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The restaurant industry is an important component of the service sector and one 
of the most promising areas for the development of Ukraine’s economy. In today’s 
competitive environment, restaurant establishments must not only provide customers 
with high-quality products but also ensure a high level of service and comfortable 
conditions for guests. The quality of service largely determines the competitiveness 
of an enterprise, shapes its image, and influences customer satisfaction.

The object of the study is the process of organizing customer service in a 
restaurant establishment. The subject of the study is the directions for improving 
service organization in the restaurant “Lepsza Sadiba.” The relevance of the topic lies 
in the fact that under modern conditions of restaurant business development, 
consumers place increasing demands on service quality, speed of service, staff 
professionalism, and the comfort of staying at an establishment. The high level of 
competition among restaurant establishments forces enterprises to continuously 
improve work organization and implement modern service methods. Improving the 
service system will contribute to increasing the efficiency of enterprise operations, 
expanding the number of regular customers, and strengthening the competitive 
position of the establishment. As a result of the conducted research, it was established 
that the restaurant “Lepsza Sadiba” is a modern multifunctional restaurant 
establishment that combines restaurant, hotel, and conference services. The main 
advantages of the enterprise include its favorable location, a wide assortment of 
Ukrainian and Polish cuisine dishes, a high level of service, and the availability of 
additional services. During the analysis of the service organization, a number of 
shortcomings were identified, including uneven staff workload during peak hours, an 
insufficient level of service process automation, the need to update the menu, and 
inadequate use of modern marketing tools. To improve the establishment’s 
performance, the following measures were proposed: implementation of an 
automated order-taking system, enhancement of the employee motivation system, 
intensification of marketing activities on social media, and introduction of loyalty 
programs for regular customers. The implementation of the proposed measures will 
make it possible to reduce service time, increase guest satisfaction, attract more 
visitors, and strengthen the enterprise’s competitiveness.
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