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AHOTALIS

Haurap C. JI. YnockonaneHHss (opm oOCIyroByBaHHS KIIEHTIB y pPECTOPaHHUX
M1IPUEMCTBAX

V xBamiikamiifHiil pobOTI AOCTIHKEHO OpraHi3alliio mpolecy 00CIyroByBaHHS KIIE€HTIB
y pecropanHoMy mianpueMctsi «['OCTI» B ymoBax CydacHOro KOHKYPEHTHOTO
cepenoBuIa. PO3rIsIHYTO TEOpETUYHI OCHOBHU CEPBICY B PECTOPAHHOMY TOCIIOJAPCTBI,
30KpeMa CYTHICTh, (JOPMH Ta METOJU OOCIYrOBYBaHHS, a TaKOX CY4YacHl TEHJICHIII1
PO3BUTKY PECTOPAaHHOTO CEpBICy, cepell SAKUX TMepcoHali3aris, mudposizaiis Ta
dbopMyBaHHS KIIEHTCHKOTO JOCBIY.

[IpoBeneno anamiz nisuibHOCTI  3akiany «['OCTI», BkiIrouarouM —Oprasizalliro
0o0CITyroByBaHHs, pOOOTY TMEpCOHATY, PIBEHb CEPBICY Ta 3aJ0BOJICHICTH TOCTEH.
3acTOCOBAHO IHCTPYMEHTH CTpaTeriuHoro aHamszy, 30kpema SWOT-anami3, a Takox
JOCIIDKEHO KIEHTChKUM 1uiax 3a jponomoror Customer Journey Map (CIM), mo
JI03BOJIMJIO BUSBUTH KIIFOYOBI TOYKW KOHTAKTy, IMPOOJEMHI 30HW Ta MOXJIUBOCTI ISt
MOKpPAILCHHSI CEPBICY.

OcobOnuBy yBary TpPHUAUICEHO B3a€EMO3B 3Ky IMepCcOHami3aIili OOCIyroByBaHHS Ta
U pOBUX IHCTPYMEHTIB, BKiIrouarount CRM-cuctemu, mporpamu JJOsIIHOCTI Ta OHJIAH-
KOMYHIKAIIl0 3 KIl€HTaMH. Y POOOTI 3alpONOHOBAHO MPAKTHUYHI 3aXOJH OO
yAOCKOHaJIeHHs (hopM OOCITYyroBYyBaHHS, 30KpeMa BIPOBAKEHHS THYYKUX CTaHIApPTIB
CEepBICYy, MOCUJIEHHS MepcoHati3alii 00CIyroByBaHHS 3 ypaxXyBaHHSIM 1HIWBITyalbHUX
noTped KIIEHTIB, ONTUMI3alLil0 POOOTH MEPCOHANY, MiJABUILIEHHS MIBUAKOCTI Ta SAKOCTI
00CTyroByBaHHs, a TAKOK aKTUBHE BUKOPUCTAHHS MU(PPOBHUX pillleHb I (popMyBaHHS
MO3UTUBHOTO KJIIIEHTCHKOTO JOCBIY Ta 3MIIIHEHHS JIOSJILHOCTI CIIOKHBAYiB.

Peanmizamiss  3amponmoHOBaHWX  PEKOMEHJAI  CHPUATHME  MIABUIICHHIO  PiBHS
3aJI0BOJICHOCTI TOCTEeH, POPMYBAHHIO JIOSIIBHOCTI Ta 3MIITHEHHIO KOHKYPEHTHUX MTO3UIIIH
PECTOPAHHOTO MIIPUEMCTBA.

Knrwouoei cnosa: 6ap-kanbsna «['ocTi», 00CIyroByBaHHs KJIIEHTIB, pECTOPAaHHUM CEpBiC,
nepcoHnamizamis, nudposizaiis, CRM, Customer Journey Map, SWOT-anamis.



SUMMARY

Dzyhar S. D. Improvement of customer service forms in restaurant enterprises

The bachelor's thesis examines the organization of customer service in the restaurant
enterprise «GOSTI» in the context of a highly competitive market environment. The study
covers the theoretical foundations of service in the hospitality industry, including the
essence, forms, and methods of customer service, as well as current trends such as
personalization, digitalization, and customer experience management.

The research includes an analysis of the restaurant’s operations, focusing on service
organization, staff performance, service quality, and customer satisfaction. Strategic
analysis tools were applied, including SWOT analysis, and the Customer Journey Map
(CIM) was used to identify key touchpoints, problem areas, and opportunities for service
improvement.

Special attention is given to the relationship between personalization and digital
technologies, including CRM systems, loyalty programs, and online communication
channels. Based on the findings, practical recommendations were developed, such as
implementing flexible service standards, enhancing personalization, improving staff
performance, and integrating digital tools to optimize service processes.

The implementation of these measures will contribute to increased customer satisfaction,
stronger customer loyalty, and improved competitive positioning of the restaurant
enterprise.

Keywords: hookah bar Gosti, customer service, restaurant service, personalization,
digitalization, CRM, Customer Journey Map, SWOT analysis.
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