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PRESENTATION AND PURPOSE OF THE
STUDY. The modern hotel and restaurant
business increasingly relies on event-management
as a tool that shapes the perception of service
quality and strengthens competitiveness. Events
allow hospitality enterprises to diversify services,
increase customer loyalty, attract new audiences
and build recognizable brands. In the context of
digitalization, changing consumer preferences,
strong competition and unstable socio-economic
conditions, event management becomes an
important element of strategic development. The
demand for flexible management systems and the
ability to organize events of various formats has
grown, especially considering global challenges
that have influenced tourism and hospitality. The
purpose of this research is to identify the main
characteristics of building an effective event-
management system in the hospitality industry
and define its role in improving quality,
communication and competitiveness.
RESEARCH METHODS. The study applies
methods  of  abstraction,  systematization,
situational and comparative analysis, project
approach, logical and analytical evaluation and
modeling of organizational processes. This
methodological base enabled the formation of
substantiated conclusions regarding the structure
and functioning of the event-management system.
THE RESULTS. Event-management in the hotel
and restaurant business is understood as a
multifunctional activity aimed at planning,
organizing and implementing events that meet
client expectations and increase the value of the
hospitality product.

Kyiv National University of Technologies and Design,

A key feature is strong customer orientation:
events must be emotional, personalized and
aligned with the goals of the target audience.
Unlike standard operational services, event
services involve complex coordination of many
components — from scenario development and
creative solutions to logistics, budgeting and
communication. An important component is the
integration of digital technologies. Hotels and
restaurants increasingly use event CRM systems,
cloud planning platforms, automated registration
tools, hybrid formats and online communication
systems. For many hotels and restaurants, event
activity becomes a source of additional revenue
and a tool for attracting new customers through
conferences, cultural programs, celebrations,
presentations and gastronomic events.
CONCLUSIONS. Event-management is a key
element of the modern strategy of hotel and
restaurant enterprises. Its effective
implementation helps improve service quality,
optimize internal processes, attract new audiences
and strengthen competitiveness. A well-structured
event-management system integrates creative,
technological, organizational and communication
components, ensuring flexibility and adaptability
in unstable market conditions. The ability of
hospitality enterprises to develop professional
event strategies becomes an important factor in
resilience and long-term development, shaping
the innovative potential of the entire industry.
KEYWORDS: event-management; hotel and
restaurant business; management system; event
technologies; hospitality industry; customer
experience; innovations; project management.
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BUCTYII 1 META JOCJIAXKEHHS. Ha

Cy4acHOMY eTari PO3BHTKY  TOTEJBHO-
PECTOpaHHOTO 0i3HECYy  IBEHT-MEHEKMECHT
BUCTYIIA€ OJHUM 3 KIIOYOBUX MEXaHI3MIB
(hopmyBaHHS KOHKYPECHTHHX nepear,

MiJBUIICHHS TMPUBAOIMBOCTI MMiIPUEMCTBA Ta
3MIIIHCHHS B3aeMopii 3 KiieHTamu. [amy3s
TOCTHHHOCTI Jemaii OiJbIlie Opi€EHTYEThCS Ha
CTBOPCHHS YHIKQIBHUX BPaXKEHb, KOMILIEKCHUX
nofiil 1 crmemianpHUX OporpaM, 1o (GopMyroTh
EeMOIliiHy TIIIHHICTh 1 CIPHUAIOTH 3POCTAHHIO
nmosutbHOCTI TocTed. Ilix BrmmBoM IudpoBizaii,
3MiH Yy CIIOKMBYil MOBEAIHII W BHUCOKOTO PiBHA
KOHKYPEHIiI TOTeldl Ta pPEeCcTOpaHdu 3MYLICHi
YAOCKOHAJTIOBATH MIAXOAM O OpraHi3arlii Mmomii,
BIIPOBAPKYBaTH HOBI TEXHOJOTIi Ta METOIU
ynpasniHHsg. Pasom 3 TuM, HecTaOlIbHICTH
30BHINTHBOTO CEPEIOBHINA, 30KpeMa COIliaIbHO-
E€KOHOMIYHI Ta MOJITHYHI (DAKTOPH, IIiICHUIIOE
notpedy y THYYKHX CHCTEMax yIpaBIiHHS,
3MaTHAX 3a0€3MeUnTH AKICHY peaji3alliio iBeHT-
MPOEKTIB  pi3HOI ckiamHocTi. lle BH3Hadae
aKTyalbHICTh  JOCTI[KEHHS  OCOOJNMBOCTEH
YIOpaBIliHHS CHCTEMOIO 1BEHT-MEHEIXKMEHTY SIK
IHCTPYMEHTY CTPATETIYHOTO PO3BUTKY TOTEIHHO-
pectopaHHoro Oi3Hecy. Meroo  cTarTi €
BUBYCHHS CTPYKTYPH, NPUHIIMIIIB, iIHCTPYMEHTIB
Ta  3aKOHOMIPDHOCTEH  YIpaBIiHHSA  IBEHT-
MEHEDKMEHTOM Y cdepi TOCTHHHOCTI.

METOIM JOCJIKEHHSA. VY poboti
3aCTOCOBAaHO METOIU aOcTpakuii, MOpPiBHSHHS,
Kiacuikarii, CHCTEMHOTO X0y,
CUTyaliHOTO  aHaji3y,  JIOTiKO-aHaJIiTUYHOI
OLIIHKH, MOJICJIIOBAHHS Ta €JIEMEHTIB MPOEKTHOTO
aHaiizy. Bukopucrana meTomosoriuaa 6a3a gaa
3MOTy chopmyBatu IIJTiCHE OaveHHS
OpraHizalifHUX Ta YNPaBIiHCHKUX TPOLECIB,
XapaKTepHUX JUISI CUCTEMH 1BEHT-MEHE/DKMEHTY.
PE3YJIBTATHU. YupapiiHHS CHUCTEMOIO iBEHT-
MEHEKMEHTY B TOTEJIbHO-pECTOpaHHOMY Oi3Heci

BU3HAYAEThCS K OaraTOKOMIIOHEHTHHH IIpoIiec,
0  OXOIUTIOE  TUIAaHYBaHHSA,  OpraHizarliio,
KOOpJIMHALII0, KOMYHIKALil0 Ta KOHTPOJb 3a
peanmizariiero monaid. BaximuBUME eleMEHTaMU €
BU3HAYCHHSI KOHIEMIli 3aX0ay, CEeTrMEHTaIlis
aynuropii, QopMmyBaHHs Omomkery, pobota 3
HiApSAHUKAMH, yIpaBIiHHI PpHU3UKaMH,
3a0e3nedcHHS OS3MeKH Ta oreparliiina JoricTHKa.
VY cydacHHX yMOBaX 0cOOJIMBE 3HAUCHHS HAOyBae
BUKOpUCTaHHS 1H(poBuX TexHomorii: CRM-
wiatdopm, cucTeM OHJIaMH-OPOHIOBAHHS,
aBTOMAaTHU30BaHUX KOMYHIKAIlid, 1HCTPYMCHTIB
AHATITHKHA, a TaKOX BIPTyaJbHUX 1 TiOpUAHUX
¢dopmariB 3axofiB. Baxknueum € BIpoBamKeHHS
IPOEKTHOTO niaxony, 110 JI03BOJISE
ONTHMI3yBaTH 4YacoBI Ta pEeCypCHI BHUTPATH,
3a0e3nedye MPO30picTh MPOLECIB 1 MiABHIIYE

SKICTh HAQJaHHS TOCIHYT. [BEHT-MEHEKMEHT
TaKO’)X BUKOHYE  MAapKETHHTOBY  (DYHKIIiO,
OCKUIBKM  TOJil  BIUIMBAIOTH HA  OpeHS

miAnpueMcTBa, GOPMYIOTh EMOLIIHHUNA 3B 30K 13
KIIIEHTaMHU Ta CTUMYJIIOIOTH TIOBTOPHI 3BEPHCHHSI.
BUCHOBKMU. Cucrema iBEHT-MEHEIKMEHTY €
BOXJIMBOIO CKJIAAOBOIO PO3BUTKY TOTEIBHO-
pecTopaHHOTO Oi3HECy, OCKUIBKH 3a0e3redye

CTBOPCHHS JOMAaHOI IIIHHOCTI Ta IIJIBHUIIYE
KOHKYPEHTOCITPOMOKHICTb. EdextuBne
VOpaBIMIHHS —TOMIAMH  MOTpeOye  TOE€THAHHS

TBOPYMX pIMICHb, TEXHOJOTIYHUX I1HHOBAIIA Ta
YITKUX YIOpaBIiHCBKUX TpoueciB. PamnionanbHoO
OpTraHi30BaHUN  IBEHT-MEHEIDKMEHT  CIIPUSIE
3POCTaHHIO MPHUOYTKOBOCTI, TOKPAIICHHIO IMIIDKY
HiAIpUeEMCTBAa Ta (POPMYBAHHIO JOBTOCTPOKOBUX
BIJTHOCHH 13 KJIIEHTaMH.
KJIIOYOBI  CJIOBA:
TOTEIBHO-PECTOPAHHUM
MO I1sSIMU; CepBic;
KOMYHIiKaIii;
KITI€EHTCHKHH TOCBI/I.

IBEHT-MEHEIPKMEHT;
Oi3HEeC;  yHIpaBIiHHSI
oprasizarfist 3aX0/1B;
KOHKYPEHTOCIIPOMOIKHICTB;
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Introduction. In the hotel and restaurant business, event-management
increasingly acts as a key component of effective service delivery and
competitive positioning. The quality of event processes is determined by
numerous organizational, managerial, technological and human factors that
influence both the preparation and the implementation of events of various
scales. To ensure the stability and predictability of results, enterprises must
develop a clear management system that regulates all stages of event activity —
from idea formation and planning to operational execution and post-event
analysis. Effective event-management requires not only coordination of
resources, logistics, communication and budgeting but also the ability to
maintain service quality in dynamic and often unpredictable conditions.

The essence of managing the event process is to develop management
decisions that ensure consistency, emotional engagement, safety and customer
satisfaction. This involves applying structured approaches to planning,
standardizing procedures, forming clear service protocols and using modern
tools that help monitor and regulate all stages of event preparation. A well-
established management system integrates scenario development, supplier
selection, risk assessment, personnel coordination, and quality control into a
unified algorithm. This system must function both before the start of the event
(pre-production), during its implementation (production) and after its
completion (post-production), ensuring continuous improvement and the
accumulation of organizational experience.

The goal of effective event-management in the hospitality sector is to
increase customer loyalty, ensure the economic stability of enterprises and
strengthen their competitiveness. Events must meet customer expectations,
conform to safety and comfort standards, reflect the brand identity of the
establishment and correspond to market trends. The introduction of innovative
approaches — including digital platforms, automated communication systems,
hybrid event formats and data-driven solutions — significantly increases the
efficiency and quality of event services.

Thus, the creation of an effective event-management system enables hotel
and restaurant enterprises to operate stably in conditions of high competition and
socio-economic fluctuations, providing clients with high-quality, emotionally
valuable and well-organized event services.

Description of the problem. Event-management in the hotel and
restaurant business forms a complex managerial system that integrates
operational processes, service quality standards, creative decision-making,
communication strategies and digital tools aimed at achieving sustainable
competitive advantages. In the contemporary hospitality environment, events are
no longer an additional or optional activity; they have become a strategic
component that directly shapes customer experience, brand identity and long-
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term market positioning. However, the introduction, coordination and control of
event processes involve a wide range of challenges that require systematic
analysis and effective managerial solutions.

A significant challenge in event-management is the need to create and
maintain an emotional connection with the client. Modern consumers expect
personalized experiences, high levels of engagement, and unique formats that
distinguish one event from another. This causes the need for continuous creative
development, significant informational support, and the integration of
communication channels that ensure effective interaction between participants,
organizers and service personnel. At the same time, such expectations increase
the risks associated with customer dissatisfaction, inconsistencies between
planned and actual outcomes, and insufficient emotional impact of the event
(Blyznyuk, Kuz & Kinas, 2024).

Demand fluctuations also complicate the development of efficient event-
management processes. Seasonality, cultural factors, economic fluctuations and
changes in customer preferences create irregular patterns of demand for events.
This inconsistency increases the risk of underutilization of event spaces and
human resources during low-demand periods and overload during peak seasons.
Poor forecasting may result in financial losses, excessive costs or diminished
service quality. As a result, hospitality enterprises must build advanced
forecasting models that integrate market analytics, statistical data and digital
monitoring systems — yet many businesses lack the analytical capabilities
needed for such complex forecasting (Danchenko, Chepurda & Kurakin, 2024).

Safety and regulatory compliance also pose serious challenges. Events
must meet strict rules on fire safety, hygiene, food handling, and digital privacy.
Non-compliance can lead to fines or closures. Constant regulatory changes and
staff training demands create added pressure, especially for smaller enterprises.
Competition is intensifying with the rise of boutique hotels, coworking spaces,
and rental platforms offering innovative event services. To keep up, traditional
venues must rethink their event strategies, focus on emotional value, technology,
and brand authenticity, requiring strategic investment and planning (Marques &
Marques, 2023).

Sustainability is another growing priority. Clients expect eco-friendly
practices — waste reduction, ethical sourcing, and energy efficiency. While these
boost brand image, they also raise costs and demand expertise. Many businesses
lack clear sustainability policies, making consistent implementation difficult.

Another important problem in the development of event-management
systems is the increasing technological dependence of the hospitality sector.
Modern events require the integration of audio-visual equipment, interactive
installations, digital registration systems, mobile applications, virtual assistants,
online ticketing platforms and hybrid communication technologies. While these
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tools significantly expand the possibilities of event design, they also create risks
related to technological failures, cybersecurity, and insufficient digital
competence among staff. Even a minor technical malfunction during an event
can negatively influence customer satisfaction, damage the reputation of the
enterprise and lead to financial losses. Therefore, the lack of strong IT support
and reliable technological infrastructure remains a major barrier to stable event-
management operations.

One of the most challenging aspects of event-management is the
unpredictability of customer behavior. Event audiences are diverse, emotionally
driven and vary significantly across market segments. Their preferences change
rapidly due to fashion, digital trends, cultural shifts and global social dynamics.
As a result, event concepts that were successful only a year ago may no longer
attract modern consumers. Enterprises must therefore constantly monitor trends,
conduct market research and invest in creative development. However, many
hospitality businesses lack analytical tools and professional creative
departments, leaving them unable to track and adapt to relevant trends. This
leads to outdated event formats, reduced engagement and declining
competitiveness (Yazina & Zakharchenko, 2024).

Communication problems also pose serious challenges. Event-management
requires precise horizontal and vertical communication among all teams — from
marketing and sales to logistics, kitchen staff, decorators, security services and
third-party partners. Miscommunication at any stage can disrupt the entire event
flow, causing delays or inconsistencies. Furthermore, hospitality enterprises
often suffer from fragmented communication standards, lack of unified reporting
systems and insufficient briefing procedures. These gaps reduce the
effectiveness of teamwork and complicate the implementation of complex event
projects (Khytrova & Dolha, 2023).

Customer expectations have also changed dramatically in recent years,
becoming much higher and more personalized. Guests expect unique event
experiences, rapid service, transparency, emotional interaction, and digital
convenience. They compare hospitality events not only with competitors in the
hotel and restaurant sector, but also with global entertainment platforms, large
entertainment companies and technology firms. This expanded competitive field
raises the bar for event quality and demands constant upgrading of creativity,
technology and service processes. The inability to meet such expectations leads
to customer dissatisfaction and decreases the enterprise’s ability to attract new
clients (Sokolova, 2019).

Another important issue is crisis sensitivity. Events are extremely
vulnerable to global, national and local crises, including pandemics, economic
instability, energy shortages, political tensions, and environmental emergencies.
These external shocks can cancel events, reduce the availability of suppliers or
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disrupt logistics. Hospitality enterprises must therefore develop strong crisis-
management strategies, contingency plans and flexible event formats, such as
hybrid or fully virtual events. However, many businesses lack strategic planning
capabilities and rely on spontaneous decision-making, which reduces readiness
for crisis situations.

Finally, one of the most fundamental problems lies in the insufficient
strategic integration of event-management into the overall business model of
hotels and restaurants. In many enterprises, event activity is treated as an
additional service rather than a strategic instrument for competitiveness, brand
development and customer loyalty. This leads to underinvestment in event
departments, absence of long-term planning and the lack of unified standards for
event quality. Without a strategic approach, hospitality enterprises cannot fully
utilize the potential of event-management as a driver of innovation,
differentiation and sustainable growth.

Research results and prospects. Research results show that the
development of an effective event-management system in the hotel and
restaurant business depends on a complex interaction of organizational,
technological and creative factors. Event-management in hospitality has evolved
into an integrated business function responsible for forming consumer
impressions, strengthening brand value and generating additional revenue
streams. Unlike standard operational processes, events require advanced
planning, coordination and communication, which is why enterprises that
implement structured event-management systems achieve higher levels of
service quality, customer satisfaction and market competitiveness.

One of the key findings is that successful event-management significantly
increases demand for hospitality services. Hotels and restaurants that
consistently organize events such as conferences, corporate gatherings,
weddings, cultural evenings, gastronomic festivals or promotional activities
experience higher occupancy rates, increased table reservations and stronger
customer engagement. Events expand the marketing visibility of the enterprise
and stimulate repeat visits due to emotional involvement of the audience. By
offering memorable and well-constructed event experiences, hospitality
enterprises secure a competitive advantage and attract new segments of
customers who would not have otherwise interacted with the brand (Oliinyk,
2024).

Another important result is the improvement of service quality through the
adaptation of innovative event-management tools. Technologies such as event
CRM systems, automated registration platforms, digital guest flow analytics,
interactive design software and hybrid-event solutions enable hospitality
enterprises to optimize all stages of event preparation. These tools help create
personalized experiences, reduce service errors, improve internal coordination,
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and speed up communication between stakeholders. As a result, hotels and
restaurants can respond more effectively to the expectations of modern
customers, who seek convenience, transparency and high emotional value.

Event-management also plays a crucial role in cost optimization. Although
events require initial investment, structured management reduces unnecessary
expenditures by improving planning accuracy, resource allocation and supplier
coordination. For example, digital inventory systems reduce the likelihood of
overbooking equipment, while automated staffing tools help predict labor
demand more precisely.

Research results further indicate that event-management systems must take
into account the strong seasonality characteristic of hospitality. Many hotels and
restaurants experience cyclical demand fluctuations, which influence the
frequency and profitability of events. Seasonal peaks create opportunities for
large-scale events, while off-season periods provide space for creative formats
and discounted offerings aimed at sustaining customer interest. Event-
management becomes an instrument for balancing seasonal risks: enterprises
can plan a diversified calendar of events that attracts different audience groups
year-round. This reduces financial instability and provides a more predictable
distribution of revenue (Mysyk, 2020).

Despite the advantages, the introduction of event-management in
hospitality is associated with high commercial risks. The demand for event
services is influenced by volatile consumer preferences, cultural trends, fashion
shifts, and socio-economic conditions. Even slight changes in customer
expectations may affect the success of the planned event. Additionally, external
factors such as currency fluctuations, political instability or global crises may
reduce event demand or lead to last-minute cancellations. Enterprises must
implement risk-evaluation models and maintain flexible event formats — hybrid,
modular or mobile — to minimize the potential negative impact. This confirms
the need for strategic planning and a proactive approach to risk management
(Khytrova & Dolha, 2023).

Research also highlights the multifaceted nature of event-management
innovations. These innovations can be categorized into key groups, each
contributing to better performance of hospitality enterprises. Management
innovations include the introduction of event-specific project management
methodologies, clear responsibility structures, digital workflow platforms and
unified communication channels. These tools help classify tasks, optimize
timing and improve cross-department collaboration. Communication
innovations consist of adopting digital communication devices, guest feedback
collection tools, push-notification systems and multi-channel communication
strategies that facilitate better interaction with clients before, during and after
events.
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Service innovations include personalization technologies, thematic event
concepts, creative design techniques and adaptive service models that allow
enterprises to tailor events to the needs of individual clients. This enhances
customer satisfaction by creating unique emotional experiences. Marketing
innovations involve the use of social media campaigns, online advertising tools,
digital promotion platforms and loyalty programs that increase visibility and
improve customer engagement with events. Digital innovations, particularly in
the context of growing digitalization, represent one of the strongest groups of
event-management tools. They include cloud-based systems, virtual reality
elements, contactless service modules, mobile applications, digital payments and
data analytics platforms. These innovations raise the level of automation,
improve decision-making and increase customer comfort (Khytrova & Dolha,
2023).

Prospects for the development of event-management in the hotel and
restaurant business are associated with the expansion of digital transformation,
the growing popularity of hybrid events, the evolution of customer expectations
and the integration of sustainability principles. The future of event-management
will rely on deeper data analytics, automated customer segmentation and Al-
driven tools for event forecasting. Personalized experiences will become even
more important, making technologies such as augmented reality, dynamic
content generation and automated guest profiling essential. Sustainability will
also take on a greater role, pushing enterprises to adopt eco-friendly event
formats, reduce waste, use energy-efficient equipment and promote socially
responsible practices.

In the long term, event-management will become a strategic core of
hospitality enterprises. It will shape brand identity, define value propositions and
influence customer loyalty. As competition in the hospitality sector intensifies,
hotels and restaurants that effectively integrate event-management into their
operational and marketing systems will achieve stronger market positions,
greater financial stability and long-term sustainable development.
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