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MeTtopgonoriyHi 3acagu gocnifXeHHA colianbHMX MeAia y pectopaHHOMY 6i3Heci AK iHCTpymeHTy npoTugii Hacnigkam COVID-19

Y cmammi po3ensaHymo npobsiemy mamKo20 Non0XeHHs pecmopaHHo20 bizHecy y 38°a3ky 3 naHdemiero COVID-19 ma ii Hacaidkamu. Memoto cmammi € 8u-
ceimneHHs mexaHizmie npomudii Hacaiokam COVID-19 yepe3 cekmop couianbHux media ma coyiansHo20 MapKemuHey. [ns docseHeHHs mocmasneHoi memu
y cmammi 00KAaOHO PO32AHYMO OCHOBHI BUSHAYEHHSA, HAMPAMU MA 0COBAUBOCMI 3GCMOCYBAHHA MAKO20 CY4ACHO20 MEeXAHi3my (iHcmpymeHmy) nideu-
WEHHA ehekmusHOCMI PekAamMu ma NPoCy8aHHa moeapig i nocaye, AK coyiansHi media. MapkemuHe coyianbHux media 8 el yac nepesaxHo domiHye Hao
mpaduyitiHum mapkemuHeom. TpaduyiliHuli mapkemuHe Habazamo dopoxcyull, Hix couianbHuli mediamapkemuHe, momy binbwicme nidnpuemcme 3apa3
831U Kypc came Ha MapKemuHe 8 coyianeHux media 019 akmusisayii cozo bizHecy. Y cmammi npoaHani3oeaHo pesyabmamu espornelicbkoo 00CidHeHHa
w000 BUKOPUCMAHHA coyianbHux media y pecmoparHomy 6isHeci. 3a pe3ynbmamamu nposedeH020 00CniOHEeHHS Y10 8USHA4EHO OCHOBHI emanu npoyecy
YrpasniHHA 630EMOBIOHOCUHAMU 3 KAIEHMAMU Ma chopMOBAHO MPu 302G716Hi KPOKU: KPOK nepwuli — 3HalioMcmao 3i crnoxusavamu; Kpok dpyauli — ympu-
MQHHS KnieHmis; Kpok mpemili — 83aemodis 3 KnieHmom. Peanizauis ecix mpbox emanie Mae NOKpawuMu 0bc1y208y8aHHA KaiEHMie pecmopaHHoi cipepu.
Y uili pobomi nposedeHo aHaniz Hacaiokie COVID-19 dns pecmopaHHo20 bi3Hecy i 3aIPoNoOHOBAHO 0CHOBHI WAAXU iX N000naHHA. [JosedeHo HeobxidHicmb
i douinbHicMb 30CMOCY8aHHA COYianbHO20 Media MapKemuHay y pecmopaHHoMy bi3Heci. 3pobaeHo BUCHOBKU W00 00UiNbHOCMI 3aNPOBAOMEHHS Crieyi-
a/1bHUX 30X00i8 30014 HOPMAAI3auii hiHAHCOB020 CMAHOBUWA, BUXOOY 3 KPU3U Ma OKyMHOCMI sumpam Ha 8upobHuymeo. Ceped makux 3axodie 8udineHo
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Jlaze6Huk 10. A., UsaceHko H. I. Memodonozuyeckue 0CHOBbI
uccnedosaHus coyuanbHLIX Medud 8 pecmopaHHom bu3Hece Kak
UHcmpymeHma npomueodelicmeus nocnedcmauam COVID-19

B cmamoe paccmompera npobnema maxeno20 nonoxeHus pecmoparHHo20
busHeca 6 cea3u ¢ naHoemueli COVID-19. Llenbko cmamebu A8asemca ocge-
weHue mexanusma npomusodelicmeus nocnedcmeusm COVID-19 yepe3 cek-
mop coyuanbHbIX Medua U CoyuanbHo20 mapkemuHea. Jna docmueHus
nocmassneHHol yeau 8 cmamee no0pobHO PaccMompeHsl OCHOBHbIE Onpe-
OesneHus, HanpasneHus u 0CobeHHOCMU MPUMEHEHUA MAKO20 COBPEMEHHO-
20 MEXaHU3Ma (UHCMpyMeHmMa) MoebIWEHUA (heKmusHOCMU peknaml
U npodsuxeHus mosapos U ycaye, Kak coyuansHele medua. MapkemuHe
coyuanbHeix Medua 8 Hacmosujee 8pema MPeuMywecmseHHo oMuHUpyem
Ha0 MpaduyuoHHbIM MapKemuHzoM. TpaduYUOHHBIU MapKemuHz HaMHO-
20 dopoe, Yem coyuarnbH.Il MeduamapkemuHe, Mo3momy 60bWUHCMEO
npednpusmuli celivac 83anu Kypc UMEHHO Ha MapKemuHa 8 COYUAsbHbIX
Medua 014 aKmMusU3ayuU ceoe20 busHeca. B cmamee npoaHanu3uposaHsl
pesynbmamel esponelickoe2o Uccedo8aHUA MO UCMOMb30BAHUID COYUASb-
Hblx medua 8 pecmoparHom 6usHece. o pesynbmamam npogedeHHoz0
uccnedosaHus bbinu onpedeneHbl OCHOBHbIE IMArbl IPOYECCA YrpasaeHus

UDC 005.334:[616-036.21:001.123]:659.4:[316.77:004.77]:640.43
JEL Classification: M15; F18; L82
Lazebnyk I. 0., Ivasenko M. G.
Methodological Basis for Studying Social Media as a Tool to Tackle
Consequences of COVID-19 in the Restaurant Industry

The article highlights the tight situation in the restaurant industry due to
the COVID-19 pandemic. The aim of the study is analyzing the mechanism
for tackling consequences of COVID-19 through social media and the social
marketing sector. To achieve this goal, the article considers in detail the ba-
sic definitions, directions and features of the use of such modern mecha-
nism (tool) to increase effectiveness of advertising and promote goods
and services as social media. Currently, social media marketing dominates
traditional marketing. Traditional marketing is much more expensive than
social media marketing, which is why today most enterprises have chosen
marketing in social media to intensify their business. The article analyzes
the results of a European study on the use of social media in the restau-
rant industry. Based on the results of the study, the main stages of the cus-
tomer relationship management are identified, and three general steps are
formed: Step One — getting to know your customer; Step Two — customer
retention; Step Three — interaction with clients. The implementation of all
three stages should improve quality of servicing customers of the restaurant
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83QUMOOMHOWEHUAMU C KAUEHMAMU, U CopMUpO8aHsl mpu 06wux waza:
wae nepebili — 3HaGKOMCMeo ¢ mompebumenamu; waz emopoli — yoepma-
HUSA KnueHmos; wae mpemuti — 83aumodelicmeue ¢ kaueHmom. Peanusayus
8cex mpex amanog 0NXHA yAy4wUms 0BCAYHUBAHUE KAUEHMO8 pecmo-
paHHoli cpepsl. B daHHol pabome nposedeH aHanu3 nocaedcmeuti COVID-
19 054 pecmopaHHo20 bu3Heca, U NPedsoHeHs! 0CHOBHbIE Mymu ux Mpeodo-
n1eHusA. JJoKa3aHa Heobxo0umocmb U UenecoobpasHoCMb npumMeHeHuUs co-
uasbHO20 MedUamapKemuHea 8 pecmopaHHom busHece. COenaHbl 86180061
0 yenecoobpasHocmu egedeHus CreyuanbHeix mep 05 HOPMAAu3ayuu
(PUHAHCOB020 MONOMEHUS, 8bIX00A U3 KPU3UCA U OKYnaemocmu 3ampam
Ha npou3zgodcmeo. Cpedu makux meponpuamuli 8bideneHo npumeHeHue
COYUONLHO20 MeAUAMApPKeMUH2a, MOBbIWEHUE 3PeKMUBHOCMU PeKAamb
8 VIHmepHeme U HanaxueaHue KOMMYHUKAUUU C KAUEHMAMU.

Kntovesbie cn08a: coyuanbHblli MeOUa MapkemuHe, KOMMYHUKAUUU, PeKna-
Ma, COyuabHble Meoua.
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sector. This paper analyzes the consequences of COVID-19 for the restau-
rant industry and suggests the main ways to overcome them. The necessity
and expediency of using social media marketing in the restaurant industry is
proved. Conclusions about the feasibility of introducing special measures to
normalize the financial situation, overcome the crisis and provide return on
production costs are made. Among these measures, the use of social media
marketing, improvement of effectiveness of advertising on the Internet and
establishment of communication with customers are singled out.
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Bceryn. Pecropanuuit 6izHec caMm co0010 AOCUTb CKAAA-
Huit. TIpocTo BiAKpUTM PeCTOPaH HEAOCTATHbO AASL TOTO, 1100
3apobasiu. Hasitb y kpawi yacu 60 % pecTopaHHUX CTapTanis
3a3HaI0Th IPOBAAY NPOTATOM Ileplioro poky, a 80 % — y nepui
I'SATh POKIB.

[TpuynH TaKOro BUCOKOTO PiBHS MPOBaAIB € barato: 3mi-
Ha TlepeBar Cro)XMBayviB, HETPaBMAbHE PO3TANIyBaHH, BUCOKa
OpEeHAHA IAATA, IIBUAKA TIAVHHICTb KaApiB, @ B €[OXy CMapT-
bOHIB i AOAATKIB — TTOraHMi1 IUMPOBUIL AOCBIA CIIOKUBAYIB.

Bci 1ji nprunHY He € HOBUMM. Ix mocriitHo AOCAIAXKYIOTD,
PO HUX HATICAHO 6araTo HayKOBMUX POOiT, cTaTell Ta KHUT. AAe
CbOTOAHI 3'IBMAACH A0COAIOTHO HOBA 3arpo3a, 5IKa 3a AiueHi AHi
oxomuaa Maipke ycro I1aanery. Hanpukinui 2019 p. — movarky
2020 p. cBit oxomuaa nanaemia Bipycy COVID-19. Exonomika
3a3HAAQ Ta MPOAOBXKYE 3a3HABATU KOAOCAABHMX 30MTKiB, 00
MOLIMPEHHA TaHAeMil y BCbOMY CBIiTi CIPMYMHUAO He TiAbKK
AIOACBKY CTYpOOBaHICTD, a if HEFaTMBHO BIIAMHYAQ MADKe Ha
KOXHY cepy eKOHOMIKH, TOYMHAI0YY Bis BUPOOHMIITBA Ta 32-
KIHYYI04M CEKTOPOM MOCAYT [3].

AHaai3 ocTaHHIX AocAipKeHb i my6aikamiit. Bupi-
LIEHHSIM TPOOAEM 3aCTOCYBAHHS COLIAABHUX MeAid y pecTo-
paHHOMY Oi3Heci 3alMaloTbcst MPOBiAHI CBiTOBI daxiBLi, Taki
sk P. Parras, K. Tepmxenc, Y. Axiitss. OcHoBHi mpobaemu Bu-
CBiTAeHi y Takux cydacHux mpausx: «A study of the impact of
social media on consumers» [11], «The impact of social media
reviews on restaurant performance: The moderating role of

excellence certificate» [13], «Putting a face on small businesses:
Visibility, viability, and sustainability the impact of social media
on small business marketing» [18], «Social media and human
need satisfaction: Implications for social media marketing»
[21] Ta iH.

IlocTranoBka 3aBpaHHsA. HaiicuabHile nocTpakpasa
XapyoBa MPOMMUCAOBICTb, OCKIABKY Ha Aep)KaBHOMY DiBHi Ta Ha
piBHi YpsAIB i MiHicTepCTB OYAO MPMITHATO pillleHHs 3aKpUTH
pecropaHy i 6apu, 11100 yIIOBIABHUTY MOLIVIPEHHS BIPYCY.

[openHmit Tpadik pecTopaHiB y BCbOMY CBiTi 3Ha4HO
CKOPOTMBCs MOPIBHAHO 3 aHAAOTiYHMM nepiopom 2019 poky
[19]. 3aKpuTTA pecTopaHiB CIPUMMHUAO MYAbCALIHMIT eeKT
cepeA CYMDKHMX TaAy3ell, TAKMX SIK BUPOOHMITBO MPOAYKTIB
XapyyBaHH:, AiKepo-ropiayaHux BUpo6iB, BUPOOHMLITBA BIHA
Ta IMBA, AOCTABKA [IPOAYKTIB XapuyBaHH:I Ta HAIIOIB, puOOAOB-
A5 Ta 3eMAepo0CTBoO [3; 15; 20].

BianoBiaHO A0 ocTanHbOro Bumycky cepii « CORONA-
VIRUS» PYMNTS Brief, yactka crioxusauis, ski BiABiAy0Tb
pecTopaHi, 3MEHIIMAACh 3 [OYATKY MAHAEMIl OiAblue, HDK Ha
50 %, i KOXKHOTO AHSI IPOAOBIKYE CTPIMKO 3HIKyBaTHcs [17].

Ane, sixa 6 He OyAa TAHAEMIS, CAlA TTAM'SITATH, 1O PAHO
4y Mi3HO BOHA 3aKiHUUTBCS, i caMe TOAL AASI peCTOPaHiB HacTa-
He CIIPaBXXHsI TOHKA HA BYDKMBAHHS, B SIKiil MOTPIOHO MIBMALIE
3a Bcix MOoOiAisyBaTu BCi cMAM Ta pecypcu AASL OBEPHEHHS
BTPaveHNMX KAIEHTIB Ta IOLIYKY HOBUX AASI TOTO, 100 ITOAOAQ-
TU HACAIAKM IIPOCTOIO Ta OKYIIUTY BUTPATHU.
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Ti, XTO He 3MOXYTb Lie 3pOOKTH B HANKOPOTILNI TEPMiH,
IPOCTO 3aKPUIOThCS Yepe3 O0pru Ta OaHKPYTCTBO.

MeTo¥0 AQHOI CTATTI € BUCBITAEHHS MeXaHi3My IPOTUALL
Hacaipkam COVID-19 yepes cekTop colliaAbHMX Meaia Ta co-
1laAbHOTO MapKEeTHHTY.

BukaapeHHs ocHoBHOro Mmarepiaay. CouiaAbHi Me-
Aia — Lie He HOBa KOHIIEMLis, @ cKopile HoBa GpopMa B3aEMOAL
3 AlopAbMu [12]. Pesyabratu omuryBanHs Gallup 3asHayarmTs,
110 72 % AOPOCAMX AKOA€I KOPUCTYIOTBCS CAaliTaMM COLAABHMX
MeaiayacTo mpoTsarom AHs [9]. BoAuB cotliaAbHUX MeAia 3MiHUB
crioci6 BiaHOIIeHHs bi3HeCy A0 CBOIX KAieHTiB [6]. BisHec Buko-
PUCTOBYE coLjiaAbHi Mepia AAST pOpMyBaHHS B3a€MO3B'sI3KiB 3
CBOIMM KAIEHTAMU Ta AOCSITHEHHS] HOBUX ITepcreKTus [7]. Aest-
Ki CIIOXMBayi X04yTh OTPUMATH TIeBHY iH(bOpMaLliio IIpO TOBa-
pu ta nocayry [1]. KaleHT BUKOPUCTOBYIOTH COLIiaABHI Mepia,
o6 HapaBaTy LiHHI mopaau iHmmM [11] Ta obMiHIOBaTHCH
AocBiaoM Ta inpopmauieo B ycbomy citi [21]. ITaardopmu
COL[iAABHUX MeAia HaAQIOTh MOXKAMBICTb KOMITaHisIM B3aEMO-
AISTU 3 HaSBHUMMU Ta TIOTEHL[ITHUMU KAIEHTaMU, 1[0 AO3BOASIE
OyayBaTu neBHi BisHocuuu [10]. Bi3Hec-Aisepu BUKOPUCTOBY-
I0Tb COLIiaAbHi MeAia AAS 3aAyYeHHS Ta B3a€EMOAII 3 KAieHTaMu
B Cripo0i BIAMBATY Ha POARXK Ta 06i3HaHicTs [18].

CoujiaabHi Mepia 3MiHMAM AQHAIIAGT LMPPOBUX Mepia,
BIIAMBAIOYM TVM CAMIUM Ha Te, SIK OpraHisalii IpoAaITh CBOIO
npopykuito [19]. EdexTnBHe BUKOPUCTAHHS MapKEeTMHIY CO-
LHaABHMX MeAla BUTIAHO SIK MaAOMY, Tak i BeAukomy 0isHecy,
OCKIABKM AO3BOASIE 30IABLINTH AOXiA, € OIADBLI €KOHOMIYHMM Ta
edextrBHUM [5]. OCHOBHOIO MEpeBaroio € Te, M0 MAPKETVHT
COLIIaABHUX MeAia — 1le HEAOPOTMI MAapKeTMHIOBUI iHCTpY-
MEHT AASL PeKAAMI Ta IIPOCYBAHHS TOBAPY YMt MOCAYT [14].

MapKeTHHT COLiiaAbHUX MeAia B LieVl Yac IepeBakKHO AOMi-
Hy€e Hap TPAAMLITHUM MapKeTUHIOM. TpaAuLiHMiT MapKeTHHT
HA0AraTo AOPOXYMIL, HDK COLHAABHUIT MeAiaMapKeTMHI, TOMY
OiABLIICTD MATIPUEMCTB 3apa3 B3SAM KyPC CaMe Ha MapKeTVHT

YacTka, %

45

Y COLaABHIX MeAia AASI aKTHBI3aLil cBoro Gi3Hecy, o Moxe
OXOIINTY MiABVIOHY AIOAEIA, SIKVIX TPAAVLIHI MapKeTVHIOBI ITiA-
XOAM OXOIUTU HE MOXKYTb.

CouiaAbHi Meaia — 1je AMHAMIYHMIT TIPOLIEC OYAB-SKOTrO
6OisHecy. CouiaAbHi Meaia — 1je IHCTPYMEHT Ta CTpaTerisi, 10
BUMAra€ BiAAQHOCTi Ta MOCTINIHOTO MOHITOPUHTIY B YCiX eAe-
MeHTax opraHizauii [1]. Ha0iAbimmit BUKAMK AASL KOMITaHiit,
10 CTOCYITBCS MApKETMHIY COLiaAbHMX Meaia, — posibpa-
TUCA, AK i KOAM BUKOPUCTOBYBATU J10T0 HAAXKHUM YMHOM Ta
edexrusHoO [4].

O6ap AxoHataH, AotleHT Vlopkcbkoro yHisepcurery,
AaB BU3HAYEHH: TePMiHa «COLiaAbHI MeAia» AK iHTepaKTUBHMX
KOMITIOTEePHIX OIOCePEeAKOBAHMX TEXHOAOTIM, SIKi CIPUSIOTH
CTBOpeHHI0 a00 00MiHy iHdopMaLiiew, iAesmy, iHTepecamu Ta
iHmmMu GopMamMy BUPaKeHHs yepe3 BipTyaAbHI CIIABHOTU
i1 Mepexi.

PesyAbTaTi €BpOMENCHKUX AOCAiAKeHb, BMKAAAEHUX
y [13], moxasaau, o edeKTUBHICTb pecTopaHy 36iAbLIyBaAACH
i3 30iABIIEHHSIM KiABKOCTI OBUTUBHMUX BIATYKIB KAi€HTIB B [H-
TepHeTi.

PecTopanu, sKi KOPUCTYIOTbCS COLiAAPHUMM MeAia, Ma-
I0Tb MOXXAMBICTb BCTAaHOBUTM AOBIpy AO CBOIX CIIOXMBauiB,
PO3BMBAIOYM CTOCYHKM Ta AO3BOASAIOYM KOPMCTYBauaM 0OMi-
HIOBaTUCA CBOIMU O0IAHIM AOCBipOM 3 iHmmmu. Crnokuadi
AIASITBCA He AMILe AYMKaMM, IPONO3ULIAMU Ta KOMEHTapsIMU
IIJ0AO HAAQHMX TTOCAYT, a 11 poTorpadismu. Lie poromarae pec-
TOpaHAM BU3HAYUTH CBill LABOBUII PUHOK i MOIMPUTH OiABII
LiAbOBY iHpoOpMaLiio crioxuBayam [2].

3 MeTO po3po0AEHHS PEKOMEHAALIN LOAO HAIPSMIB
i AOLIABHOCTI 3aCTOCYBaHHA COLiAABHMX MeAia y pecTopaH-
HoMy 6isHeci sIK iHCTpyMeHTY npotuAii Hacaiakam COVID-19
y LIbOMY AOCAiAXeHH] 6YAO IPOBEAEHO CEerMEHTAL|iI0 LiiAbOBO-
IO PUHKY Ta IIPOQHAAI30BaHO oAepKaHi pesyabTaTi. OCHOBHI
Pe3yAbTaT! HaBeAEHO Ha puc. 1-4.

40
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Bukopucrosyiotb
couianbHi mefia
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E=] He BukopucToByoTb
couianbHi megia
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OpuHoki
ocobu

OppyxeHi

Cim'i 3 gitbMu

Puc. 1. Po3nogin uinboBoro puHKy BiABiayBauiB pecTopaHis 3a CiMeliHUM CTaHOM

Amepero: ToOYAOBAHO aBTOPAMM 32 PE3YABTATAMMU AOCAIAXeHD [13]

Ax noxasano Ha puc. 1, pecropanu, AKi BUKOPUCTOBY-
I0Tb COLliaAbHi MeAia, HacaMIIepeA Opi€eHTOBaHI Ha OAPY)KeHNX,
a 3a HUMU BXXe iAyTb cim' Ta oAMHOKi 0cobu. Hasmaku, pecro-
PpaHM, SIKi He KOPUCTYIOTbCSA COLIaAbHUMI MepeXXaMy, HalliAeHi
Ha CIM', @ 32 HUMU MIAYTb OAPY)XeHi Ta OAMHOKI 0CO0M.

AHaAi3 LjiAbOBMX BIKOBUX IPYI PMHKY (puC. 2) OKa3aB,
1[0 BikoBMit AlanazoH 30—-39 pokiB € BaKAUBUM AASL pecTopa-
HiB, 5IKi BUKOPUCTOBYITb COLiaAbHI MeAia, i, Oe3yMOBHO, A0
Lii€l BIKOBOI IPyNy HaA€KaTb aKTMBHI KOPUCTYBaui CoLiiaAbHMX
Meaia. AAe 1ieif TOKa3HVK € YHiBepCAABHIM AAS BCiX pecTopa-
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YacTtka, %
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Puc. 2. Po3nogin uinboBoro puHKy BifBiayBauiB pectopaHiB 3a BikoBUMM Fpynamu

Admepero: oGyAOBAHO ABTOPAMU 32 Pe3YABTATAMMU AOCAIAXKeHD [13]
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Puc. 3. Po3nogin LinboBOro pMHKY KOpMCTyBayiB coLliiaibHUX Mefiia NOPIBHAHO i3 3araibHUM
LinbOB/MM PUHKOM PeCcTOpaHiB 3a CiMeHUM CTaHOM

Awepeno: 1oGYAOBAHO aBTOPAMU 32 PE3YABTATAMU AOCAIAXKeHD [13]

HiB, OCKiAbKM BiKOBUi1 AlanasoH 30—-39 pokiB AASl pecTOpaHiB,
AKi BUKOPUCTOBYIOTb colliaAbHi Mepexi, MaB 39,9 %. Hacryn-
HUM 32 3HaueHHsM € cermeHT 40—49 pokis i3 Barow 26,6 %.
Lli pe3yAbTaTi BIAIIOBIAQIOTH CEpPEAHBOMY BiKYy KOPMCTYBauiB
Facebook Ta Instagram.

Aaai mpoaHaAi30BaHO po3IoAiA LIIABOBOI'O PUHKY KO-
pUCTYBayiB COLliaAbHMX MeAia MOPiBHAHO i3 3araAbHUM
LiAbOBMM PVMHKOM PeCTOPaHiB 3a CiMeifHUM CTaHOM i PO3-
MOAIA LIiAbOBOTO PMHKY KOPMCTYBauiB COLIiaAbHMX MeAia
MOPiBHSHO i3 3aTAaAbHUM LIIABOBMM PMHKOM PeCTOpPaHiB
3a BikoBUMU rpynamu (puc. 3—4).

Pectopanu, sKi He BUKOPUCTOBYIOTb COLliaAbHI Meia,
AQIOTb TIOPIBHSIHO biAblue Baryu Aast MoAoAnx (012) Ta crapiumx
(60+) BiKOBMX AlarasoHiB, MOXXAMBO, MOB'SI3aHUX i3 BUKOPMUC-
TaHHAM COLIAAbHMX MEPEX Y LMX BiKOBUX IPyINaX. 3yCUAAS CO-
L{aABHIX MeAia OIABII CMABHO CIIPSIMOBAHI HA OAMHOKIIX AIOAEH,
a MeHIIle — Ha MOAPY)XHI Tmapy Ta cimi, HOpiBHAHO 3 LiiAbOBUM
PMHKOM pecTopaHy B 1iiaomy (puc. 3).

Bix 1jiAbOBOro pMHKY AisIABHOCTi B COLiaAbHMX Mepe-
xax — 1e 20—49 pokiB, BIKoBMil AlamasoH, sIK MPaBUAO, HIK-
quil, HDK LiAbOBMIT PUHOK pecTopaHy B uisomy (puc. 4). Llein
BUICHOBOK Y3IOAXYETDCA 13 3araAbHUM CIIPUIHATTAM, 1[0 CO-
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Yactka, %
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Puc. 4. Po3nogin LinboBOro pMHKY KOPMCTYBayiB coLjiaibHNX Mefiia NOPiBHAHO i3 3arajibHUM LifIbOBUM PUHKOM
pecTopaHiB 3a BiKoBUMU rpynamm

Adepeno: OOYAOBaHO aBTOPAMM 32 PE3YABTATAMM AOCAIAKeHD [13]

1jaAbHI MeAia OIABII aKTMBHO BUKOPUCTOBYIOTBCS MOAOAMMM
AoABMH [16].

AAst BAQCHUKIB pecTOpaHiB 1yt iHpopMaLis Aae 3Mory
BU3HAYMUTHU CBOIO 1liAbOBY ayAuTOpit0. Hampukaaa, SKiio Le mi-
11episi, To BOHa OyA€e KOPUCTYBATHUCS TIONYASIPHICTIO Cepep Mo-
AOAIIOTO TIOKOAIHHS, TOMY IO Milia — 1le AOCUTDb CUTHA Ta He-
Aopora crpasa. Tomy TyT Tpeba IIPUKAACTY 3YCUAD AASL TOTO,
106 MPaBUABHO MPOKOMYHIKYBaT! 3 MOAOAOK QyAUTOPIEl0,
320XOTHBIIY il BpOOUTH MOKYIIKY.

[ HaBIaKM, KOAM MAETHCSI TIPO AOPOTHIT 200 HABITH TIpe-
CTYDKHUIL PECTOPaH, TO OiABILI AOLIABHUM OYAe HAaIpaBUTHU 3y-
CUAAS Ha BiKOBMIT AlammazoH — cermeHT 30+,

PosrasiHeMO NPOOAEMY BiAMOBM AE€SKMX DeCTOpaHiB
BUMKOPMCTOBYBATH COLiaAbHI Meaia. 3a pAaHmmu [13], pecsaTok
pecToparopiB 3asABUAM, L0 He MAQHYIOTb BMKOPMCTOBYBAaTU
COLIiaABHI MeAia B OCSDKHOMY MaitOyTHbOMY, @ 1ije CIMHAALISTD
CKa3aAH, IO TIPOCTO 1ile He AIMIIAY AO LbOro (MpUYMHM, Ha-
BeAeHi 000Ma rpymamu, HaBepeHi y Ta0A. 1).

Tabnunusa 1
OCHOBHI NpPNYMHY, 3a AKUMU pecTopaTopu He NJIaHYI0Tb BUKOPMCTOBYBaTU collianbHi Mepia
a60 wWwe He iHiLiloBaNn BUKOPUCTaHHA coliaibHNX Megia
. . XKopgHux Bce X Takm
Bignosigb pectopatopa . Lol
njaHIB IHIYIlOBaTN
CouianbHi Mefjia noraHo BNUCYOTbCA B KOHLENMLl0 HALIOTO pecTtopaHy 5 3
BigHoCuMOCA ckenTUYHO 2 5
Yekaemo, Konv 6peHs abo ronoBHUIA 0dic iHiLLil0I0Tb BUKOPUCTAHHA CoLjianbHIX Megia 3
He BrcTauae 3HaHb - 3
Ha et yac npaLoeMo Hag BUKOPUCTaHHAM COLianbHNX Mefia - 2
IHwWe 2 4

Amepero: ToOYAOBAHO aBTOPAMM 32 PE3YABTATAMMU AOCAIAXeHD [13]

Hartyacrilie 3rapyBaHa NpuyMHa MOAATaAd B «IIOTaHil
dopmi». OAMH PECIOHAEHT OINCYE COLIAABHI MeAia SIK «AyKe
XOAOAHI Ta HEPeaAbHi AASL CITIAKYBAHHSL... MU AI0OMMO [B3aeMo-
AlstTit] GesrocepeAHbo [3] Hammu rocTsiMu». [ pecTopanu
HasBaAu cebe «A00pe BiaoMuUMI» 260 «CTAPOMOAHUMU» — 1ie
OAHA IIPUYVHA, 3 SIKOI BOHM BBOXKAAM, IO COLIiaAbHI MeAia OYAYTH
norauumu. Pectopany, sAki 3apa3 He BUKOPUCTOBYIOTDb COLaAb-

Hi MeAia, are B Mait0yTHbOMY iHILiIOITb IIPOrpaMy CoLiaAbHNX
MeAla, TaKOX [epeXMBAITh 32 MPUCTOCOBAHICTD, CKENTULIM3M
i BiacyTHicTb 3HaHb. Lli pecTopaTopy OyAu «He BrieBHeHi y CBOii1
eeKTUBHOCTI», «OpPaKyBaAO pecypciB» Ta «BUTpAT [0OMeXxe-
HuX]», 260 IpocTo «[OpaKyBaAo] 3HaHb», 1[00 po3HoYaTi pobo-
Ty Ta «[n10TpiOHi], 1106 3posymiTy L Kpaiye». AAsS pecTOpaHiB,
SKi IParHyTh OTPUMATH OiAbllle 3HaHb, Li PE3YABTATU € 3aIIPO-
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LIIEHHSIM raAy3i a00 akaaeMil Hapatu biAbie iHpopmaLil po co-
LiiaAbHI Meaia [16].

€gponeiicbkumu paxiBusimu 3 [8] Oyao 3ailicHEHO AO-
CAiAXEHHS, B SIKOMY OYAO IIPOBEAEHO OIMMTYBAHHS BAACHMKIB
pecTopaHiB, fKi Bce X TaKyl BUKOPUCTOBYIOTb COLIaAbHI Me-
Ala, Ta 3'ICOBAHO, 1[0 HAAATOAYKEHHS BIAHOCHH i3 KAIEHTaMU €
HailbiABII BArOMOIO NepeBarok. BoHy BU3HAYMAM YIIPABAIHHS
B3a€EMOBIAHOCHHAMY 3 KAIEHTAMU SIK TIPOLIEC, SIKNMIT 300paxye,
YOTO0 XOYYTh IOTEHL{IHI KAI€HTH, Ta OYAYE 3 HUMM BIAHOCUHU
IIJ0AO HAAQHHSI IIOCAYT | IOKpalleHHs! 06CAYTOBYBAHHS KAIEH-
TiB BIATIOBIAHO AO ix IOTpeO.

3a pesyAbraTaMy IPOBEAEHOTO AOCAIAKEHHS OYAO BU-
3HAYeHO OCHOBHI eTamy IIpoLiecy YNPaBAiHHSA B3a€MOBIAHO-
CHMHaMM 3 KAieHTamyu Ta CHOPMOBAHO TPU 3araAbHi KPOKM:
KpPOK 1 — 3HallOMCTBO 3i CIOXMBayaMy; KPOK 2 — B3a€EMOAIS
3 KAI€HTOM; KPOK 3 — yTpUMMaHHA KAieHTiB. Peaaisauis Bcix
TPBHOX €TaIiB Mae MOKPALIMTY 0OCAYTOBYBAHHS KAIEHTIB pec-
TOPAHHOI chepu.

Ha 11X TppoX KpOKax XOTiAOCh OM 3yIMMHUTHUCS Ta PO3-
TASIHYTH iX GiABLI AeTaAbHilre, 60 caMe 3a PAXYHOK came LiuxX
KPOKiB MOXHA LIBMAKO nopaoAaaty Hacaipku COVID-19 ta Bu-
ity 3 GaHKPYTCTBA.

ITepmnit KpOK — 3HAIOMCTBO 3i CIIOXKMBadaMu. Y 3BU-
JaHIl cUTYaLii MAAO XTO 3AMUCAIOETBCS HAA TUM, 11100 AOCKO-
HAAbHO 3HATU CBOTO KAi€HTa. BAACHMKM He TiAbKM pecTOpaH-
Horo 6i3Hecy, a 11 6i3HeCy 3araAOM 3HAIOTb IIPO CBOIX KAIEHTIB
Maao. Harruacriure 1e iHdopmauis npo BiKoBy rpymy i cTarh.
Ane 3apas Oyse AOpeUYHO AiBHATUCS PO CBOIX KAIEHTIB Aelio
OiAblire, HAMPMKAQA, iX XapaKTep, 3BUYKY, CIMEITHUIT CTaH, K-
HAAEKHICTb AO COLI{aABHOI IPYIIH, YII0AOOAHHS, Ga)KaHHS, YOro
M He BUCTaYae, Ta 10 MOXe BUpiuTH iX 1podaemy. Lleit mpo-
1iec MO)KHA Ha3BaTU 300pOM AQHMX, 200 GOpMYBAHHSM aBaTa-
py (mpodiaro) kaienTa.

Apyruit Kpok — B3aeMOAis 3 KaienTom. Ha ocHoBi 3i6pa-
HIX AQHUX HEOOXIAHO IIOOYAYBATH CTPATETi0 B3aEMOAIL 3 KAi-
eHtoM. HepapeMHO 3aCAyTOBYe BCeCBITHbOTO BU3HAHH (pasa
HaraHna PoTmmabaa «XT0 BoAoai€ iHpopMaLii€lo, TOI BOAOAIE
cBiTom». OTKe, unM Oiablue iHpopmaiii My MaEMO PO KAiEH-
Ta, TUM OiAblle IOMY MOXKHa [IPOAATH. i He TIABKM JIOMY, @ Lije
i1 JI0TO POAMHI, APY35IM, POAMYAM UM KOAETaM.

Tperiit KPOK — yTPMMAaHH: KAI€HTiB. YTPUMaHHS KAi€H-
TiB BuMarae BuCOKoi marictepHocTi. KoxkeH AeHb Tpeba miA-
TPUMYBATH 3B'SI30K 3 KAi€HTaMM, i He IPOCTO MIATPUMYBATH
a0usIK, a BIAHOCUTHCS AO KOXKHOTO SIK AO IHAMBIAYaABHOCTI,
IPOIIOHYIOUM JIOMY Te, 11{0 T036aBUTD 10r0 Ipo6AeM i 3pobuth
I[ACAVBUM.

3BaKalouM Ha IpOBeAeHe BUILEe AOCAIAXKEHHS, MOCTae
OAHe IMUTaHHA. fIK colliaAbHi MeAia Ta colLliaAbHMIT MapKeTHUHT
MOXYTb AOmoMOrTH nopoaatu Hacaipku COVID-19 y pecto-
paHHOMY 6i3Heci? BIATIOBIAAIO HA Lie TUTAHHS € Pe3yAbTaT IX
CIiABHOI AisiAbHOCTI. CaMe 3aBASIKM COLIiaAbHUM MeAia MOYKHA
HabyTu MaKCMMAABHOI BIi3HABAHOCTI, & 3aBASKM MAPKETUHIY
3a AOTIOMOTOI0 COLIIAABHMX MeAia MOKHA MOCTINTHO MATPUMY-
BAaTU 3B'SI30K 3 KAIEHTAMM, 3aAyYaTU HOBUX KAI€HTIB, peaai-
30BYBaTH DKy Ta IPOAYKTY OHAQJH Ta caMe FOAOBHE — ITCAS
CITapAy KapaHTMHY He BTPATUTU KOAHOTO KAi€HTa, a HaBNaKy,
30iABIIMTI IX KIABKICTD.

BucHoBku. Hagitb 3a crabiabHol cuTyarii KoxeH pec-
TOpaH, fAKIO BiH XOTiB OyTU KOHKYPEHTOCIPOMOXHUM i Ipu-
OyTKOBUM, MOBUHEH OYB BECTM COLiAABHMIT MeAiaMaPKETHHT,

a came: MaT! CTOPIHKY B COLIiaAbHUX MepeXax, CaiT, poouru
pexAamy B IHTepHeTi, KOMYHIKYBaTU 3 KAi€HTaMy, 3a0X0OYy-
Bat iX CpoOyBaTyH HOBi CTpaBy Ta MOCTINHO MPALIOBATY HaA
301ABIIIEHHSIM HOBOI KAIEHTCHKOI 0asu.

Ha cporopHi AeHb COLaABHMIT MeAiaMapKeTUHI — Lie
IPOCTO KPaiHs HEOOXIAHICTb AASI KOXKHOTO pecTopaHy. BiH re-
Hepye KAIEHTIB, He Aa0un iM 3a0yTH, XTO BY, 8 OT)Ke, 3HAYHO
HiABMIIYE WAHCY HA iCHYBAHHS Ta BUXiA 3 KPU3OBOIO CTaHY
IIBYALIE, HDK TUM, Y KOTO /10TO HEMAE.

JNITEPATYPA

1. Andzulis J., Panagopoulos N. G., Rapp A. A review of social
media and implications for the sales process. Journal of Personal
Selling & Sales Management. 2012. Vol. 32. P. 305-316. URL: https://
www.academia.edu/20043063/A_Review_of_Social_Media_and_
Implications_for_the_Sales_Process

2. Bilgihan A, Cheng P, Kandampully J. Generation Y's
dining information seeking and sharing behavior on social
networking sites. International Journal of Contemporary Hospitality
Management. 2014.Vol. 26. P. 349-366.

DOI: 10.1108/1JCHM-11-2012-0220/full/html

3. Bloom Jonty. How are food supply networks coping with
coronavirus? Edinburgh Research Explorer. 26 Mar 2020. URL:
https://www.research.ed.ac.uk/portal/en/clippings/bbc-news-
how-are-food-supply-networks-coping-with-coronavirus.html

4, Bruce M., Solomon M. R. Managing for media anarchy:
A corporate marketing 76 perspective. Journal of Marketing Theory
and Practice. 2013.Vol. 21. P. 307-318.

DOI: 10.2753/MTP1069-6679210305

5. Castronovo C., Huang L. Social media in an alternative
marketing communication model. Journal of Marketing
Development and Competitiveness. 2012. Vol. 6. P. 117-131. URL:
http://www.na-businesspress.com

6. Dewan S., Ramaprasad J. Social media, traditional media,
and music sales. MIS Quarterly. 2014.Vol. 38.P. 101-121. URL: http://
www.mcgill.ca

7. Felix R, Rauschnabel PA.,, Hinsch C. Elements of strategic
social media marketing: A holistic framework. Journal of Business
Research. 2016. P. 1-8. URL: https://www.sciencedirect.com/
science/article/abs/pii/S0148296316302843

8. DiPietro R. B., Crews T. B., Gustafson C., Strick S. The use of
social networking sites in the restaurant industry: Best practices.
Journal of Foodservice Business Research. 2012. Vol. 15. P. 265-284.
URL: https://www.researchgate.net/publication/271672228 The_
Use_of_Social_Networking_Sites_in_the_Restaurant_Industry_
Best_Practices

9. Gallup. The myth of social media. 2014. URL: http://online.
wsj.com/public/resources/documents/sac_report_11_socialme-
dia_061114.pdf

10. Goi C. L. The impacts of social media on the local com-
mercial banks in Malaysia. Journal of Internet Banking and Commer-
ce. 2014.Vol. 19 (1). P. 1-10. URL: http://www.arraydev.com

11. Hajli M. N. A study of the impact of social media on
consumers. International Journal of Market Research. 2014. Vol. 56.
P.388-404.

DOI: 10.2501/UMR-2014-025

12. Harris L., Rae A., Misner |. Punching above their weight:
The changing role of networking in SMEs. Journal of Small Business
and Enterprise Development. 2012.Vol. 19. P. 335-351.

DOI: 10.1108/14626001211223937

Mpo6rnemn ekoHomikm Ne 1 (43), 2020

157



ExoHoMiKa Ta ynpaBniHHA nignpruemcTtBamu

13.KimW. G, Li J. J, Brymer R. A. The impact of social media
reviews on restaurant performance: The moderating role of excel-
lence certificate. International Journal of Hospitality Management.
2016.Vol. 55. P.41-51.DOI: 10.1016/}.ijhm.2016.03.001

14. Kohli C,, SuriR., Kapoor A. Will social media kill branding?
Business Horizons. 2015.Vol. 58. P. 35-44.

DOI: 10.1016/j.bushor.2014.08.004

15. Meghashyam Mali. Restaurant industry reeling under
coronavirus // The Hill. 17.03.2020. URL: https://thehill.com/busi-
ness-a-lobbying/business-a-lobbying/488110-restaurant-indus-
try-reeling-under-coronavirus

16. Needles A., Thompson G. M. Social media use in the
restaurant industry: A work in progress. Cornell Hospitality Report.
2013. Vol. 13 (7). P. 6-16. URL: https://scholarship.sha.cornell.edu/
cgi/viewcontent.cgi?article=1100&context=chrpubs

17. Restaurant Operators On Life Before, During And After
COVID-19 // PYMNTS. 2020. URL: https://www.pymnts.com/
category/coronavirus/

18. Taneja S., Toombs L. Putting a face on small businesses:
Visibility, viability, and sustainability the impact of social media on
small business marketing. Academy of Marketing Studies Journal.
2014.Vol. 18. P. 249-260. URL: http://alliedacademies.org

19. lvanova |. See how much business U.S. restaurants are
losing because of the coronavirus. MoneyWatch // OBSNEWS.
URL: https://www.cbsnews.com/news/coronavirus-restaurant-
business-decline-cities/

20. Somvichian-Clausen A. How NYC's restaurant industry is
surviving amid coronavirus closures // The Hill. 2020. URL: https://
thehill.com/changing-america/respect/accessibility/488670-how-
nycs-restaurant-industry-is-surviving-amid

21. Zhu Y. Q, Chen H. G. Social media and human need
satisfaction: Implications for social media marketing. Business
Horizons. 2015.Vol. 58. P. 335-345.

DOI: 10.1016/j.bushor.2015.01.006

REFERENCES

Andzulis, J., Panagopoulos, N. G., and Rapp, A. “A review of
social media and implications for the sales process". Journal of Per-
sonal Selling & Sales Management. 2012. https://www.academia.
edu/20043063/A_Review_of_Social_Media_and_Implications_
for_the_Sales_Process

Bilgihan, A., Cheng, P, and Kandampully, J. “Generation Y's
dining information seeking and sharing behavior on social net-
working sites”. International Journal of Contemporary Hospitality
Management, vol. 26 (2014): 349-366.

DOI: 10.1108/1JCHM-11-2012-0220/full/html

Bloom, Jonty. “How are food supply networks coping with
coronavirus?” Edinburgh Research Explorer. 26 Mar 2020. https://
www.research.ed.ac.uk/portal/en/clippings/bbc-news-how-are-
food-supply-networks-coping-with-coronavirus.htm|

Bruce, M., and Solomon, M. R.“Managing for media anarchy:
A corporate marketing 76 perspective”. Journal of Marketing Theory
and Practice, vol. 21 (2013): 307-318.

DOI: 10.2753/MTP1069-6679210305

Castronovo, C.,, and Huang, L.“Social media in an alternative
marketing communication model“ Journal of Marketing Develop-
ment and Competitiveness. 2012. http://www.na-businesspress.
com

Dewan, S., and Ramaprasad, J.“Social media, traditional me-
dia, and music sales”. MIS Quarterly. 2014. http://www.mcgill.ca

DiPietro, R. B. et al. “The use of social networking sites
in the restaurant industry: Best practices”. Journal of Foodser-
vice Business Research. 2012. https://www.researchgate.net/
publication/271672228 _The_Use_of Social_Networking_Sites_
in_the_Restaurant_Industry_Best_Practices

Felix, R, Rauschnabel, P. A, and Hinsch, C. “Elements of
strategic social media marketing: A holistic framework". Journal of
Business Research. 2016. https://www.sciencedirect.com/science/
article/abs/pii/S0148296316302843

“Gallup. The myth of social media” 2014. http://on-
line.wsj.com/public/resources/documents/sac_report_11_
socialmedia_061114.pdf

Goi, C. L.“The impacts of social media on the local commer-
cial banks in Malaysia”. Journal of Internet Banking and Commerce.
2014. http://www.arraydev.com

Hajli, M. N. “A study of the impact of social media on con-
sumers"”. International Journal of Market Research, vol. 56 (2014):
388-404.

DOI: 10.2501/UMR-2014-025

Harris, L., Rae, A., and Misner, |.“Punching above their weight:
The changing role of networking in SMEs". Journal of Small Business
and Enterprise Development, vol. 19 (2012): 335-351.

DOI: 10.1108/14626001211223937

Ivanova, |.“See how much business U.S. restaurants are los-
ing because of the coronavirus. MoneyWatch”. OBSNEWS. https://
www.cbsnews.com/news/coronavirus-restaurant-business-de-
cline-cities/

Kim, W. G, Li, J. J,, and Brymer, R. A. “The impact of social
media reviews on restaurant performance: The moderating role of
excellence certificate”. International Journal of Hospitality Manage-
ment, vol. 55 (2016): 41-51.

DOI: 10.1016/j.ijhm.2016.03.001

Kohli, C., Suri, R., and Kapoor, A.“Will social media kill brand-
ing?” Business Horizons, vol. 58 (2015): 35-44.

DOI: 10.1016/j.bushor.2014.08.004

Meghashyam, Mali. “Restaurant industry reeling under
coronavirus”. The Hill. 17.03.2020. https://thehill.com/business-a-
lobbying/business-a-lobbying/488110-restaurant-industry-reel-
ing-under-coronavirus

Needles, A., and Thompson, G. M. “Social media use in the
restaurant industry: A work in progress". Cornell Hospitality Report.
2013. https://scholarship.sha.cornell.edu/cgi/viewcontent.cgi?arti
cle=1100&context=chrpubs

“Restaurant Operators On Life Before, During And After
COVID-19" PYMNTS. 2020. https://www.pymnts.com/category/
coronavirus/

Somvichian-Clausen, A. “How NYC's restaurant industry is
surviving amid coronavirus closures”. The Hill. 2020. https://thehill.
com/changing-america/respect/accessibility/488670-how-nycs-
restaurant-industry-is-surviving-amid

Taneja, S., and Toombs, L. “Putting a face on small business-
es: Visibility, viability, and sustainability the impact of social media
on small business marketing”. Academy of Marketing Studies Jour-
nal. 2014. http://alliedacademies.org

Zhu, Y. Q, and Chen, H. G. “Social media and human need
satisfaction: Implications for social media marketing”. Business Ho-
rizons, vol. 58 (2015): 335-345.

DOI: 10.1016/j.bushor.2015.01.006

CratTa Haginwna po pepakuii 07.02.2020 p.

158

Mpo6rnemn ekoHomikm Ne 1 (43), 2020



