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Improvement of efficiency of enterprises operating
in the services sector on the basis of logistics concepts

Abstract. At the modern stage of worldwide economic progress, there appears to be an advanced sphere of services related to 
social and economic life of industrially developed countries. On the basis of statistical data analysis, it emerges that despite the 
difficult situation in the sphere of finance and economics in the country, the Ukrainian services sector has shown positive growth 
trends over the past five years. Choosing a logistics concept to improve the efficiency of enterprises operating in the services sector 
is relevant because such an approach provides maximum control over the costs and market sensitivity of enterprises with regard to 
consumer needs. It has been found out that the main criteria of economic efficiency in the services sector are cost minimisation and 
enhanced quality of services. The article offers some recommendations related to the improvement of the efficiency of enterprises 
operating in the services sector, which, according to their influence on business activity of enterprises, are classified as those 
that cause minor, tangible or major changes and reduce enterprises’ expenditures. The proposed recommendations will help 
enterprises meet consumer needs, enhance the quality of services and significantly reduce expenditures.
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Підвищення ефективності функціонування підприємств сфери послуг на основі використання
логістичної концепції
Анотація. Виявлений базовий перелік видів вітчизняних підприємств сфери послуг, що потребують збільшення обсягів 
реалізованих послуг, дозволив визначити основні тенденції розвитку вітчизняної сфери послуг. Сутність поняття 
«послуга» обумовлює актуальність застосування логістичної концепції для підприємств сфери послуг. Виявлено найбільш 
вагомі фактори для підприємств сфери послуг, зміни яких сприяють підвищенню ефективності функціонування таких 
підприємств. Виокремлено складові логістичної концепції, якими активно користуються підприємства сфери послуг. 
Наведено перелік методичних рекомендацій щодо підвищення ефективності функціонування вітчизняних підприємств 
сфери послуг. Представлено п’ятирівневу модель якості послуг.
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Аннотация. Определение базового перечня видов отечественных предприятий сферы услуг, требующих увеличения 
объемов реализованных услуг, позволило сформировать основные тенденции развития отечественной сферы услуг. 
Сущность понятия «услуга», обуславливает актуальность применения логистической концепции для предприятий сферы 
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1. Introduction. At the modern stage of worldwide eco-
nomic progress, the leading role of the services sector be-
comes quite noticeable in social and economic life of indus-
trially developed countries. The new socially oriented vector 
of economic development requires from the abovementioned 
sector reforming of its main elements in the system of mana

gement. Reforms of the Ukrainian economy should consider 
changes in the services sector, thereby there is a need to de-
velop new theoretical principles of services sector functioning 
with regard to socially oriented development.

2. Brief Literature Review. Problems of management re-
lated to enterprises operating in the services sector are cove
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red in the works of such foreign scientists as P. Kotler (2014) 
[1], R. Norman (2000) [2], C. Gronroos (2015) [3], C. Lovelock, 
J. Wirtz (2011) [4] and others. The relevant problems have been 
studied by domestic scientists, among whom are S. Illiashen-
ko (2008) [5], Kukharskaia N. (2010) [6], S. Kuchyn (2011) [7], 
M. Matviiev (2011) [8], N. Pospelova (2004) [9], etc. However, a 
number of problems concerning the effective management of 
enterprises delivering services are left unsolved, which deter-
mines the relevance of the present scientific research.

3. The Purpose of the article is to find ways to increase 
the efficiency of enterprises delivering services by using logis-
tic concepts.

4. Results. Today, within the framework of the country’s 
economic reforms, one of the urgent necessities is a revision 
of outdated structures and methods of management in the ser-
vices sector, which will help to remove obstacles to the deve
lopment of both the abovementioned sector and the whole eco-
nomic system of Ukraine. In accordance with the official sta-
tistical data in Ukraine for the period of January-December 
2014, if compared to the corresponding period of the previous 
year, the scope of services realized to consumers grew up to 
0.8% (in comparable prices) and amounted 316.493 billion [10] 
(Figure 1). Along with this, market prices increased up to 7.1% 
on the annual basis.

In December 2014, the scope of the mentioned services 
amounted to 30.1133 billion UAH, which in comparable pri
ces is 93.8% of the scope of services realized in December 
of the previous year. More than a third 
(36.%) of the total scope of the rea
lized services were the transport servi
ces, warehousing, mail and courier ser-
vices, 22.8% accounted for informa-
tion and telecommunication services, 
13.5% corresponded to implementation 
of professional, scientific and technical 
activity services, 9.9% comprised va
rious real estate operations (Figure 2).

Within the period 2010-2014, we ob-
serve a significant decrease in the scope 
of services which depend on the indus-
trial sector. They are transportation ser-
vices, warehousing, postal and courier 
activities and real estate transactions. 
Nevertheless, enterprises are becoming 
more active in providing information and 
telecommunication services nowadays. 
Such data demand that the scientists de-
velop practical recommendations for the 
majority of domestic enterprises some to 
improve their efficiency in service deli
very in the light of the current crisis.

Fig. 1: Distribution of the scope of realized services 
and products for 2010-2014, %
Source: Compiled by the authors

Fig. 2: The distribution of the relative weight of services sector indicators 
for the period 2010–2014, %

 Source: Compiled by the authors

The main trends observed in the domestic services sector 
are the following. There is an active development of the servi
ces sector due to the overall increase in the volume of services. 
There is a differentiation in the quality of service levels with fur-
ther steps towards protection of consumer rights. There has 
been an inclusion of basic services in the list of goods, etc.

In general, the state of Ukraine’s services sector can be as-
sessed as problematic with a number of contradictions. On the 
one hand, the abovementioned sector is the most important 
factor for the quality of life improvement. On the other hand, 
this sector significantly falls greatly behind other sectors in the 
development and application of the latest methods and tech-
nologies of management.

Despite the fact that scholars and public authorities at 
various levels point to the importance of a socially oriented 
economy, most of the support and investment programs for 
the development of services have not been implemented yet. 
Thus, it is appropriate to focus on factors which determine the 
quality of activities and determine the role of logistics in en-
suring the appropriate level of service delivery, which will help 
to address the need for increased effectiveness of enterprises 
operating in the services sector.

Consideration of the stated problem requires a definition of 
the concept of service. Today scientists widely use such terms 
as «service» and «services sector». However, only some 
authors define these terms. Since the term «service» is am-
biguous, it requires a theoretical analysis [1-9; 11] (Table 1).

After studying the theoretical discourse in the scientific li
terature, we are able to highlight the main points of view about 
this term: the service as an economic category; a type of ac-
tivity; a sphere and a cash flow. The term «service» should be 
understood as an activity which is performed to meet speci
fic needs and other facilities granted to everyone. It should be 
noted that the efficiency modern enterprises increases mostly 
due to the rational organization of basic processes at the en-
terprises, in particular on a rational purchase, transportation, 
resource usage, etc. All the mentioned business processes 
are directly related to logistics interrelating all these activities 
into one system. However, the growing role of logistics in mo
dern economic world is also confirmed by the fact that in re-
cent years many companies have understood the importance 
of logistic services.

In the context of this research, it is appropriate to high-
light the main factors contributing to the increasing use of lo-
gistic concepts today: deepening of integration processes; en-
hancement of necessity to search for the ways to reduce expen-
ditures on resources in crisis conditions; enhancement of com-
petition and the orientation of enterprises activity on consumers 
of goods and services; use of advanced capabilities of new in-
formation technologies; acceleration of development of the ser-
vices sector; implementation of a flexible system of production.
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Fig. 3: Concepts of logistics management for the efficiency 
of services management 

Source: Compiled by the authors

Fig. 4: Scheme of enterprises management in the services sector 
from the position of logistics concepts 

Source: Compiled by the authors

Tab. 1: The main concepts to define the term «service»

Source: Compiled by the authors base at [1-9; 11]

Further, it should be noted that the practical aspect of the 
use of logistic concepts for the management of the enterprise in 
the services sector assumes maximal control of enterprises’cost 
and market sensitivity in order to meet the needs of the con-
sumer (Figure 3).

Modern realities require from the enterprises delivering ser-
vices a constant contact and more attention to the consumer, 
as well as a feedback with them. Taking into account the fact 
that a service cannot be demonstrated, seen, tasted, transpor
ted, stored, and considering the fact that most services are ac-
tions, services may present a concern for some consumers 
and sellers. An enterprise can describe its service and the be
nefits derived by the purchaser from its provision. Neverthe-
less, the quality of service provided can be evaluated only after 
its purchase and consumption.

The current state of logistics is characterized with regard 
to some peculiarities of the services sector development, such 
as [12]:
•	 establishment of consulting companies in develo

ped countries; 
•	 provision of ogistics services (i.e. transportation, 

warehousing, storage, information support, custo
mer service, etc);

•	 progress in the field of information technology which 
has greatly improved and facilitated logistics ope
rations by improving communication with providers; 

•	 cost reduction through the use of paperless tech-
nologies;

•	 creation of unions (alliances).
Those features are inherent to the modern stage 

of logistics development, which has greatly reduced 
the expenditures, risks and improved the opportunity 
of entering new markets. Therefore, it makes sense to 
list enterprise management elements from the posi-
tion of the logistics concept (Figure 4).

While creating an effective system of enterprise 
functioning, a multitude of factors and indicators 
should be taken into account. In particular, N. Podol-
chak, (2013) [13] suggests to take into account multi-
directional aims of stakeholder groups. However, it 
is extremely difficult to use this approach in the acti
vity of enterprises delivering services. However, it is 
reasonable to apply it to balance different groups in 
a multi-aspect activity of enterprises with regard to 
a small number of stakeholder groups that will also 
adapt to the complex logistics systems of enterprises 
operating in the services sector. Stakeholder groups 
include: stakeholders and heads of companies; con-
sumers, service providers and other counterparties; 
public authorities, etc.

Scientists distinguish numerous types of econo
mic efficiency of business activity (e.g. productive, 

technological, projecting, financial, etc.). 
However it is reasonable to consider the 
peculiarities of their influence on the func-
tioning of enterprises.

Having analysed scientific literature, 
both domestic and foreign, we have con-
cluded that there is no consensus on the 
definition of efficiency of the services sec-
tor relevant to the logistics concept. Cost 
minimization and the enhanced quality of 
services are often the main criteria of such 
efficiency. Undoubtedly, the focus on cost 
minimization is essential, but it implies the 
achievement of the required level of logis-
tics services. As an illustration of the pro-
cess defining priorities, it is proposed to 
consider a five-level model of service qua
lity (Figure 5).

Thereby, we can present the following 
recommendations to improve the efficiency 
of enterprises operating in the services sec-
tor. It is necessary to implement:

1) minor changes in the activity of enter-
prises, keeping to the five-level model of service quality at the 
current stage of development of enterprises delivering services, 
which will significantly improve the efficiency of their functioning 
by structuring the existing information on the five-level model 
of service quality, and by organizing a well-functioning system 
of information and feedback with the distribution of powers and 
responsibilities of the personnel at the enterprises of the ser-
vices sector;

2) tangible changes in the activity of enterprises which will 
secure a substantial increase in the volume of services pro-
vided to the consumer at relatively constant financial, mate-
rial and labour costs; this can be achieved by constant rein-
forcement of interests and encouraging of consumers to pur-
chase services, applying new calculation methods of the use 
of services, etc.;

3) major changes in the activity of enterprises, providing di-
versification with regard to modern trends, conditions and pe-
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culiarities of their development, an active use of the informa-
tion services diversity list related to the activity of enterprises, 
as well as the implementation of telecommunication innova-
tions which will make it possible to attract new consumers, etc.

It is possible to increase the efficiency enterprises in the 
services sector in two ways: the first one involves a reduction 
of costs of services provided, the other implies an increase in 
profits. However, in practice a combined approach based on 
the basic principles of ISO 9000:2000 and Lean methodolo-
gies, along with the use of the tools of strategic and operational 
marketing, the tools of innovation management and the Theo-
ry of Constraints introduced by Goldratt (total optimization pro
duct, total flow management, time management, process ma
nagement, inventory management, energy consumption ma
nagement and Just-in-Time system) is usually applied.

5.  Conclusions. We have reviewed various approaches 
that reveal the conceptual model of management using the 
principles of logistics reflected in economic literature. The lack 
of information and organizational support, the use of outdated 
methods, models and indicators for the organization and as-

sessment of enterprise efficiency in the services sector leads 
to neglecting of process of using the reserve capacity manage-
ment of enterprises delivering services.

We have formed a list of services requiring an increase in 
volumes of their realization which allows us to define the main 
trends in the development of the domestic services sector. This 
may become possible due to an increase in the volume of tele-
communication services and a decrease in transportation ser-
vices and warehouse activities, postal and courier activities, 
and real estate transactions.

We have defined the key points of the term «service» that 
justify individual elements of the logistics concepts use for enter-
prises delivering services and identified individual components 
of the logistics concept actively used by enterprises operating in 
the services sector, i.e. the complex assessment of logistics sys-
tems, market sensitivity of the enterprise to the consumer needs 
and the corresponding control of the costs to provide a service 
to the consumer.

Wehave proposed a five-level model of service quality and 
presented a corresponding list of methodological recommen-
dations for Ukrainian enterprises to increase their efficiency in 
the services sector.

Sustainable development and improvement of the organi
zation are the key aspects related to the enhanced efficien-
cy of enterprises delivering services regardless of conditions. 
The prospects for further research on the efficiency enterpri
ses operating in the services sector are outlined.

The results of the study, namely the methodological recom-
mendations on the improvement of the efficiency of services 
are currently being implemented at Ecotehnopark LLC (Kharkiv, 
Ukraine).

Fig. 5: Five-level model of service quality 
Source: Compiled by the authors
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