advantage based on these innovative products, processes, or services. In today's globally competitive environment, the
key to being the best and achieving the highest market share is understanding what customers want and meeting their
ever-changing needs. Successful companies were aware of the fact that the recruitment of clients is a two-sided dialog,
and it is also important for the development of the company. Innovations in the marketing of additional products and
services for the sale of products. At a high pace, with the development of the world, the change in the way of people's life
and the need for changes, the team of the most important marketing innovations is still a more important concept, as a
striking and provocative. Flow classes are the beginning of new developments, which are the potential factors that want
to differentiate the factor, which is one of the factors that are within the framework of marketing innovations. Tourism
was carried to the quiet galuzey, as the remaining hour of the stream and dynamotic developed. At the current stage of
the development of the tourism business, the value of the creation and effective use of the innovation marketing system
is important. Innovation marketing is such a tool for conducting business, if traditional marketing is supplemented by new
approaches, technologies, methods and new possibilities for creating innovative ideas [2]. An enterprise is guilty of
uninterrupted production of its products (as it is new, so it is modernized), and it is also the form and methods of its
prosuvannya and zbutu. Innovation marketing in tourism includes the following elements: study of the market of tourist
services; assessment of consumer skills and perceptions, dynamics of competition; development of new, more effective
types of tourist and excursion services as well as modification of the foreign tourist product; provision of transport, hotel
and other services; development of a strategy for penetrating the novelty on the market; development of new markets;
evaluation of the results and adjustment of strategic directions for the development of advanced IT technologies and
modern forms of organizational and management activities [1]. Companies in a natural way accept those who are worth
innovations, especially, if they have the right to market innovations. As a result of the basic application for skin
organization, the main point is that such innovations will not be implanted in the skin structure of the system, as it may
be a form, which cannot be realized. Skin organization, which will require innovation and marketing innovations, can
help them from the micro-to macro-level of the position, about how to die. We have our own efficiency in introducing
innovations to the current requirements in the process of implementing visits that are direct to the development of a tourist
enterprise.
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SERVICE RECOVERY SYSTEM SK IHCTPYMEHT MAPKETUHI'Y B COEPE TYPUCTUUHUX YCIIYT

CyuacHi MapKeTHHTOBI JOCIIJDKEHHS JOBOIATH, IO 3 pearyBaHHS Ha CKaprd MOXXHA OTPUMATH BUTONY.
[TpoBinHi KoMnanii Ha €BpONEHCEKOMY PUHKY NMPHIIISIOTh BEJIMKY yBary cTBopeHHIio epextuBHoi cuctremu SERVICE
RECOVERY SYSTEM (cucrema oOpoOkn ckapr) sk OJJHOTO 3 OCHOBHHX (hakTopwm ycmimHoro GizHecy. SRS crama
HEBIJI'€MHOIO YaCTHHOIO MapKETHHTY OpraHi3arii Ta ii crpareriunoro mranyBanus. O0poOka ckapr — OJIMH i3 BasKIIMBUX
HanpsAMIB 0i3Hecy 0araTboX 1 CyJ4acHHX YKPaiHCHKMX KOMIIaHii. 3 I[i€l0 METOI CTBOPIOIOTHCS HOBI OpraHi3alliiiHi
CTPYKTYpPH, BiAITOBITHUM UMHOM HABYA€THCS 1 HAAIISETHCSA JOJATKOBUMHU TOBHOBAKCHHSAMHU TepcoHail. lle Bumarae
BUTpAT CHJI 1 KOWITIB, ajle YKpaiHCHhKiI KOMITaHii BXXE 3pO3yMiJiH, [0 BTPATH BiJl YHUKHEHHS HE3a/I0BOJICHUX KITI€HTIB B
MaiOyTHIX mepiomax OynayTh me Outemmmmu [1]. Tlepmmmu mo maHOi CHCTEMH 3BEpHYJIHUCS aBiaKOMITaHIi Ta TOYaid
aKTHBHO 11 BUKOPHCTOBYBATH, 1110 OYJIO CIIPUYNHEHO 3aTOCTPEHHIM KOHKYPEHTHOI 00pOTHOM 32 KITIEHTIB Ta 00yMOBIICHO
PO3BHUTKOM CaMOT0 PHHKY.

Service Recovery System B cepi TYpUCTHIHIX TOCITYT - 1€ BXKJIMBUHN acHeKT JUTs 3a0e3MeueHHs 3a]J0BOJICHHS
KJTIEHTIB 1 MATPUMKH pernyTanii TypuctiuuHoro Oi3Hecy. Llst cucteMa MOXe JTOTIOMOTTH 30€perTH JIOSUTbHICTh KITI€HTIB,
OCKIJIbKH BOHA ITOKa3ye TOTOBHICTH BHCIYXOBYBAaTH Ta BUPIIIyBaTH poOaeMu KilieHTiB. SRS - 11e He eAnHMI IHCTPYMEHT
MapKETHHTOBHX JOCIIIKEHb B TYPUCTHYHIN Tary3i, aje BiH MOKe OyTH BUKOPHCTAHUM 71t 300py BaskiInBoi iH(opMaii
Ta BJOCKOHAJICHHS MapKETHHI'OBUX CTPATETIiH HMiAIprueMCcTBa. BHACIIZOK MOCHIICHHS KOHKYPEHIIIT Ta 30UIBIICHHS BUMOT
KITI€HTIB 70 TYPUCTHYHHX MOCIYT BCe OUIbINE arcHTCTB 3BEPTAEThCA CaMe [0 CHCTEMH pPO3IIIAy CKapr, Moo
aJanTyBaTUCS IO 3MiH 30BHIIIHLOTO CEPEOBHUINA Ta 3a0C¢3MCUUTH YCIIX Y KOHKYPEHTHii 00pOTHO1.

PoGora 3i ckapramu MoXe HaJlaTH JOCTYI A0 OE3IIHHUX JKepen iHdopmamii A KIli€HTa Ta TYPUCTUYHOTO
areHTCTBA: CKaprW MOKYIIIB MOXHA 3 YCHiXOM BHUKOPHCTATH U1 TOTO, OI00 33 JDOIOMOTOI0 X 3HAWTH MULIX UL
BUPIMICHHS THX M 1HIINX IPOOJIeM B IIPOIIECi HalaHHS ITOCIYT, 3a CKApraMH MOXKHA TaK0XK CYAUTH TIPO Te¢, IO TyMAIOTh
MOKyTIi Ipo KommaHio. B mimomy, SRS Moxe OyTn HOTY)KHUM iHCTPYMEHTOM i 300py JaHHX Ta BIOCKOHAJICHHS
MapKETHHTOBHX CTpaTeriii IMUITXOM BpaxyBaHHs BIATYKIB Ta ckapr KiieHTiB. Lle mormomarae 30eperTd JOSUTBHICTB
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KII€HTIB Ta IOKPAIINTH SKICTh 00ciayroByBaHHsA. OCHOBHHMH CHOCOO0aMH, SKi MOXHA BHKOpPHCTOBYBaTH SRS B
MapKETHUHTOBIH TisSUTBHOCTI TYPHUCTUYHUX ITiATPHUEMCTB €:

1. 36ip BiATYKiB KITi€HTIB: BUKOPHCTAaHHS CHCTEMH 00POOKH cKapr Ut 300py BIATYKIB Ta cKapr BiJ KiIieHTiB. L4
iH(pOopMaIis MoKe HaJaTH I[iIHHAN BHECOK B TIOKPAIICHHS MOCYT Ta iAeHTH]IKAIiFO CTa0KUX MICIb.

2. AHaui3 maTepHiB i TPEHAIB: BUBUCHHS MAaTEPHIB CKapT Ta BIATYKIB, MO0 BH3HAYUTH MTOBTOPIOBAHI MPOOICMHU
abo TpeHIH, IO BIUIMBAIOTH Ha KIi€HTiB. Hampukian, e Mo)Xe BUSIBUTH HETaTHUBHI acIEKTH Oi3HECY, sIKi MOTPEOYIOTh
yBar.

3. Ouinka e(heKTHBHOCTI BUPIMICHHS cKapr i mpobuem. Lle Mojke Bka3yBaTH Ha Te, SIK BJaJO0 BUKOPUCTOBYETHCS
CHCTEMa BiTHOBIICHHS CEpBiCY Ta SKi 3MiHHU MOTPiOHO BHECTH.

4. 3anmy4eHHs KITI€HTIB 10 YYacCTi: 3aJy9ICHHS KITI€HTIB 10 HaJaHHS BiATYKIB 1 CKapr, HAPUKIIAL, 33 JOTIOMOTOIO
onuTyBaHb 200 00MiHY MyMKaMu. Lle cCTBOpIOE MOKITUBICTE I OLITBII aKTUBHOTO B3a€MOJIIT 3 IITEOBOIO ayJUTOPIETO.

5. VYnockoHaneHHs MapKETHHTOBHX CTpaTerid: BpaxoBaHHSA BIATYKIB Ta CKapr B MpoIeci po3poOkn
MapKeTHHTOBHX CTpaTeriii. BOHM MOXKyTbh BKa3aTH Ha MOKIIMBOCTI 11 TIOJTIMILIEHHS] IPOYKTIB 200 MOCIYT 1 MiABUIICHHS
TXHBOT IPUBAOIUBOCTI IS KITi€HTIB [2].

CtBOpeHHs €(peKTHUBHOI CHCTEMH YNPaBIiHHS CKapraMM IIOYMHAETHCSA i3 BCTAHOBJEHHS OKPEMHX BHIIAJIKIB
HE3a[0BIJIbHOrO 00CIyrOBYBaHHSI KII€HTIB, HEMPABUIBHOI OL[IHKU CHIBPOOITHUKAaMH KOH(IIIKTHOT CUTYaIIi1, HE34aTHOCTI
BUINPABIATH OYIKYBaHHS CIIOKMBAYIB 1, 3BiZICH, MOUTYKY MPUYHH, IO JIEXKaTh B OCHOBI LbOr0. JIOCATHEHHS Li€l METH
notpedye KOMIUIEKCHOTO MIiAXOAY IO BUPILNICHHA IPpoOJeM, M0 BHHUKAIOTH IIiJl Yac PoOOTH 3 KiIi€HTaMH. BaxnnBo
ycBinomuTH, o SRS - e He mooauHOKA Ais, a MOCTIHKI Oe3nepepBHUil NpolLec, MO CKIagaeThes 3 JBOX OCHOBHHX
eTaIliB.

[epmmif eTam — 11e anaji3 MoNepeAHiX MPOOIEMHIX CUTYalil Ta iX BupimeHHs. Ha npoMy ertari 34iiiCHIOEThCA
30ip ckapr, ix knacudikamis (3a BHIAMH ITOCHYT, THIIAaMH KJIE€HTIB 1 T.I.), aHAJi3 MIPAYUH X BUHUKHEHHS Ta ITOIIYK
OTITUMAJIFHOTO PillleHHs KOH(IIIKTHAX CUTYAIIii.

Hpyruit eran BKJIIOUYaE HAaBUaHHA IEPCOHATY OcHOBaM SRS, CTBOpeHHS TEXHOJOTIH, IO IOJEruIyioTh
aKyMyJisiifo Ta 06poOKy ckapr, MPOTHO3YBaHHS MOKJIUBOTO BHHHUKHEHHsI TIpoOJieM y MailOyTHHOMY Ta NUISXH iX
3anobiraHHs.

OCHOBHUMH KpOKaMH, IO PEKOMEHJIOBaHI /s BIpoBapkeHHS Service Recovery System B JisUIbHICTH
TYPUCTHIHOTO ITiITPUEMCTBA MOXKYTB OyTH:

TPEHIHTH TIEpCOHATY: HaBYaHHS MTEPCOHANY, K e(heKTHBHO BUPINIYBAaTH CKapTH Ta MPOOIEMH KITIEHTIB,;

CTBOPEHHSI CHCTEMH 300py CKapr: po3poOka MexaHi3My JUIsi peecTparlii Ta CJiAKYBaHHS 3a CKapramH, o
BKJTIOYA€ B ceOc BUKOPHUCTAHHS CICKTPOHHUX (HOPM, rapsIux JIiHiH TOIIIO;

aHaJIi3 cKapr i 3BOPOTHiif 3B'S30K;

CHCTeMa BHpIMICHHS CKapr: BCTAHOBJICHHA UITKUX MPOLEAYp MIA BUpPIMIEHHS cKapr (MpUHHATTA
BiJIMOBIAAJILHOCTI, MIBUKE BUPIIICHHS MPOOJIEMHU Ta KOMIICHCAIIT0, SKIIIO 1€ HeOOXiTHO);

KOMYHIKaIlis 3 KIi€HTaMH{: TMATPUMKa aKTHBHOI KOMYHIKamii 3 KJIi€HTaMH i 9ac BHUPIMICHHS IXHIX CcKapr,
000B’s13K0BHH Ge3MepepBHMI KOHTAKT 3a JOTIOMOTOIO OJTHOTO 13 3pYYHHUX JUISI KIIIEHTA KaHAJy.

MOCTIHHE yJIOCKOHAJICHHS: OIlIHKa €(DEKTHBHOCTI CHCTEMH BiJTHOBIICHHS 00CITyrOBYBaHHS Ta BJOCKOHAJICHHS Ha
OCHOBI OTPUMAaHUX JIaHWX Ta BiTYKIB KITIEHTIB;

HaBYAaHHSA Ha TMPHUKIAJi I{HIINX: BHUBYCHHS JOCBIAYy IHIN TYpUCTHMYHHX MiANMPUEMCTB, SIKi YCHIIIHO
BIIPOBIKYIOTh Service Recovery System, i BUKOPHUCTaHHS KPAaIUX MPaKTHKH JUIS BIACHOTO MEHEKMEHTY.

3arajibHa MeTa - CTBOPUTH CHCTEMY, SIKa JOMOMOXKE €(eKTHBHO pearyBaTH Ha CKapTd i MpoOJeMH KIEHTIB,
TiATPUMYBATH iX 33JIOBOJICHICTH 1 3a0€3MCUNTH MO3UTHBHU TOCBiN KiIi€HTiB. BripoBamkenns Service Recovery System
B JISITBHICTD TYPUCTHYHOTO TIAIIPUEMCTBA Oy/ie CIIPUATH TIOKPAIICHHIO BiJHOCHH 3 KIIIEHTAMU, 301IBIICHHIO PUOYTKY
Ta MiIBUIICHHIO0 KOHKYPEHTOCIPOMOXHOCTI MiANMPUEMCTBA Y chepl TypU3My.
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OCOBJIMBOCTI MAPKETUHI'OBUX IHHOBALIIM B COEPI TYPU3MA
Typusm 3a cBOIMEH OCHOBHUMH XapaKTCPUCTHKAMU HE MA€ >KOJHUX IPUHIHAIIOBUX BiAMIHHOCTESH Bif iHIINX

¢opm rocomapcekoi HisutbHOCTI. ToMy BCi iCHYIOUi HIOJIOKEHHS Cy9acHOTO MapKETHHTY MOKYTh OyTH IIOBHOIO MipOIo
3aCTOCOBaHI i B TypHCTHYHIH cdepi.
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