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Abstract: A service enterprise is considered to be a complex set
of material and technical, information, labor, financial and
human resources, whose diversity involves the search for ways of
rational combination and use them to ensure the achievement of
the set goals of the enterprise. Service quality management is one
of the types of management activities that arose as a result of the
labor division and specialization of enterprise management
functions. The aim of the study is to identify the possibilities of
designing a Service Quality Management System at the
enterprises of the restaurant industry meeting the requirements of
1SO 9001.The article shows the relevance of solving the problem
of modeling the customer service quality management system
based on ISO standards in the enterprise of the restaurant
business, as well as analyzes various theoretical approaches to
understanding the essence of the service quality management
system.To achieve the set goal, a structural and functional model
of the customer service quality management system was
developed, as well as a model of the staff quality management
system.

Index Terms: quality management, quality management
system, customer service quality management system, staff quality
management system, restaurant business.

I. INTRODUCTION

Not always the owner of a service enterprise has the
opportunity to check how conscientiously his employees
work that is one of the fundamental reasons for the
deterioration of the enterprise reputation and reduction of its
competitive factor among other enterprises in the occupied
niche.

According to R.P. Valevich, to improve the
above-mentioned situation, it is necessary to implement a
service quality management system (SQMS), whose purpose
is improving the performance of each enterprise, namely,
increasing its effectiveness and efficiency by enhancement
the functioning of structural units, enterprise officials, as well
as improving the quality of services provided to consumers

[1].
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According to the definition offered by S.L. Ahire, quality
management system (QMS) is a set of interrelated or
interacting elements, which makes it possible to set policies
and goals as well as achieve these goals, and which directs
and controls the activities of the organization in terms of
quality [2]. On the practical side, as believed by V.K. Chong
and M.J. Rundus, QMS is a tool, through which the local
government can improve its activities and the quality of
services rendered to citizens. In a broad sense, it consists of
an organizational structure together with the planning
system, activity processes, resources and documentation,
which are needed to achieve quality objectives [3].

According to M. Zineldin, the main advantage of the
implementation of QMS in services is that it creates an
opportunity to increase the level of control over the
company's employees to achieve transparency and publicity
in the activities [4].

In order to improve service quality, the enterprise can
apply various corporate management technologies, including
the Lean production system, re-engineering, Total Productive
Maintenance (TRM), the 5S workplace organization and
rationalization system, the Six Sigma approach, the Balanced
Scorecard (BSC), systems of continuous improvement
(KAIZEN), and drastic improvement of quality (KAIRYO),
as well as the self-assessment method [5].

The purpose of the present study is to identify the
possibilities of designing a customer service quality
management system (CSQMS) at the enterprises of the
restaurant industry meeting the requirements of 1SO 9001.
Based on the obtained research results, it can be concluded
that the goal set in the study was achieved.

Il. METHODS

A. General Description

The methodological basis of this study includes a set of
scientific methods, such as, in particular, generalization,
analysis and synthesis, systematization, and comparison,
which are wused to reveal the development and
implementation issues of the quality management system
model in the restaurant business based on 1SO standards, as
well as information about modern quality management
systems, to systematize their capabilities and differences, to
outline the main advantages of quality management services
in restaurant business, etc.

The information base of the conducted research includes
the scientific developments of domestic and foreign scientists
dealing with the development and implementation of quality
management systems, statistical materials, and Internet
sources.
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In modern quality management [6-9], universal models are
formed that define the basic elements of the CSQMS, which
can be adapted to the specific features of the restaurant
industry. Among them, the most common are F. Kotler’s Five
M’s and E. Deming’s Closed-loop quality models.

B. Algorithm

The Five M’s management model assumes that the quality
of services is achieved through the effective management of
all components of the restaurant service, namely, staff
(MEM), equipment (MACHINE), materials (MATERIAL),
methods (METHOD), and the environment or micro-climate
(MILIEU) [10].

Closed-loop quality is adopted as a basis in the
international standards 1SO 9000-9004 and describes the
stages of the service life cycle, including marketing, service
design, logistics, preparation and development of the
technological process of service, provision of restaurant
product, quality control, reconstruction and operation of the
restaurant, restaurant infrastructure, technical assistance in
service, and staff training [11].

The success of the modern restaurant business is based on
the competitiveness of its services, that is, the
quality-to-price ratio. Certainly, the level of services
competitiveness is influenced by other factors, including
advertising, PR-activities, restaurant brand, direct marketing,
and the like. However, competitiveness is already formed at
the stage of services development and provision, and is
implemented in the course of customer service.

According to the authors of the article, the main objectives
of the CSQMS for the restaurant business enterprises can be
identified as follows: improving the economic condition of
the enterprise, expanding markets for services, achieving the

international level of service provision, focus on meeting the
requirements of market segments, developing new services,
providing compliance and improvement of service quality
indicators, ensuring service development, monitoring, and
preventing poor quality services.

The subjects and objects of the CSQMS in the hotel
enterprise should be allocated on the basis of the developed
Five M’s model, according to which the main objects and
subjects include staff (men); equipment (machine); materials
(material);  methods  (method), environment, and
microclimate (milieu). Each of these subjects and objects
consists of a set of elements, namely:

1. Staff (men) includes staff composition, experience,
professional  skills, qualifications, training, and
organizational culture.

2. Equipment (machine): equipment, devices, apparatus,
and engineering system.

3. Material: products for restaurants (furniture, tableware,
cutlery, interior, etc.).

4. Method: system, organization, technology, management
style, and service quality standards.

5. Environment, microclimate (milieu): image, economic
success, competitiveness, environmental protection, and
working conditions.

General management functions consist of planning,
organization, motivation, control, and regulation. The
exercise of functions should cover certain control
timeframes, namely, the strategic, tactical, and operational
periods.

C. Flow Chart

Based on the above, a structural and functional model of
the CSQMS was developed (Fig. 1).

The goal of CSQMS

Achieving long-term success by improving the quality of customer service, reducing transaction costs, obtaining benefits for
all employees of the restaurant and society, taking into account the profitability criterion
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understanding of the client

Availability, communication, competence, courtesy, reliability, trust, responsibility, security, product tangibility,

Fig. 1: Structural-functional model of the CSQMS of the restaurant business enterprise

According to S.S. Andaleeb and C. Conway, the basis for
the effective functioning of the CSQMS, in general, is the
structuring of the management goals by the individual
employees, taking into account the specifics of their types of
work and the specifics of the particular enterprise of the
restaurant business [12].

In this connection, to build the CSQMS at the enterprises
of the restaurant business, the authors offer an additional
model of the stuff quality management system (SQMS) as the
CSQMS component in the context of the "Staff (men)"
element, which is based on a meaningful approach (aspect) of
quality management service.

Effective SQMS at the enterprises of the restaurant
business can exist only provided the corresponding advance
in the growth of staff quality comparing to expenses
necessary for such growth, as well as consideration of
enterprise profitability from this standpoint.

Based on the fulfillment of these conditions, the structural
and functional model of the staff quality management system
(SQMS) is additionally developed (Fig. 2).

Study segment Resource
productivity
Motivation segment segment

\//

Fig. 2: Segmentation of a CSQMS at the restaurant

business enterprises

Designing a CSQMS at the enterprises of the restaurant
business should be based on the enterprise operation
conditions and in accordance with the recommendations of
ISO 9001 standards [13].

First, the enterprise needs to define its goals and objectives
that are set for the staff, and then coordinate them with the
staff policy of the enterprise. Based on the current
organizational structure of the enterprise, it is necessary to
choose the appropriate structural units that will be
responsible for the functions of the built staff quality system
in the enterprise, as well as to develop new regulations
required to perform these functions. It is also necessary to
determine the use of internal documentation that supports the
staff quality system and its control.

Staff quality control as an individual element of the quality
system includes input checks, in-process inspection, final
inspection, as well as inspection documents, although the
requirements of 1SO 9001 are mainly general in nature and do
not provide for a single QMS structure, as well as the similar
forms of documentation [14].

Controlled staff quality indicators are also set depending on
the specifics of the work of individual staff jobs, such as
waiter, barman, sommelier, barista, distributor, bartender,
cloakroom attendant, and doorman.

The distribution of individual positions of staff in certain
segments allows developing a balanced system of service
quality management indicators, aimed at improving
productivity in the restaurant business.

It is necessary to distinguish the staff composition by
positions in the quality management segments. The authors
distinguish three segments in the structure of the SQMS:

— a segment of staff motivation for quality improvement;

— learning segment

— a segment of the enterprise’s resource productivity, aimed
at improving the quality of staff.

The purpose of segmentation is to simplify the analysis of the
staff quality system of the restaurant business.

The motivation segment contains a set of economic
motivators and demotivators aimed at improving staff quality
and increasing the level of expertise.

The training segment provides for the training and internship
procedure in order to improve the quality of staff and the
services provided by the enterprise of the restaurant business.
The segment of effective use of enterprise's resources pursues
minimization of expenses on the professional development of
the staff at maximization of service staff performance
efficiency indicators and increase of its quality.

The objectives of SQMS contained in noted segments require
a comprehensive solution and the appointment of
coordinators for certain groups of employees holding
different positions. The official composition of the staff is
determined according to the operation method of the
enterprise. The main features of the SQMS depending on the
positions in the segments are given in Table 1.

Table 1: Content and problems solved by segments of the SQMS

Segment Problem under solution

The composition of the segment depending on positions and types of restaurant
services

self-service restaurants restaurants providing services by
waiters
1.Motivation segment - advanced training; distributors, bartenders waiters, bartenders, sommeliers,
- job satisfaction by staff; baristas, cloakroom attendant, and
- improving the quality of services doorman
2.Training segment - differentiation of enterprise services; waiters, bartenders, sommeliers,
- reduced staff turnover; baristas
- career growth
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3. Resource productivity | - rise in labor productivity;
segment - cost reduction;

providing information on the
effectiveness of the working time fund

distributors, bartenders

waiters, bartenders, sommeliers,

baristas

Training methods for employees holding different positions
are different. While for bartenders, sommeliers, and baristas,
training and master classes, which are held outside the
restaurant business, are quite typical, for the waiters,
refresher courses organized directly at the enterprise are more
suitable. This is so-called internal training, as well as the
dissemination of the approved experience of individual
employees of the enterprise among the staff.

Resource productivity segment affects the training segment.
If the company does not have enough funds to train the staff,
then the training of staff is carried out using inexpensive
forms, such as instructional training or in-process training in
the workplace by an attached mentor.

Motivation is also associated with the resource productivity
segment because improving the quality of the staff of the
restaurant business is accompanied by an increase in wages
and material incentives for staff. The motivation methods
should include not only economic but also non-economic
approaches, such as moral encouragement, awarding the title
of "Best in the profession”, etc.

The objects of the SQMS include staff quality indicators,
factors, and conditions that determine their level, as well as
the staff quality formation processes [15].

The methods of SQMS include techniques, rules, and actions
in relation to management objects, aimed at achieving the
necessary quality of staff. They include the following:

- managerial methods (orders, disciplinary penalties);

- normative methods (norms, standards, regulations);

- social and psychological methods (trust, progressive
experience, respect in the team);

- economic methods (material stimulation taking into account
quality level, financing of enterprise activity in the quality
sphere).

These methods need comprehensive use in the enterprises of
the restaurant business.

I11. RESULTS

Most restaurant business enterprises define customer service
quality as its compliance with standards and regulations that
is appropriate at the operational level of management and one
of the conditions of high-quality service. The highest level of
management should be directed to the future quality service
that requires the development of a flexible proposal, which is
modified according to the requirements of customers.

The quality of restaurant service is characterized by two
aspects [16]: technical and functional. The first aspect
involves getting by the customer what in his opinion is the
most important, and what can be measured. The functional
aspect means both the interaction of staff and customers and
the structure of the customer service process.

It is believed that if the company has received a certificate of
conformity of the QMS to international standards 1SO 9000,
it is able to consistently provide quality services, which can
be competitive. Most companies around the world offer
tangible and intangible services, using in their activities the
ISO 9000 international standards, as well as QS 9000, I1SO
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14000, and the like, derived from them [17].

At that, an important tool for effective CSQMS is business
automation through the use of automated control system
(ACS), which makes it possible to reduce customer service
time, minimize routine time-consuming operations of
employees, and reduce costs.

For restaurants, there are several products available on the
market, but in the authors’ opinion, two of them are the main
ones: R-keeper and liko. They are quite similar, though each
has its own advantages. In the restaurant business, any
automation program is called by employees R-Keeper. The
name of R-Keeper has long been a generic term. In fact,
R-Keeper is a trademark of UCS company and the
cognominal name of the software for the organization of the
front office operation.

The main disadvantage of this system is its cost. To sum up,
one can note that R-keeper is the flagship software for
automating the restaurant business, and thus it should be used
by large enterprises that have sufficient financial resources.
At the same time, Ilko is a very high-quality analog, which is
cheaper. However, it has almost the same capabilities and
should be used at the opening stage of the enterprise,
especially seasonal restaurant enterprises.

According to E.A Wall and L.L. Berry, the level of QMS
efficiency of the restaurant business enterprise is directly
proportional to the level of competitiveness of services and
the enterprise in general. Consequently, the QMS can
become the main tool for winning the competition, given the
fact that the competitiveness of the enterprise is its level of
competence relative to competitors in the accumulation and
use of production potential in a certain area that is reflected in
indicators such as the quality of services, the scope of their
provision, profit, and the like [18].

According to C.H-J. Wu and R-D. Liang, not only qualified
and interested employees, and the appropriate material base,
but also a well-established quality management system are
necessary to achieve 100% quality service. This is what leads
the most restaurant businesses to success in the future.
However, only the desire to provide high-quality services to
customers is not enough, because there is a need for a
competent approach to the QMS, because this affects the
customer impression from the enterprise and its activities.
This is incredibly important to improve the enterprise’s
image, and to attract new customers in the future. That is why
at the enterprises of restaurant business important is the
quality of the service, service quality management, as well as
quality management [19].

However, as believed by M. Haghighi, for the effective
functioning of the QMS and the effective provision of quality
services, the restaurant business enterprise should identify in
its operation numerous interrelated activities (processes) and
manage them, as well as carry out monitoring, measurement,
and analysis of these processes [20].
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At that, like in any process of implementing something new,
there may be certain problems and risks that need to be taken
into account. The main such problems in the course of
implementing QMS at the enterprises of the restaurant
business, in the authors’ opinion, are the following:

« lack of interest and personal involvement of management
in the implementation of the QMS;

+ the mentality of management and officials, who do not
accept new solutions and feel dislike for any new initiatives;
« too detailed regulation of activities and processes that can
lead to the development and implementation of a large
number of documents that in turn can create difficulties in the
work, rather than help;

» lack of methodical support of QMS implementation
process.

IV. CONCLUSION

The proposed model of CSQMS represents a combination
of objects, elements, functions, and timeframes of quality
management of restaurant services, which corresponds to a
systematic, integrated approach, and is recommended for use
in domestic hospitality enterprises. The simultaneous
implementation of the staff quality management system in
the context of certain segments will allow focusing the
attention of responsible professionals on the main objectives
of the QMS implementation. At the same time, the current
QMS should be objective and consistent with the
requirements of the 1ISO 9001 international quality standard.
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