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ANNOTATION

Yang Teng. Improvement of service process management (on the
example of the museums of Shanxi Province). — Manuscript. Qualification work
for obtaining the second (master's) level of higher education in the specialty 073
"Management" in the field of knowledge 07 "Management and Administration". —
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The object of research is to manage the process of visitor service in museums
of Shanxi Province and of Shanxi Museum.

The subject of the study is the management of the customer service process
and the possibilities of its improvement.

The qualification work consists of an introduction, 3 sections, conclusions,
references, additions.

The introduction substantiates the relevance of the chosen topic, formulates
the purpose and tasks of the research, specifies the object of the research and the
subject of the study.

The first section includes the theoretical foundations of service process
management.

The second section analyzes the service process management in the museums
of Shanxi Province, first of all, in Shanxi Museum.

The third section identifies the functions of museums in the 21st century and
the ways to improve the service process management in the museums of Shanxi
province, first of all, in Shanxi Museum.

The conclusions contain the main proposals and recommendations
implementation of which can help to solve the investigated problem.

Keywords: service process management, quality of service, museum
management, visitor service process management in the museum, functions of
museums, prospects for museum management development, ways to improve the

management of the visitor service process.
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O0'exToM [MOCHIUKEHHS JaHOi KBadidikamiiHoi poOOTH € yIpaBIIiHHS
poLiecoM 0OCITyroByBaHHS BiABIAyBauiB y mMy3esx nposinuii Hlanbci, 30kpema, y
my3ei [lanbci.

[IpeamMeToM JOCHIJIKEHHS € YHOPaBIIHHS TPOLEecoM OOCTyroByBaHHS Ta
MO>KJIMBOCTI HOTO YAOCKOHAICHHS.

KBamidikamiitna po0OoTa CKIagaeTbcsi 31 BCTyMy, 3 PO3/UTIB, BHCHOBKIB,
CIHUCKY BUKOPUCTAHMX JKEpell, T0AaTKiB.

VY BcTymi 0OOTPYHTOBAHO aKTyaJIbHICTh BHOpPaHOI TeMHU, CPOPMYITHOBAHO METY
1 3aBIaHHA JTOCTIHKEHHS, 3a3HaUYC€HO 00’ €KT Ta IIPEAMET JOCIIIIPKCHHS.

[lepmmii po3ail pO3KPUBAE TEOPETHYHI OCHOBM YMPABIIHHS MPOLIECOM
00CITyroByBaHHSI.

VY apyromy pos3auii MpoaHaai30BaHO YIPABIIHHS MPOIIECOM OOCTyTrOBYBaHHS
BIJIB11yBayiB y My3esx nposiHuii Hlanbci, 30kpema, y my3sei lllanbci.

Y T1perboMy po3nauii BuU3HaueHO (GyHKIT My3eiB y 21-oMy CTONITTI Ta
KOHKPETH30BAHO HUIIXH yJOCKOHAJIEHHS YIPAaBIiHHS MPOLIECOM OOCITYTOBYBaHHS
BiJIBiIyBauiB y My3esx nposiniii [1lanbci, 30kpema, y my3sei [llanbci.

BucHoBKM MICTSATh OCHOBHI TpOMO3UIIi Ta pPEKOMEHJAIlll, peamizaiis Ta
BIIPOBAXKECHHS SIKUX MA€ CIPUATH BUPIIICHHIO MPOOJIEMH JTOCIIIIKEHHS.

Knwouosi  cnosa:  ympaBiaiHHA — TOpOIECOM  OOCIYyrOBYBaHHS,  SIKICTh
00CITyroByBaHHs, YIpPaBIiHHS MYy3€€M, YIpPaBIiHHS MPOLIECOM OOCITYroBYBaHHS
BIJBIyBauiB My3€l0, (PyHKIIi My3€iB, NMEPCHEKTUBU PO3BUTKY MEHEIKMEHTY
My3€iB, UIUISIXM YAOCKOHAJIEHHS YIPABIIHHS MPOIECOM  OOCIyroBYBaHHS

BIJIBIlyBayiB y My3€sX.
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