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The article systematizes key approaches to quality management of hotel, restaurant, and animation services in
business tourism. The strategic role of MICE as a stable and high-income segment influencing the competitiveness
and sustainability of hospitality enterprises is determined. The specific needs of business travelers are identified.
Special attention is paid to Food & Beverage quality management, corporate catering, hybrid formats, and the
Bleisure concept. The role of animation services in enhancing customer experience in MICE is substantiated. The
impact of digitalization, sustainable development and security challenges on modern quality management models
in the hotel and restaurant business is analyzed. An integrated approach combining international standards, digital
tools, gastronomic and animation components, and safety infrastructure to enhance competitiveness is substantiated.
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Y cTaTTi cuctemaTn3oBaHO TEOPETUYHI 3acan Ta OBIpyHTOBAHO CyyacHi NigxoAu A0 YNPaBMiHHA AKICTIO ro-
TeNbHO-PECTOPAHHUX Ta aHiMaUiiHUX NOC/yr y cermeHTi 6isHec-Typusmy (MICE). BusHayeHo cTpateriyHe 3HaYeHHs
MICE 5K ogHOro 3 HaibinbLl CTabiflbHKX i BUCOKOAOXiAHWUX CErMeHTIB TYPUCTUYHOMO PUHKY, L0 CYTTEBO BN/IMBAE
Ha hiHAHCOBY CTIlKICTb, KOHKYPEHTOCMNPOMOXHICTb Ta iHHOBAUiiHWA PO3BUTOK MiANPUEMCTB IHAYCTPIl TOCTUHHOCTI.
PoskpnTo cneuudiky notpeb 6i3HeC-TYpUCTIB, ki hOpMyHOTb NiABULLEHI BUMOTM A0 (OYHKUIOHA/IbHOCTI, TEXHO/O-
riYHOCTI, onepaTMBHOCTI Ta 6e3nepepBHOCTI CepBiCy, a TakoX A0 AKOCTI opraHizauii 4inoBux 3axofiB, KOH(epeH-
LifHMX, pecTopaHHMX i cynyTHiX nocayr. OcobnmBy yBary NpuaineHo ynpasniHHIO SKICTIO pecTopaHHOI CKNagoBol
MICE-npoaykTy, 30KpeMa KopnopaTuBHOMY KeliTepuHry, cTaHgapTusauii Food & Beverage-cepsicy, BNpOBayKEHHHO
ribpugHMx dropmartis 06C/TyroByBaHHA Ta peavtizalii KoHUenuil Bleisure sk iHCTPYMEHTY MigBULLEHHS KIEHTCHKOT
LiiHHOCTI Ta N051IbHOCTI KOPNopPaTUBHMX CNoXMBaYiB. OBI'PYHTOBAHO PO/b aHiMaLiHUX NOCNYT SK BXNMBOI CKNaao-
BOi cyyacHoro MICE-npofykTy Ta e(heKTUBHOrO iHCTPYMEHTY YNPaB/liHHA K/TIEHTCbKMM LOCBIAOM, KOMYHiKauieo, MO-
TUBALLIEO 1 EMOLIIHOO 3asTyUYEHICTIO YHACHUKIB AiNI0BUX 3ax0AiB. [JoBefeHo, Lo aHimauisi B MICE-cerMmeHTi TpaHc-
thopmyeTbCs 3 TPaAULIHOT po3BaXasIbHOI Ais/IbHOCTI Y NPOIECiiHO opraHi3oBaHuii KOMMOHEHT CEPBICHOT SIKOCTI,
iMigKeBOi NpMBabAMBOCTI Ta AOAAHOI BApTOCTI rOTENbHO-PECTOPaHHUX NignpUeMCTB. MNpoaHanizoBaHo BM/IUB KO-
4OBMX [NM0GANIbHUX TEHAEHLLN, 30KpeMa LidpoBi3aLii, BNpoBagKeHHs iHHOBALifH1X TEXHONOTIA, MPUHLMNIB CTAaN10r0
PO3BUTKY, @ TaKOX HaLIOHa/IbHUX BUK/MKIB, NOB'A3aHMX i3 6€3NeKOBUMU PU3MKamu, BOEHHNM CTAHOM i pefioKaliero
6i3Hecy, Ha hopMyBaHHSI Cy4yacHUX MOAENER yNpaBiHHA SKICTIO Y roTe/IbHO-pecTopaHHoOMY Gi3Heci. O6rpyHTOBaHO
[LOLiNbHICTb KOMMNIEKCHOTO NiAxoay Ao opraHisauii MICE- Ta aHiMaLiiiH1X NOCAYT, L0 NOEAHYE MiXXHAPOAHI CTaHaap-
TW SIKOCTI, UMAOPOBI PiLLEHHS, raCTPOHOMIYHI Ta aHiMaL,iliHi KOMMOHEHTY CEPBICY, a TaKOX 6e3MeKoBY IHPPACTPYKTYpY
AK KPUTUYHO BaXXIMBUIA (DAKTOP MiABULLEHHS KOHKYPEHTOCMPOMOXHOCTI MiAMPUEMCTB i TYPUCTUYHMX AeCTUHALLN.

KntouoBi cnoBa: 6i3Hec-Typusm, MICE, ynpaBniHHS roTe/IbHO-PECTOPaHHNM Bi3HECOM, SIKICTb 06CYroByBaHHS,
aHimMaujiinHi nocnyru, KNIEHTCbKMIA AOCBIA, UMJIPOBI IHHOBALLii, CTannii PO3BUTOK, KOPNOPATUBHUIA KEATEPWHT.
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Statement of the problem. The modern
hotel and restaurant business faces challenges
in effectively managing the quality of products
and services in the rapidly developing business
tourism segment. The growing demands
of corporate clients, the need to implement
innovations and digital technologies, as well as
ensuring safety and sustainable development
require new approaches to service organization.
The integration of additional services, such as
animation programs, to increase satisfaction and
create a holistic customer experience inthe MICE
segment is also becoming particularly relevant.
The challenge lies in developing effective quality
management strategies that meet modern
standards and ensure the competitiveness of
hotel and restaurant businesses in the MICE
context. Solving this problem is important for
improving service quality and developing the
hospitality industry.

Analysis of recent research and
publications. Recent research in the field of
businesstourismandthe MICE segmenthighlights
the growing importance of innovative approaches
to product and service quality management in
the hotel and restaurant business. In particular,
the works of such researchers as |. Andrenko
and |. Panova highlight the specifics of business
tourism as an important economic driver and
emphasize the need for a comprehensive
approach to the organization of MICE services
[2; 5]. International reports, in particular from the
UNWTO and the Events Industry Council, focus
on digitalization, sustainable development, and
security as key trends shaping the future of the
industry [3; 4; 6]. Ukrainian researchers, such
as N. Tereshchuk, pay special attention to the
standardization and certification of hotel services
in the context of increasing competitiveness
and integrating global practices [11]. In the
context of contemporary challenges and trends,
L. Bondarenko, O. Stakhorska, and V. Chaus
(2025) emphasize that the implementation
of innovative solutions, in particular digital
technologies and new service models,
significantly increases the competitiveness of
hotel and restaurant businesses, which is of
particular importance for the MICE segment [12].
At the same time, there is growing academic
interest in the integration of animation services
as a tool for managing customer experience in
the context of business tourism and the “Bleisure”
concept. In general, scientific discussion
indicates that effective management of the
quality of MICE products requires consideration
not only of technological innovations, but also

of the principles of sustainable development,
security, and service flexibility.

Highlighting previously unresolved parts
of the overall problem. Despite the significant
scope of research in the field of business tourism
and the MICE segment, a number of important
issues remain insufficiently studied. In particular,
methods for assessing the quality of corporate
catering, taking into account the peculiarities
of hybrid event formats that are gaining
popularity in the current conditions of digital
transformation, are insufficiently developed.
In addition, insufficient attention has been paid to
a comprehensive analysis of the role of animation
services as a tool for managing service quality
and improving the effectiveness of MICE events
in the context of the “Bleisure” concept. There
is also a lack of comprehensive approaches to
integrating security infrastructure into the quality
management system for hotel and restaurant
services, especially in the context of martial law
and post-war recovery challenges. These gaps
limit management effectiveness in the MICE
segment and create a need to develop new
strategies that combine innovation, sustainable
development, and security.

Formulation of the objectives of the article
(task statement). The purpose of this study is
to conduct a comprehensive analysis of the role
of business tourism (MICE) in the development
of the hotel and restaurant business from the
perspective of product and service quality
management. The study aims to identify key
requirements and trends in the MICE segment,
assess the impact of innovation, digitalization,
and sustainable development principles on the
formation of competitive advantages of hotel
and restaurant enterprises, and determine the
prospects for improving corporate catering,
integrating animation services, and strengthening
security infrastructure in the context of modern
challenges.

Summary of the main research material.
The modern hotel and restaurant business is
activelyintegratingthe businesstourismsegment,
in particular MICE (Meetings, Incentives,
Conferences, Exhibitions), as one of the key
drivers of the hospitality industry's development.
In the context of globalization, digitalization,
and growing demands from corporate clients,
effective management of product and service
quality in this area is becoming strategically
important.

In scientific and business practice, the
abbreviation MICE is increasingly used instead of
the term “business tourism,” as it more accurately
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reflects the main structural components and
directions of this segment [3].

MICE is a complex business system [2]
that functions through the interaction of four
main subsystems: client companies; suppliers
of individual services (in particular, hotel and
restaurant operators); tour operators that provide
a full range of services; and organizations
specializing in event management.

The business tourism system shown in

Figure 1 includes a set of interconnected
elements that ensure the functioning of the entire
segment. It covers not only the organization of
travel and accommodation, but also a range of
services related to holding events of various
formats — from business meetings to large-scale
conferences and exhibitions. This integration of
different components ensures high efficiency
and flexibility of the system, which is extremely
important for meeting the specific needs of
business customers.

Next, we will consider the main systemic
features of business tourism that determine
its characteristics and influence the formation
of quality service standards in the hotel and
restaurant sector, as shown in Fig. 2

Business tourism is extremely important for
the management of the hotel and restaurant
business. This segment generates a significant
share of the revenue of hotel and event
infrastructure, as business tourists tend to have
a higher average check — their expenses exceed
those of regular tourists by 30-50% [4; 10]. It is
due to the payment not only for accommodation,
but also for conference services, rental of
premises, technical support and, importantly,
corporate catering. Moreover, MICE traffic is
less prone to seasonal fluctuations, providing

hotel businesses with stable room occupancy
rates, which can reach 40-60% in mid-range
and high-end hotels [7; 8]. This stability is key
to the financial sustainability of the hotel and
restaurant industry. To have a full understanding
of the complex role of the MICE segment at
different levels (from global to regional) and its
impact on economic development and tourism
infrastructure, let's look at the main functions of
business tourism (Table 1).

Thus, the functional significance of business
tourism at all levels emphasizes the need for
qualitative changesinthe organizationof services.
That is why hotel services aimed at business
travelers go beyond ordinary accommodation,
shifting the focus from recreational comfort to
service functionality and the efficiency of the
guest's work process. Considering this, product
and service quality management in the hotel
and restaurant business in this segment covers
functional standards that require an integrated
approach [11].

The key requirement is to ensure
uninterrupted operation, starting with a high-tech
environment, including high-speed and stable
Wi-Fi, as well as simplified and fast check-in and
check-out procedures (online check-in, express
registration). The room inventory must include a
specially equipped ergonomic workspace with
high-quality lighting and a sufficient number of
power outlets [12]. In addition, high standards
of sound insulation and privacy are essential,
as business travelers often work with sensitive
information.

An extremely important aspect is conference
service, which often becomes a decisive factor
in a hotel's competitiveness in the MICE services
market. The quality of MICE services depends

/

~
_ _ Companies providing specific types of
Client companies services (airlines, hotels, car rental agencies,
(send their employees on business trips) insurance companies, etc.)

N ( Business tourism (Business travel) 1 %
4 J N
Organizations and companies in the MICE Companies providing a full range of services

industry (tour operators) in the field of business travel

J

Fig. 1. Business tourism system

Source: based on [2]
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Business tourism

Target orientation -

Meeting rooms, catering, presentations

Infrastructure dependency

Hotels with business areas, conference centers,

exhibition venues

High individualization -

Expect flexible solutions: corporate rates, business
lounges, private meeting rooms, stable internet.

Economic significance |

High average check, less seasonality, significant share
of revenue from hotels and event infrastructure

Digital transformation

Online registration, mobile applications, streaming,

VR/AR, hybrid event formats

Fig. 2. Key systemic features of business tourism
Source: generated by the author

Table 1

Main functions of business tourism at the international and national levels

Level Key functions

Results and impact

International

Promoting global mobility; establishing
international ties; technology transfer

Growth in investment, international
partnerships, development
of intergovernmental cooperation

Support for the tourism market;

Development of the hotel, transport,

National infrastructure development; and events industries; increasing
shaping the country's image competitiveness
T - Increasing the attractiveness of cities;
- Revitalization of the local business .
Regional environment: job creation development of clusters — IT, education,

innovation

Source: generated by the author

on the availability of technically equipped
halls, meeting rooms, and business centers.
Therequirementsforthemare constantly growing:
the latest equipment (video conferencing,
interactive screens) and guaranteed extremely
high Internet bandwidth are necessary to ensure
the reliability of hybrid events. In addition, the
premises must be flexible, with the ability to
quickly transform into different formats — from
“theater” to “U-shape”. Compliance with these
requirements is an indicator of the effectiveness
of management processes and is often confirmed
by the implementation of the international
standard ISO 9001. Details of the key needs

of business travelers and the corresponding
solutions that should be integrated into the quality
management system of a hotel and restaurant
enterprise are presented in Table 2.

The analysis presented above illustrates the
full range of functional standards in the MICE
segment focused on the guest's workflow. In
addition to accommodation and conference
services, the third most important group of
functional standards is food and beverage
(F&B) services. The success of an event and
the overall impression of a guest's business
trip largely depend on the impeccable work of
the restaurant business. Business travelers
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Table 2

Business travelers' requirements and corresponding hotel solutions

Business traveler
needs

The essence of needs

Hotel solutions

Speed and simplicity

of service procedures

minimizing check-in time, clarity of

online check-in, express registration,
flexible check-in and check-out
conditions

Technological
environment

ability to work continuously

high-speed Wi-Fi, multimedia
equipment, mobile hotel applications

Functional workplace

convenience of performing
professional tasks in the room

work desk, ergonomic chair,
high-quality lighting, additional power
outlets

Accessible logistics locations

quick movement between

transfer, convenient location, easy
navigation, car rental

Organization of
business events

participation in meetings,
conferences, presentations

confe_rence rooms, meetir_wg rooms,
technical support, streaming

different work schedules

Timely meals and energy needs

early breakfast, business lunches,
coffee breaks, 24/7 room service

Related services ensuring domestic

and organizational comfort

laundry, concierge service, copying,

scanning, secretarial services

Source: generated by the author

appreciate efficiency and meals that fit their tight
work schedule, which requires flexibility and
responsiveness from the F&B service.

That is why F&B service quality management
is based on the principles of efficiency and
flexibility. The hotel's restaurant service must
provide early breakfasts, business lunches,
coffee breaks with a clearly limited duration, as
well as the possibility of ordering room service
24/7. The menus should be specially designed,
quick to prepare, high-quality, and balanced,
as they serve to support productivity, not just
relaxation [9]. Particular attention is paid to
corporate catering, which requires perfect
logistics and well-coordinated work of the staff,
who must strictly adhere to the protocols for
serving large groups (temperature control,
aesthetics of presentation).

Today's trends in the MICE segment require
innovative adaptation from the restaurant
business. With the development of hybrid MICE
formats, there is ademand for new services, such
as the organization of branded material delivery
or “virtual catering” for remote participants, which
requires cooperation with logistics partners
and the development of special, securely
packaged sets. At the same time, the influence
of the “Bleisure” concept (combining business
travel with leisure) is growing, requiring hotel
restaurants to create attractive public spaces
(lounge areas) and expand their range of leisure
F&B services (themed dinners, tastings) that can

be easily integrated into a busy work schedule.

Success in the MICE segment is determined
by the ability of hotel and restaurant management
to integrate global trends and respond
appropriately to national challenges.

One of the key global trends is digital
transformation [6]. The use of artificial intelligence
and Big Data allows analyzing the behavior of
business customers and offering them hyper-
personalized service packages based on their
previous needs. The implementation of the
“Smart Room” concept based on the Internet
of Things (IoT) and contactless technologies
maximizes the efficiency of the guest's workflow,
meeting their high demands for speed and
security. In this context, digitalization of hotel and
restaurant services allows for the optimization of
order management processes and enhances the
satisfaction levels of business clients [13]. Along
with digitalization, there is a growing emphasis
on sustainability and “Green MICE". This
requires hotels and their restaurants to adopt
environmentally friendly approaches: energy
conservation, minimization of food waste (Zero
Waste), and use of local, seasonal products.
Incorporating these principles into procurement
policies and restaurant operations is becoming a
mandatory quality management standard.

However, in the context of martial law and
post-war reconstruction in Ukraine, all these
requirements are complemented by the priority of
safety, which becomes a decisive standard that
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shapes competitive advantage. The availability of
functional, properly equipped shelters and clear
evacuation protocols is a critical requirement for
any MICE event. Infact, the security infrastructure
of a hotel is becoming a new element of product
and service quality management. This also
applies to the organization of tourism and
recreational services, which must now include
the aspect of security.

The role of domestic MICE and the need
for business relocation is growing, requiring
hotels to develop flexible long-term corporate
offers tailored to the needs of regional business
communities and international  partners
interested in rebuilding the country.

In addition to the technological, gastronomic,
and security aspects of MICE services, in modern
conditions, there is a growing focus on the role
of animation services as a tool for managing
customer experience and service quality in the
field of business tourism.

In the current conditions of the hospitality
industry's development, animation services
are increasingly seen not only as an element
of leisure, but as an important component of
a comprehensive service product, especially
in the business tourism and MICE segments.
The paradigm shifts in the consumption of
tourism and hotel and restaurant services, the
focus on customer experience, and the Bleisure
concept are driving the growing role of animation
as a tool for improving service quality, business
competitiveness, and the effectiveness of
business events.

In the context of MICE, animation services
go beyond the traditional understanding of
tourist animation as entertainment. They are
transformed into an organized system of
social, communicative, motivational, cultural,
and gastronomic activities aimed at activating
the interaction of event participants, forming a
positive emotional background, and increasing
the effectiveness of business events. Thus,
animation becomes a component of service
guality management and an important element
of the MICE product of a hotel and restaurant
enterprise.

From the perspective of organizing
entertainment services in the hotel and restaurant
business, it is advisable to highlight MICE-
format entertainment, which has a clear focus,
a regulated scenario, and integration with the
main program of the event. Unlike recreational
animation, it is aimed at an adult audience with
purchasing power, has a limited time frame, and

is closely linked to the business, corporate, and
communication goals of the event.

Animation programs play a multifunctional role
in the structure of MICE events, going beyond
simple entertainment. First and foremost, they
perform a communicative function, facilitating
informal contacts and effective networking
between participants. At the same time, their
motivational function is critically important,
especially in incentive tourism and various
corporate events, stimulating staff. In addition,
animation has a significant adaptive effect,
facilitating the integration of participants into
a new environment or group dynamics. On a
more strategic level, it shapes image perception,
creating a positive impression of the organizers,
hotel, restaurant, or entire destination. Finally,
it serves a compensatory function, effectively
reducing the psychological and physical stress
that can arise from an intense business program.

In view of these functions, a number of
specialized animation services have been
developed in the MICE segment:

— Business animation covers tools that
are directly integrated into the work process:
from moderating and facilitating discussions to
organizing interactive sessions and business
games aimed at achieving specific business
goals.

— Corporate and event animation focuses
on group interaction and recreation. This includes
networking events, after-conference programs,
and special team-building events.

— Incentive animation is a separate
area whose task is to increase staff loyalty
and motivation through unique and rewarding
programs.

— Gastronomic animation offers cultural
and social experiences through tastings,
organized chef's table meetings, themed dinners,
and professional events such as wine and food
pairing.

— With the development of technology,
digital and hybrid animation has also emerged,
which ensures the engagement and interactivity
of participants who take part in the event
remotely, in online or hybrid MICE formats.

Organizing entertainment services in MICE-
oriented hotel and restaurant businesses requires
a systematic approach and clear coordination
between various departments: administration,
event management, food and beverage (F&B),
technical staff, and security. Entertainment
programs should be planned at the stage of
forming the MICE package and take into account
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the format of the event, its duration, the number
of participants, the cultural characteristics of the
audience, and security restrictions.

Gastronomic animation deserves special
attention, as it is an effective tool for combining
the business and recreational components of
business tourism. Within the framework of MICE
events, it not only provides catering, but also
performs a communicative and image-building
function, promoting informal communication
between participants and increasing overall
satisfaction with the service. The integration of
gastronomic animation with the concepts of Bleisure
and Green MICE allows for the combination of local
authenticity, sustainable development principles,
and modern gastronomic trends.

From a quality management perspective,
animation services should be viewed as part
of the service chain of value creation. Their
effectiveness can be assessed through customer
satisfaction indicators, participant engagement
levels, repeat visits by corporate clients, and
image effects. In this context, animation is not
an auxiliary but a strategic element that affects
the competitiveness of hotel and restaurant
businesses in the MICE segment.

In the context of current national challenges,
particularly security restrictions and post-war
recovery, the organization of entertainment
services also needs to be adapted. The priority
is now on safe event formats, the use of chamber
programs, indoor hotel spaces, hybrid and digital
solutions. This necessitates a review of traditional
approaches to animation and the introduction of
innovative models that combine functionality,
safety, and the emotional component of service.

Thus, animation services in the MICE
segment are an important component of the
modern quality management system for hotel
and restaurant services. Their professional
organization contributes to increasing the
effectiveness of business events, forming a
positive customer experience, and strengthening
the position of hospitality industry enterprises in
a competitive market.

Conclusions. A comprehensive analysis of
the role of business tourism (MICE) confirms its
strategic importance as one of the key drivers of
the hotel and restaurant industry in the context
of globalization, digitalization, and growing
demands from corporate clients. Product and
service quality management in this segment
requires an integrated approach that combines
high standards of accommodation, conference
services, food and beverage (F&B), security
infrastructure, and service innovations.

Research shows that the specific nature
of MICE services necessitates increased
requirements for technological sophistication,
functionality, and operational efficiency, which are
implemented through digital tools, hybrid event
formats, and personalized solutions for business
travelers. At the same time, the restaurant
component of the MICE product not only provides
catering services but also plays an important role
in shaping the customer experience through the
development of corporate catering, gastronomic
animation, and the Bleisure concept.

An important result of the study is the
justification of the role of animation services
as an integral part of the modern quality
management system in the business tourism
segment. In the context of MICE, animation is
transforming from a traditional entertainment
activity into a professionally organized tool for
managing customer experience, communication,
motivation, and social interaction among event
participants. Its integration into the structure
of MICE services contributes to increasing
the effectiveness of business events, forming
a positive image of hotel and restaurant
enterprises, and strengthening their competitive
positions in the market.

In the current national context, characterized
by security challenges, business relocation, and
post-war recovery processes, adapting MICE
and entertainment programs to the new realities
is of particular importance. Safe, intimate, hybrid,
and digital event formats are becoming a priority,
requiring hotel and restaurant management
to review traditional approaches to service
organization and implement innovative quality
management models.

Thus, effective development of the business
tourism (MICE) segment is only possible with
comprehensive integration of infrastructure,
technology, gastronomy, and entertainment
components of the service, focused on creating
a holistic customer experience. It is precisely
this quality management model that ensures the
sustainable development of hotel and restaurant
businesses and increases the competitiveness
of tourist destinations.

Prospects for further research are related to
the development of methods for assessing the
quality of animation services in the structure
of MICE events, determining the effectiveness
indicators of gastronomic and corporate
animation, as well as analyzing the impact of
animation program integration on the level of
business customer loyalty and the economic
results of hotel and restaurant enterprises.
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