisaLis - Le NocCTinHNN NpoLec, SKUN 3MIHIOETLCSA PA30M i3 PUHKOM i
MOBEAIHKOIO KNIEHTIB. 3'ABNAIOTbLCA HOBI iIHCTPYMEHTU, 3MiIHIOIOTbLCA 0YiKyBaHHSA rOCTen,
YAOCKOHaNITbLCA NigxoAu A0 CepBicy, i NiANpMEMCTBaAM LOBOAUTLCA PerysisspHO nepernsanaTu
CBOI pileHHs. CaMme TOMY Hanbinbll eheKTUBHUMU € Ti 3aKNaaun, aKi He 0BMeXXyTbCsl Pa30BUM
BMPOBaOXEHHAM iHHOBaLi, a NiAXo4aTb 40 LLbOro CMCTEMHO. BOHM NOCTYMOBO PO3LLNPIOTD
BUKOPUCTAHHSA TEXHOJIONiN, TECTYIOTb HOBi IHCTPYMEHTU, aAanTyOTh NPOLLECHU | HAaBYalOTh
rnepcoHas. TakMn Niaxig 003BOJISAE HE AULLE MiATPUMYBaATU aKTyaslbHUIN pPiBEHb CEpPBICY, a
opMyBaTV AOBrOCTPOKOBI KOHKYPEHTHI nepeBaru. OT>xe, Cy4aCHUN FOTeNIbHO-pPeCcTOPaHHUMN
6i3Hec YkpaiHu nepebyBa€ Ha eTani akTUBHOI, aJle HepPiBHOMipHOI L poBisauii. Hanbinbw
rnowmpeHi 6a3oBi TEXHOJIOFIi BXXe CTa/IM YaCTUHOK CTaHAAPTHOrO CepBicy, ToAi K CKAagHi
LUNPOBI piLLEHHS NunLLe NOCTYNOBO BNPOBAaAKYIOTLCA. Moganblinin pO3BUTOK rajy3i 3Ha4YHO
MipOI0 3a1€XWUTb Bif 30aTHOCTI MiANMPMEMCTB iHTErpyBaTW iHHOBALLIT Y CBOK AiS/IbHICTb i
BUKOPUCTOBYBATM iX A5 MiABULLEHHA SKOCTiI 06CNyroByBaHHA Ta KOHKYPEHTOCMPOMOXHOCTI.
67 3.2. NMpobnemun Ta NepcnekTBU BNPoBaOXEHHA CEPBIC-OPiEHTOBaAHUX iHHOBaLLIN Y
BiTYM3HAHUX NignpueMcTBax MNonpu akTUBHNN PO3BUTOK LN POBI3aLlii, BNpOBaAXeHHS CcepBic-
OpPIEHTOBAHUX iIHHOBALLIN y FOTeNbHO-pecTopaHHOMY Bi3Heci YkpaiHn BinbyBaeTbCa He 6e3
TpyAHOLWiB. Ha npakTuui nignpneMcTBa CTUKaOTbLCSA 3 HU3KO 0bMe)XeHb, SKi CTpMMYoTb abo
YMOBINIbHIOIOTb Lien npouec. NMepeAyciM Lie NoB’A3aHO i3 3arajibHUMN yMoBaMn PYHKLIIOHYBaHHSA
rany3si: eKoHOMiYHa HecTabiNbHICTb, KOIMBAHHSA MOMUTY, 3POCTaHHA BUTPAT Ta HEOOXiOHICTb
LWBMAKOI aganTauii 4O 3MiH CyTTEBO BMJ/IMBAOTb HA MOXKJIMBOCTI iHBECTYBaHHS y HOBI
TexHonorii. KpiMm Toro, 3MiHIOETbLCSA | CaMa noBeAiHKa CroXXuBaYiB. oCTi cTaloTb 6inbLu
BMMOTIJIMBUMW A0 PiBHSA CEPBICY, OYiKYIOTb LUBNAKOCTI, 3py4YHOCTi Ta NnepcoHani3auii, Lo 3MyLuye
niagnpueEMCTBa BNPOBaA XyBaTy iHHOBALLl HAaBiTb y CKAagHUX yMoBaXx. BoaHo4ac Lie CTBOPIOE
[00ATKOBE HaBaHTa)KeHHS, afxe BizHecy [OBOANTLCA OAHOYACHO MiATPMMYBATK CTabiNbHICTL
poboTu i MogepHi3yBaTu CBOiI Npouecu. OKpeMui BRMB Ma€E i CydacHa CMTyaLis B KpaiHi.
Hacnigku BinHM NO3HAYMANCS Ha BCiX acneKkTax AiANbHOCTI roTeNbHO-pecTopaHHoro 6isHecy:
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YaCTWHa NiANPUEMCTB BTPaTWIa KNIEHTCbKY 6a3y, iHWI 6yan 3MyLUeHi 3MiHIOBaTW hopMaT
poboTun abo pesioKyBaTnCA. Y TaKux yMOBaxX BNPOBaAXEHHS iHHOBaLLi YacTo BiAXoAMTb Ha
Apyrun nnaH abo 34iNCHINETLCA YaCTKOBO, 6€3 KOMMAIEKCHOro migxony.

Y pe3ynbTaTi undpoBa TpaHchopMalia B YKpaiHi BinbyBaeTbCA HEPIBHOMIPHO: OAHI 3aKNaaun
aKTNBHO BMNPOBAAXYIOTb Cy4acCHi TEXHOOrIi, ToAi 9K iHWi 06MeXyloTbCca 6a30BMMIN pPilLEHHAMMN
abo BigknapaloTb iHHOBaLIi Yepe3 obmexeHi pecypcn. Came ToMy Ana BinbLy 4iTKOro po3yMiHHS
cuTyauii gouinbHo po3rnanatu npobnemMu BNpoBag)XXeHHSA CUCTEMHO - 3a OKpPeMUMU rpynamu,
L0 [,O3BONSE BU3HAYUTM KAOHOBI Bap’epu Ta OUiHUTK IX BNJIMB Ha PO3BUTOK ranysi (tabn. 3.2).
68 Tabnnus 3.2 OcHoBHI NpobaeMn BNpoBaA>XeHHA CepBiCHUX iHHOBaLin Mpyna npobnem CyTb
Hacnigok Bncoka BapTicTb ®iHaHCOBI BNpoBaa)xeHHs, obMexxeHi MoBinbHa undgposizauis
pecypcn Hu3bkuin piseHb LnpoBux HeedekTnBHe BUKOPUCTaAHHA KagpoBi HABUYOK CUCTEM
CknagHicTb iHTerpauii, 3601 Ta gy6natoBaHHSA TeXHOJOriYHI BiACYTHICTb CTaHOapTIiB NMPoLEecCiB
BiocyTHicTb cTpaTerii, OpraHi3auinHi Hn3bka edpeKTuUBHICTb popmManbHni ninxin CknageHo
aBTOPOM EKOHOMIYHi TPYAHOLLi 3aMWalTbCa OAHUMM 3 KIOYOBUX (PaKTOPIB, LLO CTPUMYIOTb
aKTNBHE BMNPOBaA>XEHHSA CepBiC-OpiEHTOBaHMX iHHOBaUiN. [na 6araTbox NignpnemcTs, 0cobamBo
MaJsioro Ta cepeHbOro CerMeHTa, iIHBeCTULIl Y CyYacHi LN poBi CMCTEMU € BiAYYTHUM
(hiHAHCOBUM HaBaHTaXXeHHAM. lneTbcs He anwwe npo npuabaHHsA NPorpamMHoro 3abesneyeHHs, a
W Npo BUTPATU Ha NOro HanallTyBaHHSA, iIHTerpauito, TeXHIYHY NiATPUMKY Ta HaBYaHHSA
nepcoHany.

@AI generated text detected: ChatGPT 5.3, : 67,45% id: 42

YMoBu HecTabiflbHOro monuTy 3MyLyoTh Bi3Hec AiaTn obepe)xxHo: NiANnpMeEMCTBa YacTo
BigOaloTb NepeBary KOPOTKOCTPOKOBUM PilUEHHAM, SKi LUBUAKO OKYMNalTbCS, 3aMiCTb
[OBrOCTPOKOBUX iHBECTULIN Y CKNaAHi cuctemun. KpiMm Toro, KonmBaHHS LiH Ha pecypcu,
OpEHAY, EHEProHOCii Ta iHWIi BUTpaTn CTBOPIOKTb 40AATKOBY HEBU3HAYEHICTb, LLO TaKOX
3HUXXYE FOTOBHICTb BKJ1aJaTu KOWTK Yy LMdpoBY TpaHChopMaLito. TexHooriYHi npobnemu, y
CBOIO Yepry, NoB’'si3aHi HE CTiNIbKW 3 BiACYTHICTIO pPillEHb, CKiJIbKU 3 TX Y3rOAXKEHICTIO MiXK
coboto. Ha npakTuui 6araTo NifNPUEMCTB BUKOPUCTOBYIOTb KiJlbKa OKPEMUX CUCTEM -
Hanpuknag, Ans ynpaBfiHHA GPOHIOBAHHAM, Ang poboTun 3 KNIEHTAMKU, @ TaKOX Pi3Hi
nnaTi>kHi abo obnikosi 69 cepicu. NMpobnema BUHUKAE TOAIi, KON LLi CUCTEMU HE iIHTErpoBaHi B
€EONHY CTPYKTYpPY abo 06MiH AaHMMK MiXK HUMK BifOYyBaETbCA YaCTKOBO. Y TaKOMy BUMNaAKy
YacTuHa iHpopmMaLii Ay6noeETLCSA, YaCcTMHa - BTpavaeTbca abo noTpebye py4HOro BBEAEHHS, WO
NigABULLYE PU3MK MOMWJIIOK i 3HMXXYE 3arasibHy eheKTUBHICTb poboTun. OKpiM LbOro, CKAagHICTb
iHTerpauii YacTo noTpebye 3anyvyeHHA daxiBuiB abo 00AAaTKOBUX TEXHIYHUX PecypciB, WO He
3aBX AW OOCTYMHO O19 HEBENUKUX 3aKNaaiB. Y pe3ynbTaTi nignpnemcTBa abo BiaknagatoTb
BNpOBaAXeHHSA BinbLl cknagHUX pileHb, abo BUKOPUCTOBYIOTH iX JinLLe YacTKOBO, 6e3 NoBHOI
peanizauii noTeHuiany. Lle, y cBoto 4epry, rajsibMy€e pO3BUTOK KOMMNJIEKCHOI LLUMGPOBOI CUCTEMMN i
He 003BOJISE OTPMMATK MaKCUMasbHUI edeKT Bif iHHOBaLin. He MeHL BaXX/IMBUM € KagpoBUi
ACMNEKT, KN Ha NPaKTULi YaCcTo CTa€ BUpilLlanbHUM ANnsa ycnixy abo Hesaadi Ludposisadlii.
HaBiTb 3@ HAasiBHOCTi Cy4aCHUX CUCTEM iX eDEKTUBHICTb 3aJIeEXXUTb Bif TOro, HacKifibku gobpe
rnepcoHasn yMi€e HUMU KOpUCTyBaTUCA. Y BaraTboX 3aKiafax piBeHb LMPPOBNX HABUYOK
NpauiBHUKIB 3a/IMWAETLCA HEAOCTATHIM: CMiBPOBITHUKN MOXYTb BUKOPUCTOBYBATH JiiLLE
6a308Bi hyHKLii nporpam abo B3arasni yHMkaTy poboTn 3 HOBUMK iHCTpyMeHTaMmu. Lle
NPU3BOONTb A0 CUTYaLil, KOJIM TEXHOMOriS (hOpMasibHO BNpoBaA>XXeHa, ase ii MOXXJINBOCTI
BUKOPMCTOBYIOTbHCA JIMLLE 4YacTKOBO. JoaaTkoBoto Nnpobsiemoto € onip 3MiHaMm. YacTuHa
npauiBHUKIB CNPUNMAE HOBOBBEAEHHS K YCKNagHeHHA poboTu abo 3arpo3y ctabinbHocTi,
0C06IMBO AKLLO paHille BOHW TPUBaJMA Yac npauoBain 3a 3BUYHUMU CXeMaMu. Y pe3ysbTaTi
BNPOBaZAXXEHHS iHHOBaLin NnoTpebye He AnLe TeEXHIYHUX pilleHb, a 1 poboTu 3 NepCOHaoM -
HaBYaHHS, NOSICHEHHSA NepeBar i NOCTYNOBOI aganTauii. OpraHisauinHi npobnemMn Takoxx
CYTTEBO BMJIMBAOTb Ha pe3ynbTaT LnNgpoBOoi TpaHchopMaLii. Y 6araTbox BUMNagkax iHHoBaLii
BMNPOBaAXYOTbCA 6e3 YiTKO chopMOBaHOI CTpaTerii: NiANPUEMCTBA OPIEHTYIOTbLCSA Ha TpeHaun
abo Ha [OCBiA KOHKYPEHTIB, asie He 3aBXXAW BPaxOBYOTb BAACHI noTpebu Ta MoxamnsocTi. Lie
70 Npn3BOAUTb A0 hparMeHTapHOr0o BUKOPUCTAHHSA TEXHOJIOFIN, KOJIN OKPeMi IHCTPpYMeHTU
iCHYIOTb cami No cobi i He MoB’A3aHi Mi>k coboto B EgNHY cUcTeMy. BiacyTHICTb KOMMNJIEKCHOIO
nigaxony 3HMXXYE epeKTUBHICTb iIHHOBALIN | HE 003BOJISE AOCArTU OYiKyBaHOro pesysabTaTy -
nigBULLLIEHHSA AKOCTI cepBicy Ta onTMMi3auii npouecis. BoagHo4ac, nonpu BCi 3a3Ha4eHi
TPYLOHOLLi, CyHacCHi AOCNIAXKEHHS Ta NpakKTUKa PO3BUTKY rasy3i cBig4aTb NPO 3HAYHUN
noTeHuian undposizauii B YKpaiHi.

FoTenbHoO-pecTopaHHUin 6i3HeC NOCTYNOBO NEPEXOOUNTbL 40 PO3YMiHHA TOro, WO iHHOBaUIi - Le He
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[00aTKoBa onuif, a HeobxigHa yMOBa KOHKYPEHTOCMPOMOXHOCTI. CamMme BUKOPUCTaHHSA
LNPOBUX TEXHONOTIN [O3BOJIAE NiANPMEMCTBAM WBMALLE pearyBaTh Ha 3MiHU NoNuTy,
NiaBULLYBaTU AKiCTb 06CNyroByBaHHS Ta popMyBaTu bifbll rHY4YKY Moaens poboTu. Y
nepcnekTUBi Le 03HavaE, Wo poJib iHHOBaUi Byae nuwe 3pocTaTy, a IX BNIPOBaAXXEHHS CTaHe
HeBiA EMHOI0 HYaCTUHOK PO3BUTKY rasysi, 3abe3neyvytodm NiaBULWEHHSA ePEKTUBHOCTI AiNbHOCTI
NiANPUEMCTB, AKOCTi 06CNYroByBaHHA Ta PiBHSA 3a40BOJIEHOCTI CnoXkuBayiB [21]. [na po3yMiHHA
Nno4asbLLIOr0 PO3BUTKY rOTENbHO-PECTOPAHHOro BisHeCy Ba)k/INBO HE NnLIEe OLIHUTU NOTOYHUN
CTaH LungposisaLil, a n BU3HA4YUTU KJIIOHOBI HANPSAMU, Y AKNX PYXaETbCA ranysb, 3 ypaxyBaHHAM
3MiH Yy noBefiHUi CNOXXMBayiB, TEXHONOMYHNX iIHHOBALIN Ta MOCUIIEHHSA KOHKYPEHLUIi Ha PUHKY.
CyyacHi TeHAeHUil NOKa3yloTb, WO BNPOBaAXKEHHS iHHOBALin MOCTYNOBO NepPexoanTb Bif
OKpeMuXx pileHb A0 popMyBaHHS LiNiCHOI LM poBoi Mmoaeni 06cnyropyBaHHS, OPiEHTOBAHOI Ha
notpebu rocta (puc. 3.3). 71 UundpoBsisauis npouecis: * NnoBHa UWdpOBi3aLis
(BpOHIOBaAHHSA — MPOXUBAHHSA — BiAryK) ABTOHOMHICTb 06CNyroByBaHHA: * MOBifbHI cepBicu ©

- pileHHs NepcoHanizauisa: * aHaniTUKa AaHUX ¢ iIHAUBIAYabHI Npono3nuil
IHHOBALiNHI TEXHONOTIi: * eNeMeHTU WTYYHOro iHTEeNeKTy * aBToMaTu3auia npouecisB CTaHgapTn
cepBicy: * 6e€3KOHTaKTHI TexHosorii sk HopMa Puc. 3.3. OCHOBHI HanNpsAMN PO3BUTKY CEPBICHUX
TexHonorin CknageHo aBTopomM TakMM YNHOM, PO3BUTOK rOTe/IbHO-peCcTopaHHoro bisHecy
NOCTYNOBO (hOPMYETHLCS HABKOJIO MOEAHAHHSA ABOX KJIIOHOBUX MiAX0AiB - CaM0o0BCNyroByBaHHS
Ta nepcoHanisauii. 3 oaHoro 60Ky, ricte oTpUMye b6inblue MOXKJIMBOCTEN CaMOCTINHO KEpyBaTU
npouecom obcnyrosyBaHHS, LLO NiABULLYE WWBUAKICTb i 3pyYHICTb. 3 iHLWOro - NigNpPUEMCTBA
aKTUBHO BMKOPWUCTOBYIOTb AaHi AN CTBOPEHHS iHOMBIAYyanbHOro cepsicy. CaMe Taka Moaesb
003BOJISE OAHOYACHO NiABUWNTY ePeKTUBHICTb poboTu 3aknany Ta AKiCTb AOCBiAQY rocTs, WO
BM3HAYa€ NOAANbLUNIA HAanpaM pO3BUTKY ranysi. To6To ricte oTpumMye bifiblue aBTOHOMHOCTI Y
B3a€EMOJIi i3 cepBicoM, ane BogHo4Yac - 6inbll iHAMBIAyansbHUI Nigxia.

@AI generated text detected: ChatGPT 5.3, : 68,46% id: 43

Ona Toro wob umdposizauia He 3aauwanacsa GopManbHOLO, a AINCHO NPUHOCKIa pe3yabTaT,
BaXxJIMBO 3abe3nevnTn Kinbka 6a30Bnx ymMoB, 6€3 AKX HaBiTb Cy4acHi TEXHOJIOrII He faayTh
04iKyBaHOro egekTy. 72 Nepenycim e iHBECTULIT y TEXHONOrIT Ta LMpPOBY iHPPACTPYKTYpPY.
MpoeTbcs He nvwe npo npuabdaHHA NporpamMHoro 3abesneyeHHs, a i npo 3abesneyeHHs
cTabinbHOI poboTU cUCTeEM, X OHOBJIEHHSA Ta MNiATPUMKY. be3 Lboro HaBiTb BAPOBaAKEHi
pilLeHHS WBWAKO BTPayaloTh akTyasbHICTb abo npauTe HecTabinbHO. Baxknumeo, o6
iHBeCTuULUii 6yin He ogHOPa30BUMU, a MJaHYBaIUCA K YaCTMHA AOBrOCTPOKOBOIO PO3BUTKY
niagnpueMcTBa. He MeHL 3HaYyLMM € MUTAHHA NiAFOTOBKU NepcoHany. MNMpaLuiBHUKN MOBUHHI He
MPOCTO BMIiTU KOPUCTYBATUCA CUCTEMaMKN Ha 6Ba30BOMY pPiBHi, @ pO3yMiTu, 5K BOHW BMJIMBAIOThb
Ha AKiCTb CepBicy i epeKTUBHICTb poboTun. PerynsipHe HaB4aHHSA, afanTaLlisg HOBUX
CNiBpOBITHUKIB i PO3BUTOK LIMGPOBUX HABMYOK A03BONAIOTb YHUKHYTU CUTYaLi, Konun
TEXHOOrIl €, a/le He BUKOPUCTOBYIOTbCS MOBHOIO MipOt0. Ba>k/INBOKO YMOBOIO € HAsSIBHICTb YiTKOT
UM poBOi CTpaTerii. BnpoBaa)>XeHHS iHHOBaLih MOBUHHO ByTn NoB’d3aHe i3 3araJibHUMN LinamMun
nignpueEMCTBa - NiABULLEHHAM AKOCTi 06CNyroByBaHHS, onTMMi3aLlieo npouecie abo
3pOCTaHHAM NMpubyTKOBOCTI. Be3 Takoro niaxoay UMdpPOBi3aLlisa YacTo Ma€E hparMeHTapHU
XapaKTep i He fa€ cMCTeMHOro pesynbTaTy. OKpeMy poJib Bifirpae NigTpMMkKa 3 60Ky aep>kasu,
0cobanBO AnA MaJsioro Ta cepefHboro 6i3Hecy. Lle moxxe 6yTu sk hiHaHCOBa JomnmoMora, Tak i
CTBOPEHHS YMOB AJ19 PO3BUTKY LIMPOBUX PilleHb - CAPOLLEHHS AOCTYNY A0 TEXHOJOrIN,
HaBYaJibHi Nporpamn abo CTUMYtOBaHHS iIHHOBALiINHOI AiNbHOCTI. 15 HEBEINKUX
NiANPUEMCTB Taka MiATPYMKa MOXXe CTaTU KJII0HOBUM (haKTOPOM, KW JO03BONUTL NEPENTHU Bif
6a30BuX pilleHb A0 6inbl KOMNJEKCHOI LMGpPOoBI3aLlii. Y nigcyMKy MO>XKHa CKa3aTw, L0
edheKTUBHa UMdpoBi3aLif - Le He snwe Npo TEXHONOrIT, a NPo NOEAHAHHSA pecypcis,
MiAroTOBJIEHOr0 NepcoHasny, Y4iTKOI CTpaTerii Ta CAPMATANBOro cepefoBuLLia AN PO3BUTKY.
CamMe Ui yMOBM BM3HA4YaloThb, YXM 3MOXKE MiANPUEMCTBO OTPUMATU peasibHy KOPUCTb Bifg,
BMPOBaAXEHHS iHHOBaLin. Ocob61MBO Ba>KJIMBUM Y LIbOMY MPOLLECI € CaMe CTpaTeriYyHni nigxia,.

Ha npakTuui nobpe BMAHO, LLO OKpPEME BMPOBaOXEHHSA HABITb Cy4aCHUX TEXHOJIOTIN He
rapaHTYE pe3ysbTaTy, AKLLO0 BOHMN He MOoB'A3aHi MixK cob0ol0 | He BNMCaHi B 3arajibHy cuctemy
ynpasaiHHA. JocnigXeHHA NiATBepOKYIOTb, WO MakCuManibHUN ehekT 73 undposizauisa nae
TOni, KOJIN BOHa CTa€ YacTuHoto 6isHec-moOeni NignpueEMCTBA: KOJIN PilLEHHS BUKOPUCTOBYHOTLCS
He i30/1b0BaHO, a NPaLTbL Pa3oM, NiIATPUMYOYM OAMH OLHOMO i BNJIMBAOYM Ha BCi eTanu
06cnyroByBaHHA roCcTS - Bifi MEPLUOro KOHTaKTYy A0 3aBeplueHHst B3aemMogii [1]. ¥ Takomy
BUMa[Ky TEXHOJOrII HE MPOCTO aBTOMATU3YIOTb OKpPEMI MpoLIeCcHu, a 3MiHIOITb caM Niaxig oo
opraHisauii cepsicy. AKWO X UMppoBi3aLisa BNPOBaoXYETbLCA hparMeHTapHO - Hanpuknag,
nnwe ansa 3py4yHoCTi onsiaT abo obniky - BOHa He Aa€e NOBHOro edhekTy. Y Takmx Bunagkax
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NigNPMEMCTBO BUTPAYa€E pecypcu, ase He OTPUMYE CYTTEBOIro NOKPaLWEHHS Hi B AKOCTI
obcnyrosyBaHHS, Hi B epeKTUBHOCTI poboTun. Came TOMY MUTaHHSA CTpaTEerii CTa€e K/II04YOBUM:
BaXXJIMBO He nniie obpaTn TEXHOJOrit0, @ M PO3yMiTH, 9K BOHA BMJIMHE Ha 3aranbHy AiSbHICTb
3akflagy. TakMM YMHOM, BMNPOBaAXKEHHSA CEPBIC-OpPiEHTOBAHUX iIHHOBALN B YKpaiHi BinbyBaeTbCs
B YMOBaX MNOEAHAHHSA 3HAYHOrO MOTEHLiany Ta peasbHUX 0OMeXXeHb.

(&) Al generated text detected: ChatGPT 5.3, : 61,9% id: 44

3 ofgHoro 60Ky, NiANPMEMCTBA CTUKAKTLCS 3 PiHAHCOBMMUN TPYAHOLLAMWU, HECTAYeto
KBanihikoBaHOro NepcoHany Ta opraHisauinHnMm npobnemamu. 3 iHLWIOrO - LM pPOBiI3aLLis
BiIKPMBAE HOBI MOXKJINBOCTI: A03BOJISE MiABULNTMY LWBUAKICTb i AKiICTb 06CNyroByBaHHS, Kpalle
po3yMiTu noTpebu rocten i popmyBaTh BiNibLL FTHYYKY MoAesib poboTu. Y nepcnekTusi came
3[0ATHICTb NiIANPUEMCTB NMPaBUILHO MOEAHATU Li dakKToOpu BU3HAYATMUME IXHIO
KOHKYPEHTOCMPOMOXXHICTb. Ba>k/IMBO HE MPOCTO BNPOBaAXyBaTWN TEXHOJIOTIi, @ HABYNTUCS
npauoBaTu 3 HAMN CUCTEMHO: IHTErpyBaTH iX Y LLOAEHHI NpoLLEeCcH, BUKOPUCTOBYBaTK AaHi ANS
MPUAHATTSA pilleHb i NOCTYNOBO po3BMBaTK cepiic. CaMe TakmMn Niaxia 003BOJISAE CTBOPUTHN
CyYaCHUN, 3pYYHNI | NepCcoHani3oBaHWUN OOCBIO 014 FOCTEN, AKMA CbOrOAHI CTA€E OAHMM i3
KJIIO4OBUX KpUTepiiB BUbopy 3aknany. 74 BUCHOBKM A0 TPETLOro po3ainy Y XoA4i [oCaio>KEHHSA
BCTAHOBJIEHO, LLIO FOTENbHO-PECTOPAHHUNA Bi3HeC YKpaiHM MOCTYNOBO PYXa€ETbCS Y HAaNpsMi
undposisauii. CydacHi nianpunemMcTBa Aefani akTUBHILLE BMPOBaAXXYOTb CEPBiC-OPiEHTOBAHI
TEeXHOoJ10rii, fKi 3MiHITb Nigxoan 0o 06cNyroByBaHHS Ta NiABULLYIOTb MOro epeKTUBHICTb.
BoaHo4vac uen npouec BifbyBaeTbCa HEPIBHOMIPHO: piBeHb LNdPOBi3aLil 3Ha4YHOO Mipoto
3a71eXXuTb Big MacwTabiB 6i3HeCy, HasBHOCTI pecypcCiB i ynpaBAiHCLKOro nigxony. Pasom i3 Tum,
BMPOBaAXeHHS iHHOBaLilA CyNMpPOBOAXXYETLCSA HN3KOI NpobaieM - hiHAHCOBUX, TEXHOJIOTIYHUX,
KaApoBMX Ta opraHizauinHux. BoHM yCKnagHoTb npoLec LumdpoBoi TpaHCchopMaLii Ta YacTo
0bMeXyTb MOXXIMBOCTI NiANPUEMCTB, 0COBIMBO Y CErMEHTI Manoro i cepeaHboro 6i3Hecy.
He3Ba)katouun Ha Lie, NepCrneKTUBU PO3BUTKY 3a/INLLAITLCSA BUCOKUMU. MNofasblie nownpeHHs
MOBiNIbHMX cepBiciB, aBTOMaTM3aLil, aHaNiTUKN OaHNX i NEPCOHaNi30BaHOro Niaxony CBiAYMTb
Mpo Te, WO LMdpoBi3aLisa MOCTYNOBO CTAE HEBIA EMHOIO YaCTUHOK Cy4acCHOro cepBicy. 3a
YMOBU CUCTEMHOI0 BNPOBaOXEHHS iHHOBALN NiANPMEMCTBA MalOTb MOXMBICTb NiABULLTI
AKICTb 06C/IyroByBaHHS, 3MiLLHUTN KOHKYPEHTHI no3uuii Ta chopmyBaTy BifibLl CyYaCHUN i
3pyyHun gocsig ond rocten. 75 3AFAJIbHI BUCHOBKW Y xo4i BUKOHaHHS AOCAigAXXeHHSA Byo
OOCArHYTO NOCTaBJIEHOl MEeTU LLUJIAXOM MOCiILOBHOIMO PO3KPUTTA TEOPETUYHUX | MPaKTUYHUX
aCreKTiB CepBiC- OPIEHTOBAaHMX iIHHOBaALLiI y FrOTeJ/IbHO-pecTopaHHOMY bGi3Heci. MpoBeneHun
aHani3 0O3BO/IMB KOMIMIEKCHO OLHUTK TX pOsib Y NiABULLEHHI SKOCTi 06CNYyroByBaHHS,
hopMyBaHHI O0OCBiAy rocten Ta 3abe3neyeHHi KOHKYPEHTOCMPOMOXXHOCTI MignpueMCTB. Y
rnepLwiomMy po3gini 6yno po3rnsgHyTO TEOPETUYHI 3acCaAn CepBiC- OPIEHTOBAHMX iIHHOBALLIN Y
chepi rocTUHHOCTI. BcTaHOBNEHO, WO TakKi iHHOBaLii cnpsAMoOBaHi HacaMnepen Ha MoKpaLLEeHHS
B3a€EMOMII Mi>K FOCTEM i 3aK/1a0M, a He JIULLIE Ha BOOCKOHANIEHHA NMPOAYKTY YN TEXHOJIOriYHNX
npouecis. ObrpyHTOBaHO, L0 KJiEHTOOPIEHTOBaHNIM Migxin € 6a30t Cy4yacHOro cepseicy, a
UnpoBi3aLig BUCTYMAE KAKYOBUM iIHCTPYMEHTOM MOro peanisauii. BU3Ha4eHO OCHOBHI
HanpsaMu LM poBi3aLlil, 30KpeMa aBToOMaTM3aLito NpoLeciB, BUKOPUCTaHHSA MOBINbHMX
naaTgopM, OHJIANH-CEPBICIB i -CUCTEM, Lo A03BOJIAKTb NiABULWNTIN piBEHb MepcoHanizauii
obcnyrosyBaHHS. Tako)X A0OBEAEHO, LLO BMNPOBaaXXeHHs iHHOBaLih be3nocepeaHbLO BMJIMBAE Ha
AKICTb CepBicy Ta OPMYBaHHA KOHKYPEHTHUX NepeBar nignpuveMcTBa. Y opyromMmy po3aini
OOCNiAXXeHO NpaKTUYHE BUKOPUCTAHHSA CyHaCHUX CEPBICHMX TEXHOJIOTIN Yy MPOLLECI
obcnyroByBaHHS rocten. BctaHoBNEHO, WO LUUGPOBI peLenLii CyTTEBO 3MiHIOIOTb TPaAULIAHWI
rnpouec B3aeEMoAii 3 KNiEHTOM, 3abe3neyyoyn WBNAKE 3aCes/IEHHSA, 3MEHLUEHHS Yepr i
MiABULLEHHS TOYHOCTI AaHUX. Be3KOHTaKTHI NNaTiXKHi TEXHOOrIT CMPOLLYOTh MPOLEeC
pPO3paxyHKy, MigBULLYIOTb piBEHb Be3neku Ta hopMytoTb BinbLl KOMMOPTHMI OOCBIL ANA
rocTen. 3Ha4yHy poJib BigirpatoTb LMGPOBI NporpamMmm N0AAbHOCTI, AKi 4O03BONASAIOTb
rnepcoHasizyBaTy NMPono3unLii, CTUMYJIlOBaTW NOBTOPHI BiABiAYyBaHHSA Ta MiABULLLYBaTN CcepeHin
Yyek. [JoBeneHo, Lo KOMMNJIEKCHE BUKOPUCTAHHSA LIMX TEXHOMOTIA MO3UTMBHO BMJMBAE K Ha
DYHKLiOHa/IbHE, TaK i Ha eMoLiHe 3aJ0BOJIEHHS rOCTen, wo 6esnocepeqHbO MiABULLYE iXHIO
JNIOANLHICTb. 76 Y TpeTbOMYy po34isi NpoaHani3oBaHO 0COBMBOCTI BNPOBaAXXEHHSA CepBic-
OPIEHTOBAHUX TEXHOJIOFiN Yy roTenbHo-pecTopaHHOMY 6i3Heci YKpaiHu. BusHayeHo, Lo
undposisaLis ranysi BigbyBaeTbCa NOCTYNOBO Ta HEPIBHOMIPHO: BEJIMKI NiAMNPUEMCTBA aKTUBHO
BMPOBaLKYIOTb KOMIMJIEKCHI pillleHHS, ToAi K Manuin 6izHec obMeXxyeTbca 6a3o0BMMU
iHCTpyMeHTamMn. BcTaHOBIEHO OCHOBHI LLISXWU BMPOBaAXXEHHSA TEXHOJION N, SKi BKJIOYaTh
noeTanHWM Nigxig - Big aHanisy noTpeb Ao ouiHKM eheKTUBHOCTI. BogHOYaC BUSABIEHO KOYOBI
npobnemu, cepen SKMX PiHAHCOBI 0BMEXEHHS, CKNaAHICTb iHTerpauii cuctemMm, HeoCTaTHIN
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piBeHb LMPPOBUX HABNYOK NEPCOHay Ta BiACYTHICTb YiTKOI cTpaTerii. Pa3om i3 Tum poseneHo,
O MEepCrnekKTUBN PO3BUTKY 3a/INLLAIOTLCA BUCOKUMU: Fasy3b PyXa€ETbCA Yy HaNpsAMi NOEAHAHHSA
camoobcnyroByBaHHS Ta NepcoHasni3alii cepsicy, L0 BiANOBIAAE CYyYAaCHUM BMMOraMm
CMo>XMBaviB. Y pe3ynbTaTi AOCNiIAXXEHHS BU3HAYEHO, L0 CEPBIC-OPIEHTOBAHI iHHOBALLIT MaloTb
KOMMAEKCHUI BMJINB Ha AiabHICTb MigNPUEMCTB.

BoHW 003BOASAIOTE NiABUWNTU ePEKTUBHICTb BHYTPILHIX NMpoueciB, CKOPOTUTU Yac
obcnyrosyBaHHS, MOKPALWUTN AKICTb B3aEMOAil 3 rocTeM i chopMyBaTU MO3NTUBHUN OOCBIA, L0
CNpPUSE 3POCTaHHIO PiBHSA 3a40BOJIEHOCTI Ta NOSASIbHOCTI KNiEHTIB. BoaHo4ac ix BNpoOBaAXeHHSA
noTpebye cucTtemMHoro nigxony, iHBECTULIRN, NiAroTOBKM NepcoHany Ta iHTerpauii B 3arajibHy
CcTpaTeriio po3BUTKY NiANPUEMCTBA. TaKUM YMHOM, NpoBeLeHe AOCiAXXEHHS NiIATBEpANNO, Lo
cepBic- opieHTOBaHI iHHOBaLiT € OAHUM i3 KJ/TIOYOBUX YNHHUKIB PO3BUTKY Cy4aCHOro roTesibHo-
pecTopaHHOro bisHecy.
@ 3HanaeHo nnariaty: 0,17% id: 45
ix EPEerUERRITKOPUL SN AUFE3BOI R REM T B E R A HARTYBA ARSI BMiH puHKy,
NigBULLLYBATN KOHKYPEHTOCMPOMOXXHICTb i (hOpMyBaTW Cy4aCHUMN, 3pyYHUN Ta
nepcoHasnizoBaHUN cepBic, AKUN BianoBigae odikyBaHHAM rocten. 77 CMTMCOK BUKOPUCTAHUX
O>KEPEJ1 1. bapHa M., MenbHuk |. CTpaTeris umgpoBi3alii roTesbHO- pecTopaHHoro 6isHecy.
EkoHOMiKa Ta cycninbcTBo. 2025. o 71. : ://c01.0r0/10.32782/2524-0072/2025-71-66.
2. bepesiscbka O., lNopiwescbkun M., borandyk B. Cy4acHi TpeHAaun Ta iHHOBaLiT y 3aCTOCYBaHHI
LUNPOBUX TEXHOJIOFIN Y rOTesIbHO-pecTopaHHOMY Bi3Heci. EKOHOMiIKa Ta cycninbcTBo. 2024.
70. : ://c01.0r0/10.32782/2524-0072/2024-70-180. 3. boHagapeHko J1., CTaxopcbka O.,
Yayc B. BnavB iHHOBaALiNHUX PillEHb Ha KOHKYPEHTOCMPOMOXXHICTb 3aK/lafiB roTesibHoO-
pecTtopaHHoro 6isHecy. EKoHOMika Ta cycninbcTBo. 2025. )\ 78. :
://c01.0r0/10.32782/2524-0072/2025-78-109. 4. bya3siHcbkmin B. Llndposi TexHonorii Ta ix
pOJib B @aHTUKPU30BOMY yNpaBSiHHI NiANPUEMCTBAMU iHAYCTPIT FOCTUHHOCTI. EKOHOMIiYHI
ropmsoHTn. 2025. T. 3, [\ 32. : ://d01.0r0/10.31499/2616-5236.3(32).2025.333349. 5.
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peuenuii) CKopo4eHHs Yyepr Ta Yac odikyBaHHSA 5-15 xB 1-3 xB 4acy ob6csyrosyBaHHS
IHauBigyanbHi Moxxnnea 4epes MNepcoHanizauia MiHiManbHa Npono3nuii Ta iHTerpauito 3
nocsyrmn Mo>xamei NOMUIKN ABTOMaTM4YHa 3MEHLLEHHS pU3nKYy TOYHICTb aHUX MPUN PyYHOMY
BBEOEHHI CUHXPOHi3aLis 3 MoMuUIoK MoXxnmeicTb TinbKn pobo4nin 4ac caMoCTiNHOIroO
HocTynHicTb 24/7 peuenuii o6cnyrosyBaHHS B 6yab-akuin 4ac CknageHo aBTopom 86 NonaTtok b
Cxema BnpoBag)XeHHA 6e3KOHTaKTHMX NnaTexiB y rotesi MNigsuweHa 3py4HicTb INicTb Ta

6e3neka ona rocTtA -KapTKa / ABTOMaTu4He Mob6inbHUI raMaHeLb OHOBNEHHS paxyHKy / [/ OR-
Kog iHTerpauis 3 MigTBepa>xeHHs TepmiHan abo - ONN1aTn / OHOBJIEHHSA CUCTEMA FoTesto
DaHuX y CknagneHo aBTopomM 87 NonaTtok B Npadhik BNAMBy LmncpoBux nporpam nosaabHOCTI

Ha NOBTOPHI BiABiAYyBaHHSA Ta cepefHin 4yek pyna rocten MNosTopHi MNoBTopHi CepenHin yek
CepefHin 4ek Bi3UTK 40 Bi3UTW Nicna 40 NporpamMm Nicna BNpoBaA>XKeHHS BNPOBaAXKEHHS
nporpamu nporpamum FocTti A 25 % 45 % 800 rpH 1050 rpH (3apeecTtpoBaHi) NocTi 2 15 % 30 %
650 rpH 800 rpH (He3apeecTpoBaHi) CknageHO aBTOPOM
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