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The topicality. The conditions of the pandemic lockdown prompted economic entities to
restructure their activities in accordance with the new communication and operational rules.
The service sector, the main purpose of which is the leisure organization, it has suffered the most
from quarantine, as it has been banned. Therefore, some institutions have closed down, unable
to withstand the crisis tendencies in the consumer market, financial pressure from landlords, and
some have reformatted the business to new conditions of interaction with customers — remote
services and delivery.

Mitigation of quarantine has helped revive activities, but it is legitimate within the protocols
and regulations of local and state authorities to prevent the spread of viral infections. Therefore,
the management of economic entities implements compliance control, the purpose of which is
to carry out economic activities in accordance with laws, regulations and protocols, deviation or
ignoring which creates risks of reputational and financial losses. Compliance control identifies
economic and reputational risks, carries out prevention and management, forming a set of real
measures to protect business and its owners. Thus, the implementation of a compliance control
system is an important component of the development strategy of economic entities, including
the hotel business, and a relevant object of study.

Purpose and methods. The purpose of the study is to theoretically analyze the compliance
of hotel services and the formation of a model that identifies areas for improvement of hotel
services in pandemic risks. The comparative nature of compliance as a category of proof of com-
pliance with certain limitations contributed to the use in the research process of a set of general
scientific methods, such as abstraction, analysis and synthesis, modeling, elimination of factors
influencing the object of study, gap method for scoring compliance and allowed to substantiate
the proposed imperatives of the framework conditions of compliance in the hotel business. Re-
sults. An empirical assessment of the financial losses of hotels from the pandemic caused by
COVID-19 has been carried through in Ukraine. The directions of compliance of hotel service
have been formed. The imperatives of framework conditions of service in hotels in the conditions
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of the COVID-19 pandemic have been compiled. The compliance of hotel service compliance has
been screened by the gap method. Conclusions and discussions. It is scientifically substantiat-
ed that the conceptualization of compliance control of hotel services is an urgent scientific task,
as it allows to study the requirements for it and to comply with what is necessary in quarantine
conditions. Further research needs to be deepened in order to assess the financial gaps in the
implementation of the imperatives of the framework conditions in the business processes of
the hotel, as well as to assess new forms of hotel services that have emerged in the world hotel
business during the pandemic.
Keywords: compliance control, hotel service, COVID-19, gap method.

The topicality of the problem

Formulation of the problem. Modern business society is experiencing a pandemic
crisis, which caused a “plateau” effect and forced service companies to reconsider the
standards of management and service, regulated rules and activity principles. In this
regard, the new conditions and requirements for hotel services require the improvement
of business processes and the construction of a compliance system — internal policies
and procedures based onregulations, including sanitary and epidemiological guidelines.
First of all, the service processes underwent reformatting the staff must work according
to the algorithm of health and safety: temperature screening; preventive disinfection
of workplaces, surfaces, floors; ethics of communication; features of food organization,
etc. Moreover, compliance control (compliance control) in the hotel is carried out
both by internal sources (management, business owners and franchisors) and external
(government regulators, customers, and partners).

State study of the problem. In the scientific literature, the definition of compliance
and the development of'its basic concepts have been worked out in many areas, including
hotel. Thus, Rafael Robina-Ramirez, M. Isabel Sanchez-Hernandez, Carlos Diaz-Caro
(Robina-Ramirez et al., 2020) studied the compliance of corporate protocols of hotels of
different categories to the Spain legislation; Vovk O., Kovalchuk A., Pasiychuk A. (2020)
argued the need for a compliance approach to enterprise management; Pererva P. (2017)
is the creation of an appropriate unit that correlates with corporate strategy.

However, the global pandemic caused by the spread of the SARS-CoV-2 virus
(known as the COVID-19 virus) has made significant adjustments to hotel operations,
necessitating innovative approaches to business processes and hotel services.

Given the above, the works of Grishina O. (2020), who studied the problems of
the operation of quarantined hotels, are relevant in the formation of the patchwork
of current innovations in hotel services; Rolska R., Sharan L. and others (2019), who
studied the introduction of specialized packages with rehabilitation services in a family-
type hotel; Pozdnyakova O. (2019), where the practice of educational and rehabilitation
institutions is considered; Sidoruk S., Polishchuk L., Tyschuk I. (2019), who focused on
the organization of SMART-hotels as a direction of reformatting the service in order to
minimize the risks of infection, etc.

The authors of the above research have identified problems in the operation of
hotels, the formation of an effective service system in a viral pandemic, which have
become objects of compliance in our study.
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Compliance affectometry, in turn, requires an appropriate methodology for
processing, which will provide a reliable and timely assessment of the results of research
and implementation of organizational and managerial measures of hotel services in
pandemic risks. Studying scientific experience in various fields of activity, in particular
risk assessment, it seems most interesting in this context to apply the gap method. It is
used in the assessment of interest rate risks of the bank (Buchko, 2014), cybersecurity
analysis (Ilyashenko et al., 2018), assessment of anti-corruption compliance (Okunev
et al., 2018). Attempts to apply the gap method in tourism can be traced in the works
of Saukh I. (2017) as a means of decision-making in the formation of a strategy for the
financial potential development of the tourism enterprise; Baumgarten I. V. (2017) is as
a tool for management analysis of the hotel business; Chan I. (Chan, 2004) is as a study
of gaps in the perception of hotel marketing and information technology support for
business tourists.

Unresolved issues. The topicality of the study is to determine the areas of compliance
of hotel services in quarantine and post-quarantine conditions caused by pandemic
risks, and their assessment using the gap method.

Purpose and research methods

The purpose of the article is a theoretical analysis of compliance with hotel services
and identifies areas for improvement of hotel service standards in pandemic risks.

Research methods. The comparative nature of compliance as a category of proof
of compliance with certain restrictions contributed to the use of general scientific
methods of the hotel service complex research: abstraction, analysis and synthesis,
modeling, elimination, which ensured the systematic nature of the study of compliance
imperatives and the definition of its directions in the hotel business.

The information base of the study was the scientific works of domestic and foreign
scientists, their achievements in the application of compliance and gap analysis in
various fields, including the hotel business.

The object of the study is the compliance control of hotel services.

The subject of the research is service process and facilities that form the molecular
model of the hotel business in a pandemic.

Scientific novelty is to determine the patterns of compliance control in the hotel
business in a viral lockdown, which will ensure the effective functioning of the enterprise
through the provision of hotel services in accordance with modern requirements and
sanitary and hygienic standards.

Research results

Economic entities today operate in difficult pandemic conditions that have affected
the development of global and regional markets caused a crisis in the domestic hotel
business in particular. The scientific and business community is concerned about the
risks of outbreaks of infection of employees and tourists in hotels, which are likely
due to non-sanitary non-compliance of hotels with modern requirements, which may
eventually lead to the cessation of these enterprises as business entities. The blocking
of tourist flows from all sources, including domestic ones, has caused the shutdown of
many hotel enterprises, in particular in the segment of luxury, small hotel business, and
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medical and health accommodation facilities. Those who continued to work faced the
problem of ultra-low workload. Color delineation of geolocations by levels of infection
risks makes adjustments to quarantine requirements and permits for certain hotel
services. However, this means extending the period of unprofitable hotels.

In order to assess the impact of the COVID-19 pandemic on the hotel business
in Ukraine, experts from Vertex Hotel Group and Colliers International (Ukraine)
conducted a study of the hotel real estate market in Ukraine, during which it was found
that 85% of respondent hotels and inform about the risk of bankruptcy, or prepare for
closure (Fig. 1).

2 and without category | | | | O are preparing to close

3 stars | || | | M are not planning

4 stars || .
i | | O are forced to think
5 stars |
[ [ O have already closed the

0 20 40 60 80 100 _msfitution

Fig. 1. The state of hotel entities functioning during the quarantine caused by the epidemic
COVID-19, % of respondents
Source: Colliers International (Ukraine), 2020

The pandemic crisis has caused significant economic losses to the hotel business.
Taking into account the data received from Colliers International (Ukraine) and Vertex
Hotel Group for one month of quarantine, we eliminate the indicators to the duration
of the restrictions predicted by experts — October 2020 (8 months) (Fig. 2).
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2 and without category M from 24 to 63, 999 million
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3 stars -
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4 stars | | |
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Fig. 2. Empirical assessment of the amount of financial losses of hotel entities during
quarantine caused by the epidemic COVID-19,% of respondents
Source: compiled by the author for Colliers International (Ukraine), 2020
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Figure 2 shows the depression in the hotel sector of high-end hotels, while the
losses of low and medium price categories are much lower, because they have a smaller
number of rooms and a reduced range of additional services. In these conditions, the
resumption of activities is possible only at a slow pace as tourist demand intensifies,
along with the reformatting of hotel services, the introduction of new approaches to
creating safe working conditions and consumption of hospitality services.

New market challenges, a protracted quarantine period and the growing urgency of
finding ways to survive are leading to a unique pandemic crisis. In these new conditions
for hotel operators, innovative strategic pathways must combine compliance with the
comfort of hotel service and pandemic protocols and requirements. In our opinion, it
is expedient in this situation to use paired molecular docking and to determine the
most advantageous architecture of some business processes (molecules) relative to
others. The main purpose of docking is to obtain optimal (according to the established
criteria) spatial structures in the organization of hotel services (Meng and others,
2004). That is, the result is molecular modeling — a purposeful modification of the
structure of molecules in a dynamic model in order to establish the dependencies of
the type structure-property (Opeid & Schweik, 2008). In our study, the application of
this methodology is caused by the need to study the internal organization and service
relationships of “molecules” components of the guest cycle to identify opportunities
for their modification under the influence of new protocols of behavior and compliance
with them. When building a molecular model of compliance with hotel services, we will
be guided by the principle: compliance with hotel service is fixed, and the requirements
for the organization of health processes unfold around it in various ways: optimal
and maximum tools and procedures. The first involves the use of personal protective
equipment (masks, rubber gloves), constant temperature screening of staff and guests,
hourly hygienic cleaning and disinfection of surfaces, the presence of disinfectants
in all public places. The second are significant equipment costs: frames-sanitizers,
medical boxes, machines with masks and rubber gloves.

Thus, the system of compliance with hotel services includes objects and processes,
which will be shown schematically, based on conceptual hotel services: accommodation,
food, additional household and business services, sports and recreational services (Fig. 3).

Creating conditions of individual isolation at the first symptoms of the disease,
providing rehabilitation services for people who have contracted a viral disease, become
an important component of complementary hotel services in conditions of pandemic
risks, so their implementation is important for the functioning of the accommodation.

This approach to the compliance of hotel services allowed compiling the imperatives
of the framework conditions of service in hotels in a pandemic COVID-19 (Table 1).

Today, all accommodation facilities in Ukraine are recommended to be guided
by Part 1 of Art. 68 (Medical and sanitary provision of recreation) as amended in
accordance with the Law N2 5460-VI of 16.10.2012 (Verkhovna Rada of Ukraine, 2012),
according to which the owners and managers of accommodation are obliged to create
healthy and safe conditions, to provide the possibility to provide the necessary medical
care to the persons having a rest. Although guests are probably already familiar with
the rules of conduct and measures to reduce the risk of viral infection, they should be
reminded on the official website of the hotel, where the guest can read the information
when booking services; in the mobile application that he will use while at the hotel; in
printed materials (booklets, memos, etc.) that can be placed at the reception desk, in
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rooms, places of recreational recreation, trade halls of food establishments. In addition,
social distancing measures, together with systematic hand hygiene and respiratory
etiquette, are essential to prevent the transmission of COVID-19. Thus, the safety of
guests and employees in hotels is the direct responsibility of business organizers as
participants in the global process of stopping the pandemic and preventing the risks of
a new wave of viral infections in the company and beyond.

— Guest Incoming: booking service, check-
in, check-out

— floor service: housekeeping, concierge
service, jack service, butler service

— transfer

service processes

Lobby group of rooms
Number fund

Household services
Vehicles for tourist services

— service in trading halls and open areas

— room service

— catering

— service in the format ready to eat, ready to
cook

service processes
|

Production shops, warehouses

Trade halls of restaurants, open areas
Lobby bar, bars and buffets at the business
center, in recreational areas

\

objects

Business services

/
objects

/

Conference and congress halls
Exhibition areas

Meeting and negotiation rooms
Open areas for mass events

7
objects

Sports and
recreational services

\

objects
AN

Sports and recreational facilities and
structures

Premises for medical care (observation,
medical and treatment rooms

|
service processes

— organization and holding of events
— booking business services
—rent of premises and areas
| — organization of a temporary business

| office (equipment, recruitment, escort, etc.) |

- _ 4

|
service processes

M provision of recreational services
— organization of mass sports and

|
| recreational events
|

— providing first aid for symptoms of a viral

| disease, creating conditions for individual

Fig. 3. Objects and processes of compliance control of hotel service
Source: compiled by the authors
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Table. 1. Imperatives of framework conditions of service in hotels in the conditions of pandemic

COVID-19
Rules Procedures Means Operating activities
The service process “Incoming guest”
Ensuring the Systematic temperature - marking a safe Training of personnel
sanitary and screening of staff and distance on the in the rules of work
epidemiological | guests floor in the conditions of
safety of guests Safe distance in - medical masks risks of spreading
and staff communications - rubber gloves epidemiological
Transparent protective - frames- diseases
screens on reception sanitizers Upon check-in, the
desks, concierges - hand sanitizers | guest must indicate
Hourly treatment of - infrared whether he / she
contact surfaces and contactless has been in contact
floors of the reception thermometers with patients with
area - medical kit COVID-19 during the
Disinfection of - special last 14 days.
upholstered furniture containers for Providing guests
with steam generators at used personal with suspected viral
least every 2-3 hours protective infection with places
Interval air conditioning equipment for observation with
with the addition of full hotel service
disinfectants
Service process “Floor service”
Ensuring the Maintaining security in - markings of Accommodation for
sanitary and the communications of safe distance on | no more than one
epidemiological | guests on the floor the floor in the guest in the room,
safety of guests Daily routine cleaning corridors except for couples
and staff with sanitation of the - boxing with and other relatives
Prevention of surfaces and floors of the | medical masks, who permanently live
infection risk area in the rooms rubber gloves together
Air conditioning of the - hand sanitizers | Daily monitoring of
room with the addition in the rooms and | the health of guests
of disinfectants during on the floor and staff
cleaning - airtight Providing guarantees
packaging of of care for the safety of
items in the services provided and
rooms prevention of infection
Business process “Food organization”
Ensuring Keeping a safe distance in | - marking a safe Training of personnel
adequate communications distance on the in the rules of work
nutrition in Hourly treatment of floor in the conditions of
compliance with | surfaces and floors of the | - medical masks | risks of spreading
the sanitary and | shopping area - hand sanitizers | epidemiological
epidemiological | Interval air conditioning - packing food diseases
safety of the with the addition of in a safe closed Prevent the risk of
guest and staff disinfectants container infecting the guest and
Control over the safe - organization of | staff
number of visitors room service Providing room service
to guests with
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Rules

Procedures

Means

Operating activities

a suspected viral
infection

CepsicHi mpouecu «Opranisainis 6isHec-mocryr»

Prevention of
infectious and
viral diseases

Hourly treatment of
surfaces and floors of the
shopping area

- marking a safe
distance on the
floor

Training of personnel
in the rules of work
in the conditions of

Ensuring the Interval air conditioning - medical masks risks of spreading
sanitary and with the addition of - rubber gloves epidemiological
epidemiological | disinfectants - hand sanitizers | diseases
safety of guests Control over the safe - infrared Ensuring social
and staff number of visitors contactless distance
thermometers Contact management
- special
containers for
used personal
protective
equipment
- airtight
packaging
of individual
stationery
Service processes “Creation of conditions of individual isolation
at the first symptoms of a disease”
Relieving the Isolation of a guest in the | - boxing with Providing conditions
risk of infection | room temporarily before medical masks, for self-isolation
Prevention of the intervention of local rubber gloves

the spread of health authorities and - hand sanitizers
coronavirus provided that the room in the room and
infection is not provided to other on the floor
COVID-19 and guests - airtight

other viruses and | Cleaning and disinfection | packaging of

of the room where the sick | items of use

person is

strains

Source: compiled by the authors according to the Resolution of the Ministry of Health N¢
32 (Ministry of Health, 2020a); Resolution of the Ministry of Health N2 36 (Ministry of Health,
2020b); Operational considerations...( World Health Organization, 2020)

This provides grounds for assessing the level of implementation of the above
recommendations, the readiness of hotels to implement and comply with the framework
conditions of service in epidemiological conditions. The chosen method of gap analysis
(from the English Gap - gap, imbalance) involves determining the gap indicator, which
is relevant to use as a sensitive indicator of the company’s response to changes in
operating conditions, including hotel services (Chan, 2004). This justifies the formation
of current innovations in hotel services and their compliance with the framework
conditions of the epidemiological situation. Based on the proposed molecular model
and certain imperatives, we analyze the current state of hotel services in Ukraine by
gap (deviation of the expected from the real state), where the main criterion is the
sanitary and hygienic requirements for customer and internal relations. The evaluation
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was carried out according to a 5-point system, where “0” is a lack of appropriate tools
and procedures; “5” is their full application and compliance (Table 2).

Table 2. Scoring of compliance of hotel service by a gap method

Reality Expectation Gap

2* and 2* and 2* and
Basic components 4 | 3 without 4- | 3% without 4- g% without

catego- catego- catego-

ry ry ry

Accommodation 4 3,5 1 5 3 2 -1 0,5 -1
Food 4,5 3 1 5 3 2 -0,5 0 1
Business services 4,5 | 2,5 0,5 5 3 1 -0,5 | -0,5 -0,5
Health care 3,5 2 2 5 4 1 -1,5 -2 -1
Cumulative gap - - - - - -3,5 | -2 -1,5

Source: compiled by the authors based on the results of the evaluation of feedback on
the platform https://docs.google.com/forms/d/1tFEefaZ8Fyosz6A9vc1ZD60Zk82s3iGS-
261xYEXYEo/edit?usp=sharing

The findings show negative results between the expected and actual state of
health compliance. Own research has shown almost complete disregard of quarantine
requirements by hotels in most seaside resorts, due to local apathy. At the same time,
the capital’s hotels are also in no hurry to implement total health compliance, hoping
for a quick repayment of the epidemic. Thus, the vast majority of hotels use the optimal
configuration of the molecular model of hotel services. According to the results of
table 3, we form a projection of the visual reflection on the graph (Fig. 4).

accommodation

0
-1

medical service't ood

additional services

——4-5* —=— 3% A 2*and without category standard

Fig. 4. Map of positioning the gap on the basic components
of hotel services in a pandemic conditions
Source: compiled by the authors
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It is obvious that the most distant from the standard were high-class hotels, for
which medical care is a mandatory component of services. This can be explained by
the collinearity of health requirements and ensuring a high level of comfort. Other
categories of hotels are more flexible in this regard and seek to increase their presence
in the market of hotel services, taking advantage of the situation. It is projected that
all hotels focused on food services, provided food delivery to the room, showing the
approach of the vectors to the standard (where all the values of gaps are equal to 1).
Ironically, the least attention is paid to medical care, which is reduced to the formalities
of temperature screening and first aid, ambulance call.

Characterizing the cumulative gap, we see negative values for all categories of hotels.
The negative gap diagnoses a situation where expectations (expected obligations hotel)
exceed reality (given the possibility of hotel service). Such estimates determine the
need for operational and strategic management of gaps, which is that the size and type
of gap should be consistent with the forecasts and trends of the pandemic situation in
Ukraine and the world. Such estimates determine the need for operational and strategic
management of gaps, which is that the size and type of gap should be consistent with
the forecasts and trends of the pandemic situation in Ukraine and the world.

Negative gap, for its part, predicts the risk of financial losses due to penalties and
reduced customer focus. Thus, it is important for the hotel management that the gap
corresponds to the direction of movement of positive impressions of guests, which
absorbs loyalty and increase profits. That is, it was positive or at least zero. Thus, the
gap, in this case, is considered as a measure of reputational risk to which the hotel is
exposed in a fixed timeframe fixed by certain criteria (crisis cycle, season, etc.).

Compliance control, thus, will consist in the formation and observance of hotel
service standards that comply with organizational procedures and health protocols
in conditions of risk of infection. Of course, the additional costs are quite significant
in aggregation, but prevent penalties and complaints that can lead to closure and
downtime of the hotel.

Thus, hotels should be armed with at least a minimum set of rules, procedures and
means of health care and exercise internal and external compliance control over their
implementation.

Conclusions and discussion of results

Assessment of the state of functioning and financial losses of hotel entities in the
COVID-19 pandemic allows us to note that the conceptualization of compliance control
in the hotel business is especially relevant with quarantine requirements, as it allows
studying and scientifically justifying directions of hotel service compliance. Elaboration
of framework conditions as imperatives of activity in modern conditions is strategically
important for hotel management, in particular as a tool of competitiveness.

Based on the study, some conclusions can be drawn about the compliance of hotel
services in the context of pandemic risks:

— difficult conditions caused by the COVID-19 pandemic led to the complete closure
or suspension of hotels in Ukraine, and only a small number of companies entered the
struggle for survival;
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— inevitable changes in the conduct of economic activity in the new conditions,
the service system encourage participants in the hotel services market to seek unique
strategies and tactics;

— hotel service is considered as the interaction of objects and processes that are
compliant and require additional standardization, taking into account legislation
aimed at preventing a viral pandemic;

— service reactivation strategy, which involves the introduction of a certain
configuration of the molecular model of hotel services, can be the key to a successful
exit of hotels from the pandemic crisis;

— studies of the level of hotels’ responsibility for creating safe conditions for guests
and staff using the gap method suggest that there is an insufficient level of sanitary
and epidemiological safety in hotels, which, in turn, will reduce the contingent and
financial losses.

The introduction of rules, procedures and means to prevent infection is projected
to become a new etiquette of relations, part of corporate culture. Health and safety
requirements will gradually diffuse; natural symbiosis will ensure the comfort and
safety of customers and hotel staff, thereby increasing its reputation capital.

During the collection and processing of the research material, the main problems
and limitations related to access to protocols and procedures for health care of
hotels were outlined, so most of the conclusions are hypothetical. In addition, the
public platform survey lacks subjectivity and a wide range of hotels by category and
destination, making it difficult to assess survey results. Further research requires the
elimination of subjectivity in feedback by professional sampling. It is promising to
deepen the assessment of financial gaps in the implementation of the imperatives of the
framework conditions in the business processes of the hotel, as well as the evaluation
of new forms of hotel services that have emerged in the world practice of hotel business
during the pandemic.
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HAYKOBE OBI'PYHTYBAHHS KOMIIJTAEHCA IT'OTEJIbHOI'O BI3BHECY
B YMOBAX IMAHJIEMII

AKTyanbHiCTh. YMOBM MaHAEMiUHOIO JIOKJAYHY CITOHYKaIX eKOHOMIiUHi Cy6’eKTU 1epeby-
TMOBYBATHM isUIbHICTD BiITOBiTHO O HOBMX KOMYHIKaTMBHMX Ta oreparniiinux rnpasui. Chepa
MOCJTYT, OCHOBHOIO METOIO SIKO1 € OpraHisaliist 03B, Haitbiblie MocTpaskaana Bim KapaHTU-
HY, aJKe OMMHWIACH TIif] 3a60poHO010. TOMY UacTMHA 3aK/IafiB 3TOPHY/IA HisJIbHICTb, HE BUTPU-
MaBIlIM KPU30BUX TEHEHIIiii Ha CITOKMBUYOMY PUHKY, (DiHAHCOBOTO TUCKY 3 60KY OPeHIOIaBIliB,
a yactuHa nepedopmaryasa 6i3Hec Ha HOBi yMOBM B3aeMO[Iii 3 KiTieHTamMy — OUCTaHIIiliHI cep-
BicK i mocTaBKM.

[MoM’sIKLIIeHHST KapaHTUHY CIPUSIUIO TIOXKBABJIEHHIO [IisSZIbHOCTI, MPOTe BOHA JIEeTiTMMHA
B Mekax MPOTOKOJIiB Ta HOPMATUBHMX aKTiB MiCIeBMX Ta JepsKaBHMUX OpPTaHiB BIaAy 00
podifakTUKY TOMMPEHHS BipyCHOTO 3apaskeHHsI. TOMy MeHEeIKMEHT eKOHOMiuHUX CYy6’€K-
TiB BIIPOBA/KYE KOMIUIAEHC-KOHTPO/Ib, METOIO SIKOTO € 3[i/iCHEHHSI TOCTIONAPChKOI AisUIbHOCTI
Y BiIMOBigHOCTI i3 3aKOHOAABYMMM, HOPMATUBHUMM aKTaMy Ta IIPOTOKOIAMMU, BigXuaeHHsT a60
irHOpyBaHHS SIKMX CTBOPIOE PU3NKM peryTaliiiHux Ta GpiHaHcOBMX BTpaT. KoMIuiaeHC-KOHTPOIb
BUSIBJISIE €EKOHOMIUHi Ta pemnyTaliiiHi pu3uKy, 37ilicHIOE TTPOQiIaKTUKy Ta YIIPaBIiHHS HUMU,
dbopmyiour KOMITIEKC peaabHUX 3aX0/iB i3 3ax1UCTy 6i3Hecy Ta #oro BiracHMKiB. OTKe, BIIPOBa-
JKeHHSI CYICTeMM KOMIUIAEHC-KOHTPOJIIO € BasK/IMBOIO CKJIaZ0BOI0 CTpaTerii pO3BUTKY eKOHOMiU-
HUX CY0’€KTIB, Y TOMY UMCJTi TOTEIBHOTO Gi3Hecy, Ta aKTyaJbHUM 06’€KTOM AOC/TiIKEHHST.

Mera i MmeToau. MeTa qOC/TiKeHHS TIOJISITA€ Y TEOPETUUHOMY aHasli3i KOMITIA€HCA TOTEJTb-
HOTO 06C/IyTOBYBaHHS Ta GOPMYBaHHI MO, 0 BU3HAYAE HATIPSIMM YI,OCKOHATIEHHS TOTeNb-
HOTO 06CTYyTOBYBaHHSI B yMOBaX IMaHAeMiuHMX PU3KKiB. KoMIapaTUBHMIT XapaKTep KOMILIa€HCa
SIK KaTeropii qoBeeHHs BiAITOBIAHOCTI MEBHUM OOMEKEHHSIM CIIPUSIB 3aCTOCYBAHHIO Y MPOLIEci
TOCTiIKeHHST HAabOPy 3araJbHOHAYKOBMX METO/IiB, TAKMX SIK aBGCTparyBaHHs, aHaji3 Ta CUHTE3,
MOZeI0OBaHHS, eliMiHyBaHHS (HaKTOPiB, SIKi BIVIMBAIOTb HA 00’€KT NOCIiKeHHS, METOZ, TeITy IJIs
CKOPMHTY KOMIUIA€HCa, 10 3a6e3eYmIo CUCTEMHMI XapaKkTep JOCTiPKeHHS Ta JO3BOIMIO 06-
IPYHTYBaTM 3aIlpPOIIOHOBAHi iMIlepaTMBM PaMKOBMX YMOB KOMIUIA€HCA B TOTeIbHOMY bi3Heci.
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PesynbraTy. 31iliCHEHO eMITipUYHY OIiHKY (hiHAHCOBMX BTPAT rOTEJIB Bif maHzemii, cripuum-
HeHoi COVID-19 B Ykpaini. ChopMOBaHO HaIpsSMM KOMIUIA€HCA TOTEJIBHOTO 06CTYTOBYBaHHSI.
CKOMITiJIbOBAaHO iMITepaTHBM PaMKOBMX YMOB OOCIYTOBYBaHHS y TOTeISIX B YMOBaX IMaHAeMii
COVID-19. 3giiicHeHO CKOPMHT KOMIIJIA€HCA TOTeJIbHOTO 0OCIYTrOBYBaHHSI METOIOM Terry. Bu-
CHOBKM Ta 00roBopeHHs1. HayKoBO 06IPYHTOBaHO, 110 KOHLIENTyaJTi3allis KOMIUIA€HC-KOHTPO-
JII0 TOTETbHOTO OOCTYTOBYBAHHS € a KTYaJIbHUM HAyKOBMM 3aBJAHHSIM, OCKIJTbKM JO3BOJISIE BU-
BUYMTHU BUMOTH 10 HbOTO i AOTPUMYBATUCS, IO € HEOOXiJHMM Y KApaHTMHHMUX yMOBax. [Tomanbiii
IOC/iIKEHHST TTOTPe6YIOTh MOMIMOIEHHST 3 OIJISIAY OLIiHKY (piHAHCOBMX TeIliB BIIPOBAIYKEHHSI
iMIepaTMBiB paMKOBUX YMOB Y 6i3HeC-IpoIecy roTesio, a TAKOXK OL[iHIOBaHHS HOBUX (GOpM ro-
TeJIbHOTO OOGCTYTOBYBaHHSI, [0 chOPMYBAINCh Y CBITOBII MPaKTUIIi FOTEIBHOTO Gi3Hecy Imif uac
MaHgeMii.

Knrouoei cnoea: KoMIIa€HC-KOHTPOJIb, FOTeIbHE 006cayroByBanHs, COVID-19, meTop, remy.
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HAYYHOE OBOCHOBAHMWE KOMIIVTAEHCA TOCTMHNYHOI'O BU3HECA
B YCJIOBUAX ITAHJEMHWN

AxTyanbHOCTb. KOMIIaeHC-KOHTPOJIb KaK METO0JIOTHS YIIPaBJIeHNS [T03BOJISIeT SKOHOMM-
YecKoOMy CyGbeKTy TpeoTBpalliaTh PeryTalyiOHHbIe U (MHAHCOBBIE TTOTEPH, a CJIEIOBATENbHO,
o6ecreunTdb ero 3pPeKTUBHOCTD. II09TOMY BHEAPEHNE CUCTEMbI KOMITJIA€HC-KOHTPOJIST SIBJISIET-
Cs1 BXKHOJI COCTABJISIIONIEN CTPATerui pasBUTHUS TOCTMHUYHOTO O13Heca 1 06beKTOM MCCIeq0Ba-
HMs1. Ero akTyasabHOCTD 3aK/II0YaeTCs B OTIpefe/IeHUM OCHOBHBIX ACIIeKTOB KOMILIA@HC-KOHTPOJIS
TOCTMHUYHOTO OOCTY)KMBaHMS, OCHOBAHHBIX HA HOPMAaTUBHbIX Y OPTaHU3aI[MOHHbBIX TTOJIOKEHU-
SIX ¥ TIpolieypax, HaydHo 060CHOBaHHbIX KoHIenusx. leqs u meToaspl. 1lenb ucciemoBaHms
3aKJII0YAETCST B TEOPETUUYECKOM aHa/IM3e KOMILJIA€HCA TOCTMHUYHOTO OOCTYKMBAHMSI U OTIpe/ie-
JIEHUSI HaTlpaBJIeHM1 COBEPIIEHCTBOBAHMSI CTAHIAPTOB FOCTMHUYHOTO OOCTY>KMBAHUS B YCJIO-
BUSIX TIAHZAEMMUUYECKMUX PUCKOB. KpocouciurmamHapHas Ipuposa HAyYHO! Mpo6sieMbl TTpuBesia
K MPMMeHEHNIO B Mpoliecce MCCIeT0BaHNs Habopa 00IeHAyYHbIX METOHOB, TAKMX KaK abcTpa-
TMpOBaHMe, aHAIN3 U CUHTE3, MOJIeTMPOBaHe, SNVMMUHMPOBAHNE, UTO 06€CTIeUNIIO CYUCTEMHbIN
XapakTep MCCIeTOBaHMS MMITIEPAaTHBOB KOMIUIA€HCA TOCTMHUYHOTO O6CTYKMBAHMS, €T0 OLIEHKN.
PesynbTaTsl. OcyliecTBieHa SMIIMpUYecKast olleHKa GMHAHCOBBIX TIOTEPb OTeJIe OT MaHAeMUM,
BbI3BaHHO? COVID-19 B VkpanHe. CKOMIMIMPOBAHBI MMIIEPATUBBI PAMOYHBIX YCIOBUIT 00CITY-
SKMBaHUS B TOCTMHMIAX B yCIoBUsIX maHgemun COVID-19. OcyiiecTBiieH CKOPUMHT KOMILIaeHCa
TOCTMHUYHOTO OGCTYKMBaHMS METOIOM rafia. BeIBoAbI M 06CykaeHMe. ViccrenoBaHye mokasa-
JIO, UTO KOHIIETNTYa/IM3aLysl KOMILJIA€HC-KOHTPOJISI TOCTUHUYHOTO OOCTY)KMBAHUS SIBJISIETCS aK-
TyaJIbHO HAYYHOI1 3a/1aueii, TTOCKOJIbKY ITO3BOJISIET U3YUUTh TPEOOBAHMS ¥ HAYYHO 060CHOBATD
HOBbIE CTAHIAPThI, HEOOXOAMMbIE B KAPAHTMHHBIX YCJIOBUSX. [lajibHeIINe UCCIeN0BaHs Tpe-
OYIOT YIITyOIeHNsI, YIUTBIBAST OI€HKY (DMHAHCOBBIX I'OIIOB BHEJPEHWS] MUMIIEPAaTUBOB PAMOYHbBIX
YCJIOBMIT B OM3HEC-TIPOIIECChI OTEJIS, & TAKKe OLIEHKM HOBbIX (DOPM OCTMHUYHOTO OGCTYKMBA-
HYisI, chOPMUPOBABIINXCSI B MMPOBOIA IMPAKTHUKE TOCTMHUYHOTO 6M3Heca BO BpeMs ITaHIeMUM.

Kniouessle cnosa: KoMIUIaeHC-KOHTPOJIb, TOCTUHUYHOE obctykuBaHue, COVID-19, meTton
rama.
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