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Maxyne Hatanes CepreeBHa

«IIporpaMmma JIOSIJIHOCTH NMOTPeOUTeIeld B 00ecTeYeH U
KOHKYPEHTOCIIOCOOHOCTH NMPeANPHUATHS HA PbIHKE TOCTUHUYHBIX YCJIYT
Pecny0siuku benapycs (Ha mpumepe 3A0 «MIIC-Otenb»)»

Junnomuas pabota: 68 c., 9 puc., 7 Tabi., 56 HICTOUHHUKOB.

Kirouesrbie cJIoBa: JIOAJIBHOCTD, [TPUBEP>KEHHOCTD,
YAOBJIETBOPEHHOCTDb, KOHKYPEHTOCIIOCOBHOCTD, IIOBBIIIEHUE
KOHKYPEHTOCIIOCOBHOCTH, KOHKYPEHTHAA [TO3NLNA,
NCTOYHUKU KOHKYPEHTOCIIOCOBHOCTH, I[TPOI'PAMMA
JIOSJIBHOCTMN.

Heab padboTbl — U3YYUTH POJIb TPOTPAMMBI JIOSIIBHOCTH TOTPEOUTENEH yCIyT
3A0 «MIIC-Otenb» B o0ecleyeHUu KOHKYPEHTOCIIOCOOHOCTH TOCTUHUYHOIO
MPEANPUATHS.

3apaun HCCJIeOBAHUS COCTOSIT B ONpENCICHUN HOHSTHUS
KOHKYPEHTOCIIOCOOHOCTH, TIOHSATHUS JIOSJIBHOCTH, PAaCCMOTPEHHH CTPYKTYPHBIX
COCTaBISIIOIIMX IMPOrPAMMBI JIOSJIBHOCTH, AHAJIU3€ OIbITa BEAYIIUX TOCTUHHYHBIX
KOMIIaHUM.

O0beKkTOM MHCC/IeNOBAHUSA SIBISIETCS BIMSHUE JOSUIBHOCTH KIMEHTOB Ha
KOHKYPEHTOCTIOCOOHOCTh TOCTUHUYHOTO TPEATPUATHUS.

IIpeaMeTom ucciie0BaHUs SABISETCS MOHATHE JIOSUIBHOCTH TOTPEOUTENCH.

Nudopmarmonnyro 6asy pabOThl  COCTABISIOT OTYETHl TOCTHHUYHBIX
NPEANpUATANA, CTaTUCTUYECKHE JdaHHble PecnyOnuku benapych, pe3ynbTaThl
AHKETUPOBAHUS KJIMEHTOB, TPY/Ibl TaKUX y4eHbIX, Kak @. Peituxenpn, M. CtoyH, X.
Tomcon, P.A.®@arxyTaunHoB, nHGOPMaIMOHHBIC pecypchl IHTEpHET.

IIpakTHyeckasi 3HAYMMOCTH PadoThI. [lomydeHHBIE B XO0J€ JUILIOMHOMN
paboThl aHATUTUYECKHE JTaHHbBIC, & TAK)KE pa3paboTaHHbIE MPEAJIOKEHUS MOTYT ObITh
peanu30BaHbl C LEJIbI0 TOBBIIIEHUS JIOSJIBHOCTH KIIMEHTOB IPEAIPHUSITHUSI.

ABTOp paboOThl TOATBEP)KIAET, UYTO TMPUBEACHHBIH B HEH pacyeTHO-
AHATUTUYECKUI MaTepual TMPaBWIBHO U OOBEKTHUBHO OTPaXaeT COCTOSHUE
HCCIIEYEMOTO IIpolecca, a BCE 3aUMCTBOBAHHBIE W3 JIMTEPATYPHBIX U APYTHUX
MCTOYHHKOB TEOPETUYECKME W METOAOJIOTUYECKHE TIOJIOKEHUSI W KOHUEIMIUHU
COITPOBOXJIAKOTCS CChUIKAMHU HA UX aBTOPOB.
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KiarouaBbisi CJIOBBI: JIASJIBHACIID, ITPBIXTJIBHACIID,
3ATABOJIEHACIIb, KAHKYPSOHTA3OJIbBHACILIb, [TABBIIIOHHE
KAHKYPOHTA3IOJIBHACLI, KAHKYPOHTHAS TIA3ILbIA, KPBIHILIbI
KAHKYPOHTA3AOJIbBHACII, ITPATPAMA JIASJIBHACIII.

MbsTa npanbl — BBIBYYBILb POJIIO MIparpaMsbl JIAsiIbHACI CHAXBIYIIOY MacIyr
3AT «MIIC-T'atane» y 3a0scredyaHdHl KaHKYpIHTA3[0JIbHACIII —TacIiHIgyHara
pajanpbIeMCTBA.

3agaubl  JacielaBaHHS — CKJIAJamoIia Y  BBbI3HAUDHHI  TMAHSIIIA
KaHKYpPIHTA3/10JIbHACI, MaHAIIl JasuIbHACI, Pasrisa3€ CTPYKTYPHBIX CKIIQTHIKAY
mparpamsl JIasyIbHACII, aHAJI3€ BOIBITY BSIYYbIX TACIIIHIYHBIX KaMIIaHIMH.

A0'ekTam aacjaeaaBaHHA VILIBLY JasuIbHACI KJIICHTaY Ha
KaHKYpPIHTA3/10JIbHACI[h TaCIIHIYHATA TTPAANPHIEMCTBRA.

IIpagMeTam naciaegaBaHHs 3'syIsela TaHAIIIE JTasUTbHACI CITAKBIVIIOY .

[ndapmanpiitnyto 6a3y cKIaJamolpb CKIAJArolb CIpaBa3/ladbl TaCIiHIYHBIX
MpaaNpbIEeMCTBAY, CTaTBICTBIYHBIS — Jan3eHbissi  PacmyOnmiki  bemapych, BBIHIKI
aHKeTaBaHHS KIIIEHTAY, mpallbl Takix HaBykoymay, sk @. Paituxensn, M. Croyn, X.
Tomcan, P.A.®Darxytninay, iHdapMalblitHbIsl KPBIHIIBI [HTAPHAT.

I[IpakTbiyHasi 3HAYHACHBL PA00THI. ATPBIMAHBIA ¥ X0/13€ IBITUIOMHAN pabOThI
aHAMITBIYHBISL JAJ3€HBIS, a TaKcaMma paclpalaBaHbisl MPanaHOBBI MOTYIb ObIIb
pRasTi3aBaHbl 3 MATal MaBBINIPHHS JAsIBHACI KIIIEHTAY IPaalphleMCTBA.

A¥Tap mpainsl mauBsip/iKae, IITO TPBIBEI3CHBI ¥ €1 pa3iiikoBa-aHAIITHIYHbI
MaTIPBISI MpaBiibHA 1 a0'eKThIyHA aJIIOCTPOYBae CTaH JOoCieaHara mpamjcy, a yce
3ama3bpluyaHblsl 3 JITapaTypHBIX 1 IHIIBIX KPBIHII TIAPAITHIYHBIS 1 MeTajanarigyHbls
najIaXKdHHI 1 KaHIPIIIBI CyITpaBaKaroIliia CriachlIkami Ha 1X ayTapay.



ABSTRACT

Mazhul Natallia

«Customer loyalty program in ensuring company competitiveness on the
market of hotel services in the Republic of Belarus (by the example of
JSC «MPS-Hotel»)»

Work includes 68 pages, 9 figures, 7 tables, 56 springs.

Keywords: LOYALTY, DEDICATION, SATISFACTION,
COMPETITIVENESS, COMPETITIVE POSITION, SOURCES OF
COMPETITIVENESS, LOYALTY PROGRAMMES.

Purpose — to explore the role of customer loyalty programme services to JSC
"MPS-Hotel" to ensure the competitiveness of the hotel enterprise.

Objectives of the study are to identify the concept of competitiveness, the
concept of loyalty, consideration of the structural components of the loyalty
programme, analyzing the experience of the leading hotel companies.

Object of study is the impact of consumer loyalty on the competitiveness of
hospitality businesses.

The subject of this study is he concept of customer loyalty.

Information base consists of reports of hotel enterprises, statistics information
of the Republic of Belarus, customer survey results, the works of scholars such as F.
Reychheld, M. Stone, H. Thomson, R.A.Fathutdinov, Internet information resources.

Practical significance. The findings of the thesis analyze the data, and
developed proposals can be implemented to increase costumer loyalty.

The author confirms that resulted analytical materials correctly and objectively
reflects the state of the test process, and all borrowed from literature and other
sources of theoretical and methodological principles and concepts is accompanied by
references to their authors.



