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ABSTRACT 

Antoshkova N. Theoretical and methodological and basics of customer-
oriented service at restaurants.  Qualifying scientific work on the rights of the 

manuscript. 

Thesis for the Candidate Degree in economic sciences by the specialty 

08.00.04  Economics and management of the enterprises (on kinds of economic 

activity).  Lviv University of Trade and Economics, Lviv, 2021. 

The dissertation is devoted to the solution of an important scientific and applied 

task - substantiation of theoretical and methodical approaches and practical 

recommendations on the bases of development of customer - oriented service at the 

enterprises of restaurant economy of Ukraine. 

The uniqueness of the restaurant business is a combination of three main 

interacting functions - production, sales and organization of consumption. It is 

determined that the service activity of restaurant enterprises is the activity of business 

entities and consumers who interact with the implementation of public, group and 

individual services related to the organization of food. The purpose of these relations 

is not the creation of material values, but the satisfaction of needs, including through 

these values. 

The author

accompanies the production, sale and consumption of restaurant products, is one of the 

functions of marketing in the enterprise, forms consumer loyalty and ensures its 

connection with the restaurant. The main approaches to the interpretation and 

-
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process, market-oriented, strategic, economic and managerial), which underlie the 

customer-oriented service of restaurant enterprises. The main elements of the 

formation of customer-oriented service and their relationship are reflected in the 

author s model. 

The defining feature of the restaurant business is the cyclical multivectority, 

which allows us to assess them as a structural unit of the economic environment and a 

potential source of new production. During 2014-2019, about 200,000 people worked 

in restaurant establishments (2,17% of those employed in the Ukrainian economy). 

Most enterprises are small and medium-sized businesses, which leads to relatively low 

turnover per employee (154,69 thousand UAH against 775,09 thousand UAH in 

Ukraine as a whole). At the same time, restaurant enterprises show rather high 

indicators of sales volumes (on average UAH 29,08 billion per year, which is 0,44% 

of the total trade turnover of Ukraine) and positive growth dynamics (more than 2 times 

during the analyzed period). One employee employed in the restaurant industry has an 

average of 32,38 thousand UAH. of value added (on average in the economy  203,11 

thousand UAH), the dynamics of growth of value added (272,4%) exceeds the 

dynamics of the economy of Ukraine as a whole (241,8%), which indicates the efforts 

of restaurant enterprises to adapt to difficult economic conditions. 

At the end of 2019, there were about 60 thousand restaurants, 98,3 % of which 

were private. Provision of the population of Ukraine with catering establishments 

amounted to 13,77 establishments per 10 thousand people (+ 1,2%), mainly due to 

enterprises with lower and average price offers (+ 20% annually). The most popular 

are institutions of the middle price segment (average check UAH 200-550), the share 

of which is more than 50%, the share of institutions with a cheap price offer is not more 

than 30%. Cooperation with third-party organizations has become widespread, in 

particular, the development is demonstrated by the catering market, up to 70% of 

whose consumers are corporate clients. The intensification of mergers and acquisitions, 

the entry of new brands into the market, and the rapid introduction of innovations were 

noted. 

The inhibitory factors of the development of restaurant enterprises are the 
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unsatisfactory state of the economy, high level of social anxiety, imperfection of 

regulatory support of business, high level of corruption, significant financial risks, lack 

of experience in crisis management in enterprise management. Nevertheless, the share 

of profitable enterprises is slowly growing, and their financial results are improving 

every year. In 2019, the number of profitable enterprises exceeded the number of 

unprofitable (71,8% vs. 28,2%). 

To analyze the quality of sales of the service component, a stratified sample was 

used, which was considered as a micromodel of the general set of restaurant 

establishments. In the process of sociological research, information on consumers  

impressions of the service was accumulated. The analysis of the results showed that 

expectations were exceeded over the level of perception by all criteria, which indicates 

a lack of management's attention to meeting consumer expectations and insufficient 

use of modern quality management concepts. 

Approaches to the safe organization of activities for employees of restaurants 

and customers in a pandemic indicate the development of tools for crisis management, 

including digitalization and targeted delivery of food. The launch of delivery services 

in most establishments is based on the formation of optimal offers, with the effect of a 

permanent impact on consumers  informed choice. The proposed method of integrated 

quality assessment of customer-oriented service allows you to get objective and clear 

results, focusing on their strengths and problem areas, it can be used in tenders for 

targeted orders. 

The existence of interrelation of social responsibility and growth of 

competitiveness of restaurant enterprises, its influence on perception of customer 

orientation of services is proved. It is proposed to introduce the concept of social 

responsibility, within which the growth of consumer commitment will be ensured 

through the transparency of social and environmental initiatives of the enterprise. 

The statistically proven existence of a direct relationship between the assessment 

of the quality of the service received and re-visiting the restaurant by the customer 

confirmed the feasibility of introducing a conceptual model for the development of 

corporate social responsibility of restaurant enterprises. The introduction of voluntary 
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self-declaration on employment conditions, staff development opportunities, 

integrative programs for people with special needs, efforts in nature and energy 

conservation initiatives is proposed. 

It is proposed to include in the model of personnel management issues of 

professional and psychological adaptation of staff, regulation of social interaction in 

the team, career planning, motivational tools, legal support of employment. 

To develop the customer orientation of staff and create conditions for the 

development of its adaptability to organizational or production changes, the use of the 

Kaizen strategy is proposed, which provides for continuous improvement of business 

processes. The model of formation of internal standards of customer orientation of the 

staff is offered to focus on the coverage of the parameters of knowledge and 

professional skills, values and motivational expectations of employees. To increase the 

effectiveness of the motivational mechanism, it is recommended to supplement the 

material ways of motivating customer orientation with intangible motivators. 

It is recommended to introduce the concept of programming consumer 

impressions to gain a positive emotional experience and exceed consumer 

expectations. To ensure the successful incorporation of the concept, it is advisable to 

identify unique points of differentiation of consumers. The tendencies of technological 

expectations of modern consumers and possibilities of integration into business of 

innovative technologies for optimization of service are outlined. Experimental 

implementation of technologies for programming consumer impressions in a crisis 

showed a shift in the vector of priority activity of the company towards improving the 

quality of service, the introduction of popular customer service restaurants and the 

development of a strategy to retain loyal customer segments. It is proposed to apply a 

two-dimensional model of customer segmentation according to the criteria of profit 

and expenditure, followed by a choice of strategic alternatives aimed at increasing 

loyalty or stimulating consumer activity. 

Key words: service sphere, service activity, customer orientation, modernization 

processes, development management, social and economic characteristics, concept, 

institutional support, mechanisms, tools, means.  
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  2014 1722070 1328743 
  2015 1932161 1591160 
  2016 1974318 1630878 
  2017 1865530 1559161 
  2018 1805059 1466803 
  2019 1839593 1483716 

 56 2014 43612 35945 
  2015 49447 43347 
  2016 50381 44453 
  2017 50176 45173 
  2018 49950 44391 
  2019 53558 47816 

 
56.1 2014 32957 26896 

  2015 37557 32727 
  2016 38345 33633 
  2017 38199 34207 
  2018 38545 34102 
  2019 41860 37283 

 56.2 2014 5077 4488 
  2015 5607 5135 
  2016 5366 4902 
  2017 5293 4900 
  2018 4977 4564 
  2019 5094 4666 

 56.21 2014 710 625 
  2015 790 718 
  2016 696 636 
  2017 785 741 
  2018 734 686 
  2019 733 680 

 56.29 2014 4367 3863 
  2015 4817 4417 
  2016 4670 4266 
  2017 4508 4159 
  2018 4243 3878 
  2019 4361 3986 

 56.3 2014 5578 4561 
  2015 6283 5485 
  2016 6670 5918 
  2017 6684 6066 
  2018 6428 5725 
  2019 6604 5867 

39] 
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-  

 2010  
 

 
 

-
 

  2014 9729076 2322582 
  2015 8796671 2498180 
  2016 8180031 2290330 
  2017 8108325 2307185 
  2018 8141038 2328116 
  2019 8532430 2572956 

 56 2014 209355 120168 
  2015 171850 99912 
  2016 157597 95929 
  2017 168894 105441 
  2018 183229 117863 
  2019 224105 153973 

 56.10 2014 154822 93519 
  2015 125033 77116 
  2016 115346 73699 
  2017 125302 81585 
  2018 139574 93266 
  2019 172355 123558 

 56.2 2014 36201 13990 
  2015 32165 12105 
  2016 28364 11595 
  2017 28555 12226 
  2018 27979 12527 
  2019 33240 15805 

 56.21 2014 2602 1778 
  2015 2088 1471 
  2016 1812 1293 
  2017 2140 1610 
  2018 2050 1517 
  2019 2401 1935 

 56.29 2014 33599 12212 
  2015 30077 10634 
  2016 26552 10302 
  2017 26415 10616 
  2018 25929 11010 
  2019 30839 13870 

 56.3 2014 18332 12659 
  2015 14652 10691 
  2016 13887 10635 
  2017 15037 11630 
  2018 15676 12070 
  2019 18510 14610 
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  2014 4334453059,8 284238089,0 
  2015 4459702176,9 289042270,6 
  2016 5556540439,2 397473299,3 
  2017 6726739855,5 489204642,0 
  2018 8312271958,2 604336739,4 
  2019 9966804629,6 760755083,9 

 56 2014 22810599,1 12132451,8 
  2015 17596592,6 7108895,5 
  2016 22026488,6 8912723,7 
  2017 27722932,6 11753026,4 
  2018 36444240,5 15790585,2 
  2019 47958741,8 21953170,8 

 56.1 2014 15508675,7 7959311,2 
  2015 12521947,2 5570138,6 
  2016 15646635,7 7010265,6 
  2017 20510856,8 9471683,9 
  2018 27699868,5 12946281,4 
  2019 36821629,9 18126516,0 

 56.2 2014 3693219,0 980725,6 
  2015 4262644,6 980849,9 
  2016 5364570,2 1172297,1 
  2017 5957335,5 1440733,9 
  2018 6990073,8 1748187,9 
  2019 8877040,8 2356655,7 

 56.21 2014 247535,3 148638,8 
  2015 226538,3 137857,6 
  2016 285419,2 164975,4 
  2017 341224,7 214893,4 
  2018 414583,5 290530,1 
  2019 618935,2 441026,1 

 56.29 2014 3445683,7 832086,8 
  2015 4036106,3 842992,3 
  2016 5079151,0 1007321,7 
  2017 5616110,8 1225840,5 
  2018 6575490,3 1457657,8 
  2019 8258105,6 1915629,6 

 56.3 2014 3608704,4 3192415,0 
  2015 812000,8 557907,0 
  2016 1015282,7 730161,0 
  2017 1254740,3 840608,6 
  2018 1754298,2 1096115,9 
  2019 2260071,1 1469999,1 
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  2014 1038411303,0 61266261,9 

  2015 1293595472,0 59505414,6 
  2016 1396286261,2 67021737,6 
  2017 1805589105,5 102918629,8 
  2018 2257297488,3 157792645,5 
  2019 2510656579,2 200075980,3 

 56 2014 3808218,4 3005904,5 
  2015 3657064,4 1497757,1 
  2016 4385321,1 1583050,5 
  2017 5913087,5 2466660,8 
  2018 8373441,4 3856606,2 
  2019 10372468,6 5127516,8 

 56.1 2014 2628024,6 2253144,7 
  2015 2857886,7 1152462,0 
  2016 3123116,6 1211937,3 
  2017 4491222,5 1923475,1 
  2018 6178619,1 3067600,4 
  2019 7768812,6 4094735,3 

 56.2 2014 591198,3 255324,3 
  2015 595292,0 205431,5 
  2016 1039729,6 209750,8 
  2017 1041661,0 316860,0 
  2018 1580330,6 445306,3 
  2019 1873810,1 590252,2 

 56.21 2014 55342,3 36315,2 
  2015 32075,8 26440,9 
  2016 37136,4 29832,7 
  2017 58479,2 45595,8 
  2018 133852,4 72959,9 
  2019 155858,2 96054,3 

 56.29 2014 535856,0 219009,1 
  2015 563216,2 178990,6 
  2016 1002593,2 179918,1 
  2017 983181,8 271264,2 
  2018 1446478,2 372346,4 
  2019 1717951,9 494197,9 

 56.3 2014 588995,5 497435,5 
  2015 203885,7 139863,6 
  2016 222474,9 161362,4 
  2017 380204,0 226325,7 
  2018 614491,7 343699,5 
  2019 729845,9 442529,3 
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2014 2015 2016 2017 2018 2019 
 1610,6 1602,2 1596,3 1575,8 1560,4 1545,4 
 1042,9 1042,7 1041,8 1038,5 1035,3 1031,4 

 3276,6 3254,9 3242,6 3231,1 3206,5 3176,6 
 4297,3 4265,1 4254,6 4200,5 4165,9 4131,8 

 1256,0 1247,5 1244,0 1231,2 1220,2 1208,2 
 1259,6 1259,2 1259,0 1258,2 1256,8 1253,8 

 1765,9 1753,6 1746,6 1723,2 1705,8 1687,4 
-  1382,6 1382,4 1381,1 1377,5 1373,3 1368,1 

 1729,2 1732,2 1733,4 1754,3 1767,9 1781 
 980,6 973,2 969,5 956,3 945,5 933,1 

 2220,2 2205,4 2200,3 2167,8 2151,8 2135,9 
 2537,8 2534,2 2534,1 2529,6 2522,0 2512,1 

 1164,3 1158,2 1154,2 1141,3 1131,1 1119,9 
 2396,4 2390,3 2388,4 2383,1 2380,3 2377,2 

 1449,0 1438,9 1432,9 1413,8 1400,4 1387 
 1161,2 1161,8 1162,3 1160,6 1157,3 1153 

 1123,4 1113,3 1108,9 1094,3 1081,4 1068,2 
 1069,9 1065,7 1062,5 1052,3 1045,9 1038,7 

 2731,3 2718,6 2709,9 2694,0 2675,6 2658,5 
 1067,9 1062,4 1059,0 1047,0 1037,6 1027,9 

 1301,2 1294,4 1289,8 1274,4 1264,7 1254,7 
 1251,8 1243,0 1237,1 1220,4 1206,4 1192,1 

 910,0 909,9 909,0 906,7 904,4 901,6 
 1055,7 1045,0 1039,2 1020,1 1005,7 991,3 

 2888,0 2906,6 2916,2 2934,5 2950,8 2967,4 
 42929,3 42760,5 42672,5 42386,4 42153,2 41902,3 

 
63] 

  



210 
 

 

-  

 -
2010 

 

 

 

  

    

  2014 11335680,7 65,9 209864472,8 34,1 198528792,1 
  2015 -564376825,3 66,3 233624717,1 33,7 798001542,4 
  2016 -348471649,1 73,7 387652306,1 26,3 736123955,2 
  2017 69887807,3 73,4 443012121,9 26,6 373124314,6 
  2018 236952071,4 72,8 593168150,9 27,2 356216079,5 
  2019 369212261,7 74,3 668893496,8 25,7 299681235,1 

 

56 

2014 -412604,2 61,5 420807,2 38,5 833411,4 
  2015 -1239341,6 62,1 142747,7 37,9 1382089,3 
  2016 -1736967,5 75,6 382248,4 24,4 2119215,9 
  2017 206260,0 74,8 787524,0 25,2 581264,0 
  2018 659959,1 71,8 1239312,4 28,2 579353,3 
  2019 745416,5 73,1 1312181,8 26,9 566765,3 

 

56.1 

2010 -370555,9 60,9 348231,8 39,1 718787,7 
  2015 -1056734,2 61,7 92520,4 38,3 1149254,6 
  2016 -1771980,7 75,0 288286,4 25,0 2060267,1 
  2017 152412,7 74,1 672818,8 25,9 520406,1 
  2018 588199,7 70,7 1058072,9 29,3 469873,2 
  2019 591479,3 72,3 1105520,0 27,7 514040,7 

 
56.2 

2014 7159,4 72,5 60450,7 27,5 53291,3 
  2015 -149607,2 75,4 40336,6 24,6 189943,8 
  2016 51280,2 81,1 83750,5 18,9 32470,3 
  2017 58820,4 81,0 88388,6 19,0 29568,2 
  2018 26195,9 76,9 111707,5 23,1 85511,6 
  2019 138008,9 79,6 161725,6 20,4 23716,7 

 
56.21 

2014 -3009,7 66,3 2237,1 33,8 5246,8 
  2015 -9621,8 78,7 1327,8 21,3 10949,6 
  2016 -2430,5 83,3 6360,7 16,7 8791,2 
  2017 -764,4 76,7 5901,9 23,3 6666,3 
  2018 -9123,7 66,7 3447,1 33,3 12570,8 
  2019 1959,7 71,7 4716,0 28,3 2756,3 

 
56.29 

2014 10169,1 73,6 58213,6 26,4 48044,5 
  2015 -139985,4 74,9 39008,8 25,1 178994,2 
  2016 53710,7 80,8 77389,8 19,2 23679,1 
  2017 59584,8 81,5 82486,7 18,5 22901,9 
  2018 35319,6 78,3 108260,4 21,7 72940,8 
  2019 136049,2 80,7 157009,6 19,3 20960,4 

 
56.3 

2014 -49207,7 58,0 12124,7 42,0 61332,4 
  2015 -33000,2 56,3 9890,7 43,7 42890,9 
  2016 -16267,0 76,0 10211,5 24,0 26478,5 
  2017 -4973,1 75,0 26316,6 25,0 31289,7 
  2018 45563,5 76,0 69532,0 24,0 23968,5 
  2019 15928,3 74,3 44936,2 25,7 29007,9 
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-  

 2010 
 

 

 

 

 
   

  2014 2095502995,6 1516534702,4 147021748,5 293937581,6 105689187,6 32319775,5 
  2015 2055652157,1 1496083260,0 144598005,1 274745880,3 97574845,2 42650166,5 
  2016 2571616365,0 1910452818,2 179526389,6 311220301,9 102252205,7 68164649,6 
  2017 2918551767,3 2170635126,0 234324544,7 378160307,5 78092261,0 57339528,1 
  2018 3724123798,3 2795381622,7 261722595,8 495887135,8 102561863,0 68570581,0 
  2019 4514603334,8 3355378079,4 303059386,9 634817820,8 134013484,5 87334563,2 

 

56 

2014 24836698,6 13109563,1 1444826,6 7334387,5 2637177,3 310744,1 
  2015 20796475,6 10435226,9 1779645,2 5947220,9 2112130,8 522251,8 
  2016 22724665,1 12303879,2 1299522,2 6265497,9 2058545,1 797220,8 
  2017 26867897,8 15279737,3 1697003,1 7321047,2 1511837,9 1058272,3 
  2018 31696894,1 16040638,1 1501534,5 10938946,0 2262447,4 953328,1 
  2019 45737763,9 23974649,3 2111423,9 15178588,1 3204282,3 1268820,2 

 

56.1 

2014 19040618,9 9867499,5 1176881,2 5723763,6 2058055,4 214419,2 
  2015 16150691,8 7845379,2 1597711,5 4653835,0 1652789,6 400976,5 
  2016 17215053,7 8946866,0 1107693,3 4928913,4 1619407,0 612174,0 
  2017 21408861,7 11986286,5 1552784,3 5785986,8 1194839,0 888965,1 
  2018 23931302,1 11688048,9 1295515,8 8631218,4 1785151,5 531367,6 
  2019 35829284,0 18514871,6 1829840,2 11970017,3 2526935,7 987619,1 

 
56.2 

2014 16181496,3 10474928,5 330023,7 3903534,8 1403567,8 69441,5 
  2015 345044,2 198373,4 8087,4 92260,4 32766,2 13556,8 
  2016 594129,5 388317,6 29939,9 114381,5 37580,7 23910,0 
  2017 470542,4 307360,2 12741,9 107871,7 22276,5 20292,1 
  2018 562308,7 359782,5 13270,8 129648,7 26814,8 32791,9 
  2019 917992,8 594171,8 42457,0 211992,8 44752,9 24618,4 

 

56.21 

2014 518452,9 283903,7 17560,9 156240,1 56178,2 4570,0 
  2015 76465,8 53234,9 1356,6 13232,3 4699,8 3942,2 
  2016 28701,8 9269,0 561,3 13679,0 4494,5 697,9 
  2017 70395,2 40868,7 6997,9 16952,8 3500,9 2074,9 
  2018 68677,2 34325,0 3472,9 21070,0 4358,0 5451,2 
  2019 111511,4 61695,8 5348,6 34903,7 7368,4 2194,8 

 

56.29 

2014 15663043,5 10191024,8 312462,9 3747294,7 1347389,6 64871,5 
  2015 16715967,9 11512000,2 287643,0 3545558,6 1259189,9 111576,3 
  2016 14509747,0 9882134,4 292765,3 3085323,3 1013690,7 235833,3 
  2017 15275160,5 10594153,1 318991,5 3491245,5 720962,4 149808,0 
  2018 22860532,3 15673159,0 465827,6 5410682,8 1119064,3 191798,7 
  2019 29560401,4 19467176,6 513197,8 7562242,0 1596430,4 421354,6 

 
56.3 

2014 3097088,9 1626470,6 193292,6 906931,9 326099,6 44294,1 
  2015 553653,9 203773,3 38892,7 212313,4 75402,0 23272,4 
  2016 590931,2 238036,4 33011,4 219174,1 72010,5 28698,7 
  2017 685113,3 305082,4 22912,5 263999,4 54517,6 38601,5 
  2018 943408,7 311044,4 43468,0 368530,2 76221,4 144144,8 
  2019 1404750,9 563830,5 26030,8 638229,8 134734,0 41925,8 
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