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FEATURES OF BUSINESS COMMUNICATION
IN THE HOTEL AND RESTAURANT BUSINESS

Statement of the problem in a general form and
its connection with important scientific or practical
tasks. Business communication in the hotel and
restaurant industry is a key element that affects the
quality of service, customer satisfaction, and the
efficiency of management processes. In the context of
globalization and increasing competition, the specifics
of business communication are becoming critical factors
in ensuring the competitiveness of enterprises in this
sector. The importance of this issue is driven by the high
demands on professional ethics, service standards, and
the communication skills of staff, which directly
influence customer loyalty and the reputation of the
hotel and restaurant business.

Scientific interest in studying the features of
business communication in the hotel and restaurant
industry is motivated by the need to develop new
approaches to improving service quality and refining
management decisions within the context of the
dynamic changes in the market. From a practical
perspective, a key task is to develop effective
communication strategies to enhance customer
satisfaction, prevent conflicts, and ensure the continuity
of business processes. Examining these aspects helps
improve the professional training of workers in the hotel
and restaurant sector, fostering the development of their
social and communication competencies, which are
essential for the success of enterprises in this field.

The specifics of business communication in the
hotel and restaurant industry during the war in Ukraine
become even more significant for several key reasons.
First, the war has significantly impacted the socio-
economic situation, forcing businesses to adapt to
conditions of uncertainty, crisis, and limited resources.
In such circumstances, effective communication is
critically important for ensuring business stability,
maintaining the trust of customers and employees, and
supporting the morale of the staff. Second, due to the
mass displacement of people and the increase in the
number of internally displaced persons, the demands for
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service quality in the hotel and restaurant sector have
risen. Effective communication with clients and
employees helps to avoid conflicts, provide
psychological support, and create comfortable
conditions for guests, which is especially important in
times of crisis. Third, many businesses during the war
are striving to support the country’s economy and
preserve jobs. Successful communication with partners,
suppliers, and other stakeholders is a decisive factor in
sustaining the business and adapting it to new realities.
Therefore, studying the specifics of business
communication in this sector during the war is not only
relevant but also crucial for the survival and sustainable
development of the hotel and restaurant industry in
Ukraine.

Analysis of the latest sources of research and
publications. The modern understanding of business
relations in the hotel and restaurant industry has been
examined by both foreign and domestic researchers,
including prominent scholars such as V. Andreev,
V. Apopiy, O. Baeva, K. Davis, S. Zadek, E. Carnegie,
O. Leontiev, G. Lensen, M. Friedman, O. Sheldon,
A. Bazilyuk, G. Bashnyanin, M. Butko, S. Ilyashenko,
S.Knyaz, O.Kuzmin, A.Mudryk, Y. Paleha,
N. Panina, A. Panfilova, G. Sagach, M. Starodubska,
M. Tugan-Baranovsky, T. Kholopova, S. Cherner,
V. Sheinov, G. Shchokin, V. Shapoval, and many
others. However, an unresolved aspect of this highly
relevant issue remains the identification of the specific
features of business communication in the hotel and
restaurant industry, particularly in Ukraine during
martial law.

Formulation of the purpose of the article. The
purpose of this article is to analyze and identify the
specific features of business communication in the hotel
and restaurant industry, with a particular focus on the
challenges and dynamics present in Ukraine during
martial law. The study aims to explore the key factors
influencing effective communication in this sector,
determine the impact of the current socio-economic and
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crisis conditions on business relations, and provide
recommendations for improving communication
strategies in order to enhance service quality, customer
satisfaction, and business stability during periods of
uncertainty and conflict.

The object of the study is the specific features of
business communication in the hotel and restaurant
industry, particularly in the context of crisis situations
caused by the state of war in Ukraine.

The subject of the study is the communication
processes and their impact on management efficiency
and service quality in the hotel and restaurant industry
under the conditions of martial law in Ukraine.

Presentation of the main research material. In
general understanding, business communication is an
essential tool for achieving effective interaction
between people in the professional sphere. Its essence
lies in the exchange of information, ideas, and emotions
to achieve common goals, make decisions, solve
problems, and ensure effective collaboration. Business
communication fosters the development of trustful
relationships between partners, colleagues, and clients,
helps optimize work processes, and avoids
misunderstandings and conflicts. The importance of
business communication also lies in its role as the
foundation of managerial activities, allowing leaders to
effectively convey information, give instructions, and
receive feedback from subordinates. Additionally, it
contributes to the development of corporate culture,
enhances employee motivation, and helps create a
positive image of the company in the market.

L. Malyuk defines business communication as
communication between interlocutors who are
significant to each other, interacting regarding a specific
matter, with the main goal of such communication being
productive work [9-10].

O. Avramenko, L. Yakovenko, and V. Shiyka
define business communication as the exchange of
information, through which a manager obtains the
necessary information for making effective decisions
and communicates these decisions to the organization's
employees [1].

0. Oliynyk defines business communication as a
new academic discipline, whose development has been
influenced by various fields of science (ethics,
psychology, philosophy, sociology) and practice
(management, administration, etc.). However, ethics
and psychology, as the sciences that study human nature
and behavior (albeit from different perspectives), have
had the most significant impact. These fields examine
the factors that affect human activity and interaction
[12].

The content of business communication is the
"business" around which interaction arises and
develops. Various descriptions of its specifics can be
found in the literature. The following characteristics of
business communication are highlighted: the
interlocutors are individuals who are significant to each
other, they interact regarding a specific matter, and the

main goal of such communication is productive
collaboration.

According to some scholars, communication
should be considered business communication if its
defining content is socially significant joint activity [5;
13; 14]. Others believe that business communication is
verbal contact between interlocutors who have the
necessary authority for it and aim to solve specific
problems [3; 6; 9; 16].

Based on the provided definitions, business
communication can be understood as a structured
exchange of information and interaction between
individuals or groups who are significant to each other
and are engaged in socially or professionally meaningful
activities. Its primary goal is to facilitate productive
collaboration and decision-making within a formal
context. Business communication involves not only the
transfer of information but also the coordination of
actions, mutual influence, and the application of ethical
and psychological principles to ensure effective, goal-
oriented interactions that benefit both the organization
and the participants.

In business communication, it is easier to establish
contact between people if they "speak the same
language" and aim for productive collaboration. The
foundations of the culture of their communication are
ethical norms and ritual rules of business relations, as
well as knowledge and skills related to the exchange of
information, the use of methods and means of mutual
influence, and mutual understanding. The moral aspect
of business communication is of great importance. In
professional activity, people strive to achieve not only
common goals but also personally significant ones. But
how exactly? Through their own knowledge and skills,
or by exploiting others? Selfishness in relationships
between people can disrupt them. The ethics of business
communication are based on such rules and norms of
behavior between partners that promote cooperation.
This primarily involves strengthening trust, consistently
informing partners about one's intentions and actions,
and preventing deceit and failure to fulfill commitments.
Some foreign corporations and companies have
developed codes of honor for their employees. It has
been proven that business with a moral foundation is
more profitable and progressive than one that is immoral
[12].

Professional communication is shaped within the
context of specific activities and therefore, to some
extent, absorbs its characteristics and becomes an
important part and tool of that activity. In professional
communication culture, one can distinguish general
norms of communication, which are determined by the
nature of the social system and are based on the
achievements of the past and the present. At the same
time, this culture has an individual character and is
manifested in the ways of communication that the
individual chooses in specific business and speech
situations with regard to specific people.
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So we come to the conclusion that business
communication plays a pivotal role in establishing
effective professional relationships, as it builds upon
common understanding, shared objectives, and ethical
principles. The ease of establishing contact between
individuals who "speak the same language" and pursue
productive collaboration highlights the importance of
aligning personal and professional goals. A culture of
business communication, rooted in ethical norms and
mutual respect, is critical for fostering trust,
transparency, and long-term cooperation. The moral
dimension of business communication cannot be
overlooked, as it directly influences the quality of
relationships and the overall success of an organization.
Selfishness and exploitation disrupt communication and
collaboration, undermining the trust essential for
achieving shared goals. On the other hand, ethical
communication, which includes honesty, fulfilling
commitments, and transparency in intentions, creates a
foundation for sustainable business practices. As
evidenced by the use of codes of honor in some
companies, businesses grounded in morality are not
only more progressive but also more profitable.
Moreover, professional communication adapts to the
specific context of the activity it supports, which implies
that communication practices evolve in response to the
nature of the tasks at hand and the social norms that
govern them. This adaptability is crucial, as it allows for
the personalization of communication strategies,
ensuring that interactions are tailored to the individuals
and circumstances involved. Ultimately, the success of
professional communication depends on the balance
between adherence to general norms and the flexibility
to adjust to specific situations. This balance is essential
for maintaining productive and harmonious business
relationships.

I. Yuryeva and G. Garyaeva believe that the
psychological aspects of the customer service process
are of considerable importance in the operation of hotel
and restaurant businesses. In this regard, managers and
employees of a company should focus on the following
aspects of their work:

— Cultivating constructive individual psycholo-
gical qualities in employees who interact with
customers;

— Steering the overall service environment in a
positive psychological direction;

—Creating conditions that encourage the
manifestation of positive psychological traits in
customers [15].

Research shows that since the beginning of the war,
hotel and restaurant businesses in many cities across
Ukraine have Dbeen serving as centers for
accommodating refugees, preparing hot meals, and
organizing food supplies during the evacuation of
Ukrainian defenders and volunteers from combat zones.
Hotels are also providing storage spaces for
humanitarian aid and other initiatives aimed at
supporting affected civilians. Recently, Ukrainian hotels

launched the "Visit Ukraine in the Future" campaign,
aimed at supporting Ukraine’s hospitality industry,
which has been playing a crucial role in backing the war
efforts and has been facing significant financial
challenges since the onset of the war [2].

Under martial law, new trends in the restaurant
business have emerged:

— Sustained demand for home-cooked meals, fast
food, semi-prepared products, and quick dining in
public catering establishments;

— The influence of wartime rules, such as curfews
and the need to comply with air raid alarm regulations;

— The necessity to establish fast food delivery
logistics;

— The impact of the restaurant’s location, such as
proximity to combat zones or areas where internally
displaced persons are settled.

Currently, people visit restaurants much less
frequently due to several factors:

— Psychological tension;

— Financial instability;

— Demographic uncertainty.

Delivery services have proven irrelevant due to
high commissions and fuel shortages, significantly
reducing income from deliveries as well.

In these challenging times, flexibility and
adaptability are crucial. The war requires decisive
actions and decisions. Therefore, restaurateurs:

— Reevaluate their concepts;

— Try to attract a new audience;

— Optimize their menus;

— Review dish ingredients;

— Remove expensive items or those that require
special products.

Every day, restaurant owners make numerous
decisions that go unnoticed by visitors. Behind the
scenes, hundreds of decisions and efforts are made,
while guests only see the final result.

However, despite the high costs of fuel and
products, constant threats of shelling, power and water
outages, restaurants continue to contribute to the
country's economy, pay taxes, provide jobs, and engage
in volunteer activities. The business is going through
tough times, but it is crucial not to stop and to do
everything within its power to achieve victory [4].

Currently, the hotel and restaurant sector in
Ukraine is in a difficult situation, as military actions are
becoming increasingly destructive, with Russian forces
using "scorched earth" tactics and frequently launching
missile strikes. Given the numerous negative external
factors, it is worth noting that this industry is
demonstrating a sufficient level of resilience to keep
many businesses operating in the market. In this context,
the further development of the hotel and restaurant
industry is under threat. Although a certain level of
adaptation in the sector has facilitated the creation of
new chain establishments and small tourism-oriented
enterprises, no new independent hotel and restaurant
complexes are being opened. Additionally, the realities
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of the war are pushing representatives of this business to
change the nature of services and overall business
operations, with new volunteer services and an
increased focus on the social value of hotel and
restaurant enterprises being actively introduced [11].

A large number of representatives of the hotel and
restaurant business are currently working on
implementing new ways to adapt to the current
economic conditions and the consequences of the war.

Thus, communication aspects also play a significant role
in adapting to the new demands of martial law in
Ukraine.

Thus, we move on to the key factors influencing
effective communication in this sector.

The key factors influencing  effective
communication in the hotel and restaurant sector include
the following (Table 1).

Table 1

The key factors influencing effective communication
in the hotel and restaurant sector include the following

Ne p/o The fact

Contents and features

1 Cultural awareness and sensitivity

Understanding the diverse cultural backgrounds of both customers and
employees is crucial for providing tailored services and ensuring respectful
communication. This is especially important in a context where businesses
serve displaced persons or foreign guests

2 Clear and transparent messaging

Given the uncertainty of wartime conditions, businesses must communicate
clearly and openly with customers, employees, and partners. Providing timely
updates on operational changes, safety measures, or available services is
essential for maintaining trust

3 Adaptability to crisis communication

Effective communication during crises, such as air raids, curfews, or power
outages, is critical. Businesses must have contingency plans in place and the
ability to quickly inform customers and staff about any disruptions or safety
protocols

4 Emotional intelligence and empathy

In a high-stress environment, emotional sensitivity plays a vital role in
customer service. Staff should be trained to handle difficult conversations and
respond empathetically to the needs and concerns of customers, many of whom
may be under significant emotional strain due to the war

5 Utilization of digital communication
tools

Leveraging technology, such as social media, messaging apps, and emalil,
allows businesses to maintain regular communication with customers and
employees, especially in situations where face-to-face interactions may be
limited or disrupted

6 Consistency in service quality

Ensuring that communication aligns with the quality of service delivery is
crucial. Any disconnect between what is communicated and what customers
experience can lead to dissatisfaction and harm the business's reputation

7 Internal communication within the
team

Effective internal communication among staff and management is essential for
coordinating efforts, especially when adapting to new working conditions,

service adjustments, or emergency protocols

Source: author's development.

These factors are integral to maintaining effective
communication in the hotel and restaurant sector,
particularly in the challenging environment created by
war.

The impact of the current socio-economic and
crisis conditions on business relations in the hotel and
restaurant sector is profound and multifaceted. Key
effects include:

1. Disruption of supply chains. The war has
significantly disrupted the availability and cost of
goods, including food and essential supplies. This
impacts both service delivery and pricing, straining
relationships with suppliers, who are also affected by
logistical challenges and increased costs.

2. Financial instability. Many businesses are facing
reduced revenues due to decreased customer demand
and increased operational costs. This financial strain
affects business relationships with creditors, suppliers,
and even employees, as businesses may struggle to meet
payment obligations or maintain competitive wages.

3. Shift in customer behavior. The socio-economic
crisis has led to changes in consumer preferences, with
customers seeking more affordable and essential
services rather than luxury or non-essential offerings.
This shift requires businesses to adapt their strategies,
influencing how they communicate and engage with
their clientele.

4. Increased reliance on digital communication. In
response to the challenges of physical interactions due
to curfews, safety concerns, or displacement, businesses
have increasingly turned to digital platforms for
maintaining relationships with customers, partners, and
employees. This shift has reshaped how businesses
interact, emphasizing the need for effective online
communication and service delivery.

5. Volatility in labor relations. Due to staff
shortages, displacement, or safety concerns, businesses
have had to adapt to a more fluid workforce. Employee
retention and morale are challenged, requiring
businesses to focus on transparent and empathetic
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internal communication to maintain strong relationships
with their teams.

6. Adaptation to crisis-driven changes. The
ongoing conflict forces businesses to constantly adjust
their operations, often on short notice, to accommodate
crisis conditions such as air raid alarms, power outages,
and evacuations. This constant adaptation requires
businesses to maintain open lines of communication
with all stakeholders to ensure coordination and
flexibility.

7. Emergence of new collaborative models. Crisis
conditions have fostered increased collaboration
between businesses, governments, and NGOs,

particularly in efforts to provide humanitarian aid or
services for displaced populations. These new forms of
collaboration influence traditional business relations,
focusing more on shared goals and community support

(Fig. 1).

Fig. 1. The impact of the current socio-economic and crisis conditions on business relations
in the hotel and restaurant sector in Ukraine

Source: author's development

Overall, the current socio-economic and crisis
conditions are reshaping business relations in the hotel
and restaurant sector, demanding flexibility, clear
communication, and a focus on maintaining trust and
collaboration amidst uncertainty.

Recommendations for Improving Communication
Strategies to Enhance Service Quality, Customer
Satisfaction, and Business Stability During Periods of
Uncertainty and Conflict in Wartime Ukraine:

1. Prioritize Transparency and Honesty. Clear and
transparent communication with both customers and
employees is crucial during periods of uncertainty.
Businesses should regularly update stakeholders on
operational changes, such as altered working hours due
to curfews or safety measures in place for air raids.
Being upfront about potential delays, shortages, or
adjustments builds trust and helps manage expectations.

2. Implement Crisis Communication Plans.
Establish a crisis communication plan that outlines how
to quickly inform employees, customers, and partners
during emergencies such as air raid alarms, missile
strikes, or supply chain disruptions. Ensure
communication channels are accessible and reliable,

such as using SMS alerts, social media, or mobile apps
to send real-time updates.

3. Strengthen Digital Communication Channels.
With limited physical interaction, it is essential to
enhance digital communication strategies. This includes
regularly updating websites, apps, and social media
profiles with current information, and utilizing customer
relationship management (CRM) systems to maintain
personalized communication with clients. Offering
online ordering, reservations, and customer support
options can improve convenience for customers and
maintain engagement.

4. Focus on Empathy and Emotional Intelligence.
Training staff in emotional intelligence is critical,
especially when dealing with customers affected by the
war. Staff should be able to respond with empathy,
demonstrating understanding and compassion. Creating
an environment where customers feel heard and
supported will improve customer satisfaction, even in
difficult circumstances.

5. Adapt Service Offerings Based on Customer
Needs. As customer preferences shift due to economic
and psychological pressures, businesses should adapt
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their services to meet these changing needs. Offering
simplified menus, affordable meal options, or takeout
and delivery services can appeal to customers who may
be experiencing financial difficulties. Communicating
these adaptations clearly through marketing materials
and direct messaging can help retain customers.

6. Use Multi-Channel Communication. Engage
with customers through a variety of communication
channels to ensure wide reach. This includes social
media, email newsletters, instant messaging apps (like
Telegram, Viber, or WhatsApp), and phone calls.
Offering multiple touchpoints for customers to interact
with your business increases the likelihood of staying
connected, even during disruptions.

7. Engage in Community-Oriented Communica-
tion. Demonstrating social responsibility can enhance
customer loyalty during times of crisis. Highlight your
business’s volunteer activities, humanitarian efforts, or
contributions to the community. Showcasing these
efforts through social media, email campaigns, or public
relations will strengthen the business’s reputation and
foster a sense of solidarity with customers and the local
community.

8. Enhance Internal Communication and Team
Coordination. Ensure that internal communication
within the business is efficient and organized. Staff
should be kept informed about operational changes,
safety protocols, and customer service updates through
regular briefings or internal communication platforms.
Clear communication within the team ensures that all
employees are on the same page, improving service
delivery and morale.

Prioritize Transparency and
Honesty
Implement Crisis
Communication Plans
Strengthen Digital
Communication Channels
Focus on Empathy and
Emotional Intelligence
Adapt Service Offerings Based
on Customer Needs
Use Multi-Channel
Communication
Engage in Community-
Oriented Communication
Enhance Internal
Communication and Team
Coordination

Leverage Feedback Loops

Maintain Flexibility and
Agility

9. Leverage Feedback Loops. Create mechanisms
for receiving and responding to feedback from both
customers and employees. This could include online
surveys, suggestion boxes, or follow-up messages after
service interactions. Use this feedback to improve com-
munication and service offerings continuously. Res-
ponding to customer feedback shows that their concerns
are valued and helps address potential issues promptly.

10. Maintain Flexibility and Agility. The situation
during wartime is fluid and unpredictable, requiring
businesses to remain flexible in their communication
strategies. Prepare to adjust messaging and services as
conditions change. Flexibility could involve offering
remote work options for staff, adjusting pricing
structures, or quickly changing service delivery methods
(e.g., from dine-in to takeout only) to respond to new
circumstances.

By implementing these recommendations,
businesses in the hotel and restaurant sector can not only
improve communication strategies but also enhance
service quality, maintain customer satisfaction, and
foster business stability during the challenging period of
war in Ukraine.

Recommendations for Improving Communication
Strategies to Enhance Service Quality, Customer
Satisfaction, and Business Stability During Periods of
Uncertainty and Conflict in Wartime Ukraine can be
presented in Fig. 2.

Implementing the outlined recommendations can
significantly enhance business communication in the
hotel and restaurant industry, especially in the
challenging context of wartime Ukraine. Here's what
can be achieved from these strategies:

-

1. Improved Trust and Loyalty
2. Increased Customer
Satisfaction
3. Adaptability to Changing
Customer Needs
4. Enhanced Customer Relations
through Empathy
5. Stronger Community Ties
6. Resilience Through Flexibility
7. Better Team Coordination and
Service Quality
8. Continuous Improvement
Through Feedback

N\ J

Fig. 2. Recommendations for Improving Communication Strategies
in the hotel and restaurant business

Source: author's development.
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1. Improved Trust and Loyalty. Prioritizing
transparency and honesty will foster trust between the
business and its customers. When customers are
informed about changes in services, potential delays, or
disruptions, they are more likely to be patient and loyal,
knowing that the business is doing its best under
difficult circumstances.

2. Increased  Customer Satisfaction.  Crisis
communication plans and strong digital communication
channels will ensure that customers are always up-to-
date on important information. Providing real-time
updates through multiple channels will reduce
confusion and help manage expectations, leading to a
smoother customer experience.

3. Adaptability to Changing Customer Needs. By
adapting service offerings based on the changing needs
of customers - such as offering affordable options or
modifying the menu—businesses can continue to meet
demand even when customer preferences shift due to
economic or psychological pressures. This adaptability
will keep customers engaged and satisfied.

4. Enhanced Customer Relations through
Empathy. Emotional intelligence training for staff will
help them manage interactions with empathy and
sensitivity, which is especially important during
wartime when customers may be experiencing
heightened stress or trauma. This can lead to stronger
customer relationships and improved satisfaction.

5. Stronger Community Ties. Engaging in
community-oriented ~ communication, such  as
highlighting humanitarian efforts, will build a positive
reputation and create a sense of solidarity between the
business and its customers. This strengthens the
connection with the local community, which can
enhance customer loyalty.

6. Resilience Through Flexibility. Maintaining
flexibility and agility allows businesses to quickly adapt
to changing conditions, such as shifting from dine-in to
takeout, or adjusting pricing strategies. This agility can
help businesses remain operational and relevant,
ensuring business continuity even during periods of
uncertainty.

7. Better Team Coordination and Service Quality.
Enhancing internal communication will improve staff
coordination and ensure consistent service quality.
When employees are well-informed and aligned with
business goals, they can better meet customer needs and
deliver a seamless experience, which contributes to
overall business stability.

8. Continuous Improvement Through Feedback.
Creating feedback loops will help businesses refine their
services and communication strategies. By actively
listening to customer concerns and acting on their
feedback,  businesses can  make  necessary
improvements, leading to higher satisfaction and
customer retention.

Literature

Overall, these recommendations aim to improve
customer satisfaction, service quality, and business
resilience, which are crucial for maintaining stability in
the hotel and restaurant industry during periods of
conflict.

Conclusions from the research and prospects
for further research in this direction. The study has
demonstrated that business communication plays a
pivotal role in the survival, stability, and development
of the hotel and restaurant industry, especially during
the challenging conditions of war in Ukraine. Effective
communication strategies, centered around
transparency, empathy, adaptability, and the utilization
of digital tools, are crucial for maintaining service
quality, customer satisfaction, and business continuity.
Businesses that focus on clear, honest, and responsive
communication can better manage the uncertainties of
the current socio-economic environment, fostering trust
with customers, employees, and partners.

The research also highlights the importance of
cultural sensitivity, crisis communication preparedness,
and community-oriented initiatives in strengthening the
resilience of the sector. By addressing both internal
(staff coordination) and external (customer and partner
engagement) communication, businesses can maintain
operational stability while contributing positively to the
local economy and society during wartime.

Prospects for Further Research should focus on: -
adapting communication strategies for post-war
recovery: as Ukraine transitions into a post-war
economy, further research should explore how
communication strategies can evolve to support
recovery, rebuild customer trust, and promote tourism
and hospitality in the country; - digital transformation in
business communication: the ongoing digitalization of
the hotel and restaurant industry requires in-depth
analysis of the effectiveness of different digital
communication platforms, tools, and systems that can
help businesses adapt to future challenges and
opportunities; - psychological  aspects of
communication in crisis: additional studies should
investigate how psychological support and emotional
intelligence in business communication can further
enhance customer satisfaction and employee well-being
during and after crises; - exploring new collaborative
models: further research should examine the potential
for collaborative efforts between businesses, NGOs, and
governmental bodies to strengthen communication
networks and provide unified responses during crises.

In conclusion, effective business communication is
not only crucial for the immediate survival of the hotel
and restaurant industry in Ukraine during wartime but
will also play a critical role in shaping its recovery and
future growth. Addressing these aspects through
ongoing research will provide valuable insights for
navigating the post-war landscape and enhancing the
sector's resilience.

1. ABpamenxko O. O., Sxosenxo JI. B., lIniika B. f1. Jlinose chinkyBaHHs: HaB4. mociOHUK. IBano ®pankisesk: JlinesHB, 2015.

160 c.

Exonomiunmii Bicauk Jlonbacy Ne 4(78), 2024

ISSN 1817-3772



V. Zaichenko, M. Buhaieva

2. Baxenosa C. E., ITomorosceka 0. 0., Kanuyp I. T'. po3BUTOK roresnbHO-pecTOpaHHOro Oi3HECY B YMOBax ChOTOJICHHSI.
Exonomixa ma cycninecmeo. 2022. Bumn. 38. DOI: https://doi.org/10.32782/2524-0072/2022-38-22.

3. Boponin €.1. Komaposa K.B., Jlumoscska H.A., Tapacenko T.M. CorianbHO-IICHXOJIOTIYHI OCHOBHU JIJIOBOTO CITUIKYBAaHHS.
Hapuansnuii moci6ruk. Juinpo: F'PAHI, 2019. 184 c.

4. bputsenko A. C., Bpurina C. 1. Tenaenuii pectopantoro 6i3Hecy Ykpaiuu B ymoBax BiitHu. Ceimogi docschenns i cyuacHi
meHOeHYii PO36UMKY MYPU3MY Ma 0MeNbHO-PeCMOPanHo20 20cnodapcmeaa’ Matepiand MikHap. HayK.-IIPakT. KoHQ. (M. 3anopixoks,
25  mmcromama 2022 p.). Bamopixksa: HY  «Bamopiseka  momitexmika»n,  2022. C.  487-189.  URL:
https://tourlib.net/statti_ukr/brytvenko.htm.

5. ax 1. M. ETuKa 1i0BOro CHinKyBaHHs: HaBY. nocibH. Kuis: Lientp HaBu. miteparypu, 2005. 160 c.

6.3ycin B. 5. Etuka Ta eTHKeT AITOBOrO CIIJIKYBaHHsI: HaBYAJIBHUH MOCIOHHMK: 2-e¢ BHUI., mepepod. i mom. Kuis: Ilentp
HaBYaJbHOI JiTepaTypu, 2005. 224 c.

7. Kpaceko A. b., bopayn O. }O. Bisnec-eTnka B iHAycTpil TOCTHHHOCTI: METOqM4HI pekoMeHaamii. JIbBiB: BunaBauumii nentp
JIHY im. I. @panka, 2020. 50 c. URL: https://geography.Inu.edu.ua/wp-content/uploads/2020/11/Metodychni-rekomendatsii-z-Biznes-
etyky.pdf.

8. Ky6pax O. B. ETrka [ioBoro ta noBCSKISHHOTO CIiIKyBaHHs: HaBd. nmociOH. Cymu: YHiBepcuTeTchka kuura, 2002. 288 c.

9. Mamok JI. I1., Bapunaesa JI. M. IlpodeciiiHa eTika Ta €THKET y TOTEILHOPECTOPAaHHOMY Oi3Heci: HadaabHUH MOCIOHHK.
XapxkiB: XAYXT, 2017. 147 c.

10. Mamok JI. II., Kononenko T. II., Iloncrana H. B. KonmenryansHi npuxmmnm QopMmyBaHS CTaHZapTiB cepBicy B
pecropanHoMy Gi3Heci: moHorpadis. Xapkis: XJYXT, 2011. 73 c.

11. Moprysets O. b., Bodcei II. B. Ilpobnemu po3BUTKY rotensHo-pecTopanHoro 6Oisuecy B VYkpaini. In The XXXIV
International Scientific and Practical Conference «Current and youth ways of solving the problems of world science». European
Conference. 2023. C. 115-118.

12. Omiitauk O. JlinoBe crinkyBaHHs: HaBYabHUH nocionuk. Kpacuoapmiiicsk: KII JouHTYVY, 2009. 380 c.

13. Mentrmok M., Mapynuu 1., laiinaenxo 1. J{inoBe crinkyBanHs Ta KynbTypa MosieHHs. Kui: LlenTp HaBuasibHOI JiTEepaTypH,
2019.

14. Yaiika I'. JI. KynbTypa IioBOro CIiIKyBaHHS MEHe[Kepa: HaBd. rociOH. Kuis: 3nanns, 2005. 442 c.

15.10p'eBa I. A., T'apsiea I'. M. JlioBe CHijKyBaHHS y 3aKijiajax rOTeIbHO-pECTOpPaHHOrO Oi3Hecy. Bicnux Hayionanvrozo
mexniunozo ymisepcumemy "XIII". Exonomiuni nayxu: 36. Hayk. mp. Xapkis : HTY "XIII". 2020. Ne 5 (7). C. 39-42. DOI:
https://doi.org/10.20998/2519-4461.2020.5.39.

16. Humbamok 1. M. Icuxonoris crinkyBanHs: HaBd. [locionuk. Kuis: B/ “TIpodecionan”, 2004. 304 c.

17. Yaiika I'. JI. KynbTypa IinoBoro CIiikyBaHHS MEHe/Kepa: HaBd. rociOnuk. Kuis: 3nanns, 2005. 442 c.

18. I'ynamok O. M., fxymesa O. B., Cymixo H. B. Inirianizariis Ta KOHIEIILisl TPOSKTYBAHHS i ANIPUEMCTB TOTENILHOTO Oi3HECY
B KipoBorpaacekomy perioni. Bichux Cxionoceponeticoko2o yHisepcumenty ekoHomixu ma menedcmenmy. Cepis. exonomika i
ynpagninna. 2020. Bun. 1 (28). C. 168-179.

19. Hutsaliuk O., Bondar Iu., Remzina N., Lizut R. Modifications of Digital Technologies by Client-oriented Service of Logistics
Activities in the Management System of the Enterprise.Philosophy, Economics and Law Review. 2023. Vol. 3. No. 1. P. 91-102. DOI:
https://doi.org/10.31733/2786-491X-2023-1-91-102.

20. T'yuamox O. M., boumap 1O. A., Tomapepa-Ilataxosa B. B., Ykpaincekuii C. C. 3acTocyBaHHS iHHOBAIMHUX IMTiAXOIiB
IIOJI0 TOKPAIIEHHS CHCTEMH IiATOTOBKH 1 CTHMYIIOBaHHS MEHEKEPIB IpH (OPMyBaHHI KaJpOBOTO IOTEHIIAy NPOMHUCIOBOTO
HminpueMcTBa.  Vnpaeninna —exonomixow:. meopia ma npakmuka. Yymauenxigcoxi uumanus. 2023. C.59-76. DOI:
https://doi.org/10.37405/2221-1187.2023.59-76.

21. T'ynamok O. M., Pemsina H. A., Tomapesa-Ilatnaxosa B. B., Boumap 0. A. 3HaueHHS TEXHOJOTT yIIPaBIiHHS IEPCOHATIOM
B CHCTEMI PO3BHUTKY KaJpPOBOTO MOTEHLIATY IiJNPUEMCTBA. Po36Umox memooie ynpasininusa ma coCno0aplo8ants Ha MpaHchnopmi.
2024. Ne 1 (86). C. 108-119. DOI: https://doi.org/10.31375/2226-1915-2024-1-108-119.

References

1. Avramenko, O. O., Yakovenko, L. V., Shyika, V. Ya. (2015). Dilove spilkuvannia [Business communication]. Ivano-
Frankivsk, Lileia-NV. 160 p. [in Ukrainian].

2. Bazhenova, S. E., Polohovska, Yu. Yu., Kantsur, I. H. (2022). Rozvytok hotelno-restorannoho biznesu v umovakh sohodennia
[Development of the hotel and restaurant business in the current conditions]. Ekonomika ta suspilstvo — Economy and Society, 38.
DOI: https://doi.org/10.32782/2524-0072/2022-38-22 [in Ukrainian].

3. Borodin, Ye. 1., Komarova, K. V., Lypovska, N. A., Tarasenko, T. M. (2019). Sotsialno-psykholohichni osnovy dilovoho
spilkuvannia [Socio-psychological foundations of business communication]. Dnipro, Hrani, 184 p. [in Ukrainian].

4. Brytvenko, A. S., Bryhina, S. I. (2022). Tendentsii restorannoho biznesu Ukrainy v umovakh viiny [Trends in the restaurant
business of Ukraine during the war]. Svitovi dosiahnennia i suchasni tendentsii rozvytku turyzmu ta hotelno-restorannoho hospodarstva
[World achievements and current trends in the development of tourism and hotel-restaurant management]: Proceedings of the
International scientific-practical conference. (pp. 487-489). Zaporizhzhia, NU “Zaporizka politekhnika”. Retrieved from
https://tourlib.net/statti_ukr/brytvenko.htm [in Ukrainian].

5. Hakh, Y. M. (2005). Etyka dilovoho spilkuvannia [Ethics of business communication]. Kyiv, CEL. 160 p. [in Ukrainian].

6. Zusin, V.Ya. (2005). Etyka ta etyket dilovoho spilkuvannia [Ethics and etiquette of business communication]. 2nd ed. Kyiv,
CEL. 224 p. [in Ukrainian].

7. Krasko, A. B., Bourdun, O. Yu. (2020). Biznes-etyka v industrii hostynnosti: Metodychni rekomendatsii [Business ethics in
the hospitality industry: Methodical recommendations]. Lviv, Publishing Center of Ivan Franko LNU, 50 p. Retrieved from
https://geography.Ilnu.edu.ua/wp-content/uploads/2020/11/Metodychni-rekomendatsii-z-Biznes-etyky.pdf [in Ukrainian].

8. Kubrak, O. V. (2002). Etyka dilovoho ta povsiakdennoho spilkuvannia [Ethics of business and everyday communication].
Sumy, Universytetska knyha. 288 p. [in Ukrainian].

9. Maliuk, L. P., Varypaieva, L. M. (2017). Profesiina etyka ta etyket u hotelno-restorannomu biznesi [Professional ethics and
etiquette in the hotel and restaurant business]. Kharkiv, KhDUHT. 147 p. [in Ukrainian].

98
ISSN 1817-3772 Exonomiunuii Bicauk Jlonbacy Ne 4(78), 2024



V. Zaichenko, M. Buhaieva

10. Maliuk, L. P., Kononenko, T. P., Polstyana, N. V. (2011). Kontseptualni pryntsypy formuvannia standartiv servisu v
restorannomu biznesi [Conceptual principles of forming service standards in the restaurant business]. Kharkiv, KhDUHT. 73 p. [in
Ukrainian].

11. Morhulets, O. B., Vofsi, P. V. (2023). Problemy rozvytku hotelno-restorannoho biznesu v Ukraini [Problems of development
of the hotel and restaurant business in Ukraine]. In The XXXIV International Scientific and Practical Conference «Current and youth
ways of solving the problems of world science». (pp. 115-118). European Conference [in Ukrainian].

12. Oliinyk, O. (2009). Dilove spilkuvannia [Business communication]. Krasnoarmiisk, KII DonNTU. 380 p. [in Ukrainian].

13. Pentyliuk, M., Marunych, 1., Haidaienko, I. (2019). Dilove spilkuvannia ta kultura movlennia [Business communication and
speech culture]. Kyiv, CEL [in Ukrainian].

14. Chaika, H. L. (2005). Kultura dilovoho spilkuvannia menedzhera [Manager's business communication culture]. Kyiv,
Znannia. 442 p. [in Ukrainian].

15. Yurieva, 1. A., Hariaieva, H. M. (2020). Dilove spilkuvannia u zakladakh hotelno-restorannoho biznesu [Business
communication in hotel and restaurant business institutions]. Visnyk Natsionalnoho tekhnichnoho universytetu "KhPI". Ekonomichni
nauky — Bulletin of the National Technical University "KhPI". Economic sciences, 5 (7), pp. 39-42. DOL: https://doi.org/10.20998/2519-
4461.2020.5.39 [in Ukrainian].

16. Tsymbaliuk, I. M. (2004). Psykholohiia spilkuvannia [Psychology of communication]. Kyiv, PH "Professional". 304 p. [in
Ukrainian].

17. Chaika, H. L. (2005). Kultura dilovoho spilkuvannia menedzhera [Manager's business communication culture]. Kyiv,
Znannia. 442 p. [in Ukrainian].

18. Hutsaliuk, O. M., Yakusheva, O. V., Sushko, N. V. (2020). Initsializatsiia ta kontseptsiia proektuvannia pidpryiemstv
hotelnoho biznesu v Kirovohradskomu rehioni [Initialization and design concept of hotel business enterprises in the Kirovohrad
region]. Visnyk Skhidnoievropeiskoho universytetu ekonomiky ta menedzhmentu. Seriia: ekonomika i upravlinnia — Scientific Journal.
Bulletin of the East European University of Economics and Management. Series: economics and management, Issue 1 (28), pp. 168-
179 [in Ukrainian].

19. Hutsaliuk, O., Bondar, Iu., Remzina, N., Lizut R. (2023). Modifications of Digital Technologies by Client-oriented Service
of Logistics Activities in the Management System of the Enterprise. Philosophy, Economics and Law Review, 3 (1), pp. 91-102. DOI:
https://doi.org/10.31733/2786-491X-2023-1-91-102.

20. Hutsaliuk, O. M., Bondar, Iu. A., Tomareva-Patlahova, V. V., Ukrainskyi, S. S. (2023). Zastosuvannia innovatsiinykh
pidkhodiv shchodo pokrashchennia systemy pidho-tovky i stymuliuvannia menedzheriv pry formuvanni kadrovoho potentsialu
promys-lovoho pidpryiemstva [ Application of Innovative Approaches to Improve the System of Training and Stimulation of Managers
in the Formation of Personnel Potential of an Industrial Enterprise]. Upravlinnia ekonomikoiu: teoriia ta praktyka. Chumachenkivski
chytannia — Management of Economy: Theory and Practice. Chumachenko’s Annals, pp. 59-76. DOI: https://doi.org/10.37405/2221-
1187.2023.59-76 [in Ukrainian].

21. Hutsaliuk, O. M., Remzina, N. A., Tomareva-Patlahova, V. V., Bondar, Iu. A. (2024). Znachennia tekhnolohii upravlinnia
personalom v systemi rozvytku kadrovoho potentsialu pidpryiemstva [The value of personnel management technology in the system
of developing the human resource potential of an enterprise]. Rozvytok metodiv upravlinnia ta hospodariuvannia na transporti —
Development of management and management methods in transport, 1 (86), pp. 108-119. DOLI: https://doi.org/10.31375/2226-1915-
2024-1-108-119 [in Ukrainian].

3aiiuenko B., Byraesa M. Oco0,MBOCTi 1110BOr0 CHiIKYBAHHA Y FOTE/IbHO-PECTOPAHHIN AiJIbHOCTI

V crarti OyB 3zificHeHHIA aHAaNi3 Ta BU3HAYCHHS CrelU(idHIX OCOOIMBOCTEH AiOBOT KOMYyHIKallii B TOTEILHO-PECTOPAHHIM
iHYCTpil, 3 0COOIMBUM aKIICHTOM Ha BUKIIMKH Ta IUHAMIKY, 1[I0 CIIOCTEPIraloThest B YKpaiHi B yMOBaxX BOEHHOTO cTany. JlociipKeHH
CIpsIMOBAaHE Ha BHBYEHHS KIIOYOBHX (DAKTOPIB, SKi BIUIMBAIOTH Ha €(eKTUBHY KOMYHIKamilo B Il Tamysi, BU3HAYCHHS BIUIMBY
MOTOYHUX COL[aJIbHO-CKOHOMIYHHX Ta KPH30BHX YMOB Ha [iJIOBi BiJIHOCHHH, a TAKOX HaJaHHS PEKOMEHIALIN 100 MOKPAIICHHS
KOMYHIKalifHUX CTpaTeriii 3 METOIO MiABUINCHHS SIKOCTI 0OCIyTOBYBaHHS, 33J0BOJICHOCTI KIIIEHTIB Ta CTa0UIBHOCTI Oi3HECY B yMOBax
HEBHU3HAYCHOCTI Ta KOHQIIKTY.

Ha ocHoBi anani3y HayKoBOI JIiTepaTypH, 3alipONOHOBAHO BH3HAYATH AIOBY KOMYHIKALIiO SIK 3pO3YMUIHH SIK CTPYKTYPOBaHHI
00MiH iH(opMaIli€rO Ta B3aEMOJIIFO MiXK 1HAUBIIaAMHU 200 TPYIaMHU, sIKi € 3HAYYIIUMHE OJIUH JJISI OJTHOTO Ta 3aIy4YeHi JI0 COIiabHO a0
npodeciiiHo BaxkIUBOT AisNbHOCTI. i OCHOBHOIO METOIO € CIPUAHHS IPOIYKTUBHIHM CIIiBIIpAlli Ta yXBAJEHHIO PillleHb y (pOPMATLHOMY
KoHTekcTi. J[iloBa KoMyHiKallisl BKIIFOYae He JIuiie nepenady indpopmauii, aje i KOOpAUHALIIO Aill, B3aEMHHUI BIUTUB Ta 3aCTOCYBAHHSI
STUYHHUX 1 MCHXOJIOTTYHUX MPUHLMIIB [isl 3a0e3TeueHHs] e()eKTUBHUX, LIJIECIPSIMOBAHUX B3a€MOZIH, SIKi HPHHOCITH KOPHUCTH SIK
oprauizarii, Tak i ygacHHKaM. TakuM 4YMHOM, OOTPYHTOBAHO, IO JiJIOBa KOMYHIKamisl BiJirpa€ KIIOYOBY POJb y BCTAHOBICHHI
e(eKTUBHUX NPOQECiifHIX BITHOCHH, OCKITBKY BOHA 0a3yeThcsl HA CIIUIBHOMY PO3YMiHHI, CIIUTBHAX IUISIX Ta €THYHUX IIPUHIUIAX.

Byno Bu3HaueHo i OOIPYyHTOBAHO, IO BIUIMB ITOTOYHUX COILiaNbHO-EKOHOMIUYHHMX Ta KPH30BHX YMOB Ha ALTOBI BiJHOCHHU B
rOTENbHO-PECTOPAHHOMY CEKTOpi € IInO0KHUM i 6aratorpanHuM. OCHOBHI HACIIAKY BKIJIIOYAIOTh: MOPYILCHHS JAHIIOTiB OCTAuyaHHS,
¢inaHcoBa HecTalOLIbHICTH;, 3MiHA MOBEIIHKM CHOXKMBAYiB; 3POCTaHHS 3aJeXKHOCTI Bix nu@poBoi KOMyHikauil; HecTabGiIbHICTH
TPYAOBUX BiZIHOCHH; aJialTawis 10 3MiH, BUKJIMKaHUX KPU3010; M0SIBa HOBUX MOJEJIECH CIiBIpalli.

ABTOp PO3pOOMB pexoMeHpamii MO0 MOKPAIIeHHS KOMYHIKamifHUX CTpaTerii Iy MiABUINEHHS SKOCTI 00CIyroBYBaHHS,
3a7I0BOJICHOCTI KJII€HTIB Ta cTabinbHOCTI Oi3HEeCY B yMOBaxX HEBMU3HAYCHOCTI Ta KOHQIIKTY B YMOBax BOEHHOIO 4acy B YKpaiHi.
PexoMmeHallii BKIIIOYAIOTh: MPIOPUTET HAAETHCS IPO30POCTI Ta YECHOCTI; BIPOBAPKCHHSI [UIAHIB KPU30BOT KOMYHIKALi1l; TOCHICHHS
u(poBUX KOMYHIKAIIHHUX KaHAJIB; aKLEHT Ha eMIIaTii Ta eMOIIMHOMY IHTENIeKTi; ajanTamis CepBICHHX MPOIMO3MLIH 10 MOTped
KII€HTIB; BUKOPHCTAHHS OaraTokaHaIbHOI KOMYHIKallil; OpI€HTAIlis] Ha KOMYHIKalilo, OpPi€HTOBaHy HA TIpOMajy; ITOCHJICHHS
BHYTpIIIHBOI KOMYHIKalii Ta KOOpAMHALII KOMaHI{; BUKOPUCTAHHS 3BOPOTHOrO 3B'SI3KY; MiITPUMKa THYYKOCTI Ta aJalTHBHOCTI.
3acTocyBaHHS LIMX PEKOMEHJALild MOXKe 3HAYHO MOKPAIIUTH [IJIOBY KOMYHIKAI[if0 B FOTEJIbHO-PECTOPaHHIi iHAYyCTpii, 0COOINBO B
CKJIQJIHMX YMOBax BOEHHOTO 4yacy B YKpaiHi. BrpoBa[pkeHHs IuX CTpareriii copusTHME MiBHUILICHHIO A0BIpH, JOSJIBHOCTI KII€HTIB,
aJIalTHBHOCTI JI0 3MiH MOTPEO CIIOKUBaUiB, 3MIITHEHHIO 3B'S3KiB i3 IPOMaIOI0, TIOCHJICHHIO THYYKOCTI, IOKPAIICHHIO KOOPIUHAIT B
KOMaH/Ii Ta 3a0e3MeYeHHI0 cTablIbHOCTI 0i3HECY B YMOBaX KOHQIIKTY.
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Zaichenko V., Buhaieva M. Features of Business Communication in the Hotel and Restaurant Business

The article focuses on analyzing the specific features of business communication in the hotel and restaurant industry, particularly
within the context of Ukraine during martial law. It identifies the key factors that influence effective communication in this sector, such
as cultural awareness, clear messaging, emotional intelligence, and the utilization of digital communication tools. The article further
explores how the current socio-economic and crisis conditions, including supply chain disruptions, financial instability, and shifts in
customer behavior, impact business relations in the hotel and restaurant sector.

In response to these challenges, the study provides a set of recommendations for improving communication strategies. These
include prioritizing transparency, implementing crisis communication plans, strengthening digital communication channels, focusing
on empathy, and adapting service offerings based on customer needs. The recommendations are aimed at enhancing service quality,
customer satisfaction, and business stability during periods of uncertainty and conflict.

The article concludes that implementing these strategies can significantly improve trust, customer satisfaction, and adaptability
in the hotel and restaurant industry. Additionally, fostering stronger community ties, improving team coordination, and maintaining
flexibility in operations are crucial for business resilience in times of conflict. Ultimately, the proposed communication strategies are
essential for the long-term success and stability of businesses in the sector during wartime.

Keywords: business communication, hotel and restaurant industry, martial law, customer satisfaction, service quality, crisis
communication, digital communication, emotional intelligence, business stability, socio-economic conditions.
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