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The audio guides and guided tours are strengths of the provision of services in the Second World War Museums
in Kyiv and Gdansk. However, the process of providing museum services in the National Museum of the History
of Ukraine in the Second World War needs certain changes. It is necessary to adopt the West European museum
price policy, where cost is higher, and photography services are free. Tourists are interested in buying tickets online
because it will decrease the waiting time before service provision. It would be relevant to add English and Russian
texts to museum pieces. It is important to develop special offers for tourists and their online availability. There is a
need to motivate the museum staff who should propose additional and exclusive services for visitors, for example,
visiting the viewing decks of the sculpture “Motherland”. The financial trouble has reached an acute stage, that's why
it will be necessary to look for the ways of optimization of the museum management and the organization of tourist
services of the Second World War Museum in Ukraine.

Key words: organization of tourist services, museum management, annual attendance of museums, museum
services, special offers.

B pe3ynibmami koMnapamusHO20 aHa/li3y opaaHizayii mypucmuyHux nocsaye 8 My3esix [pyaoi csimosoi siliHu
8 Kuesi ma GaHCbKy BUSIBNIEHO, WO IXHIMU CU/IbHUMU CMOPOHaMu € aydio2iou ma HadaHHS1 eKCKYPCIUHUX rocsly2
019 mypucmis, 30Kpema iHo3eMHuUX. OOHOYaCHO MPOYec HadaHHS My3elHux nocsye HayioHa/ibHo20 My3ero icmopii
YkpaiHu y [pyeail csimosili 8iliHi nompe6ye 3MiH. [/151 eKCK/I3UBHUX M0C/y2 Mae 6ymu po3pobsieHa MapKkemuHa08a
cmpameaisi npocysaHHs1 8 IHmepHemi. Typucmu € 6i/ibW BUMO2/1UBI Y MOPIBHSIHHI 3 WKI/IbHOK Ma cmMyO0eHMCbKO
My3elHor ayoumopieto, OCKifIbku ompumaHuli 0ocsid 00380/1€ IM NOPIBHIOBAMU MOC/1yauU PisHUX My3€ei8, moMy iCHye
HeobxiOHicmb Momusysamu nepcoHasn, wjob moli nporoHysas 8iosidysadamM 000amkKosi ma eKCK/03UBHI nocsayau
My3eiB pa3oM 3 MpudbaHHsIM KBUMKIB ma 3aMOB/IEHHSIM eKCKypcill. | (nidliom Ha 02/151008i MalidaHYUKU CKy/IbImypu
BambkisujuHa-mamu). ®@iHaHco8i mpyOHOWi, SIKi TOCMasiu HUHI Mepeod My3€€eM, 3yMOB/IHMb HEOOXIOHICMb MOWYKY
wsxis onmumisayii cucmemu ynpas/iHHs ma opeaaHisayii mypucmuy4Hux nocsaye Myseto icmopil YkpaiHu 8 Apyaili
Csimogili giliHi. I1id Yac BcmaHOB/IEHHS UYiH Ha MOC/Ty2u My3esiMU 8paxosysas/iiCb CEPEOHI UiHU Ha My3eliHi nocsayau y
BIOMOBIOHUX KpalHax. BcmaHos/mosamu HU3bKY BXiOHY naamy i 3aBUWeHi YiHU Ha amamopcbki homo ma sideoroc-
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nyau Myseto icmopii YkpaiHu y Apyeail csimosili siliHI 8 Kuesi € BBaaeMO HEAOU/IbHUM: mpeba nepelimamu docsio
YiHOBOT nosiimuku My3eig 3axioHoi €8poru, e bifibW BUCOKA UiHa, a BK/IHEHI 00 UiHU BXIOHO20 KBUMKa 6e3KoWmos-
Hi ghomorioc/iyau € 6i/ibw NpusabuUBUM PILUEHHSIM 07151 mypucmis. Kpim mo2o, mypucmu 3ayikagsieHi 8 npudbaHHi
KBUMKIB OH-/1aliH, WO Bi0BIOyBaHHS MEMOPIa/lbHO20 KOMIT/IEKCY 3p06umb 6i/ibW 3pyYHUM, OCKI/IbKU Ye 3MEeHWUMb
yac o4ikysaHHs rneped HadaHHSIM oc/1y2. B mysesix €sporu susdyaroms, siki mypucmu ix gidsidyroms, i nopsio 3 emu-
Kemaxem MOBOI KpaiHu po3miujyroms iHhopmayito ma iHCmpykuyii Ha 8i0nosioHux mosax. byio 6 dopeyHum doro-
BHUMU eKcrioHamu mexkcmamu aHa/ilicbKor ma pocilicbKor MosaMu Ha mepumopii My3eliHo2o komrisiekcy. Omxe,
ICHyrO4i cucmeMHi HedosliKu opaaHizayii My3eldHuUX noc/y2 0751 iHO3eMHUX mypucmis 8 HayioHasibHoMy My3ei icmopii
Ykpaitu y [pyeail ceimosili siliHi doci He BUPIWEHI, MOMY € BaXX/IUBUM PO3po6UMU crieynponosuyii 0151 mypucmis,

AIKI MPOMOHyBamu OH/1alH.

Knrouosi cnosa: opaaHizayisi mypucmuyHuUx focsye, My3elHull MeHedxMeHm, piyHa si0sidyBaHiCmb My3els,

My3elHi nocsyau, cneynponosuyii.

Ay0uoauobl U 3KCKYPCUOHHbIE YCAyau SB/ISI0MbCS CU/IbHBIMU CMOPOHaMU op2aHu3ayuu ycsya 8 my3esix Bmo-
poli Muposoli 8oliHbI 8 Kuese U l0aHbCke. TeM He MeHee ornpedesieHHbIE USMEHeHUsT mpebyromcsi npoyeccy npeoo-
cmagneHusi My3elHbiX yc/1ye 8 HayuoHa/lbHOM My3€ee ucmopuu YkpauHbl 80 Bmopol muposol soliHe. Heobxodumo
nepeHuMams orbim yeHoBol nosumuku mysees 3anadHol Esporibl, 20e 60/1ee BbiCOKasl YeHa U becrniamHbie
¢cbomoycnyau. Typucmbl 3auHMepecosaHbl 8 NPUOGPemMeHUU 6u1emos oH/alH, MOCKO/IbKY 3mM0 CoKpamum spemsi
oxudaHusi nepea rnpedacmas/ieHUeM ycsye. bblio 6bl yMecmHbIM 00M0/IHUMb 3KCOHambl mekcmamu Ha aHa/aul-
CKOM U PYCCKOM si3blkax. BaxHbiM sisrisiemcesi paspabomka cneynpedsioxeHuli 0751 mypucmos U MpeosioxeHue ux
OHn1alH. Cywecmsyem HeobXo00UMOCMb MOMUBUPOBaMb NEPCOHa, 4mob mom npedsiazasn nocemumesisiv 0ornos-
HUMe/IbHbIE U 3KCK/IO3UBHbIE YC/Ty2u My3ees (Mo0beM Ha CMOMPOBbIe N/1owWadku CKy/1bmypbl «PoOuHa-mMams»).
duHaHcoBble mpyOHOCMU, KOMOPbIE BO3HUK/IU celldac neped My3eeM, 06ycC/108/1uBatom He06X00UMOCMb foucka
nymedi onmumu3ayuu cucmemMbl yrnpagieHus U op2aHusayuu mypucmuyeckux yciye My3esi ucmopuu YkpauHbl 80

Bmopoli muposoli soliHe.

Kntouesble cnosa: op2aHusayusi mypucmu4eckux ycrye, My3elHul MeHedxmeHm, 20008asi nocewaeMocms

My3ees, My3elHble YC/1yeu, CrieynpedsioxeHus.

Statement of the problem in the general
form and its connection with important scien-
tific or practical tasks. The organization of tour-
ist services consists of travel agencies services,
transport services, accommodation and catering
services, excursion services and others, in partic-
ular, museum services are studied among them
the least. At the same time, museum services are
important in the organization of tourist services.
The organization of tourist services in the Second
World War Museums in Poland and Ukraine is
applied, and the research deals with the descrip-
tion and comparative analysis of services of two
museums, which are oriented on tourists and
development of relevant museum products.

The analysis of recent researches and
publications which initiated the solution of
this problem and on which the author relies.
The problem of the tourist services organiza-
tions is considered in the theoretical and applied
researches of marketing and management in tour-
ism [1, p. 64; 2; 3; 4; 5]. The organization of tourist
services in museums is analyzed in the context of
museum management and other museum forms of
activity. Babaritska V.K. analyzed theory and prac-
tice of the guided tours and museum services, but
her studies are not dedicated to the specificities of
guided museum tours [6]. Gorishevskiy P.A. is one
of the first scientists who has brought into science
and defined the notion of the basic and additional
museum services [7]. Gorishevskiy P.A., Rutins-
kiy are supporters of the concept of partnership in
the relations between museums and travel agen-
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cies; the scientists believe their cooperation in tour
services would be expedient as their autonomous
activity is less advantageous [7, 8]. The basic
forms of museum activity with visitors — guided
tours, lectures, consultations — are analysed by
Yureneva T. Museum guided tour is well-defined
by the researcher, it is a collective museum exam-
ination with an original route accompanied by the
guide for the cognitive, scientific and educational
purposes for the satisfaction of the aesthetic taste
in free time [9]. Savchenko A. concluded the usual
museum schedule would be changed and done
more comfortable for visitors, and museum prod-
ucts would be sold in beautiful packs in the atmo-
sphere of relevant topic exposition [10]. Modern
changes in the tourist sphere need more flexible
museum activity in the organization of museum
services. Therefore, practical studies of the orga-
nization of museum services are actual for using of
experience of tourist-oriented museums.

The formation of aims of the article (targets).
The purpose of the article is the comparative anal-
ysis of museum services of the National Museum
of the History of Ukraine in the Second World War
in Kyiv and the Museum of the Second World War
in Gdansk.

Presentation of main research material with
a full substantiation of the scientific results.
The priority museum task is the satisfaction of
the needs of their clients, including local people,
businessmen, and tourists. The National Museum
of the History of Ukraine in the Second World
War (460 — 902 thousand) occupies the sec-
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ond place in terms of attendance among muse-
ums of Ukraine after the Kyiv-Pechersk Preserve
(965 thousand — 1 million visitors annually). In the
period from 2013 to 2014, the attendance of the
National Museum of the History of Ukraine in the
Second World War was reduced by 35.51% that
can be explained by a decrease in the tourist flows
caused by the ATO effects in the country. In 2015,
the attendance increased by 95.81% due to the
growth of the domestic tourist flow and 33.45% of
free visitors. In 2016, the attendance dropped by
28% — museum experts explain it happened due to
the changes in the mood of the museum audience
because of military actions in the east, and today it
is not for visiting museums.

It has an instantly recognizable logo of an image
of the Motherland Monument, which is a part of the
memorial complex. The logo is presented on the
website and souvenirs. The image of the logo cor-
responds to the museum focus [11].

The main museum services of the National
Museum of the History of Ukraine in the Second
World War include an entrance fee for an inde-
pendent review of the expositions (the main one —
20 UAH (0.69 euros) and “On foreign wars” — 10 UAH
(0.35 euros) per adult); excursion service for one
person — the main exposition is 60 UAH (2.17 euros)
and “On foreign wars” 20 UAH (0.69 euros), in
English — 100 UAH (3.48 euros). Among the exclu-
sive services, there are ascents to the observation
decks of the monumental sculpture “Motherland”,
36.6 m high, accompanied by a tour guide which
cost 50 UAH (€ 1.72), and for adults accompanied
by an instructor at a height of 91 m — 200 UAH
(6.89 euros). The climb takes place on the elevator
and then down steps. At an altitude of 36.6 m, you
can use established binoculars with a 30x optical
zoom. These services are available only in case of
good weather, and due to lack of personnel and its
motivation for ordering and performing, the services
are not always provided.

The disadvantages of the museum complex
were discovered based on authors’ observa-
tions during their frequent visits and the analysis
of the TripAdvisor website; on August 1, 2019,
826 reviews were posted on the National Museum
of Ukrainian History in the Second World War,
among which 64% of visitors appraised the memo-
rial complex “excellent”, 28% rated “good”, 6% —
“not bad”, 1% of visitors — “bad”, 1% — “awful” [12].
Majority liked the atmosphere of a museum institu-
tion. Most of the negative comments were written
by foreign guests demanding of the museum ser-
vice. They drew attention to the fact that the staff
was inhospitable, there were no marks in English
for the museum expositions, the toilet was dirty and
not provided with consumables for visitors. These
remarks are no exception, and that sort of situation
is typical for the museums of Ukraine.

Today, the museum has problems with the
organization of services to visitors. In addition,
the percentage of state funding in the structure
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of the museum complex is more than 95%. The
disproportionate difference between public fund-
ing of museums and own revenues is the man-
agement problem for most museums in Ukraine.
One cannot compare the museum complex with
the Louvre, but the experience of the latter can be
used. The Louvre presents itself as an example
of the world’s museum service, which establishes
and maintains the highest international standards
in the museum field; 53% of the annual budget of
the Louvre is covered by its own sources (sale of
entrance tickets, excursion service, sale of sou-
venirs, audio guides and food services, sponsor-
ship, export of exhibitions abroad, an automatic
machine for issuing funds from an account, lease
of squares) [13, p. 89-90]. The Ukrainian muse-
ums should borrow the provision of additional and
related services, the search for sponsors and the
interest in their own opportunities for advertising
its brand on the territory of the museum, the right
to visit the museum free of charge for them and
their family members, etc.

The paper compares the National Museum
of Ukrainian History in the Second World War in
Kyiv with the Museum of the History of the Sec-
ond World War in Gdansk, both of which have mil-
itary-historical subject (Table 1).

One of the important changes in tourism is the
increase in independently organized trips. Many
tourists more often organize their trips buying
museum services individually. The tourist-oriented
museums are ones of leaders of organizing ser-
vices according to modern global standards.

There is no product, which would satisfy all
clients without any exception. Museum will meet
the tourist expectations if it unites the desires and
motivations, advertising messages and available
resources, recommendations, competitive behav-
ior, and available travel experience.

Analysis of museum services shows their
museum strength — there are developed unique
products. At the same time, the National Museum
of the History of Ukraine in the Second World War
needs the development of organization of the ser-
vices for foreign tourists and tickets sale online.
Tourists’ dissatisfaction with organization museum
tourist services is the result of an unfortunate expe-
rience. For example, the organization of exclusive
services, walk on the observation decks is a weak
spot in the National Museum of the History of
Ukraine in the Second World War. The systemic
problem is an impossibility of performance order-
ing and provision of exclusive services because of
lack of staff and its insufficient motivation even in
the context of good weather. While, there is tour-
ist's demand for exclusive services.

Analysis of the Second World War Museum
services in Gdansk shows the museum is oriented
on tourists, family and child groups. The museum
develops special offer, family ticket for about 5 per-
sons; if a family pays for every person, the museum
gets additional financial resources — by 12.72%

EKOHOMIKA TA YNPABNIHHA NIANPUEMCTBAMU
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Table 1

Comparative analysis of the Museums of the Second World War

The National Museum of the History

The Museum of the Second World War

Criteria of Ukraine in the Second World War .
in Kyi warmuseum.kiev.ua in Gdanskwww.muzeum1939.pl
1 2 3

The organizational
structure

Functional management system

Functional management system

The level of staff's

Leading experts who have an academic

Leading experts who have an academic

qualification degree degree

Mission “To accentuate the” Ukrainian factor “and To present complex Second World War as
show the turning-point military-political the greatest cataclysm of the XX century
events of the Second World War”

Square Memorial complex is 112 400 sq. m, main Building is 23 000 sg. m, permanent
exhibition — 5 000 sg. m exhibitions — 5 000 sg. m

Collection 400 000 items 25 000 objects

Architecture

The complex includes the Museum with the
monument “Motherland”, the main square with
the Heroes’ Alley and sculptural compositions,
the exhibition of military equipment and
weapons, the building with the exposition “At
the foreign wars”, ATO Museum, observation
grounds at an altitude of 36.6 m and 91

m of the monument “Motherland” where a
panorama of the capital of Ukraine opens.

The building of the Museum of Modern
Design is divided into three levels, the past
hides on the underground levels of the
building, the present appears in the open
space around the building, and the future is
expressed in its growing performance from
the observation deck with a panorama of the
city of Gdansk

Conditions for
visitors with
disabilities

The museum products for children with low
vision

There are special entrance area, elevators,
and one free space for parking for people
with locomotive dysfunctions. For people
with low vision, there are following tactile
paths as their guides, a typhlographic plan.
Spaces around the Museum are available
for the visitors with guide dogs.

There are audioguides in sign language,
and audioguides offering audio-description
function. The stairs inside the Museum
building are fitted with Braille handrails
which enable the visually impaired visitors to
navigate around

Audioguides; virtual tour on the website;
tours in English, Russian, Ukrainian on

the website 1ZI Travel. Watching during 5
minutes the 3D video of the Motherland
Monument and local Kyiv and surrounding
area from the height of 100 meters using the
virtual reality technology at the cost of 30
UAH.

Audioguides

Full price ticket

20 UAH (0.69 euros)

23 PL (5.44 euros)

Reduced ticket

5 UAH (0.17 euros) for students, 3 UAH (0.1
euros) for schoolchildren

16 PL (3.79 euros) for schoolchildren, for
students under 26 years old, pensioners
upper 65 years, persons with disabilities

Family ticket

50 UAH (1.74 euros) for 5 persons with
guide service

55 PL (13 euros) for maximum 2 adults and
children up to 18 years old

Additional and extra
services

Audio guides for the main exposition of 50
UAH (1.74 euros). Photo and video shooting
30 UAH (1.04 euros) and 50 UAH in the main
exposition. In the museum shop you can buy
souvenir plates and magnets with the logo
of the museum, posters, leaflets, museum
editions, military uniforms and equipment

of the Second World War, virtual tour discs,
as well as of the Second World War and the
Afghan War. The museum provides meals at
the cafe. A list of non-core related services is
outlined on the site

Audio guides for 5 PL (1.18 euros) in Polish,
English, French, German, Russian. Photo
and video recording is free. Parking for
visitors of the museum is free for 3 hours,
extra hours are paid 5 PL per hour. Library
services

EKOHOMIKA TA YNPABNIHHA NIANPUEMCTBAMU
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Ending of Table 1

1

2

3

Exclusive services

Rising on the observation decks (50

(1.74 euro) and 200 UAH (6.95 euro)).
Visiting helicopter Mi-24 with the option to
control the blades and the audio of the battle,
the plane Li-2 with a review of documentary
films, MiG-23 fighter for 5 UAH (0.17 euros)
for each object

Exclusive services are not available

Programs for
children

Guide tours for different age groups

of schoolchildren; master classes for
schoolchildren of different age groups

for making leaf triangles, paper cranes,
poppy flowers; Outgoing museum lessons
are in the format of the game with the
demonstration of museum items, quizzes
and gifts; meeting with schoolchildren in the
museum living room in English. There is the
board game “2364” for teenagers and adults

The “Time travel” is a part of the Museum'’s
permanent exhibition addressed at children
below the age of 12.

from 14 years old (from 5 to 10 persons).
The players get person markers of origin,
education, skills and special acquaintances.
The players are waited hard trials and
decision-making which make persons
heroes or enemies of the people.

Social networks Facebook

Facebook, YouTube, Instagram

Marketing policy

services via the Internet

Programs for schoolchildren and students,
special pricing for this segment of visitors
are developed. Tariffs for excursion services
depend on the size of the group, and ones
in a foreign language are more expensive.
The museum needs to develop a marketing
strategy for the promotion of exclusive

The museum “promotes” the site via the
Internet, provides an opportunity to order
tickets online for individuals (up to 9 people);
provides an opportunity to visit the Museum
free of charge on Tuesday. The museum
promotes audio guides instead of sightseeing
services. Excursion services are performed
on a contractual basis with private guides

Source: [14; 15]

more for two adults and one child, by 70% more for
two adults and three children. Management of the
National Museum of the History of Ukraine in the
Second World War has diverse discount schedule,
for example, for students, school children and pen-
sioners: the price policy is museum strength.

The above museums stimulate persons with
disabilities to visit them. It is developed the product
for children who had poor eyesight in the Second
World War in Kyiv. It was created more comfort-
able conditions for the persons with musculoskele-
tal disorders and vision impairments for visiting the
museum in Gdansk.

The museum sites have comfortable naviga-
tion and simple access to the main functions. The
strong points of the Second World War in Kyiv are
a soundtrack for the website, possibility of paying
the tickets by card or in cash. But capacities of the
site of the Second World War in Gdansk site are
more relevant for tourists — booking tickets online.

Conclusions from the research and pros-
pects for future studying in this direction. The
organization of the tourist services is analyzed on
the basis of the comparison of the Second World
War Museums in Kyiv and Gdansk. It is established
the museum service provision in the National
Museum of the History of Ukraine in the Second
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World War, and comments are made. The paper
marks the museum has got its formed brand, but
there is a problem of organization of tourist ser-
vices. Following foreign museums, itis necessary to
upgrade comfort conditions for visitors to enhance
ticket cost that is 1 euro, whereas a ticket to the
Second World War in Gdansk costs 5.44 euros and
other European museums 6 — 25 euros.

The price policy of both museums is conditioned
by the microeconomic factors, and prices are ori-
ented on internal tourists. The Second World War
Museum in Kyiv has a budget-friendly cost of the
ticket, which is equivalent to the price for photo and
video shooting, while other European museums
propose more expensive ticket price and free photo
and video shooting that is more optimal price policy.

Itis proposed guided tour services implemented
by museum staff in the Second World War Museum
in Kyiv, while guided tour services are provided
on a contract basis by private guides in the Sec-
ond World War Museum in Gdansk. For this very
reason, there is competition and personal interest
among the latter guides in the performance of pro-
fessional duties at a high level.

In both museums, there are audio guide ser-
vices which are oriented on tourists, including for-
eigners.

EKOHOMIKA TA YNPABNIHHA NIANPUEMCTBAMU
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The special effort is ticket+audio guide cost
60 UAH in the Second World War Museum in Kyiv
(audio guide separately costs 50 UAH, together
ticket 80 UAH).

The first, in the Second World War Museum
in Kyiv, it is essential to increase the ticket price
and do free photo and video shooting. In gen-
eral, it would increase cash receipts percent
in the structure of museum finances and give
enough resources for changes in the museum
management.

The second, the museum needs to develop an
opportunity for online ticketing that will do visiting
memorial complex more comfortable, because it

shortens the waiting time, especially for the provi-
sion of exclusive service.

The third, the staff hospitality needs observa-
tions that's why developing and introduction of an
effective control system for staff activity and moti-
vation — factors of psychological and financial stim-
ulus — will make it possible to improve the museum
service generally.

The fourth, the texts accompanying museum
pieces on the territory of the memorial complex are
in Ukrainian, thus foreign tourists have difficulties
during visiting exhibitions. For this very reason,
English and Russian texts should be added to
museum pieces.
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