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B naHHOI1 cTaThe aBTOPOM PacCMaTPUBAIOTCS ACTIEKTHI, BIUSIONIME HAa KAYeCTBO TOCTUHUYHBIX YCIIyT. KOHKYpeHIrs
B TOCTUHUYHOM OM3HECe JOCTAaTOYHO BBICOKAs, KaXaoe MpearpusThe cTapaeTcsl ObITh B TPeHIE ISl yAepKaHUs yxXe
HMMEIOIMXCS TOCTEM, HO HEM3MEHHBIM acleKTOM KOPPEKTHOTO BeAeHUs OM3Heca BBICTYIAET BBICOKMIA ypOBEHb OKa-
3aHHBIX YCIYT. JIaHHBIN YPOBEHb YCIIYT TOCTUTAETCS 3a CUET COOMIOeHUS HOPMATUBHO-TIPABOBBIX HOPM U CTAaHAApTOB
obcyxuBaHuS. [ TOCTSI KaueCTBO TOCTUHUYHBIX YCIIYT — 3TO COBOKYITHOCTD PE3YJIBTaTOB OT BBITIOJTHEHMSI TPEOOBaHUIA,
MPOTNMCAaHHBIX B HOPMATUBHO-TPAaBOBBIX TOKYMEHTaX, U COOJIIOACHUS CTAaHAaPTOB 00CTYXKUBaHUSI, 2 TAKXKE HEOOXOIMMO
YVYUTBIBATh, YTO TOCTh XOUET MOJYIUTh YCIYTH COTJIACHO OXUAAHUSIM MU «KapTUHKE», KOTOpask BBICTYITHIA TTOOYKIato-
LIMM UHCTPYMEHTOM IIPU BBIOOPE OMPENETIEHHOTO CPEACTBA PA3MELICHUSI.

KioueBble CJI0Ba: TOCTUHMYHBIM OM3HEC, KAYECTBO TOCTUHUYHBIX YCIYT, TOCTUHUYHBIC YCIYTH, HOPMAaTUBHO-IIPaBO-
Bbl€ TOKYMEHTHI.
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In this article the author examines the aspects that affect the quality of hotel services. The competition in the hotel
business is quite high, every company tries to be in the trend to retain existing guests, but the high level of services
provided is an invariable factor of correct business conduct. This level of services is achieved through compliance with
regulatory and legal norms and service standards. For a guest, the quality of hotel services is a set of results from
meeting the requirements prescribed in regulatory documents and compliance with service standards, and it is also
necessary to take into account that the guest wants to receive services according to expectations or a “picture” that
acted as an incentive tool when choosing a certain accommodation facility.
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