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ZVLASTNOSTI MANZMENTU PODNIKOV CESTOVNEHO RUCHU

Systém manazmentu podnikov cestovného ruchu sa musi prispdsobit’ Sirokému spektru
sluzieb cestovného ruchu, dynamike tokov cestovného ruchu, tendencii rozvoja cestovného
ruchu, ktoré sa neustdle menia v dosledku novych trendov v behaviordlnej a inkluzivnej
ekonomike, ekonomike dojmov. Prave toto si vyzaduje d’al$i rozvoj pristupov k formovaniu,
zdokonal'ovaniu metod a technoldgii riadenia podnikov cestovného ruchu na zabezpecenie
konkurencieschopnosti tak jednotlivych sluzieb, produktu cestovného ruchu, ako aj cestovného
ruchu ako celku [1].

Utelom manazmentu cestovného ruchu je zovieobecnenie a rozvoj vedeckych pristupov
k formovaniu systémov riadenia podnikov cestovného ruchu. Teoretickym a metodologickym
zékladom $tadia st ustanovenia modernej teérie manazmentu, ekonomiky cestovného ruchu,
ekonomiky dojmov. Prispevok vyuZziva systematicky pristup k §tidiu formovania a rozvoja
systétmu riadenia podnikov cestovného ruchu a stbor metdd, ktoré zabezpecuji jeho
implementéciu, a najmé: logické zovSeobeciiovanie, syntézu, analyzu a porovnavanie [3].

Hlavnymi vysledkami prace je ur€enie pristupov k formovaniu manaZmentu podnikov
cestovného ruchu a zddvodnie ich Specifik, a najmi: pristupu zaloZeného na klasickych
funkcidch manazmentu; pristupu zaloZeného na osobitostiach turistickych sluzieb a turistickych
produktov; pristupu zaloZzené¢ho na signaloch z trhového prostredia; pristupu zaloZené¢ho na
principoch mikrosocialneho manazmentu; pristupu zalozeného na svetovych manazérskych
Standardoch; bezpecnostného pristupu; pristupu zaloZeného na principoch ekondémiky dojmov.

Spresnend obsahova naplii manaZmentu cestovnych podnikatel'skych Struktar, kotra je
zalozena na principoch ekonomiky dojmov, a najmi: lojality spotrebitel'a, uzkej citovej vazby
medzi zdkaznikmi a sluZzbami, personalizacii produktu cestovného ruchu. Zhrnutim zékladnych
Stadii vedeckych a analytickych zdrojov identifikované perspektivne oblasti rozvoja systémov
riadenia podnikov cestovného ruchu [2].

Je stanovené, Ze moderné podniky cestovného ruchu pri zlepSovani systémov riadenia by
mali brat’ do tvahy nové trendy v inkluzivnom rozvoji, behaviordlnej ekonomike, ekonomike
dojmov, aby si zabezpecili prijate'na tiroven ziskovosti a dlhodobu konkurencieschopnost’ [4].
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DETERMINANTS OF FORMATION OF CONSUMER LOYALTY IN THE
PHARMACEUTICAL MARKET

Modern approaches to the management of pharmacy chains are based on the principles of
customer-oriented marketing activities and are primarily due to increased competition, the need
to constantly improve the image, focus on customer needs and attract new customer service
formats using customer loyalty programs [1]. The concept of customer relationship management
allows you to determine the value of each customer for a particular pharmacy chains and then
rationally forecast marketing activities and make informed management decisions [2].

The aim of the work is to study the factors that influence the formation of consumer
loyalty of pharmaceutical products.

The methods of logical and meaningful formation of the problem, office marketing
research, content analysis of publications in scientific, practice-oriented medical and
pharmaceutical publications and questionnaires are used in the work.

According to experts, a qualitatively high level of customer service increases the profits
of the pharmacy chains by 25-85%, and the maintenance of old customers requires 5 times less
costs than attracting new ones [1]. In order to study the customer loyalty of pharmacies, the
consumer preferences of pharmacy customers in Kharkiv were analyzed. On the basis of
consumer surveys, the priority factors of loyalty formation were identified and their significance
was determined: qualified employees (66%), discounts (50%), affordable prices (50%) and a
wide range (46%). It is established that the main theoretical prerequisites for the formation of
loyalty programs are theories and hypotheses of consumer behavior in the pharmaceutical
market, as well as their motivation. The basis of consumer behavior in the formation of loyalty
programs are rational and emotional factors.

The majority of respondents (60%) are guided by their doctor's prescriptions when
buying medicines, however, 54% of respondents also follow the pharmacist's recommendations,
which is an important aspect in forming a pharmacy loyalty program. It was found that in order
to retain customers, some actions of pharmacy employees require improvement. It is necessary
to inform customers more often about side effects and contraindications, ask questions about the
symptoms of the disease, recommend to consult a doctor and report the availability of cheaper
drugs. The introduction of additional services in the activities of pharmacies and improving the
quality of customer service create a basis for the development of loyalty programs and further
formation of the commitment of buyers of pharmacy products to a particular pharmacy.

Identifying the determinants of loyalty and determining their impact on different
segments of buyers of pharmaceutical products is the basis for the formation of loyalty programs
in the retail sector of the pharmaceutical market. As the pharmaceutical business is socially
oriented, the main goal of pharmacy loyalty programs, along with economic stability, should be
to constantly improve the quality of pharmaceutical care.
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