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PE®EPAT

[TosicuroBanbha 3anucka: 105 c., 8 1., 12 Tabmn., 19 mxepen, 7 po3autis.

OO0’€eKT OCHIKEHHS: CUCTEMa YIPABIIHHS SKICTIO B TOPrOBEJIbHIN Mepexi
TOB «®TA-PITEWI».

[Ipenmer nociiKeHHs: MPOLEC YAOCKOHAJIEHHSI 00CIyrOoByBaHHS KIIIEHTIB Y
MeXaxX CUCTEMU YIPABIIIHHS SIKICTIO HA MIANPUEMCTBI.

Metoau AOCHIKEHHS: aHAJTITHYHI, MOPIBHSMJIbHI, CTATUCTUYHI, MPOLECCHUIN
miaxia, MeTon aHanizy pusuki, SWOT-anamni3, aHasi3 3aiikaBJIeHUX CTOPIH.

AXTyanapHICTh TeMU. B yMOBax 3pocTarvoi KOHKYpEHIIil Ha pUHKY ITOOYTOBO1
TEXHIKU W €JEKTPOHIKU PIBEHb CEPBICY CTA€ KIOUOBUM YUHHUKOM, III0 BU3HAYAE
KOHKYPEHTOCIIPOMOKHICTh TOProBeiabHO1 Mepexi. [ Takux xomnanii, sk TOB
«DTJ-PITENI», BHcOKa SIKICTh OGCIYrOBYBaHHS He Juire GOPMYE JIOSIBHICTD
KJTIEHTIB, aje 1 3abe3reuye cTabUIbHICTh O13HEC-TIPOIECIB, €(DEKTUBHICTH MTPOIAKIB
Ta JIOBFOCTPOKOBUH po3BUTOK. CydacHUI TMOKYIElb OYIKY€ OINEpPaTUBHOCTI,
npodeciiHOi KOHCYJbTaIlli, MOKIUBOCTI OMHIKaHAJIBHOI B3a€MOJIII Ta SKICHOTO
micnsnpogaxkHoro  cympoBoay. Came  TOMy  yAOCKOHAJIeHHS  MPOIECY
00CITyroByBaHHS € OJTHUM 13 HAMBAKJIUBIIMIMX HATIPSIMIB PO3BUTKY ISl KOMIIaHIi.

VY kBamidikamiifHiii poOoTi mpoaHamizoBaHo AiIbHICTE TOB  «®DT/-
PITEMJI», omicaHo CTpYKTYpy HiAIPHEMCTBA, CEpBICHI IIPOLECH Ta 3JifiCHEHO
OIIHKY pOOOTH MiIPO3ALTIB, SKI BIUIMBAIOTH HA SKICTh OOCIYyrOBYBaHHS.
[IpoBeneno aHami3 3aIiKaBIEHWX CTOPIH Ta BU3HAYEHO iX OCHOBHI MOTpeOW W
ouikyBaHHs. Po3pobiieno Peectp 3arlikaBieHHX CTOpIH, MO TO3BOJSE TIHOIIE
OIIHUTH CTYIIHB BIUIMBY KOXHOI IPYIH Ha SKICTh CEPBICY.

Y  pob6ori BukoHano SWOT-anani3 Ta  3[IHCHEHO  KOMIUIEKCHY
XapaKTEPUCTUKY MPOILIECIB CUCTEMHU YINPABIIHHS SIKICTIO BIAMOBIAHO 1O BHUMOT

JCTY ISO 9001:2015. IlpoBeaeHo aHami3 PU3UKIB, SIKI BIUIMBAIOTh Ha SIKICTh



0o0CIIyrOBYyBaHHs, 30KpE€Ma pPH3UKIB, MOB’S3aHUX 13 JIOTICTUKOIO, IMEPCOHATIOM,
TEXHOJIOT1YHUMU 3005IMU Ta MPOIIECaMU BHYTPIIIHbOI B3a€EMO/III.

Ha ocHOBI oTpuMaHuX pe3yJbTaTiB po3pOOJEHO MPAKTHYHI 3aXOJU II0J0
MOJTIMIIIEHHS MPOIeCY 00CIYyTrOBYBaHHsI, CIPSIMOBaH1 Ha OMTUMI3AII0 JIOTICTUYHUX
ornepauii, MmiJBUILEHHS KBaliikalii nepcoHany, YIOCKOHAJICHHS KOMYHIKalii 13
KJIIEHTAMU Ta BIOPOBAJKEHHS Cy4YaCHUX LU(GPOBUX IHCTPYMEHTIB JJIsl MIACUICHHS
KJIIEHTCHKOTO JTOCBITY.

3anponoHOBaHl  pINIEHHS  MIJBUINYIOTH  PE3YJbTATUBHICTH  CUCTEMHU
ynpasiinHg sakicTio TOB «DT-PITENIT», CIPUSIIOTh 3MIIHEHHIO KOHKYPEHTHHUX
NO3UIIA KOMIAaHIi, MOKPAIlYyIOTh PiBEHb KIJIEHTCHKOI'O CEpBICY Ta 3a0e3MeuyloTh
BIJIMOBIIHICTH AistmbHOCTI mianpueMmcTBa cranaapty ACTY 1SO 9001:2015.

SAKICTb OBCJYT'OBYBAHHS, KJIIEHTCHLKMI CEPBIC, CUCTEMA
YIIPABJIIHHA AKICTHO, 3ALIKABJIEHI CTOPOHU, ITPOLUECH, PU3UKU,
YAOCKOHAJIEHHA, JIOAJIBHICTD KIHEHTIB.



ABSTRACT

Explanatory note: 105 p., 8 ill., 12 table, 19 sources, 7 sections.

Object of research: quality management system in the retail chain of FTD-
RETAIL LLC.

Subject of research: the process of improving customer service within the
quality management system at the enterprise.

Research methods: analytical, comparative, statistical, process approach, risk
analysis method, SWOT analysis, stakeholder analysis.

Relevance of the topic. In the context of growing competition in the
household appliances and electronics market, the level of service is becoming a
key factor determining the competitiveness of a retail chain. For companies such as
FTD-RETAIL LLC, high-quality service not only builds customer loyalty, but also
ensures the stability of business processes, sales efficiency, and long-term
development. Today's buyers expect efficiency, professional advice, omnichannel
interaction, and high-quality after-sales support. That is why improving the service
process is one of the most important areas of development for the company.

The thesis analyzes the activities of FTD-RETAIL LLC, describes the
structure of the enterprise and service processes, and evaluates the work of
departments that affect service quality. An analysis of stakeholders is conducted,
and their main needs and expectations are identified. A stakeholder register is
developed, allowing for a more in-depth assessment of each group's impact on
service quality.

The paper presents a SWOT analysis and a comprehensive description of
quality management system processes in accordance with the requirements of
DSTU ISO 9001:2015. An analysis of risks affecting service quality was
conducted, in particular risks related to logistics, personnel, technological failures,

and internal interaction processes.



Based on the results obtained, practical measures have been developed to
Improve the service process, aimed at optimizing logistics operations, improving
staff qualifications, improving communications with customers, and introducing
modern digital tools to enhance the customer experience.

The proposed solutions improve the effectiveness of the quality management
system of FTD-RETAIL LLC, contribute to strengthening the company's
competitive position, improve the level of customer service, and ensure the
company's compliance with the 1ISO 9001:2015 standard.

SERVICE QUALITY, CUSTOMER SERVICE, QUALITY
MANAGEMENT SYSTEM, 1SO 9001:2015, INTERESTED PARTIES,
PROCESSES, RISKS, IMPROVEMENT, CUSTOMER LOYALTY, SERVICE
TECHNOLOGIES.
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BCTVYII

VY po3npiOHuUX Mepexax, IO CHeHiali3yloThCsl Ha peantizailii MmooyToBOi
TEXHIKH Ta EJIEKTPOHIKH, pPIBEHb OOCIYrOBYBaHHSA CTAa€ OJHUM 13 KIOUOBUX
YUHHUKIB, $K1 (opMyroTh BuOIp mnokynusd. CrokuBaul OLIHIOIOTH CEpPBICHHIMA
MPOIIEC 3a HU3KOK MapaMeTpiB — Bii KOMIETEHTHOCTI MEPCOHANY /10 IMIBUIAKOCTI
OTPUMAaHHS TOBapy Ta JOCTYHNHOCTI iH(opMmauii. Y TakuxX yMOBaX MiANPUEMCTBA
3MYIIIEH]  BOPOBQKYBAaTH  CHUCTEMHI MIAXOAM JO  YOPaBIIHHS  SIKICTHO
0OCITyrOBYyBaHHS, IO JIO3BOJIAIOTH IiJBUIIYBAaTH KOHKYPEHTOCIIPOMOXKHICTH 1
3a0e3nevyBaT BUCOKHI pIBEHb 33JJOBOJIEHOCTI KIIIEHTIB.

TOB «®TJI-PITEMII» € oxmmiero 3 HAWTMOTYXKHIIIUX MEPEX 3 MPOJAXKy
noOyTOBOT TEXHIKM Ta €JCKTPOHIKM B YKpaiHi, IO MpaIoe B YMOBaX YKOPCTKOT
KOHKYpeHI[ii. Macmtad AisUIbHOCTI KOMIIaHii, 3HAYHUA AaCOPTUMEHT MPOJYKIIii,
HAsSIBHICTh CEPBICHUX IICHTPIB, CKJaJHa JIOTICTUYHA MEpeXka Ta BeJMKa KUIbKICTh
MIOJICHHUX KJIIE€HTCHKUX 3BEPHEHb 3yYMOBIIOIOTH TNOTPeOy Yy BIPOBAIKEHHI
CydyacHUX MIAXOAIB JI0 YMPABIIHHA SIKICTIO. Y IIEHTpl yBaru MiANPUEMCTBA
nepeOyBae He JMIE MPOAAX TOBApIB, a W CTBOPEHHS IJISl KJIIEHTIB MO3UTUBHOIO
JIOCBIY B3a€EMOJIi: BiJi MOMEHTY 3BEpHEHHS 10 MarasuHy 1 70 3aBEpIICHHS
HICIATPOTAKHOTO 00CITYTOBYBaHHS.

VYaockoHanmeHHs Tpolecy  OOCIyroByBaHHS — repefdadae  KOMIUIEKCHE
OTIpAIlFOBaHHS BCIX €JEMEHTIB CEpBICY, BKIIOYHO 3 MpodeciiHuM piBHEM
CHiBpOOITHHKIB, WIBUAKICTIO BUKOHAHHSA OIEpalliif, 3pYy4YHICTIO CEPBICHUX
mporeayp, ePeKTUBHICTIO JIOTICTUYHUX MPOIIECIB, TOYHICTIO iH(OpMAIIii Ta SKICTIO
KOMYHIKaIlil Ha Bcix eramax. lle Bumarae He nuiie aHamizy ICHYHOYOi cUTyallii, a i
CHUCTEMHOT0 MiIXOY, [0 OXOILTIOE BC1 O13HEC-TIPOIIECH MiANPUEMCTBA.

Cy4acHi BUMOTH JI0 YIPABIIHHS AKICTIO y chepi po3apiOHOT TOPTiBIIl 3HAYHO
BUXOASATh 3a MEXI CTAaHJAPTHOIO KOHTPOJIIO SIKOCTI TIpoaykiii. BoHu
nependavaroTh MOOYAOBY CTPYKTYPH YIPaBIiHHS, OpIEHTOBaHOI Ha Oe3mepepBHE
BJIOCKOHAJICHHSI MPOIIECIB, MIABUIIECHHS BIAMOBIIAIBHOCTI MEPCOHANY, B3aEMOJIIO
MDK OIAPO3AUIaMU Ta y3TOJIKEHICTh Y IPUUHSATTI pillieHb. BaxxinBy poJib Bijirpae

TaKO0X BU3HAUCHHS Ta aHaJI3 3aI[IKaBJIEHHX CTOPIH, OCKUIbBKM KOXKHA I'pyrna Mae



11

CBOI OUIKYBaHHS IIOAO SIKOCTI CEpBICY: KIIEHTM — IIBHJKICTH 1 TOYHICTb,
CHIBpOOITHUKM — 3pO3yMUIl MNPOLEAYPH, MOCTaYaJbHUKH — CTaOUIBHICTh
CHiBIIpalll, a KEPIBHULTBO — €(PEKTUBHICTh MPOLECIB 1 JOSUIBHICTh CIIO’KMBAYIB.

[IpoGnemaTuka 3a0e3MeveHHs BHUCOKOT'O piBHSA cepBicy €
0araTOKOMIOHEHTHOIO. BOHa OXOIUIIOE Takl MHUTaHHS, SK OpraHizauisi poOOTH
MepPCOHANy, CTaHAAPTU3ALlS BHYTPIIIHIX NPOUEAYp, IIBUAKICTh JOCTAaBKH TOBapiB,
AKICTh KOHCYJIbTallli, BiMOBIAHICTh MpoiieciB Bumoram JICTY ISO 9001:2015, a
TaKOX €(PEKTUBHICTh YIPABIIHHS pyu3nkaMu. KOXeH 3 IMX €JICMEHTIB BILUIMBA€E Ha
3arajibHUi pe3ysbTaT JISJIBHOCTI KOMIIAHIi Ta BU3HAYa€ PiBEHb 3aJ0BOJICHOCTI
KJTI€HTIB.

[ToOynoBa ab0 BIOCKOHAJIIEHHS CUCTEMH YIIPaBIIHHS SKICTIO Ha MiANPUEMCTBI
noTpeOdye 4YiTKO1 CTpaTerii, METOAUYHOTO 3a0e3MeUeHHs Ta Y3TOJKEHUX I MIX
yciMa CTpYKTYpHUMH Miapo3ailiaMu. HeBiAMOBIIHOCTI B OJJHOMY 3 €TaIliB CEpBICY
MOXXYTh BIUIMHYTH Ha SKICTh OOCIYrOBYBaHHS B IIUIOMY, IO TMIJKPECIIOE
HEOOXI1THICTh KOMIUIEKCHOTO, MTPOSKTHOT'O MIX0/Y 10 BIIOCKOHAJICHHS TIPOIIECIB.

BaxxnmuBuM TakoX € aHami3 PU3MKIB, SKI MOXYTh BHHHUKAaTH B POOOTI
JOTICTHYHMX, CEPBICHUX YM 1HPOPMAIIMHUX CUCTEM, 1 BU3HAUCHHS 3aXOliB, IO
J03BOJISITh MiHIMI3yBaTH TXH1M BIUIMB HA KITIEHTCHKUH JOCBI.

VY npanii kBamidikanidHiii poboTi posrisHyTo nisbHICTE TOB « DT/ -
PITEWJI» y KoHTeKCT] (yHKIIOHYBAHHS CHCTEMH YIIPABIIHHS SKicTIO. [IpoBeaeHO
aHai3 OpraHi3aliifHOl CTPYKTYpH, Oi3HEC-TIPOleCiB, BU3HAYEHO OCHOBHI TPy
3aIliKaBJICHUX CTOPIH Ta iXHI MOTPeOH, PO3POOIICHO PEECTP 3allIKABICHUX CTOPIH.

3niticneno SWOT-anani3 Ta OIIHKY PH3UKIB, 10 BIUIMBAIOTh Ha SKICTh
oOcnyroByBaHHs KJi€HTIB. OCcOONMBY yBary mpHIUICHO CEPBICHUM TpoIecaMm, sKi
GOpMYIOTh KIIIEHTCBKHM JOCBiT 1 MaOTh NPSMHA BIUIMB Ha JIOSJIBHICTH
CIIO’KUBAYIB.

VY po6oTi TakoX po3pOOJICHO MPOIO3UIl MO0 BIOCKOHAICHHS IPOIECY
oOCIIlyrOByBaHHS  KJIEHTIB, W0 TMepeadavyaroTb MiJABUIIEHHS KBadidikamii
MepcoHany, ONTUMI3AIII0 JIOTICTUYHUX €TaliB, YJAOCKOHAJIEHHS BHYTPIIIHBOI

KOMYHIKaIlil, BIPOBA/XKEHHSI Cy4aCHUX HU(POBUX IHCTPYMEHTIB Ta MIICHICHHS
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KOHTPOJIIO  SIKOCTI. 3alporOHOBaHI 3aXOJud CHOPSIMOBaHI Ha IMiJBUIICHHS
epexruBHOCTI CY S, 3MEHILIEHHS PU3HKIB, MIJIBUILIEHHS 33J0BOJICHOCT] KIIIEHTIB Ta
MOKpAILEHHS] KOHKYPEHTHUX MO3UL1A KOMITaHii.

Pe3ynpTaTé mNpoOBENEHOTO AOCHIIKEHHS MOXYTh OyTH BHUKOPHCTAaH1 JJIst
YIOCKOHANeHHs BHYTpimHix npouecis TOB «®TI-PITENI», mninBumeHHs
e(eKTUBHOCT1 yNpaBiiHHA, (OPMYBAHHS CEPBICHOI KYJbTYPH Ta MOJAIBIIOTO
PO3BUTKY CHUCTEMM YIPaBIIHHS SKICTIO BIIMOBIAHO 0 BHUMOT MIKHAPOJIHHUX

CTaH/apTIB.
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