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УДК 332.15 

O. Zyma, Y. Lоlа, H. Brusiltseva 

 STATE OF HOTEL SERVICES STANDARDIZATION AND CERTIFICATION IN 

UKRAINE 

 

Abstract. This manuscript is devoted to quality questions of hotel services in Ukraine that is ensured by the 
implementation of the effective decisions in the standardisation and certification state system. Some elements of the 

current classification system of hotels and means of placing in comparison with the world experience were been 

analysed. Sequence of the hotel service certification has been presented in this manuscript based on the international, 

interstate and state standard systematization and some other regulatory and legal acts on the standardization and 

certification sphere. Modern state and tendencies of the hotel industry development were been determined. Dynamical 

changes, which form a necessity for the legal support improving on the standardization and certification system of the 

hotel services were been identified based on presented research results. Some features of the hotel market development 

in regions with the high and low tourist attractiveness were been considered based on some main hotels activity 

indicators and used cluster analysis methods. Main organizational and economic factors of an influence to a 

development of the domestic hotel enterprises were been analysed and determined. State politics in the tax sphere of the 

standardization and certification hotel services and regional investment climate have been identified among those 

factors. 

Keywords: hotel services, standardisation, certification, tourist, statistical analysis 

 

Mankind evolution leads to the improving life quality and results in the urgent need in cognitive and 
communicative international activity that stimulates increase in tourist mobility of the bigger part of world’s population. 

Providing adequate lodging man to a person out of his/her constant place of dwelling led to  the extension of the range 

of demands to the quality of accommodation services rendered by establishments of the hotel type. This induced unitary 

regional and international standards creation for the hotel and restaurant business. At the same time, each country uses 

its methods, principles and mechanisms of standardization and certification depending on the level of development and 
necessity of state regulation in this sphere of economic activity. Thereby, the topic is actual and needs further theoretic 

and practical development. 

The standardization and certification issues were studied by native and foreign scientists: Boiko M. H., 
Vahen L. I., Hopkalo M. L., Malska M. P., Pandiak I. H., Putsenteilo P. R.. However, not enough attention was paid to 

the peculiarities of modern state and development of standardization and certification systems as an instrument of state 

regulation of hotel services quality in Ukraine as well as its regions, which determined the main aim of the article. 

Hotel infrastructure development depends on the perspectives of tourist development in the country and the 
attention that is by the state paid to this direction of economic activity. In Ukraine in 2010-2012, quite intensive 

development of hotel industry was observed, resulting from preparation and conducting of 14-th international football 

championship, and the demands to the hotel infrastructure put forward by UEFA in this connection. According to the 

UEFA demands, by 2012 hotel room stock in Kharkov should include 2765 apartments (1240 apartments of the 

category “five stars”, 1315 – “four stars” and 210 – “three stars”) for accommodation of UEFA “family”. 

The quantity of accommodation   in the regions of Ukraine in 2012 is shown in Fig. 1. 
In accordance with the information in Fig. 1, almost 17% (748) of hotel enterprises are located in the 

annexed AR of Crimea. According to this index, Lviv region holds the second place, in which there are three times 

less hotel enterprises than in the AR of Crimea. Having analyzed the statistic array of the quantity distribution in 

the regions, we can group regions of Ukraine on the basis of regular intervals method. Interval size (h) is 

calculated according to the formula: 

 

 
where xmax, xmin  is  maximum  and minimum value of the distribution array. 

 

 
Interval size for the row of distribution array under scrutiny equals to 57. The calculated intervals are 

presented in  Tab. 1. 
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Fig. 1.  The Quantity of Accommodation Establishments in the Regions of Ukraine 
 

Таble 1 

 

Ukrainian Regions Classification According to the Quantity of Hotel Enterprises 
 

Interval Quantity of regions Share, % 

21-78 13 48,2 

78-135 8 29,6 

135-214 3 11,1 

214-292 2 7,4 

292 аnd more 1 3,0 

 

The distribution array analysis revealed that almost half of the regions in Ukraine have no more than 78 
hotels that provide services of different quality. The quantities of hotel enterprises within the scope of 78 to 135 

enterprises are located in 30% of regions. Only 2 regions have considerable quantity of hotel enterprises, which 

totals from 214 to 292 hotels. That is, the distribution of the hotels in the regions is not even and depends on tourist 

streams intensity in the region and business activity in this sphere of economic activity. 

Taking into simultaneous consideration several facts: the quantity of hotel enterprises, their total capacity 

and the medium ratio of hotel capacity use, all regions of Ukraine can be divided into three clusters. 27 regions of 

Ukraine were reviewed for clusters formation including the annexed AR Crimea and the city of Sevastopol. 

While conducting cluster analysis on the basis of a row of experiments a decision was made to distinguish 

three clusters that explained by the fact that in each cluster the medium value of one or several features differ 

considerably from the values of these features in the other clusters. 

The characteristics of medium features of values for the clusters is shown in Fig. 2. 

According to the Fig. 2, the first group includes regions that have a considerable quantity of hotels and 

relatively high medium level of their load (the annexed AR of Crimea). In Kyiv, the highest hotel load of 42 % is 

observed. 

The second group includes the city of Kyiv and Lviv region with a medium hotel quantity, but relatively 

high load. 

The third group includes 24 regions of Ukraine with quite a low hotel quantity and a low level of load. 
The regions of Ukraine under study were analyzed in the middle of each class. The model optimality 

criterion is changeability minimization inside the clusters (rij≤min) and  changeability maximization between 

clusters (Rij>max). The statistical coefficient of connection i.e Euclid distance, was taken and is calculated with the 

formula (2.): 
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Fig. 2. The Characteristics of Medium Features of Values for Clusters 

 

Euclid distance is calculated using primary but not standardized data. This is the prevailing mean of 

calculation that has the same advantages. 

Distance matrix between centers of the three clusters that characterize clear objects distribution is 

represented in Tab. 2. 

 
Таble 2. 

Clustering analysis of Ukraine regions according to the state of hotel enterprise 

 
 

The level of object distribution level of objects in space concerning cluster center is characterized by the 

distribution value. Inter-group dispersion (Between SS) in accordance with all the received clusters is 

considerably higher than inside the clusters (Within SS) and the significance level (p) is lower than 0,01. In 

relation to this feature, all clusters of Ukrainian regions are similar. Thus, the obtained results of the cluster 

analysis are trustworthy. 
The Conducted analysis demonstrates that the hotel industry in most regions is not enough developed. 

Though, in general in the last years, the total hotel quantity has increased. Such a dynamic increase was also 

stimulated by favorable tax policy for the hotels of “five stars”, “four stars”, “three stars” categories that had 

introduced been into exploitation or reconstructed by September 1, 2012. While fulfilling these conditions, the 

hotel industry income tax exemption for the period of 10 years [1], what is undoubtedly an attractive factor for 

business structures. 

It is important to say that only around 20% of hotels in Ukraine have the category, i.e. the guarantee of 

service at a qualitative level (from economy to suite class). 

According to the data on tourism and health resorts provided by the State Agency of Ukraine, Ukraine 

had were 503 hotels with the category in 2011  and in 2014 their quantity decreased to 181 units of 

accommodation [2]. This is partially stipulated by the voluntary certification of accommodation units that was 

introduced in 2012, that is why a lot of hotels refused to certify new hotels and to prolong the certificates in the 

operating hotels. Besides, the demand for hotels providing high quality services in accordance with the price is 

not high. 

At the same time, Euro 2012 International Football Championship and positive investment climate 

created in this sphere attracted attention of international companies, and international hotel operators who 

entered the native market, were: Rezidor Hotel Group (Belgium), Best Western International (USA), Heliopark 
(Russia), Global Hyatt Corporation (USA), Rixos (Turkey), International Hotel Group (Great Britain), Accor 

(France), Fairmont (Canada). The location of hotels disposition which are members of international hotel 

networks, in the regions of Ukraine is shown in the Fig. 3. 
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Fig. 3. Location of Hotels Being Members of International Hotel Networks in the Regions of 

Ukraine 

 
The information in Fig. 3 shows that a considerable number of hotels included into international networks 

(45%) are located in Kyiv, which is the center of business and excursion tourism. It is also necessary to point out 

that those international hotel operators opened hotels in the regions of Ukraine, which until 2013 had had  a 

relatively high level of competitiveness according to the competitiveness rating of Ukrainian regions in 2013, 

that was prepared by “Effective Administration” Fund supported by World Economic Forum. 

The highest index in this rating was given to the city of  Kyiv and Kharkiv region. However, all regions of 

Ukraine have improved their competitiveness index values within three years. According to corporate 

administration effectiveness Donetsk region (where military operations are conducted now) held 11th place in 

the world’s rating in 2013 and, thus this index was higher than for Switzerland, Canada and USA [3]. 

The international sport event in football positively influenced tourist state image formation in the world. 

However, the expected increase in the intensity of tourist streams into Ukraine after Euro-2012 did not happened 
and an increase in hotel enterprise quantity led to the decrease of their medium load. Besides, the level of hotels 

load in Ukraine had been quite low before. 

The largest hotel capacity ratio use is observed in Kyiv (42%) and Sevastopol (31%) which testifies more 

effective exploitation of inventory and, correspondingly, higher profitability of the hotel enterprises. In the 

regional aspect, the hotel capacity use ration has considerable fluctuation range that is represented in Fig. 4. 

 

 
Fig.4. Hotel capacity Use Ratio for the Regions of Ukraine 

 
In average, in Ukraine hotel capacity use ratio is 0.18. It depends on one-time hotel capaciousness of 

some region and the quantity of tourists serviced there. In the formed management conditions of the hotel 
enterprises in Ukraine, the lower the total capacity, the bigger the quantity of tourists serviced, the more 

effectively the hotel inventory of the region is used. 

It is worth to point out that in Ukraine accommodation units with low apartments cost and respectively 

with the absence of categorization, namely the certificate of compliance have a bigger load. The largest quantity 

of certified accommodation units is located in Kyiv region and the city of Kyiv – 55 hotels, Odesa region and the 

city of Odesa have 26 hotels, Lviv region and  the city of Lviv  – 24 hotels, Kharkiv – 17 hotels [2]. 

Categorized accommodations in Ukraine and city of Kharkiv in 2014 are shown in the Fig.5. 

As you can see in Fig. 5, the biggest quantities of certified hotels are 3-star hotels. In Kharkiv, the 

majority of certified hotels have 4-stars. Just in this region there are 14% of four-star hotels of Ukraine. There 

are only two five-star hotels in Kharkiv nowadays: Kharkiv Palace and Superior Golf&Spa Resort. This state of 

hotel management reflects the demand on hotel services of the corresponding level in the native hotel market.  
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Fig.5. Categorized accommodation in Ukraine and city of Kharkiv in 2014 

 
Categorization hotels in the countries of world can be made on the basis of obligatory and voluntary 

certification. Obligatory certification is the administrative method of state regulation of economic activity 

direction and is used due to the need in quick service level increase. However, such limit enterprise freedom of 

business conducting to a certain extent. The costs spent by the applicant on obligatory certification and on the 

fulfilment of all conditions necessary for certification are included in  the cost price. 

On the territory of Ukraine the services of hotel enterprises and public catering enterprises have been 

subject to obligatory certification since 1999, however, since 2012 in connection with complicated conditions of 

hotel enterprises management, the voluntary certification is provided. 

The order on approval of the “Rules of Obligatory Certification of Hotel Services" No. 876, dated of 
January 27, 1999 lost its validity according to the order of  the Ministry of Economic Development and Trade of 

Ukraine dated of July 30, 2012. 

The order No. 876 of Ministry of Economic Development dated 30.07.2012 excluded the article 30 

"Hotel Services and Food Services Provided by Subjects of Tourist Activity" from the "List of Products Subject 

to Obligatory Certification of Ukraine", approved by order of State Committee of Standardization, Metrology 

and Certification of Ukraine, dated August 30,2001. Hotel services cover services rendered by hotels with or 

without restaurant to which the identical demands are determined. 

Objects of the voluntary certification are hotel services that are provided by subjects of tourist activity 

(hotels, motels, tourist camps, mountain refuges, campings, health centers, rest centers and others) as well as the 

process of service provision. 

Enterprises (organizations, establishments) are authorized as certification bodies of hotel services within 

the Ukrainian National System of Certification (UkrSEPRO) are entitled to conduct voluntary certification of the 

hotel services in Ukraine [4]. The functions of the authorized body on hotel categorization are fulfilled by the 

State Agency of Ukraine on Tourism and Health Resorts (Derzhturyzmkurort). Bodies that conduct certification 

are well-informed about the demands and the State Statistics Service of Ukraine dated 1997. These guidelines 

are also intended for subjects of entrepreneurship related to tourist and hotel services provision in Ukraine. 

The order of conducting  hotel services voluntary certification is shown on the Fig. 6. 
Categories for hotels and other objects that are intended for of temporary accommodation (living) services 

provision are established due to the results of voluntary temporary accommodation (living) services certification 

concerning life and peoples’ health safety, defence of their property and environment safety with relation to the 

contract between the certification body and the owner or the person authorized by him and evaluation body for 

the hotel conformity to the demands of  a certain category. 

Hotel services certification is conducted according to the National Standards of Ukraine: “Tourist 

Services. Hotels Classification” [5] and “Tourist Services. Accommodation Units. General Demands” [6]. 

The National Standard of Ukraine on accommodation units spreads on accommodation units that are 

intended for tourist lodging. It establishes their classification and general demands. The demands of this standard 

spread on management subjects that provide services of accommodation units. 

Today tourist services standardization in Ukraine is ensured by the standards that came into the force on 

January 1, 1997. These standards are accepted by International Board of CIS countries on Standardization, 

Metrology and Certification. That is why the same demands to the quality of tourist-excursion services are 

effective in Azerbaijan, Belarus, Armenia, Kazakhstan, Kirghizia, Moldova, Russian Federation, Tadzhikistan, 

Turkmenistan and in Ukraine, i.e. in the countries, which voted for its approval. Though Ukraine started the 

procedure of exit from CIS, ratified normative acts are valid on the territory of Ukraine, since harmonization of 

national normative and lawful acts system with the European system needs considerable legislative work and 
time. 

So, in the tourist sphere in Ukraine standards represented in the Tab. 3. are valid. 
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Fig. 6. The Order of conducting Hotel Services Voluntary Certification in the System of UkrSEPRO 

 

Table. 3. 

Standards in the Sphere of Tourism Valid on the Territory of Ukraine 
 

Standard name Content 

Interstate standard GOST 28681.1-95 

“Tourist Services Projecting" 

Establishes the order of documentation while projecting tourist 

services and is intended for enterprises, organizations of different 

organizational and legal forms and citizen entrepreneurs, who 

provide tourist services  

Interstate standard GOST 28681.2-95 

“General Demands to Tourist and 

Excursion Services” 

Establishes obligatory and recommended demands to the 
quality of tourist services that are provided by tourist enterprises 

independent from their departmental belonging and legal form 

Interstate standard GOST 28681.3-95 

“Demands to Tourist and Excursionist 

Safety Provision” 

Establishes the demands to tourists and excursion services that 

provide life and health safety to tourists and excursionists, 

methods of their control and needed for the aim of obligatory 

tourist services certification. It is intended for enterprises of all 

legal and organization forms and citizens-entrepreneurs who 

provide tourist services to people. 

Interstate standard GOST 28681.4-95 

DSTU 4269:2003 “Hotels 

classification” 

Establishes classification of hotels (motels) of different legal 

forms with the quantity of rooms more than 10.  

Interstate standard GOST P 51185-98 

DSTU 4268:2003 “Tourist services. 
Accommodation units. General 

demands” 

Establishes accommodation units classification, general demands 

to the accommodation units and to the services that are provided 

in the accommodation units.  
On the basis of this standard, normative documents can be 

developed that define demands to the separate kinds of 

accommodation units. Establishes demands cannot be lower than 

this standard demands. 
 

It is necessary to point out that standards do not limit the activity of hotels enterprises but provide 

recommendation for constant increase in their services quality. 
Standardization and certification processes in different countries have the range of similar and different 

features. According to the common investigation conducted by the World Tourist Organization and World Hotel 

Association in 2004 in the 49 countries of the world, the classification is made by National Tourist 

Certification body examines the statement and organizes work on corresponding hotel category 

establishment 

Applicant sends a statement about establishing the corresponding hotel category to 

the certification body 

Availability of positive results of voluntary services certification 

on temporary accommodation (living); the certification body 

forms the commission on hotel evaluation 

Development, acceptance 

and implementation of 

correcting measures  

Certification body sends documents about the results of hotel evaluation and proposals 

concerning the corresponding category establishment by on hotel category commission 

establishing during 14 days 

Issuance of the certificate and inclusion of the certified object into the Register 

Technical supervision of the certified products and services during their provision 

Information on products (services) certification 



Соціально–економічний розвиток регіонів в контексті міжнародної інтеграції № 24 (13)’2017 
 

38  

Administration together with the local government. In 48 countries, the problem of classification is solved by 

professional hotel associations (individually or together with the local government). Classification of 

accommodation units is obligatory in 46 countries. In 55 countries you need to receive a license to establish a 

hotel business. In 32 countries hotels can operate without the procedure of official classification [7]. The 

sequence of hotel services certification in France is shown in the Fig. 7. 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

Fig. 7. System of conferring  a Certain Category to the Hotels in France 

 

Hotels certification in France passes several stages: 

1. Registration in the system WWW.CLASSEMENT.ATOUT-FRANCE.FR 

(previous diagnostics); 

2. Giving  a statement on control check conducting; 

3. Control body visit (check); 

4. Results of the check and obtaining certificate. 

In Ukraine, the certification is conducted only to the compliance to the obligatory demands by hotel. In 

France, certification is conducted according to the marks received by hotel according to the obligatory demands 

and demands “a la carte”. 
Today there is the only international approach to the contracting conditions for the quality system 

appraisal of and it simultaneously regulates the relationship between the hotel enterprise and the client, which 

determined ISO 9000 standards. 

Regulations of interstate standard ISO 9000 entitle the customer to influence more actively the quality of 

hotel services; provide a legislative base that foresees active role of the client in the process of servicing [7]. 

ISO standards 9000 describe the main provisions of the quality management system that are the object of 

these standards use and determine the corresponding terms. In Tab. 4, types of ISO 9000 standards are presented. 

 

Table. 4. 

Types of the Standards of ISO 9000 Series 

Standard type Main feature 

ISO 9001 

Includes demands to the quality management system for the cases, in which an 

organization needs to demonstrate its ability to provide a product that corresponds to 
the demands of customers and effective obligatory demands and are directed at 

customer satisfaction level increase. 

ISO 9004 

Includes recommendations concerning efficiency and effectiveness of the quality 

management system, which aims to improving the organization activity and 

satisfaction level of customers’ and other interested parties' requests. 

ISO 9011 
Includes methodical instructions on the audit (checks) of the quality management 

system and environment protection.  

 

Regulations of interstate standards cause the necessity of administrative decisions and planning systems 

reasoning. The particular attention is paid to the quality of servicing, directly related to hotel services production 

– control of qualitative servicing of technological processes, timely discovery service quality breaks [8]. 

ISO Standard 14000 is an international standard on ecological management systems creation. ISO 14000 

is a family of standards related to the environment that exists to assist organizations [9]: 

- to minimize the negative organization activity impact  on the environment; 

- to comply with the laws, rules and other ecologically-oriented demands; 

Registration on the site of the Agency for Tourism Development in France  

Previous diagnostics 

Control of classification 

Control check 

Request for 

classification 

Mark on signboard 

Control body visit 

Review of the rating 

Inspection of documents 

Decision regarding the 

classification 

Publication information 

regarding classified hotels 

Archiving of data 

http://www.classement.atout-france.fr/
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- to constantly increase the level of social responsibility. 

The Demands of ISO 14000 are the integral part of the ecological management and audit of European 

Union (EMAS) schemes. However, the demands of EMAS are stricter in issue of increasing ecological 

effectiveness of organization activity, complying with the ecological legislation, reporting and involving workers 

[8].  

Having passed the standardization against the international quality standards ISO 14000 (System of 

Ecological management), the hotel can acquire the status of ECO-complex that makes it more attractive for 

European tourists. Hereby, VIP clients become the guests of the hotel more often and in the larger quantity than 

in regular good five-star hotel. 

Thus, some changes have recently taken place in the sphere of hotel services certification in Ukraine. The 

introduction of voluntary certification discharges entrepreneurs from passing complex procedures and the 

necessity to comply with the list of resource and technical demands that require considerable expenses. That is 

justified if the hotel enterprise functions on the market segment with low effective demand and the main 

competitive advantage is low prices and tariffs on hotel services. Besides, the high level of standards quality is 

demonstrated by international hotel networks that have their servicing standards for providing of maximal 

competitiveness of their enterprises in the native hotel market. 

In order to increase hotel services in Ukraine, it is necessary to solve the following tasks:  usіng of 
economic regulation methods concerning stimulation of hotel services voluntary certification; updating of the 

resource and technical base of the hotels and the necessity of costs for their renewal and addition; improving 

technical provision;  increasing in the professional level of leaders and operational of the hotel enterprises;  

improving of the  evaluation  and servicing quality control system; forming of an effective mechanism of hotel 

services price regulation in Ukraine. 
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Олександр Зима, Юлія Лола, Ганна Брусільцева 

 

СТАН СТАНДАРТИЗАЦІЇ ТА СЕРТИФІКАЦІЇ ГОТЕЛЬНИХ ПОСЛУГ В УКРАЇНІ 

 
Анотація . Даний рукопис присвячено питанням якості готельних послуг в Україні, що 

забезпечується впровадженням ефективних рішень у державну систему стандартизації та сертифікації. 

Проаналізовано окремі елементи діючої системи класифікації готелів та засобів розміщення у порівнянні 
зі світовим досвідом. У даній статті наведено послідовність сертифікації готельних послуг на основі 

міжнародної, міждержавної та державної систематизації стандартів та деяких інших нормативно-

правових актів у сфері стандартизації та сертифікації. Визначено сучасний стан і тенденції розвитку 

готельного господарства. За результатами наведених досліджень визначено динамічні зміни, які 

формують необхідність удосконалення правового забезпечення системи стандартизації та сертифікації 

готельних послуг. Розглянуто особливості розвитку готельного ринку в регіонах з високою та низькою 

туристичною привабливістю на основі основних показників діяльності готелів та використано методів 

кластерного аналізу. Проаналізовано та визначено основні організаційно-економічні фактори впливу на 

розвиток вітчизняних готельних підприємств. Серед таких факторів визначено державну політику в 

податковій сфері стандартизації та сертифікації готельних послуг та регіональний інвестиційний клімат. 

Ключові слова: готельні послуги, стандартизація, сертифікація, турист, статистичний аналіз 
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