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AHHOTAILIYA: Llenb. BeisiBsieHne npo6JeM B CO3JaHUM JOCTYNHOMN cpe/bl HA NpeANpUATHSAX [OCTHU-
HUYHO-PEeCTOPaHHOI'0 KOMILJIeKca. B ucciejoBaHUM OoTMeyaeTcsl, YTO, HECMOTPSl Ha aKTyaJlbHOCTb
JIAHHOTO0 BOIPOCA, CYLeCTBYIOT NP06JeMbl C BHeJJpeHUEM MUHKJ/IO3UBHBIX TEXHOJOIMHA Ha Npejnpu-
ATUSAX TOCTUHUYHO-PECTOPaHHOI0 KoMIjlekca. bosbmuHcTBO 3aBefieHuid 'PK He nMmeer aganTupo-
BaHHOU UHQPACTPYKTYpPbl K NOTPEGHOCTSM MaJOMOOUJIBbHBIX PN HaceseHUsl. Takxke NpU Npoek-
THUPOBAHHU 3JIEMEHTOB JOCTYNHOU Cpe/ibl OCTAIOTCA HEYYTEHHBIMU HEKOTOPbIE aCleKThl, KOTOpPbIE B
JlaJIbHeHIeM MOTYT MOBJUATh Ha QYHKIIMOHMPOBAaHUeE 3aBeJileHHs B 1iejioM. OZHOM M3 caMbIX Ba-
HbIX IP06JIEM SIBJISIETCS] HEKOMIIETEHTHOCTD [lepCcoHasa B crieniudrKe 06CaAy:KMBaHUS1 HHBAJIU/,0B.

Metonpl. [lpoBoauTcA aHaJu3 AOCTYNHOCTH MNPEAINPUATUNA TOCTUHUYHO-PECTOPAHHOrO KOM-
IJIeKca 1 WHBAJIUJ0B U MaJIOMOOMJIbHBIX IPYII HacesJeHUs, a TaKKe ONpPOC CpeAu COTPYAHUKOB
NpeANpPUATHN TOCTUHUYHO-PECTOPAHHOr0 KOMILJIEKCa.

PesysnbTaTbl. 06'beKThI COLMANBHON UHQPACTPYKTYPbl UMEIOT YaCTUUHBIE 3JIeMEHTHI JJOCTYIHO-
ctu. [Ipuieraronive TeppuTOPUU U BXOABI B 3[JlaHUS, IYTH JABMKEHUS BHYTPH 3JaHHUA, 30HbI LIeJIEBOr0
Ha3Ha4yeHUsl U CAHUTApHO-ObITOBble KOMHAThI He COOTBETCTBYIOT TPEOOBAHUAM J0CTYIHOCTH. Onpoc
coTpyaHuKoB ['PK BBIABWJI X HELOCTAaTOYHYIO MOATOTOBKY K OKa3aHUI0 yciayr junam ¢ 0B3. I'ias-
HbIM 6apbepPOM SIBJISIIOTCS He TOJIbKO TeXHHUYeCKHe Mpo6JieMbl, HO U IICUX0J0TrH4ecKkue 6apbepsl. Jo
CUX IOP B 0OOIIECTBE B LI€JIOM U Ha NPeANpHUATHSX CEpBHCA B YaCTHOCTH NEPCOHAJ He TOTOB K KOH-
TakTaM c gunamu ¢ OB3.

Hay4ynasa HoBu3Ha. HayyHas HOBH3Ha 3akK/04aeTcs C UCCAeOBaHUU MeXaHHW3MOB CO3JaHUA
JIOCTYIIHOM cpeJibl Ha NpeAnpUsATUsaX cepBrca. Co3JaHue JOCTYIIHON cpesibl, B CBOI OYepe/b, CIOCO6-
HO IIOBJIMAATh Ha KaueCTBO NPeJoCTaB/sAeMbIX YCAYT [J5 BCeX KaTeropuil notpebuTesieit chepsnl cep-
BMCa. B pe3sysibTaTe NOBLICUTCA JIOSAJIbHOCTb KJIMEHTOB U YBeJWYaTCA J0X0Abl IPeANPUATHA.
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MOXXHOCTSIMHU 3/I0POBbSI, IPEJNPUATHS TOCTUHUYHO-PECTOPAHHOTO KOMILJIEKCA, JIOSIJIBHOCTh KJIMEH-
TOB.
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B HacTosilllee BpeMsi TJIaBHbIM KOHKY- KJIaCCHBIN CepBUC CTAaHOBUTCS OoJjiee 3dpdek-
PEHTHbIM TPEUMYLIECTBOM B TOCTHUHHUYHO- TUBHBIM UHCTPYMEHTOM IOBBIIIEHNS 06 bEMOB
pecTopaHHOM GH3Hece SIBJASETCS KauecTBEH- IpoAaX, YeM MapKeTHHT [2, ¢. 45]. KauecTBeH-
HbIH cepBHC. [loTpebuTesell NpUBJIEKAET, B HOe O0OCJHy)KMBaHHEe KJHUEHTOB CTAaHOBUTCS
MepBYyI0 04epe/ib, CEPBUCHOE 0OCIYKUBAHUE, U $aKTOpOM BBDKMBAHUS KOMIIAHUH B J0JITO-
OHH TOTOBBI MJIATUTb 3a HEro, Tak Kak yno- Cpo4yHOU mepcnekTuBe [3, c.26; 4, c.138; 5,
BOJIbCTBHE, I0JIy4aeMoOe B IpoIlecce MoTped- c. 86].

JIEHUSl YCJIyTH, BaXkHee, 4yeM LieHa [1, c. 35]. B B HacTosIee BpeMs CyIeCTByeT 60JIbIIOe
YCAOBUSAIX KOHKYPEHTHOW CpeAbl BbICOKO- KOJIMYeCTBO Hay4YHbIX pabOoT U NyOJIUKAIUHI 10
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COBEpPLIEHCTBOBAaHUIO YPOBHA CepBUca Ha
npeANnpUATHIX FOCTUHUYHO-PECTOPAHHOI0
6usHeca [6; 7; 8].

Ho B TO e BpeMda OJHMM U3 aKTyaJIbHBIX
HanpaBJeHUHN $BJieTCsl BHeJpeHHe HHKJIIOo-
3UBHBIX TEXHOJIOTUH B cdepy ycayr. [loHsaTHe
«UHKJIIO3UBHBIA» 03HadyaeT BOBJIEYEHHOCTb
KOro-J160 B KaKoe-TO fIBJIEHHeE.

B Poccuu nouTH TpeTh HacesieHUs CTPaHbl
(oko0s10 30 %) OTHOCUTCH K KaTErOpUU JIUI] C
OTpaHUYEHHBIMU BO3MOXKHOCTSIMH 3/0POBbA
(manee - nmua ¢ 0B3). UHBanmuj - 3TO «IHIIO,
KOTOpOe UMeeT HapylleHHe 3J0pOBbsl CO
CTOMKHUM pacCTPOUCTBOM QYHKLUUNA OpraHus-
Ma, 00yCJIOBJIEHHOe 3a00/iIeBaHUSAMH, NOC/Ie[-
CTBUSIMMU TpPaBM WJM AedeKTaMu, NpUBOJslLee
K OrpaHUYeHHUI0 KU3HeJeATeJbHOCTHU U BbI-
3bIBalollee HEOOXOAUMOCTb €ro COLUaIbHOU
3a1uThD» [9, c. 83].

JaHHas rpynna siBJsieTcsi HOTpebUTeNsIMU
CEPBUCHBIX YCAYT U CIOCOOHA yBEJIUYHUTb [0-
X0/Zbl NpeANnpUATHHN rocrenpuumMcrtsa. CoBep-
LIEHCTBOBAaHHWE CHUCTEMBI CEPBHUCHOTO 006CIy-
J)KUBaHM$, YJAOBJIETBOPAIOLIEN 3amlpockl IO-
TpebuTesiel, B ToM 4yucie ¢ OB3, aBasgerca ak-
TyaJIbHbIM HalpaBJ/ieHUeM pPa3BUTHUSA IIpej-

OPUATHH TOCTUHUYHO-PECTOPAaHHOIO  KOM-
IJ1eKca.
Cuctema  CepBUCHOTO  0OC/AyKMBaHMUSA

npe/inoJiaraeT OKa3aHWe IIMPOKOro CHeKTpa
JIOMIOJTHUTEJIBHBIX YCJYT, TPHUBJIEKATENbHBIX
JUUIsl IOTPEeOUTENSA U COMPOBOMKAAOIIUX OCHOB-
Hyto ycayry [10, c. 43]. Posib 10NI0JIHUTEIBHBIX
yCJyT 3aKJI4aeTcs B MPeJBOCXUIEHUU TI0-
TpebHOCTe! KJIMEHTOB U 00eCledyeHuH TaKoTo
YPOBHS 06C/AyKHBaHHS, 32 KOTOpOe OHU I'OTO-
BbI [LJIATUTb.

B 11€/10M, TOHATHE «CEPBUC» MOXKHO OIpe-
JIeJIUTh KaK BUJ NpodeccuoHaIbHOU AesTe b-
HOCTH, 00ecneYuBaUIMKA Y[ 0BJEeTBOPEHUE
noTpe6bHOCTH B ob6cayxuBanuu [11, c. 201].
[nyb6okoe MOHHMaHHWE MOTPeOHOCTEN KJHEeH-
TOB HMMeeT /[Jis1 HUX HEeOObIKHOBEHHYIO IeH-
HocTb [12, c.21]. Cama ke HaleJeHHOCTb Ha
Takoe TOHUMaHUe SBJAETCId B HACTosIlee
BpeMs 3JIEMEHTOM PBbIHOYHOW OpHEHTAaIUU
KoMnaHuu [13, c. 3].

Hcxofa M3 mOHMMaHUs cepBUca Kak BUAA
JlesITeJIbHOCTH, HAlpaBJEeHHOTO Ha IMOBbIIIe-
HUE CTEeNeHU Y/IOBJETBOPEHHOCTH MNOTPe6U-
TeJiel, MOXHO CHOPMYJIMPOBATh MOHSTHE
VHKJIIO3UBHOTO CEepBUCA KaK KOMILJIEKca Jio-
MOJIHUTEJBHBIX YCIYT, TPUJAINX OCHOBHOU
ycayre oco6yio HPHUBJIEKATEJNbHOCTb AJS MO-
TpebuTeJis, B TOM uuciae ajasa aun ¢ OB3. [
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3TOro TpebyeTcs cllellMa/ibHOe 060pyZ0BaHHe
[14, c. 70]. TlepeyeHb HOPMATHUBHBIX JOKYMEH-
TOB, KOTOpbIe coJiep:KaT TpeboBaHUs 1no ¢pop-
MHUPOBAHUIO JOCTYIIHON Cpejpbl, JOCTaTOYHOU
IIMPOKUI U BKIINOYaeT ¢efiepajbHbIA 3aKOH
«0 couyanbHOM 3alMTe UHBaJIUA0B B Poccum-
ckoit ®Penmepaunu» ot 24 Hos6psaA 1995 roma
Ne181-®3 (c u3MeHEHHUSIMH M [IOMOJIHEHHS-
Mu), «['pajocTpouTesbHbIN Kojekc Poccuii-
ckoit ®enepauuun» oT 29.12.2014 N2190-®3 (c
M3MEHEHUSIMU M JIONOJIHEHHUAMHU) U Jpyrue
JIOKYMEHTBL.

ApanTayus npejnpUsITANR TOCTUHUYHO-
pecTopaHHOM 6u3Heca AJis MaJOMOOUJIbHBIX
IPYII HaceJileHUsl NMO3BOJIUT NMOBBICUTH Kaye-
CTBO CEpBUCA, peNyTalHI0 3aBe/leHUd U BbIBe-
JleT ero Ha HOBBIM COLlMa/IbHBIA YPOBEHb.

Co3faHre cUCTeMbl WHKJ/IO3UBHOIO Cep-
BUCA B FOCTMHUYHBIX KOMIIJIEKCAX BKJIOYaeT
ciepyouue atansl (puc.1):

OGecneuerHne 10CTYNHOCTH 0TS
H DaH3IeRaleH TepPHTOPHH,
CIeNHATbHO 000pPyI0BAHHBIX

HOMEpOB

O

4 ™~
Obecnevenne J0CTYNHOCTH
TPaHCNOPTa —CIeNHAIbHOe MeCTO
A1 NAPROBRH aBTOMOOH.TeH
HHB 2JTH10B-R0JI5ICOYHHROB

U

06ecneqelme,zoc1}1mocrn
uadopyanas 11g 1un ¢ OB3

Puc. 1. OcHOBHBIE 3TalbI CO3aHUA
CHCTEMBI HHKJIIO3MBHOT'O CEpBHUCA
B FOCTUHHUYHBIX KOMILJIEKCAX

Ha mepBoM 3Tane, nmpu o6ecrieyeHUH A0C-
TYNHOCTH OTeJIsl ¥ OJIM3JIeXKaleld TEPPUTOPHUH,
JIOJDKHBI OBITh PEyCMOTPEHBI CleljiaJbHble
JIOPOXKKH /11 MHBAJIW/I0B-KOJISICOYHUKOB, IIHU-
pHHA KOTOPBIX cocTaBJjsieT oT 1,5 M u GoJee, a
YKJIOH - 4-6 cM Ha MOroHHbIA MeTp [15, c. 3].
Bxoz B oTesb JJ0/KEH ObITh 060PY/0BaH MaH-
JycoM mupuHou 1-1,1 M c yrJiioM HakJiOHa He
6osiee 30-35 rpaaycoB [15, c. 4]. [lnowanb
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FOCTMHHUYHOr0 HOoMepa aud aun, ¢ 0B3 gomkHa
COCTaBJIAATh He MeHee 28 KB.M. B TakoM HoMe-
pe MOJIHOCTbI0 OTCYTCTBYIOT noporu. [lllupuHa
JBEPHBIX IPOEMOB COCTaBJisieT He MeHee 0,9 M.
B HoMepe ycTaHaBJMBaeTCsA CleldalbHOE
060py/lIoBaHUe [/l Nepexojia C WHBAJIUIHOMN
KOJISICKM Ha KpoBaTb. CaHy3eJl TakKe JOKEH
OBITb 000PY/IOBAH CIENUAJbHBIMU MMOPYIHIMH
Y KHOINKOU BbI30Ba TrOpHUYHOU [16, c. 139-
140]. Ha BTOpOM 3Talle CO34aI0TCS NAapKOBOY-
Hble MecTa JJI1 aBTOMOOMWJIel WHBaJU0B. Ha
TpeThbeM 3Talle 06ecrneynBaeTcs JOCTYMHOCTh
BU3yaJIbHOM, 3BYKOBOM, TaKTUJIbHOU HHPODP-
Mal1H.

BrllllenepeyncieHHble peKOMeHJaluy 10
CO3/laHUI0 CUCTEMbI UHKJIIO3UBHOTO CEpBUCA B
FOCTHMHUIAX, 38 UCKJIIOUYEHUEM PEKOMEHAALUN
no 060py/l0BaHUI0O HOMepa, MOTYT OBITb MUC-
M0JIb30BaHbI U /15 peCTOPAHOB.

HecMoTps Ha aKkTya/JbHOCTb JAAHHOTO BO-
Mpoca, CYyIIeCTBYIOT MPO6JIEMbI C BHEJAPEHHUEM
WHKJIIO3UBHbBIX TEXHOJIOTUH Ha NpPeANpHUSITHSIX
FOCTHUHUYHO-PECTOPAHHOI'0 KoMIljeKkca. boJib-
LIMHCTBO 3aBeJIEHUU He UMEKT aJalTUPOBaH-
HOU K NOTPEOHOCTSIM MaJOMOOUJIbHBIX Py
HaceseHUs1 UHOpACTPyKTypbl. Takke mpu
MPOEKTUPOBAHUU 3JIEMEHTOB JIOCTYIIHOHN cpe-
Jbl OCTAlTCSI HEYYTEHHbIMHU HEKOTOpPhIE ac-
MeKThl, KOTOpble B JaJbHEWIIEM MOTYT IO-
BJUATh Ha QYHKIHOHUPOBAaHHE 3aBeJleHUs B
o6wwem [16, c. 53]. OpHOM M3 caMbIX Ba)KHBIX
npo6JieM SBJISIETCS HEKOMIIETEHTHOCTb Iep-
COoHasa B cneuuduke 0O6CIY>KUBAHUSI UHBAIU-
JIOB.

B 1es5iX OLlEHKHU JJOCTYMHOCTHU [IJisl UHBa-
JUJO0B U MaJIOMOOGUJIbHBIX TPYMNIl HaceJieHUs
(nanmee - MI'H) 06BbEKTOB TOCTUHHUYHO-
pecTopaHHOro KoMmisekca r. HmxHero HoBro-
poJia 6blLja MpoBeJieHa OlleHKa JOCTYIMHOCTH
TOCTUHUIIBI, 6apa U MUILIEPHUU C UCIOJIb30Ba-
HUEM MeTOAUYECKHX peKOMeHJalUuWd IO BO-
npocaM obecrieyeHus JOCTYHNHOCTH [iJisI UHBa-
JIUJIOB YCIAYT ¥ 06'beKTOB [17].

B 1esioM, MOXXHO cZesiaTb BbIBOJ, YTO MC-
cieayeMble OO'bEKTbl HUMEIT OTPAaHUYEHHYIO
JOCTYIMHOCTb AJ1s1 UHBaauioB 1 MI'H.

PesysnbTaThl NpPOBEJIEHHOTO HCCJIe/0Ba-
HUS TOKa3bIBalOT, UTO MpUJIErarwllie TeppHU-
TOPUU U BXOJbl B 3[laHUf, MyTHU [JBWXKEHUS
BHYTPH 3/IaHUs, 30HBI 1|eJIeBOI'0 Ha3HAYeHUs U
CaHUTAPHO-OGbITOBbIE KOMHAThl HE COOTBETCT-
BYIOT TPeOOBaHUAM JAOCTYNHOCTU. Takxke Mo-
»)KeM OTMETUTBh, YTO BO BCeX 0bOCJielyeMbIX 3a-
BeJleHUSIX OJIHU U Te ke HapylieHus. TpebyeT-
c 3HAYMTeJbHasA J0paboTKa O6BEKTOB [IJisl
NOBBILIEHUS] YPOBHS UHKJIIO3UBHOTO CEpPBUCA.

B paMmkax [AaHHOTO HCCIe[O0BaHUSA OblLa
IpOBeJleH ONpPOC MepcoHasa FOCTUHUL, U pec-
TopaHoB T. HmxxkHero HoBropoga. B uccieno-
BaHUHU NpUHAJM y4yacThe 100 pecrnmoHAEeHTOB,
paboTarliuXx B UHAYCTPUU TOCTENPUMMCTBA.
[Ipy ompoce COTPYAHUKOB BBISIBJEHO, YTO C
HUMU He MPOBOJUIM UHCTPYKTAX IO CHEelH-
duke 06CcayKUBaHUA UHBaAUA0B U MI'H, u aTo
SIBJIS€TCA OCHOBHOW NpOO6JIeMOW NpH Co3ja-
HUMU JOCTYNHOU cpeabl. He o6JiafaloT HaBbI-
KaMU OOILeHHUs C JIIOJbMU, HE UMEIIIUMHU CIY-
Xa, 66 % omnpolueHHbIX (pUc. 2).

Ta6auna 1

Pe3ysibTaThl 06C/1€A0BaHUSA JOCTYITHOCTH 0O BEKTOB

O6'BEKTHI HCC/IEIOBAHUSA

BuigBJIeHHBIE HapylmieHHusAa

TeppuTopuy, mnpujeraw- | - NoAbe3A K 3[aHUSAM 3aTPyLHEH;

1IMe K 3JJaHUsAM

- OTCYTCTBYIOT CTOAHKHU AJIA aBTOMOGOMJIEH HWHBaJINA0B-KOJIACOYHHUKOB;
- OTCYTCTBYKOT 3HAKH JOCTYIIHOCTH

Bxojbl B 3naHus

- OTCYTCTBYIOT TYPHUKETBI, IPUCIIOCO6JIEHHBIE JIJIsT UHBAJIU/L0B-KOJISICOUHUKOB;
-He cobJII0/leHbl Tpe60BaHUS K HAPYKHBIM JIBEPSIM;

BHyTpeHHss MHOPa- | - OTCYTCTBYIOT TaKTUJIbHbIE NPEAYIIPEXAAI0IMe YKAa3aTeNH lepe/i HOBOPOTaMHU;

CTPYKTypa 3J4aHUN

BHYTPH 3JaHUs

- OTCYTCTBYIOT OrpaxKJ€HHd oA HaBHUCAIOIIMUMHU 3JIEMEHTaMHU,;
— BbICOTA ITIOPOr'0B WJIH Ilepenas BbICOT MpeBbIIaeT JONMYCTUMOE 3HAaYE€HUE;
- He CO6JII~O,E[eHbI TpE6OBaHI/IH K KOHCTPYKTUBHBIM 3JIEMEHTAM H YCTpOfICTBaM

30HbI eJieBOro Ha3Haye- | - OTCYTCTBYeT HEO6X0,ELI/IMOE KOJIM4eCTBO MeCT AJid 06Cf[y)KI/IBaHI/IH HWHBaJIN0B;
HUA - He CO6J'II-O[LeHbI Tpe6OBaHI/IH N0 MUHHUMAJIbHOMY PACCTOAHHIO MECT AJid MHBAJIH-

JIOB OT 9BaKyaLlMOHHBIX BXO/I0B;
— OTCYTCTBYIOT HHOOPMUPYIOIHE 0603HAYEHHU S

CaHI/ITapHI:Ie KOMHATBI
LUH;

KMJHBIX CUJeHUN

- OTCYTCTBYeT Cllel[HaJbHOe 0GOpYyZOBaHHE M CHUCTEMBI TPEBOXKHOM CHTHaJIM3a-

- He cOOJII0/IeHbl TPeGOBaHHUS K pa3MeLleHUI0 PAaKOBUH, 3epKaJl, IOPYYHEH U OT-
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Of1a7aere 10 BbI HABBIKAMH O0IIEHNS C JTHOAMH,
HMEIMIEME TPo6aeMbl o cIyXoM?

M a3, KOHEeYHO
M Her

B HE CYMTAIO 3TO HYKHDIM

Puc 2. BnageHne HaBbIKaMH
061 eHHS C JIIOIbMH,
HMEIOLIUMH IPOBJIEMBI CO CIYXOM

Ha Bompoc, yacTo Jiu nmoceuaT Bally roc-
TUHULY JIIOAU C OTPaHUYEHHbIMH BO3MOKHO-
CcTAMH, 26 % ONpPOLIEHHBIX OTBETUJIH, UTO He
nocewarT coBceM, a 63 % pecrnoHAeHTOB OT-
BETUJIM «PEJKO MOCelalT», TO eCTb BCEro
JIMIIb HECKOJIbKO pa3 B roj. B To ke Bpems
JlaHHasi Trpylna sBJjseTcs MNOTPeOUTENIMHU
CEPBUCHBIX YCJIYT U CIIOCOOHA yBEJIUYUTD J0-
X0Zbl OT OCHOBHOW [ieATeJbHOCTH IpeJIpu-
ATUH rocTenpuumMcTia [18, c. 331; 19. c. 42].

KpoMe oTcyTcTBUA AOCTYNHOW Cpenbl, Ha
npeanpuatuax 'PK otcyrcTByloT pasBieka-
TeJIbHble MepOINPUATHUA JJI JIIOJEeN C OrpaHu-
YeHHBIMU CIOCOGHOCTAMU (pucC. 3).

TlpoBoanATcs a0 B Bameil rocTHHANR PecTopaHe
KH.HHE-.'[IIEG PREEIeKaTRTEHEIE MEPOTIPHATHN J.18 .'.I]ﬂ,]Eﬁ C
OTPAHNY e HEBIME BO3MOAHOCTHME, B KOTOPBK Bhl
NPUHMAETe HENOCPEICTEEHROE YIacTHE?

W A3, AOBOABHI HACTO
B gz, Mo pegKo

{HET

Puc. 3. [IpoBeseHre MeponipuaTHA
JJIS JIAL, C OTpaHUYEeHHBIMH
BO3MOXXHOCTSIMH 3/10pOBbS

Ha pucynke 4 npejcraBJieHO pacnpegee-
HHEe OTBETOB Ha BOIpPOC 00 MCIOJb30BaHUU
gunamu ¢ OB3 KHONIKM BbI30OBa.

Bcero b 12 % pecrioH1eHTOB OTBETHUJIY,
YTO ['OCTH MO0JIb30BAJINCh JAHHON KHOINKOH, a
88 % He cTaJKUBa/JIMCb Ha MpAKTHKe C TaKOH
CUTyalMell WU CTaJIKUBAJNCh pPeJKO. ITO CBU-
JleTeJIbCTBYeT O TOM, YTO Ha JAaHHBIX NpejIpu-
SAITUAX OTCYTCTBYET NOTOK KJIKeHTOB ¢ OB3.

239

Yacro 1u GBIBAIT TaKHe C.Iy9aH, KOTJa THIH C
OrpaHHYeHHBIMH BO3MOKHOCTAMHE HCIOIb3YT KHOMKY
BBI30Ba COTPYAHHKA?

WyacTo

”

¥ pegko

B Moeit NPaKTUKE TaKoro
He Bbino

Puc. 4. YacroTa ncrosib30BaHHA KHOIIKH BbI30-
Ba COTPYOHHUKOB

B nesiom, npo6sieMbl B CO3JaHUM [OCTYII-
HOU cpezpl Ha npeanpuAaTuax 'PK HocAT Tex-
HUYECKMH W  COLMaJIbHO-TICUX0JIOTUYECKUI
xapakTep:

1) Uccnepyemble o6bekTbl 'PK umeroT
YacTUYHble 3JIEMEHTBbl JOCTYNHOCTHU. [Ipuie-
rarouiyde TeppUTOPUHU M BXOAbI B 3laHHUA, IYTH
JBIDKEHUs] BHYTPHM 3/aHUf, 30HBI IeJIeBOTO
Ha3HaYeHUs1 U CAaHUTAPHO-ObITOBblE KOMHATHI
He COOTBETCTBYHOT TpPebGOBaHUSIM JOCTYIHO-
CTH.

2) PesynbTaThl Hccae[0BaHUS  CBUJe-
TEJbCTBYIOT O HEeJOCTaTOYHOW MOATrOTOBKE
COTPYZAHHUKOB K OKa3aHMI0 ycayr aunam ¢ OB3.
Jo cux nmop B 061iecTBe B 1|eJIOM U Ha IpeJ-
NpUATUAX CepBUCa B YACTHOCTHU NepCOHAJ He
roTOB K KOHTakKTaM c Jsiuiamu ¢ OB3. U pewue-
HUe 3TOH MpobJieMbl SIBJISIETCS OCHOBHOM 3a-
naueit [20, c. 300; 21, c. 326].

Hcxois U3 moJiydeHHbIX pe3yJIbTaToB, He-
06X0AMMO COBEpUIEHCTBOBAaTb MEXaHU3MBI
CO3/laHHUA LOCTYIHOW CpeJibl Ha IPeANpUATHUAX
cepBuca. Co3faHne AOCTYNHOW Cpejibl, B CBOIO
odepe/ib, CIIOCOOHO MOBJHUATH Ha KayecTBO
peJoCTaBJIsIeMbIX YCIYT AJs1 BCeX KaTeropuu
notpebuTesnieid chepbl cepBuca. 3aBe/ieHUsT C
JIOCTYIIHOM cpeJlol  CNOCOOHBI  O6CAYKHUTH
6oJiblllee KOJUYECTBO KJIMEHTOB, TEM CaMbIM
HOJYYUTD GOJIBIIYIO TPUOBLIb.

[lyTn peweHusi npob6seM COBEPIIEHCTBO-
BaHHA CepBUCa B T'OCTMHUYHO-PECTOPAHHBIX
KOMILJIEKCAX:

1. JlopaboTka OOGBEKTOB TOCTUHHUYHO-
pecTopaHHOr0 KOMILJIeKca [JJis obecredyeHus
MX JOCTYNHOCTH i uHBanngoB u MI'H. [lo-
paboTKa TpebyeTcs Kak MpuJeraloluM K 3/a-
HUSM TepPUTOPHUSM, TaK U BHYTPEHHUM IIO-
MelleHUsM.

2. IloBbllleHMe KBaJMPUKALUMK PabOTHHU-
KOB IpeANpPHUATHN TOCTUHUYHO-PEeCTOPaHHBIX
KOMIIJIEKCOB — IIPOBeJleHMe TPEeHUHI0B U Mac-
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Tep-KJIaccoB IO paboTe € JMLAMHU C OTpaHMU-
YeHHbIMHU BO3MOXXHOCTSIMHU 3/J0POBbSI.

3. Pa3spaboTka M BHeJpeHHe UHCTPYKTa-
Ka JJId  COTPYAHHUKOB  TOCTHUHHUYHO-pec-
TOPaHHbIX KOMILJIEKCOB, KOTOPbIM MOBBICUT UX
npodeccroHalbHYI0 KOMIIETEHTHOCTh B HEOO-
XOAMMOW KOMMYHUKaIUU c naMu ¢ OB3.

4. BxuitoyeHHe B o6pasoBaTesibHbIE NPO-
rpaMMbl BBICIIETO U cpefiHero mnpodeccuo-
HaJIbHOTO 06pa30BaHUsA MO HalpaBJeHUSM
«'octuHnyHOe peno», «CepBuc» U «Typusm»
JUCHUTIMHBI «0cCO6EHHOCTU CEPBUCHOM pabo-
ThI ¢ iu1lamMu ¢ OB3».

5. PacnpocTtpaHeHne HWHpOPMAIUH O
NpeANpUATHAX TOCTUHUYHO-PeCTOPaHHbBIX
KOMIIJIEKCOB C JOCTYIIHOW CpeJlod B CpesCTBaX
MaccoBoi MHPOPMALUHU U C UCIOJb30BaHHEM
VHTEepPHEeT-TEeXHOJIOTUH.

6. IlpoBeseHue crenuaabHbIX pasBJieKa-
TeJIbHbIX MEPONPHUSTUN [Jis JIUL, C OTPaHU-
YeHHbIMU BO3MOXXHOCTSIMU 3[,0POBbs1 B TOCTHU-
HUYHO-PECTOPAaHHbIX KOMILJIEKCaX — TeMaTH-
YeCKUX INpasJHUKOB, 3KCKYPCHUOHHBIX IIpO-
rpaMM, TBOPYECKUX MacTep-KJIacCoB.

B pesysbTaTe peasusanuu AaHHBIX Mepo-
NpUATUH TOBBICUTCA YPOBEHb CEpBHUCA B rOC-
TUHUYHO-PECTOPAaHHOM OU3Hece, YTO B CBOIO
odepe/ib, OTPA3UTCA Ha JIOSJIbBHOCTH KJIMEH-
TOB. JIOSIIBHOCTb BbIpaKaeTcsi B FOTOBHOCTH
NOCTOSIHHO I10JIb30BaTbCl TOBapaMH WJM yC-
JIyraMy onpejeseHHON KoMnaHuu. Takum 06-
pa3oM, JIOSJIbBHOCTb KJHUEHTOB T'OCTUHUYHO-
pecTopaHHbIX KOMILJIEKCOB TPOABJSAETCA B
TOM, 4YTO OHH MPeABABJAIT CTAOUJIBHBIN
CIpOC K yCJayraM rOCTUHHLBI WM pecTopaHa
[22, c. 49].

J1g olleHKM YpOBHSA cepBuca B TOCTUHHY-
HO-PeCTOpPaHHBbIX KOMIIJIEKCaX MOXeT ObITh
WCII0JIb30BaH UHJEKC JIOSJIbHOCTH KJIMEHTOB
(NPS - anrs. Net Promoter Score) [23, c. 147].
JlaHHBIM [OKasaTejb OTpPa)KaeT TI'OTOBHOCTb
NoTpebuTeN e NOBTOPHO MOJIb30BATHCS YCJIY-
raMmy KoMnaHuu. JlJisi u3aMepeHUs1 HHJEKCA JIOo-
SIJIBHOCTH He006X0J VMO IPOBECTH ONPOC KJIU-
€HTOB, NONPOCHB UX OLEHUTb F'OTOBHOCTH pe-
KOMEH/IOBaTh YCJAYrM KOMIAHUU CBOUM 3Ha-
KOMBIM W [JIpy3bsIM MO JAecSTHOAJIbHOM ILIKa-
Je, rae 10 6ayjoB COOTBETCTBYET BBICOKOH
FOTOBHOCTH peKOMeHJi0BaTh ycayry, a 0 6a-
JIOB — OTCYTCTBHIO TakKoW roToBHOCTH. [locsie
omnpoca U 06paboTKH pe3ysbTaTOB HEOOXOH-
MO paccyuTaTb KOJMYECTBO CTOPOHHUKOB
KOMIIAHUH, TOTOBbIX JaThb peKOMeHJALMUU Ha
9-10 6a/noB. Te KJIKEHTBI, KOTOPbIE OTHOCST-
csl HEUTpaJIbHO K yCJIyraM KOMIIaHUU, FOTOBBI
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pPeKOMeH/10BaTh yC/ayra no uikaJje Ha 7-8 6as-
JioB. KpuTnyeckre HacTpOeHHble NMOTpebUTe-
JIX — 3TO KJHWEHTHI, OlleHHWBAIOI[He CBOI TI0-
TOBHOCTh JAaTh PeKOMEHJALMH Ha LIecThb 6aJ-
JIOB U HKe. Torga MHJEKC JIOAJIBHOCTH KJIH-
€HTOB MOXXHO PacCYuTaTh CJAeAYHIIUM 06pa-
30M:
)

rae:

NPS - nHeKC JIOSAJAbHOCTH KJIHEHTOB,

Ds - noJis1 CTOpOHHUKOB KoMNaHuH, %,

Dc - nosisi KpUTUYECKH HACTPOEHHBIX MMO-
TpebuTtener, %.

YeMm BbIlle mnokasaTtenab NPS, TeM Bbllle
JIOSIJIbHOCTD KJIMEHTOB II0 OTHOULIEHHUIO K JlaH-
HOM KOMITaHMHU. BbIcoKas JI0SI/IbHOCTDb KJIMEH-
TOB XapaKTepH3yeTCs IOoKa3aTesJeM, PaBHbIM
70-85 %.

TakuMm 06pa3oM, pe3y/bTaTbl NPOBEJEH-
HOI'O HCCJe[0BaHUs IOKa3aJau, YTO OOBEKTHI
FOCTUHHUYHO-PECTOPAHHOI0 KOMILJIEKCAa UMEIOT
YaCcTUYHbIe 3JIEMEHThl JAOCTynHocTH. Ompoc
coTpyAHUKOB ['PK BBIABHJI UX HeZJOCTATOYHYIO
NOJArOTOBKY K OKasaHHUIo ycayr junam ¢ OB3.
Ucxonss u3 3TOro, HeO6GXOAUMO COBEPIIEHCT-
BOBaTb MEXaHHU3MbI CO3/laHUSA AOCTYIHOU cpe-
Jlbl Ha NpeANpUSTHUAX cepBuUca. B cTtaTbe pas-
paboTaHbl TyTH pelleHUus Npo6JieM COBep-
IIEHCTBOBAaHUSI CepBUCA B T'OCTUHUYHO-
pecTopaHHbIX KOMILJIEKCAX.

CoBeplIeHCTBOBaHME CepBHUCa Ha INpej-
NPUATHUAX TOCTUHUYHO-PECTOPAHHOTO KOM-
IJieKca 3a CYeT CO3/JlaHUsl JOCTYIHON Cpejbl U
NOBBIIIEHUS] YPOBHS NOATOTOBKM IepCcoHasa
O6yJeT Crnocob6CTBOBATh YBEJUYEHHUIO IOTOKA
KJUEHTOB, B TOM YMCJEe C OrpaHUYEHHBbIMHU
BO3MOXXHOCTSIMU 3/I0POBbs], MOBBICUT JIOS1JIb-
HOCTb KJHUEHTOB U YBEJUUUT [IOXOAbl Npej-
NPUSTHUN TOCTENPUHUMCTBA.
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ABSTRACT: Identification of problems in creating an accessible environment at the enterprises of the
hotel and dining complex (HDC). The study notes that despite the relevance of this issue, there are
problems with implementation of inclusive technologies at the enterprises of the hotel and dining
complex. Most of the public faces of the HDC do not have an adapted infrastructure to the needs of
people with limited mobility. In addition, when designing elements of the accessible environment,
some aspects remain unaccounted for, which in the future may affect the functioning of the public
place in general. One of the most important problems is incompetence of the staff in the specific char-
acter of the service for the disabled.

The analysis of availability of the enterprises of hotel and restaurant complex for disabled people
and people with limited mobility, and poll of the employees of those places of hotel and restaurant
complex is carried out.

Social infrastructure facilities have partial accessibility elements. Adjacent areas and entrances to
the premises, paths within the building, designated areas and sanitary rooms do not meet accessibility
requirements. A survey of HDC employees revealed their lack of training in providing services to disa-
bled people. Not only technical problems, but also psychological barriers are the main barriers for it.
Until now, in the society as a whole, and in service business, in particular, staff is not ready for contacts
with limited mobility people.

The scientific novelty includes the study of mechanisms for creating an accessible environment at
the service enterprises. Creating an accessible environment, in turn, can affect the quality of services
for all categories of consumers of the service sector. As a result, customers’ loyalty will improve and
the company's revenues will increase.
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