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Çá³ð íèê ñòà òåé ïðèñ âÿ ÷å íî íàó êî âèì çäî áóò êàì ìî ëî äèõ íàó êîâ ö³â – àñ ï³ ðàí ò³â òà çäîá óâà ÷³â íàó êî âèõ ñòó ïå í³â êàí äè äà-
òà òà äîê òî ðà åêî íî ì³÷ íèõ íàóê. Â³í îõî ïëþº øè ðî êèé ñïåêòð ïðî áëåì ³ç òà êèõ íà ïðÿ ì³â:

– ìàê ðîåêî íî ì³÷ í³ àñ ïåê òè ñó ÷à ñíî¿ åêî íî ì³ êè;
– åêî íî ì³÷ í³ ïðî áëå ìè ðî çâèò êó ãà ëó çåé òà âè ä³â åêî íî ì³÷ íî¿ ä³ÿëü íî ñò³;
– ðîçâèòîê ðåã³îíàëüíî¿ åêîíîì³êè;
– ñîö³àëüíî–òðóäîâ³ â³äíîñèíè.

Ðîç ðà õî âà íî íà íàó êîâ ö³â ³ ñïå ö³à ë³ ñò³â, ÿê³ çàé ìà þòü ñÿ ïè òàí íÿ ìè óïðà âë³í íÿ åêî íî ì³ êîþ òà âèâ ÷à þòü òåî ð³þ òà ïðàê òè êó 
ôîð ìó âàí íÿ ðèí êî âèõ â³ä íî ñèí â Óê ðà ¿ í³.

Â³ä ïî â³ä íî äî Íàêàçó Ì³í³ñòåðñòâà îñâ³òè ³ íàóêè Óêðà¿íè â³ä 06.11.2014 ¹1279 äà íèé çá³ð íèê â³ä íå ñå íî äî íàó êî âèõ 
ôà õî âèõ âè äàíü Óê ðà ¿ íè, â ÿêèõ ìî æóòü ïó áë³ êó âà òè ñÿ ðå çóëü òà òè äè ñåð òà ö³é íèõ ðî á³ò íà çäî áóò òÿ íàó êî âèõ ñòó ïå í³â äîê òî ðà 
³ êàí äè äà òà íàóê (ïå ðå ë³ê ¹1, ðîç ä³ë «Åêî íî ì³÷ í³ íàó êè»).
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Ïðàêòè÷í³ ï³äõîäè äî ôîðìóâàííÿ ÿêîñò³ ïîñëóã
Ïðîàíàë³çîâàí³ ïðîáëåìè ÿêîñò³ ïîñëóã ³ç âðàõóâàííÿì ÷îòèðüîõ ãîëîâíèõ ñïåöèô³÷íèõ ðèñ ïî-

ñëóã, òàêèõ ÿê íåâ³ä÷óòí³ñòü, íåâ³ää³ëüí³ñòü â³ä äæåðåëà, ì³íëèâ³ñòü òà íåïðèäàòí³ñòü äî çáåð³ãàííÿ. 
Âèçíà÷åíî, ùî ðîëü ëþäñüêîãî ÷èííèêà º îäí³ºþ ç ãîëîâíèõ ïðîáëåì åôåêòèâíî¿ îðãàí³çàö³¿ ïðî-
öåñó îáñëóãîâóâàííÿ. Âèçíà÷åí³ ìîæëèâ³ ä³¿, çà äîïîìîãîþ ÿêèõ ìîæíà ì³í³ì³çóâàòè íåãàòèâíèé 
âïëèâ ëþäñüêîãî ÷èííèêà íà ÿê³ñòü ïîñëóãè. Ïåðøà ãðóïà òàêèõ ä³é ïîâ’ÿçàíà ³ç âñòàíîâëåííÿì 
÷³òêèõ âèìîã äî îáñëóãîâóþ÷îãî ïåðñîíàëó òà åôåêòèâíî îðãàí³çîâàíèì âíóòð³øí³ì ìàðêåòèíãîì. 
Îñòàííº ïåðåäáà÷àº ä³ºâó ñèñòåìó ìîòèâàö³¿, ÿêà á çàáåçïå÷èëà âèñîêó ÿê³ñòü îáñëóãîâóâàííÿ â 
ïðîöåñ³ âçàºìîä³¿ îáñëóãîâóþ÷îãî ïåðñîíàëó ç êë³ºíòîì. Äðóãà ãðóïà ä³é ïîâ’ÿçàíà ³ç çàëó÷åííÿì 
ñïîæèâà÷à äî ïðîöåñó íàäàííÿ ïîñëóãè.

Ïðîàíàë³çîâàí³ òà ñèñòåìàòèçîâàí³ ³ñíóþ÷³ ïîãëÿäè íà ÿê³ñòü ïîñëóãè. Ïîíÿòòÿ ÿêîñò³ ïîñëóã ðîç-
ãëÿäàºòüñÿ ÿê ïîºäíàííÿ äâîõ ñêëàäîâèõ: ÿê³ñòü ïðîöåñó îáñëóãîâóâàííÿ òà ÿê³ñòü ðåçóëüòàòó â³ä 
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Ïðàêòè÷åñêèå ïîäõîäû ê ôîðìèðîâàíèþ êà÷åñòâà óñëóã
Ïðîàíàëèçèðîâàíû ïðîáëåìû êà÷åñòâà óñëóã ñ ó÷åòîì ÷åòûðåõ ãëàâíûõ ñïåöèôè÷åñêèõ ÷åðò 

óñëóã, òàêèõ êàê íåîùóòèìîñòü, íåîòäåëèìîñòü îò èñòî÷íèêà, èçìåí÷èâîñòü è íåïðèãîäíîñòü, 
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ê õðàíåíèþ. Îïðåäåëåíî, ÷òî ðîëü ÷åëîâå÷åñêîãî ôàêòîðà ÿâëÿåòñÿ îäíîé èç ãëàâíûõ ïðîáëåì 
ýôôåêòèâíîé îðãàíèçàöèè ïðîöåññà îáñëóæèâàíèÿ. Îïðåäåëåíû âîçìîæíûå äåéñòâèÿ, ñ ïîìî-
ùüþ êîòîðûõ ìîæíî ìèíèìèçèðîâàòü íåãàòèâíîå âëèÿíèå ÷åëîâå÷åñêîãî ôàêòîðà íà êà÷åñòâî 
óñëóãè. Ïåðâàÿ ãðóïïà òàêèõ äåéñòâèé ñâÿçàíà ñ óñòàíîâëåíèåì ÷åòêèõ òðåáîâàíèé ê îáñëóæè-
âàþùåìó ïåðñîíàëó è ýôôåêòèâíî îðãàíèçîâàííûì âíóòðåííèì ìàðêåòèíãîì. Ïîñëåäíåå ïðåä-
óñìàòðèâàåò äåéñòâåííóþ ñèñòåìó ìîòèâàöèè, êîòîðàÿ áû îáåñïå÷èëà âûñîêîå êà÷åñòâî îáñëó-
æèâàíèÿ â ïðîöåññå âçàèìîäåéñòâèÿ îáñëóæèâàþùåãî ïåðñîíàëà ñ êëèåíòîì. Âòîðàÿ ãðóïïà 
äåéñòâèé ñâÿçàíà ñ ïðèâëå÷åíèåì ïîòðåáèòåëÿ ê ïðîöåññó ïðåäîñòàâëåíèÿ óñëóãè. 

Ïðîàíàëèçèðîâàíû è ñèñòåìàòèçèðîâàíû ñóùåñòâóþùèå âçãëÿäû íà êà÷åñòâî óñëóãè. Ïîíÿòèå 
êà÷åñòâà óñëóã ðàññìàòðèâàåòñÿ êàê ñî÷åòàíèå äâóõ ñîñòàâëÿþùèõ: êà÷åñòâî ïðîöåññà îáñëóæè-
âàíèÿ è êà÷åñòâî ðåçóëüòàòà îò ïðèîáðåòåíèÿ óñëóãè. Îïðåäåëåíû ôàêòîðû âëèÿíèÿ íà êàæäóþ 
ñîñòàâëÿþùóþ. Êà÷åñòâî ïðîöåññà îáñëóæèâàíèÿ çàâèñèò îò êà÷åñòâà èíòåðàêòèâíîãî âçàèìî-
äåéñòâèÿ ìåæäó îáñëóæèâàþùèì ïåðñîíàëîì è êëèåíòîì, ýôôåêòèâíîñòè îðãàíèçàöèè ïðîöåñ-
ñà îáñëóæèâàíèÿ âî âðåìåíè è â ïðîñòðàíñòâå è àòìîñôåðû ïðåäîñòàâëåíèÿ óñëóãè. Êà÷åñòâî 
ðåçóëüòàòà ñâÿçàíî ñ óðîâíåì ïðîôåññèîíàëüíîé êâàëèôèêàöèè ïåðñîíàëà, êà÷åñòâîì îáîðó-
äîâàíèÿ è ìàòåðèàëîâ è óðîâíåì èííîâàöèîííîñòè òåõíîëîãèé. Êà÷åñòâî ïðîöåññà ïðåäëîæåíî 
ðàññìàòðèâàòü êàê ïñèõîëîãè÷åñêîå è ãåäîíèñòè÷åñêîå êà÷åñòâî, â òî âðåìÿ êàê êà÷åñòâî ðå-
çóëüòàòà ÿâëÿåòñÿ êà÷åñòâîì ðàöèîíàëèçìà. 

 Ïðåäëîæåíî ðàçäåëåíèå ñóùåñòâóþùèõ óñëóã íà äâå ãðóïïû: óñëóãè, äëÿ êîòîðûõ êà÷åñòâî ðå-
çóëüòàòà è êà÷åñòâî ïðîöåññà ìîæíî ÷åòêî ðàçìåæåâàòü, è óñëóãè, äëÿ êîòîðûõ èìåííî êà÷åñòâî 
ïðîöåññà îïðåäåëÿåò êà÷åñòâî ðåçóëüòàòà.

Êëþ÷åâûå ñëîâà: ìàðêåòèíã óñëóã, êà÷åñòâî óñëóãè, êà÷åñòâî ïðîöåññà îáñëóæèâàíèÿ, êà÷å-
ñòâî ðåçóëüòàòà îáñëóæèâàíèÿ, âíóòðåííèé ìàðêåòèíã, èíòåðàêòèâíûé ìàðêåòèíã.

TKACHUK S.V.,
STETSENKO V.A.,

STAHURSKA S.A.,
STAHURSKIY V.O.

Practical approaches to forming of services quality
The problems of service’s quality are analyzed, considering four main specified features of services, 

such as impalpability, inseparability from the source, inconstancy, non–suitability for storage. The role 
of subjective and human factors is considered to be the one of main problems in effective organization 
of service. The possible actions of minimization of negative influence of the human factor on service 
quality are determined. The first group of actions is connected with establishing clear requirements 
to the service staff and also with the effectively organized of internal marketing. The last one is 
connected with the effective system of motivation, which must ensure high quality of service process 
during interaction between service staff and client. The second group of actions is associated with 
involvement of the consumer in the process of providing the service. 

The existing approaches to the service quality are analyzed and systematized. The concept of service 
quality is considered as the combination of two components: quality of service process and quality of 
service result. The factors of influence on each component are determined. Quality of service process 
depends on the quality of interaction between service staff and client, the effectiveness of service 
process organization in time and space and the atmosphere of service provision. Quality of service 
result deals with the level of professional qualification of staff, quality of equipment and materials and 
level of innovativeness of technologies. The quality of process is considered as the psychological and 
hedonistic quality, while the quality of result is considered to be the rational quality. 

The existing services are proposed to be divided into two groups: the services, for which the quality 
of result and the quality of process can be clearly delineated, and the services, for which the quality of 
process makes the quality of the result.

Key words: marketing of services, quality of service, quality of service process, quality of service 
result, internal marketing, interactive marketing.



ÅÊÎÍÎÌ²×Í² ÏÐÎÁËÅÌÈ ÐÎÇÂÈÒÊÓ ÃÀËÓÇÅÉ ÒÀ ÂÈÄ²Â ÅÊÎÍÎÌ²×ÍÎ¯ Ä²ßËÜÍÎÑÒ²

71

Ïîñòàíîâêà ïðîáëåìè. Ñôåðà ïîñëóã â Óêðà-
¿í³ ðîçâèâàºòüñÿ øâèäêèìè òåìïàìè ³ çàéìàº 
çíà÷íó ÷àñòêó ó ñòðóêòóð³ íàö³îíàëüíîãî âèðîá-
íèöòâà. Ðîçâèòîê íåìàòåð³àëüíî¿ ñôåðè, çà óìî-
âè åôåêòèâíî¿ îðãàí³çàö³¿ öüîãî ïðîöåñó, ïîâèíåí 
ïðèíåñòè çíà÷íèé åêîíîì³÷íèé òà ïîçàåêîíî-
ì³÷íèé åôåêò (ïîïîâíåííÿ äåðæàâíîãî áþäæå-
òó, ï³äâèùåííÿ äîáðîáóòó íàñåëåííÿ, çíèæåí-
íÿ áåçðîá³òòÿ, çðîñòàííÿ ÿêîñò³ æèòòÿ òîùî). Íå 
ìîæíà çàáóâàòè ïðî ÷àñîâèé ðîçðèâ ì³æ ðîç-
âèòêîì ñôåðè ïîñëóã â Óêðà¿í³ òà ó ³íøèõ êðà¿-
íàõ ªâðîïè ³ç ðîçâèíåíîþ ðèíêîâîþ åêîíîì³êîþ. 
Éäåòüñÿ ñàìå ïðî ìàðêåòèíãîâèé êë³ºíòîîð³ºí-
òîâàíèé ï³äõ³ä äî íàäàííÿ ïîñëóã, çàñíîâàíèé íà 
êîìïëåêñíîìó ðîçóì³íí³ ÿêîñò³ ïîñëóã. Âàæëè-
âèì º óñâ³äîìëåííÿ ïîíÿòòÿ ñóêóïíî¿ ÿêîñò³ ïî-
ñëóã ç óðàõóâàííÿì ³íñòðóìåíòàëüíî¿ òà ôóíêö³î-
íàëüíî¿ ñêëàäîâèõ, âèä³ëåííÿ ÷èííèê³â âïëèâó íà 
îáèäâ³ ñêëàäîâ³ ç ìåòîþ ¿õ ïðàêòè÷íîãî çàñòîñó-
âàííÿ. Äëÿ äîñÿãíåííÿ ö³º¿ ìåòè íåîáõ³äíî âèð³-
øèòè òàê³ çàâäàííÿ:

– ïðîàíàë³çóâàòè âïëèâ îñîáëèâîñòåé ïîñëóã 
íà ¿õ ÿê³ñòü, ñôîðìóëþâàòè ìîæëèâîñò³ ï³äâè-
ùåííÿ ÿêîñò³ ïîñëóã â àñïåêò³ ¿õ ñïåöèô³÷íèõ õà-
ðàêòåðèñòèê;

– ñèñòåìàòèçóâàòè ³ñíóþ÷³ ïîãëÿäè íà ïîíÿò-
òÿ ÿêîñò³ ïîñëóãè, âèîêðåìèòè ñêëàäîâ³ ÿêîñò³ 
ïðîöåñó òà ðåçóëüòàòó íàäàííÿ ïîñëóã ç ïîãëÿäó 
ñïîæèâà÷à. 

Àíàë³ç îñòàíí³õ äîñë³äæåíü ³ ïóáë³êàö³é. 
Ïèòàííþ ÿêîñò³ ïîñëóã ïðèñâÿ÷åí³ ïðàö³ áàãà-
òüîõ â÷åíèõ [1 – 8]. Òàê, ó ïðàöÿõ Ñ.Ñ. Àáðàìî-
âà ñôîðìóëüîâàí³ îñíîâí³ ö³ë³ ï³äâèùåííÿ ÿêîñò³ 
ïîñëóã òà êîíêðåòèçîâàí³ ïîêàçíèêè, ÿê³ õàðàêòå-
ðèçóþòü ÿê³ñòü ïîñëóãè [1], à òàêîæ âèîêðåìëåí³ 
åëåìåíòè, ùî õàðàêòåðèçóþòü ÿê³ñòü ðåçóëüòàòó 
â³ä íàäàííÿ ïîñëóãè òà åëåìåíòè, ÿê³ ñòîñóþòüñÿ 
ÿêîñò³ ñåðâ³ñó [1]. Ó ïðàöÿõ Ò.À. Îðó÷ îõàðàêòåðè-
çîâàí³ îñíîâí³ ïðîáëåìè, ÿê³ ìàþòü ì³ñöå â ïðî-
öåñ³ îö³íêè ÿêîñò³ îáñëóãîâóâàííÿ ñïîæèâà÷³â òà 
çàïðîïîíîâàíà ìåòîäèêà îö³íêè ÿêîñò³ îáñëóãî-
âóâàííÿ ñïîæèâà÷³â ïîñëóã [5]. Â÷åíèé Ã. Ñàéìîí 
âèîêðåìëþº ïîíÿòòÿ ñóá’ºêòèâíî¿ òà îá’ºêòèâíî¿ 
ÿêîñò³ ïîñëóã [2]. Â³äîìèé ïðåäñòàâíèê Ï³âí³÷íî¿ 
øêîëè ìàðêåòèíãó ïîñëóã Ê. Ãðüîíðîñ ðîçðîáèâ 
ôóíêö³îíàëüíî–³íñòðóìåíòàëüíó ìîäåëü ÿêîñ-
ò³ îáñëóãîâóâàííÿ, äå âèîêðåìèâ ÿê³ñòü ïðîöåñó 
îáñëóãîâóâàííÿ òà ÿê³ñòü ðåçóëüòàòó â³ä ñïîæè-
âàííÿ ïîñëóãè [3; 4], à òàêîæ ñôîðìóëþâàâ ïî-
íÿòòÿ ³íòåðàêòèâíîãî ìàðêåòèíãó, ÿêèé áàãàòî â 

÷îìó âèçíà÷àº ÿê³ñòü ñåðâ³ñó, òà âíóòð³øíüîãî 
ìàðêåòèíãó. 

 Ç ìåòîþ ãëèáøîãî ðîçóì³ííÿ ðåçåðâ³â çá³ëü-
øåííÿ ÿêîñò³ ïîñëóã ³ñíóº íåîáõ³äí³ñòü á³ëüø äå-
òàëüíîãî ðîçãëÿäó ÷èííèê³â, ÿê³ ôîðìóþòü ñó-
êóïíó ÿê³ñòü ïîñëóãè, à òàêîæ ñèñòåìàòèçàö³¿ 
³ñíóþ÷èõ ï³äõîä³â äî ÿêîñò³ ïîñëóã ç óðàõóâàííÿì 
¿õ îñîáëèâîñòåé.

Ìåòà ñòàòò³: ñèñòåìàòèçàö³ÿ ³ñíóþ÷èõ ï³äõîä³â 
ùîäî ðîçóì³ííÿ ïîíÿòòÿ ÿêîñò³ ïîñëóã, âèîêðåì-
ëåííÿ òà êîíêðåòèçàö³ÿ ñêëàäîâèõ ÿêîñò³ ïîñëóãè.

Âèêëàä îñíîâíîãî ìàòåð³àëó. ßê³ñòü ïîñëó-
ãè º ñêëàäí³øèì òà àáñòðàêòí³øèì ïîíÿòòÿì, í³æ 
ÿê³ñòü ìàòåð³àëüíèõ òîâàð³â. Öå ïîâ’ÿçàíî ³ç ñïå-
öèô³êîþ ïðîäóêö³¿ ñôåðè íåìàòåð³àëüíîãî âè-
ðîáíèöòâà [3; 4; 6]:

– íåâ³ä÷óòí³ñòü ïîñëóã, ¿õ íåìàòåð³àëüí³ñòü ïðè-
çâîäèòü äî ï³äâèùåííÿ ðîë³ ñóá’ºêòèâíîãî ÷èí-
íèêà ñïðèéíÿòòÿ ÿêîñò³ ç³ ñòîðîíè êë³ºíòà;

– íåâ³ää³ëüí³ñòü ïîñëóã â³ä äæåðåëà ï³äâèùóº 
ðîëü ëþäñüêîãî ÷èííèêà â ïðîöåñ³ îáñëóãîâóâàí-
íÿ: â³ä êâàë³ô³êàö³¿ òà çä³áíîñòåé êîíòàêòíîãî ïåð-
ñîíàëó çíà÷íîþ ì³ðîþ çàëåæèòü ÿê³ñòü ïîñëóãè, 
çðîñòàº çíà÷åííÿ êëþ÷îâèõ êîíòàêò³â ³ç êë³ºíòàìè;

– ì³íëèâ³ñòü ïîñëóã òàêîæ ïîâ’ÿçàíà ³ç ëþä-
ñüêèì ÷èííèêîì, ùî âèìàãàº åôåêòèâíî îð-
ãàí³çîâàíîãî ³íòåðàêòèâíîãî òà âíóòð³øíüîãî 
ìàðêåòèíãó, âñòàíîâëåííÿ ÷³òêèõ ñòàíäàðò³â îá-
ñëóãîâóâàííÿ äëÿ êîíòàêòíîãî ïåðñîíàëó;

– íåïðèäàòí³ñòü ïîñëóã äî çáåð³ãàííÿ ìîæå 
ïðîâîêóâàòè çáî¿ â ÿêîñò³ îáñëóãîâóâàííÿ ó ïåð³-
îä íàäì³ðíîãî ïîïèòó òà çíà÷í³ ïîñò³éí³ âèòðàòè ó 
ïåð³îäè éîãî äåô³öèòó.

²ç îñîáëèâîñòåé ïîñëóã ñòàº î÷åâèäíèì, ùî 
ÿê³ñòü ïîñëóãè, ïî–ïåðøå, ò³ñíî ïîâ’ÿçàíà ³ç ëþä-
ñüêèì ôàêòîðîì, ïî–äðóãå, íà â³äì³íó â³ä ÷³òêèõ 
ñòàíäàðò³â ÿêîñò³ ìàòåð³àëüíèõ òîâàð³â, ÿê³ñòü 
ïîñëóã º á³ëüø àáñòðàêòíèì ïîíÿòòÿì. 

Ìåòîþ ô³ðìè–âèðîáíèêà ïîñëóãè º äîñÿãíåí-
íÿ âèñîêî¿ ÿêîñò³ ó íàäàíí³ ïîñëóãè òà óñóíåí-
íÿ ¿¿ ì³íëèâîñò³. Îñê³ëüêè ì³íëèâ³ñòü ïåðåäóñ³ì 
ïîâ’ÿçàíà ³ç ëþäñüêèì ôàêòîðîì, äîö³ëüíèìè 
áóäóòü íàñòóïí³ ä³¿:

– âñòàíîâëåííÿ ÷³òêî ðåãëàìåíòîâàíèõ ñòàí-
äàðò³â òà âèìîã äî îáñëóãîâóþ÷îãî ïåðñîíàëó;

– ñòâîðåííÿ åôåêòèâíî¿ ñèñòåìè âíóòð³øíüî-
ãî ìàðêåòèíãó ³ç òàêèì ìîòèâàö³éíèì ìåõàí³ç-
ìîì, ÿêèé áè ìàêñèìàëüíî âðàõîâóâàâ ïîòðåáè 
òà ö³ííîñò³ îáñëóãîâóþ÷îãî ïåðñîíàëó ³ ñòèìóëþ-
âàâ áè éîãî äî ÿê³ñíîãî âèêîíàííÿ îáîâ’ÿçê³â òà, 
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ÿê ðåçóëüòàò, ï³äâèùóâàâ áè ð³âåíü îðãàí³çàö³¿ ³í-
òåðàêòèâíîãî ìàðêåòèíãó;

– çàëó÷åííÿ êë³ºíòà äî ïðîöåñó íàäàííÿ ïî-
ñëóãè: îðãàí³çàö³ÿ ïðîöåñó îáñëóãîâóâàííÿ òà-
êèì ÷èíîì, ùîá ñïîæèâà÷ ìàêñèìàëüíî áðàâ 
ó íüîìó ó÷àñòü. Ïðèêëàäàìè, ÿê³ ìàëè ì³ñöå íà 
óêðà¿íñüêîìó ðèíêó ïîñëóã çà îñòàíí³ äåñÿòèë³ò-
òÿ, ìîæóòü ñëóãóâàòè ñòâîðåííÿ çíà÷íî¿ ê³ëüêîñò³ 
ìàãàçèí³â ñàìîîáñëóãîâóâàííÿ, â òîìó ÷èñë³ êàñ 
ñàìîîáñëóãîâóâàííÿ, âïðîâàäæåííÿ ñèñòåìè 
â³ääàëåíîãî áàíê³âñüêîãî îáñëóãîâóâàííÿ, ÷àñò-
êîâå âïðîâàäæåííÿ äèñòàíö³éíî¿ îñâ³òè ó âèùèõ 
íàâ÷àëüíèõ çàêëàäàõ òà øêîëàõ, ìîæëèâ³ñòü çà-
ïèñó äî ë³êàðÿ îí–ëàéí òîùî.

Îäíîçíà÷íèì º òîé ôàêò, ùî ÿê³ñòü ïîñëóãè 
ïîâ’ÿçàíà ³ç ÿê³ñòþ îáñëóãîâóâàííÿ. Âò³ì ïîòð³á-
íî ÷³òêî ðîçìåæîâóâàòè ö³ äâà ïîíÿòòÿ ³ ðîçóì³òè 
âçàºìîçâ’ÿçîê ì³æ íèìè. Ðîçãëÿíåìî ö³ êàòåãîð³¿ 
äåòàëüí³øå.

ßê³ñòü îáñëóãîâóâàííÿ – öå ÿê³ñòü ïðîöåñó íà-
äàííÿ ïîñëóãè, ôóíêö³îíàëüíà ÿê³ñòü (çã³äíî ìî-
äåë³ Ê. Ãðüîíðîñà) [3; 4]. Êëþ÷îâèì ñëîâîì òóò º 
ïðîöåñ, ÿê³ñòü ïðîöåñó. Äî ÿêîñò³ ïðîöåñó îáñëó-
ãîâóâàííÿ ñë³ä âêëþ÷èòè òàê³ ñêëàäîâ³:

– ÿê³ñòü âçàºìîä³¿ îáñëóãîâóþ÷îãî ïåðñîíàëó ³ç 
êë³ºíòîì; 

– åôåêòèâí³ñòü îðãàí³çàö³¿ ïðîöåñó îáñëóãîâó-
âàííÿ â ÷àñ³ òà ïðîñòîð³; 

– àòìîñôåðà, ó ÿê³é ïåðåáóâàº êë³ºíò ï³ä ÷àñ 
ñïîæèâàííÿ ïîñëóãè.

Ùîäî ÿêîñò³ âçàºìîä³¿ êîíòàêòíîãî ïåðñî-
íàëó ³ç êë³ºíòîì, òî òóò îêðåìî âàðòî âèä³ëè-
òè ïðîôåñ³éíó ÿê³ñòü (âèçíà÷àºòüñÿ ð³âíåì ïðî-
ôåñ³éíî¿ êîìïåòåíòíîñò³ ïåðñîíàëó, âì³ííÿì 
ïðàöþâàòè ³ç â³äïîâ³äíèì îáëàäíàííÿì, ïðî-
ãðàìíèì çàáåçïå÷åííÿì, íàÿâí³ñòþ äîñòàòí³õ 
çíàíü äëÿ êîíñóëüòóâàííÿ êë³ºíò³â òîùî) òà ïñè-
õîëîã³÷íó ÿê³ñòü (ïîâ’ÿçàíà ³ç îñîáèñòèìè ðèñà-
ìè ïåðñîíàëó, âì³ííÿì ñï³ëêóâàòèñü ç ëþäüìè, 
ïîâàãîþ äî êë³ºíòà, ãíó÷ê³ñòþ, çäàòí³ñòþ âðàõó-
âàòè ³íäèâ³äóàëüí³ îñîáëèâîñò³ ñïîæèâà÷à). Íå-
äîñòàòí³é ð³âåíü ïðîôåñ³éíî¿ ÿêîñò³ ïîã³ðøóº íå 
ëèøå ïðîöåñ, àëå ³ ðåçóëüòàò â³ä îáñëóãîâóâàííÿ, 
à òàêîæ ìîæå ñïðè÷èíèòè ïðîñòî¿ ó ðîáîò³ ô³ðìè. 
Íèçüêèé ð³âåíü ïñèõîëîã³÷íî¿ ÿêîñò³ íå ìåíø íå-
ãàòèâíî âïëèíå íà ëîÿëüí³ñòü êë³ºíò³â, à â äåÿêèõ 
ñôåðàõ ïîñëóã (äîøê³ëüí³, äîâóç³âñüê³ íàâ÷àëü-
í³ çàêëàäè, ìåäè÷í³ óñòàíîâè òîùî) ìîæå ìàòè 
ðóéí³âíèé âïëèâ íà ³íäèâ³äóóìà òà â ìàéáóòíüîìó 
íåãàòèâíèé ñîö³àëüíèé åôåêò. 

Âàæëèâ³ñòü ïèòàííÿ îðãàí³çàö³¿ îáñëóãîâóâàííÿ 
â ÷àñ³ òà ïðîñòîð³ ïîâ’ÿçàíà, çîêðåìà, ³ç íåïðè-
äàòí³ñòþ ïîñëóã äî çáåð³ãàííÿ. Óìîâíèì ïðèêëà-
äîì íå âäàëî¿ îðãàí³çàö³¿ òàêîãî ïðîöåñó ìîæóòü 
ñëóãóâàòè çíà÷í³ ÷åðãè òà ñêóï÷åííÿ êë³ºíò³â ó 
ìàãàçèíàõ, êîðèäîðàõ ìåäè÷íèõ çàêëàä³â, áàí-
ê³âñüêèõ òà áóäü–ÿêèõ ³íøèõ óñòàíîâ, ùî íàäàþòü 
ïîñëóãè. Äåäàë³ á³ëüøà ê³ëüê³ñòü ô³ðì–âèðîáíè-
ê³â ñïðÿìîâóþòü çóñèëëÿ íà îïòèì³çàö³þ ïðîöåñó 
îáñëóãîâóâàííÿ â ÷àñ³ òà â ïðîñòîð³. Ó ñôåð³ ïî-
ñëóã ðîçäð³áíî¿ òîðã³âë³ óäîñêîíàëåííþ ïðîñòî-
ðîâî¿ îðãàí³çàö³¿ îáñëóãîâóâàííÿ ñïðèÿòèìóòü 
ãðàìîòíå ïëàíóâàííÿ òîðãîâî¿ çàëè, çàáåçïå-
÷åííÿ áåçïåðåøêîäíîãî ðóõó ïîòîêó ñïîæèâà÷³â, 
ñòâîðåííÿ çðó÷íî¿ ñèñòåìè íàâ³ãàö³¿. Â³ðíà îð-
ãàí³çàö³ÿ ïðîöåñó îáñëóãîâóâàííÿ ðèòåéëåðîì ó 
÷àñ³ çàáåçïå÷óºòüñÿ íàÿâí³ñòþ â³äïîâ³äíî¿ ê³ëü-
êîñò³ êàñîâèõ âóçë³â, êàñ ñàìîîáñëóãîâóâàííÿ, 
çàñòîñóâàííÿì ³íñòðóìåíò³â ðåãóëþâàííÿ â³äâ³ä-
óâàííÿ ìàãàçèíó ó ãîäèíè–ï³ê òà ó ïåð³îäè ì³í³-
ìàëüíîãî ïîòîêó ñïîæèâà÷³â. Ó ìåäè÷íèõ ïîñëó-
ãàõ ä³ºâà îðãàí³çàö³ÿ ïîòîêîâîãî îáñëóãîâóâàííÿ 
çàáåçïå÷óºòüñÿ íàëàãîäæåíîþ ñèñòåìîþ îí–
ëàéí çàïèñ³â, ìîæëèâ³ñòþ îòðèìàííÿ ðåçóëüòàò³â 
÷è âèïèñêè íà åëåêòðîííó àäðåñó, çàáåçïå÷åí-
íÿì ïàðàëåëüíî–ïîñë³äîâíîãî ïðîöåñó ïðîâå-
äåííÿ ïàö³ºíòàì ïðîöåäóð òîùî. 

Àòìîñôåðà, â ÿê³é ïåðåáóâàº êë³ºíò ï³ä ÷àñ íàäàí-
íÿ éîìó ïîñëóãè, áàãàòî â ÷îìó âèçíà÷àºòüñÿ äâî-
ìà ïîïåðåäí³ìè ñêëàäîâèìè. Êð³ì òîãî, âàæëèâó 
ðîëü ó ôîðìóâàíí³ àòìîñôåðè â³ä³ãðàº ìàòåð³àëüíå 
ñåðåäîâèùå îáñëóãîâóâàííÿ (÷èñòîòà ïðèì³ùåíü, 
³íòåð’ºð, êîëüîðîâà ãàìà òîùî) òà íåìàòåð³àëü-
í³ ñêëàäîâ³ (àêóñòè÷í³, ñâ³òëîâ³, àðîìàòè÷í³ åôåêòè ³ 
ò.³í.), ÿê³ âïëèâàþòü íà ñàìîïî÷óòòÿ ëþäèíè.

Âèùå éøëîñÿ ïðî ÿê³ñòü îáñëóãîâóâàííÿ. Ùî æ 
òîä³ ÿâëÿº ñîáîþ ÿê³ñòü ïîñëóãè ³ ÷è º ö³ äâà ïîíÿòòÿ 
òîòîæíèìè? Íå çîâñ³ì. Âîíè º âçàºìîïîâ’ÿçàíèìè, 
ïðè öüîìó ÿê³ñòü ïîñëóãè âèñòóïàº øèðøèì ïî-
íÿòòÿì, í³æ ÿê³ñòü îáñëóãîâóâàííÿ. Á³ëüø³ñòü ïî-
ñëóã, ÿê³ ïðîïîíóþòüñÿ íà ðèíêó, êóïóþòüñÿ ç ìåòîþ 
îòðèìàííÿ ðåçóëüòàòó. Òàêèì ÷èíîì, ÿê³ñòü îá-
ñëóãîâóâàííÿ º ëèøå îäí³ºþ ñêëàäîâîþ ÿêîñò³ ïî-
ñëóãè. ²íøà ñêëàäîâà – öå ÿê³ñòü ðåçóëüòàòó, ÿêèé 
îòðèìóº ñïîæèâà÷ â³ä ïðèäáàííÿ ïîñëóãè. Ó ñó-
êóïíîñò³ ÿê³ñòü îáñëóãîâóâàííÿ ðàçîì ç ÿê³ñòþ ðå-
çóëüòàòó â³ä êóï³âë³ ïîñëóãè ÿâëÿþòü ñîáîþ ñóêóïíó 
ÿê³ñòü ïîñëóãè (äèâ. ðèñóíîê).

ßê³ñòü îáñëóãîâóâàííÿ çäåá³ëüøîãî ïîâ’ÿçàíà 
³ç ïñèõîëîã³÷íèìè òà ãåäîí³ñòè÷íèìè àñïåêòà-
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ìè ³ âèçíà÷àº ÿê³ñòü ïðîöåñó íàäàííÿ/ñïîæè-
âàííÿ ïîñëóãè. ßê³ñòü ðåçóëüòàòó íîñèòü á³ëüø 
ðàö³îíàë³ñòè÷íèé õàðàêòåð ³ ïîâ’ÿçàíà ³ç ê³íöå-
âîþ ÿê³ñòþ ïîñëóãè. Ïðè öüîìó îáèäâ³ ñêëàäîâ³ º 
âçàºìîïîâ’ÿçàíèìè ³ ÷èíÿòü âïëèâ îäíà íà îäíó. 
Íàïðèêëàä, ó ìåäè÷í³é ïîñëóç³ ñïîæèâà÷ îö³íþº 
ÿê³ñòü ïðîöåñó ç ïîãëÿäó ââ³÷ëèâîñò³ ïåðñîíàëó, 
ì³í³ì³çàö³¿ ÷àñó î÷³êóâàííÿ, çíåáîëåííÿ ïðîöåäóð, 
îõàéíîñò³ ïðèì³ùåíü, êîìôîðòàáåëüíîñò³ ñèä³íü 
(äëÿ î÷³êóâàííÿ, äëÿ ïðîõîäæåííÿ ïðîöåäóð). Íà 
íüîãî ïîçèòèâíî âïëèâàòèìóòü çàñïîê³éëèâ³ â³ä-
ò³íêè ³íòåð’ºðó, ñâ³æå ïîâ³òðÿ, íàÿâí³ñòü êóëåð³â ç 
âîäîþ, â³äñóòí³ñòü ñòîðîíí³õ øóì³â, îçåëåíåííÿ 
çîí î÷³êóâàíü, êàá³íåò³â ë³êàð³â òà, ïî ìîæëèâîñ-
ò³, ìàí³ïóëÿö³éíèõ ïðèì³ùåíü. Âñå öå ïîêëèêà-
íî ñòâîðèòè êîìôîðò äëÿ ò³ëà òà äóø³ ³ âèçíà÷àº 
ÿê³ñòü ïðîöåñó ñïîæèâàííÿ ïîñëóãè. ²íøà ñêëàäî-
âà – ÿê³ñòü ðåçóëüòàòó – ó ìåäè÷í³é ïîñëóç³ âèçíà-
÷àºòüñÿ ðåçóëüòàòèâí³ñòþ â³ä ïðîâåäåíîãî ë³êó-
âàííÿ. Îñòàííº çíà÷íîþ ì³ðîþ çàëåæèòü â³ä ð³âíÿ 
ïðîôåñ³éíî¿ êâàë³ô³êàö³¿ ïåðñîíàëó. Âàæëèâèì 
÷èííèêîì òàêîæ º ÿê³ñòü ìàòåð³àë³â ³ îáëàäíàííÿ, 
ÿê³ çàñòîñîâóþòüñÿ ï³ä ÷àñ ë³êóâàííÿ. ²íêîëè íà-
â³òü âèñîêîêâàë³ô³êîâàíèé ïåðñîíàë íå â çìîç³ 
ÿê³ñíî ïðîâåñòè íåîáõ³äí³ ä³àãíîñòèêó ÷è ìàí³ïó-
ëÿö³éí³ ä³¿ ÷åðåç â³äñóòí³ñòü îáëàäíàííÿ íàëåæíî¿ 
ÿêîñò³. Íå ìåíø âàæëèâèìè º é òåõíîëîã³¿, ÿê³ çà-
ñòîñîâóþòüñÿ ïðè ë³êóâàíí³ ÷è ä³àãíîñòèö³, à òàêîæ 
âðàõóâàííÿ ïîñò³éíîãî ðîçâèòêó íàóêè ³ òåõí³êè òà 
âïðîâàäæåííÿ ðåçóëüòàò³â öüîãî ðîçâèòêó íà ï³ä-
ïðèºìñòâ³, ùî íàäàº ïîñëóãó. 

Îäíîçíà÷íî º é òå, ùî ÿê³ñòü ïðîöåñó çíà÷íîþ 
ì³ðîþ âïëèâàº íà ÿê³ñòü ðåçóëüòàòó. Ó ïðèêëàä³ ³ç 

ìåäè÷íîþ ïîñëóãîþ âñå æ òàêè ÿê³ñòü ðåçóëüòà-
òó º âàãîì³øîþ äëÿ ñïîæèâà÷à, í³æ ÿê³ñòü îáñëó-
ãîâóâàííÿ. Âò³ì ³ñíóº ðÿä ïîñëóã, äëÿ ÿêèõ çíà÷è-
ì³ñòü öèõ ñêëàäîâèõ º ð³âíîïðàâíîþ, àáî ÿê³ñòü 
ïðîöåñó ³ âèçíà÷àº ñàì ðåçóëüòàò.

Öå ñòîñóºòüñÿ çäåá³ëüøîãî òèõ âèä³â ïîñëóã, ÿê³ 
êóïóþòüñÿ çàðàäè ïðîöåñó, ³ çàäîâîëåííÿ â³ä ïðî-
öåñó ÿâëÿº ñîáîþ ê³íöåâèé ðåçóëüòàò ïîñëóãè. Äî 
òàêèõ ïîñëóã ìîæíà â³äíåñòè á³ëüø³ñòü òóðèñòè÷-
íèõ ïîñëóã (êëàñè÷íèé, åçîòåðè÷íèé, åêîëîã³÷íèé, 
åêñòðåìàëüíèé, ôåñòèâàëüíèé òóðèçì), ðåñòîðàíí³ 
ïîñëóãè, ïîñëóãè ê³íîòåàòð³â, ïàðê³â àòðàêö³îí³â òà 
³íø³ ðîçâàæàëüí³ ïîñëóãè. Òóò, ÿê ïðàâèëî, íåìàº 
³íøîãî ö³ëüîâîãî ðåçóëüòàòó, îêð³ì çàäîâîëåííÿ, 
îòðèìàííÿ ïðèºìíèõ âðàæåíü òà åìîö³é ó ïðîöå-
ñ³ ñïîæèâàííÿ ïîñëóãè. Òîáòî ÿê³ñòü ïðîöåñó ïî ñóò³ 
âèçíà÷àº ÿê³ñòü ðåçóëüòàòó â³ä ïðèäáàííÿ ïîñëóãè.

Âèñíîâêè
Äîñë³äæåí³ îñíîâí³ îñîáëèâîñò³ ïîñëóãè ÿê 

ñïåöèô³÷íîãî ïðîäóêòó, ïðîàíàë³çîâàíèé âïëèâ 
íàÿâíèõ îñîáëèâîñòåé íà ÿê³ñòü ïîñëóãè. Âèçíà-
÷åíî, ùî êëþ÷îâîþ ñïåöèô³÷íîþ ðèñîþ ïîñëó-
ãè º ¿¿ íåâ³ää³ëüí³ñòü â³ä äæåðåëà íàäàííÿ, òîáòî 
â³ä êîíòàêòíîãî ïåðñîíàëó òà, çäåá³ëüøîãî, â³ä 
ìàòåð³àëüíîãî ñåðåäîâèùà. Öå ñïðè÷èíÿº çíà-
÷íèé âïëèâ ëþäñüêîãî ôàêòîðó òà ñóá’ºêòèâíîãî 
÷èííèêà íà ÿê³ñòü ïîñëóãè. Ç îãëÿäó íà öå ç ìå-
òîþ ï³äâèùåííÿ ÿêîñò³ ïîñëóãè íà ï³äïðèºìñòâàõ 
íåîáõ³äíî âñëàâëþâàòè ÷³òêî ðåãëàìåíòîâàí³ âè-
ìîãè äî îáñëóãîâóþ÷îãî ïåðñîíàëó, íàëàãîäèòè 
ä³ºâèé ìåõàí³çì âíóòð³øíüîãî ìàðêåòèíãó ³ç íà-
ëåæíîþ ñèñòåìîþ ìîòèâàö³¿, òà, ïî ìîæëèâîñ-

Ñêëàäîâ³ ñóêóïíî¿ ÿêîñò³ ïîñëóãè [ñèñòåìàòèçîâàíî àâòîðàìè çà äæåðåëàìè: 1 – 4]
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ò³, ñïðèÿòè ÷àñòêîâîìó çàëó÷åííþ ñïîæèâà÷à äî 
ïðîöåñó íàäàííÿ ïîñëóãè.

Ñèñòåìàòèçîâàí³ ³ñíóþ÷³ ïîãëÿäè ùîäî ñêëàäî-
âèõ ÿêîñò³ ïîñëóãè. Âèçíà÷åíî, ùî ÿê³ñòü ïîñëóãè 
ïîºäíóº â ñîá³ ÿê³ñòü ïðîöåñó îáñëóãîâóâàííÿ òà 
ÿê³ñòü ê³íöåâîãî ðåçóëüòàòó â³ä ïðèäáàííÿ ïîñëó-
ãè. Âèçíà÷åí³ ôàêòîðè âïëèâó íà ÿê³ñòü îáñëó-
ãîâóâàííÿ (ïñèõîëîã³÷íó, ãåäîí³ñòè÷íó ÿê³ñòü) òà 
ÿê³ñòü ðåçóëüòàòó â³ä ïðèäáàííÿ ïîñëóãè (ðàö³î-
íàë³ñòè÷íó, ê³íöåâó ÿê³ñòü). Òàê, íà ÿê³ñòü ïðîöå-
ñó ÷èíÿòü âïëèâ ÿê³ñòü îðãàí³çàö³¿ ³íòåðàêòèâíî¿ 
âçàºìîä³¿ êë³ºíòà òà ïåðñîíàëó, åôåêòèâí³ñòü îð-
ãàí³çàö³¿ ïðîöåñó íàäàííÿ ïîñëóãè â ïðîñòîð³ òà â 
÷àñ³ òà àòìîñôåðà íàäàííÿ ïîñëóãè. Íà ÿê³ñòü ðå-
çóëüòàòó ãîëîâíèì ÷èíîì âïëèâàþòü ð³âåíü ïðî-
ôåñ³éíî¿ êîìïåòåíòíîñò³ ïåðñîíàëó, ÿê³ñòü ìàòå-
ð³àë³â òà îáëàäíàííÿ, ³ííîâàö³éí³ñòü òåõíîëîã³é.

Âèçíà÷åíî, ùî äëÿ ð³çíèõ âèä³â ïîñëóã ñï³ââ³ä-
íîøåííÿ ÿêîñòåé ïðîöåñó òà ðåçóëüòàòó â³ä îá-
ñëóãîâóâàííÿ º íåîäíàêîâîþ. Âèîêðåìëåí³ ïî-
ñëóãè, ÿê³ êóïóþòüñÿ ç ìåòîþ îòðèìàííÿ ïåâíîãî 
ðåçóëüòàòó, äëÿ ÿêèõ âàæëèâèìè º îáèäâ³ ÿêîñò³, 
òà ïîñëóãè, ðåçóëüòàòîì ÿêèõ º çàäîâîëåííÿ êë³-
ºíòà â³ä ïðîöåñó ñïîæèâàííÿ ïîñëóãè (â îñíî-
âíîìó ïîñëóãè ñôåðè ðîçâàã òà òóðèçìó).

Ñïèñîê âèêîðèñòàíèõ äæåðåë
1. Àáðàìîâ Ñ.Ñ. Îöåíêà êà÷åñòâà óñëóã ñ ó÷å-

òîì ïîçèöèè ïîòðåáèòåëÿ / Ñ.Ñ. Àáàìîâ // Âåñò-
íèê Àäûãåéñêîãî Ãîñóäàðñòâåííîãî óíèâåðñè-
òåòà. – 2011. – [Ýëåêòðîííûé ðåñóðñ]. – Ðåæèì 
äîñòóïà: https://cyberleninka.ru/article/n/otsenka–
kachestva–uslug–s–uchetom–pozitsii–potrebitelya. 

2. Áóøóåâ À. Ñòðàòåãèÿ, ìàðêåòèíã è áåðåæëèâîå 
ïðîèçâîäñòâî / À. Áóøóåâ // Áèáëèîòåêà êîìïàíèè 
Business Matrix. – [Ýëåêòðîííûé ðåñóðñ]. – Ðåæèì äî-
ñòóïà: http://www.econfin.ru.

3. Grönroos C. Adopting a Service Logic for Marketing 
/ C. Grönroos // Marketing Theory. – 2006. – ¹ 6 (3). 
– Ð. 317 – 333.

4. Grönroos C. Service Management and Marketing: 
Customer Management in Service Competition, 3rd 
Edition / C. Grönroos. – 2011. – [Electronic resource]. 
– Access mode: https://www.wiley.com/en–us/Serv
ice+Management+and+Marketing%3A+Customer+M
anagement+in+Service+Competition%2C+3rd+Edition
–p–9780470727485. 

5. Îðó÷ Ò.À. Èññëåäîâàíèå êà÷åñòâà îáñëóæèâà-
íèÿ ïîòðåáèòåëåé óñëóã: ïðîáëåìû è ìåòîäîëîãèÿ / 
Ò.À. Îðó÷ // Ñîâðåìåííûå èññëåäîâàíèÿ ñîöèàëüíûõ 

ïðîáëåì (ýëåêòðîííûé íàó÷íûé æóðíàë), ¹ 9 (29). 
– 2013. – [Ýëåêòðîííûé ðåñóðñ]. – Ðåæèì äîñòó-
ïà: https://cyberleninka.ru/article/n/issledovanie–
kachestva–obsluzhivaniya–potrebiteley–uslug–
problemy–i–metodologiya. 

6. Êîòëåð Ô. Ìàðêåòèíã. Ìåíåäæìåíò: ýêñïðåññ–
êóðñ // Ô. Êîòëåð, Ê.Ë. Êåëëåð. – Ñàíêò–Ïåòåðáóðã: 
Ïèòåð: Ìèð êíèã, 2012. – 479 ñ.

7. Êðàñîâñüêà Î. Þ. Ìîäåë³ ìàðêåòèíãó ïîñëóã 
â ñèñòåì³ óïðàâë³ííÿ ñåðâ³ñíèìè îðãàí³çàö³ÿìè / 
Î. Þ. Êðàñîâñüêà // ªâðîïåéñüêèé âåêòîð åêîíîì³÷-
íîãî ðîçâèòêó. – 2009. – Âèï. 1 (6). – Ñ. 52–58.

8. Ëàâëîê Ê. Ìàðêåòèíã óñëóã: ïåðñîíàë, òåõíîëî-
ãèÿ, ñòðàòåãèÿ, 4–å èçä. – Ì.: Èçäàòåëüñêèé äîì «Âè-
ëüÿìñ», 2005. – 108 ñ.

Reference
1. Abramov S.S. Ocenka kachestva uslugh s uchetom 

pozycyy potrebytelja / S.S. Abamov // Vestnyk 
Adûghejskogho Ghosudarstvennogho unyversyteta. 
– 2011. – [Ýlektronnûj resurs]. – Rezhym dostupa: 
https://cyber leninka.ru/art ic le/n/otsenka–
kachestva–uslug–s–uchetom–pozitsii–potrebitelya. 

2. Bushuev A. Strateghyja, marketyngh y berezhlyvoe 
proyzvodstvo / A. Bushuev // Byblyoteka kompanyy 
Business Matrix. – [Ýlektronnûj resurs]. – Rezhym 
dostupa: http://www.econfin.ru.

3. Grönroos C. Adopting a Service Logic for Marketing 
/ C. Grönroos // Marketing Theory. – 2006. – ¹ 6 (3). 
– R. 317 – 333.

4. Grönroos C. Service Management and Marketing: 
Customer Management in Service Competition, 3rd 
Edition / C. Grönroos. – 2011. – [Electronic resource]. 
– Access mode: https://www.wiley.com/en–us/Serv
ice+Management+and+Marketing%3A+Customer+M
anagement+in+Service+Competition%2C+3rd+Edition
–p–9780470727485. 

5. Oruch T.A. Yssledovanye kachestva obsluzhyvanyja 
potrebytelej uslugh: problemû y metodologhyja / 
T.A. Oruch // Sovremennûe yssledovanyja socyaljnûkh 
problem (ýlektronnûj nauchnûj zhurnal), ¹ 9 (29). 
– 2013. – [Ýlektronnûj resurs]. – Rezhym dostupa: 
https://cyberleninka.ru/article/n/issledovanie–
kachestva–obsluzhivaniya–potrebiteley–uslug–
problemy–i–metodologiya. 

6. Kotler F. Marketyngh. Menedzhment: ýkspress–
kurs // F. Kotler, K.L. Keller. – Sankt–Peterburgh: 
Pyter: Myr knygh, 2012. – 479 s.

7. Krasovsjka O. Ju. Modeli marketynghu poslugh 
v systemi upravlinnja servisnymy orghanizacijamy / 



ÅÊÎÍÎÌ²×Í² ÏÐÎÁËÅÌÈ ÐÎÇÂÈÒÊÓ ÃÀËÓÇÅÉ ÒÀ ÂÈÄ²Â ÅÊÎÍÎÌ²×ÍÎ¯ Ä²ßËÜÍÎÑÒ²

75© ÁÎÄÞÊ À.Â., 2018

O. Ju. Krasovsjka // Jevropejsjkyj vektor ekonomichnogho 
rozvytku. – 2009. – Vyp. 1 (6). – S. 52–58.

8. Lavlok K. Marketyngh uslugh: personal, 
tekhnologhyja, strateghyja, 4–e yzd. – M.: Yzdateljskyj 
dom «Vyljjams», 2005. – 108 s.

Äàíi ïðî àâòîðà
Òêà÷óê Ñâ³òëàíà Âàëåð³¿âíà,
äîöåíò, ê.å.í., Íàö³îíàëüíèé óí³âåðñèòåò õàð÷îâèõ 

òåõíîëîã³é
e–mail: info@nuft.edu.ua
Ñòåöåíêî Â³êòîð³ÿ Àíàòîë³¿âíà,
äîöåíò, ê.å.í., Íàö³îíàëüíèé óí³âåðñèòåò õàð÷îâèõ 

òåõíîëîã³é
e–mail: info@nuft.edu.ua
Ñòàõóðñüêà Ñâ³òëàíà Àíòîí³âíà,
äîöåíò, ê.å.í., Íàö³îíàëüíèé óí³âåðñèòåò õàð÷îâèõ 

òåõíîëîã³é
e–mail: info@nuft.edu.ua
Ñòàõóðñüêèé Âàëåð³é Îëåêñàíäðîâè÷,
ñòàðøèé âèêëàäà÷, Íàö³îíàëüíèé óí³âåðñèòåò õàð-

÷îâèõ òåõíîëîã³é
e–mail: info@nuft.edu.ua

Äàííûå îá àâòîðå
Òêà÷óê Ñâåòëàíà Âàëåðüåâíà,
äîöåíò, ê.ý.í., Íàöèîíàëüíûé óíèâåðñèòåò ïèùåâûõ 

òåõíîëîãèé
e–mail: info@nuft.edu.ua

Ñòåöåíêî Âèêòîðèÿ Àíàòîëüåâíà,
äîöåíò, ê.ý.í., Íàöèîíàëüíûé óíèâåðñèòåò ïèùåâûõ 

òåõíîëîãèé
e–mail: info@nuft.edu.ua
Ñòàõóðñêàÿ Ñâåòëàíà Àíòîíîâíà,
äîöåíò, ê.ý.í., Íàöèîíàëüíûé óíèâåðñèòåò ïèùåâûõ 

òåõíîëîãèé
e–mail: info@nuft.edu.ua
Ñòàõóðñêèé Âàëåðèé Àëåêñàíäðîâè÷,
ñòàðøèé ïðåïîäàâàòåëü, Íàöèîíàëüíûé óíèâåðñè-

òåò ïèùåâûõ òåõíîëîãèé
e–mail: info@nuft.edu.ua

Data about the author
Svetlana Tkachuk, 
PhD in Economics, associate Professor, National 

University of Food Technologies
e–mail: info@nuft.edu.ua
Victoria Stetsenko,
PhD in Economics, associate Professor, National 

University of Food Technologies
e–mail: info@nuft.edu.ua
Svetlana Stahurska,
PhD in Economics, associate Professor, National 

University of Food Technologies
e–mail: info@nuft.edu.ua
Valery Stahurskiy,
senior lecturer National University of Food Technologies
e–mail: info@nuft.edu.ua

DOI: 10.5281/zenodo.1400803
ÁÎÄÞÊ À.Â. 

Ãåîëîãî–âàðò³ñí³ îö³íêè âèâ÷åííÿ ðîäîâèù çàë³çíèõ ðóä
Îá´ðóíòîâàíî ñèñòåìó ïîíÿòü ³ âàðò³ñíèõ àñïåêò³â ãåîëîã³÷íîãî âèâ÷åííÿ íàäð, îö³íîê êîðèñíèõ 

êîïàëèí, ïðîâåäåííÿ ïîøóêîâî–ðîçâ³äóâàëüíèõ äîñë³äæåíü ³ ðîá³ò çà ïîòðåáíîñòíî–ðåñóðñíî¿ 
êîíöåïö³¿ åêîíîì³÷íî¿ ãåîëîã³¿.

Òåîðåòè÷íî ãåîëîã³÷íå âèâ÷åííÿ íàäð îá´ðóíòîâóºòüñÿ ÿê áàãàòîôàêòîðí³ ïðîöåñè, ÿê³ çä³éñíþ-
þòüñÿ çà ïîòðåáàìè ç âèêîðèñòàííÿì òåõí³÷íèõ çàñîá³â ³ òâîð÷î¿ ïðàö³ â ö³ëîìó ³ ïî êîíêðåòíèõ íà-
ïðÿìêàõ ä³ÿëüíîñò³ ãåîëîã³÷íèõ ï³äïðèºìñòâ, â ñèñòåì³ ïîíÿòü ³ âàðò³ñíèõ îö³íîê êîðèñíèõ êîïàëèí, 
ïðîâåäåííÿ ïîøóêîâî–ðîçâ³äóâàëüíèõ äîñë³äæåíü ³ ðîá³ò çà ïîòðåáíîñòíî–ðåñóðñíîþ êîíöåïö³-
ºþ åêîíîì³÷íî¿ ãåîëîã³¿.

Ã²Í ïðîïîíóºòüñÿ ðîçãëÿäàòè çà ïðèíöèïîì äâî¿ñòîñò³ ÿê ïðîöåñè äîñë³äæåííÿ â ÷àñ³ ³ ïðîñòîð³ 
îá’ºêòà çà ïîòðåáàìè â íüîìó àáî ïðîäóêò³ éîãî ïåðåðîáêè ³ îö³íêè ÿê àáñòðàêòíî¿ êàòåãîð³éíî¿ âè-
ä³ëåíî¿ ïàðè: 1) «íàòóðàëüíèé îá’ºêò – âàðò³ñòü îá’ºêòà» àáî êîíêðåòíî «ãåîëîã³÷íèé îá’ºêò – ãåî-
ëîãî–âàðò³ñíà îö³íêà îá’ºêòà»; 2) íàòóðàëüí³ òà ³íôîðìàö³éí³ îá’ºêòè òîáòî ³íôîðìàö³éíå â³äîáðà-
æåííÿ ãåîëîã³¿; 3) ³íôîðìàö³éíå ³ âàðò³ñíå â³äîáðàæåííÿ ãåîëîã³÷íèõ îá’ºêò³â. Àëå ïðèðîäíà îö³íêà 
îá’ºêòà ïîâí³ñòþ º ãåîëîã³÷íîþ.

Ïàðàëåëüíî ç ïîíÿòòÿì ÅÃ ìîæíà çàñòîñîâóâàòè ïîíÿòòÿ: åêîíîì³êà ãåîëîã³÷íîãî âèâ÷åííÿ ðî-
äîâèù, åêîíîì³êà ãåîëîã³÷íèõ ï³äïðèºìñòâ ³ ³í.
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