T1POBJIEMU TA INEPCITIEKTUBU PO3BUTKY .
I'OTEJIbHO-PECTOPAHHOIO BI3HECY B PETTOHAX YKPAIHU

the same time, a number of services of hotel and restaurant
business enterprises carry increased social responsibility to
citizens. These issues cannot be left without special attention and
control by the state. The state must make much more efforts to
support all hospitality industries, especially the tens of thousands
of small business owners, whose rapid resumption will allow them
to re-employ and retain millions of employees.

Prospects for further research are scientific research on new
systems of reforming the industry, because despite the fact that in
recent years has accumulated considerable experience in the
methodology of crisis diagnosis, the hospitality industry
periodically experiences economic crises that depend on a number
of factors study and improvement, which determines the feasibility
of further research aimed at improving the development of hotel
and restaurant business in times of crisis.
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OCOBJIUBOCTI YNPAB/IIHHSA MEPCOHAJIOM KOHTAKTHOTI
30HM NIANPUEMCTB IHAYCTPII FOCTUHHOCTI

Peanii cborogeHHss Ans nNiANPUEMCTB iHAYCTPii FOCTUHHOCTI
cTaBnATb 6arato 3aBaaHb. [OMI0OBHMMKM 3 SKMX € HadaHHA Ta
nNiATPUMaHHA SKOCTI 06CnyroByBaHHs, 3abesnevyeHHs KOMMOPTHOro
cepepoBuwa nepebyBaHHA rocTtel, CBOEYACHOrO0  YCYHEHHS
HeAonMiKiB y HafaHHiI nocnyr, po3pobneHHs cTpaTerii NoKpalleHHS
obcnyropyBaHHsi 3  ypaxyBaHHSIM  BWMOI  30BHILUHBOrO  Ta
BHYTPiLLHbOrO cepefoBULLa MiAMNPUEMCTBA.
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MepcoHan KoHTakTHOI 30HM (front-liners) - ue cniBpobiTHUKMY,
AKi BXOASATb Yy MPSAMUIM KOHTAKT 3i CMOXMBAYeEM, CTBOPKKTb TakK
3BaHWUM <«MOMEHT ICTUHW», MPOMNOHYIOTb KJ/IIEHTOBI BiIAHOCUMHM Ta
BpaXK€HHSl, TUM caMuMM pobnsATb CUAbHWIA BMAWMB Ha BMi3HAaBaHICTb
MiANPUEMCTBA | NPUXUILHICTb CNOXMBAYIB.

Ha paHuin yac npodecioHaniaMm nepcoHany KOHTaKTHOI 30HU €
OAHWUM 3 BUPIIANbHUX YMHHUKIB NiABULLEHHS edeKTUBHOCTI poboTu
NiANPUEMCTBA, XUTTE3AATHICTb AKOro 36epiraeTbcs 3a paxyHOK
FHYYKOro pearyBaHHs Ha nobaxaHHS KOXHOro CroXuseaya.

Po6oTa y cdepi rotenbHOro Ta pectopaHHOro CepBicy Mae€ psjg
ocobnmeocTen. Mo nepwe, Ha OAHOMY MIANPUMEMCTBI MpauoOTb
daxiBui pi3HMX crneuianbHocTen. Mpu UbOMY NpaKTUYHO 6yab-sika
rnocnyra, WO HAAAETbLCA CMNOXWBAYy, BUMarae kKoonepauii KiibKox
cnyx6 i, omKe, KoopavHauii Al NpauiBHMKIB  Pi3HUX
cneuianbHOCTEN. 3Biacu BUMNINBAE HeobXxiaHicTb AKICHOT
KoopAuHauii pi3Hux cnyx6 Ta pi3HUX daxiBuiB, SAKi MOBUHHI
B3aeEMoAiA™M TakK, wob yci npobnemn, WO BUHUKAKOTD,
3a[0BO/IbHANN  CMOXMBA4Ya, BuUpiwyBannca onepatuBHo, 6e3
BTPYYaHHS BMLLOIO KepiBHMUTBA NiANPUEMCTBA.

AHaniz edektmBHMx npakTtuk [1; 2] noka3sye, wo ¢opMoto
opradizauii npaui B KOHTaKTHiM 30HI Mae 6yTu camokepytoua
KOMaHAa, B sKil KEpiBHMK BM3HA4a€ roslOBHyY MeTy KOMaHAW, ane
KOMaHAa KOpUCTYeTbCA cBo60oA00 BMOOPY METOoAiIB ynpasniHHSA Ans
[OOCArHEHHS EAMHOI METU.

JoBrnii 4yac y pO3BMHEHMX KpaiHax CBiTy, a came y cdepi
roTesibHOro Ta pectopaHHoro 6i3Hecy nepeBaxaB aBTOPUTAPHMUN
CTUNb ynpasniHHA. Lle NOsACHIOETbCA TUM, WO AOBIMMA Yac rotesibHe
Ta pecTtopaHHe rocnogapcteo 6yno ciMerHuM 6i3HecoM. 3 4yacom Ui
acnektn 3MiHOBanuca. Tak, nepwi MeHeaXxepwu 3i cneuiasbHO
ocBiTo 3'aBunuca Tinbkn B 20-Ti pp. XX cT. Joci BCi ynpasnstoui
6ynn YNCTMMM NpakTUKamu.

Ha cborogHi cneunmdika npaui Ha nianpuemcrtBax iHAycCTpii
FOCTMHHOCTI 06yMOBNIOE BiANOBIAHI 0COH6NMBOCTI KOMaHAHOI pob6oTH
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B KOHTAKTHIN 30HI. A came: npauiBHWKM HECYTb KOJIEKTUBHY
BiAMOBIAaNbHICTb 3a pe3ynbTaT i OTPUMYIOTb BMHAropoAy 3a Mhoro
OOCATHEHHS, OCKINIbKM KOXeH MpauiBHUK KOHTAKTHOI 30HW CBOEKD
NOBeAIHKOI BHOCUTb BKNag A0 06CAYyroByBaHHS CMoOXuBaya i
CTBOPEHHSA BIAMOBIAHUX BpaXeHb. TakoX npauiBHUKM BOJIOAIKOTb
LUMPOKMMM TMOBHOBAXEHHAMN NO BUOYAOBYBAHHIO CTOCYHKIB 3i
CNOXWBa4yaMu, OCKiJIbKN NOBEAIHKY iX HEMOXJIMBO 3anporpaMyBaTi.

He cnig i 3abyBatm npo Te, WO MiX nMpauiBHMKaMu
NiATPUMYETLCA B3AEMO3A/IEXHICTb, OCKIJIbKM KOXEH 3 HUX BUKOHYE
nvwe 4yacTuHy 3aranbHoi poboTn. ABTOHOMHICTb Ail nepepbavae,
WO KOXeH npauiBHUK TPUMaAE CBOIX Koner B Kypci crnpasu.
MpauiBHMK He MPUMMAE pilleHHSA B MUTAHHAX, 3@ SKi BiH He Hece
rof0BHOI  BiAMOBiAANbHOCTI, HEe BWC/OBAKE CBOIX AYMOK TrO
MUTaAHHSAX, SKi CTOATb 3a MeXaMwu CBOEI cdepu BiANOBIAANBHOCTI,
npu HeobXiaAHOCTI 3B'A3YETbCS 3 KONErow, WO Ma€E BiAMoBigHI
MOBHOBAXEHHS.

KonekTnB KOHTAKTHOI 30HW MOBWMHEH MATU BiAHOCHO MOCTINHWUN
cknag i TepMmiHM nepebyBaHHA B KOnNekTuBi, HeobxigHi Aans
3abe3sneveHHa 3narog)xeHoi poboTM Ha KOPUCTb CMNOXMBauiB,
opraHizauii Ta camoro npauiBHMKa. Ane, K MNOKa3ye npakTuka
nNiANPUEMCTB iHAYCTPii TFOCTUHHOCTI B YKpaiHi, TyT NOCTINHO
BinbyBa€ETbCA NMIMHHICTL KaapiB, WO € BENWKUM HeAosiKoM Ans
edeKTMBHOI Ta 3n1aroa)eHoi poboTn nignpmMeMcTea.

OTxe, ans 3abe3neveHHs edeKTUBHOro ynpaBniHHSA
NepcoHasioM KOHTaKTHOI 30HM Ma€ 6yTW 4UiTKO MoOCTaB/ieHHI Ta
OOCSAIrHEHI B3aEMOAOMNOBHIOWOYI  Uini, 36epexeHHa fapa KoMaHAM
npauiBHMKIB, WO BONOAIOTL NpOoMdECINHUMMU  KOMIMETEHLiSIMMU,
HeobxigHUMN anst po60TM B KOHTAKTHIM 30Hi. 3BiSIbHEHHS TaKMX
npauiBHUKIB NOMITHE SK A/18 CNOXWUBAYiB, Tak i A/19 KOEKTUBY.

MoTpibHUI NOCTINHWI MOHITOPUHI MOTMBIB TPYAOBOI AiSSIbHOCTI
ui€ei KaTeropii nepcoHany i BignoBigHe KoOperyBaHHs nporpam
nosinbHoOCTI. TakoxX, ANns HOBMX MpauiBHUKIB NoTpibHa aganTtauis,
[0 cneumdivyHMX ymMoB pobOTM B KOHTaAKTHI 30Hi; BCTAHOBJIEHHS
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SACHOCTI PYHKLUIN poboTn; 3abe3snevyeHHs pO3yMiHHSA 3aranbHOi MeTH
nignpMeMcTea Ta 3aBAaHb KOHTAKTHOI 30HM; 3abe3neyeHHs
PO3YMiHHA (YHKUiA Ta poni iHWKMX MpauiBHMKIB KOHTAKTHOI 30HWU i
CYMDKHMUX  Migpo3ainiB; BM3HAUYEHHS Kap'€EpHUX  MNepCneKkTus
npauiBHuKa.

He cnig 3abyBatu, wo 3abe3neyvyeHHs KoOMaHAHOI pob6oTn B
KOHTaKTHIN 30Hi BMMarae Bifg KepiBHMKa MNiANPUEMCTBA He NuLie
3HaHHA TexHosorii  pobiT, ane i po3yMiHHA ocobnunBocTen
¢dhopMyBaHHA KOMaHAM.
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FEATURES OF PERSONNEL MANAGEMENT
OF THE CONTACT ZONE OF ENTERPRISES
OF THE HOSPITALITY INDUSTRY

The features of professional activity and requirements for the
personnel of the contact zone of the organization are considered.
The peculiarities of employees who are collectively responsible for
the result of their work and receive a reward for its achievement
are substantiated, as each employee of the contact zone by his
behavior contributes to customer service and impression creation.
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