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DIRECTIONS OF IMPROVING THE QUALITY OF HOSPITALITY ENTERPRISES:
MANAGEMENT AND FINANCIAL ASPECTS

This article examines the areas of improving the quality of services in temporary accommodation
establishments. The authors analyze the quality of hotel services from the perspective of hotels and consumers.
The criteria for classifying an enterprise as an accommodation facility are described, in particular, the presence
of a certain number of rooms, their structure and material and technical equipment. The article also examines
the regulatory and legal support for the quality of hotel services. It is important to ensure a high level of customer
service and adhere to the quality standards enshrined in the «Rules for the Provision of Hotel Services».
Particular attention is paid to the analysis of the impact of external factors on the hospitality industry of Ukraine.
The article systematizes the impact of war, political and economic instability and the COVID-19 pandemic on the
hospitality industry of Ukraine. The consequences of these factors are described, in particular, a decrease in hotel
occupancy, the closure of enterprises and the loss of qualified personnel. The article outlines measures to stabilize
the hotel services market and its further development. Such measures include attracting customers, expanding the
range of services and implementing new marketing strategies. The authors found that the main criteria for
choosing a hotel for guests are its location and pricing policy. The article also describes the factors that contribute
to the adaptation of hotels to new realities, and proposes measures to improve their activities in the face of modern
challenges. These measures include improving the quality of service, modernizing the material and technical base,
and intensifying advertising activities to increase brand awareness.

Keywords: hotel and restaurant business, quality of services of hospitality enterprises, management
practices of hotel service quality, financial models of hotel service quality management.

Introduction. According to the analytical report «Overview of the Hotel Market in Ukraine
2024y, the Ukrainian hotel services market has stabilized and shows trends towards recovery, "despite
the challenges caused by the war, the COVID-19 pandemic, the annexation of the Autonomous Republic
of Crimea, and the occupation of parts of the country's territories" [1]. Based on the data from the State
Agency for Tourism Development (SATD), Ukraine's tourism industry continues the recovery process,
driven by the growth of domestic tourism and the gradual return of foreign visitors, including
government delegations, international companies, and volunteer organizations [2].

According to analysts' forecasts, in post-war Ukraine, tourist flows could rise to 14.5 million
people. Considering the current number of hotels — 2,017 — their quantity will be insufficient to meet
future demand, which requires an increase in the number of rooms (30-40% of the existing room stock).

152



ISSN 2707-5036 Bulletin of the Cherkasy National University. Economic Sciences. 2024. Volume 28. No. 3—4

The current construction volume and their locations (mainly in the western part of the country) are unable
to meet the growing demand for accommodation services [1].

External factors and changes in consumer preferences, along with the development of various
technologies, require hospitality businesses to adapt to new market conditions. This, in its turn, requires
the implementation of management practices and financial models that would allow improving service
quality and ensuring competitiveness in the market.

Despite numerous studies in the hospitality field, issues related to improving service quality from
the perspectives of management and financial aspects remain insufficiently explored. There is a need for
a comprehensive approach to analysis and the development of recommendations that would take into
account the specifics of the domestic hospitality market, current global trends, and the wartime and post-
COVID realities of Ukraine. The problem lies in the need to study and implement new approaches to
the management and financing of hospitality businesses in order to improve service quality, ensure
customer satisfaction, and support the sustainable development of the industry in conditions of
uncertainty.

Literature review. Based on the review of scientific research by domestic and foreign scholars,
two approaches to grouping the factors that affect the quality of hotel services have emerged: financial
and management practices. Financial factors influencing the quality of hotel services include budget
management, cost control, investments in infrastructure modernization, and capital growth. These
factors determine the hotel's ability to provide high-quality service, taking into account expenses for
maintaining cleanliness, comfort, and safety of the premises, as well as staff training.

Researchers, whose scientific focus is on management practices as factors ensuring quality in the
hospitality industry, examine human resource management strategies, innovation implementation,
corporate culture development, and ensuring effective customer service management. Together, these
elements form an organizational culture that contributes to achieving high service standards and
maintaining an adequate level of guest satisfaction [3].

Tarun Kumar Soni et al. (2022) note the consequences for the hospitality sector in India of the
COVID-19 pandemic, the Russia-Ukraine war, and other factors, highlighting the need for proactive
government actions to mitigate their negative impact. The authors have identified factors that influence
the profitability of hospitality businesses. They have found that the turnover of net assets, liquidity, the
intensity of foreign inflows, and their duration positively affect profitability, while solvency and size
have a negative impact [4].

V. Mazur (2023) examines the theoretical foundations of service quality management in the hotel
and restaurant business, focusing on economic factors, particularly analyzing the role of methods,
strategies, and tools in the quality management process. The focus is placed on factors that affect service
quality, such as communication with clients and staff training to use modern technologies and
innovations. It is claimed that a well-thought-out pricing policy helps attract new clients and maximize
profit. He emphasizes the importance of digitizing the service quality management processes in the
hospitality sector [5].

Nedzvedskyi Yu., Banyeva I, et al. (2024) emphasize that the hotel and restaurant industry is
undergoing a difficult period due to economic and political instability and the consequences of the
COVID-19 pandemic. Under these circumstances, addressing the problems of this industry requires a
comprehensive approach to financial management, taking into account the specifics of the hotel and
restaurant sector, while also considering the development of technologies and changes in consumer
preferences. This creates new opportunities but also presents challenges for the financial management
of hospitality businesses [6].

While not diminishing the impact of other factors, the authors note that effective financial
planning and budget management become crucial components of the successful operation of hospitality
industry businesses. At the conclusion of their research, the authors point out the negative impact of
external factors on the financial stability of the domestic hotel and restaurant industry, including
employee safety, changes in customer needs, a decline in tourist flow, economic instability, etc. Ways
to minimize the negative impact of external factors include strengthening financial management and
budget management strategies, including the rational allocation of resources; seeking funding sources
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and using advanced financial mechanisms to successfully adapt to unfavorable conditions. Considering
this, financial planning is a key tool for mitigating market risks and minimizing their negative
consequences. It also contributes to optimizing management activities and achieving financial goals in
conditions of uncertainty [6].

N. Penkina et al. used a combined approach and demonstrated how management practices
influence economic indicators in the hospitality sector. They found that cost management positively
affects asset profitability and the occupancy rate of hotel facilities. Investments in staff training have a
positive but weak impact on asset profitability and occupancy rates. The positive impact of seasonality
on occupancy rates has been proven. Market competition has a slightly negative impact on asset
profitability and occupancy rates. A key financial management tool is the development of a detailed
budget and the regular updating of business financial forecasts. Emphasis is placed on the importance of
cash flow management to ensure necessary liquidity and plan for short-term financial needs. The authors
note the optimization of the tax burden through the use of tax benefits as an element of financial
management in challenging business conditions [7].

Charkina T., Martseniuk L., and others, among the strategies and directions that help overcome
the crisis and ensure the operation of hotels and restaurants under restrictions while maintaining
necessary safety measures, mention: technologization, reengineering, crowdsourcing, benchmarking,
and quality management systems [8].

A number of authors, including Scholz et al. (2023), Febriyanti and Muliati (2023), analyzing
the peculiarities of management and their impact on the financial indicators of hospitality businesses,
consider the integration of sustainability elements, sustainable economics, and environmental
management systems in the hospitality sector. They emphasize that this approach can improve both
environmental and economic efficiency and offer potential benefits for small and medium-sized
businesses in the hospitality sector, contributing to the enhancement of hotel service quality [9, 10].

Despite significant progress in research on the management and financial aspects of improving
service quality in hospitality businesses, there remain a number of unresolved issues. One of the main
challenges is adapting to rapidly changing external factors, such as economic and political instability,
the consequences of the COVID-19 pandemic, military aggression by the Russian Federation, and other
global crises. Their impact significantly complicates financial planning and budget management, as well
as the implementation of innovative management practices and technologies. It is an undeniable fact that
financial factors, such as budget management, cost control, investments in modernization, and others,
are key to ensuring high service quality. On the other hand, management practices such as the
development of corporate culture, human resource management, and the implementation of innovations
are critical for achieving high service standards.

The synergy from the collaboration of financial and management tools can ensure the
competitiveness of hotels and their ability to provide services of the highest quality, which contributes
to attracting new clients and retaining regular guests.

Purpose. The aim of the article is to explore and analyze the key directions for improving service
quality in hospitality businesses, focusing on management and financial aspects. It aims to identify
effective combined strategies that contribute to enhancing service quality and to develop
recommendations for ensuring the quality of hotel services.

Results. According to K. Koshmak, the quality of hotel services should be considered from the
perspective of the participants in this process — hotels and consumers. The consumer perceives the
quality of a hotel service by forming a vision of the discrepancies "between the expected and the actual
service received." This vision then transforms into emotions evoked by the hotel, which are characterized
by their intensity and direction. A strong positive emotion indicates a high level of satisfaction, which
corresponds to high quality. A strong negative emotion indicates a high level of dissatisfaction, which
corresponds to low quality. That is, the quantitative characteristic of this emotion serves as an assessment
of quality [11]. In contrast, hotel owners, management, and staff have their own expectations and
perceptions of customer preferences, based on practical experience in the hospitality industry. Quite
often, the expectations of customers and service providers do not align. This phenomenon is known as
an "expectation gap."
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When forming a "review" of service quality, the guest relies on their expectations; the hotel staff
follows procedures developed by management, while the owners shape their perception of hotel service
quality based on regulatory and legal acts - laws, state standards, orders, and other regulations.

Within the hospitality industry, it is important to highlight the significance of restaurant services,
which provide meals for guests, as they greatly complement the overall impression guests have of the
hotel. The quality of food, the variety of dishes, and the level of service in hotel restaurants have a
significant impact on customer satisfaction and their willingness to return to the hotel.

To outline the conceptual framework in which the quality of hotel services and the factors that
determine it are considered, we will refer to the key concepts of the outlined issue in order to provide a
clear understanding of the specifics of the hotel and restaurant business, service standards, and the
characteristics of the relevant criteria for evaluation.

According to the National Classifier of Ukraine, the State Classifier of Products and Services DK
016:2010, Section I "Services for Temporary Accommodation and Catering" (sections 55, 56) [12], hotel
and restaurant activities involve providing services for temporary, mainly short-term accommodation,
preparation of dishes and beverages (both alcoholic and non-alcoholic), and their serving.

The Law of Ukraine "On Tourism" [13] regulates the interpretation of the following definitions:
"temporary accommodation facility" as a single property complex used for providing temporary
accommodation services; the service of temporary accommodation is understood by the legislator as the
actions (operations) of the economic entity related to the temporary accommodation of the consumer by
providing a room (place) for temporary accommodation, as well as other services directly related to
temporary accommodation; a hotel is a temporary accommodation facility consisting of six or more
rooms, where the economic entity provides hotel services - actions (operations) of the economic entity
related to the temporary accommodation of the consumer by providing a room (place) in the hotel, as
well as additional services provided to the consumer according to the hotel's category.

The key concept of the hospitality industry is the hotel. According to [14], a hotel is an
accommodation facility that has a room stock, a reception service, and other services that ensure the
provision of hotel services. Industry standards, such as DSTU 4268:2003 "Tourism Services.
Accommodation Facilities. General Requirements" [15] and DSTU 4269:2003 "Tourism Services.
Classification of Hotels" [16], contain detailed criteria for classifying an enterprise as an accommodation
facility. These include having more than seven rooms, a minimum number of rooms of specific types,
the structure of the room stock, and requirements for the material and technical equipment of the rooms,
among other factors.

The Law of Ukraine "On Tourism" (Article 22) [13] stipulates that the relationship between the
parties — the business entity providing temporary accommodation services and the consumer — is
formalized through a hotel service contract, which can be concluded in writing or by accepting a
reservation request. The request may be sent via postal, telephone, or other communication methods that
allow the reliable identification of the applicant, meaning it must enable the identification of the person
making the reservation. The contract becomes valid upon receiving confirmation from the hotel about
the acceptance of the reservation and notification of the service start time.

The law stipulates the hotel’s obligation, under the hotel service agreement, to provide hotel
services in a specially equipped living space (room), to perform or arrange the performance of other
services defined by the contract related to temporary accommodation, such as room service, restaurant
services, luggage and property storage, and other services depending on the hotel category. Additionally,
before the contract is concluded, the hotel must provide the necessary and accurate information about
the hotel services, their types, features, procedures, and payment terms. In turn, the guest is obliged to
pay the established fee for these services [13].

All relationships arising from the hotel service agreement are regulated by civil law norms, the
Law of Ukraine "On Tourism," consumer protection legislation, and other legal acts adopted in
accordance with them. Issues regarding the liability of hotels for damage to the life, health, or property
of the guest are regulated by civil legislation, except in cases where the hotel service agreement stipulates
increased liability for the business entity.
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The main regulatory document establishing the relationships between the staff, hotel
management, and consumers of hotel services is the "Rules for Providing Hotel Services," developed in
accordance with domestic legislation, particularly the Law of Ukraine "On Consumer Protection" [17].
This document aims to ensure a high level of customer service, adherence to quality standards, and the
creation of comfortable conditions for guests. It includes the rights and responsibilities of both
consumers and hotel employees, procedures and service standards, and the process for resolving
potential conflicts.

The quality of hotel services must comply with the terms of the agreement between the hotel and
the consumer for the provision of hotel services. In the absence of such an agreement or clearly defined
terms, the quality of services must comply with the requirements established by law for the specific type
of service. This means that the hotel is obligated to provide services at a level that meets international
or national standards and regulations in the hospitality sector.

Thus, the hotel, as a key component of the hotel and restaurant business (HRB), sets the standards
for service and hospitality. It not only provides comfortable accommodation but also creates an
atmosphere that enhances the overall positive perception of the hotel's services.

Military actions, the turbulence of the political and economic situation in Ukraine, and the
consequences of the COVID-19 pandemic are negative factors that have affected the domestic
hospitality industry. According to a survey of entrepreneurs, nearly 80% of them suffered losses in 2020,
7.9% experienced a decline in sales, and 12.7% (as of the end of 2020) were not affected by the crisis
[18]. Table 1 summarizes the manifestations of the negative impact of the COVID-19 pandemic and
Russia's war against Ukraine on the hospitality sector.

Table 1 — Consequences of the Negative Impact of the COVID-19 Pandemic and War on
Ukraine's Hospitality Industry and Factors Contributing to Its Adaptation to Challenges

The impact of the COVID-19 pandemic

The impact of the war

A decline in hotel occupancy.

Destruction of hotel infrastructure.

The introduction of new cleaning, disinfection, and service
provision protocols.

Closure of hotel businesses in occupied
territories.

Hotels revising their business plans and budgets.

Withdrawal of hotels located in
occupied territories from the
international market.

Staff reductions, employees being placed on indefinite
unpaid leave, reduction of working hours, and salary cuts
of 40% or more.

Loss of skilled personnel.

Pricing policy. Due to the crisis, a decrease in

accommodation prices was expected.

A decrease or disappearance of hotel
service consumers.

The introduction of bonuses and privileges for guests,
encouraging guest loyalty.

Hotel closures. A reduction in the number of available
accommodation spaces.

Disruption in supply chains.

Factors that contributed to hotels adapting to new realities and needs:

Shift of focus to the domestic market.

Investments in security and infrastructure.

Inclusivity.

Diversification of services and new marketing strategies.

Technological innovations.

(Source: compiled by the author based on: [19, 20, 21, 22, 23])

The challenges faced by the Ukrainian hospitality industry have exposed a number of issues [24,

25]:

- mismatch between the services provided by hospitality businesses and consumer demands;
- low level of development of quality management systems in the hotel and restaurant industry;
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- shift of focus from service quality to facility infrastructure of a hotel;

- inadequate management of hospitality businesses, including low leadership skills of hotel
management;

- in most cases, the emphasis is placed on the quantity of services (products) rather than their
quality;

- low qualification level of hospitality staff, resulting in poor service quality;

- insufficient attention to advertising and image strategy;

- mismatch between price and quality of hotel services.

The consequences of the negative impact of unfavorable circumstances required immediate
response and the adoption of comprehensive solutions to stabilize the hotel services market during the
crisis. This included the development and implementation of effective management mechanisms that
would not only overcome crisis phenomena but also contribute to the recovery and further development
of the hospitality industry.

Nepochatenko, V. and Naherniuk, D. (2024) state that the measures allowing hotel and restaurant
businesses to '"stabilize their operations, increase profitability, and revenue" include: attracting
customers, expanding the range of services, and customer-oriented solutions [23]. The main areas of
adaptation for hotel and restaurant businesses to unfavorable conditions such as the pandemic and
Russia's war against Ukraine, according to Mitiaieva T. and Horishevskyi P. (2024), are business
tourism, domestic tourism, digitalization, personalization, and essentialism [26].

Figure 1 presents a summary of the factors influencing the quality of temporary accommodation
services, which are objects of hotel management.

Factors that affect the quality of service in hotels: ]
v v v ¥ v
Development of
Physical and Guest service procedures and Effective Staff
technical implementation organizational
. technology . management
infrastructure of quality structure
standards
Quality control system, Staff recruitment system, training, and
standardization of developed qualification enhancement
services

Customer satisfaction control
system (analysis of complaints and
customer suggestions)

Figure 1 — Factors determining the quality of hotel services

The effective organizational structure of hotel management depends on a number of factors
(Figure 2):

In addition to the factors mentioned, other parameters influence the formation of the
organizational structure, such as the managerial experience of top managers, their management
philosophy, and the vision of the management organizational structure. The management philosophy
that they adhere to may include principles focused on innovation, flexibility, or, conversely, rigid
hierarchical models. The top managers' vision for the future development of the organization is also
crucial. This vision can determine how the company adapts to changes in the external environment, how
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teams are formed, how resources are allocated, and how work efficiency is assessed. Thus, the formation
of the organizational structure is a multifactorial process that considers not only objective indicators and
economic factors but also subjective aspects related to management approaches and leadership
experience. This ensures more flexible and adaptive management, capable of responding to the
challenges of the modern market.

Factors influencing the formation of an effective organizational
structure of hospitality businesses (HRB):

Specialization of a hotel and restaurant
business enterprise

Hotel category

Form of organization and business
management

Range of hotel services

. Degree of centralization
Hotel capacity (room stock) (decentralization) of management

Figure 2 — Factors determining the organizational structure of a hospitality business
enterprise (HRB)

Based on the results of the survey presented in [21], when choosing a hotel, consumers pay
attention to the following characteristics: 96.9% of respondents mentioned its location, 84.4% mentioned
the price factor, 46.9% of guests consider the interior of the rooms, 21.9% of respondents find the
presence of a restaurant important, and the possibility of receiving additional services is only of interest
to 9.4% of guests. Therefore, the first two criteria should be given attention in order to foster guest
loyalty and the attractiveness of hotel services for consumers. While the location of an existing hotel
business is mostly an uncontrollable factor, aside from providing convenient transfer services, the price
factor relates to the financial aspects of managing the quality of hotel services. The price level depends
on many factors, including production cost (expenses), supply and demand, market competition,
inflation rate, national currency exchange rate, employment level, and other macroeconomic indicators,
the company's pricing policy, its brand and reputation, seasonal fluctuations, as well as the level of
government regulation, including the presence/absence of state support for the industry, taxation levels,
and so on. These factors may interact with each other, forming complex mechanisms that determine the
final price of goods or services.

All this requires consideration of the financial aspects of ensuring the quality of hotel services,
particularly revenue management (RM) and increasing revenues through the use of flexible pricing,
which is especially important in times of socio-economic crises and challenges of martial law.
International hotel chains actively use revenue management tools, while domestic hospitality enterprises
are only taking their first steps in this direction [27].

Revenue management includes the following areas: evaluating hotel performance, analyzing key
performance indicators (KPIs), and defining development strategies; studying the market and
competitive environment; positioning the hotel and determining promotion strategies; analyzing demand
based on historical data; identifying booking patterns and dynamics; segmenting key guest groups;
forecasting demand, assessing the event services market; controlling room availability on open sales
channels, monitoring price parity, and managing the hotel's online presence; applying booking request
filtering techniques, overbooking practices, and strategies; implementing demand-stimulating
techniques (upgrades, upselling, package deals); reputation management; integrating revenue
management practices, techniques, and technologies across all hotel departments generating revenue;
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evaluating hotel performance, analyzing KPIs and index changes, and adapting development strategies
[27, 28].

According to foreign experts, the use of this method can increase revenue per room by 3-5%
during the high season and significantly reduce losses during the low season [29]. In our opinion, there
is a direct correlation between hotel revenue management and its ability to ensure the quality of hotel
services. Hotel revenue management (Revenue Management) is a key aspect of ensuring high-quality
services. Here are several main ways in which effective revenue management influences the quality of
hotel services (Figure 3):

| I
1 ] - ’ i |
! D;tabase c;;ah%n_ : Rate.audit: Vi s Development of a pricing i
! CANCCIINONS. (S LI LI with competitors, policy based on guest price |
| channels, bDkaE. peniods, announced and actual segmentation (economy, i
i number of bookings by rates. guest reviews standard, VIP) :
! segments ) \
| |
| i
i I
' |
! s e i Implementation of hotel management !
H SR : i
! 5 Bp software (digitalization) !
i I

Figure 3 — Directions for increasing revenue in hospitality enterprises (GHB)

Thanks to the growth in revenue from the operational activities of hotel and restaurant businesses,
they gain expanded financial opportunities to invest in improving hotel infrastructure, upgrading
equipment, renovating and modernizing interiors, staff training and development, as well as
implementing modern technological solutions, which will contribute to enhancing guest comfort and
ensuring a high level of service overall.

An important area of investment is staff training and professional development (training,
seminars, workshops), which will enhance their skills and effectiveness, improve service, and the overall
quality of guest service. A professional and well-trained staff enables meeting guest needs by offering a
wide range of services with high service quality, thereby increasing the competitiveness of the
establishment in a highly competitive environment [30; 31]. In addition, staff training creates a range of
advantages:

— It demonstrates their importance to the hotel;

— It motivates them to improve their qualifications and apply acquired skills.

— Staff interest and loyalty increase;

— Employees better identify with the hospitality business, understanding the principles of its

operations;

— Improved communication between employees when solving specific problems during training;

— Enhancing skills during training and upgrading qualifications fosters employees' readiness and

confidence to tackle more complex tasks, which is mutually beneficial [30; 32; 33].

The creation and implementation of databases containing information about cancellations,
distribution channels, booking periods, and the number of bookings by segments significantly enhances
the quality of hotel services. Since the hotel has access to up-to-date information, management and staff
can respond quickly to changes and customer needs. Behavioral analysis of clients by segments helps
optimize resource usage within the hotel and improve service for different guest groups, taking their
preferences into account. Additionally, information about cancellations helps minimize losses and
improve the effectiveness of room occupancy management.

Forming a pricing policy based on guest price segmentation allows for offering personalized
solutions to different client groups, which increases their satisfaction and loyalty. Personalization
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enables guests to choose room options, view updates, and access special offers. It also allows for
differentiating revenue streams, generating income not only from bookings but also from ancillary sales,
promotions, offers, and discounts. In addition to increasing revenue, personalized promotions and
discounts enable the hotel to tailor its offerings to the needs and capabilities of different client groups,
strengthening relationships with customers and boosting their loyalty. As a result, increased revenue
allows the hotel to develop and implement various loyalty programs for its guests, such as additional
privileges and bonuses, which enhance their experience during their stay. This, in turn, contributes to an
increase in repeat bookings and positive reviews.

To ensure the hotel's competitiveness, it is essential to regularly conduct a rate audit. By
comparing its own rates with those of competitors, the hotel can set attractive prices that will help attract
more customers. Additionally, reviewing guest feedback helps identify strengths and weaknesses in the
service, allowing for prompt action to improve service quality. A flexible and competitive pricing policy,
which takes into account demand, seasonality, and customer behavior, helps attract more guests and
ensure high room occupancy, positively impacting overall revenue and service quality.

Investing in modern technologies, such as automation systems, customer relationship
management (CRM) programs, online booking systems, and others, contributes to improving service
quality. These technologies enable faster and more accurate responses to guest needs, automate routine
tasks, and reduce the number of errors. Software also ensures the collection and analysis of large amounts
of data, helping make informed management decisions [34; 35].

Special attention should be given to the implementation of a Revenue Management System
(RMS) — specialized software designed to help hospitality businesses optimize their pricing and
inventory strategies to maximize revenue. It uses complex algorithms and data analysis to provide
recommendations for adjusting prices, managing inventory distribution, and targeting different customer
segments.

The main tasks that the hotel revenue management program focuses on are:

— Minimizing inefficient and labor-intensive manual processes. Revenue management can be a
complex and time-consuming task, especially for large hotels with a high number of rooms and
distribution channels. With the help of RMS, a hospitality business can automate many processes related
to revenue management, including demand forecasting, price optimization, and review analysis, which
saves time and resources for the hotel staff.

— Inaccurate demand forecasting. Demand forecasting is crucial for optimizing revenue, but
hotels often face challenges in accurately predicting demand. Revenue management software is based
on advanced algorithms that analyze historical and real-time data to forecast demand precisely, helping
hotels optimize their pricing and inventory.

— Inconsistent pricing. Manual pricing strategies can lead to inconsistencies in pricing across
various channels and markets. Implementing RMS allows for stable pricing across all distribution
channels and optimizes prices for different markets, ensuring that the hotel maximizes its potential
revenue.

— Lack of understanding of pricing and market trends. Without access to real-time data and
analytics, making informed decisions about pricing and distribution becomes difficult. RMS provides
the necessary insights for better decision-making.

— Limited ability to adjust pricing and distribution strategies. Each hotel has unique pricing and
distribution needs. Without the ability to customize their strategies, hotels cannot optimize their potential
revenue. The revenue management system, by offering various customization options, helps hotels adapt
strategies to meet their specific needs.

Effective revenue management in a hotel plays a key role in ensuring high-quality services,
creating a financial foundation for investments, staff development, technology implementation, and
service improvement. Increased revenue allows the hotel to maintain a high level of service by ensuring
quality cleaning, maintenance, food, and other services. This creates a positive experience for guests,
which encourages their return and recommendations of the hotel.

Conclusions. In the context of Ukraine's wartime reality, hospitality businesses continue to
develop and transform despite numerous challenges and difficulties. Adapting to new realities,

160



ISSN 2707-5036 Bulletin of the Cherkasy National University. Economic Sciences. 2024. Volume 28. No. 3—4

hospitality enterprises are implementing new technologies, modernizing infrastructure, and developing
innovative strategies to attract and retain customers. They are finding ways to improve service quality
and ensure comfort for their clients. Along with operational issues such as ensuring occupancy,
expanding the range of services, and others, an additional task for hospitality enterprises has become the
creation of safe conditions for staff and guests. This requires a review and update of the regulatory and
legal framework of the industry, including issues related to the design, construction, and operation of
buildings and structures, as well as the rules for using temporary accommodation establishments, among
other things [20].

The main direction for sustainable operation and quality service should be hotel revenue
management. Increased revenue expands the opportunities for hospitality businesses to invest in
infrastructure improvements, equipment and interior updates, staff development, and the implementation
of modern technologies. Ultimately, this contributes to enhancing guest comfort and service quality. One
of the key factors for revenue growth is digital transformation. Hotels that aim to maintain their
competitiveness, enhance guest satisfaction, and improve operational efficiency must implement modern
technologies such as CRM systems, automation systems, and Revenue Management Systems (RMS).
These technologies allow hotels to respond faster to guest needs and reduce errors. The implementation
of digital innovations also contributes to service personalization, enabling hotels to better understand the
needs of their guests, offer tailored solutions, and increase guest satisfaction. This, in turn, boosts loyalty
and generates additional revenue from ancillary sales.

Therefore, the combination of organizational and financial components of hospitality business
management creates the conditions for building a stable financial foundation, which is a necessary
prerequisite for the continuous improvement of hotel services. This contributes to forming a positive
guest experience, increasing their loyalty and the likelihood of repeat visits, which is a key factor in the
sustainability and long-term financial success of the hotel business.
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HATAMYYK Heas SAKYIHIEB Oaexcanap

KaHAWJIAT eKOHOMIYHHX HAYK, JIOLICHT, KaHJAWJAT eKOHOMIYHHX HaYK, JIOICHT, TOLEHT
JIOLIEHT KadeApy colialbHOTO 3a0e3neueHHs Kadepy CoLiaTbHOTO 3a0e3MeueHHs
UepkachKoro Jep»KaBHOTO TEXHOJIOTTYHOTO UepkachKoro Jiep»kaBHOTO TEXHOJIOTTYHOTO
YHIBEpCHUTETY, YHIBEpCHUTETY,

Yepkacu, Ykpaina Yepkacu, Ykpaina

PU/KHUX Makcum

acripaHT kadeapy MEHEPKMEHTY,
MapKETHHTY 1 TYpU3MY
XepCOHChKUIM HalliOHAIbHUM TEXHIYHHH
YHIBEpCHTET,
XepcoH, YKkpaiHa
HAIIPAMU NOJIIMITEHA AKOCTI HOCAYT HIAIMPUEMCTB 'OCTUHHOCTI:
YIIPABJITHCHKHAN TA ®THAHCOBUM ACIIEKTH

Bemyn. Hesesaoicaiouu na uucienni 0ocniodicenus y cgpepi 2ocmunnocmi, numanis ROJNULEHHsL SKOCI
nocnye 3 MoKy 30py YAPAGIIHCLKUX MA (IHAHCOBUX ACNeKmMIE 3anUUAOMbCs HeOOCMAaNHb0 eugyenumu. Icuye
nompeba y KOMRNJIEKCHOMY NiOX00i 00 ananizy ma po3poOKu pexomeHOayil, axKi 6 epaxosyeanu cneyugiky
BIMYUBHAHO20 PUHKY 20CMUHHOCHI, CYYACHI C8imo6I meHOeHyii ma 60cHHI I NOCmKOGIOHI peanii Yxpainu.
Ilpobnema nonseac y neobOXIOHOCMI GUBYEHHS MA GUPOBAOICEHHS. HOBUX NIOX00i8 00 YNPAGNLiHHA mMaA
HeoOXiOHOCmI (PIHAHCYBAHNS NIONPUEMCING 20CIIUHHOCHI 3 MemOi0 NIOBUUeHHSL AKOCHII NOCye, 3a0e3neueHts
3A0080J1eHOCII CROJMCUBAYIB MA CIADIIBHO20 PO3GUMKY 2AIY3I 8 YMOBAX HEBUIHAUEHOCHII.

Mema cmammi. [Jocrioumu ma npoananizyeamu Kil0408i HANPAMU NIOBUUEHHS AKOCMI Nochye
RIONPUEMCIME  20CTNUHHOCTNI,  30CePeOdCYIOUUCy HA VAPABLIHCLKUX ma Qinancoeux acnexmax. Bussumu
ehexmugni KOMOIHOBaHT cmpamezii, Wo Cnpusiions NOAINUWENHHIO AKOCIE 00CTIY208YEAHHS, A MAKOIC PO3POOUMU
npono3uYii Wooo HANPIMi6 3a6e3neueHHs AKOCMI 20MeaAbHUX HOCTIYe.

Opucinanvuicme. I[loconanns opeanizayiiinux ma iHAHCOBUX CKAAOOBUX MEHEONCMEHNY NIONPUEMCIIE
I'PF 3abesneuye ymosu Onsi popmysannio cmabinenoi @inancosoi 6azu sax HeoOXiOHOI nepedymosu OJis
ROCMIUH020 NIOGUWEHHSI AKOCTNT 20MENIbHUX NOCTY2, WO CNPUsE (OPMYBAHHIO NOZUMUBHO20 O0C8I0Y 20cmell,
RIOBUYYIOYY IX IOSLIHICIY [ UMOBIPHICHL NOBMOPHO20 BIOBIOYE8AHHS, WO € KIHOUOBUM (hakmopom cmitikocmi ma
00820CHMPOK0BO20 (DIHAHCOBO2O YCNIXY 20MeNbHO20 Oi3HeC).

Bucnoeku. B ymosax gocnunoi peanvrocmi Ykpainu nionpuemcmea 20menvHo20 6izHecy npooosicyoms
PO36UBAMUCS | MPAHCHOPMYBAMMUCSL, HE3BANCAIOYU HA YUCTICHHT BUKIUKYU MA MPYOHOWIL. ADanmylouucs 00 HOGUX
peaniil NIONPUEMCMBA 20CMUHHOCII BNPOBAOICYIONb HOGI MeXHOJI02Il, MOOepHI3VIOmb IHpacmpykmypy ma
Po3pobasioms IHHOGAYINHI cmpamezii 3 Memoio 3QIVYeHHs. MA YMPUMAHHS KIIEHMIE, 3HAX00SMb CHOCoOU
niosuwenns aKocmi 00CIye08y8anua ma 3abesnevenns xomgopmy ceoim kiuicnmam. Ilopsad 3 numanuamu
NPOBAOIICEHHS ONepayitinol OianbHoCmi — 3a0e3neyenHs 3a6aHMANCEHOCII, POSUWUPEHHA ACOPMUMEHMY NOCTIY2
ma iH., 000amKo8UM 3a60AHHAM OJil NIONPUEMCIIE 20CHUHHOCHI CMAI0 CMBOPeHHA Oe3neuHUx YMos
nepeby8anHs OJisl NEPCOHANYy ma 20Cmell, Wo nompeodye nepeeisady ma OHOGNEeHHS HOPMAMUBHO20-NPABOBO20
3a0e3neueHHst 2ay3i, 8 MOMY YUCLI, NUMAHL NPOEKNYBAHH, OYOiGHUYMEa ma excniyamayii Oyoisens ma cnopyo,
Npaguil KOPUCTYBAHHA 3aKAA0OAMU MUMUACOBO20 PO3MIUJEHHSL (RPOICUBAHHS) MOUJO.

OcnosHUM HANPSAMOM OISl YMO8 CMIIK020 (DYHKYIOHYBAHHS MA AKICHO20 0OCTY208Y8AHHS MAE CMAmU
VHPAGNIHHA 00X00amu 2ometo. 3pocmanHs 00X00i6 PO3UUPIOE MONCAUBOCHT  NIONPUEMCIE  20MEbHO-
pecmopantozo OizHecy iHgeCmysamu 8 NOKPAWEeHHs. IHPPAcCmpyKmypu, OHOGJeHHs 00JIAOHARHA ma iHmep 'epis,
PO36UMOK NEPCOHANY | 8NPOBAOIICEHHA CYUACHUX MEXHOJIO02IH, W0 68 NIOCYMKY, CRpUsiE NIOGUWEHHIO KOMpopny
eocmeitl i sakocmi 0ociyeogyeanns. OOHIE 3 YMOG 3pocmants 00X00ie € yupposa mpancghopmayis, 2omeii, aKi
npazHyms 30epecmu C6010 KOHKYPEHMOCHPOMOICHICIY, NIOGUWUMU 3A0080JIeHICIb 20Cmell | NOKpawumu
onepayiiny egexmusHicmv NOGUHHI 3acmocosyeamu  cyyacui mexnonoeii, maxi ax CRM, cucmemu
asmomamuzayii ma ynpasninna ooxooamu (RMS), wo 0038015a€ weuoute peazysamu Ha nompebu 2ocmeil ma
BHUDICY8AMU KLNbKICMb NOMULOK. Bnposaodsicenns yughposux innosayiii maxosc cnpusc nepconanizayii nociuye,
3a605KU HOMY 20Meii MOACYMb Kpauje po3ymimu nompeobu ceoix 20cmet, nPOROHY8Amu iHOU8Ii0YaibHi pileHHA,
uo cnpusmume 3a0060JIeHOCHI 20Cmell 2eHepyeamume 000amKo8i 00X00U 8i0 CYNYMHIX NPOOAdICis.

Knarouosi crosa: zomenvro-pecmopanHuii Oi3nec, AKICMb 20MeabHUX NOCHYe, YAPABIIHCObKI NPAKMUKU
AKOCmI nociye 20menie, iHanco8i MoOei YAPABLIHHA AKICHIO 20MENbHUX NOCTYe.

Ooeporcano peoaxyicro: 26.11.2024
Ipuiinamo oo nyonixayii: 10.12.2024
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