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RESEARCH OF THEORETICAL BASIS
OF BUSINESS MODEL QUALITY

MANAGEMENT OF RESTAURANT
BUSINESS ENTITY

Y3azanvneno meopemuuni nonoixcenns ma posKpumo Cymicmos NOHAMMS <YNPAsAiHHs AKICMIO».
Idenmuirxosano ocnosmi axuenmu oo BUSHAUEHHS CYMHOCTE NOHAMMSL <YNPAGIIHHs SKicmios>. Bu-
OLeno cymuicHi 03HAKU YNPAasLiHHs SKICMIo O0i3Hec-Mo0ei niOnpUeEMcmea pecmopaniozo 20cnodapcmea
ma ymouneno 1ozo cymuicmy. [Jocaionceno mendenuyii po3sumxy KOHUuenyii <ynpasiinis aKicmos» ma
00TPYHMOBANO HEOOXIOHICTND 3ACMOCYBANHA IHHOBAUILIH020 NIOX00Y 00 NOOYAOBU CUCTNIEMU YNPABIIHISL
saKicmio 6iznec-mooeni NiONPUEMCmea Pecmopaniozo 20cno0apcmaed.

Kmouesi cnosa: ynpasiinns sxicmio, 6iznec-modens nionpuemcmea, pecmopanue 20cnodapcmeo,

BUMOZU CNONCUBAYUIB, THHOBAUIIHULL NIOXTO.

1. Introduction

Restaurant business is one of the promising sectors
of the economy of Ukraine. Service market of restaurant
business entities is growing dynamically and has mainly
positive dynamics. Restaurant business entities indepen-
dently determine rational options to balance the interests
of all stakeholders, including consumers. At the same time,
increasing competition in the industry and the need to
ensure timely response entities to rapid changes in the
environment highlight the problem of quality control.

The recent increased interest in issues of quality control
is due to the fact that formation of sustainable competi-
tive advantages is possible with the implementation of
qualitative business model of restaurant business entity,
the success of which, in turn, is determined by the degree
of satisfaction of the interests of all stakeholders. This
requires creation of evidence-based methods and mecha-
nisms of business model quality management of restaurant
business entity corresponding modern realities of internal
and external environment. Researches aimed at solving
problems in this area are certainly relevant.

2. The ohject of research
and its technological audit

New technologies require original business models that
allow restaurant business entities to convert technology
innovation in commercial success. Research of foreign expe-
rience for implementation of new software and technological
support for the organization of electronic restaurant is
conducted in order to form an effective business model
quality management system of Ukrainian restaurant business
entities. It is found that an effective tool that minimizes
waiters’ errors and makes restaurant visiting easier and
more comfortable for the client system is e-Menu. The
success of this innovation is confirmed by the experi-
ence of the Israeli company «Concepric», which since
mid-2000s implements e-Menu system in sushi bars, pubs
and family restaurants (touch screen terminal is fixed on

each table), a similar system in Japan is provided by the
company Aska T3, Microsoft has developed a solution Mic-
rosoft Surface, which turns the whole table in the large
touch screen. E-Menu system creates an opportunity to
work in real time and allows to view tables, catalogs menu
under the title and ingredients, track sales processes, open
tables, form and send orders to the kitchen. Implementa-
tion of this innovation in activity of domestic restaurant
business entities will significantly improve service and
significantly accelerate the process of customer service.

3. The aim and ohjectives of research

The aim of research is theoretical framework for business
model quality management of restaurant business entities.

To achieve this aim it is necessary:

1. Conduct a critical analysis of interpretations of the
essence of «quality control» concept and identify its key
focus.

2. Define basic essential features of «quality manage-
ment» concept including features of restaurant business
entities.

3. Summarize theoretical principles and improve the
conceptual framework of the theory of quality manage-
ment in terms of clarifying the essence of «business model
quality management of restaurant business entity» concept.

4. Examine trends of «quality control» concept and justify
the need to improve business model quality management of
restaurant business entity through an innovative approach.

4. Research of existing solutions of the
prohlem

Various aspects of quality management are the sub-
ject of active scientific research of significant number of
domestic and foreign researchers. An important contribu-
tion to the development of theoretical and methodologi-
cal principles of quality management is implemented by
the scientists [1, 2]. System and categorical researches
of quality management system are highlighted in [3].
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The problem of determining the socio-economic essence
of «quality management» concept and its provision in
a market is considered in the study [4]. Economic aspects
of product certification and quality management sys-
tems according to international standards are highlighted
in [5]. Theoretical aspects of relationship of quality ma-
nagement and management quality are studied in [6].
In [7] the basic criteria for evaluating the effectiveness
of the management of the enterprise are defined.

Increased interest in the problems of enterprise quality
management among scientists was the precondition for
a modern approach to management — management of
competitiveness. Leading experts on quality management
proposed a number of structure diagrams of total quality
management, which became the main basis for the forma-
tion of «System of quality standards ISO-9000».

However, the study of published works and practice of
economic activity indicate insufficient coverage of critical
issues related to the theoretical and methodological sup-
port of formation of business models of restaurant busi-
ness entities, using modern methods of quality control of
its individual elements and modern concepts of quality
management in determining directions of upgrading the
existing business models of restaurant business entities.

A significant amount of scientific works of domestic
and foreign scientists are devoted to analysis of the busi-
ness model of enterprises. Scientists are used different ap-
proaches for analysis of business models of the enterprises:
component, functional, systematic, integrated, marketing,
process and others.

The team of foreign scientists [8] for the development
and analysis of the existing business model is offered ap-
proach «4W»:

1) what (what decisions are made in the business model);

2) when (when they are made);

3) who (who are made them);

4) why (why they are made).

Scientists recommend to focus attention on two main
types of risks: information risk and risk of motivation
non-compliance.

An approach to the analysis of business models rep-
resented in [9] has a great interest. The scientist focuses
on the need for a systematic approach to analyze the
business model and offers to perform a detailed analysis
of the main components of the business model (the func-
tion and purpose of business, value proposition, market,
processor (chain values, key resources, catalyst, human
resources), competition strategy, business network, economic
model), which recommends to describe in terms of four
key dimensions: static, control, dynamic and predictive.

To assess the effectiveness of the current business model
of the enterprise, a number of scientists are used concept
«Performance Management based on Balanced ScoreCard,
BSC)» [10], which allows to combine the development
strategy of operational activities and cost factors. The
main feature of the balanced scorecard is that it allows
to analyze the business model in the context of commu-
nications with business processes, and take into account
the demands and requests of customers.

In order to establish the key emphasis, which should be
the focus for formation of business model of the enterprise
the following aggregated components are revealed [11]:

— Infrastructure, which represented by the main market

opportunities, affiliate network, changes in value.

— Offer, which is identified by the products and value

propositions).

— Customer, which allows to provide a qualitative as-

sessment of relations with customers.

— Finance, which are the costs and revenues of the

enterprise.

The model «EP?M» (Effective Progress and Perfor-
mance Measurement — evaluation of the effectiveness and
growth) [12] has a great interest. It is an effective tool
for analyzing business models. The key of this model is
evaluating the effectiveness of enterprise business model
in four directions:

1) in external environment — customer support and
meet the demand;

2) ininternal environment — improvement of efficiency
and productivity;

3) from top to bottom in the organizational hierarchy —
expansion and adaptation of overall enterprise strategy
on all the lower levels of the organizational structure,
stimulation of changes;

4) from bottom to top in the organizational hierarchy —
the growing influence of shareholders and expand freedom
of action of workers.

However, along with a significant interest in the research
of outlined issues by scientists and specialists there is no
generally accepted view on key aspects of the quality of
the business model of restaurant business entity, available
methods and techniques of quality management aren’t
adapted to industry specifics of restaurant business enti-
ties, which necessitates further developments in this area.

5. Methods of research

The following methods are used to achieve the objec-
tives: analysis and synthesis, induction and deduction,
dialectic, abstract logical methods, comparative comparison,
graphic-analytical methods.

6. Research resulis

The study of economic literature [2-5, 7, 13—16] al-
lows to reveal that quality management covers the part
of management functions, aimed at achieving the quality
objectives of a certain area. Quality objectives involve the
creation of the enterprise environment in which it is pos-
sible to control and regulate the quality, ensure compliance
with the established requirements and the flexibility to
change the established requirements.

Quality management is essential element of enterprise
management, a set of interrelated and interacting elements
that allow to establish policies and objectives for quality
and to achieve them. Quality management in interna-
tional standards is defined as the coordinated activity
that consists in directing and controlling the activities
on quality [17].

The approach proposed in [13] has a great interest.
It states that «quality management» — not a one-time
event, and constant renewal movement. This should be
the aim and method of management of the enterprise. At
this level, it is understood that the quality management
improves its competitiveness and contribute more and
more satisfaction of needs and expectations.

Quite reasonable is opinion of a leading specialist in
the field of quality management described in [5]. This
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paper states that «...the basic requirements of quality stan-
dards contain in the products (work, services), as well as
consumer demand. Therefore, quality management ensures
confidence in the implementation of these requirements,
providing control as a process, as well as results of quality
activities». This lexical interpretation of «quality manage-
ment» category allows to establish that the activities of
the quality management is emerged during the formation
of labor activity. Obviously, the quality and aims of man-
agement were different, completely responsible constant
change of values and tastes of the modern consumer.

«Economic aspects of product certification and quality
management systems according to international stan-
dards» [1] defines the theoretical bases and trends of qual-
ity management. This paper summarizes the main reasons
for introduction and certification of quality management
systems, analyzes approaches to classification of quality
costs; makes recommendations on implementation of state
regulation and certification of quality management systems.

Ukrainian Quality Association defines the essence of the
term «quality management» as the direction of the func-
tions of general management, determining policy on quality,
purpose and responsibility and carries them through such
means as quality planning, quality control, quality assur-
ance and quality improvement in the quality system [6].

The paper of Ukrainian scientist [18] focuses on the
fact that quality management is the process of managing
all stages of the product life cycle, and the relationship
of all enterprise units to create a quality product to all
industries and types of submission. This view coincides
with the scientific approach to the author’s understanding
of the essence and the need to identify and formation of
an effective quality management system in enterprises of
different economic sectors. The modern world economy
is a competitor fighting for consumer. Consumer is most
satisfied when the quality of service (products) is fully
consistent with its values.

Based on a critical analysis of scientific sources on
the definition of quality management, lack of established
conventional approach to defining is determined and the
key points are identified (Table 1).

Tahle 1

The key points in determining the essence of «quality control» category
in modern economic literature

Key point Essence

1. Consideration of
guality management
as a management tool

The essence of the category is revealed through the
determination of management processes improvement,
i. e. the movement of business processes structure
and output management results

2. Quality manage-
ment — the process
of managing all sta-
ges of the life cycle
of services (products)

The essence of the category is revealed through the
control organization over the process of creation
(design) of service (products). The cycle of service
development starts with defining the requirements and
needs of consumers and ends when the prototype is
ready to mass production

3. Quality manage-
ment is evaluation
system of adminis-
trative work

Quality management is an integral function of ma-
nagement activities and provides an implementation
of complex works on research and self-analysis as
a part of the management process

Note: developed by the authors based on the summary of [5, 8, 9, 13).

These moments indicate the complexity of «quality cont-
rol» concept and the ambiguity of its contents. However,

despite the invariance of existing approaches, quality manage-
ment process is based on the principles of trust management
system and quality management to ensure the integrity and
balance the interests of enterprise and consumers.
Essential features of «quality management» category
for restaurant business entities are identified taking into
account the specifics of restaurant business entity (Table 2).

Tahle 2

The essential features of «quality management» category that take
into account the specifics of restaurant business industry

Essential of the

Characteristic
feature

The aim of manage-
ment

Support of level and guality state in accordance with
the values of consumers

Objective Eliminating differences between the level of customer

satisfaction and producer proposition

Management object | Quality of provided service;
Production of culinary products;
Sales of culinary products;

Organization of product consumption

Management subject | Structural business units of all levels of management
hierarchy and the person providing the level of quality

of production (technology)

Methods and means
of management

The way in which management effects on support of
high-level state and quality of the service

Functional orientation | Subordination by strategic goals of quality management

Time lag Short term of implementation cycle (rendering of

service)

Value priorities Keeping customer loyalty (clients)

Note: author’s development.

Based on the study of invariant interpretations of the
essence of «quality control» concept, author’s vision of
the concept of «business model quality management of
restaurant business entity» is proposed. It is coordinated
activity of controlling the value propositions (range, food
sales concept, service level), key partners, consumer seg-
ments, key resources, cost structure, relationships with
customers, revenue streams. Ensuring the required level
of quality of the business model of restaurant business
entity requires not only advanced production technology,
necessary material resources, qualified staff, and the ratio-
nal organization of work, effective business management
involving quality management system.

6.1. Research of trends of «quality control> concept and
general management. Development of quality management
system is not just a program, it’s a constant process of
achieving a superior level of quality, which in itself is
the driving purpose and means a fixed meet of agreed
customer requirements and unleashing the potential of
all employees.

Practical experience of successful enterprises in various
sectors of the economy of developed countries shows that
in the context of globalization, the expansion of industrial,
economic, scientific, technical, organizational relationships,
increasingly growing requirements for the formation of the
contemporary realities of the quality management system of
goods and services. The problem of improving the quality
is not only the top problem, but it is a national priority
in ensuring the competitiveness of products and services
and meet social demands of the population.
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Quality management systems are improved over time.
Studies have shown that the object of management at the
initial stage was the quality of material products and ser-
vices had a secondary role. However, transition to a market
economy shifted focus for the modern concept of quality
management towards service quality as the main factor
of competitiveness (Table 3).

Tahle 3

The generalized trend analysis of “quality control” concept and general
management

Period Key points in quality management

Phase of individual quality control and rejection (1870s —
early 20" century). Individual quality control of each
worker. Appearance of the Ford-Taylor system. Thus,
the responsibility for making all products was assigned
to one worker or a small group. Product quality was
ensured by means of total control quality parameters of
products and the results of their labor by the worker. In
this case, workers had to perform the work according
to a certain model (pattern, drawings, etc.) [B]

1900-1920.
Taylor system

Phase of quality control (1920s). Introduction of statisti-
cal control methods and quality contral, W. Shewhart
control cards. Its appearance was due to the deepening
of inner division of labor and the expansion of industrial
production. The characteristic feature of this stage was
the distribution of roles and responsibilities for quality
not only between individual workers, but the supervisor.
Shop control was based on the principles of scientific
management, the author of which was a leading American
scientist in the field of management F Taylor [1]

1920-1950.
Classical qual-
ity management
school

Phase of quality management (1950s). The emergence
of the Japanese system of «Tatal Quality Contral» (TQC),
the concept of «Zero defects». Formation of quality
management methodologies by E. Deming and J. Juran.
Development of mass production, increase of the number
of industrial enterprises, increase of production volumes
before World War II caused the disassociation of techni-
cal contral, until its execution in an independent activity,
from industrial operations. 5o, new approaches to tech-
nical control were promoted to ensuring the quality of
production processes. Conceptual foundations of this
approach are mathematical statistics and probability
theory. Characteristic features of this phase are replace
of the continuous monitoring by selective monitoring and
use of W. Shewhart control cards [18]

Total (overall) quality management (TQM) (1980s). Deve-
lopment of a series of international standards IS0 9000
had a significant impact on the management and quality
assurance. Formation of quality services at enterprises
allows to eliminate double subordination of workers
who are responsible not only for production, but also
should assess its quality. The fifth stage is movement
from normal quality control to gquality management.
Achievement of this level of product quality was the
target of integrated quality management. This step was
done with development of IS0 S000. According to this
methodology, to create highly efficient and effective
enterprise quality systems that comply with the provi-
sions of IS0 9000 is a guarantee that the requirements
of consumers are really satisfied [14]. As well as the
improvement of international standards, the growing
influence of consumers on business processes

1950-1980.
Systern manage-
ment

1980-present.
Target, branch
management, in-
tegrated systems

Note: developed by the author based on a summary of (1, 6, 14, 18].

It is important to emphasize that the current stage of
development of quality management concept is characteri-
zed by the integration of new elements of the manage-
ment system, at the same time in the overall management
there is a tendency of differentiation into separate areas:
finance, personnel, innovation, marketing, investment and

theoretical terms of general management are formed as
target-oriented management.

Profit maximization of restaurant business entities
largely depends on the needs and demands of consumers,
so all existing business processes should be focused on
providing high quality products and services focused on
full implementation of the overall quality policy. Qua-
lity improvement of business model of restaurant busi-
ness entity in high competition is only possible through
an innovative approach. The specifics of the restaurant
business, as a service industry, provides in innovation
not only improve the quality of life (meet the need for
quality (environmental aspect), beautiful and tasty cooked
food (aesthetic pleasure)), but corrected relationships with
customers, competent marketing policy and PR strategy,
and accounting of necessity for innovation commercializa-
tion (patents, registration of corporate trademarks). Overall,
the innovative project of this kind is a complex system of
interrelated and interdependent measures (resources, timing
and executing) designed to achieve specific goals (tasks)
in priority areas of science and technology.

Developing a quality management system of business
model of restaurant business entities, it should take into
account that the process of production and commercial
activities of restaurant business entity is the logistics cycle,
defined by period of time since the organization of the
production process until the moment when customer paying
money for products and services. Considering this, busi-
ness model quality management of restaurant business
entity should be carried out at all stages of interaction
of resources in accordance with the model:

M — P — Production - P’— M’,

where M, P — money and products invested in production;
P’— M’ — product obtained as a result of production
and money obtained as a result of its sale.

This approach allows to provide a systematic and com-
prehensive business model quality management of restaurant
business entity depending on the cooperation with key
partners (suppliers of raw materials, intermediate products
and other products); cook professionalism and competence
of other categories of restaurant business workers, depends
on the demand quality (products and services) that con-
tributes to formation of customer value and leads to the
growth of revenues and profits.

7. SWOT analysis of research resulis

Strength of this research is definition of the key aspects
of business model quality management of restaurant busi-
ness entity taking into account a specific of the restau-
rant business as service industries and justification of the
importance of an innovative approach in the development
of the strategic vectors for qualitative renewal of exist-
ing business models of the restaurant business in stages:
production, distribution, exchange and consumption.

Weakness is the fact that innovative renewal of existing
business models of restaurant business entities needs ad-
ditional funding. A favorable investment climate at the
national level must be created for additional financial
investments in the restaurant business.

Opportunities for further researches are adopting the
experience of foreign countries to effectively implemen-
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tation of technological, organizational and other innova-
tions in the formation of high-quality business model of
restaurant business entity.

Threats to the research results are the fact that it is
impossible to create a qualitative business model of restau-
rant business entity in conditions of high uncertainty and
constant variability of the environment. Change of environ-
mental conditions, requirements and demands of consumers
necessitates adjustments of identified key points in business
model quality management of restaurant business entity.

8. Conclusions

Research results and practical experience indicate that
the sustainable development of restaurant business entities
in the long term in the contemporary economy depends on
its ability to adapt to constantly changing market environ-
ment in a dynamic competitive environment. The basis
for ensuring the competitiveness of the modern restaurant
business entity is its business model, which is a set of
interrelated strategic decisions that form the way of in-
dustrial and commercial activity, which determines creation
and appropriation of value of products (services) in the
total network of value creation, and provides a dynamic
balance of all subsystems of restaurant business entity.

The results of theoretical research identify essential
features and major dominant business model quality man-
agement of restaurant business entities. For this:

1. Critical analysis of invariant interpretations of the
essence of «quality control» concept is conducted and its key
points are identified (as management function, management
process and a system of evaluation of management activities).

2. Based on a synthesis of existing approaches to the
interpretation of the essence of «quality management» concept
including industry features of restaurant business entity, its
basic essential features are defined (aim of management,
objectives, object, subject, methods and means of manage-
ment, functional orientation, time lag, value priorities).

3. Conceptual framework of quality management theory
is improved in terms of clarifying the essence of «quality
management business model of enterprise restaurant ma-
nagement» concept, which it is proposed to define as
a coordinated activity that is controlling the value proposi-
tions (range, food sales concept, service level), key part-
ners, consumer segments, key resources, cost structure,
relationships with customers, revenue streams.

4. Examination of trends of «quality management» con-
cept and general management allows to determine that
quality improvement of enterprise business model is based
on an innovative approach to management at all stages
of production, distribution, exchange and consumption.

The practical significance of these results is determination
of the basic elements of a business model quality manage-
ment system of restaurant business entity: value proposi-
tions, key partners, consumer segments, key resources, cost
structure, relationships with customers, revenue streams.
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HCCNEAOBAHME TEOPETHYECKHX OCHOB YNPABNEHHA
KAYECTBOM BM3HEC-MOJENK NMPEANPHATHA PECTOPAHHOrO
X03AHCTBA

OGOO6IIEHBI TEOPETHYECKHE TOJIOKEHUST U PACKPBITA CYIIHOCTb I10-
HATUS <yIIPaBJIeHIEe KadyecTBOM. M ieHTHdUIMpoBaHbl OCHOBHbIE aK-
LEHTBI OTHOCUTEJILHO OIIPE/IeJICHNS CYITHOCTH TIOHATHUS <yIIPaBJICHIE
Ka4ecTBOM». BbIZieIeHpl CyImHOCTHBIE XapaKTePUCTHKH YIpPaBJIeHUs
KayeCTBOM OM3HEC-MOJIEJI TPEINPHUSITHS PECTOPAHHOTO XO3SIHCTBA
U yTOYHEHA ero CyIHOCTb. VcceoBanbl TeHACHIINT Pa3BUTHS KOH-
LEMIMU «yIPABJICHUE KAYeCTBOM» U 000CHOBaHA HEOOXOIUMOCTD MO~
CTPOEHUSI CHCTEMBI YITPABJIEHNUSI Ka4eCTBOM GI3HEC-MOJIE/ TIPS
THS PECTOPAHHOTO XO3sHCTBA HA OCHOBE MHHOBAIIMOHHOTO MOAXO/A.

Kmouesrie cnoBa: yrpaBiieHie KaueCTBOM, OU3HEC-MOJIENb IIPe/i-
MIPUSTHUS, PECTOPAHHOE XO3UCTBO, TpeGOBaHus OTpebuTeNeil, H-
HOBAI[MOHHBII MTOJXO/.
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