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CyTh W HIMEREHHE NPOHIBOAHTEABHOCTH B CEPRHCHOM CEKTOPE KOHUENTY3ALHLA
@HEAKY € NPAKTHHECKMM NPHMEPOM H3 CTRaX0BOrS BH3HeCa

BeryrumeHHe

CyTh MIPOMIBOEHTCABHOCTH B Cdsepe WCA¥r
FonuuecteeHM BIA CNeKT
KayecTReRHBIH aonekT

OueHKA MPAHIBOAHTETEHOCTH B Cepe yonyre

Mpusep. [MpoHINOANTEILHOCTS YCAYT B CTPAXOBOR KoMMaHH
KoMmnaMua = O0LKT HOCNENOnAH M1
MeToMomoTHA HCCHADIAHHA
KonuyecToenme napaMetphl MPoMIBLINTEALHOSTH B odepe YomT
KayeoToeiiLie NAAMETPER NPOMIROAHTENRHOCTH B Cepe yonyT
Ouetxa yposias RPOHIBOIHTEN BHOCTH § CTPAXOBOHR KOMIAHHH
KpaTkHe HTord anaman Hecherve Mol dupmMbl

Jaknovenye

buGauorpadma

PoiHig yeayr M Internet

Yo Taxos Web o 4ey ona xopoiua
enoofpaloBaHHE B 300Xy HHPOpMALTH, 0T odHUNLANbHO 00bARNEHHELY LEH
¥ EHHAb e R
Crmoks
Hairasiensie LIEH ANA KOHKPETHBIX KNHEHTOB
[TeperoBopbl O LIEHE
AVKI{HOHE
QOpaTIbE ByLIHOHK
KaHanbl potnpegenesi ¥ ANBIKCH:  OT UBMH NOCTABOK K CCPAHCHBIM TEHTPEM
FPoIMHYHAR NPOLAEA MEPCOHANEHEIX KOMTILIOTEPOR
CepaMoHue LEHTRU
KoMy HugaumR = OT ¥accoBol TPRHENUNH coobuieHnt K paauMoneRcTom
Anenoroatufi MapEeTHHE
lMpenATCTRUA MR BEAEHHA QHIAOFOBOTG MADKETHHIA
TaEnouenue
Bubinuorpadita

Hacth Y. 38434 MeHEAME DOB BbiCLUEro 3BeHa
FABea 15, YNpapieHHeM MEPCOHAAOM B CEPENCHBD OPTaHHIMIMAX

HenoBeteckHe peCYpH ~ aKTHE, AOCTOAHMA HHBECTHURA
JonaHOCTH rPpAMRMHOTG OXBATA
SMoLMoRAnH TsH TPV
Pabouie SREAME 81 HasW Nepeoyana
Mouek NOAXOAALLSG HepeoHing
(MpoLenypu 1 KpTepun Hafima
Haem coTpyAHMIKOD Ha BOAXNOCTH, CRRIAHHBIE € HCTIONL0BRAHMEM HOBE LML
TEXHOANTHH
MpuaeHedie Kok obveHa K npobnese 3a11ATOCTH
Yiaepxanue cOTPYIHHKOR H YASPXAHHE KAHEHTOR
Linxne! HECOCTORTATLHOCTH, NOCPEACTEEHHOCTH ¥ yCNex:
Honnep#ka cTpesiciing K aktnsHoill pafote
PaciurmpeHe NONTHOMMHN CNYEALEK
Beeraa mu yMeCcTHO pAcliHpeH e oaHoMowH i
Pone npodeonaos
Menen«MeNT nepcoHana B MHOMKALHAHATLHOR cpene
Pearose

Bonpocm
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Ynpaxuenua
KommeHTapun

FA2Ba 16, OTAMYHTEABHEIE OCOBEHHOCTH MeHE ANKMEHTa

Ponn MapKeTHHI B cepnycHol dmpue
MaApKETHHE KK CBAIYROMEAS dyikumns
CpapieHbe 2ByX MACOMOTHE MelCIUKMEITa — OpUENTAUMA HA KAWE T
W OPHEHTRLMSA Hit pRIHOK
Mamenenne p3anmooTHOmE U MEXY MADKETHHIOBOI, onepaumotiHoil dyHKLHel
H (pYHKLUHEN YOPRUNEHHE NepeoHanaM
MyHKUMA MAPKETHHIR
QnepaHoHHasT GyHKLH
DyHKUMA YIIPABIEHHE NEPCOHLTOM
Mouex ahherTd CHHEPIHH B MEHSIKMENTE Yeayr
MexdyHKUHOHAABHBIE KOHAUKT
YayuueHue BHYTPUOPrAHHIALHOHIION KOOPIHHALH MW
Tpk oclHOBHLIX TpeboBaHHH
Kax nobMTHCA AMaepcToa B cdepe yomyr
O yiLITOUHOR KOMNAHWKM A0 NBHEpa; 1eThipe ypoBHA MdherTHBHOCTH B cepe yenyr
Brepx no necTHHLE JduhekTHBHOCT]
[Mowck Muaepa ons cdepnl yeayr
PykonoacTBo cepBHCHOH apranaauned
KagecTsa Axaepa
BuyfpeHHCE W BHEUNIé2 AHOSPCTRO
Ouehka THAEPCKOTO NOTEHUNANA
JIMAEPETBO, KYALTYDE M EAHMAT
Peaiome
Bonpoce
YnpasueHua
KOMMEHTADHH

Faapa 17. MeMAYHAPOAHBIE H FAOGaAbHbIR CTHATETHH B MEHEAKMEHTE YCAYT

Yenyrie B raoGansHOH IKOHOMIKE
CyTs 3KCTIOPTA YCAYE
[MpyBENEKATENLHOCTE MEXITYHAPOOHEYN PRIHKOH
BauaAnWe CEPBHCHEN NTPOUECCOB HA BRIXOL KOMMAHUWH HA HOBME PBEIHKH
CTpaTervi BBIXOOA Ha PBIHOK
TTperpanst A5 MeXAYHAPOLHOHN TOPTOBAM yCHyraMu
[Tepexon OT BHYTPEHHETO PhIHKA K TPIHCHALIHDHANBHOMY
XapakTepHele 0cobelHOCTH TPAHCHAUHOHANEHOR M MyasTiiokaneHoll crpaTersi
CyTb THOBANK3IALME N0 PesyNkTaTaM HCCACAOBAHHA CEPBMCHEIX cTpaternit CILIA
Beixos Ha wHpoxky MEXIYHapOLiYD apery
DakTopsl, GNATONPHATHBIE 118 TPARCHAUWOHANBHBIX CTPATErHH
Kak npupona cepBHCHOTO Tipoliecca BAMAST HA BOSMOXHOCTH IIOGaNHIALMM
cepBUCHOro GuiHeca
TpaHcHaLMOKANbHAR CTPATErHA [UIA AONOAHWTENBHBIX YCAYT
CranjapTH3auma 1 HHAWBKIYANHIAUHA NOTOAHUTEABHRIX YCAYT
(PakTophl, cNOCOBCTRYIOWHE NEPEXOIY K TPAHCHALIMOHANBHBIM CTPAaTErHAM
ApH TIPEAOCTARNEHHH HOMONHKTEABHBIX YCMYT MHOOPMALMOHHOID XapaKTepa
DneMeHThl TPAHCHALXOHANBHOH CTPaTErMHK
Priyar#t TpaHCHAUHOHARNBHOMN CTPATETHH
Hexotopsle crneundHYeckue MOMERTE HCTIONEIOBAHKA TPAHCHALIKOHAABHOH
CTPATETHH B PalHBIX OTRACHAX
MeiemKMeHT YCIYT Ha TRAHCHALUKGHANEHOM YpOBHE: LlenecoobpaiHan cTenens
CTAHAAPTHIALUKMH
Peswone

684
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588
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T006
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[loaroroska aanAoro, 4-ro Msganva kHurd Maprkemune yoaye Repoonar, MexHOROH,
cmpamezii OB OUEHL HHTEPeCHOH W HenpocTol 3anave i Co BpemeHH swixona B 1984 ro-
Iy MepBOro H3gaHua npoulna 17 net H Gbin NpocTo nopaked TeM, HACKOILKD WIMEHHIACH
33 3TO BpeMsl MPHPOId HCCNEROBAHHH, TPENCIARAHHA H NPAKTHKH MEHEKMEHTA B 3TOM
cpepe COOTBETCTBEHHO 3NAMMTENEHBIE WIMEHEHHWR NDETEepresia W caMa kHwra Bo 2-m
KigAHHM, KoTopoe BeiLmo B 1991 romy, W 8 3-M, onybankoBaHHOoM B 1996 roay, 3TW u3-
MEHEHHA BRIPAIHIMCE B DOGaRICHHH B CoAEpKaHHe KHHI'M HOBBIX KOHUETIMMH M ApHMEDOH
H YOAAEHWH VCTAPEBLUMX NPHUMEPOE, T€ OLIO CAEMAHO TO, ¥TO ODRIMHO NENASTCH TIPH Te-
peH3gaHuy Xopoured yueGHoN nuTepatypsl ONHAKO AaHHOe, 4-¢ M3INAHHE, KOTOPOE BHIXO-
INT B CBET B VCAOBHMSAYN CTPEMHTENBHBIX M THODaNBEHLIX TepeMeH B MHPOBOH 3IKOHOMMHEKC,
HAMMHOTO OTJIHYIETCA OT NPeabIyIHX

Heno B ToOM, YTO eCAH PaHBILE MAPKETHHI VCIYT MpeAcTABIAT cobol KpaiHe yIkvio
0ffacTh MHTEPECOR, KOTOPOH JaHWMaNAchk AKINGL ropcTka npodeccopos M WecASdOBATENCH,
TO CETO/HT OH NPERPaTHICH B ¥pe3pndaiiHo GypHoO paspHBAiLyiocH cdepy AeATENEHOCTH
Yuurieag NOCTOSHHYI0 AKTHBHIAUMIO HCCAEIORAHWNA Kak B AKANEMMYECKOM, TAK M I
NMPAKTHYECKOM HaNpasBiIcHMH, CTYEEHTH OHIHEC-NIKOA NPOABNAKOT BCe OONbLIMA MHTEpCL
K NpeaMeTaM, CBHIAHHBIM C pAINHYHAIMHY JCNEKTAMH YTIPABACHHA OpraHM3aliMaMiA ode-
DE YCAYT, B TOM YHCIE ¥ K MApKeTHHTY HecoMHeHHO, 3T0 MMEET OTPOMHOE 3HAYEHMHE
ang YOrneulHo# xaphephl, MOCKOTBKY GONBUIMHCTEO BHINYCKHHKOR GU3Hec-wkon Gyoyrt pa-
GOTATE B CCPRHCHLIX OPFAHMIAUMAX, 3, IO YTBEPXKASHHED OIBITHBIX MEHEKEpPOR, 3HAHWS
tu3nec-mMomenel, DEMCTRYHIUMY B NMPOHMIBOICTREHHOW cipepe, ManeKko HE BCerda NMpHMEeHW-

Mbl B cepe oGCHyRMBaAHHS
Yro HOBOIO B 4-M M3AAHMH

OTpaxan cTpeMETENGHBIE HIMEHEHHA B TEXHOIIOTHAX W B CAMOM CEKTOPE YCIIYT, & TakHe
YUHTEIEAA HOBHE PE3IYNBTATH HCCACHOBAHHA M MpenoMeHHA pPeUSHIEHTOR MPeablaylurx
HiXaHH{l, comepRaHMEe 4-T0 HITAHHA NEPECMOTPEHO H ODHOBMEHO BECHMA OCHOBATENLHO.
Teneps ono eknioyaer 18 raap, 10 npunoxenuit ¢ JOMOMHKTENLHEIM MATEPHATIOM ANA YTE-
HHA K PasHBIM rhasaM ¥ 8 CHTYRLMA IMA aHATH2A pasHoro obneMa H YPOBHA CHOMNKHOCTH
Bor ocHOBHBE HAIMEHEHWS 110 CPABHEHKIO ¢ 3-M HM3gaHMeM (OHU NoApolHO ONMMCAHEI HIDKC

B 3TOM NMPEAHCIOBHNW)
o [JloGapnens! MeTHPE HOBRIE T/ABRI M CylECTBEHHO OGHOBRNEHLl OCTANBHbIE
o JloBaracHo ceMb NpHAOKEHHHR (MATEPHANOB INA YTeHHA) K pa3sHBIM rnasaM

» JloGaenerno TpH HOBHIE CHTYallMHM AR aHaNK®3a ¥ OOHOBIIEHO TDH M3 TIPEXHEro M3-
OaHKsA
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» Bonet noppofiie paccMTpUBAIOTCA Takue TeMBl, KAK NOTPeOHTERbCKOE MOBEdeHMe,
MEHSLKMEHT NEPCOHANE, KODIIOPATHEHEIC YOTYIH M YCIYTH, OCHOBAHHLIE HAa Internet-
TEXHOMOMMSIX.

+  YeOoBEpWIEHCTEOBAHE CTPYKTYPa M odopuacHHE KHHIH, uTO ofineruaeT uiydeHme Ma-
TEPHA4 W CrocoDCTBYET NONYUEHKID CTYISHTAMM Donee rnyDOoKHX 3HaHMH.

LieAcBan aYAHTOPHA 1 0COBRHHOCTH M3AOCIKEHMA MaTEPHAAA

B oTiasuie oT 3-ro HAO2HWE, KOTOPOE MpPenHalHavanoch KAK ANA NoAeR, yHe molyuus-
WHY CTENEHLE MATHCTPA OENoporo AIMHHWCTpHpoBaHHa (MBA), Tak M gna caymartenei
BuaNCC-10KOE M CTYACHTOR QAKYNBTETOR IKOHOMMKHM M GM3HCCA YHHBEPCHTCTOB, HOBOC
HAAAHHE PAcCiMTAHO NPEXAe BCErO Ha TCPBYI0 KATErOPHK, a TAKKE Ha MEHE/KEDOB, Xe-
JAMMXE NOBLICKTL CBOIC KBannpukauuio. [lpd 3ToM COHO COCTARAEHO TakK, YTOODBI COX-
PAHHTL KOHUENTYANLUYID NpeeMCTBEHHOCTE € HALUMM HaMmHoro Godee apocteiM M Dogee
kpatium yuebiaxom: Christopher Lovelock and Lauren Wright, Principles of Service Marketing
and Management, Prentice Hall, 1999 (Kpucrodep JMaenox, Jlopen Palit, [pumuunm aene-
docserma v mapkemunza yeays), S paccuMThIBd0, MTO HAMMYHE ITHX ABYX COIMACOBAHHLIX
Mo COASPHAHHIO KHHC OOJICIYHT XKHIHL TEM MPENONaBATEAAM, KOTOPLIM MPHXOAKHTCA fipe-
MOABATE KYPC MAPKCTHHTA YOUYD Ha ABYX PadHbixX YPOBHAX CROXHOCTH. Kpome roro, obe
3TH KHHTH YIHTEIBAIT pekoMcngaumin AACSE (Association to Advance Collegiate Schools
of Business — Accoumaliia BeIyIIMX YHEBEPCHTETCKUX OH3IHEC-IWKON) W BEIOURIOT NPHIAO-
MEHHA, NOCBRILEHHLIE MEXAYHAPOAHEIM ACMIEKTAM MAPKETUHIA YCAYT.

Kak sumio 13 ofHoBNeHHOrOo HazgaHMA 4-ro wsganuvs Mapiemuwz ycaye: nepconan,
IMEXROA02HY, cMpamezinl, 3TA KIWTE OCHOBAHA HA HHTETPUPORAHHOM NOAXOLE K HIy4e-
HH10 chepu yCAYT, B COOTBETCTBHH C KOTOPBIM MAPKETHHIT DAcCCMETPHBASTCA B Donee wu-
poKoM KOHTcKCTe oblero mexemxMenta, Kakoit 681 KoMKpeTHOM paboToi HM 3aHMMancH
MeHEIED, OH MONMKEH TOHWMETL H NPH3HABATE TECHYID BIAMMOCBA3ZL MEXLY TAKHMH
GHIHec-hyHKIMA MK, KAK MAPKETHHI, OMEpaukol Has JSATENLHOCTE H YTIpABIEIiMe nep-
COHAOM. BTA4 KHHIa 0CHORaHI HMEHHO HA TAKOH TOYKE 3DEeHWA Ha OWIHEC N cOCTaBNeHA
coOTBETCTBYIOWMM ofpaszomM, Graroaapa 4eMy OpenonasaTenk Moryt 0e3 Tpyna BbIOHMpaTh
H3 TEKCTI OTEENBHBIC TNaBbl, JONOAHHTEABHBIE MATEDHANRL ANA YTEHHA M CHTYaUWW LIA
AHANH3A, NOOXOMSLUUE ITA NpeNonaBaHKda Y4yelHBIX KYPCOB MO MAPKETUHCY MAH MEHeDK-
MENTY YCJIYT, NpHueM PAZHOR MpoAOJIEHTENBHOCTH M Pa3Horo dopMara,

OBmYHO KHDOPMAUMSA B KHHFAX NPEAOCTARIASTCA B OIMPEACNEHHON MOCNEAORATCNBHD-
CTH, DTa KHHTA, OOHaKO, COCTaBNeHa TakiM o0pa3zoM, 4TO NPElORABATENHM NPH JKENAHHH
MOIYT OTKIOHHTBCA 0T MOPALKL, B KOTOPOM TEKCT MOET B yueGHuke. Tak, HanpuMep, OfHH
M3 MATEDHANOB R yTeHMs K rmage 14 (B koHue yactu IV), “Punky veayr o Internet”, mo-
HHO HCTIONLIOBATE B CAMOM HEMaNe Kyped, SciM NpenonaBarTe/ls XOHET cienaTh ocobuiil ynop
HA COBPEMEHHREIE HHDOPMAUNOHHBIE TEXHOMOTHK. TovHO Tak we rnasy 18, “TexHomorns u
CepBMCHAR cTPATErks”, ¥ raasy 15, “Ynpasnenue nepcoHanom B CEPBHCHBLIX OpraHW3aLM-
fAx", MOH0 623 npofineM ncpeMecTHTh HA Bonee paHHEE 3Tan obyuenns,

OTAMUHTEABHbBIZ OCODEHHOCTH 3TOH KHWIM

B OCHORHOM 3Ta KHUI2 OTNHYACTCR YeTKOH opHeHTaKeH Ha npobiembl MEeHSKMEHTA W
CTpaTer HYECKHE BOJIPOCHI, A TAKOKE HCNOABLIOBAHHEM KOHUCRTYAMTEHEIX NOJOXKEHHIE, onpo-
GOREHHBIX B AYAMTOPMK KAK OpH HIYHCHHH UHKAA SKOHOMHYECKMX AUCLIMIIHY IS Me-
He/DKEPOB, TAK U HA CEMMHAPaX O COOTBETCTRYIOLLEH TEMATHKE; KPOME TOTQ, B €€ COfep-
XIHUC BKIOYCHBL PeIYIBTATH BAKHEALMY TCOPETHHECKHX HCCHCACOBAHKA 0 MADKETHHTY
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YCAYr ¥ MHTEPECHHIC MpUMEps!, obecrcysaione B3aMMOCES b MEXKIY TEOPHEH W MPAKTHKOIM,
W TUWATENLHO oTobpaliibie SONOAHMTEALHBIE MATEDHANLL ANA YTCHMA K PasHbiM IMABAM W
CUTYALLMM IS AHLTH3R.

Kivra Mapgemunz yoaye, 4-¢ W3ganMe, NPH3BaHl AONOIHUTL MaTEPHATH, NPeICTib-
JRCMbLe B TpagHUAOItiiuex yHeluHKax no ocHosaM MapkerTdHra. A crapaiics vzberars orynn-
HEX W TOpDH HepepHbix oBobueHHE no oTHollenMio K cdepe obonyxusalivAa, Gelorono-
POMHO Nipidakas TOT (PAKT, 410 CTYACHTAM HEpeIKO He MEeHee BAXKHO 3HATH PAIHHUY MEXiy
paslislMM KATEFOPUAMU YCIYT (B OCHOBE KOTOPOW JCHMT pPRAsHAA NPMPOLA MpOoUecea X
MPCAOCTABAC HHA), YEM NOHKMMaTL Bonee raylokue U YeTKME PAITHMUYMA MEXIY MAPKETHHTOM
TOBAPOB W MAPKETHHIOM Yoiyr. B Ll TAKKe NPOBOAMTCH PAIMMYME MENAY MAPKCTHHIOM
YCIYT W MAPKETHHIOM TOBAPOE & CEPEUCHOM KORMEKCMme,

B xuure npocnexuBaeTcs, Kakum 00p230M pPAIHLIE COBPEMEHHbLIE TEXHOMOTMH —
B YACTHOCTH HINpOpMaEUMOITHNE — HIMEHAIOT CeTOOHA NPHPOAY TpoLiects MpegoCTaRICHHA
yeayr v QDecncuqBAIOT HOBATOPCKHE cnoceDLl BIAHMOOEACTBHA NPEIOCTARAIOUIMN MX
KOMOAHWA © MOKYNAaTeIaMK yenyr {Yenoseueckuit axtop B cepBrucHomM GuaHece). Kak ria-
BB, T&K ¥ MAaTepuafsl INH “TEHHH BXTIOHAINT MHOTOMHCASHHLIS CESACHMA O DEIVABLTATAX
MOCACOHHX WCCISHOBAHHI B TaKMX HAMPABNCHHAX, KAK KOHTAKTELI B CEPEMCHOM NpOLECCE,
OXHEAHKA NOTPEGHTENER M MY YAORICTBOPEHKE, MAPKETHHT, HAMPANISHHEIA Ha DopMMpo-
BAIMC TIDHBEPRCHHOCTA MOTPedUTENCH, MAPKETHHT OTHOLUCHWHA, KA4ecTBO ODCIHYXHBaHH,
MCHEIJKMEHT CHPOCE W IMPEAIOKEH UA, NOBLILEHHE NPOM3BOAMTENEHOCTH B chepe obeny-
KHBRIIHA, UEHOOBPA30OBAHKWE H MCEHEIMMENT ROXOAHOCTH, TEXHOAOTHH H MHASPCTBEO B
cepBHCiIol cdepe.

Cektop yemyr B 3KOHOMHKE OTNHYAETCR 0T NMPOM3IBOACTECHHOTD CEKTOpa TPeXae BCeho
OTPOMHEIM paiznoobpasuem. He cywecrsyer HM OfHOR KOHUEMTYATLHOR MOMENH, KOTOpan
MOAHOCTLHIO OXBATHIBaNG Gbl BCE ACMEKTHI MApKETHHIOBOM ASHTENLHOCTH CEpBMCHLIX Npea-
MPHATHH, HAMHIEA C OPOMHBIX MCAOYHAPOAHBIX KOpopaudi (B Takux cdepax, KaK aBHa-
nepeBo3kd, OaHKOBCKOE HEA0, CTRAXOBAHME, TEJEKOMMYHMKALLMKH, COCTHHMYHBIE CETH W
IPYIOTMEREBOIKK) M 3aKaH4uBag HeGonbluuMl MECTHEMA DUPMAMHK: pECTOPAHAMM, NpaLey-
HMMM, TAKCOMOTODIILIMM MapKaMi M KOMODAMHAMYM, MPEAOCTABASKOUIMMH YCIYIH APYridM
(pHpMaM [7.e. KOPROPATHBHEIE YCIYIH). YUHTEIBAA 3TD, HAWA KHUra obtcneuynBaeT MEHel-
#epon, paforawiyX s cdepe yenyr, TUIATENMHO NPOIYMAaHHBIM “KHCTPYMEHTapuem™, oby-
yan cTygeHToR HauGonee 3gdekTHRANM crocobam HCNONBINBAHMHSA pa3nHYHBIX KOHLEMLHH,
CTPYKTYP M AHAMMTHYECKHX TMPOLEaYp, NO3BUIAOUIHX PELUATE BCEBOIMOMHBIE CNOEHBIE BO-
MPpOChl, KOTOPHE BCTAIOT MEPEA COBPEMEHHbIMH MEHELKEPAMH B CAMBIX PAa3HBIX CHTYALMAX.
MHOPHE M3 3THX “HHCTPYMEHTOR" ONHCLIBANTCA CPa3y B HOCKOMLKHX THaBaX 3TOH KHMIH.

Ha nporaxenuy Beeil KHUMH A NOCTOAHHO TMOAMEPKHBAD OTPOMHYK) BAXKHOCTH IMOIIM-
MEHUA MapkeraroraMd, pabotaiomiiMe B ohepe obchiyXHBAHHS, NMPOUECCOB, JEKALLHX B
OCHOBE CO3ZaHHA M NPeJOCTARTEHHA YCAyr. BTH npouecch CIPYnnHpoBaHbl B YeThIPe Ka-
TEFOpHH, KaXK1a8 W3 KOTOpHX XapakTepu3yerca CROeH nmpHponoi KOHTAKTOB BO Bpems of-
CAYKHBAHMA; CEOMMM DOJAMM, KOTODBIE WIPAKOT TOTPeDHTeNM H MNEPCOHAN CEePBHCHOMN
dUpMEL; CBOMMH CNOCOBaAMM CTPATETKYECKOM APUMEHEHMA HHDOPMALHOHHEIX TEXHONOTHI
B CHCTeMAN TIpeOCTABNEHMA YOV, & TAKKE CBOMMY MPAKTHYECKHUMH TNPHEMAEMH H MeTola-
MH YIDABICHHH.

HoBsoe B 4-M H3AQHHH
Fnasel B 4-M H3AaHUK TIPETEPTIEAH CHEAVIOIME HIMEHEHHA.

»  CylwiecTseHHO NepecMoTPeHs! # OOHOBAEHE! BCE MATCDHAME, BKIIO4Masd HOBLIE MHO-
FOMMCAEIHBIC ITPHMEPH, OTHOCALLMECA K meproay [997—2000 ropos.
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Hcnonesosaiach HOBAA CTPYKTYPE MHTEIPHPOBAHHONO MEHEDKMEHTA YOIyr, oClio-
BaHHaA Ha Tak HazpiBacMblx BPs menemxMenTa yenyr. COrAacHO HOBOMY MOOXOLY
TPAIHLMOHHAA CTPYKTYpa 7Ps nonosinuiace ewe oAHKM JnemeHToM “[pouasonm-
TEMLHOCTE M KayecTRo” (Productivity and Quality), 062 KOMNOHEHTA KOTOPOrO npea-
CTARNEHE KAK BIAM MOCEAJAHHEE KOHLUENMUKM, HeKOTORLE 3MeMEHTH! TPAAH LMo
CTPYKTYpPLI MIMEHCHBI (HAMPUMED, BMECTO yeTapenero TepsmuHa “Mecto” (Place) npu
OTTHCAHWY PAIAHYHBIX CHCTEM MPCAOCTARICHMSA YCIYTD B HAIUWEH KHuUTe ynotpebisercs
repui “Mecto, KHGepnpocTpancTeo ¥ epeMa” (Place, Cyberspace, and Time)).

ﬂﬂﬁﬂ&ﬂ&!—lh{ YETHPE HOBREC [JIABM, KAXNAA W3 KOTOPBIX NOCBALICHA BAKHEIM ACNICK-
TaM MAPKETHHIA YCAYT, TECHO CBHIAHHBM C OPYIHMH TEMaMHM, ﬂﬁ'ﬂmﬂEHHMH B OC-
TaNbHEX TIIABRX KHMIH.

« noseneHde noTpobutenclt B ceppUclon npouccee (rassa 4);

+  dopMUpoBaRKe CHCTEMEl OBCIY M BAHKA ¢ YueTOM dakTopos MecTa, KHOepnpocT-
PAHCTRA ¥ Bpemeny (aBa 11);

* YNPABACSHHE OUEPEsAMH M CHCTEMBI NPpeABSAPHTEALHIE 3aKa308 (rnasa 14);
» TEXAOAOTHH W CEPBHCHAA CTpaTeruA {(rmaea 18).

CyuectBEHHO H3IMCHEI MAaTePHANBl, MOCBAWECHHDbE MEHEMXKMEHTY [1€PCOHANA
(rnapa 15, “YnpasneHye nepCOHANOM B CEPBUCHLIX OPraHu3aumnsax).

CywmecTBeHHO nepepabotanbl MatepManisl, NOCBAMEHHBIE CTPATEMMH W OPraHK3aLMK
cepBHclibiX KomMnaHui (rmaga 16, “bopsba 3a augepceTeo B chepe oboayxusaHua").

IMposegeH Gonee rAyGOKHHA AHANW3 BOTIPOCOB, CBAZAHHLIY C MEHELKMEHTOM Crpoca
H NpeAnmEeHi, ¢ YUSTOM OPHEHTALIMK CePBUCHRIX Qpraid3aumii Ha moTpeduTend,

M3MeHEHE! CTPYKTYPA ¥ NOCNEL0BATENEHOCTE OBCYKIEHHA TAKHX BOMPOCOB, KAK NO-
AHLKOHHPORBAHKE, CTPATErMH MPeAOCTARNEHUA YOIYT, papaboTka HOBRIX YCIYT, Npo-
Lece NpeaoCTABACH A Yonyr.

boace nogpoGHe DCREILCHA TEMA KOPTIOPATHBHBIX YCIYT,

Tema uenoobpazopanug B cdepe youyr ofcyxmaeTca pacilHpeHHD, 4ToOHM NpHENEYL
Bonbunii MHTEpSC CTYICHTOB. TAOKEe OCBEMLAIOTCA TAKME TeMbl, KaK pacnpeiecfcHue
3aTpat No BHMAAM ACATENHOCTH, MEHEIAMEHT SOXOMHOCTH M BBEOEHHE HOBBIX opM
ONJAaTh 38 OKAIAHHDBIE YCTYTH.

TMpencragneno Gonee chanaHCHpORPAHHOG OTIMCAHME TEMbl MADKETHHIOBBIX KOMMY-
Huxaupit, sartpardealollee, KpoMe OOCYRASHWA UX PONH B CTHMYNHPOBaHHMH cOwbiTa,
pPOMk KOMMYHHKALLMIA B NOBBUUCHWK YpoBRHA HHPOpMHpOBAHHOCTH noTpeburened
YCAyT.

Ha npoTaxeHk® BCel KHMIH oBCYMOAITCA HOBLIE TEXHOMOTHW H HCAOAL3OBZHHE
Internet 1 Web-TexHOROrHA, NoOAKpeNAeHHEIE OGWIMPHNMKE HOMOIHHTEALHEIMH Ma-
TEPHANAMM 1A YTEHHMA # CHTYALMAMY 1A aHanuia. B rrage 18 nompobuo onucuisa-
eTCR B HME Ha cdhepy YCNYF NOCHENl IHY JOCTHAEHWIT BLICOKHX TEXHOMOTHIE.

OGcykaatores MOPaNIBHO-3THYeCKHEe TIPoBAeMbl, BOIHHKAIOWIME ¥ MEHELKEDOR Cep-
BHCHLX OPraHH3aLMi; OHH MPEISAbMO KOHKPETHIHPOBAEL M ONKChIBANTCA B Gonee
obieM KOHTEKCTE,

CyuecTee HHO M3MEHCHO cofepxadue masei 17, “MexnyaaponHste ¥ rrobankHse
CTDATETHH B MEHEIDKMENTE YCayr”. DTH BAHEBIE BOMNPOCH pPaILACHAIOTCA © HCNOAb-

I0BAHMEM MHTEPECHBIX M TOCTYMHBIX NpUMepoB M3 Guaneca CIIIA, Kawage! u Beero
MHDA.
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¢  VCoHACHE B3AHMOCRAZE MEXAY CONEPRAHHEM OTIEMBHLIX [NIAB KHMIH, uyTo OOACCHACT
¥ NOBBILACT 3(PheKTHBENOCTL MX HCAOALIDBAHKA B Miolol nocregopaTen bHOCTH.

+ Yereune ¢ KOHKDPCTHBIC CCBUIKH B TCKCTAX MIaB Ha COOTBETCTEVIOWMHe JONMOMHMTEML-
HLIC MATEPHLNR! JUTA YTCHHA H CHTYAUHY I8 aHATK3A,

HoBble MatepMaAbl AAS YTEHMA M CUTYaLWM AAR aHaAM3a

Coaepwanue BoeX YacTCH RONMOMICHO MaTCpMATaMH AN YTSHHA H CHTvaLMaMM oA
aHAnM3a. DTH MATEpHAaNbl MO3ROASIOT JEKTORY [O3IHAKOMMWTE CROMY CTYOEHTOR C MOSHMM,
MHCHHAMA W PCIVIBTATAMHA HCCACOOBAHMH BEAYLWIMX TEOPETHKOB B MApPKETHMHre yCayr, a
TAKHE CTHMY/IHPOBATE B AYAHTOPHH o0CYXRIOCHNC BCEBOIMOMHBLIX NMPAKTHYECKHX BOMNPOCOR,
CBAIAHNLIX co ciepait ofcnyxusarveg, B YacTHOCTH, B 4-C MITAHUC BKJIIOMEHO CIEAYIOLLEE.

v JecaTs HHTEPECHHIX MATCRHMANOE ANA YTEHMHA, W3 KOTOPLIX TOJBKD TPM B3AThI H3
npegsaywero MagaHus, CeMb COBEPIUEHHO HOBEIX CTATCH, onySAMKOBAHHBLIX B IN¢-
pvog ¢ 1997 o 2001 roa, B3sTe w3 wananuit Harvard Business Review, International
Journal of Service fndusiry Management, Journal of Service Research v Sloan Management
Review, Tp M3 HHX HAMHCAHBI Iy ILHMH CTELHATHCTIM M- TEOPETHKAM I CRACUMAABHO
A08 3TOH KHHTH.

» BoccMb HHTCpCCHEHLUNX TIPHMEPOB W3 TIPAKTHKHM HENPOM3IBOACTECHHOW Ceps!,
BXJIOYAA KOPMopaTHBHoe QOOChyMHBaHHe, NPODECCHOHANBLHLIC W NMOTPEeDMTENLCKHE
yeiyry, HexoTopeie M3 WX COBCPLUEHHO HOBLIE, APYrHe MCOpaBiciibl 1 0OHOBABHDI,
Tonbko ape CHTYALMM Nepeluny M3 3-ro uapadusa Oes wasmenenuit, Tlarte npumMepos
OTHCHIBAIT COBMTHA, npovsowenne 6 2000 wnn 2001 romax.

HoBble 4 YCOBEPLICHCTBOBAHHDBIC BCMOMOTaT@AbHbIC

CPEACTBA AAR MPenoAaBaTeASH

B coorBerctaMK © TpeDOBRHHAMMW aganTtaudk ydebHo# avTepartyphl and yaodcTBa npe-
MONABATENEH CONEPMAHKE KHITH YCOBEDIIEHCTROBAHO CRSRYIOIWINM obpasoM.

« B Hayane xaxmoil rmapn KPaTKO OMHCHIBAIOTCH OCHOBHLIE BOMPOCH W MpOGAeMLt,
KOTOpBIE B Held OyoyT obCyOaTeeH.

» Bo MHOrMX raagay COUEPXATCH TEMATHYECKHWE BDE3KH TPEX BHAOB!

» Menemkepy Ha 3aMeTKy (MONE3HBIE COBETH ANA NPHMCHEHHA B MPAKTHYECKOH
AeATENEHOCTH);

o MaTepsansl HocaenoBaHM (KPATKoE WINOKEHMWE DEIYALTATOL HaMDONee WHTe-
PECHMX HCCASIOBAHKH FIO MApKETHHTY YCAYT);

o Cdepa youyr; npuMepbl H NepCnexTHBb (MoDpobHele NPUMEPE, WLTHOCTPMPYIO-
1 OCHOBHbLIE KOHUEMUMH MAPKETHHIA YCIYT).

» Kuura COMEKHT HOBLIC HILTIOCTRALHH, YTO MOBLILLAET NPHMBICKATCABHOCTE TEKCTA H
CNOCOBCTRYET YCROCHHKD MATEPHANA CTYAEHTAMH.

+ B xoHue xasoi raBW NpHBOASTCA BONPOCH AR ODCYHACHUA W YIIPAKHEHMWA T
SAKPEMTEHHA NPOMAEHHOr0 MaTEpHANa,

ITepen cUTYaUMAME NS AHANTH32, KOTOPHE B OTNHYHE OT NPSIBMIYILETD H3NAHHA cobpa-
Hbl B QDMK Paiiel M NOMEUIEHLl B KOHLE KHUMH, OpHBOAATCH KPATKME PEKOMEHIAUMHYW 1ns
CTYASHTOR 10 MOArOTOBKE K WX obcyiaeHiio, 4Tobs! M3BACYD MAKCHMANLHYID MONLIY OT UX
H3YueHMA (nepepaboTaiHAA BEPCUA pekOoMeHIalHi K3 J-ro H3gadua).
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BAaroAapHOCTH

Ha rpoTsaxeHMH paja JIeT MHOCHS Hally KOJErH W3 HayuHbIX M JEA0BLX KPYrOB No-
MOMAMH HaM chOPMYNKPOBATEL BAXHEHIUHE TOHATHA H3 chephl MeHEDKMENTA H MAPKETHHIA
yenyr, WHOOPMALIMIO 0 KOTOpPEIX MLl MEprIAfiy KAK W3 MX NeusTHuX pafoT, Tak W K3 Mate-
pPHAROR OMekycCHi, koddepeHuni W ceMHHapor, OaHo W3 MOMETHBIX MECT I 3TOM CRIHCKE
saHuMan mofi crapuit opyr, norkoHHbif 3puk Jlanrap (Enc Langeard), odior 43 nepssix en-
poneicKMX CREHKAIMCTOR 110 MADKETHHTY YCAYT, KOTOpBIH, K coxanenudio, B 1998 roay
yuep. OrpoMiyio NomL3y MHE TAKCKe ApHHechy 00CYRICHHA B ayAMTOPHH K NOCHC 3aHATHH
CO CTYOCHTEME W YYECTHUKAMH PasiHYHbIX TEMaTHHECKHX TTPOrpaMm.

XoTa nepedMCAWTL BCEX, KTO NOBAHAN 1ia Mol 00pa3s mullAeHRs W BOCNPUATHE 3TOM
MHTEDECHON TEMBI, NPAKTHYECKE HEBOIMOMXHO, A XOTCN Obl BHPasHTL MO OCOOYI Gnaro-
AapHocTh credyiowuM moasm: Jxkony Befitcony (John Bateson) w3 xomnawuu  Gemini
Consulting, Jleowapay beppu (Leonard Berry) H2 Texacckoro yuupepcHtera, Mapu Qxo
Buthep (Mary Jo Bitner), Crueerty Bpayny (Steven Brown) w Hssuay Boyany (David
Bowen) W3 Ap3aonckoro yHusepcurera; Puyapny Yediay (Richard Chase) i3 [0xcHoka-
cropuuickore viusepeureTa; MMeepy Brnepy (Pierre Eigler) ws Mapceneckoro yunsepeurera,
Tuamy Tawuny (Liam Glynn} 43 xomnemka npu QyGmurckoy yHWBepcutete;, KpHeTHany
Ipénpoocy {Christian Grénroos) 3 llseackoil WKOAL IKOHOMMKHM 8 DPHHASHAXK; JBEpTY
I'ymeccony {Evert Gumesson) u3 Crokroasmckoro yHHeepourerta; Jowedmecy Xeckerry
(James Heskett), Teonopy Jlesurry {Theodore Levitt), 3pay Caccepy (Earl Sasser) u Jleny
Ulaesnurepy {Len Schlesinger), B pasHoe ppeMa paboTasiMy B TaphapACkod GMibec-
wrane; JRayg-Knoay Jdapewy {Jean-Claude Larreche) w3 INSEAD, ssuay Meiictepy
(David Meister} u3 Maister Asociates; Puvapny Manny (Richard Munn) u3 Accounaumu
VRPOpMAUHORHBIX TexHOMOMMIE MapkeTiHra yeayr; TTapey Mapacypamany (Parsu Parasu-
raman} W3 Maitameckoro yuurepeuTeta; @penepuky Paiixenwny (Fred Reichheld) ua xom-
naiis Bain & Co.; Pomanay Pacty (Roland Rust) 3 Viusepcurera Bangep6winta;
Benmxamany Wnaiaepy (Benjamin Schneider) n3 Mapunennckoro yHusepeurera; Yapasay
BaiinGepry (Charles Weinberg) n3 Yuusepcuteta BpurtaHckoi Konymbuu; Txkopmxy Muny
(George Yip) w3 Kembpumxckoro yvHupepcurera; Banepu 3aiitamne (Valaric Zeithaml) us
Yuurepcurera Cesepioit KaponuHsl, Ocolyi0 GnaronapHocTs 32 MHOFHE HIOEH § XOMY Bhi-
CEAATE CROHM COABIOPAM, € KOTODEIMH TIOCREAHWE HECKOMBKO NCT OvMEHb TECHO COTPYAHH-
YAl MpH¥ MeRIYHAPOLHOM AIaNTALIMH KHMIW Services Markeling: Henucy Janepty (Denis
Lapert) w3 [xonw wmeHemxmenra Paitmca; BapGape Jisione (Barbara Lewis) nz Ilkoawm
meHemkmenta Manuectepa; Tlony Tlarrepcony (Paul Patterson) u2 YRueepcurera Hosoro
HOxuoro Yansca; Caunpe Bangepmept (Sandra Vandermerwe) u3 HMsnepatopckoro kon-
nemka Jlonnona; Perry Yoxepy (Rhett Walker) ua Koponmesckord MHCTHTYTE TEXHONOTHIH
MenkGypHa; ﬁuxaﬂy Bupuy (Jochen Wirtz) w3 CuHranypckoro yHuBepedTera, Mok ue-
KPCHHEOH GnarofapHocTs R Takke Aomsed Bupainte Jlopen Pafir (Lauren Wright) ma locy-
aapereeHHor0 KanudopHuiickoro YHUBEPCHTETA, ¢ KOTOPOA MHE NPHXOAKAOCE COTPYAHHYATD
M NPCHIIE, NPH HAMHCAHWH EPYTOH KHMOH TIO GCHOBaM MaPKETHHrA H MEHEeL¥MEHTa YOIy,

Jetwipe venoseka H0Ge3H0 COTNACHIMCE NPEIOCTAEWTE CBOY NPEKPACHRIE CTATEH, KOTOPbIE
ObitH BKANYEHET B KHHTY KaK JOUTONHMTENBHEIC MATepHATL! A YTenud. 51 pas nobnaroma-
pHTb 3a 510 [lkona Jeiirona (John Deighton) u3 Gr3tec-wikont [apeapaa, Paa ®ucka (Ray
Fisk}) w3 Hoeoopnesuckoro yneepchrera, Crisa poyea (Steve Grove) u3 YHHBepouTeTa
Knemcona u Xaseepa Peitnoo (Javier Reynosa) wuz ITESM (Mouteppeit, Mekcuka). A taicke
bnarogapex asTopas pybpHk “CHTyaunn mna aHanmasa™ i “Mavepuaas: ang yTeinus™ (WX HMe-
H2 VORE MEpedHCEHB! B STOM TIPSAHCAOBHH ), KOTOpHIE NYGAMKOBANMCE DaHbLLE, & TAKKE RIa-
HENBLAM SBTOPCKHX NPAB Ha 5ce MATEPHAZIBL, KOTODPLIC JAAH pAIpelileHHe HX OnyOMHKOBATS,
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A Take MPEIBLMAHNHO NPHIHATENCH 3a MYIPBIE KOMMEHTADHM DELEHIEHTAM, KOTOpDEIE
Mie oucHe momoraun: Josy Axobyqun (Dawn Jacobucei) w3 Cepepo-3anannoro Yuusep-
cureta; Odyrnacy Jx. Hanepumnony (Douglas I, Dalrymple) us Yaupepeureta MHaKaus:
Capetiape H. Cunr (Surendra N. Singh) n Towmy [x. Bpaysy (Tom J. Brown) u3 Oknaxom-
cKoro yHWBepcutera. Boe olM odens NOBAMYAY HA MOM DICCYKAEHHS M CHOMMM KPMTH-
YECKHMM 3aMCHANHAMM W MIRCINOKCHHAMY NOITONMKHYAH MCHA HA MHOMMC CYLUECTREHHDLIC
HIMEHCHMA B METBERTOM M34A1HH.

Co3maRATD KIHTY © MPUAGKCHUAMHK ONNOMY ABTOPY BechbMa TpyaHo. 5 oucHb Graroja-
pen cBocMy chity, THMY, KOTOpHA NOMOT MHE B MOATOTOBKS MHOTUX WLUTIOCTPALIME LS ge-
moncTpauvu B PowerPoint. M, koHeuno e, a1 oueiih BLICOKD LEND TY TAXehyio pabory,
KOTOPYIO BRITIONHKIW PCOAKTOPL, FIEPCOUAN N0 BRINYCKY H MAPKETHHIY, NOMOras npespa-
THTL MOM HOPOH COBEPLICITHO HEPA3BOPMKBLIE PYKOMMCH B 3TOT KPACHBLIR M YeTKKIT TeKeT,
K uum otHocares pepaktop Iutonu [TanbMuorto (Anthony Palmiotto), accucTeHT peaak-
Topa Pebekka Kanpepr (Rebecca Calvert), menemsep no auzaiiny ITst Cumur (Pat Smythe),
seinyckalow i peaakTop Mxon Pobepre (John Roberts), raaguelit MCHELKED 0O MaPKETHIL-
ry [annox Myp (Shannon Moore) v Mapu Gocc (Mary Boss} ws xomnavuu fmpressions.
W naxoneu, orpomuoe enacbo In Ixovcon (Leah Johnson), moemy penakropy, 3a ¢ or-
pOMHBLIA IHTY3IUAIM H NOJACPHRKY.

Kpuemocghep Hagnor



Kpucrodep Jasnox (Chnstopher Lovelock) — oMM W3 mepRbix crendaivcro B cdepe
MapkeTHHra yenyr Kak tnasa komnanun Lovelock Associates, pacnofoxeddod B Maccayy-
CETCE, OH NPOBDIMT CEMHHAPH M TPEHHHFM IS MeéHeIXepos Bo neem Mupe B 1999 ropy
oH 6b1a npHraawed B KeuHCIeHICKHN yHuBepcHTeT B hpucbene, ABCTpanus, Tae nipoden
Kype MO MapKETHHIY yonyr OIS CTYOCHTOB H IMpoBen cemuHapsi Ero BmOaloLuascs npe-
nogaBaTensekan Kapbepa BRovaeT 11 aer paborel npenogagarencs apeapockoi GuinHec-
WKOoAL ¥ ABa rona fpogeccopoM B MexnoyHapomHOM HHCTUTYTE PA3BHTHA MEHEIDKMEHTA B
Weestapuu B passoe BpeMsA OH TaKKe TIpenopapan B yHuBepcuTeTax Beprmm v Crandop-
Ia, B WkKoie CnoyHa npM MaccauyceTceKOM TEXHONOTHMYECKOM HWHCTHTYTE, a4 TAKKE BO
®paduwn — B Hueruryre Theseus 1 EpporieficKoM MHCTHTYTE AEJ0BONO AAMHHHMCTPHPORA-
A (INSEAD)

Kpucrodep Jlapnok pogunca » BennkobputaHHK| v 3axodyun SauHBYprekdi yHUBep-
CHTET, MONYYHE CTeNeHs fakanaspa W MArHCTp2 3KoHOMMKH Jo TOro Kak oH OTHpPAaBHACH
B Fapwapn, 4yTobw MOAYYHTE crenedHs MBA, 1 8 Ctandopa, roe OH cTan 4oKTopoM dhHao-
codpuu, JMasnok paGortan B peknaMHoM otaene JIOHUOHCKOTO odmca KoMmnaHumw Walter
Thompson Co , a 3aTeM — B OTHEJE KOPIMOPATHBHOMO IIAHHMpOBAHHWA KoMmnanuu Canadian
Industries Ltd » Moupeane Kpucrodgep Jlapnox cran apropoM WK coaeTopoM Doee uem
60 craTed, cebupe 100 yuebHEX MaTepHanos, OCHOBAHHEIX HA MPAKTHUYSCKMX TPHMEpaX,
W 25 xkHur Kpode TOTD, OH BXOQMT B PelaKUMOHHO-PELEHIHOHHLIH coBeT TAKHX H3da-
wuit, kax Inrernanonal Journal of Service Industry Management, Journal of Service Research w
Service Industrier Journa! Kpucrodep Jlapnox orMedeH Harpanoit AMepHkaHcko# accouua-
IHH MApKETOMOroB 38 NpOodecCHOHANLHBIH BKNAN B PA3BMTHE OWCUWIVIHHBEL “MAapKeTHHT
VCAYTY, & TAKKe HArpaxfAeH 38 BELIAMUIVIOCR CTaTely Ha 3TY TeMy, OlYBNHKOBAHHYK B
Journal of Markeing, W nonywan wenwit pAn Harpal 3a MOATOTOBKY AYYLIMX cHTyauwmit ans
AHATMIA, WHPOKD HCMONLIYEMBIX B MPENONaBAHHH 3TOH THCHHILTHHBL

Jleowapn JI. Beppn (Leonard L Berry) — noueTHsif npodeccop MapreTdHra Texacckoro
Yuusepcutera A&M Ha xadenpe posumdnol Toproany J C FPenney, 8 Takke TUPEKTOD

Lentpa HM3yyeHHsa posHUIAOH TOProRIH

Mapn w0 Bwmep (Mary Jo Bitner) — mpodeccop MapkeTMHTa M MeHEDKMEHTa YCIVE
ADHIOHCKOTD YHHBEPCHTETA (3TY AWDKHOCTE onnaunBaet KoMranua ATE&T) w mupexTo-
poM no Mconegopatenkckofl pabore Lentpa Mapkerwsra M MEHCDKMEHTa YCIYT TPH
FTOM YHHBEPCHTETE

Mapruu Baece (Martin Bless) — wccnemomatelis MeXIyHapOnHOr0 HHCTMTYTA DPA3BUTHA
MeHexMenTs B 1L sefiapum

Bepnapa [x. Byws (Bernard J Booms) — npodieccop BalMHTTOHCKOTO YHUBEDCHTETA
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Hemo Byopuren {Ismo Vuornnen) npenonaer B VEuBepcuTete r Tamnepe (PunggHana).
Crusen Ik, Tpoys (Stephen J. Grove) — npodeccop MapkeTHHra YHUBepeuTera Knemcona,

Ixon Hediton (John Deighton) — npodieccop fenoBoro agMuHucTpupopaHua [apBaprckoi
BU3HEC-WKONLL K penaxrop xypHana Joural of Interactive Marketing

Tomac C. Ixone (Thomas O Jones) — nipodeccop Tapeapackodi GHaHec-MIKoMb
Ilepun . Kadme (Sheryl E Kimes) — npodicccop KopHensCkoro yHHBEPCHTETA

Kau-Kaon Jlapem (Jean-Claude Larreche) — npodeccop mapkeTHHT2 paHUyIcKor0 noa-
pasnenenus INSEAD,

Enesu Jetunen (Uolevt Lehtmen) npenonaer v Yuueepeurere r Tamnepe (Duinsroun)

Tenpu Mimnbepr (Henry Minizberg) — npodeccop meHemxventa Yuusepeureta Max-Funn,
Kawnana, ¥ irpodeccop dpaduysckoro mogpaigenennn INSEAD.

Jiyuaa A. Mop (Louise A. Mcohr) — npocheccop YHuBepcuTeTa JROpaKHM.
Heop Mopran (Ivor Morgan) — npodeccop xonneXxa BaGcona
Hac Hapasupae (Das Naravandas) — npodeccop Mapsapackofi BuaHec-wKon

A. ITapacypaman (A Parasuraman) — npodeccop yHuBepcHTeta Majiamu, polrnaenfer xa-
thenpy mapxeTurra wmenn keiimea B Mak-Jlamypa; penaxrop wagaHua Journal of the
Academy of Marketing Science,

Jenstun Mapmenre (Delphine Parmenter) — HecnefoBatelbh HpaHUYICKOTD AOOPa3ACTE] W
INSEAD

Per IMpafic (Reg Price) — mupexrop opradusauny R Cubed, Oxnein (Hopas Jenanoua).

Xapeep Peinozo (Javier Reynoso) — rAasa rpynibsl MO MCCACIOBAHMAM MEHCIKMEHTL YCaAyr
opravwiaumy ITESAS (Mekcruka)

B. Dpa Caccep (W, Earl Sasser) — npodpeccop meHeaxmMenTta yonyr Faprapackoi GHanec-
LUK OS]

Pejimona T1. uek (Raymond P. Fisk) — npodieccop v 3asegyiommil kagpenpoii MapkeTHH
HopoopieaHekoro VHHBEPCHTETE.

Jlopo Bau pep Xaitaew (Ludo Van der Heyden) — npodpeccop dhpanuysckoro moapaiaesie-
HHA INSEAD, roe saeeayer xadenpoit TEXHHYCCKKX MHHOBALMI,

Dweiime JI, Xecxerr (James L. Heskett) — npodeccop norucruks Mappapackoi 6Hanec-
LLEKOAL,

Puvapn B. Yediz (Richard B. Chase) — npodeccop onepallMOHHOTO MeHEIKMEHTA M QHpCK-
Top lUentpa coseplrencTROBAHKA Yoy T npi yHUBepcuTete IOwHok Kapondus.

Jeonapa A, [Ilneanwrep {(Leonard A Schiesinger) — GuBiuni npodeccop apeaprckoil Gua-
HEC-WKOBE,

I. JIsmn Mocrak (G Lynn Shostack) — ynpaenAomnit ZupekTop KoMnanuu Joyce nrerna-
tional, fne

Paiia Hpeunen (Rajja Jarvinen) npenogaer & Yuusepcurere r. Tammnepe (Dunnsiimun)
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OTAMUUTEABHBIE OCOOCHHOCTM
MEHEAKMEHTA YCAYT

HBLE IKOHOMMKE — 3TO SKOHOMMKE YCAYT M MDHYEM YXE ASBHO
— Kapa AastpexT 1 Pon 3emke [1]

K AXALI M3 HEC EXEAHEBHD NOALIYETCR PAAMUHBIMA YCAYTMA  MHOMME KOMMNEHHM W OPraH13a-
LM TOXE NPHOODETAIOT LEABIA PRA YCAYT, OOBIMHO 38KA38IBAR X rOpPaA0 B Gorbluem obteme,
YEM OTACABHBIE AMLE MAM AOMONOIRACTEE [DOCMOTD TEAEMEDEATY, MCMDALIOBAHWE 3ASKTDO-
IHEPIMH a8 CBITOBLIX HYXA, PAIFOE0D N0 TeredOoHy, NoS3aka B asTobyCE, NOCELLSHWE CTOMATO-
AT, MEPECHIAKA NMCEM, CTOMKKA B NBPHMKMEXEDCKON, 3anpaska mallviHel, obea B pecTopaHe v
XAMYMCTHA DABKAB — BCE 310 NDHMEDE! NOTREBAZHHS YCAYT H3 HHAMBMAYAABHOM YDOBHE Ydeh-
HOE 33BEARHME, B KOTOROM YHMTCH HMTETEAR STOR KHHMM, — elle OAMH NPUMED OpraHM3aauMd M3
chept yeayT Kpome OBpasoBaTessHuiX YCAT, COBPEMEHHBE YHEDHbIE 33BRACHMA NPDEAOCTABARIOT
CAIHONS DOAS KOHCYABTALIMK, B HiX DaboTaict GHBAMOTERH, KaGETEPHM, KHIKHBIE MArasHHe!, ecTb
OPMCHBIR NOMELLEHWA H KONMPOBaAkHbIE aNNARAaTEI; CHX NPEACCTRBAMIOT TRASKOMMYHHKaLMOHHEIE
W AdXe OAHKOBCKME VCAYTM ECAM CTYABHTY NPEADCTABASETCA OOWEKHTHE, TO KOMIAZKET YCAYT
YHHBEPCHTETA GYAET BKAICYETH TAKKE CNIAALHEIZ KOMHATL!, MEAMYHKT, CNIODTMBHLIA 38A, CTEAWCH, 8
Nopoit ABKE NOUTOB0E M DBHKOBCKOE OTARAEHHME

K COXaMEHMIO, CABAYET OTMETUTL, HTO KAHEHTR! — BKAKCHBA M HAC C BAMM — ASACKD HE BCETAA
ADBOABHE KAYECTEOM M CTOMMOCTSIO YCAYT, KOTODEIE OHM NOAYHAIOT AJOAM XAXyIOTCA Ha HeCBoe-
BOEMEHHYO ADCTABKY, VO MAM HEKOMNETEHTHEIR NepCoHas, HeyaobHoe spema pabots cep-
BHCHSD OPFAHHMIALMIA, HISN0E KAUSCTRO OOCAYAMBAHMA, MANVLUHE CADMHEE NPOUEAYDS! NPEADC-
TARACHMR YCAYT M MHOXECTBO ADYIMX HEADCTATKOB OHM HEAOBOABHE! TEM, KAk TDYAHO NODoH



32 @ YACTE I, KAKOYEBKIE KOHUENLMW W4 NOHATMA

HEFTH B MEraIuHE NPoRIBLID, KOTOPLIF cioCoGeH AaTh RBSAMPHUMIDORIHHYIC KOHCYALTALMED; pac-
CTDAMBRIOTCH M3-38 oUMOOK B GAHKOBCKMY ADKYMEHTEX: COKPYIUBHHO KAYRIOT FOAOROH, YaHAS, Kak
CAOKHO MpHMEHATE HOBOE OBODYADBAHHE MR CAMOCDCAYXMBIHMA B MECTHOM MargaMHE; BOpYET
1o NOBOAY HEONDEBATHHC BLICOKMX LEH W B3ABIKET, BRIHYKAEHHBIE CTOATE B MMHHOR O4EeAM
MOMTH B ADDOM NMDEANPMATIK ChHEPL] OOCAYKMBIHMS,

Komnaka, OKAIMBAIOWIME YOAYTIH, TAKKE CTAAKMBRIOTCH C0 MHOWECTEBOM CaMbIX Da3HBX NPO-
faeM B NOCABAHER BDEMA MHOME M3 HAX KEAYIOTCA Ha TRYAHOCTH, OBYCAOBAZHHBIE CHIDKEHMEM
APDAHOCTH WX EMaHecE, HEOMMOAMMOCTES YACBASTEODEHE NOCTOIKHG BOIDACTAIoWX THRBG-
BAHMA KAMEHTOB M MOWIXOM KBEAMBLIMPOBEHHGTO W MOTHBHPOBIHHOM NepecHang. HeroTopkie
SHPMBl MOASFAIOT, YTO CaMBIA BEPHEIA Cnocol ADCTHUE HMEHCOBOMO BAarONoAY s COCTOMT B
CHEKEHWK DICHOACE HOTKA3E OF MAAMLLHEN DOCKOWM MM OBCAYKMBIHMM KAUEHTOR, A KDE-KTO M3
B ADKE ACRCTBYIOT TaX, KaK GYATO CUMTAIOT, UTO ABRTEABHOCTD WX dhpMbl Bbind Gbl HAMHOTO 3¢~
deXTMBHER, HE DY Ab H3 CBETE BCEX ITHX HECTONKOELN KAMEHTOB, BRIARMIAIDLLMY YPEIMEDHLIE TRE-
BOBAHIAR W BROCALLYY B paBoTy xaoc!

K CHECTHO, MOMTH B KSAADH OTDACAH CHEDb YCAYT CYWECTBYIOT KOMNBHMK, KOTODEIE 3HAIOT,
KaK YADBARTEOPMTE TPEGOBEHUS KAMEHTOR, M MDH 3TOM ACBMBAKITCA IGPEKTHEHOCTH ¢ NPMObIAL-
HOCTH CBOETO GM3HECE, YKOMNAZKTOBAHE BEKAMEBIM M KOMIETEHTHBIM NEDCOHBADM

B 3TON KHMIE Bu NOIHAKOMMTECE C CAMBIMIA DaZHEIMM HOBATORCKHMM CEDBHCHLIMK OPraHik3a-
LMAsH: DOABLIMMML W MAAEHBIMMH, GYHEUIMOHMDYIoUMA B Avepske, EBpone v 8o scéM mHpe
HM3yiMB 3BONOUMIC M CTRATET M TaKMX KOMIaHMIA M NDOSHANIKDOBAE HEYASYM ADYTIX, MEHEE YC-
NELHBIX GHDM, Bbl CYMPETE CASAITE OHEHb BANHER BHIBOAR 0 METOAAX PBEKTHEHOO YIPaBAESHK
W NDOARNM BCZBOAMOKHL YCAYT B CACHHEHLLMY YCADBMSX COBREMEHHOA SKOHOMMIM,

B 3TOM rasee npescTaBaed oOULR 00300 AMHAMMUHO DA3BMBAIDLENOCS CEXTOPRa YCAYT CO-
BREMEHHOA SKOHOMMEN W NOAROBHO ODCYRABIKOITCA CAZAYIOWME BAKHLIE BONPOCH.

1. Hacxoabko BasHE CHEpPa YCAYT B SKOHOMMKE Da3HEX CTPaH?
2. Karve XaparmepMCTIK OTAMU3IOT YCAYTH OT TOB3[CE M KaK WX CNeLwbika CKabiBaerTcs Ha
ARSTEASHOCTH KOMMAHWH, CNSUMEAMIMDYIOWMNCA H3 NOSACCTAEAZHK YOAYT?

3. Movesy CTOAR BAKKHO DICCMATDMBATE MEDKETHMHI YOWT B BOAZE LUMDOKOM KOHTEKCTE MH-
TEMMHMDOBRHHOTD MEHEAKMEHTE YCAYT !

4. Karossl CAMHE IHAUMTEABHLIE MIMEHEHMA, NPOMCXOAMIME CETOAHR B CEKTOPE yCayr? Kak
3TH NEPEMEHH CKASHIBAINTCR HA KOHKYDEHLUMA B 3T0H Cpepe?

5. [Movesy KOMNaHMAM, paboTaiotipm 8 cdepe YA, HEOGXOAMMO HHTEMPMPOBATE TaKWe
GYHKLMM, KAKNMADKETHHT, ONEDaLMOHHER ASATEARHOCTD M YTIDABARHME TRDCOHAAOM?

MeC10 CeKToPa YCAYT B COBPEMEHHOM 3KOHOMHKE

CeromHA BO BceM Mupe chepa yormyT npeDbisaeT Ha CTADMH HIMEHEHHIA MpaKTHYeCKA
PEBOMOUAOHHOTY XAPAKTepa, [TPH KOTOPHX TPAIMIHOHHEE DH3HEC-MONENH CTAHOBETCH BCE
MEeHeE H MeHEe NPATONHEMHE. MEl ¢ BAMH ABAACMCH CBHIETENSIMH TOTO, Y10 B HAWM IHKW, B
HAYane HOBOTO THICHAYENneTHsl, TION BIIHAHACN HOBRX TEHICHUHHA B chepe yoayr Hall CTHIE
HH3KH M paboTy pe3ko meraeTcd. [TocToAHHO A306peTaoTcd BCE HOBHE CIOCOBE! YOOBIE~
TBOpPCtHHA HamHx notTpebnocTell 5 2Tol chepe, BRMIOYAE Takue NoTpefHOCTH, 0 HAIMYHMK
KOTOpMX MBl C BAMH elle COBCEM HEJaRHO [MaXe HE TNONOIPEBARH (MHOTME AW W3 HAaC
peero 10 AeT Hasam MormM MPegBHOeTh, 910 CO BpeMEeHeM M IHH He CMODYT NpoXHTh Gea
IAEKIPOHHOH ToHTHI?), To Ke caMoOe MOXKHO CKalars H 00 Yoryrax mis KOpROpPATHBHAIX
KITHEHTOE,
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HeoMotpa Ha T, 4T0 MHOMME HAYHIAHWA B Chepe YCayr TEPISIT KPax, HeKOTOPLIE KOM-
NAHKMKM BLIAHBMOT, ApHYEM MTopoid BeceMa adipexTHO H yenewio. Cneayer Ckazarh, 4To i
KOMAAHWK, AoAroe BPpeMs paboraiollHe Ha pPeIHKE YONYyr, TOXC HEPeAKO BAPYT CTAHOHBATCA
GAHKPOTAMH HIH “yMMpaoT™ NocTeNeHHD, onHako apyrHe upMbl B 370 cdepe, HAODOpPOT,
AODHBAIOTCA DONBIIOrO YCMENR, MOCTOAHHO COBCPLUEHCTBYIOT METOIL OpraHH3auuy OM3He-
Cil, HLLLYT HOBLIE MYTH NOBBIWEHKA KavyccTea obcayxuealiug notpehureneff M WHPOKD M-
MOALIYIOT HOBLIC TEXHONOMHK. [IpeanaraeM BalieMy BHMMAHWIO CAEAYIOLIHE NPUMEPKL.

«  Komnanus Aramark, xotopad HaseibsacT cebs “MHPOBLIM nuaepoM B cepe ynpasnc-
MHA yelIyram”, NepexysacT mepHom GypHOro pocta Grarofapst TOMY, YTO BOBpeMs
pacno3Hana raobanbHY TEHACHUK G K AYTCORCHHTY HeNpod@UIbHLIX BHIOB JEHTEL-
iocTi. Oua rpeitaraer KOMMaHuaSM H HCKOMMEPYECKHM OPraMdH3auMsaM YCIyrd no
NPOBEOCHHID OrpoMHOTe KONWMECTBA paboOT, KOTOPbIE paHBLUE ¢ NOTPeDMTENM Bhl-
TOAHANY CaMM, HANPHMEP OPTAHHIALMA NHTAHWA COTPYAHMKOB, YXod 3a pacTCHUA-
MW, PEMONT MpoM3BoAcTBEHIOro oGopyloBaHWA, [MIAIIKHPOBAHHE W QpPraHd3alng
MIPHEMOB, ApeHId NoMeEmcHWR 1 cTupka Beabs. Cpeay KIMEeNTOB KOMITAHHH — KOM-
mMepueckie hUpMLl, KOMEIDKK K KO, BOALHKIULL, CNOPTHREHBIE KOMaHIbl BbICLLCH
JHTH, DHINEC-LISIITRRl ¥ JAXEe TIPbEMbL.

+ Komnauws Southwest Airlines umeeT caMbie YCTOHYMBLIE MOKA3ATCIN NOXOLZHOCTH B
CIDA. Ei ynanoch BmonHe YCAEUWIHO NOSHUIIMOHWPOBATE CeO0A HA pPhiHKE YCAYD Kak
ABHANMTHMHWIC, PAbOTAIOLIYIc MO HHIKHM UEHAM, NPEACCTARINIOIIYIC MHILE NeoDXoMH-
MLI® YCIYrH M BHIMOJHSIOWIYIO TOAETH TONLKO HAL TEPPHMTOPHCH CTpaHbl. 3ajiorom
ee¢ yCrexa CTany NyHKTYANLHOCTL ¥ HacTOTA NOACTOS (KauCCTBO, KOTOPOC OYMEHL Bbl-
COKD UEHHTCHA NMOTpeDMTenaMM YoayT aBHATMHNA), CTpaTerua aswesoro obBCaVHBA-
HHA, Mayaa epaipel ¢ oQLWMMH TCHACHUMAMH B OTPaciii,; MOAWTHED YOPABRMEH KA
NEpCOHANOM, MOIBCNAMEILAS CHOPMHPOBATE KOMAHAY M3 4PEIBhIYAaHHO NpedaHHbLIX K
TPYAoNI0OMBRIX paboTHrKoB, MHorue aBHandiH¥M BO BCCM MWPE M3YYANM CTPATETrHH,
KOTOPBIE HCTTOALIVET Southwest Airfines B cBoCM MapkeTHHTe, oMeépauHOHHON med-
TERLHOCTH M YNAPABACHWW MEPCOHANOM, OAHAKO MOKAa HM OJHA M3 HMX HE& CMOMIA
AOCTHYD TAKOH HeE rapMoiimu 3THX Tpex DHasec-dy KM,

»  Kpynuehwan maknepekad kosmnamn Charles Schwab, ocuosannas B 1975 roay, nocne
Toro Kax 8 CIIIA Ge1nn oTMeHeHsl GMKCHDOBAHHEIE CTABKH KOMMCCMOTHBIX. Ee HMa-
KHC PACUCHKH NPHBICKNE MHOXECTREO HHBECTOPOR, KOTODRBLIE AQ 3TOrO NOAbL30BANHCH
YCNYyraMi MariepckKux gups, NpeaccTasisiownMX BECh CMCKTp COOTBETCTRYOIIHX ¥C-
ayr. Kounanua BCECDa CRAaBMAAcCE TeM, YTO ovMeHB OBICTpO Gpana HA BOODYXECHUE
ROCTHXKEHHA HOBBIX MHPODMALMOHHEX TexHOAOrvit, Dyprbti poct KoMnauuu oby-
CNOBNEH AKTHBHBIMM HMHBECTHUHMAMH B ARTOMATHIAUHIO, YTO MOIBOAHAO et npeana-
FaTh CBOM YCNYrH ThasHaM O6pazoM 4epes kKaHansi TensdoHuod ceasu. B 1995 roay
KOMITAHHA NPSINOXKIMITA CBOMM KIHEHTAM NporpaMmMioe obecneyeHHe, No3soaoLee
WM YYACTBOBATE B TOPraX, CHOR 32 KOMOBIOTCPOM, AOMa HJIH B ofiMce. 3ateM, C pas-
BHTHEM [nternet W rOSENEHHEM NEpsLX CeTeBUX MaknepcKux tupm, Charles Schwab
TAKCKE PACIWPMIE cBOE NpHcyTeTBUE B ceTH. K 2000 roay oxono MonoBHHBLI BeeX
onepauvi KOMMNAHHH BHITOMHATOCE B HHTEDAKTHEHOM DEMHME.

s Intrgwest Corporation, xotopas HayMHalach ¢ neboneworo oduca, pacnoNOKeHHOMD
B Bamnrkysepe (KanHaaa), co speMeneM crana OAHMM M3 KpynmHeHlWIMX onepaTopoBR
AbEKHBIX KypopTos B CeeepHod Amepnke, CerofiHa oHa RAALEET TAKMMH rODHOMBLK-
HEIMH KypopTamu, Kak Whistler-Blackholin, nposurLia Bputanckas KomymGua, Mam-
morh, wrar Kanupoprus, Copper Mountain, wrar Konopago, u Killington, wrar Bep-
MOHT. YCnex kOMMIaHMM OCHOBAH HA KCNOMbI0BAHHMY MHOMOCTYTICHYATON CTPATEruH
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OOYUEHHRE KaTauuio Ha MOPHBIX JIbDKAX, i3 CO3ZaHHH NPUATHOH M pacnosararoulcH
aTMOChepkl Ha KYROPTAX, 4 TAKKS HA TOM, YTO YONYrM No KypoprHOMy ofcnyxuea-
HHIO NMPeIOCTARIMIOTCA 80 KPYILi rog.

» Komnanua Agereko momuwormpyer cefis kak “BCEMMPHOTO NHIEPA B MPEIOCTARIE-
HHH yenyr nipokara”. Ee cnagned odmc pacnonaraerca B BenurobpuTanud. KoMna-
HHS CIaeT HAalpOKAT NepeHOCHELIE 3MeKTPHUECKHE reHepaTopsl ¥ obopylosaHue no
KOHTPONIO HARL TeMriepatypHhIM pexrMon, XxpansawMecs i3 70 ckaanax s 20 crpanax
MHpa B ocHoBHOM KoMnmaHus OBCHYXMEBIET BCEBOIMOXHBIC MAZHOBLIE WM OCOGBIC
MCPONPHATHA, Hanpumep OnumMnuidckue Hrpe, Ho, KpoMe Toro, ee obopyaoBaiine
IWHPOKe HCIOALIYETCA b PASTHYHBIY HENPCABHACHHDIX CHTYAUMAX, HATIPUMED NOCac
CTHUXHIRIBIX GemcTBWH, KoTZa OOWMYHBIE HCTOMHHKH 3MEKTPO3IHEPTHM BHXOOHT H3
cTpos. CKOPOCTL, rHGKOCTE, HAZCKHOCTE H MHHHMATLHO BPEANOE BO3ALHCTEHE Ha
OKPYHAQLIYEG CPENY CTAM OCHOBHBIMIM NPEHMYLLECTBAMYU 3TOH KoMNaHHKH, OCHORHBIE
ApeHIATORDE Aggreko — KPYNHBIC KOMITAHHH W PABHTENLCTREHHBIE OPrAHM3ALHH.

* Komnanua Encyelopedio Britannica W3BeeTHa MAOIMMM NODKONCHHAM YYCHUKDB M WX
POOMTERAM OJtaronapa CRoeMY MACCHBHOMY 32-TOMHOMY IHLUMKIOMEIHUeCKOMY 13-
AAHHI0 B POCKOWHOM KOKAHOM MEPETLAETE, LIEHA HA KOTODbLIA CEroaHA COCTARMALT
1250 ponn. (snunxkaoneiwd npogaetest # ua CD-ROM). Ho & oxraGpe 1999 roma
KOMIMaHHA MPHHANA PAMKANSHO HOBYKO CTPATETHIO W Havana fecniamio NPeUIAraTL
Ha cBotM calite (www.britannica.com) TOTHYI0 REPCHIO 3HUMKIONEANH, KOTOPas
TAKXKE BKIHOYAET CAMYH MOCTEAHION MHPOPMALHID W CTATBH H3 MHOCMX JAPYrHX HC-
TOYMHHKOB. B 3T10# HOBOK ponu npoeasigepa GecruiaTHeIX HHopMauMonHLY Intemet-
Fﬂ:ﬂ‘ KOMITAHYA HameeTes 3apaboTaTe Ha Npoaake PEKNAMHBIX NADLAAEH HA CBOEM
caire.

HYro takoe ycAyra?

Kak BRI, QUCBMOHO, 3aMETHIH, YCAYTH, O KOTOPLIX Mbl YITOMMHATH BRILE, YPeIBLIHARHO
pasHoobpasun, ¥ Npd 9TOM 0l NPSICTARIAKT MHIL 0MeHb HE3HAYMTeALHYN 4acTh Or-
POMHOTO KOJHYECTBA YCIYT, CYUIECTBYIOUIMX B CEPBUCHOM CEKTODE 3IKOHOMMKH KaMaoi
crpansl. HM3-3a 3TOro pasnoolpiina NOHATHIO “yonyra” Bcerfa Guifo TAXENO 0aTs OMpeLe-
AcHue. Jkeno oCMOMHASTCA W TeM, WTO Cnocol, ¢ MCIONbI0BAHHEM KOTOPOTO YCAYCM CO3-
AANTCA M NPEAOCTABRNAIDTCH NOTPeOMTENAM, TakXe JOBOILHO TAXETO OMHCATE BLISACTEHE
TaKoll MX xapaxTepPHCTHKWM, KAK HEOCRIAEMOCTD, BONbIIMHCTEO MOACH De3 Tpyaa AacT onpe-
BentHHEe NpoM3IBOACTBEHHOTO npolecca, ropHogoisIBAIUEH NPOMBILIEHHOCTH WIKM Celb-
CKOTO XO3gicTsa, HO ONIPEACAHTh YCay2y MHOTHM OKASKBACTCA He o cuny. Huxe sawemy
BHHMAHH IO MPEACTARICHO ABA NOEXONA K OTIPCACRCHHUID YCAYTH.

+« Yenyra — 570 AcHCTBHE M MPOULCC, NipemIaraeMeiil OaHON cTOPOHONR Apyrofi. Xota 8
XOO8 ITOr0 TNMPOUECcca HEPLIKO HCNONbayrTed dmanyeckie o0nekTsl (TOBAPH), BRITOI-
HEeHHe JeACTBHA, IO CYTH, HOCHT HEOCAIACMBLH XapaKTeD H, KAK NPABKND, HE NPH-
BOJMT K FONYHEHWIO TIpasa cOBCTBEHHOCTH HA YT0-nkbo0.

s Yonyrd — B 3KOHOMUMECKOH [SATERBHOCTH, coanaioiell LeHHOCTL W oficcredu-
Batouel orpelelcHHEIC NPeUMMYINECTEBA A8 MOTpeOHTENCH B KOHKDETHOM MECTE | B
KOHKPETHOE BPEMSA, B PEIVIBTATE OCA3EEMUMX MM HeoCAlzeMblx AcHCTBHI, Hanpas-
MEHHLIX HA TIOTYMATCIA YCNYTH HIM ET0 HMYLIECTBO.

Mo HO NpHBEECTH H IWYTAHECE ONPEIEIIEHHE: "YCMYTa — JT0 TO, YIO MOXHO KYTIHTL H
nNpofaTs, HO HEMb3A YPOHHTH cehe Ha Hory™ [2]
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Chepa yeAyr

B cospemeitioll akonoMike cepa YOnyr 3anMMAEET OUEHb BAXKIIOE MCCTO, MPHYEM 1iC
Toneko B CLUA o Kauage, B x0TOPLIX 113 ce A0AI0 TPKXOOHTCH 73 W 67% Ba1oBOrG BHYT-
PLHHCTO (IPOLYKTA COOQTRETCTRENHO, HO W BO BCCX GOACC WK MEHIEE NPOMLILLICHITD PalBU-
ThIX CTPAvax Mupa [3]. B SonvwmncTtee ¢Tpan cdepa yeayr ypesBLmaitng paiHoobpasHa u
BEANMACT B O OrpoMioe KOMIMNECTEO CaMbiX pasHblx GHpM, KOTOpBIE NPOAAOT CBOH ye-
AV OTACABIEIM TOTPEBUTCANM W KOMIAHMAM, 4 TAXKC NPABITEALCTRCHILIM YUDCHKACTTHAM
H HEKOMMepyecknM opraimsauiiam, Ha puc. 1.1 nokazado, Kakyio poib MrpaloT OCHOBHLIC
OTPacAd chepul yonyr B okoHoMdke CLUA no cpaBHEenHIo ¢ MATEPHANBHLIM NPOMIBOACT-
BoM, B TOM vHcne obpabarsipamited H Do6bBaOILEH NPOMBILIACINIOCTBIO, CEALCKHM XO-
IRACTBOM, CTPOITCABLCTHOM M IOCCEKTOPOM {ACATENBHOCTE KOTOPOND NpeicTamicHa B Oc-
HOBHOM YCIYTaMuU),

Apyrie OTpaciu 1399
Tpancnopy ¥ CEAk,
KOMMYHANHDE
xasalicieo 644
DHHAHCH,
CTPEN0BaAHIS,
onepayHs
© HEORWKHMOCTHIO 1286
Onvosar
W POIHYHKR
TORTO8nA
1246 1370 BEd 512
Cipepa yomr NpouzeopcTeernas  [ocynapcTREHHEIR Cenpcroe X03RACTao,
CRKTOD ropHOACOHEAIOWAR
(8 OCHOBHI OTpacne
OPra3aL W W CTPOMTRNECTRO
M YREKOEHKWA
T.8. Cepa yonyr)

PHC, 1.1, Braas odepel yoayT B oHOMIKy CLLIA: nokasatean BB no pazHuiM oTpacam 3@ 1997 rog,
(B MADH, AW B CONOCTARMMEI LEHaX 1992 roaa)

Merawiie, L5, Bureay of Economic Anaksis, Survey of Current Business, September 1999, Table B3,
e. D-98.
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B cTpanax BceX KOHTHMHEHTOR MMPa CTPYKTYPd HALHOHANBRHOR BKOHOMMKH NMOCTOANNID
spofoiHonypyer. BoisMes mng mpumepa Eppony. Kax enfno w3 1abn. 1.1, & crpykrype
IKOHOMMKM HEXOTOPBEIX EBPONGICKWX CTPaH 3a fMocaennse 30 JeT NPoH3owId BecbMa
CYUIECTBEHHLIE M3IMEHCHHA, BIEAHHEIE KAK OYDHBIM SKOHOMHYECKMM DPOCTOM (MpHUCM
Gonbiuas dacth HOBOK ACD@BACHHOH CTOMMOCTH MOCTYTIANAE M ROCTYRACT M3 cieput yeayr),
TaK W, B HCKOTOPLIX CNYMAAN, PEIKMM CAAI0M IKOHOMMMCCKOH aKTMBHOCTH B TAKMX OTpac-
JIAX, KAK CeAbCKOe X03Ali¢TBO, fo6pBaIoWan 1 uﬁpaﬁamﬂamu.taﬂ APOM bILTEH HOCTL.
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Kak Mp BugpM, caMbli 3amerHBill pocT yacisHoro seca ofapncHHOM cToMMocTi che-
pul yeayr B obwem obreme BBII nabmonaeten 8 Mpnanmin. 310 0ByCTOBIEHO BLHCOKHMH
TEMNAMH IKOHOMHYECKOND POCTa, BAAroAapA KOTOPLIM IHAYMTENRHO BO3IPOCNE TIOKYMATE b-
HafA CNOCOOHOCTE HACENEHMA,; AKTHBHEIM DA3BMTHEM TYDPHIMA (OXBATHIBLKILETO USABIA paA
oTpacie ciepel yoayr); TIpHEedcHMEM MHOCTPAHHOID KAMTATZ B TaKMe HAMpARIEHWH,
KAK QHHAHCOBHE YCAYrH, TENCKOMMYHHKAUHK H UEHTDb OBCYXHBANKA KIHEHTOR.

BypHOMYy paasuTHID cephl yomyr Mul 00A3aHK M BOIHHKHOBZHHEM MHOIHX MOBRIX TIpD-
¢eccui, Koropue TOABMAKMCE B NOCHEEHEe BpemMA. ECAK Bawia Kaphbepa ewe He onpedencHa
W Bbi He Q0flaHBbI 1O CEMEMHOR TpadWUMK 3aHATECH NPOW3BONCTBOM Kakux-anbo ToBapos
HITH CEAbCKHM XO3AHCTBOM, OUEHL BEAHKA BEPOATHOCTH, 4T0 GoNbIIYHO YACTh CROCH WHIHM
Bel Gymere paGoraTh B KOMITAHHAX (KA OGLUECTBSITHEIX HEKOMMEPUECKHX OpraHiIaumax),
KOTODHE CONADT H NpoJAOT HMCHHO YCIyrH. Bnonue sosMomyo, Bel IaKe OTKPOSTE CBOKD
cODCTBEHHYI CCPBHCHYIO (hHpuy!
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Mo Mepe paIBHTHA HALMORANLHOM 3KOHOMHXH COOTHOLUEHHE TIOKA3aTeacH 3aHATOCTH B
CCNLCKOM XOJANCTBE, NPOMBLIUMIEHHOCTH (BKIOYAA obpabathiBarouyio M A0DBIBAIOLLYIO
MPOMBIWNCHHOCTE) W B Chepe Yonyr NOCTOSHHG M CYLWEeCTBCHEO MeHaeTea. Ha pue. 1.2 no-
Ki3dHO, KaK © TeYCHMCM BPEMENH, TIO MEpEe POCTA AOXOOA HA AYILY HACCREHWUS, cpelM pabo-
TAOWHX MPOWCXOAUT Mepepacnpele/iCHYe B noawdy cqepsl YOIyT.

Cenkoroe s03RACTED

YnensHb it BEC 3AHATR ——=-

Bpema, 0oma HA AYILY HACRNEHIE — =

Puc 1.2, MaveneHie CTYKTYDE 3HFTOCTM NO MEDE [DE3RMTIMA
skoHoMked CLUA

Meroymmk, Intemational Monetary Fund, World Ecaonomic Qutfook
(Washington, DC: International Monetary Fund, May 1997).

MoBbilIEHWE NPOM3BOMMTEREHOCTH TPYAA H ABTOMATHIALMKA MHOMMX MPOUECCOB B Celb-
CKOM XO3AHCTEE K TIPOMAIILIMEHHOCTH, ¢ OAHON CTOPOHB, W GuICTpOE yBENHYEHWE CITPOCA HA
HOBLIE M TRAOHUHOHHLIE YCAYTH — C OPYTroH, NPHBEAM K CTPEMHTEALHOMY pOCTY AOAH Tpy-
AOBLIX PECYPCOE CTPAHE], 3adelCcTROBaHHWYX B cliepe obcny:xupanuA, Hanpumep, XoTa MHO-
rHE CEMOAHA BCE elle CYMTAT HMOHHIO, BTODYIO MO YPOBHIO IKOHOMMMECKOrO PA3BHUTHA
CIpAHY B MMDE, 00pasuoM MHIVCTPHAABHOH IKOHOMMHEH, ¢ TOYKM 3PCHHUSA JAHATOCTH HacCene-
HHA 3TO Y¥e He cooTBeTcTByer umeTHHe, delcrententio, Anonusa see ewe yerynmacr CLIA
NAREPCTEO 10 JORE TPYJADBLIX PECYPCOB, JAHATHX B chepe obCNyKMBaHMA, OOHAKO pOCT 3a-
HATOCTH B cdepe yonyr B ATl cTpaHe B MOCHEAHME FOAL 3IHAYHTENLHO YCKOPHICH.

MHorue yIHeNTIOTCA, Y3HAR, YTO TOCMOMCTED CheDPhl YCNYr He OrpaHuuMBAETCH BRICO-
KOpASBUTEIMH cTpanamu. Hampamep, nmo cratuctHke Muposoro Gaxka, chepa yonyr npe-
BHIUAST NOMOBHHY BATOBOrO HaumoHatsHoro npoaykta (BHIT) muorkx crpan Jlatuncko#
AsMepHKH W KapuGcroro Gaccelina W 3aaefICTBOBAHO B HeH CEbllIe JIOMOBHHEI X TPYAOBLIX
pecypcol [4]. CrneayeT oTMETHTh, YTO B DONBEIUHHCTBE 3THX CTPAH OYEHL DA3BHTA TeHEBaA
IKOHOMMKE, NEATENbHOCTE KOTOPOH B OMHUHANLHOH CTATHCTHKC HHKAK HE OTPaXAETCH.
Tak, no oueHkam cneunanucros, B Mekcuke 40% KoMMep4ecKHX onepauMii HOCHT Heodu-
LURUIBHB, “HedopManpHeiil” xapaktep [5] 3HauuTensHy0 Do obiiero ofbeMa yCayr
3ECH COCTARMALT HE OQOPMIEHHAS AOKYMEHTLIBHO MOMOLUE MO BEACHHIO JOMAUIHETrO XOo-
3ANCTBA (HAMpPHMED, MOBAPOB, TOPHHYHLIX WM CANOBHHKOB) H YCAYTH, NPEAOCTaRAACMbIS
MATLIMK MpeAnpHATHAMHA, paboTalouIUME 32 HANWYHEK pacueT. CeMeHHBIMU pecTOpaHaMHK,
NpavevYHbIMH, TAHCHOHAMH, TakconapkaMH W T.A. [ToaobHY0 CHTYauMIo B pazHol CTerneHH
MOXHO HABMHOOATE BO MHOTHX a3MATCKHX M cBponefCKUX CTPAHAX, XOTH, KaK MPaBUAO, W HC
B TakHXx Macittabax.
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PaaMepsl cepRHCHBIX OpraHuIauMil CHNLHO BAPEHPYIOTCS OT OFPOMHEIX MEXAYHAPOI-
HBIX KOPriopauuil, TakKny Kax BHaKOMManKK, GaikoBCKHEe KOHIMOMEDATLI, CTPAXOBLIE W Te-
AEKOMMYHMHKAUHOHHBIE XOMTIalMH, CCTH TOCTHMHHLE ¥ TPAHCTIOPTHHE (hMPMEl, A0 MIIOXKECTRA
MaNEIX Tipeanpiatiit, GYHKUHOHKDYIOWHY HA JOKANBHOM YPOBHE, TAKUX KaK PECTODERHS,
rnpayueyRblie, HebONLILINE TAKCOMOTOPHEE MADKHK H KOMMaHWM, IPEIOCTABAAIOWHE AENOBLIE
YCAYrH KOpropdtHBHLM Kauentad Tlpeanpuartus, paGotaioune Ha ocHose dpaHuaisni-
ra — OT pectopaHoB OulCTPOro OBCAYMHBAHME 00 AVAHTOPCKMYE (pHPM, — OOBLAHHAIOT B
cebe MAPKEeTHHIOBRIE XADAKTEPHCTHKH KpYMHOM ceTH, npeanaraiolieil craMaaptHidpoBai-
HBIC TOBADH, H MAROMO DH3IHECA, B KOTOPOM BAMCHHE M YIPABIEHHE OTAENEHLIMM TDOK3-
BOACTEEHH BIMH MOLIHOCTAMM OCYWECTBAAGTSA HAa NOKANLIIOM yvpoBHe HexoTopeie dipMbl,
KOTOPbLIE MMEnT HeA0 c0 “CKOPONOPTAIHMUCA” MATCPHANBHEIME UEHHOCTAMW, HampHMep
aTeNibe, revyaramuue dororpadus MoK obpabaTuisaoiune GOTOMICHKY, CETOAHS TOXE MPH-
YHCAMOT celr k cdepe yoIyr, NOCKOALKY 3HAYMMTENLHAA 4acTb HX LOBABAEHIION CTOMMOCTH
COo3nacTCeHA Gnarofaps BLEICOKOH CKOpOCTH obDCMyKKHBAHMA, YIOBAETBOPEHHIO crieuHduyeckyx
IMoTpebHOCTEH KTMEHTOB i YAOGHOMY pacionoXenwio npeanpuaty Kak orMernn Punsuc
Mak-Kenna, "KoMnanui, Xenuiye npogonxume pabory B XX Bexe, LOMKHE PACCMAT-
PHBaTE MHBECTHIMH B CHCTEME, NO3BOAsIOLIME pabOTATh B peXHME PealbHOr0 BPEMEIH,
Kak HeobOXOnMMoe YCNOBHE MIA COXPAHEHHMA CROMX KOHKYDEHTHRIX NPCHMYLUECTB W Yyaep-
JMAHHA KaKenTos” [6]

IlpasuTenscTREHHEIE # HEKOMMEDUECKHE OPTAHH3ALIMH TAKEKE JAHHMAITCH NPeIocTas-
NEHHeM YCAyr, X0TA, CAeAyeT NMPUIHATE, 4T0 CTENEHb MX BOBJCYCHWE B 3TY ACATEALHOCTL B
PA3HBIX CTPaiax CHBHO OTAMYACTCH, YTO ODYCAOBICHO HAUMOHATBHEIMH M TTOMHTHYECKHMH
ocobeHHOCTAME  Tak, 80 MHOMMX crpaHax yuebHble 3asegerus, OOABHHULI M MY3ICH
OCTaTCA CobCTBCHHOCTHIO rocyZapcTea nvbo paBoTaroT HA HEXOMMEpueckKo# ocHoBe, Od-
HAKOQ KOMMEPUECKHE BEDCHH KIRIOTO THAA ITUN NpeANPHATHHA RCe e cviLecTByloT B artoi
CAABC BhI FPONHTAETE O TOM, YT0 CETOMHA BO MHOrMX CTpaHAX W B PA3HBIX OTpacigX — oT
aBpHaTHHWH J0 SNEKTPHYECKHX KOMITaHHH, OT JKENeIHEIX N0pOT IO TENEKOMMYHHKAUHOHHBIX
dbupM — HabnoNaeTea aKTHEHEIR nepexos o obllecTBeH ol cofCTBEHHOCTH K YacTHOIM

Kpome Toro, BO MHOTHX KDYNHEIX KOPITOPALIMAX, KOTOPblE IO IaHHLIM TOCYOApCTBEHHOMN
CTATHCTHKH OTHECEHB! K A0OBBAnIIETE, 06pabaThBalomei NPOMSILITEHHOCTH MAH K CeAb-
CKOMY XO3RHCTBY, CYWECTEYET CKPBITEIR CEPBHCHBIA CEKTOD. DTH TAK HAIBIBAEMBIE &Hym-
PEHNUE YCAYai OXBATHIBAIOT LUIMPOKMIE CMEKTP AEATENBHOCTH, BKNOMAaA nopgbop nepcoHmna,
M3JAHHE ChpaEdMHO-MHDOPMAUHOHHBIX MATEPMATOB, HOPHAHYecKHE M BYXFANTEepCKHE Y-
JIYTH, YOODKY MoMelleHrt M O6CTYKUEBAHHE TTPUIErAlOWe! TEPPHTOPHH, NEPEBO3KY [PYIOB
M MHOXecCTRO Apyrux pabor. Bee Gonbee pacnpocTpaHeHWe NORYYaeT MPAKTHKA, KOraa
OpPraHM3alHMy NepenaT MPaBo HA BLINONHEHHE BHYTPEHAWX palor TpeTeed cTopoHe, mo-
CKOMLKY CrEURnHIMPOBEHHEIE CYOSMOAPAINMKH BHTOAHAKT HX HAMHOTO 3ddexTirnee [7)
[Tpespauiancs g caMOCTOATENBHET BHIHEC, OTASALHLIE CEPBHCHHE ONCPALHM CTAHOBATCH
ODLEKTOM KYIIH-TIDOAAKH M, CRENOBATENLHO, HX BNOJHE O0OCHOBAHO MOXHO BKAKMHTL B
cdepy yoryr HauHoHansHoR skonoMukK [8]. Ho gaxe eonu nonobubie paboTsl BRIMOAHA-
HTcA Beld npusneveHuA cyOnoApAIMMKOR, PYKOBOIHTEH OTAEN0R KOPIOPALHH, KOTophlie HX
BLIMOAHAIOT, TAKCKE CTPEMATCA 00SCNCYHBATE BLICOKOE KAYECTRO OOCAYKHBAHWA CROHX
BHYTPEHH KX KIHCHTOB

Hogsle nogxoftl K KiacCRHKauMp otpachell cheps oGCIYVKHBAHWA HAMpaRAeHb! Ha
TO, YTODB! PANPAHHYHTE MPOHIBACTBEHHEIE H CEPBHCHBIE KOMNOHEHTH paBoT, BhaonHAe-
MEIX B NPOHIBOACTBEHHONR ciepe, 4TobH CO3HaTE GONEC YETKYW KAPTHHY COBpeMEeHHOM
IKOHOMHKE, OHHM TAKXe BKITIONAIOT P HOBBIX BHAOB CEPBHCHON IeATENLHOCTH, 0 KOTOPLIX
eure 20—30 mer Ha3ax HHKTO H He AyMan {epe3ka “Menenxepy Ha 3aMeTy"™)
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MEHEAXEPY HA 3AMETKY

MO3HAKOMBTECE € NAICS: HOBLIA CNOCOE KAACCHDMEALIMM IKOHOMMKM
CEBEPHOM AMEPMKM

Cucrema oTpacnesoi knacougikaumn CesepHon Anepukyt (North Amencan Industnial
Classification System — MAICS) paspaboTaHa cOBMECTHO CTATVICTUHECKMMIA areHTCTRaMN
kaHagw, Mekcug 1 CLHA Owda npepcaenser cobol HoBbNA crnocob kKnaccighukau,
KOTOPbIA MCNONBIYETCH B IKOHOMUHECKOR CTaTUCTIKE 3TUX TREX CTPaH, 0DbeaMHMBLLIMXCA
B CepepoarnaHimdeckyio 3oHy csobopHoi Toproenk (NAFTA) 3rta cucrema npussata
MPWATU Ha CMEHY AEACTBOBABIUMM PaHBILE HALUWOHANBHEIM CUCTeMan, Hanpikmep CTaH
NapTHOMY OTpacrieBomy knaccudmkatopy (Standard Industrral Classification—  SIC),
KOTOPOMY WCNONHKMNOCE BOT yxe G0 NET W KOTOpLIM paHbwe nonb3osanince CLUA w
KaHaga

NAICS OXBATHIBAET MHOMME HOBLIE BYObLI YCNYT, KOTOPbIE MOABUNMCL B NOCAEAHKWE A6
CATMNETHA, & TakKe NepeknaccudULMPYer kak CepBMCHBIE OPraHKM3aLnK TAK Ha3bisaemble
“BCNOMDraTENBLHLIE CTRYKTYPGLI”, KOTOPLIe OKa3bIBAIOT yCnyri, (hopamansHo BXoOR B COCTas
MPOVAROCTBEHHEIX KOMNAHME (HaNpWUMep, yonyrk No SyxranTepckomy y4eTy, obiuects-
EHHOMY NMTaHWID 1 Nepesc3ke miogder u rpy3os) CeroaHs BCe CEKTOPRb BKOHOMMKW
nepepacnpeseneHdsl B COOTBETCTBMM C HOBOW Knaccudmkaumeln NAICS oxeatbiBaeT 358
HOBLIX 00NaCTeR, KOTOPLIE HE YUMTRIBANMCE B MEekHeR mnaccdimkaumiy, Knacompikaun
390 sipoe ycnyr no SIC nepecMoTpeHa W M3MeHeHa, a 422 ocTanuce 6e3 wameHeHwns Bee
BWALI YOyr crpynrmposanel B 20 cexkTopos (B SIC Bvino Toasko 10 nogpasgenos)

Cpeny HOBRIX CexTopos chepsl yonyr cnefyer seifenvts Takue, kax “Mrpopmauma®,
Yro CMMBOMM3MPYET NpUIHAHME aKTa MOABNSHMA KOMNaHMIA DaHHoR cneumdtbuyeckoir
HaNPaBNEHHOCTI W WX YHUKANLHOCTL, “30pasooXparHeHe v CouuaneHan nomMows™, “lpo-
PeCCHoHANBHBIE K HAYHHBIE YCRYTW *, CerTop * MCkyccTeo, paisreseHe 1 oTabIX", B KOTORLIW
BXOAWT MHOME(TBO KOMNaHWIA, YAORNRTBOPAIOWIAYX KYNeTYPHBIE NOTpebHOCTIA noTpebi-
TENen 1 Mx NoTpebHOCTM B OTALIXE W pasenedexmax, “ObpazoeaHme™, “PasmeueHme u
nvTanne”  Bor npumepsl HOBBIX KNAcoB yonyr no knaccudukaia NAICS, xoTtopeie
paHbLLe He ObINK BbIGeNeHbl B OTOENbHLIE MPYNNb!

FOCTHAHMUS! 11 Ka3HHO hegumHCkre LeHTpb!
Opraxusalum, obecneyrsalolue yxon, Yenyna No npoMeltLiNEHHOMY AW3IaRHY
38 NEHCUOHEPAMA

LmarHocr4eckve LieHTp.! Pabota ¢ ueHHBIMK Bysaramm
M KanNUTaN0BNOXEHUANMN

LleHTPB KOHTPONA HAK MACCOM Tena W fiveT YNy NO YNPasNeHYeckoMY KOHCANTUHIY
KoHCynbTaLMOHHbBIE LieHTpol NO BoNpocaM  CnNyTHUKOBbIe TeNeKoMMYHKaLA
COXPaHEHWA OKDYXaIOWIRIA Cpemb

Toned xnybbl v kaHTpu Knybw! TenemMapkeTHrORLIE 8reHTITRa
OpraHriaiian, 3aHMaiolumecs coopon  YTnyri 1o ora3aninig SKOTPeHHOW NOMOLLK
W yTUAKIaLMER OTXKOQCR

NAICS 4eTko NpupepKMBAETCA CreAYIoWero NpUHUWNa Kknaccudukauni B OAHY
FPYNRY NONAAAIOT KOMMaHWK, UMEIoUIME CXOMWEe TEXHONOT MK Lient 3TOR CuCTemb! —
Bonee HPHEKTUBHOE MNONL30BAHME AaHHEIX JKOHOMMHECKOM CTaTCTHKMA M QOCTIKEHWUA
HaykM, NOIBONMOWLMX WIHPOKO NPUMEHATE BbICOKME TexHomoriM (Hanpumep, Becnpo-
BOAHYID CBA3L), BLIABNATE HOBbIE, MPEXKAE HE CYyWEeCTBoBaBwMe Buab Gu3Heca (Han-
PVYMED, KOHCYNETMPOBAHWE MO BOMPOCaM COXPaHEHMA OKPYKIIOWIeH cpeakt), 1 oTcne-
XIABATh W3MEHEHWA (DOPM NPEnNPUHMMATENLCKON eRTENEHOCTH (HanpmuMep, NOABNEHWE
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b pasgive’ ONTOBLIX. MaArAEHHOB, KYOOB) /613, OTOGPANEH COCTAB CEPBCHOTO
_i;e%’:a SKOHOMItKA Kakagel {ﬁomphmuﬂpmaﬁn =1-67% Ot BB 310# CTpaHel), npea-
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PasAHuMA MEXKAY MAPKETHHIOM YCAYT U MADKETHHIOM TOBapOBRB

B Haile mpemu, xorma cheps ofcMyxuBaHiAa IHHAMHMHO pasBHBaeTcA, KOMMNAHHM Ece
0CTPEe OLUYLIAKRT HeoDXoOHMOCTE B 3(hDeKTHBHEIX MAPKETHHIOBMY MHCTPYMEHTaX. 3ano-
oM YCnemrHoi KOHKYPENUHHY B HOBLIX YCIOBMAX cTaHeT palpadoTKa rpaMOTHOM cTpaTeruy
MADKETHHIR yemyr ¥ ee adupeKTHIHAS peanv3ariva, T.e. 3AT4%M, B pelUeHUH KOTOPHX Mpel-
MpUATHA chephl YCAyT A0 CHX TI0P 3AMETHO OTCTaBaNH,

MapkeTuHr scerma smHoronMg. Ero MOKHO pacCMaTpMBATSE W KiK CTpaTermio, paipaba-
THIBAEMYID BHCIHM PYKOBOICTBOM KOMIMAHHMI, W KAK KOMIUIEKC DYHKIMOHANLHEX peie-
HUN NUHEHHEY MEHeLXepOB (TOBADHAR MOMHMTHKA, NONUTHKA LEHOOGpA30OBaHMYE, METONL
PACTIPOCTPAHEHNA M KOMMYHHMERUHKE ¢ notpeBuTendMu) Tubo Kak opseHTAUNHIO Boell KoM-
MAHWH B LEN0M Ha YHOBIETEODEHHE HVAIL noTpebureneii. B 3To# xHure A nocTtapaioch ofk-
EMHMHKTh BCE TPH TOUKH 3peHUS. H TAKKE HCXOXKY HI NPUIHAHMA TOrO, 4TO 3a4la4H, peluacMble



FAABA 1. OTAMYATEARHBIE OCOBEHHOCTH MEHEAKMEHTA YCAYT » 41

B MAPKCTHHIC YCAYT, HAMHOrO WHpe, veM 3adavH¥ TPALHUMOHHOCO MAPKETHHrA TOBApOn,
NOCKOALKY B MO0G0H CePBEMCHON KOMIMANMM HEOGXOOHMO OYEHB TECHOE COTPYAHWHECTRO
MCRLY MADKCTOAOMEAMHE W MCHCLKCDAMU, OTRBETCTRCHHBIMY 34 OMERALHOHHYID DeATENBHOCTL
W 30 paBory © kanpamu [9].

Xora pdexrisHag OpraHu3aNMa BCCX TIPOLUECCOR B KOMTAHHM TIO-FMIPERHEMY HPE3BLI-
YAITHO BAXIA, CEMOAHA 3TO YKE HC rapanTHPyeT yeneX., CoTpylHHEMW cepBHcHOR KOMMaHuy
HOMAKHB HE TOMLKO XOPOLWO BLINOAHATE CBOM 0BAZAHHOCTH, OHM IMOAMMHbLI TAKCKE OPUMEHTH-
POBATLCH Ha YAORNeTROpCHME Hyadl norpefutencit. Yenyra pomkHa MakcMMansHO NOAHO
YIOBIETROPATL KOHKPETHBIE MOTPEOMOCTH KAMCHTOB, MMETh PEANMCTHUHYIO LUeHY, npemia-
ratsed depe3 yaodlibie KaHanL! pacripefeicHua i AKTHBRHO Npoasurateca. CeroiHs MHOorue
KOMIAMKH, DLIXOEAWIME 1A DLIHOK YCIYT, NO3MUMOHMPYIOT CBOM YCAYTH TakuM oBpazom,
YTOBLI TIPHENEYL BHHMAHHE KOHKPETHWIN PHIHOYHBIX CErMeHTOB, MPOBOIA COOTBETCTBYIO-
Y10 HHOPMALHOHHYIO TMONMTHKY M [OJHTHKY UeHoobpalopaHKua W NpefoCTABNCHUA yC-
ayr. Q1K yXe (¢ CTAPAIOTCH OEAATh BCE W NS BCCX.

Ho Tyt ciieayer OTBeTHTE HA OAHH BLKHBIL BOTTPOC! MONHOCTBIO MW MPMMEHMMB ONLIT,
HABWIKH H KOHLUENUMKH MapKeTHHIE TMPOM3BOACTECHHBIX KOMTIaHWHA B CEPBUCHBIX OpraHusa-
uHax? Yacro orser GyAeT OTPHUATENBLHEIM, NOCKONBKY 3adauM MEHELKMEHTA 1 MAPKETHMHIA
B ciepe YCAyr HMCIOT HEKOTOPHE CYLUCCTBEHULIE OTIHYHA OT MCHCIMMENTA M MADKETHHTA
B NpoH3BOACTBeHHOH cepe. Japaiite oBoyaus, YeM HMEHHO OHM OTIHYANOTCH.

Kaxapll npodykm — TEPMHH, KOTOpHIH HMCAONL3IYeTCH B 3TOH Kuure ana obo3Havedus
PEIYABTATA JEHTEALHOCTH NPCANPHATHA AM0boH orpacid, — HeceT B cede Te HAH MMbIc
BhIFOABI M MpeHMyLICCTEA ANA noTpebuTenc, Korophie ero npuobperaldT H HCNOIL3YIOT,
Togapst MOKHO ONPEALTKTL Kak QH3MYeckHe obbexTRl, a yoayer npelcraknmoT coboit onpe-
peneHiwe aedicrema [10]. Uens paniux vecneaosanui cdeps! obCnyXMBAHKUSE IAKNKOMANACh B
TOM, YTODE paIrpeEHHYMTE YCIYTH W TORAPbi, OCHOBBIBAACH MPH 5TOM HA HETHIPEX OCHOBHBLIX
OTAMHUTENLLIX XAPAKTEPUCTHKAXY VCIYTH: HEOCAIIEMOCMs, HEQOHOPOOHOCHE (WAl WIMEHWYN-
8oemb), HEGOAZ08LYNOCML, B TAICKS 0OHOSpeMENHICs npouseodeman u nompebnenus [11]. 51, ko-
HEYHO, TOKE YYHTRIBALD 5TH XAPAKTEPHCTHKH B 3TOH KHHIC, HO COBCTYID BAM NMOMHMTL O
TOM, 4TO OHW WINHUIHE YIPOUIAKT PCaibHbIA MUD MAPKETHIITA YCAYT H, Y4TO HAMHOTO XYXC,
OHH MPUMCHRMbl RANEKO HE Ko BeeM yonyram. bonee npaxTtiudetil B3radf NpeacTasaeH B
Tabn. 1.2, B KOTOpo# NMepevHCnedbl AEBATh OCHOBHBIX OTAHYHA, KOTOPbIE MOMOTrYT YHTaTC-
[0 pasrpaHM4MTh 3AAAYM, CBAIAHHBIE C MAPKCTHHIOM H MEHEKMEHTOM YCNyr, W 3afauM
YNpasneHWAs W MADKETHHIA TOBapOB.

B 3Toi TafnHUe ONMMCAHO, KAK DAVUIMMHA MEXAY TOBAPOM W YCIYro# CKA3BIBAIOTCH Ha
TIPAKTHKE MEHELEMEHTA — BOMPOCHI, KOTOpPHME Mbl NETANBHO PACCMOTPHM B CHNEIYHOLIHX
raasax.

BaxHo oDpaTTh BAlIe BHAMAHWE HA TO, YTD, TOBOPA 00 3THX DALTHUMAX, MBI OMATE XKG
HMeeM feno ¢ ofofueHHAMY, KOTOPLIE JANEKD HE B PABHOH CTEreHY NPUMEHHMBl KO BCCM
BuaaM yomyr. (B rmase 2 npusofMTCA KIACCHOHMKAUMWA YCOIYF MO PAaHYHBM KATEropHsM,
KaxAasd M3 KOTOPLIX NMPEYCMATPHBAET PasHBIC 3alayl JNA MAPKETONOTOE M ADYTMX MEHEl-
wepon.) Mpemnarao BaM PACCMOTPETE YIOMAHYTHIE B TADAKIC XapakTepHcTHKH Gonee moa-
pobHO W MOTOBOPHTE O TOM, KaK0& BIHAHHE OHH OKa3BAIOT HA NPAKTHKY MApKETHHIA.
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TABAMLIA 1.2, BAUSHHE PASAHMSAF MEXAY TOBAPAWH H YCAYTAME HA NPAKTHKY MEHEANMEHTA

Y, YCAYTH OTAHHaHOTCR Kal 370 CKA3bIBASTCR Ha NPAKTHKE MEHEARMEHTA

OT TOBApCB

MNokynatenw we cradoBaten  Tpogaxa yonyry Bonslwe HaNoMWHAET Nepenaqy wero-nbo

BIIELEM LMK YENyr B 3PEHIRY, 3 HE PEANBHYID NPOASRY.
CReOyeT HAATH ONTUMaNeH IR Pa3Mep "apeHIHoR” NNaTs!
KpuTepiai oUEHKIM apeHayemoro obberTa noTpeburensm
OTIM4IOTCA OF KpUTepKER, ASRCTEYIOWKY NpW BolBope sbbexTa
AT KRR

YOy HeOCRIaeMbl Heofio,MM0o NPOLYMATL, KaK NoBEICHTS OCA3ZEMOCTE YOAYT,

Bonewan BOSNRYEHHOCTE
novpeburenei

B NPOMIBOACTERHHEI
npauece

COTpYOHMEN KoNEHAH
W Opyrue notpeburent
WMHOrEA CUMTATCA

HEOTLEMAEMIA YACTEI0

yenym

HesoiMoXHoCTE oDeCnsynTs
NOCTOAHHOR KaHerTBO
MCAONb3yeMent pecypooe

M NoMYHaeMulk pe3yNbLTaToBR

MoTpebTenam CNoXHO
OUEHMTL KEHECTBO
MHOMAX YO

Heobxompino onvcath KaxAbiA 3TaN NPOLecca Oka3aHma
YINyTH A YNPEBNATE K2XObIM M3 HMX

MosepeHye K oNeIT NoTpeBurTens MoryT cnocoboTecBaTs
mibo ApenATCTBOBATE CKOPOCTH W 3gMeKTMBHOCTI NpoLecca
oficnykBaHUA.

WMuarga Heohxogumo ynpasnate notpebyrenssam,

CUWTAR WX BPEMEHHBIMM COTPYAHWKIMI KOMNIHIAK,

CnefyeT PacCMOTReTE BO3MOMHOCTE UENONBAOBaHA
MpUHuMnE caMonBonyRMBaHIMA,

Pamnonos€eHme W Yack paboTw CRRBMCHEIX OPraHmaaLmH
AonxHe Opime yoobHeMK onn notpeburensl,

MinTepsep KoMIaHVK, NPenCcCTaBNAICWER YOIYTW, DOMKeH
Grim npugnexatenkHeli 14 Y.Eﬁ:ﬂ-ﬁHblI-.-l Ana ﬂGTPEEHTEﬂEFI

Heobxo oMM YNPagnaTs NOBELEHMEM COTRYOMHKOE

W noTpebuTenel, NOCKONLKY OHW BIMACT H3 YPOBEHL
YA0ENETBOREHHOCTI ApYrx noTpeburensi,

Heobronkmo HaHKMMaTe COTPYAHWKDS, 0bnanaowmx

KEK TEXHAYECKU MU HARBIKAN, TAK W HaBBIKaMM OBLLEHMA

€ MOpkMI {UAK crocobHkX NpuoBpec MX B NpoLecte
obyenid); HeoDXOOMMO NOAAEPHMBaTE WX BHICOKYIO

MOTH BALIMED K TRYAY.

Hepeako HepazyMHo 0BcnyXuBaTe B ONHO ¥ TO XE BPEWA

¥ Ha OHOL 11 TOIA XE TePRHTOPMK NPSRCTABHTEREN PN HEIX
CETMENTOR PhIM

CnoxHes oCYWECTENATE KOHTPOAL KaWeCTRE, OC0BRHHD
CHCTEMATHHECKMIA.

HNobrreca NPorHO3MpYeMEIX PE3YNLTATOR MOXHO € NOMOW|EI
CTAHEAPTMIBLMM YONYT.

M3MEHHMBOCTE MOXHD CHIM3MTE 38 CHET 33MELLEHINR
COTPYLHMKOB 3BTOMATMIMPOBAHHEIMU CHCTELAMMI
HeofxoArMO CRORMUPOBaTE aTMOCDEDY GOBSPHA MEXTY
CEPRUCHOR (MPMORA H XNMEHTOM,

MOCTORHHO NOBLILLAA YPOBEHE MHDOPMUPOBAHHDCTI
nompebMTens, MOXHD NOMO4E ki BENaTL NPABHNBHLIR BeiBop
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OxoHYaHHe TabA. 1.9

Yen yEAYTH OTAHYRIOTCH Kak 7o cia3biBaeTcs Ha NPaKTMKE HeHE ANMEHTA

OT TOEAPOB

Heeo3momHOCTE cO3AaBaTe  OAHaX AL NPEAOCTaBAeHHER yCnyra oDbMHO He MOXET

3anack! XPAaHWTECR, NOSTOMY CEPBHMCHBIE PP A0THHbI
paspatateieats MpdeKTHEHLE CTPATEMMKM YNRABNEHWA
CPOCoM.

HeabXoaumo yNpaenaTe MPOMSEOACTE SHHBIM M MO LLIHOCTAM,
EnOMBAACH MX MAKCUMANEHOIC CODTRETCTEMA
FporHo3upyemsin konebanuam cnpoca.

3auacTyio Nprbbs CEPBMCHLIX KOMNaHWK, pacnonaramwmx
OMpaHMYeHHBIMW NDOM3BOACTREHHLIMIA MOULHOCTAMIA,
HaNPAMYID 33BUCHT OT WX YMEHWA NPeANOXMTE HYXHBIE YCNYT
B HYXXHOE BPpeMA 1 NG NOOXCAALLER UeHe

BpemeHHoR dakTop Heobxoavme NOMHWTE O BpeMerHLY, OrpPaHHMHeHUAX
Gonee BaxeH W Mpuoputetax notpeburensis.

HEDEHEHHMD MOHUMAETE, Y4TO 3HaYHTeNbHER BpeMeHHbIe
3aTpaTel Ha NoAYYeHKMe Yoy BOCNpUHWMAKOTOR
HETPEEHEHEMH HEFATWUBHO.

HeobxoauMo paccMOTRETh BO3MOKHOCTE KOHKYPEHLUWW

Ha ocHope Bonee BeICTporo oBCNyxMBaHWA, NOCTAPETRCA
CBECTM NEPVOA OXVAAHKA K MWUHHMYMY; YBEMWUTL pabouiria
AEHb KOMNaHKK (BPEMA, B TeHEHWE KOTOPOMD OKa3bIBAKTCA
YCNYII )} NOGYMaT O BOIMOXHOCTH OBCNYKMBEAHWR NO CXEMEe
24 /7 (24 vaca B cyTim B3 BLIXOOHBIX)

Cucrembl npepocraenedus HeoBxoauMo paccMoTpeTs BO3IMOKHOCTL QOCTABKK NI0BLIX
YENYT MOYT 33AeHCTBOBATE  MHBOPMALMOHHLIX NEMEHTOR YCNYTW SMEKTPOHHBIM NyTEM,
KaK 3NeKTpaHHbE, Heobxoanmo nopymMaTh O BOIMOKHOCTAX OAHOBPEMEHHOIO
TaK v (PuBMHECKMe KAHAMBE ppepocTasNeHia YCNyr NO Bcemy MUpPY.

Ecnu ycnyri NpegoctaBnanTcs No Guandeckyi KaHanam,
HeODXOOMMO MakCiManbHo 36 deKTHE HO HCNONL3aBaTE
COTPYAHWKOB CaMON KOMN2HWM W ee NOCpeaHUKDE

Orcyrcreme npaBa coBCTBEHHOCTH Ha NPHODPRTEHHYKO YCAYTY

BepOATHO, OCHOBIIOE OTMHYHC MEHOY TOBAPAME W YCIAYIMAMH 3aKAO4actTcd B TOM, 4TO
nompeGuUTeNH, Kak NPasuIo, ToNKO Nofb3yoTel npyobpeTelinol YCIyroH, 11Ic noay4yas npH
atoM npaga cobeTEEHHOCTH HA KAKOH-TMGO MATepHANbHEI NeMEHT yenyrd (MCKTIOUCHHE
COCTARNAIOT yCAyrH cdiepbl OGUECTRCIHOTO MHTAHMS M YCTAHOBKA 3AMAcHKX AcTancii npH
PEMOHTE WK TEXHWHCCKOM OBCny®MBaHHM MaTepHanbHsiX o0bekToB). Bo MHOrHx Chay4asx
KOMMAHHK, MpenccTaBsoilie yonyr, ofecieyHBaoT notpebiTenedl pOIMOXKHOCTERID apen-
JOBATL M HUCMOABIOBATL MaTepHATLHEIR 0GBCKT (HANpUMER, ABTOMOBHNL MAW HOMEp B roc-
THHHLUE) JUBO HCNOMBIOBATE KAKOE-TO BPeMA TPYA, CTCUHMAMNBHLIC 3HAHHA H 1IABLIKY Mpel-
CTABMTENSH palmnyiibiX npoteccil, KOTOpbe MOryT BAPLMPOBATBCA OT YMCHHA TIPOBECTH
CROKHCHWYIO XHPYDrMUECKYIO ONCpaukio ac Jaudi o Tom, kak OuicTpee n 3dupekTHBHEE
nposecTH yOopKY B BALIEA AOMC HAM HA KAKHX VCTOBHAX TYUlIe BCEro B3ATh 32EM.
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Bra CrieudPHYCCKA XAPDAKTCPHCTHKA YCAYD MPEXOe BCETO CKAIBIBACTCA HA TOM, KAk
MAPKETOMOrH NoaxodgT Xk npotaede uenoobpazopayuA. Ecnw Qupma cazer B apengy csod
hHavecKe, YENOREMECKKE WITH HEMATEPHARBHBIC AKTHER!, O4EHbB BAXHBIM (DAKTOPOM CTAHO-
BATCH BPEMSI, B MACTHOCTH NDW ONpEOEICcHMK ripHemAesofl 1IeHb HeobXoAMMO YYHTBIBATH
akTop Bpemeny. Euie oiHH BAxHMI BONPOC KacacTCA KPHUTEPMEB, KOTOPBIMM TOALIyETCH
norpefuTens npy Belbope oG beKTA APEHAL, MPHYEM CASIYET TOMHMTB, YTO OOLIYHO MOKY-
NaTenNl MAAMMPYET TTONB3OBATECA HM HEMPOAOIKUTeARHOE BpemMsa. OueBMAHO, YTC OCHOBIbIC
300A4H MAPKETHHLA TAKON YCITYTH, KAK TPOKAT asToMOBuNA, OUeHb CHITLHO OTAMMAIOTCH 0T
MAPKETHHIOBOH NOANEDKEKY MPOIaKH MaALHHE] B CATOIle ABTOMOBHICH YENOBCKY, KOTODLIH
coBKpaeTCa NonE3OBATHCA ¢l No MeMbEH Mepe 3—5 ner. Ob6niyHo AogH BepyT aBTOMO-
GuAb HAMPoKAT ya 1—14 gHel, HaxoEsAch JAICKO OT CBoerd gosma. Kak npabBHao, GHH 3axa-
3BLIBAIOT TPAHCROPTHOR CPCOCTED ONPEAENEHHOrO THNA MW Kiaces (Hanpumep, HeGonbiuoe,
cpenHee HaH DofslLOE), & He onpcAeneHHYIO Mapky Wad moaenk. ITpm SToM Mx cosceM
HE MHTEpPECYET LECT MAWKIEL Wik 00HBKK CANOHA, OHH cXOpee 03aloveHs] PACTOACKEHHEM
SNEMCHTOB YNPaBne s, TeM, Hackonbko YRoBHL vackl paboTsl npOKaTHOO AreéHTCTRA; YC-
NOBUAMMH CTPAXOBKH; TEM, HACKONLKO XOPOWO BhMBITA MallyHa i KAKOBO £& TEXIHYCCKOE
COCTORHHE, OHY AYMAIOT ¢ TOM, NPELNATaeT JIK AIeHTCTEO KIHMEHTaM DECIUIATHYIO QOCTABKY
M3 AIPOMOPTE; MOXKHO IH AENATD 1aKA3 KPYTNOCYTCHHO M 11ACKOMBKO KAHCCTBCHHOE 0DCIYKH-
BaHHE ofeCTicYnBAIDT COTPYIHMEK KOMTIAHHHK, paboTaloluye HerTOCREACTEEHHD C KITHEHTAMM.

Heocazaemocts ycayr

Xora npouecc 0BCIYKHBAHAR YACTO BKNIOMAET MATEPHANBLHEIE JNCMEHTEl — HanpHMED,
CHAB HOMep B TOCTHITHLE, TOCTORNEW CIUT HA KpOoBaTH, B TREHAMEDHOM 3ane KNMHMeNT NMofk-
IYETCA PAIMMUYNEM OBOpYAOBAHMEM, TIPH PEMOHTE MOBpe#AeiIHOH aANNAPaTyYPEl NMPOBOAMTCA
AAMCHA C& OTHEIbHBIX YacTCH, — OKA3ZAHKC YCJHYIH caMo To cebe HOCHT HeMATEPHATLHBIH
XAPAKTEP.

TIpermMyLecTsa Yonyr OCHOBAKE 114 NPUPOLE MX OKAIAHHMH, XOTOPaA NDeABABIAET CO-
BepleHHO HHLe TPeOoBAHHA K OpraHu3aUHH MADKeTHHIOBOH ACATCHEHOCTH MO CRaBHEHHI
¢ MAPKETHHIOM B fipoHIsopgcTeenHo chepe. JLocraToOMHO YIIOMAHYTE, Hanpumep, 0 Heob-
XOAHMOCTH ODMETeNEHOTD HCNOMLIOBAHKA ““MATEpHANBHRIX' H0OXA3ATEALCTE, OTobpaxaio-
KX YPOBEHE KOMIASTEHTHOCTH CCPBHCHOH KOMMAHKH H ASMOHCTPHPYIOUINX NPeHMyLLEecT-
BA, KOTOPEIE OfECTIEYHBACT KJTHERTY MOAYHNEHME STHX YCIVT.

HaraanHo nponeMOHCTPHPOBRTE PATHHLLY MEKEY TORAPAMM H YCAYraMM MOXHO, pas-
MeCTHB HX Ha WKANE B NOPHAAKE YOLIBAHHMA TikoH XApaKTepHCTHKH, KAK OCH3aCMOCTE
{puc. 1.4) [12], ®wnun Kotnep ¢ yuetom Toifl 0coGeHHOCTH BHEEANET MNATE KATETOpMil
MAapPKETHH rOBHX npepnoxeHuit [13],

“UucTuil” ocx3aeMblit Torap (HaNpHMED, MU0 WIH COMIE),

o QOcs3geusil TOBAD © COMYTCTBYIOWKMH YCIyraMy (HAITPHMED, aBTOMOGHITH AH KOM-
NBOTEPH).

» THOpHD (HATIpHMED, peEcTopaH}), coyeTanWHA MpUOAMINTENEHO B PABHOR CTEMEHH
XAPAKTEPHCTHKH TOBAPOB H YCYT.

»  Yooyra, npefocTagieHHE KoTOpoit NpeanonaragT NeNoAbiosauie onpenefeHubIX du-
IHYECKHX OOLLKTOR M OKA3HHE IONONHMICALHER YCAyr (HanpHMep, aEHANepeneT).

» “Yycran” yomyra (HANpHMep, ¥XOI 38 MANSHEKAMM AETEMM WK [ICHXOTEDATHA).
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B Caccep, P Onbsen n [l Bankod npecanaraior Tect Ha npoBepKy COOTHOWEHHS To-
Bap/YCAYTa 8 MAPKCTHIITOBOM MPELTOXKCHAM, NPH3BAHNEIR OTIPEAETHTE, Y4TO GOMBLIE NONO-
BUHLE LICTITIOCTH TIPOAYKTA ODCCNEMHBACTCR er0 CePBUCHBIMK 3aeMenTaMM [14] B pectopane,
HAMPHMLED, CTOMMOCTE CAMMX MNPOLYKTOR NUTaHMs cocvasnasier scero 20—30% oT cyMMui,
YKAIUIIOH B CUCTE, & OCTABLUIANCH HACTb NPUXOAKTCH Ha 3AKYNKY MPOAYKTOE, NPUTOTOBIE-
rie GO, CCPBHPORKY CTOMA, A TAKOKE TAKHME BOIMOKHBIE NOMOMIIWTENBHLIC PACXOLbl, Kak
NAPKOBKA, rapacpol, TYANET ¥ MITCPLEP CAMOI 0 PECTOPAHA.

BuiChian
CTEMeHE
Cone @
Beaankoronkiie
HanuTy ®
Bapeomarmmodon @
TeHHucHan paketra @9
Heauil agroMabuns @
2 Noums onexny 49
8 MO WHIMBMAYANBHOMY 38¥A3Y .
% NpoxaT webenn
g Pacropan BEcTROMD OSCAYRHBAHMA
-
g @ PamonT ofonposona
g @  VYxopiarazonow
@ 3amewawacna a agTomobune
@ Yoopka powa
@ Aewanepener
@ OSpenus
@ YinpasneHue MHERCTHURAMA
Huzzan cTEREHE HeoCA2aaMee ANeME Ty Buicokas

CTeReHs
Pue, 1.4. ApGanastie LZHHOCTH SAaroaainn CORIEeMbIM M HEOCHIZEMBIM INEMEHTAM TOBAPOR M YCAT

CaMo Onpemenelive yomyrd Kax Hero-To, A0 Yero Helb3sA A0TPOHYTLCA, YTO HEeNbp3d 3a-
BEPHYTE MIH YHECTH © cobol, cnocoboTiyeT MPKMEHEHHIO MO OTHOLWEHWID K MEHELKMEHTY
YCAYT TEATPANBULYX MOHATHI, KOTOPbLIE YKALIBAIOT HA HEKOE CXOJCTRO MPOLEnYpPhl Npemoc-
TEBICHHS YCIYT ¢ MPOLECCOM NMOCTAHOBKM ChEKTAKNA B TeaTtpe. [lepcoHan KOMOAHHK, KO-
TOpL#t OKasbiBaeT YCAYTH, TTPCACTAaET B POAM AKTEpOB, 4 MOTpeOMTENM — B pOAH NYOITHEH
B marepuane ans ureHmna “Tearp yooyr OCTaHOBKA CEPBMCHOTO Mpolecca”, NpHBEIeHHOM
B xouie vacre | (agropel Ctusen [poye u Pelivona @uck), onHCRIBAIOTER TEOPETHUECKHE
COCTABIAOIIME TOTD, YTO YACTO HAZLIBAWT dpaxamypziell ofciyxausanua, U 10, KaAK 3TH Teo-
PETHUECKHE MONOKEHUA BAMAKT HA NMPaKTHKY MADKETHHMA.

BosAcueHHe NoTpebHTeAs B Npouece 06CAYKUBAHHA

[Mpouece oxKazaHHA YCAYTH NOAPa3yMcBAET ONPCACNCHHBIC I¢HCTEHA, T.C. ONPEICIEHHEIC
YMCTBEHHBIC ¥ (DHIMYECKME YCHAMA C MCMONLIDBAHMEM (WHOMAZ) MaTepHanbHbIX 0DBECKTOB
(Hanprmep, OGOPYIOBAHWA, XHMHYECKHX PEAKTHROB W T..). Hacto moTpeGHTenaM NpHXOLHTCA
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HENOCPEACTBEHHO y4acTBOBaTh B 3TOM Iporiecce. VICKItoueHne coCTaBIsA0T T€ YCIyTH,
MOCTAaBIIMKHA KOTOPBIX BBIITOJIHSAIOT UX CAMOCTOSITEIBHO: HarIpuMep, yoopka opucos, Mporuo3
IIOr0JIbl, PEMOHT aBTOMOOMJIEH, CTpaxOBaHHUE KU3HU U T.1. BoBiaeueHne norpeOuTens B mpouecc
CO3JIaHMsl YCIIyTH MOXKET IPUHUMATh (POpMY caMOOOCITyKUBaHUs, KaK, HAIpUMED, PU
UCIIOJIb30BaHUM CTUPAIbHOM MAalIMHBI B IPAYEUHOW caM0OOOCITy)KMBaHUs, IIPH MTOJYyUYEHUU JACHET
B OaHKOMAaTe WK B MPOLIECCE COBMECTHBIX JICHCTBUI C 0OCTYKHBAIOIUM IIEPCOHAIOM B
HapUKMaxepcKol, TOCTUHUIIE, KOJUIe/PKE Win OosibHUIIE. B 0J00HBIX 00CTOATENBCTBAX
NOTPEOUTETN MOTYT B ONPENICIICHHON MEpe pacCMaTPUBAThCS KaK COTPYAHUKHM KOMIIAHUH, a
CEpBUCHBIC KOMIITAHUM I10JIy4aT HEMAJIYIO M0JIb3y OJ1aroapst MoJAroTOBKE U O0YYEHHIO CBOMX
NOTpeOUTENeH, B pe3yIbTaTe Yero OHU CTAaHOBATCS 0oJiee KOMIETEHTHBIMHU U IPUHOCAT OOJIbIIIe
npuobLIH [151.

W3menenne npupoibl NpOU3BOACTBEHHOIO MPOLIECCA YACTO J0BOJIBHO CUIIBHO BIIUSET HA POJIb,
KOTOPYIO IPOCAT Urpath norpedurenei. Kak norpedurenu yciyr, Mbl ¢ BAMH OTJIMYHO 3HAEM,
4TO B [IEPBYIO OUYepeb JIOIeH HHTEpPEeCyeT KOHEUHBIH pe3yibTaT, OJJHAKO TO, KaK C HaMu OyIyT
00XOAUTBCS B NIPOLIECCE OKa3aHMsl YCIYT, TAKXKE OKA3bIBAET OTPOMHOE BIIMSHUE HA YPOBEHb
HaIllero yAoBjieTBopeHus. Eciu s monydeHus ycinyru NoTpeOUTeNto HaJlo IPUCYTCTBOBATh B
MecCTe, TJI€ 3TH yCIIyTy NPEeI0CTaBISA0TCS, CEpBUCHAs KOMIIaHUs 00s3aHa IIOMHUTH, YTO €€
OPEANPUATHS JOJKHBI OBITH PACIOIOKEHB! YI00HO AJIs IOceTUTeNnel 1 paboTaTth B yA00HOE JUIs
HUX BpeMs. Eciau noTpeOuTenu cuuTaroT, 4To Balle CepPBUCHOE NPEANPUATHE PACIIOIOKEHO
yI00HO U YTO €ro MPUSATHO MOCEIATh, TO BEPOSTHOCTHh UX MMOBTOPHOTO OOpAILEHUs K BaM
3HAYUTEJIBHO MTOBBILIAETCS.

JIronu Kak 4acTe NpOAYyKTa

ITpu npeaocTaBIeHMM MHOTHX YCIyT ¢ BBICOKOW CTENEHBIO B3aUMOJEHCTBUS IOTPEOUTENH HE
TOJIBKO BXOJAT B KOHTAKT C [IEPCOHAIIOM KOMIIaHUH, HO U OKa3bIBAIOTCS "TIIEYOM K ILIeuy" ¢
JPYTUMHU NIOTPEOUTENIMU (IIOPOI B OYKBaJIbHOM CMBICIIE, €CJIHU, HAIIPUMED, peUb UJET O MOE3Ke
B aBTOOYyCe Ui B MeTpo B yachl "muk"). 1 Ha060poT, yCIyrH ¢ HU3KOM CTENEHBIO
B3aMMOJICCTBUS YaCTO OKa3bIBAIOT ""HAa pACCTOSHUMU'", KOT/Ia KOHTAKT MEXKTY JIFOJAbMHU
OTPaHUYMBACTCS PEIIEHUEM KaKUX-TM00 MpobiieM, BOZHUKAIOUINX BpeMs OT BpeMeHH, PazHuna
MEK]ly KQaUeCTBOM YCIIyT OpraHU3alui ¢ BBICOKOW CTEIEHbIO B3aUMOICHCTBHUS C
HOTpEeOUTENIMH, KaK IIPABUII0, 00YCIIOBJIEHA IIEPCOHAIIOM, KOTOPBIH 3aHAT 00CITy>)KHUBaHUEM
norpedureneil. YupapieHue KOHQIUKTHBIMU CUTYAUsIMU MEXTy paOOTHUKaMU KOMIIAHUU U
KJIMEHTaMH, HEPEKO BO3HUKAIOIIMMU B Ipoliecce 00cIyKUBaHus, O1arogaps 4emy
(GOpMHPYIOTCSI XOPOIIINE BICYATICHHS, MOXKET OKa3aThCs HEJIETKOW M OTBETCTBEHHOH 3a1a4eil.
[TocMOTpeB Ha NOCTOSIHHBIX KJIIMEHTOB KOMITAHUH, BCEI/1a MOKHO OIPEEIUTh, KAKOTO YPOBHS
00CITy>)KHBaHUS 0)KHUIATh OT 3TOH Gupmbl. Harpumep, mocemiast CHOpTUBHBIE MEPOIPHUSITHSL, BBI
3HaeTe, YTO €CIM OOJENbIIUKHA AKTUBHO OOJICIOT 32 CBOM KOMAaH/Ibl, HO IIPH 3TOM BEAYT ceOsl
NPWIMYHO, TO HAOIIOATh 3a TaKOW UTPO OyAeT HaMHOTO MpuiTHee U uHTepecHee. Ho ecnm
HEKOTOPBIE U3 HUX CTAHOBSTCS arpeCCUBHBIMU, HAUMHAIOT PYIraThCsl, 3TO OTBJIEKAET OT CaMOM
UTPBl ¥ IOPTUT HACTPOEHUE APYTUM 3pUTEISIM Ha cTaguoHe. TOYHO Tak e U BO MHOTHX
cilydasix Jpyrue noTpeOuTeNn CTAaHOBATCS YacThiO (IIO3UTUBHON MJIM HETATUBHOM)
npruoOpeTaeMoi YCIyTH.

Komnanuu cdepsl yciayr JOKHBI y1enaTh 0c000€ BHUMaHUE 0TOOPY, MOATOTOBKE U MOTHUBALIUH
COTPYAHUKOB, KOTOPBIE HETIOCPEACTBEHHO OyAyT 00CTy)HBaTh norpedureneir. Kpome
TE€XHUYECKHUX HAaBBIKOB, HEOOXOIUMBIX Ul pPabOThl, TAKHE COTPYIHUKH JODKHBI UMETh XOPOIIO
pa3BUTHIE KOMMYHHKAIIMOHHBIE HABBIKH. B TO ke Bpems hupMaM NpuXoAUTCs YIPABIATh U
KOPPEKTUPOBATh MOBEACHNE NOTpeOUTENeH, 4TOOBI HEIOCTOMHOE MOBEIEHUE HEKOTOPBIX U3 HUX
HE 0Ka3aJI0 HEraTUBHOTO BJIMAHUSA Ha OcTalbHbIX. [10poii cepBUCHBIM KOMITAaHUSAM MPUXOAUTCS
""ceMb pa3 OTMEpUTH", IPEKIE YEM ONPEAETUTh, HACKOIBKO XOpOIla 1Jiesl 00beMHEHUS
HECKOJIbKMX 00CITYKMBAaE€MbIX CETMEHTOB "1OJ1 OJIHOM KpbIIIen".
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Bpsa ai paM MOHPABKMTCA, CCAY B, MYyTEWECTBYA Mo AcAaM (UpMbL, OYeHE YCTABR, MPHUEXAT
B FOCTHHHLY MO3AHO BeYepoM, & 0HA DUTKOM HAbKTA PalBR3kiMH YHACTHHKEMM KaKOr0-TO
(hecTHBANA, KOTOPHIE LUYMIO OTALIXAWDT, yHOTPEOAAIOT COMpPTHLE HANMTKH M pPacnesatoT
TIECHH.

HenocToaHCTBO KAYeCTBA HENOAb3YEMbIX pPeCYpPCOB

M NOAYHaeMbIX PE3YALTaTOB

[IpMcyTeTRHC nepcolana i ApyrMx noTpebuteiefi HCMOCPCACTBEHNO B OfEpauMoHHOM
CHCTEMC 3JATPYLHACT Mpoucce HC TONBKD CTAHIAPTHMIALMN ¥ YNPABICHHA Ka4dCcTBOM MC-
MOABIYCMBIX PECYDCOB, HO M ONPEASASHWA PE3YALTATOE AEATCILHOCTH CEPBUCHBIX OPraHm-
sauuit, Tosapt o6eMHO MPOM3BOIAT B CTAIOAPTHLIX YCAOBHAX, COMAUIBIX INA JOCTHMEHMI
ONTHMANLHON SQEeKTHENOCTY NPOMIBOLCTEA ¥ KAYCCTBA NPOAYKUHH, A 3aTeM TWATEILIO
TTPOBEPAIOT HA COOTBCTCTBHE CTAHZAPTAM KAMECTEA 3AA0Ar0 [0 TOrO, KakK OHM NONaayT K
norpebdTemo. To e caMOc MOXHO CKalaTh 00 yCAyraxX, KOTOphIC OKAILIBAIOTCH B OTCYTCT-
BHe noTpeburened, HanpuMep obpafortka GankoBCKMX YeKOB, PEMOHT aBTOMODHACH MM
Hounasg yoopka ofwcos. Ho ecnn pedb waeT ob yonyrax, koTopele nNoTpeGisioTes OOHOBDE-
MEHHO C RPOLECCOM WX NPEMOCTABNCHHA, KONCYItad “cHopKa” noKHa MNMpoMcXOdWTE B pe-
HMME PEANLHOTO BPEMEHYH, M3MEHAKUEMCH B 3ABMCHMOCTHM OT MoTpebuTenci W naxe or
BPEMEHM [JHA, KOTAA 3TOT NMPOLELCT MPOMEXOAMT. 3T0 cnocofGCTRYET YBEAMUYCHHIO KOAHYECT-
Ba OWHOOK # MpoRRneHHd HeaolpoCOBECTHOCTH MEPCOHATA, KOTOPRIE MpH 3TOM HAMHOM
CIOXHECE CKPBITE. STH QaKTopsl MPEensaTcTBYIOT MOBMIUEHHIO 3PPCKTHBHOCTH, YAYHIUSIIHIO
KOHTPOJIA KavecTsa M obecreyeHMio MPEROCTABACHHA OOMHAaKOBEIX yoayr. OAMH cneuua-
JHCT MO MApPKeTHITY (ACOBAHHOH MPOAYKUMH Yepe3 HEeCKOTLKD NeT fTociie fMepexoma Ha 1o-
Byl0 paboTy B ceTk rocTuHHU Holiday Inn cnpascianeo OTMETHI.

Mol HE MOXEN KOHTROMMPOBATE K34ECTRO HAWEro NPOAYKT 3 TaK, KaK 370 MOXET AeNaTk, HanpuMmep,
WHXEHED NO Ka4ecTRy, pabOTaOWMA Ha KOHeedepe KoMnanwy Procter & Gamble . Korpa nov-
pebuTens nokynaet kopobey Nopowka Tide, ox Ha 939, 9% yeepeH, 4T 3TOT NOPOLUCK NONERCTBYET
pon#HsIM 0BpaloM 1 erc ogexna Nocne CTUPKY CTAHET YUCToR Koraa KnWedT CHAMAET HOMep B
Holiday Inn, OH MdeeT HAMHOM MEHLLUE MAPAHTWE, YT0 eMy abecneqsH Kpenkuid HouHoR cox Bes
COCENEN, CTYHaWME N0 CTEHAM, KORDMMIKTOR, @ TAKKE APYIMX HENPWURTHOCTEN, KOTOPLIE BO3MOXHEL B
roCTMHMUE [16].

Cnenyer, OJHAKD, 3aMETHThH, Y4TO pasHoofpazne npouecca OBCHYAKHBAHWA DANEKD HE
BCEMIAa NPHBOIHT K OTPHUATEALHEIM peayAsTaTad, CoBpeMEeHHbIC CEPBHCHLIE NPEANPHATHA
BCe DONBLIE TIPMIHAIOT BAXHOCTS YUETA HHEHBHAYANEHBIX noTpefHOCTE! M OXKMAaHUH KK~
SHTOB TIPH NPEJOCTABNEHHMHM HEKOTODBLIX BWIAOB YCNYrD. JT0, HANpHMEp, GOMHCTBEHHO npa-
BHABHBIH noaxol B Takol cdepe, kak agpasooxpanesue [17]. C opyro#i cropoHEl, 3a cuer
3aMelle s paGoTHHKOR ABTOMATAMH M NPHEOPAMH MOMHO 3HAYUTENLHO CHU3IWMTh LEeHY Ye-
nyr v oBecneynTs DOALLIEE FIOCTOAHCTEO MONY4AEMBIX PC3YILTATOR.

CAOMHOCTD OLUEHKH

[MouTty sce Topaph! OGAATAIOT MHOKECTBOM TAK HAZWIBAEMBIX NOUCKOSHIX XAPAKMEPUC MUK,
KOTOpbIC MOTPeGHTENb MOXET HAMETHTL A cela mepen ux nokynkoil, TakuMu XapaxkTepn-
CTHKAMM DOBIBAOT LBET, CTHIb, HOpPMa, 1eFa, NPOYHOCTh, 3AMaX, pa3Mep, OulylUeHMe oT
MPUKOCHOBEHHS ¥ T.A. Jpyrue TOBaphl ¥ HEKOTODBIE YCAyrH obBNalaloT ssuupuseckimu
XAPAKMEPUEMUKOMY, KOTOPBIE MOMHO OUEHHTE TOABKO YAKE NOCIKE npHoDpeTeHMs WM B
nipoilecce norTpefneHua. Takumu cBOfcTEaMU GrIBRIOT BKYC, YAOGCTBO H NMPOCTOTA MCMONE-
30BAHHA, HHOMBHAYAALHLIE oulymenud. M HakoHel, cYIWMECTBYIOT npednoidzaemeie (doae-
PUMEABHIE) XQPOKMEPUCIIIKY — NADAKTEPHCTHRY, KOTOPLIE TPYAHO OLEHHTE AAXe roche foT-
petncHun, B kavecrse mnpHMepos MPMBEHEM TOCIEACTBHA XMPYPIMYECKOIrO BMEILATENLCTEA,
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rnpoeccHoManbhpie yoiyrd, HanpuMep GyxranTepekHe, MAW PeIyALTATHL TEXHMMLCKOTO pe-
MO11Ta, KOTOPLIE MOXKHO QUCHWTL TOILKO cAYCTA onpeacneHHoe BpemA [18]

KomMnamuu, npongiomme yoryri, CTPEMATCA NoMoyb noTpebuTeisM npeononctt Heyaok-
CTBA, KOTOPLIE Te MCMLTHBAICT NPKH TMPUIATHI PEIIEHUR O COBCPINEIIHMM MOKYMKH. s
BTOMC OHM AOAXHBL NPowHGODMUPOBATL NOTPEeBHTENEH © TOM, YTO OHH CMOTYT HCMBITATL
BO BPEMA MW NOCHE OKalaHMA velyrd, nodfMpas M KaXEoro w3 HHX TRKHMC YCROBHH, KO-
TOpLle YAOBRCTBOpUTH 6l MFABHOYATLHHE MoTpebHOCTH Kaxaoro denoscka Komnadus,
AOOHBUIAACA penyTaumy MPMEL, KOTOPas BHUMATEALIO K STHYHO OTHOCHTCA K noTpebure-
JSIM, HMECT GONbLUE UANCOR 3aB0CBATE AOBEPHE CBOMX HbIHEWIHWX noTpedurencit ¥ nprob-
PECTH HOBLIX KIHeHTOB Barohapd KX PEexoMCiaaunIm.

OTCyTCTBME 3aNacoB

IMockonbky yoryra npenctasifseT cofoid mgefcTene WK pesynsTat, & He MaTepHan bHblA
NpeaMeT, KOTOPsH Oyaer MpHHACHATE ROTPeGHTENI0, OHa CUHMTAETCS “CKOPONopTaLLIHMMCA
TOBAPOM™ M HC MOXET (H3MUCCK XPAHHTECA Na CKIAme 48 pean3laumu B Oyayulem. Ko-
He4Ho, CepBucHag upuma MoXEeT ISATE HATOTOBE HEOBXOOMMEE cpeacTBa, 0bopyloBanUE
H NMEPCOHAMN, HO OHM TpedcTABARIOT COOOR NHIWEL NPOWIBOACTBEHHLIC MOILHOCTH, @ HE £aM
TMPOAYKT. A HAAKYHME HCHCTIOABIYEMBIX MOWHOCTEH HA CEPBHCHOM MPEANPHATHR PaABHO-
CHLHO TIOTIHTKC HAMONHHTL BOAOH BaWHY, HE JakpeiTyio npobkoi. “IloTok Boasl™ BymeT
MponagaTe BAYCTYIO A0 TEX ROp, ROKA HE TOABATCH [MOTPEGHTEIH, FOTOBRIC €ro NPHHATH
(Mny KX cOGCTREHHOCTL, KOTOpaA HYMXOACTCA B TEX MW HHBIX yonyrax), Tlpu stom, korna
CTIpOC NPEBLINAET MNPOHIBOACTECHHLIE BOIMOMHOCTH CEPBHCHON DMPMLL, NOTRebHTEAH 0¢-
TAIOTCA HEYAOBACTBODEHHBIMM, ECTH TONLKD OHH HE FOTOPBB! MOATE CBOEH ouepean

CrenoBarensho, onHolt M3 BaxHefiiux 3amay MAPKETHHTOBOH MONMTHKH B cdepe yoryr
CTAHOBMTCA TIOHCK CPEACTE, MOJBONAIUMY YCTPAHHTE HECOOTRCTCTEME MeN(Lly cripocoM W
MAaKCHMANBHOR NPOKIBOIUTENEHOCTRIO NIPEANTPHATHA, BTOr0 MOKHO JOGHTECA ¢ NOMOLIBIO
XOpowo npoayMaHHoH UEHOROH MONMHTHKH, METHIOB TPOABHXCHHA H MHOTHMH ADYTHMK
criocobaMy. BTy e 3a0avy MOKHD DEWHTh, YBEIHYHBas WIH yMéHbllas obnem NpaH3sa-
AMMEX KOMRPaliyeit youyr (M3Mmelis KOMHUECTRO COTPYOHUKOR Wil obOpyloBaHKa, & TAKKE
pasMepbl OOCAVKHBRCMEIX TEPPHTOPHIA) B COOTBETCTBMM C OPOrHOIMPYEMBIMH KonchaHHAMH
cripoca. B sToM ocyuae ogdens Gombluoe 3HAYEHHE HMEET TouHOCTE nporyosa. Korda dupma,
OKA3LIBAKOLUAA YCAYIH, FOBOPHKT 0 CBOHX MOggpHO-MEMEPUIIbHNY 3anacax, OHA NojpalyMme-
BACT CBOM MOUMOCTH OAf IPOMIBOACTRE YCAYT B DyAYUWCM, HANPUMED KONMYECTEO TOCTH-
HHUMIBIX HOMEPOB, el HE 3aApcitpBHPOBSAHHBIN HA clEenyOHR sropHuK. Ecin XxoMmnanua
CHHTaST CcBOeil ocHOBHON UeMbio MAKCHMH3ALMIO NpUBLINKM, OHa JOMKHA TmaTensHo BhIGH-
pPaTh LEASBLIE CErMeHTh AN 06cAYKHEIHHA HX B HYXHOE BPEMA H NMPEINAraTh CBOH YCMYIH
B (IepHCA TIOBLIMIEHIIOI0 CHPOCA KMEHHO B TCX CErMEeHTAX, NOTPeOMTENH KOTODEN HAHME-
HEE YYBCTBHTENLHA! K LgHE,

Ba¥HOCThL BpeMeHHOro $aktopa

MuorHe suan! YCIYr NPEAOCTAWIAKOTCA B peantHoM BpeMen. ITpouece npesoctapneniA
YCAYF TAKWUMH OpraHMiauWaMK, KAK ABHATMHHM, OONbHKUEL, NapUkMaxepckMe M pectopa-
HBi, Tpebyer GHINYECKOro TPHCYTCTBMA KAHMEHTOB. ODbIMHO AWM XoTAT NPOBOAWTE HA
“thaGpike yoayr” Kak MOXHO MCHbLIC BPEMEHH, 0coBCHHO ECNH 3TOT NpoLEce BRIDYAET B
ceda oXXHAaHKE B OYEDETM, NOITOMY YCIYITH JOIKHBLI OKAILIBATLCA © NpueMacMoil 1is no-
TpebGutencit ckopocTby, [MoTpelHTeAM BLICOKO LEHAT CBOE BPEMA, ¥ WHOTIA OHW FOTOBLI
s3alnaTHTE Gosblue AcHer 3a 1o, 4ToOm HX obenyxunw OntcTpee, Boe vawe ypeiskivaiiHo
AgHATHIE TTOTPELGHTENH CTPEMATCA K TOMY, YTOOL MM OKAZLIBANH YCJIYCH B TO BPEMS, KO-
TOpOe NOOXOBHT MM, 8 HE KOMA2HKH, okasniBamuelt yenyrd. Mosromy eec vame gupmsl
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YBEAHYWMBAIOT BpeMAa CBocH paGoTw, MHOTIA COTPYAHMKM KOMMauud pabotanT no rpaduky
24/7 (24 yaca s cyThM, 7 QucKH B Helemio)

B apyrux cayyasx aKUeHT AenaeTcs Ha wpoMelHeX 3atpaTax Jaxe ecnM nortpeGHTERM
INKAILBAIOT YCIYIY, KOTOPLIC OYAYT OKAILIRATLCA B UX OTCYTCTBHE, OHM KMEIOT OrpeaencH-
HBIC OXMAAHHA B OTHOWEIMH BPEMCHM OKOHYAHUR mpouccca oBCNyXHBAHWA — BVIL TO
DEMONT MALKIILI, MOIFOTOBKA OTHCTA O MPOBEACHHBIX HCCHSIOBAHMAX, HHCTKE KOCTIOMA
HITH MOAMOTOBKA OPHIHYECKOre AOKyMcHTA B ofiicm, CoBpeMeHHbie noTpeduTeaAn cTaHo-
BATCA BCC DOJCC HYBCTBMTCALHSA! K 3ATPATAM CBOErO BPEMCHH, H CKOPOCTL 4acTO CYMTACTCH
obssarenpiuiM aTpubyroM xopotuero obcnyxueannt Kosmmanuu, paGotaiowic & chepe ye-
AYF, LOMAHSED TOHUMATE, AT BPeMA HX notpebuteaci arpaidyeno, ¥ noMusts ab HxX Bpe-
MEHIINX MPUHOPHTETAX, KOTOPLIE MEHSIOTCA B 3ABHCHMOCTH OT KOMKPETHOTO CErMENTA PhiH-
ka Hu neobxoaumo Hekaty criocobsl BOphbsl © KOHKYPCHTAMM 33 CHET BBICOKOH CKOPOCTH
obcAykMBalIMA H MHHHMHIAUMK BpeMEHH, NTOTPAICHHOTD HA OXHIAHHE YOAYFH. B yoIoBu-
AX CHABHEHINEI O KOUKYPEITHOTO NPECCHHTE MEHCIHKCDAM RO OnepalHisM MHOTMX CEpBHC-
HLIX KOMIaliMY, C1peMALUMXCA MOBMCHTE CKOPOCTh 0DCAYKUBAHMA, TIPHXDAMTCA FIOCTOAINIO
MCKaTh HOBBIE MYTH YCKOPEHHA (pOUecca obCayXHBaIing, H3Deran rmpyu 3ToM CHHMKEHMA Ka-
YCCTEA ODCAYHHEBLIHA,

Pa3Hble KaHaAbl pacnpeAcACHHA

B arauude or npod3BogHTERCH, KOTOPLIM ANS PACTIDOCTRAHCHIKAE TOBAPOB HYXHBEL dH3H-
YECKHE KAaHATel COLITA, MHGIHE CEPBHCHLIE NPEAAPHATHA HCNIOALIVIOT INEKTPOHHLIC KaHa-
AB {KAK NpH TPRUCAALHE PATHO- H TEACNEPENaY KAH APOBEAEHHH 3NEeKTPOHHLIX TUTATEXC )
NHOB0 o0bEAMHAIOT B OIHOM MECTE BCE ONEpaLlHMy CepEMCHOH KOMRAaHMM (ITPUCM 3aKa308, HMX
BLITTOTHEHME H "BhIa4a" 3aKazquky) [IpH 3TOM BCE 5TH NOAPA3NENEHHWA NPHHMMAKT YYaCcTHE
B BLEOPE MECTOPACNOAOKEHHA NPEANDHATHA, B papaboTKe NpOeKTa 30aHWS ¥ B YNpaeile-
HHY NEPCOHAROM, KoTopwil obcnywuBaeT norpebnreneit. Huoroa, nanpumep B BaHKOBCKOM
aene, hrupsbl npeiaraor norpebutenay na Bpbop pa3Hbie KaHATE MPESOCTARICHHA CBOMX
yoenyr Tak, knuenT DAHKE MOMET AHYHO MOCETHTL €0, & MOMET CBAJATHCR C HMM Yepcs
Internet,

bnraropaps GypHOMY PaiBMTHIO KOMINLIOTCDHOR TEXHHKH H TEICKOMMYHMEKAUWKE, OCO-
GeEHHO poCTY Intemet, INEKTPOHHLIE CRoCoDbl MPEOCTARNEHUWA YCNYT nony4daoT Bce Gons-
wee W Gonswee pacnpocrpadeline. JIrobod aneMedT yOnyTH, OCHOBAHHBIK Ha HHGOPMALLKY,
WMECT B MOTEHUXLIE BOIMOMHOCTE MIHOBEHHOR focTaBky B Mobyio TOMKY MHpa, TOe ecrb
COOTBETCTBYIOLEE 06OpYNOBAHME MAA ero ToMydeHMsA. bharomaps snexTpoHHO#R TouTe H
Web-cafiTaM aaxe oueHe HeGORBIWWE W HEBOTATLHE KOMIIAHUM HMEIOT BOIMOXHOCTE, HE HE-
ca GonblLIMK 3aTpaT, NPEAMATATE CBOW YCIYIM Ha OTPOMHOM TeppuTopHu. PHpma, kotopas
He BeKMna Obl, oGcayxKead HeOOABLWIDR CErMenT PHIAKA Ha OrpaHvyYeHHOM Teorpaduye-
CKOM YYACTKE, MOMCT B COTHH pA3 MOBBICHTL CBOH MOTeHUMAN, paboTan HA TOM ME CAMOM
YIKOM PHIHOWHOM CEI'MEHTE, HO Ha BOMAbWEH TEPPHTODHH.

MHTer pHpOBaHHbBIH MOAXOA K MEHEAKMEHTY YCAYT

3Ta KHUTA paccKasnlBacT HE TOALKO O MapkeTHHTe yemyr, B He#l uacto yroMuuHaloTes
JBA APYIHX BAKHHIX MOHATHA — onepauroHHad JeATCNbHOCTb CEPBACHBIX OPraHM3alMHE M
yrpaefeHue nepconanos. [MpeacraseTe cebq meHerkepoM HeGonbIIoro (WiK, eClIH XOTHTE,
GonbWoro) oTend Wi, HanpumMep, eoobpasyTe ccld Aa MECTE HCMOAHUTENLHOMD AHpeKTOpa
kpynHoro Badka B moboM ciyyae, 3aHuMas TaKy0 AOMDKHOCTE, BAM HEOOXOIHMO exeaHes-
HO 300THTLCA 0 TOM, YTOOR! BaWK KAKEHTR ObliH yOOBAeTROpEHBI, ONEpPaLHOHIbIE CHOTE-
Mut pabotanu Becrnepeboitio W 3chdekTHEHO, & COTPYAHHKH OHCTPO H KAYECTBCHHO BLINOA-
HAMH cBOR paldoTy, HEMOCPEACTECHHO O0CAYHHAERR KIMEHTOR HIH MOMOrag B 3TOM JAPYTHM
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COTPYIHHKAM. Jaxe eCiad rOBOpHT: O MECHEDKEDe CpeRHEra 3peHa, cnyxebGheie obazanno-
CTH KOTCPOIro 06uMY4HO orpaHMueHn chepoit MAapKeTHira, onepaudoHHOR JeATeNLHOCTH MAK
YTIPABNEHHUA TICPCOHANOM, YCTIeX ero paboThl 3aYacTylo 3aBHCHT OT TOrO, HacKDNbLKO XOPOLo
OH pazbupaeTcs B npobnemMax ApyTHX MOAPA3ASTCHKIA W HACKOMLKD TECHO AOMACPKUBAET
CBH3b CO CBOMMY KOMAETAMKH, OCYWECTRITAOWUMK Apyrie QyHKLMK. ORHHUM CHOBOM, NMpUMe-
HEHHE KOMTLIEKCHOrO, HHTEIPHPORHHOTO NOAXOOA K YIPARICHKIO PASAHYHLIMH QYHKIHAMH
NPeAnpHARTHA cTAMD THaBHOH Jalayci ceroaHAwHuX Menekepos [Mpobhewa, BOIMMKA0-
a8 HA OAHOM HI 3THX YYACTKOE, B DYAYlEM MORET CTaTs NMPHUHHOH QHEaHCOBRIX TPYI-
HOCTEH BCEI O NPeANpPHATHA B LIENONM,

Bocemb KOMNOHEHTOB MHTETPHPOBAHHOTO NOAXOAA K MEHEANKMEHTY YCAYT

Bribnpas crparerdi MapkeTrari QHUIMYCCKHX TOBADOE, KOMMaikuK OOBRMHO PACCMATDH-
BAIOT YeThIPE OCHOBHBIX IMEMEHTA MpoaykT (product), ueda (price), Mecto (MM xaHanbl
pacnpeaeneHun) (place) v npoasxxelue (promotion). Bmecte Hx HazuiBawT 4P5 MapkeTHi-
roBoro kommexca [19]. Onxaxko npH Belfope MaprCTHHIOBOW cTpaterMu B cdepe yonyr
MAPKETONOCY HeoOXOAMMO YUUTHIBITE ¥ TAKHE BAXHLIE ACMEKTEI, KaK yuacTHe noTpefuTend
B [IPOHIBOACTBEHHOM NIPOUECCe H BUKHOCTE BpeMeliHoro dakTopa. CReaosate/iLHo, B 3T0M
chaydyae CEepBHCHEM KOMOAHMAM NPpHXOLMTCH DACCMATDHEATE M ApYTHE 3IAEMEHTH Mapke-
THHIE, L Yery HCMOMbIYETCA TiK HAILIBACMAA MOACHBL BPs WHTerPHPOBANHOIO MelemK-
MEHTA YCAYT, cOLIMHAIWAR BOCCMb CTPATErHUECKHY MEPEMEHHBIN, KOTOPHE AOLKHEl YUH-
ThIBATE MEHENXePs CEPEHCHBLIX QPraHK3auMHd B Npoyecce NpHHATHA pewreHyi [20],

HarmanHo monens 8Ps mpowe scero NpencTasuTs B BHOE TOHOMHOR BOCBMEPKH. DTo
JerKan NQAKa C BOCEMBID FpeOLaMu npHobpena MiBeCTHOCTD Bnarofapa exercfHsiM noaoy-
HbIM COpPEBHOBAHHAM Mexay cryicHTamid Okcdropna v KembGpuawa, Takue coperHoBaHWA
BOT yx¢ 150 ner npopogarca Ha Tesse B npuropone JToHaoHa. CeroaHs 1osoGHbIE FOHKM ¢
YHACTHEM MHOMHX DAIMTHUHBIX KOMZHE, CTANH OCHOBHLIM 3JIEMEHTOM COPEBHOBAHMHA no
rpesie Ha PachdlHbLIX IDAKAX BO BeeM MMpPE, a4 TaKXE OOHMM M3 IMABHBLIX BMACE CHOPTA Ha
neTHux Onumnuickux Hrpax. CkopocTs OBMMEHHA JIOOKH 3JABHCHT K&K OT hHIMdeckoft
cMnel rpefLioB, Tak U OT cNaXeHdocTH X gefcTavil. Yrobel mocTHye MakCHManbHOl ¢-
DEeKTHBHOCTH, Kaxablll ¥3 BOCKMH WIEHOB KOMAHIH HO/DKEH [PECTH B YHUCOH C ADYTHMM,
CAIEAYA YKA3aHWAM CHOALErO Ha KopMe pPYIEBOro. AHAMOTHYHO, COBMECTHBLIC YCWIHA H Tec-
HAA B3AUMOCES3b BCEN BOCLMM KOMIOHEHTDE MOgeIM 8Ps oCTakTel HeobXxOIMMBIMU YCiI0-
BMAMH nist ycnexa mo6oro npeanpuAtva cheph obcmyxusaHua (puc. 1.5). Meradopuye-
CKH MEHEAMMEHT B HAHHOM ~Clydie OMHLETBODSET pyNeBol, KOTOPHA HanpaBRnseT NOAKY,
PETrYNHDYET PHIM, MOTHBHPYET KOMEHIY -H CASOMT 34 OCTATLHBIMYE NOAKAMM, YYACTRYIOHINH-
MM B rOHKE,

MpoaAykr

Ilpexne Bcero MEHeDKepaM HEOGXOAMMO OTIPEIEIHTE XADAKTEPHCTHKH OCHOBHOMG Npo-
AYKTA (ToOBApa WAK YCIYrk) W DAl S0TTONHHTEN bHbX CEPBHCHBLIX JAEMEHTOB, HEobXOmHMEBIX
OIS KAYeCTBEHHOro NpeaocTrasicHys yonyrd. ITpH atoM HeoBxonMMo y4MTHIBATE BLICOAMI,
KOTOPBIE XEJTAT MOJYYHTE NOTRGUTCAH, & TAKKE TO, HACKOMLKO BocTpeboBaHL aHano-
CTHYHBIC YCAYTH, NPENOCTARNACMEE KOHKYPEHTEMH. Kopoye ropopd, OHH JO/CKHB BHHME-
TENLHO OTHOCHTLCA K KaX1oMY ACNeKTy MPOLECCa NPEmOCTARNCHMS YCTyTH, KOTopwid obna-
[HAEST [MOTeHILMANOM CO3AaHHA LICHHOCTH ANA norTpeiurenett.

MecTto, kHBepnpoCTPaHCTBO HBpeMa

Obonyxueanue norpeburensi ceasaHo ¢ sulGopod MeCcTd H BDEMEHH BRITIONHCHHA OTIC-
palMhb 1 mpeanonaraeT HIMHECKHe MM MEKTPOHHBIC KaHanwl cfbra (WiH M Te, k apy-
rMe), B 3aBHCHMOCTH OT Xapaktepa fpelocTaBnseMod yonyrd. bnarogapa snexktpoHHO#R
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moyTe W [nternet yenyrm MOXHO HOCTABNATL YCptd KMOGEPNPOCTPAHCTBO TOTpeGUTENIO, KO-
TOPLIA CMOXET BOCTIONLIOHATECA MMM B TO BPCMA H B TOM MECTE, KAKME MUIA HETrD YIOoGHeS
poerg, PupMn MOTYT OKAILIEATE YCAVIM HETMOCPENCTBEHNHO NOTPCOMTENID WK ICHCTBOBATH
Yepes NOCPCAHMYECKHE OPratidIauy, HANPHMER, 4epe3 NPeanpHATHH POIHMYHOH TOPros-
AU, KOTOPLIC TOMYYAIOT ONPEASACIIVIO NIATY HWAY KOMUHCCHOHHEIE OT MpOAaxHON UeHL 33
BLITIQMHCHME 3alad, CRS3aHibIX © NPoaAXe, OKazaHMeM yoeayr ¥ obluendeM ¢ noTpebure-
nanviy TIpW peanulauqi CTPATErHK MPCACCTABACHHA YCAYT CKOPOCTE H YOOOCTBO MCCTA W
BPEMCHK A28 OTPCOUTENS CTAHOBRTCA O4CIIL BAXIILIMUM (hakTOpAMHK.
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Prc. 1.5. Bocems KOMICHEHTOR MHTENHDOBAHHON MEHEAKMEHTE YORT
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Mpoiecc

ColfaHue NoBeIX WIEMEHTOR NMPOAYKTOR M MpCAOCTARMEHME MX NOTPEOHTEAsIM npea-
moaaraeT pazpiforky K peadMisunio 3GOEKTHUBHLX TCXHOMOTHYCCKHMX MPOLECCOs Tex-
HOAOTHYECK M NPOLLECT NpeaCTameT METOOMKY M NOCAEAOBATENBHOCTE ACHCTBHRA, ¢ Mo-
MOLLBIO KOTOpLX paboTaioT CEPBHCHBIE ONCPALIMOBHLIC CHCTEMB [1A0X0 CrAranupoBaiiiLe
TEXHONOTHM BCKHE [POUECChl YACLTO BBIZLIBAIOT HEJOBOALCTBO norpeBuTeacH, BmI3wallioC
seanentoit, Goporparsucckoil w neaddexTuaHol cucTeMol oficnyxnsaina Kpome Toro,
HECOBEPILE HHLIE TEX HONOFHMECKHE TPOUCCEH OTPHUATEMBHO CKAILIBAIOTCA Ha KAYCCTBC pa-
BOTEL MEPCOHANE, KOTOPBH HFEIOCPLACTBEHHO KOHTAKTUPYET ¢ ROTPCOHTENAMU, HI0 fipHMBO-
auT K cHxednio SidekTHBHOCTH ONEPaUMil M MosLILLACT BCPOATHOCTE BOZHWKHOBEIMS
OLIHMDOK

MpOHIBOAMTEABHOCTD H KaYeCTED

IMpoM3BOAHTCAEHOCTE H KAYECTED, KOTOPBIE 4ACTO PACCMATPHBAIOTCH KOMMAMHAMM no
OTAEABHOCTH, JOMKHEl paccMATPHBITLCA KAK cAunoc uenoe Hu ogHa cepsMcHan hupma
HE MOXCT MO3POTUTEL cebe Wx patensite [fpouzsodumenorocims — 310 MOKA3ATCAL, ONKMCH-
pAOIHA, HACKOAEKD 3heKTHBIO HCITOMEIYEMbIE PECYPCH NpechpaIyioTCA B PE3YALTATH,
HMEOUHE OMpeataeiiHyn WeHHOCTL AN noTpeburencil; xavecmeo CBMASTENBCTEYCT, Ha-
CKOMBKD T WAH MHAST YOayra YAOBIETBOPACT NMOTpeBHTENAS, HIACKONLKO OHEA BBIMTOAHACT Cro
NOXENA IS, OTHCYACT Cro OXMAHINAM W COOTBETCTBYET €ro morpeGHocTaM OUEBMIHD, 4TO
MOBLILEHHME NPOHIBOAHTEIBHOCTH CTAHOBHTCA HeobxoaMMLIM Ang 3hPEKTHRHOTO KOHTPOAA
HAL YPOBHEM 3JaTDAT, OANAKD MCHOLKEpPaM CMCAVET DCTEPeraThed Ype3IMEpHOro CHuMeHus
YPOBHA 0GCITYAHBAHMH, cnocoGHOMD BRI3BATE HEQCBONLCTBO NOTpeluTemest (4, BOIMOKIIO, H
nmepcodana cupMu}, Kawectso yoayri, 1o onpeaenciidio norpebuTeneH, NeKUT B OCHIORE of
yerrewHof avdepeHUMaURKM Cpedl YCAYT KOHKYPeHTOB K cnocobereyeT GOpMUpOEAHHIO
MOCTORHUOR KnkeHTYPH. OQHAKD CNeayeT MOMHMHTE, YTO MHBECTHPYA CPEACTEA B ROBGLILIC-
HHE KAUeCTBA Yenyr W 3abblBAR MpH 3TOM 0 HEOOXOAMMOCTH DAMAHCA MEXAY AOMONHKTE -
HEIMH H3AEDXEKAMH W JONOMHWTEIEHBIMH AOXOIAMH, K KOTOPRIM BEOYT Takue AcHCTBMA,
(HHpMa PHCKYCT NOCTABKHTL MOA YIPo3y CBOIO MPOHIBOAHTEALHOCTE

Mepcoxaa

Muoride BHIH YCJTYT MOAPAIYMCEAIOT MPAMOE, THYHOE BIAUMOLEHCTEHE MEXOY KIHCII-
TAMM H TIEPCOHATOM (UPMBE {HANPKMEDP, CTPHIXKKA BOAOC WIM YXHMH B pectopaHe) B pe-
3YNbTATE TAKOIO B3aMMOACHCTEMA ¥ NOTPeOMTENA CKAAALIBACTCA NPCACTABACHHE O KAMeCTBE
obcnyxusanua (21]. Queln yacTo MuetHe noTpebuTeneii 0 KaueCTse MPefOCTABAEHHOI Y-
AYTH OCHOBBIBAETCA TVISBHEIM O0Da30M Ha HX OLeHKe aeiicTBMA ODChYXUBAICWIErD MepCOHa-
Aa, a TRKOKE HA X OLICHKE APYTHX KIMEHTOB, C KOTOPBIMMK HM MPUXOAHTCH CTANKHBATHCSH
[Mpeycneparoniye cepBHCKLE MPCANPHATHA APHIATAIOT OIPOMHBlE YCMNMA, nogbupan, oby-
Yas K CTHMYJHPYA CBOMX CRY>KALIMY, B MEPEYIO OUEpeAb (HO HE TOALKO) TEX, KTO HenoCpen-
CTBEHHO KOHTAKTHRYET ¢ noTpebutenaMi. MHOrKe pUpMBI TaKCKe CTAPAKOTCA HalTH crocol
YIPABMATE MOBCACHHCM CBOMX KIHEHTOR

Pekaama 1 obyyeHMe

Hu ogHa mapkeTMHrosas nporpaMsa He Bymer yertewnoii Ges sddiekrusHoro ofie-
HHS € HEIHEWHHMH H MOTEHLHATLHLIME TOTPEOHTEMAMH. DTOT KOMTOHEHT BHIROAHACT
TPH KUIHEHHO BAXHEIE DyHrunK: obecneuuBaer noTpebuTensd Heobxoaumol uudopma-
LHEH H BO3MOXHOCTHIO BOCNOMBLIOBATECH KOHCYNBTAUMAMH CIICUHATHCTOR, yBexaaeT uc-
NeBBIX NOTpebHTENE B NpeMMYyUECTBaX ONpeAefeHHOrC MPOAYKTE, 4 TakkKe B onpee-
REHHBIX CHUTYAUHEX CTHMYNHDYET CTPEMJIEHHE KIHEHTOB K TEM HIM MHBIM HOEHCTBHMIM
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B mapketuitre yonyr Gonbulas uacTe MHOPMAuMK HOCHT OGpPAZOBATEABHLIN XapakTep,
ocobritio CCAM Peth MACT O NPUBACYEHHH HOBRIX KNHEHTOB KommauWu crapaloTch me-
MOINCTPHPOBATE KAHCHTAM BLITOAL CBOMX YCAYr, 4 Takske ODBACHATE, rie ¥ KOrHA MMH
MOXHO BOCNOALIORATLCA M KAK NPHUATL YHac1He B npouscee okasanua yenyr [lomobuas
HIDOPMALLIHH MOKET PACNPOCTPAIATECA CAYMALLMMY, HAMPHMED TIPOAABLAMH W KOHCYIB-
TAHTAMH, JTHOO © NOMOLWLIO PAIAHYIIEN CPEACTS MACCOBOR MH(POPMALWH TCOACBHICHMUE,
panuo, Fa3CTH, KYPULIE, poraaMiibie WHTLL, Gpounopw ¥ Web-cavtm  Menoansyembie
MCTOAM TIPOLARMAKCHUA KOMIAHHCH CBOHX YCAYE HepeAKO CTAIOBHTCH OCHOBHLIM ILBHMXY-
MM MOTHBOM BuIDopa norpeButencM Tofi WAW WHOR MapkH ¥ cnocoGCTRYIOT NMpHBETCYC-
HHI0 BHHMAHHA NOTPCOMTCACH K yenyraM QHpMel M MOTMBALME WX K OnpeAcncHHeM Qeii-
CTEHAM

MaTtepuasbHbie CBHARTEAbCTBA

Buewiimy sra MANHK, NOPAADK U NPUACTAIONICH TCPPHTOPHH, TPAICNOPTHEIE CPpeacT-
Ba, BuyTpcrice yopancTeo, oBOpyIoBaHE, CAYKALE KOMITAMMH, DOKIAMA, NeYaTHele Ma-
TEPHANLL M APYTAs BH3YANLIIAA KINpOPMAUMA CHyKaT PHIMUCCKUM, MATCDHANEHBIM CRWIE-
TEJALCTBEOM Kauccrsd ofcaymusanns GupMbl. CepeMCHBIE MPEANPHATHA IOMKHB OYEHL
BHWMATENBN0 OTHOCHTLCS K 3THM CBHACTCABCTBAM, MOCKOABKY OHM OKA3LIBAIOT OrpOMHOES
RTHAIHE 184 MIICIINE NOTPEBMTCACH 0 KayecTBe TpEAnaraeMeiX UM yenyr Eony KomnaHus
NPELOCTABAACT YCAYTH, AH KOTOPIX XApaKTCPHO HEIHAMHTEN LHOE KOAWYECTHO MaTepHAIbL-
HEIX, OCAZACMBIX 3NCMEHTOB, HANPHMCD YCIYTH 10 CTPAXOBAMMIO MM3I1H, OHA HEPEAKO HC-
NOABIYIOT [PH PEKIAME TC MNM HMHLIC OCAIAEMbBIC, 3HAMMMBIC CHMBONBL HanpHmep, 30HTHK
MOXET CHMBOMWIHPOBATE 3aWIMTY, 2 KPEnoeTe — GRI0MACHDCTh

LleHa M APYrHe 3aTPaThl KAMEHTOB CepPBMCHON KOMNaHHM

Lena ® ApYTHME 3aTPaThl KAUCHTOB TIpEANpUaTHi cepbl YCiyr TECHO CBH3AHBI C YNpPaB-
ACHHCM 3ATpaTaM K, KOTOPLIE HECyT NoTPEGHTERM, NOAYYaA BIAMEN BLITOA OT BTy HBAHKA
CnenyeT OTMETHTL, MTO 00A3AUNIOCTH MCHELXEPOB B OAHHOR chepe He OrpaHHYHBAIOTCHA
TPATHLHOHNLIMK 3A0AYAMH  LUCHOBDR NOMHTHKH, TAKMMH KAK YCTAHOBACHME POIHUYHBIX
APORIKITBIX UEH, TOPrOBaIX HAUCHOK M yoloBMH kpeanTosanMa Mewemxepn chepst yenyr
HOTKIBL TAKKE YYMTBIBATE KM, 10O BOIMOXKHOCTH, CTPEMHTHCA CBECTH K MHHUMYMY M OpyTHE
WIACPHKHM, KOTOPIE HECYT OTPeOHMTCH ADPH NPHODPETCHMM H HCIIOABIORAIMM YCAYr MX
OpPrafii3aLmil, BrMeyas BPEMEHHEIC, YMCTBEHHbIE M (PH3HYECKHE 3aTPaThi, 8 TAIOKE HETIPH-
ATHLIE CLUYLWEHWA, HATTPUMED 3BYKH WM JAMaxH

CBA3b MEXKAY MaDKETHHIOM, ONepauMAMH H NEPCOHAAOM B cdepe YCAYT

Mpy M3y4eHMH OMMCAHHBIX BHlUE KOMMOHEHTOB Mogciu 8Ps cTaHOBMTCH OHEBMIHBIM,
§TO MADKETMHIOBAA JESTCABHOCT HE MOXKET OCYLUECTBIATHCA HE3ABHCHMO OT ADYIHX
hyHkuni menemxmeHTa [TpK 3OOCKTHEHOR peanv3auvy NOTPeBHOCTEH KNAMCHTOB OrpoM-
HYI0 pOfib HIpAloT BCC TPH B3AHMOCBA2aHHBIE QYHKUKH MEHEKMEHTa, 4 HMEHHO Mapke-
THMHF, ONEPaLHoHIAg ACATENLHOCTs H ynpasneHue nepconanos Ha puc. 16 ux Blaumosa-
BHCHMOCTh oTODpAXCIiA HarnagHo B ciaedyrowmx [naBax mbl 0BCYaHM OCHOBHEIE (BOPME!
BIAHMOASHCTEMA MAPKETONOTOB ¢ KOJUTEraMH W3 ApYrHX dYHKUHOHANLHBIX HANPABACHHA K
TO, KAK CJIEIYET MPHEICKETE MX K MaHHPOBAHWIO H PEANMIALTME MAPKETHHTOBRIX CTRATETHA.

Y106 paspabatwsarth 3QQCKTHBHEIE CTPATErHH YOPABNEHHA, MCHEGDKEPH CEPBHCHBIX
KOMNaHMH 10/DKHE YYHTHIBATE BAMAHME BCEX NEPEYHCNEHHBIX BHILUE BOCEMH COCTABNAIO-
KX MHTErpHPOBAHHOMD MeHeAxMeHTa yenyr DupMB, DYKOBOACTBY KOTOPBIX YAATOCH
COCTABHTE APHEKTHBHBIC ¥ ZeACTBUTENLHO KHTEIPHPOBAHHLIE CTPATETHHCCKHE NIAHBL, HMEIOT
IHAYUTELHO GOMLLE WAHCOB BLUKHUTE M A0DMTLCA YCMIEXA B COBPEMEHHBIX Yonosuax GHiHeca.
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¥ HaoGopoT, KoMNAHMH, HE OCOSHAIOLIME IHAYEHUA 3THX KOMITOHEHTOB, CKOpEE BCLro, Mpo-
urpait B xoHkypeHTHOH Gopebe Qupmam, Oonee yCrewHo amantHpYOWHMER K PEIKMM
MIMEHEHHAM, XApAKTEPHEM Ceropir AnA chepkr yonyr.

Mogens 8Ps ynOMHHEETCS B 970 KHWIE OUEHb YACTO. XOTH B KAKIOA MABE BHUMANMC
YOEAACTCH OJHOMY T HECKOMBKHM M3 BOCbMH KOMTIOHEHTORB 3TOH MONCHH, HEMb3A 3a0bi-
BATh O BEDKHOCTH KOMTIIEKCHOTO alidnif3ad BCeX COCTABAAIOWIMX npi (HOpMYAHpPOBKE 0bDLIEH

CTpaTeriy uphbl,

CinepauHoHHbR Ynpasnesme
MEHB K MENT MapKETHHIOM
Km.mm)
MENCOHAROM

Pue. 1.6. Baaaocease $yHLpa4 MapKeTHR, CNPaLyoH-
HOMD MEHEAKMEHTA 1 YIDABASHW NERCOHBAOM B Me-
HEAKMEHTE YCAYT

MapKeTHHT YCAYT M MAPKETHHr TOBAPOB € HCMOAb3OBaHHEM YCAYT

Io Mepe pocra ceKTopa YCJYr ¥ MOCTOAHHOIO NOBLILEHHA BIKHOCTH NONONHeIHA (u-
JHYECKHX TOBApPOB YCHYramH, YBeIHUYMBAWILMMH LEHHOCTh, TPAHHLA MERAY TOBAPAMH M
YCNyTaMH MocTensHHo ctipaeTtca. Kax 3ametvn yxe Gonese 30 ner vasan Teopop JlesuTT,
OBMH HI CAMBIX HIBECTHHX B MHPE CTICLMANMCTOR N0 MapKeTHHIY, "Takoro nonATHa, Kax
cepa yormyr, yxe He cylecTayer, CyLUecTsyHOT TOARKO OTPaciH ¢ Gonbured MAX MeHbLUCH
noneil anementes yemyr. B Toit wiv MHOI mepe B chepe ofcmykuBaHua ceroaHs paboralor
abconoTHO Bee” [22]. Heckonbko noaxe Powanea Pact, penakrop Journal of Service Research,
BBICKAZAN MPEANOIOMEHHE, YTO KOMITAHHUH NMPOH3BOACTREHHOW Cepbl OTAHYHO NOHANH M
NPUHANA 3TY HASO, 3AMETHB, YTO "BCe DONblIe KOMMAHMHA, CREUHAIHIMDYIOLIMYCA HA TIpo-
HIBOACTBE TOBAPOB, CUMTAIOT, YTO OHM paboTalOT Npewae Bcero B cepaHcHOR chepe” [23].
O4eHb BaXXHO NPOBECTH MPAHHLY MEXIY CHTYALIHAMH, B KOTODLIX YCAYrA SBAAETCH OCHOB-
HBEIM NPOEYKTOM, 0 TEeMH, B KOTODHIX TIPOHIBOOMTENM, HCNOAB3YA HAa TIepekiil BIrnanm cep-
BHCHBIE CTPATCTHH, HA CaMOM AGNE CTPEMATCH YBUIMYHTE 0OBEME NPOJAK MPOMIBOIH MBIX
HMH (PHIHYECKHX TOBAPOSE.

B 3ol KHHIt MBI YETKO DRITPIHHHUMBACM Mapkemunz yeaye (KOMNa yonyra SBRIfeTcH oc-
HOBHHM TIPONYKTOM) W MapKemuy: mosapos ¢ uchnoaszoeauuem yeaye. Bo BropoM cnyyae
$wvpma, 3aHMMaKWAACA MPOKM3BOACTBOM HAM MOBLYeH! APHPOMHEIX PECYPCOB, CTPOUT CROIO
MapKETHHIOBYIO CTPATETHIO HA dunocodHu xadecTseHHOTD obonykupaHuA notpebureneit u
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HCTORLIYET YEAYFH B KaJUCCTBC JONOAHEHWA, YRENHYHBAIOWErC UCHHOCTE €2 OCHOBHOIG TO-
BaAPA, KOTOPRIH, OAlaKo, MWMeeT dUINUSCKYIO, MaTepHANBHYIO nNpupony. [Torpeburens npu
NPHOOPLTCHMK TAKOMO TOBAPA MONYYACT NPABO CODCTREHIIOLTH HA HErO, & HE orpaHuyYMBa-
eTCH KAKMMH-TUDO HCOCHIAEMBIMU AEHCTEHAMM. MIOTHE YCIVIH, JONOMAHANOWHE TOBADLI B
MOMEHT MX MPOLAKH, NIPOAADTCA HE OTAEILHO, & BKNOYAIOTCH B UEHY TOBapos. Tak, noky-
NaTeny POCKOLIIIbIX MALHWH, Hanpumep Loxus, BROCAEACTERM NONYYAIOT HOCTYN K CCPBMC-
HOMY ODCYHBAHHID HA O4EHL BLICOKOM YRDBNE, NPCoOCTABMACMOMY DHACpaMH. ButOHpas
TAKOW NOAxXom, (hupMa-npogasell oCHOBEBATACL Ha CAYDOKOM IMOHHMaHHMW TOro, XKakue
BLITObE M APEHMMYILECTBA CTPEMHTCH MNOAYYUTL HNOTPEDMTENH B PE3IYALTATE NpHOBPETCHKH
TAKOW [PECTHXHON MapxM asToMobuna Kpome Toro, Ha 3TV MallMHY NPeAOCTABAAIOTCA
OTAHYNLIE TapaHTWH. Ho npu Bcem 3ToM Lexus ocTaetcs MIMUECKMM TOBADOM, W MB
LOJUKIB MOHMMAaTh PA3H MUY MEXIY MAPKCTHHMOM CAMOTO 3TOCO TOBADPAE B MOMEHT £r0 Mpo-
JaWK ¥ MOCICAYIOWHM MAPKETHHIOM YCIYF, 38 KOTOPBIE NOTREOHTENbL OyOeT NRATHTDL, HTO-
66! MoANEPKKBATE CBOH aBToMOOKTE B XOpoiues pafodem cOCTORHKIM.

Co3jsaHMeE LeHHOCTHM B KOHTRKCTE ApYTHX LeHHOCTEH

Ha 3TOT MOMENT Bbl, CUCBHMAND, YKE MOHAMH, WTOo MeHemxepel, paborawowime B cihepe
YCAYF, DOMUKHB! CTPEMMTECA oBccneuuTe noTpeburenel LHeHHOCTHIO W NOCTOAHHO MOMHMTE
O CBOMX KJIMEHTAX, NPHHUMAA PELICHMA TI0 NOBOIY BCEX BOCLMH KOMITOHEHTOB Momenu BPs.
Taxkus obpaioM, HemHocHis MOKHO ONPEIENHUThL KAK 3HAMHMOCTh KOHKPETHOTD ASHCTBMSA
WK 00LEKTE OTHOCHTENLIID AOTPEOHOCTEN KOHKPeTHOrD KHAMBRAYYMa (MMM OPraHu3auuu)
B KOHKPCTHBIH MOMEHT BpEMEIIH, 34 BLMCTOM 3ATDAT, CBA3AHMBIX C BLITIONHEHMHEM 3TOMO
JEHCTBHA HIK HEOOML30BAHKEM O0BEKTA.

PHPMBI CO3MAILT USHHOCTL, Npeinaras norpebrre/iaM Te BHAK yOAYr, KOTOpbIE WM gefi-
CTBHTENEHO HEOoDXOOMMBI, MAKCHMARLIIO TOYHO OMMCHIBAA CBOH BOIMOMHOCTH M IIpeloc-
TARNAA YCNyrd B npHATHOHR W ynobuoi dopme M no paiymuoil ueHe. B3aaMeH CcepBUCHLIC
(DHPME TOAYYAKT UEHHOCTL OT CROMX KAWEHTOB, MaBHEIM 0BpazoM B hOpME ABHEr, KOTO-
pble MOTPEGHTENW NAATAT 33 npHoBpeTeHHe W MCTIONL3O0BAHME THX yomyr. Takoil mepeioc
HEHHOCTH HPKO MANKDCTPUPYET ORHY H3 (PYHAAMCHTANLHBIX KOHUCSNUMH MapKeTHHra, a
HMCHHO KOHLIEHUHIO ofMeéna, KOTOpbli MPOMCXOAHT, KOTOA ONHa CTOPOHA NoRyYaer ucH-
HOCTH OT BPYrOH B OTBET Ha nNpenccTanneHMe Kakoii-nubo apyrod ueHHocTd. Taxwe obme-
HEl 11¢ OrPAHKYCHB ONCpalMaAMH TIOKYNKY K NPOIKH, OHU NPOMCXOUAT M B TeX Cay4asx,
KOrga chnyxawue pafoTarT Ha opraHusaumio, Paborogartens ronyyaer rmoab3y OT AEATENb-
HOCTH CAYXALIETNo, B CBOI0 OMepeib CHyAKalIMR nomyqaer 3apnnary, NpHBMNErdM, a, BO3-
MOXHO, W MpHoGpeTaeT TAKHE LIEHHOCTH, KAK IHAHHA, ONLIT paboThl K ApyXeckoe oblleHWe
C KonneramH.

Kaxapiit notpeuTeIs NEPHOANYECKH NPHHKHMAST PEWeHHA O TOM, CTOHT M eMY MHBE-
CTHPOBATEL CBOC BpeMA, HEHBIH H YCMAMA B MOAYYEHME YOnyrH, obecnewympalouicl onpene-
NEHHEIC BRIFOOB!, KOTOPEIE Sr0 WHTepecyioT. BoaMoXKHO, pacCMATPHMBECMAR YCIyTa YIOBAE-
TROPHET HACYLUHYH NOTPeOHOCTh KAMEHTA, KOTOPOMY HEOOXOAHMO, HANPDHMEpP, MOCTPHYLCH
B MapHKMaxepckol, CHECTh TIHUUY, NOMHHHTL BEAOCHIEN MM aBTOMODUNGL, NPOBECTH Mapy
YaC0B B KMHOTEATpE MM Da3BNEYsCA KaKUM-HHOYAs ApyruM obpazom. JIHGO, KAk, CKakeM,
MpH NONYYeHH o0pasoBanKa, YeA0BeKy caeoyeT OnTh FOTOBBIM K TOMY, 4IG OH TMONYYKT OT-
A4y TOMBKO CRAYCTd AOBONBHO MNMTENRHOC Bpems. OOHAKD, €CIH TTOCHe NMOMYMEeHHA YCAYTH
noTpeBUTeRs NOHKMACT, YTO 3ansaTin DoAbiue, yeM nipegnoaaran, saubo nosydaer MeHBIIC
BEINOL, YEM DACCUMTBIBAN, OH, MO BCeil BEpOATHOCTH, OVIST YYBCTBOBATL CE0A ODMAHYTHIM.
Kak muHmMMyM, Takoit uenopek OyneT MpauHo Oypyark cefe nog HOC 4To-HWOYObL HACMET
“obupanoBku™ (XOTA COBEPILEHHO HE MCKIIONEHO, HTO €f0 HEAOBONBLCTBO OYRET BLIPAXKATHCH
OUCHL TPOMKO M MHOTOCNTOBHO). ECAM K& KIHCHT COMTET, ¥TO B npouecce obCMyKHBAHHA C
HHM ﬂﬁpﬂmﬂﬂuth HEDOCTATOMHO BHMMATENLHO W BEXNMED, OH BNOMHE MOMKET CHSNATE BLIBOI,
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yTO Takoe COXOMICHMC CHUIWJIO LEHHOCTL NPEAOCTRMIEHHOM eMY YOIVTH, AKe HeCMOTRA 1ia
TO, YTO OH BCC-TAKH [TONIyYHJI BCC KCAAEMblE BRITOAL B noaHoM obveme. BoamoxHa v apyran
cuTyanua. [lpeactansTe, HANPUMEP, YTO BhI MM Ball 3HAKOMbLH paboTaeT B OpranM3atiuu,
PYKQROICTEO KOTOpoi Mioxo obpamacTcA co cnyKauHMM, CKKEM, HEMPABMALHO HIMMCAACT
JAPFLIATY WM HE NPEIOCTABASET obClAHHLIX TPHAHIErHA, Tako# MeNCIOKMEHT — DACKO HE
TYSLIMEE cocob JCITYKUTE JOBepHe CTYKAWKX W A0OUTBCA OT HMX NOAHOH oTaaud npu ob-
CYVKUBAHMY KIHEHTOB, He Tak au! Cneayer nOMHNTE, YTo noTpebutein ouchk GBICTPO 4yn-
CTBYIOT MAOKOE HACTPOSHHKE OBCAYRHBAIOLIETD rlepcoHaTa, HEAOBOMLHOrD CBOCH dHpMoi.

Hu 0oaHA KOMRZHMA, HALCASHHAS HA MOCTPOCHHE EOIMOCPOYHEK OTHOWEHMHI ¢ KNHEH-
TaMM WM CAVKALMMM, HE MOXET No3BOAHTE cebe 00paiuarTkest © HHMM MAOXO MK 1OCTo-
ANHO NPEAOCTIEIATE WM YCIYTH HHIKOTO KadecTea. [lo meHbleH Mepe, 3T0 NAOXOH METoR
BEOCHHA BH3IHECE, KPOME TOTO, 3TO NPOCTO HEFTHYHO. PaHo MW noillHo, Helobpotonect-
HOCTh, OBMaH WiKH TUToX0e obpaweiHe C KIHEHTAMH W CNYXALLMMH HETTPEMeHHO CKAXYTCS
Ha BrarococTofdK upMbl. K CORAMENWIO, CRENYCT NPH3IHATL, YTO HE BCE KOMNAHMH,
CRYKAUHE WK ke morpebuTeny npMHuuManT GNHIKO K CEpAUY HHTEPECH APYIHX CTORON,
BepostHOCTSE CTOAKHYTBCA ¢ HEITHYHBIM MOBENCHMEM B cipepe Yomyr, NOMXanyi, Bbiwe, HeM
B MPOK3BOACTEE. JTO CBA3AHO C TOM, YTO KAYECTREO MHOPMX BHAOR 0DCAYXHBAHMA TPYAHO
OUEHHTS 3apance (3 ropolt Aaxke gocne NPeaoCTARIEHHA YCIYIH); ¢ TeM, YTO 3avacTyio Tpe-
Gyerca yyacTHe noTpebutencit B npouecce COIMAHMA M OKA3ZAHMSA YOIVIM, 3 TAKKE ¢ JIMY-
HbIM BIAMMOACHCTBMEM, KOTOpPOE HCPCAKO BOZHHKAET Mexny norpebHuTeasmu, obcnysu-
BAFOILMM TICPCOHATOM M APYTHMH noTpebuTenamMy [24].

Cnenosatensiio, KOMMAHUAM HeoBXOIMM KOMMASKT STHUYECKM M lopMaMuecky vbycnon-
AEHHE UEHHCCTEH, HOPM M CTAHIADTOR, HA OCHOBE KOTOPHX OHYW MOTAW OB CTPOWTH CBOM
Je/10BEIC OTHOWEHWA KAK CO CAYKAWMMM, TaKk M ¢ norpebutensamu. (1o BoamoKHOCTH Me-
HEIDKEPLD JIOMKHE TTONL30BATECH TTHMM LEHHOCTAME KaxK KPHTCDHAMH NpH noafope nep-
COHMANa ¥ CTHMYRUPOBAHKK cayxawnx, Mm taicke cneayer 4eTKO ONpeacn Tk NPHOPHTETEI
CROCH (UPMEL I TO, YEIr0 OHA OXMIACT OT OTHOLUEHMH C NMOTEHUMHANBHBIMU KIMCHTAMM, W
NPHMaraTE M2aKCUManbHbe YCHAUR, CTAPAACh NMPURICKATE M TOALEPKHBATL NOANLHOCTL TEX
noTpebuTeneH, KOTOPBIC PYKOBOACTBYIOTCH TCMM C LCHMOCTAMHY,

B Halne BpemfA KOMNAHMM W GH3HEC-WKOME! VISASIOT Bce Oonuile BHHEMAHHA npobice-
MaM 3THYHOCTH NoBCcIeHHWA. CnelyeT, OOHAKG, MPHIHATL, YTO CAMO NOHATHE 3THKH DEJ0-
BBIX OTHOICHMI HE NPETePREnc ocoOLIX MIMEHEHRR B HUKTO MO-MPEAHEMY HE OTpHUaeT
LOCTORHCTB MOIMTHBHEIX UeHHocTed, Ewe 30 ner nasan 3urMynn BapOypr u3 MHBLCTHLH-
OHHOro Gankupekoro foma §.G. Warburg (tenepk on Haswlpaercs SBC Warburg) ormeTwn,
yTO penyrauMa 1o0oi GUpMBIL B TOM, 4TO KacaeTed "“HAZMEXALIEro, TOMHOIDO M TIATENb-
HOro obcayxHparKa morpebMTCnell, ABNACTCA OCHOBHBIM AKTMEOM MpEAnpHATHA, Gonee
BAXHEIM, 4eM fwbas QrHaHCOBe crated. OAHAK0 xopowas penyTallMA noachli o4eHs
XPYKOMY X HBOMY OPTAHHIMY, KOTOPOMY NErko HAHECTH EPEL W KOTODRIH HYMHO NOCTOSH-
HO FOANCPIKMBATL, [TOCKONBKY PENyTAUMA 3aBHCHT MaBHLIM o6paioM OT noscoeHHA noaci
1 ropMMpYETCS H2 OCHOBE AeiicTEYOLLMX B 0DLUECTEE COLMAIEHBIX HopM ™ [25].

B nocnenmes ppema nmpobnemaM OenoBoll ITHKM YOEASeTCH BCC DOMBINE BHUMAM MW,
[IpHuAT pag Gonee XECTKHX 3aK0HOB, OGECMEMMBAOUWIMX 3AWMTY notpebutencit W cryswa-
MY OT HeITHYHOrO obpaweHud. B stoil kHHre Mbl MEPHORHMYECKH JATPATHBAEM HOMPOCH
ITHKH, KOTOPHIC KACAKOTCH Pa3fiMMHLIX ACMEKTOH MEHSIDKMEHTA yonyr. Bpemsa oT spemenn
YHTATENb BYHET beTpeyaTh oOCYKALHHE MpobneM 3THYCCKOTO XAPAKTepa, A TAKCKE NPHMEphH
W AHANH3I KOHKPETHRIX cHTYauMH, Kpome Toro, obpaulae BHHMaHHE, Y10 NOTPEDUTENN Takcke
BOMEHE! BECTH Ce0A JIOMKHGLIM O6pa3omM no OTHOLWIEHHIC K MOCTaBWMKAM YCAYT H ADYTHM
noTpedurensM. B yacTHOCTH, B Tase 6 pPACCKAZBIBACICH O TOM, KK CICOVET NOCTYNATh Me-
HEGIDKEDEM, CTOMKHYBLUKMCA C HESTHYHBLIM HWIK OCKOPOUTENBHBEIM NOBEAEHHWEM KAHEHTOR.
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JBOAIOUMA Chepbl YCAYT

PocT CceKTOpa YCIyr AONTOE BPEMA NTPOXOAUN HelameTHo. TlpasuTenbeTREHHAS CTATHCTH-
Ka OTMEMASIA ero MpPOrpece, HO FKOHOMUCTH, KOHCYNIETAHTE M NOTWTHKW NPOSOIKATH Bec-
TH cebs TAK, CAOBHO KODOTEM 3KOHOMMKH TIO-TIPEXHEMY OCTABANCA TNPOW3BOACTBEHHBIH
cextop. Hypranuer kopmx . Buantb OueHE YIHBMN Mup, Korma B 1983 rogy noscgan,
yTO "B ceTH pecropaHor MeDonald’s paGoraet Gonsule moneii, vem Ha zasomax U.S. Sreel.
CHMEBONIOM AMEDPHKIHCKOH IXOHOMHKR nepecTaia GulTh ropsdas MapTeHORCKad I1eYb, TENeph
UM cTard 3onoTee apki™ [26]). (Teneps Kommanua LS. Sree! npeoBpa3zopaHa B AHBEpCUhM-
HHMPOBIHHYI0 KophiopauMio USXD) K comaneHmio, craThu Busna chopMHpPOBRLIM Y MHOTHX
mofeli owMBoUHOE NPECTARIEHWE O CEXTOpe yomyT Kak o cdepe, OCHoBAHHON Ha HH3KO-
olIAMHBACMEX JONKHOCTAX Mpofasuos ramGyprepos. Ha caMom nefie meaTebHOCTL MO
OKAJAHMIO YCAVI OMeHB pajHOOOPAIHa, OHA BRIKYMAET obcNyXHBaHHE KakK norpeduTenei,
TAK H KOPTIOPSTHBHLWX KJTMEHTOB, NpHUeM Te NOMKHOCTH, B KOTOPBIX TpebylTCA ONLIT W
JHAHMI, OMeHb HEMMOXO ornaumusated. OIHAKO, HECMOTPA Ha DLICTPRIA POCT W palBUTHE
cihepl YCITYr, MHOTHE TIPAKTHKH NO-TIPEXHEMY NPHASDRHBATHCE YCTAPEBLLHY BITIAACGE HA
MAPKETHHT, CYMTAR £T0 OTPACNBIO, OXBATHIBAKOIIEH HeMHOTo Bonblie, YeM PEKNAMa U CBA3M
¢ oBueCcTBEHHOCTRN, TEOPETHKH TOXE QHMeHbL MELIEHHO PEATMPOBANHM HA MUIMEHEHHE JICNO-
BOH Cpelbl, OOHAKO MOCTEMEHHO HAYATH NPHMEHATh TPAIMUHOHHEIE MAPKETHHIOBRIC KOH-
Lernuis ¥ GypHO passy RAIOLIEMYCA CEKTOpY YCAYT (B0 Bpeske “Marepuansl HeenenopaHmuit”
PACCKAIHIBAETCA O TOM, KAK pA3BHBAIMCEH BINLAJIbl TEOPETHKOB Ha MAPKETHHI YCAYT).




B8 e YACTH | KAKDYEBRE KOHLIENLMM M NOHATIS

OO € _pm @qumewpln Ha Temy MapHETHHm ]."cwi' HEI'ﬂphIE' @mmpuaa &
MEDHKAHCKDI ACColMaLinei MapKETVIRTa W Ha KOTOpbIX HakoHey coBpanics Bumecte
VKA MaOKETUHTA YORYT € pasHelx Bepefos ATaHTVHECKOro oKkeata,
i HOBFEX BONPOG ¥ i KOHLBNEMIA, KOTOPLIE SKTWEHO OCYNGIANMCS 1 MIYYaAUCh &
ot LETHHF ﬁ BHFPEFI-H-H Mapmmr. rotpebitensckan oliemka npDu.EH:ca
s F38HA JCIYT, MADKETIS HROCH3aEMBIX npogyKToe, patora ¢ I‘EFC-'.‘I!'IE.I'H:I-M W MEHE K-
= i nuép”ﬁ:emwe YCIIYT, COCTABNEHWE [PacKoB IPOUECC OBCYRNBAHUA,
4 1980 | FOROB W Noake Habnioaanca cTpensTenb il POCT KonM4ecTas,

p MEEnEniasEmMs, KoTophle Bnaronaps mmnmpqham KOHDEPEHLIAM
ﬁhﬁmﬁonmum Bibtiv CO3AAHb! LIEHTPE N0 ASYHEHHO MIPKETHHTS
b BEKHYHD POML B (WMHAHCUPOSAHMA WCCNEOoBAHWA M Capi-
baaHA Nprobperany -ece Bonee wrpoki xapakrep (wanplmep,
Pﬁﬁﬂmanhmﬁ NCHADAGMAHY W Crany. MHOFOIHKLIMOHANE HiiMA
mm MapKETHHIE € mﬂﬂtﬂﬂﬁﬁ h mqpmum M-

Bo MHOTHX 0Tpaciiay, TAKHX KiK ABHANEpeBoIxy, DAHKH, TENeKOMMYHUKAIAK H MHOTHE
ApYTHe, eHCTROBAND 3AKDHOMATENRCTEO, KOTOPOE JAIIHILAND CYIUECTRYIOUMY HA PuHKE Hi-
POKOB H OTPAHNYMBANO HY BOIMOXHOCTE OCBAMBATE HOBLIE pMHKH. OuHako 5 1970~1980-x
rogax Ha HEeIaMKWEHHBX DhIHKAY HASANH NPeyClesaTh KOMMNaHRH-HOEWMKH, NpeLiaram-
LHHE HOBLIE CTAREAPTEI ODCAYMHBAHHA, ITOCKONBKY CTAPLIC, YCTOARUKECH KOMAAHHK, paGo-
THOWIME HA ATHY PRIHKRX, CUMTAN CBOS FOCIIOMCTEO HA HUX JE0M, PELIEHHBIM pas ¥ Ha-
peeria. Jpyrue (HpMEl, cOINABAA HOBRIE KOHUEMUNH OBCHYAGIBAHNS, MHTANMCH NPenTATATE
HIMEHEHHA TTOTpeBHOCTER KIMeHToR,

3a nocnegrie 20 g8T HIMEHEHHA B cephicHON chepe CTAH NPOXOAHTL OMEHB BEICTRO.
Mtiorve Gapeeps, MEIUAIOWIE BEXOTY HOBBIY KOMNEHMI HA PRIHOK, GRUTH IPOCTO CMETEHB.
CpeaH BHPBABINGE HA PHHOK KOMMTAHMI Gbiil Kak o4eHb HeBOTMINE KOMIAHHU-HOBIMKY,
JaHHMABIIHEC NPOKNATKOH MTHHHR TeaekoMMyHAKalIHi H yoTenopkod obopynosaHHs B
opHCAX WX H0MaX MoTpeHTeNeR (HEATENLHOCTE, XOTOPAS NPEXIE BENAch NPOEAIEPOM-
MOHONQIHCTOM}, TAK M BOraTo dMHaHCHPYeMBIE MHOTOHALHOHAMEHEE KOPTIODRLHK, HMIIOp-
THRYHHIHE YOy, paspaboTaHABE M MPOTECTAPOBMKEEIC B ApYrHy cTpaday. CrafunbsbiM,
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YCTOSABIWNMCSH KOMTaHHAM YacTO OBIBAET TPYVAHO YIEPHKAThH CBOMX NMoTpeluTencit, korma Mx
“MOSIOANE" KOHKYPCHTEI MPCLIATAINT YONYTH C HOBEIMMW MONE3HBIMM XAPAKTEPHCTHKAMM W
CBOMCTBAMM, OKAILINAIOT YCAYFM DONeC BHICOKOrO KAMECTEA, CHWXAOT UCHL! HAZ HHX, rpa-
MOTHO ¥ 2 DeXTHBHO MX NPOABHIAIOT W BBOEAT boace yaoGHbIE, ocHOBAHHBIE Ha nOCHel-
HHX TEXHONOrHAX, CHCTEMBLI 0DCAYRHBAH KA.

Peskoe w3MCHEHHE XApaKTepa MeHCIDKMEHTA yeryr ofycnoBaeHo HenbiM pajoM daxTo-
poB. B 3aBHMCHMOCTH OT OTPACIM W cTPAaHLl, B KOTOpoiH paBoTaeT kKOMMAHMA, npyUYHHAMM
TUX HIMEHEHHH MOMYT OBITH Da3HLE CHAB, onucaHHke Ha puc. |.7. TMopobHo BeeM dak-
TOPaM, CNOCODCTBYIOWMM PEBOTIOUMOHHEM NMPOUECCAM, OAHM HI HMX CYLUECTBYIOT YIKe
MHOTO-MHOMD AET, B TO BPEMA KAk OPYrye OTPawanT Hekasliue cobbITHA WAK TE, KOTOpPbIC
glle mpoloaAaoTes cerofnA. B aTolf rnase sce 3T GakTopw GyAyT pACCMOTPEHL NOApoGHOo.

{ocynapeTEEHHER Counanshee Tennewumm pasaimen | (Pasautie WrTepraumona-
NaisTHE HIMEHEHHA Graraca HHGOPMALHOHHSLY Ariisiving
TEARONArM
MEmenese Mogeatiae Mo BORAT RIA Bkl nosnassi
FOCYREPGT BEHHOMD EOCHAAHKA MOBLALIART WBHHOCTE Dbnegpnarie patoTAOT HE
PEFyHpOREHIA ritpediuransd CEOMX TOaap0R, Npenaren | | NPEHMYLLECTE MERIYHIPOLHOM YPOBHE
WO, W OpOGEION yoird | | KOMRLED T - o
MpweanIaypg YeamuueHwe waoGunea Tmmmwm NoesiwaHns KoAHECTAS
AcThaHan KuMurpaues | | Coanmste GonsLuers TRiHA aapyDexisE) noacK
Hio B 28KOME, Boveus noged KOecTEa motpedvrenad
e LOPEHHY EHE B0 cTpaTermeckuy ansancog | | BoNuUnR guatmos
noTpatraned, APEMEHH oxgan HHTRPHELIROH ARbHEIE
CLYBLLI W Moo NOBLALEHHOR BHIEE K Enarozape GAMAHUA M AREAHCH
CRPYREINIO GPely BHEE MADKETHHIY B
CTPEMIMEHHA K HEROMMANE CRX MIAHHATIODM 3 L
Hogwe oMmapuacay | | npobpeTari OPFAHIEEMMAR CoMOTCH KaMnarios
COMadBRHa B cdaps BNGYATIBHM, & HE MolinbHog
obCIyXIEaHuR el Ocnafinekwe crakgepos | | obopplosanue
NPODESCHIHANBHEY
Banwws NKneh ALEOUMBLH Wenensaogaxme catait
Aol paTaIOT Becnpesonomod ceaam
DEPCO HAM: H il Bopeda m kaacTeg
XOMM O TR W Bonas HucTpoa K
NOETHITEHBE TENHOHE MOBEUEHHDE BHEMEMWEY | | MOUHOE
NPUHIBEHTRNBHICTHH ofecnedame

SHOHOMIH CPERETE

BoamoxHOCTe
POT MOy RAPHOCTH Updposoro
pansaiuEa BOCNPHIAIE e HErW

TOKETA, 2y AM0- 1
Hcnoneiceasse BHASIMATE PHIACE

Hafine NepeoHana. Pasgwmwa Intemat

YCHAEHWE KOHKYDEHLDS :EGAH
CEPEHGHLN KOMRIH

HosoesenermHa B CEPRRCHOR Cheps, CTHIMYNHDYEMblE WCRONLIOBAHHEM HOBRX
W YCOBEPLUIGHCTEORAHKLY, TEXHONOMIWA

FlosbilUerHOE BHIMAHAG X BONPOCAM mpmml.i'nn MEHBIPKMENTE YCNYT

PHe. 1.7, DarTops, CroccbCTeylvMe NpeoSnasceaHiie CepBHCHOND CEXTORS SHOHOMMI
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ToCcyAapCTEEHHAA NOAMTHKAE

Ha cTpykTypy CEKTOPE YOAUYT H YCTOBHA KOHKYPCIILMH B HEM BCCCAA OKAILIBLIH K Npo-
AOMMAINT OKAILIEITL BRAHANKHE JeHCTEHA MPEMTCABCTRCHHBIX OPFaHHIUHE HA PECHOIANLHOM,
HALMOHANEHOM # MCKIYHEPOOHOM yposHe. MHorke cepBHCHLIC OTPECAH TPATHUMOHHO
DEFYNHPOBENKCE GO CTOPOHLS TIPKBHUTENLCTER OUYeHb CTPOr0. OCYIIPCTHCHHRIL OPraHb Oni-
DEACAANM YPORCHE LIEH, BBOAMMN reorpadueckHe orpaHHerun wa cbwima yemr, a g ne-
KOTOPEIX CAYMAAX AAXC ONPEHENsad MX cpoilcTea W XapakTepucrikd, Oamako ¢ Konua
1970-% rogoe B CILIA n EEpone paMeTinach TelAgHUHA K DONHOMY HIH YACTHMIIOMY OTK:-
7y OT FOCYRAPCTACIIHOND PEFYIMPOBAHMA PHAA kpYTHEHWHX cepeMCHLIY oTpacaed. Tem
ppemeiicd B JlatuHekofl AMEpPHES NEeMOKPaTHIIUMA ODWECTBE ¥ NOBBIC MONHTHUECKME
HHHUKATHEL! NPHEEAK K GOPMHPOBAIIMIC IKOHOMUK, KOTOPLIE HAMPOro caalce KOHTROAM-
POBANMCE TOCYIRPCTBOM, Yes npesme. OcnaOmenHe rocylapCiBeHHONO PEryHpOBAHHA B
STHX CTPAHEAX YKE CEIOAHA MPHELAD K TOMY, 4TO MHOTHE OrpAHMMCHHA KOMKYPEHTIOW Hes-
TENLHOCTH B TAKWY OTPACHAX, KAK ARCCAMHPCKHE M IPYIOBLIC ABHANEPCBOIKH, MENeIHoNo-
POKHEG TPAHCROPT, DaHKORCKOES AAD, OXDAHA, CTPAXOBAHME W TCACKOMMYHMKAUKM, MHDO
OTMEHCHE!, AHGO cRefens ¥ MuunMysmy, Bo suornx cnyyanx yOpael Gapeeprl 008 BLINOLA
HA PHHOK HOBWX (PUDM, CMATYEHE TEPPHTOPHATBHEIE OFPAHMYEHHMA HA PACNPOCTRAHEHHE
MHOTHX BHIDE YOIYT, KOMNAITHAM faHa Ooibluan ceobona KOHKYPHPOBATE HA QCHOBE WEHE,
a upman, ye pabOTMOWMM B CEPBICE, PAIPEWEHD BLIXOAHTE HA HOBBIE PHIHEM H B HO-
BLIE OTPACTH BHICCA.

OfHaKo caeayeT NMPHIHATbL, YT0 CMATYEHHE TOCYAAPCTBCHHONO PEryAHPOBAHHA — OT-
HIDAR HE nanaued oTo keex Oen. Tak, CAENMANHCTH BLICKAILIBANT OHACEHMHA, YTO BCNH
NPEYETCBAOWNS KOMNAHHY CAHLKOM CHABHO PAIPACTYTCA — 38 CHCT kaAK coODCTBEHHOMD
poOCTa, Tak M npeobpeTetHHit, — ypoBeHL KOHKYPEHUMH B OTDAECIH CO HBPEMCHOM MOXET
CHABHO CHH3INT:CH. M Haobopor, yxecTONCHHE KDHTPOAA HAD UCHOOGPAIDBAHHEM MOXET
BuiTh B TeyeHiS HEKOTOPODO BpEMeHM BLIFOEHLIM WtH noTpebutencil, MOCKONLEY KOHEY-
PEHUMWA [TPHBEOET K CHHACHMID HEH, OJHAKC TIPH 3TOM COKPATHTCA TIPHOLINEL CEPEMCHAEIX
APCANPHATHH, JHAYHTENEHAA YACTh KOTOPOR MIeT wa maneHeiwee pazpuTHe Buoeca. Ha-
NPHMER, MECTOKAS LIeHOBAA KOoHEypenuus cpeow apdamyuuil CHIA B nasare 1990-x ronos
NPHBEMA K OFPOMHBIM (PHHAHCOBMM TIOTEPAM B OTPACAH W B DEIYARTATE — K GAHEPOTCTRY
HECKONBEMX 4BHAXOMTIAHNE. HexkoTophle e0pa OCTAOUIHECH HA NNABY KOMNAHWM ¢ BOfb-
LWHM TPYIOM HRXOOHIIH CPEICTEA AN BIOXKEHHA B HOBYIO TCXHUXY, UTO OpHBeno K npobrc-
MaM C Ka4ecTBoM oDCAYKHBAHHA W GeaonacHOCTHD aBWancpesoiox [27]. B urore npouse-
Talowne 3apybexnsie OUpMbl, Takne kak British Airlines w Singapore Airlines, 3anmanenu
IHAYATENLHOA foNeH pRiFKa, MPpCEntoxHE bonee BRCOKHE YPOBCHL OOCAYVEHBAHHA HA MER-
IYHARONAEIX MADLIPYTAX.

Ewe oanofl mHedwed akunel, nposeneHol NpaBHTENLCTEAMH LIEAOrD pARA CTPaH B
CEPBHCHOW Cihépe, cTana NPHBATHIAUMA MHOKECTBA NPCATIPUATHA, KOTOPME 00 3TOT0 HAXO-
AHNKCE B COGCTBEMHOCTH TOCYOAPCTBA. TepMMH Apieamuiayus BIEPELIC WCMOMBIDEATH B
BenuxoBpHTalMe INA NOMHTHKH Npeo0paloBatis rOcySaAPCTBEHHUX NPEANPHATHA B KOM-
MAHHH, HAXQIRWHECA B CODCTBCHHOCTH MHBECTOPOB. BypHHIR Npolece NpHBAETHIALMM
Ha0NIONANCA K B0 MHOIMX APYrHX ¢BPONEHCKHX cTPaHax, & Takxke B Kanane, ABCTpamuw,
Hoso#t 3enanani, 4 HECKOMEKO NO3KE — B HEKOTODEIX AIMATCKMY H TATHHOAMEPHKAHCKHX
rocymapcereax. [puBaTH3AUMA TAXHX OTpacnelt, Kax ARMArCPCBOIKH, TEMEKOMMYHHKALUH W
KOMMYHRTBHOS X03AHCTBO, NPHBLAA K MX PECTRYKTYPHIALMH, COKPALLEH UMD JATPAT H K YCH-
NEHHIO PEIHOYHON ODHEHTAUMH peloTaUKX B 1NX KoMmnadHki, Foas npueatHIauMs co-
TPOBOKIACTCA OCTADACHMEM OFpaHHNEHMA CO CTOPOHBL FOCYARPCTREA M CTHMYTHPYCST TAKHMM
o0pa3oM BBIXOL HA PRIHOK HOBBIX KOHKYDPEHTOR, 3T0 04¢HE CHIBHD CKAILIBAETCH HA YCOBHAX
PuIHKA, MOCKONEEY HA HEM HAMEHAOT paboTaTh 3apyfexHEe ©HPME, 10CTYT 40T HHBECTH UM
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KOTOPBN Npexac Bun 3akpeiT. Tak, dpaiiiysckue KOMITaNHH, CTEUMATHIHPYIOWHECS Ha
BOAOCHADKEHHH, B CHOE BPEMA CKYNMAKM H MOOSPHM3MPOBANM pPald T[IPUBATHAMPOBAHHBIX
dipM BenMroOpUTAHMM, aMEDHKANCKME KOMMAHHH AKTHBIO MHBECTMpOBanNW CpeACTBA B
PECMONATBIILIC MPEATPUATHR JIeKTpocHabkennn 31of cTpaisl. B caolo odepens kOMTAKKA
British Telecommunications OUeHB XECTKD OTBETUAZ HAa MOUBIEHKHC HOBLIX KOHKYPEHTOB 1A
OTEHCCTECHHOM PBIHKE W caenana paa MacliTabHelX MHBECTHLMA MO BCCMY MHPY, BKJIIOYAN
cTpateryeckuit ansiie ¢ ATE T, npeaycHaTpHEAILHA KONTPaKT Ha TIpeAoCTABASHME Yo-
AYP TPAMICHAUHOHATEHEM KOMRANHAM.

MpakrkyeTen TakkKe NPHBATHIAUMA PErMOHATEHBIX MW JIOKANBHBIX KOMMYIIAIbHBIX
npeanpuaTid. Ha nokansHOM ypoBie, HANPUMER, AKTHBHO NPHBATU3IHPYIOTCA diMpMel, crie-
LHATHIKPYIOWKECA na yDopKe Mycopa W TeppdTopul. CheayeT, ofHAKO, NPH3NATH, YTO Aa-
JCKO He BCE YOeREENB, UTO TAKME HIMEIIEDHA BRITGAHL! IN8 BCEX TPYTIN Hacencnus. Ecnu
YCRYTH NPENOCTABAAIOTCA OCYLADCTEEHMLIMK OPraHMIALKAMME, MM JOCTHMXEHMA pPa3HOo-
0BPA3NLIX COLHARLHEX UCACH HMHW BLACNAIOTCA CPCACTEA HA CAMLIC PA3HBIE Hy#AB. B ¢BA-
34 C NPUBATHIALMEH BLICKAIBIBAITCA ONACEHHA, YTQ MOCTOSHHOE CTPEMACHME YACTHLIX
hUPM X MOBBIUEHHID J(HEKTHBHOCTH ¥ MAKCHMK3AUMH TIPHOBITH MOMCT TPHBECTH K [10-
HHKEHHIO DAIHOOODAIMA YCAYT W K MOBLIWEHHIO UeH Ha 1ux. [pyrMMu CnosaMu, MIIOTHE
OTACAIOTCH, 4TO YACTHRIE GMPMB BYAYT OTKAIBIEATRCA OT MeHEee NpUOBLINEHEIX BUAOB YCAYT
WAM NORLILLIATL HA HHX UcHb, Takum obpaiom, MHOMME CACUMANHCTRl BLICTYNAIOT 34 Npo-
JOMMCHUE TOCYRAPCTBEHHOIO PCrymipoBaind Hal UEHAMY H YCAOBMHMY OOCAYKUBAHHA B
OCHOBIIBX CCPEMCHLUX OBRacTsax, TaKMX KAK 3ADAB0OXPaAHEHHAE, TEMEKOMMYHMKALMK, BOAO- W
e KTPOCHABKCHHE, KCAEIHOLOPOAHLIE NEPLBOIKH NACCANHPOS,

CRegyeT Takse CKa3aTh, YTO U¢ BCC HIMEHEHMS DCTYNHpOBAMA B cepeuciioil cdepe
cRsI3aks ¢ ocnalnenHenM KOHTRHUIR CO CTOPOHEL rocygapersa. Bo MHOCHX CTpanax npofon-
KEIOT YCHAMBATLCA 3&KOHLI, HATIPABNEHHEE Ha 3awMTY norpebutencit, Ha obecneveHHe
Mpan CNYMAWMK, HA yayduieline MeiHuMHckora obomyeaHua K BesonacHocti B Gulnece,
HA ZWUTY OKpYXaiweHl cpegbl. Takde HOBLIE 3AKONIL MECPCOKO TPebyioT OT CCPBMCHBIX
BHUPM HIMENCHHMA HX MAPKCTHHIOBLIX CTPATETHI, OMEpAUMOHNLIY MPOUEAYD H TIONIHTHKH
YITPABIEHHS NEPCOHANOM.

W nakowHew, cncayeT OTMETHTE, MTO MPaBUTENLETRA MPAKTHUHECKH BCEX TOCYAADCTB JOJ-
ro¢ BpeMA KOHTPOAMPOBWIH TOPTORTID KAk TOBADAMM, TaKk M youiyramu. MexayHapoaHas
TOPTOBMA YCIYraMu HAYANA AKTHEHO DAIBABATLCA Toche npuHATHA BooMHpHOR Toproso#
opraiusaudell  {World Trade Organization — WTO) psga pewesdi, lanpasieHHbIX HA
cmEMepe orpadidentii B cepe Toproenk. OTIENBHBIC CTPAHE ¢ 3TOR LEALID Takoke 3a-
KMIONAI0T Aorosopkl o ceobBoonoll Toproane co CBOMMM CocemaMM. B KauecTec npumMepos
MOXKHO TTpHBECTH cornamcnHe NAFTA mexay Kanmanof, Mexcwko® u CLIA; Mercosur 1
Pacto Andino, neiferpyioume B Kxuoit AMepuxe, W, koHesHo, Erponeiickuit Cows (EC),
KOTOPHIt Ha JAHHBIH MOMEHT BRJLOHEST yXKe 25 cTpaH.

ColMaAbHBIZ H3MEHEHHA

CouMaNibHbie HIMCHEHHA 3HANHTETLHO MOBIHANH H& CAPOC Ha YCIYTH Zaf notpeburte-
Aci K HA ¢NocoB, KOTOPBLIM MOMH 3THMH YCIYraMa ronkayiotes. Bee walle MOTOABIC MOAN
¥WBYT OTAENBHO OT CBOMX POOMTENCH; IHAYMTENBHO YBEAHYHMNOCH KOJNHYECTREO CeMeH, co-
CTOAWMX M3 ABYX pLOOTAIOWIMX CYNPYroB, & TAKKE TeX, KT0 pafortieT Ha JOoMYy. ¥ BCEX OCTa-
AOCEH QYeHb MaAo cROGOLHOMD BPEMEHM, W NMPHUXOIMTCH HAHMMATE (DHDMBL WK APYrMX JIO-
ACH 14 Tex 335a4, KOTOpHC paHse OBRYHO BENONHANY WwieHk ceMbM. TIpHMEpn MOTYT
BLITh OUEHE PAIHBIMH, HAYMHAR OT YXOUA 33 LeThbMU M 3aKaHuykpas YGOpko#, CTHPKOA M
MPHIOTORNEHHEM MHILK. XOTHA HCML3A CKA3aTh, YTO OT ITOR TEHACHLUMH BLIMMPANH BCE, O0-
XOM MUOMMX TPYIN HACENCHKA 3HAYMTENBHO Bhipoc. POCT H300UNHA TIDHEOAWT K yBENHYEe-
HH IO NOKYMaTeTbHOR cNocobHOCTH HACCNEHHA poodWLe, KpoMe TOrO, AI0AH CTANH 3aMCTHO
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Halle TPaTHThL CBOM CPEACTEA HE yOIYrd # MOMAYHEHHE PAITHYHLY BRACYHATACHHH, 4 HE 11
TOBRApEl. PakTiHyecKH, MHOTHE CNeUMANMCTEl CeronHs rOBOPAT ¢ TAKOM ABIEHHM, KAK
“aroHOMHKA BnevarAenuit”. Tak, BJIx. Mafis v Dx. X, THAMOp cHMTAIOT, YTO Mpeanoxe-
ITHE KOMITAHHAMHE 3ATTOMHHANOWMCHE BICYATNEHUA CTANO OYEeHL HPMEKTHBILIM CnocobomM
CO3OAHMA LICHHOCTH CBOHX YCAYr i yerAeuua audubepeHUMALMK CPCOIX KOHKYPeNToR | 28|

HMaMeHeH e CTHAS XHIHY, NOBLNIEHWE JOXOA0E HACCACHHMA W CHMMKEHHME LIEH l1a MHO-
FHME NMPOAYKTH BHCOKHX TeXHOMOHE NPpUBEAH K CTPEMUTEABHOMY YECAHYENMIO KONHYECTRA
N1oaed, KoTopke NpHobpeTaioT KOMOLIOTEPHYIO TCXHMEKY, NoTyyas Taxud obpaiom  Bo3-
MOXHOCTE OTAPABAATE M [OYYark 3NeKTpoHHEe coobuieHna yepes Internet ¥ gocTyn K
Web-cafitam Bcero Mupa Kpowme Toro, GLICTPBIA pocT KOMHYECTER MIOAEH, MOALIYIDILIMNCA
MOOUALHBIMY TenehOHAME U ADYITHMKM CREACTBAMH DBCCNPOBONOYHOR CBHIM, OIHAYAET, uTO
KOHTAKTHI € NOTPeDMTERAMH CTAAH HAMHOPO TECHEC M NPAKTHUECKH WCHEINMM CHTYaLWH,
KOMAa MOAM BHXOLAT M3 30HbL] QOCAMAGMOCTH, HAXOAACL BHE HOMA HAX OdHca

Jpyrod BaxHOH COUMAABLHOR TEHACHUMER CTAI0 YBEAHYCHHE NOTOKA MMMUIPAHTOB B
Takue ctpadbl, kak CHIA, Kawana v AscTpaniva. 3TH crpalsl cerogHa obseauuaor & cebe
HAMHOre DoOnblE PAMTHYHBIX KYALTYD, YeM KOTAA-ARBO panblue, papad cdwpe youyr watc
MM Aake Tpedys OT Heée YEOBICTROPATE CNSLUMMHYCCKHE NOTPEfHOCTH HETPARMUMOHHBIX
CCIrMEHTOB, OTHHHE CYUIECTBYIOWHX Ha BHYTPEHHEM PhiHKe. Tak, HATIpHMED, MHOCHE HM-
MHUTPAHTEI, AAKE BRIYUME A3LIK CBOCH HOBOH CTPaHL, [IPEANOMHTAOT ODIMATHEA HA POIHOM
A3BIKE ¥ BEIOHPAIDT Te OpraHM3ALHY cEpHl YCIYr, KOTOPBIE YYHTHIBRAIOT 3TH NOXenaHuA,
NOoLp:AA CBOHY COTPYAHKKOE ODWATLCA © WIMEHTAMH HA AILIKAX X CTPaH.

TeHACHLIMM PazBMTHA BH3Heca

3a nocneinde 25 ner XX CTONETMA TPOM3OWAM 3HAYHTENLHBE M3IMEHEHWA MCTOOOH
BeNeHUA Gu3Heca. Tak, HanpHMep, CCPBHCHBIE LEHTPE! NPHOLIH (T.e. NpUGIABHEIE Mod-
pasfeneHMUA), KOTOPAIE AKTMBHO COZNAKITCH B MPOMIBOLOCTBEHHEY (Hpmax, npeodpasyior
MHOTHE RABHO H3BECTHBIC BCEM KOMNAHME, BHEINYCKAIOLLME KOMMLOTEPHYIO TEXHMKY, aBTO-
MOGU/IH, DNEKTPHYSCKO: W MexaHMyeckoe obopyacsaHme. COMYICTBYIOUIKE YCAYTH, KOTO-
pbi¢ H3HAYANLHO MPEATATATMCE NPOM3BOACTBEHHbIMH KOMMIAHMAMH, YTODM 3(OfekruBHee
NPOIABATE BHINYWEHHOE HMH OG0PYIOBAHHE, — YTO BKAKOYANG KOHCYRETALHOHHYIO MOMOLL,
YCHYTH N0 KPEIRTOBAHHIO, TPAHCNOPTHPOBKE H OOCTABKE, MO YCTAHOBXKE, MO NOAroTOBKE Nep-
COHaNa A pabotel ¢ TEXHHKOH W 10 €€ PEMOHTY, — CErofiHA CTAHOBATCHA OTHENbHBIMM XO-
3HHCTBEHH BIMI HANPABAEHEAMM, HAUSTEHHLIMH HA NOAYYCHHE NPHOLLTH, Jaxe L4 KnHeH-
TOB, KOTOpble ApHobpend OBOpPYIOBEAHME KOHKYPHDYIOLIMX dipy. HekoTophie KpyrHbIC
KOMMaHWH-npoussoanteny (Bxniouss General Electric, Ford w DalimerChrysler) B peayasTate
CO3NAHHA KpPEIHTHO-DHHEHCORLIX H THIMHMOBEIX MOAPa3MENcHH cTanyd aKTHEHLIMH HIPOKa-
MM oTpacni QHUHAHCOBRIX YCAYT B robansHOM Macwtabe. MHOIHe IPOHIBOIMNTENN GOPMH-
PYIOT CBOE KOHKYPEHTHOE MPEUMYILECTBO, NPEANArdy KNHEHTAM BLCrD MHPA KOHCWILTALM-
OHHYK} NOMOUL, YCAYTH N0 PEMONTY H TEXHHYECKOMY COCTYKHBAHHID, & TAKKE NO PelIeHHID
BCEeBOIMONHBIX NPOBJIEM, KOTOpLE MOTYT BOIHHKIYTE C BuIYILEHHBIMH HMH TOBADAMHK
TTo cyty, cepeHcHble UEHTPBE NPHOLAM AGTAIOT BECLMA CYLIECTBEHHBIH BKNam B oburMit mo-
X0 TAKHX MIBECTHEHLILMY KOMnaHuil-npovasoamTensit, xkak JBM, Hewleti-Packard w Xerox.

Tem apeseéHeM HHAHCOBBIE NpobneMel, C KOTOPHIMY BCE Jallle CTANKHBAIOTCE ObLLECT-
BCHHEIE M HEKOMMEDHECKHE OPMaHHIALIMH, 3ACTABMAM MX HE TOARKO BCEMEDHO NOBbLILLIATE
scbhexTHBHOCTE CBOSH ONMepaLHoNHOH DEATENLHOCTH, HO H YISAATs BoNMblle BHHMaHHA no-
TPeOHOCTAM, KIHEHTOB H KOHKYpeHTHOH Soprle, Crapasch HallTH HOBRIC HCTOMHHMKHM LOXOMA,
MHOIHE OPraHH3aLHH TAKOTO THNa BMOMPaT CTpateriio Bomeliel opHEHTAlHH H2 DLIHOK,
YTO HEPEOKO NPHBOAMT K HIMEHEIMID HX ACCOPTHMEHTA TOBapoB W yoayT. OHU OTKpLIBAKOT
CBOW MAra3wHil, peCTOPAHA M KOHCYTBTAUMOHHEE LEHTPL, PACCHUAIOT KATATOTH PO3HHYHON
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TOPCOBAH, OHHW C DOAMUER MIADMPATENBHOCTEID FOOXOAAT K BEIOOpY UEAeRBIX CCrMEeHTOR M
MPHACPHHDAOTCA Bonee PEARHCTHYHOR MOANTHKH ueHooBpazosanns [29)

[Mocne MPHHATHR PALA MPABUTCNLCTRCINILIX H OPHAMMECKMX 3AKOHOB MHOIMHE Npo-
HeCCHOIATLHEE 2CCOUMALHHE BMHYSACHL ObLTH CHATE WM CMAMHTE BOACGE BPEMS ACii-
CTEOBABIHC JAnpeTh H OrpanHYCHid HE PERMEMHYIC AEATCALHOCTE H ZCHTENLHOCTBE IO
NPOOBHKEHWI0 TOBAPOR M YCNYr. 370 JMAYHTEALID NOBAWAIO L3 rpescrapuTesei Takux
ceHHAILHOUTER, KAk DYXTANTEDH!, APXHUTCKTOPR, BpAdH, WpHCTH B Op KoHkypeHUMA Ha
pEIHES MPOQCCCHOHANBHBIX YCIYE CCTOAHA HaMHOTO XecTde, yeM Koraa-nvfo paHblie.
Mo cyin, ceolonn PEKNAMHPOBATE H NPORBHIATE YCIYTH M OTKPWTO BECTH KOMMEPUECKYIO
LEATERLHOCTE CAVKHT HEODXOAMMEM YCA0BHEM JAH COUIAHMA HOBEIX BHIOB YCIYT, NOHH-
MEHHHE UCH o padpaloTky HOBBIX CHCTeM ODCAVKMBAHKMA ANA NPHEIEYEHAH MMOTEHUHATEHEIX
norpebitencit C opyrof CTOPOHB, KPUTHEK 9TOH TeHACHUMY O0ECNOKOEHE! Ter, UTo Gyp-
MBI MOSBEM PERTaMbl IDPHIKYECKOrO W NPAROBOT0 COOEpMaNMA B0 MHOMMX CTpaliax, Oco-
Benno & CLUA, npyeonnT K ToMY, YT0 Nlogd HaykpaioT Bo3ByxuaTe Bee Gonbive cyaebHbix
[éd NPOTHR KOMMAHKR, YACTD HA COBEPIUSHNG HECYIISCTBEHHBIX OCHOBAHWAX,

B yCNOBMAX 3HAMHTCALEOTO YXECTOMCHHA KOUKYPEHLM, TIpHYEM 4acT0 HA USHOROH
OCHOBE, MODEM KOMNAHHAM TIDAXOLHTCH CEPLEIHO JANYMATECH 0 EDIMOXIOCTAX TIOBBLILIe-
HHA CBOEH MPOHIBOAMTENLHOCTH. [TocKoMmKy B cope YOIYT MHEICTORL TAKKE MOCTOAHHO
TpebYIOT YReAHNYCHHA NMPpHOLIAH HA CBOH BENDMEHHA, CEPBHCHBIE KOMITAHHK NAYHHAKT Me-
KAThL cnocobs MoBLIWeHNA NpUOLLTH 32 CYET COKPALEHMA HITePXEX, CRANAHHLIN ¢ Npeioc-
TagnenHeM yoryr. HeropHyeck CROKHAOCE TAK, YT0 CEPRHCHLL CEKTOD BCETaR OTCTABAT OT
NIPOMIBOACTECHHOND B NOBLIUEHMN NPOH3BOLMTEALHOCTH TPYAA, XOTHA B IOCHEIHE: BPEMS
NOABKIMCE OOHADCRHEAIOWHE TIPHIHAKK TOro, JT0 HEKOTOPLIE CEPEMCHLIE OTPACHM HadyK-
HAIOT HAPOHATE YIYWEHHOE, YTO BECHMA OTPAAHO, OCOBCHHO CCNM YYetTh, 4To 3TOT npo-
UECE CONPOROKAASTCA NOBBILICHMEM KavecTra ofenysvBadua. B paie cepBHUCHBX oTpacnei
ANA COXPALIEHWA HIREPMEK JAMCHAKT TPYA NEPLOHANE TEXHOAOTHYECKHMM HOBLHECTBAMM
(Wnu sEoAAT caMoobcayxuparMe). Kpome Toro, MHorHe Pupmbl npoBery ¥y ceha perHm M-
HHDHHE, 4T00M YAAHTE K3 Dpouccca obc/yKHBAHKA HeHYAHBIe 3Tankl, Ho, kak 66 TO HH
Obtno, eelBupan cnocof COKPALUEHHA 3JATPAT, MEHEIMEDE ZO/UKHB MOMHHTE O TOM, NTO
COKPALLIEHHE JATPAT, APEANPHHATIE MO PEKOMEHIZNHAM ONEPALHMOHHBX H (PHHAHCOBEIX
cnegrarmeTon Ges yiera notpeGHOCTER KNHEHTOR, MOXKET NPUBLCTH K CHHXKEHMIO KavecTea
yemyT 1 yaoberea obcnysKBaHHA,

Tlo cyTi, HepoBonbeTRO MOTpebUTENEH KadecTROM Yomyr — fEAcHMe nocroaHuce, Haxe
KOTOd PEME LA O NPOMBIILNEHHLX TORApaX, Xanoln 4alle BCEro Kacanvch nnoxoro ob-
CAYRHBAHMA B MECTAX PO3HKUHOHR TOProBnM, A TAKKE TPYAHOCTEH, © KOTOPBIMH TIPHNOAHT-
CH CTANKMBATECH MPH PEIUCHHH TEX MAKM MHBIX TEXHHYSCKHX Mpobresm, NpH MOMy4eHHM @Ie-
HEXHOH KOMNeHMCAUWK B CAyYag BOIBPATE TOBAPE HAH HEODXOAMMACTH MOCACHDONANKHOrD
peMonTa. CepBHCHME e NPCONPHATHA, TAKHE KiKk DaHKH, OTeAH, (PHPMEB! No NPOXAaTy as-
ToMoBuACH, pecTopadnl M TenedonHbE KOMITAHKK, YACTO KPMTHKOBAMMCE KAK 34 HEYMEHHE
NEepCoHANA PEWATE BONPOCEH H KMECTBERHO ODCIYXUBATL KNHEHTOBR, TAK H 332 HEOIOYETH B
TexHWeckoM obcayknBanuu. TIpuInanue (axta, Y10 NORLILIEHHE KavecTea yomyr Gmaro-
TBOPHO CKalkIiBACTCA HA DuiHece H HeoOxooHMO AnA 3(hdekTHBHO! KOHKYDEHUKH, TIDHBEND
K PAMKAMLHEM nepéMeHaM & 00paie MBLIMGHKA DYKOBODWUTAICH CEPBMCHEIX FIPEAMPH-
artuil, TpaauunoHio: NOHKWMaNHE KaycecTed (OCHOBAHHOE HA CTAHOADTAX, ONPEIEACHHEIX B
CBOE BpeMA OMepalkoHHMMH MeHSIKepasMu) cMeHNa Hopas TEHACHIIHA, 2 HMEHHO MOHH-
MAHHE TOTO, YTO BOMPOCH KaecTsa ODCAYKHBAHHA JOTUKHE peWwarsCA & MEpByio O4Epelb ¢
YUETOM HY#A M notpebAocTedt knneHTos. Bee 310 pesko MOBLICWIO BAXHOCTE MADKETHHIR
YOFIYT 4 pORL HCCHEnoBEHKHA noTpebuTenslt Kak B MPOM3IBOACTBEHHOM, TAK H B CERPBMCHOM
cextope [30]. Muorswe dupMbl HEYANM MHBECTHPOBATH CPEACTBA BO BLCBOIMOMHBIC MOCISNO-
BaHWA, CTAPAACE ONPEIEAHTE, YEI0 HMEHHO XOTAT HX TTOTPEDHTENN 10 KaXaoMy NOKAIATETIO
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B KAXAOM CErMEHTE, B MpOrpaMamil YCOREPIIEHCTROBAHMA CUCTEM YNPABICHHA, HAUCAEHHEBIE
Ha ofiecreyenue noTpeiocTel KAHCHTOB, & TaKKe HA PCrYyNApHOE U3MEDEHHE YIOKNETBO-
peHua notpebkteneit KauecTBOM YCIYT, HMW Npemtaraemex. M Bre Xe nognepwaliie xave-
cTBa 06CMYEHBAHWA HA ONPEASACHHOM YPOBHE B TEMEHHE ANMTCLALHOTD BPEMEHH OCTACTCH
oYeHb TPYAHOI 3apaveH,

B nocaemnes apemsa B chepe yonyr, NpHUYeM HE TONBKO B OBCAYMMBAHMY MoTpeduTency,
HO ¥ B OBCMYKHBAHHH KOPMOPATHBHEIX KAHEHTOB, TMOAYMWI WHPOKOE pPACMPOCTpaHEe!ine
dpaHyafIMHT, KOTZa H2CTHBIM NPEANPHHUMATCNAM BLLOAETCA JIMUEH3MA, COLNACHD KOTOPOH
OH# TOIVYAKRT TPAB0o MPOH3BOIKTE H NPOSABATE MAPOMHLIE YCAYTH, MPIISPAUBIACE NpH
TOM YETKO OfpeheneHibX npousayp. PpaHyaididHr cTan OveHb NOMYNAPHBLIM MECTONOM
(PHHAHCH DOBAHNA PA3BHTHH PACCPCIOTOMEHHBIX CEPBHCHBIX CETCH, KOTOPHIE TNPWACDIKHBA-
IOTCA eAMHON xoHUenuHH obcaykHBaHuA. Kpynupie dpandadaHiroBele CeTH NOTAOLWAKT
GONLILOS KOAHYECTBO MANLIX HCIABHCMMBIX CEPBHCHBLIX KOMMAHHAE B TAKHX CEPBMCHLIX OT-
paciiix, KaK GyxranTepckui y4er, NpoKar ABTOMOGHACH, XHMYMCTKE, NMapHKMaxepckoo Ieno,
HOTOKONMPOBANNAC, BOLQMPOBOAHDE JESC, PECTOPAHLl OBICTPOTO OOCAYMHBANMA W AreHTCTEA
HEABMAMMOCTH Janorod ycnexs (paHdal3IriHIoBbIX KOMNAHHA CHHMTICTCH NpoOBCACITHE
HIHPOKOMACIITAGHEIX PCKRAMHBLIY KAMNANYWH C HCMOMB3OBAHHEM ACEX CPeNCTE MAacCOBOH
HHGOPMALIHE, KOTOpLIE ODECneYMBAIOT YCTIeUIHoe NMPOJAMMKEHHE HX TODProBOH MapKH 1o
CTpPaHe W RO RCEM MMPC, CTAHAAPTHIALIHA CEPBUCHEIX ONEpaumni; HCMoab3loBaHHe CTAHLAPT-
HbIX MpOrpaMM-TPEHHHIOE AAS NOAFOTOBKH MMEPCOHANA; MOCTOSHHBIA MOHCK HOBWX BMAOB
POAYKTOR; MOCTOAHHHE YCHIHA, HAUSNEHHBLIE HA TMOBBLILLUEHHE NPOHIBOOWTCALHOCTH, &
TAKKE PEATHIAUMS OBYCTOPOHHEX MAPKETHHIOBLIX MPOrpaMM, HanpaBNeHHBIX KaK Ha No-
Tpebureneii, tax U Ha dpandaiepos,

H HaxoHel, 3HAMHTENBHBIC WIMEHCHHA B CCPBHCHOM CEKTOPE NMPOM3OWAM NpH HaliMe
nepeotiana, TpagMUMOHHED MHOTHE CEPRMCHLIE OTpacny Guau ouehb rraccupHbiMd Menen-
XKepol 00BIYHO HE TIPOTAXEHHM BCCH CBOSH Kapbeph! paGoTand B o0HOH W ToH ke cdepe #
Ha¥e HEPEAKD — B OfHOH M ToH xe opraHwzaudn. Kaxpas orpacnks ObUIa YHHKANbHA, H
YYXKAKH BbLIstBaId NomospeHMe. OTHOCHTENBEHO HEMHOTO MEHEIKEPOB MMEND BHCWee BH3-
Hec-obpazopanng, Hanpumep creneie MBA, XOTA MHOTHE M3 HHX HMETH AMIUIOMBE KAKOH-
JHOO YIKOCREUHANHIHpoBAaHH O cepBUCHO HaNpauleHHOCTH, HANPHMED TI0 MEHELKMEHTY
FOCTHHHYHOMD X03ABCTAL MAM AIMHHUCTPHPOBAHUIO 3ApapooxpaHeHys. B nocneanee ppe-
MA, O0JHAKO, KOHKYDEHUHA M BIYTPEHIME COOCTBEHHBLIE HWHTEPECH OHIHECA 3ACTARIAIOT
KOMMZHHH HaHHMATEL Oonce obpazoBaHHBX MEHEDKEDOR, KOTOpHE CTABAT MOO COMHEHHE
TPEAHUHOHHKE METOAL! BefSHUA OH3HECE M CTOCOGHL! M3RACKATE HOBEIE UASH W3 TIPCREL-
Ayigero onelTa paboTe! B ADYTHX otpacnay, HexoTopile Haubonee npeycliepaoiite CcepBUCHEIC
KOMIAHHH M3BECTHLL TEM, YTO OYEHE MPUAHPHHBO OTHOCATCH K HAHMY CBOMX CIyXKalllux.
Onm vyt miofelt, Kotophie Gyayr pasueaTt MX KOPHOPATHBHOE CTPEMIICHUE K BLICOKOMY
KayecTey obchyxHBaHHA H criocobist adpekTHBHO paGorate ¢ kiweHTaMHu. Kpowme toro, Bo
MHOIHX KOMOAHWAX Cerofilsi Ha BCEX YPOBHAX DCATHIYIOTCA CTHMYNHDYIOWHE TPEHHHTOBbIE
NPOTPaMMEL V1A CTY2KALIMX, B X0AE KOTOPHIX T YYATCA BOCMPHHMMATE HOBKE KOHUBMTLLMH ¢
HCTIONL30BATE HOBBIE HHCTPYMEHTS H METOMbI.

Pa3isutie MHGOPMAUHOHHDIX TEXHOAOTHH

HoBbie TeXHONOTHY CYWECTBEHHO M3MCHAIOT CNOCOGL!, KOTOPHMH TIONL3YIOTCH MHOTHE
OPTAHHIALHK cPephl obcnyxuBanns B pabote C noTpeBHTEAAMM, & TRKCKE B JEATENLHOCTH,
KOTOpaA BEHETCE MMM, TaK cKalath, “3a KynMcaMu", B Heapax camoil Komnauuu. [o sceit
BEPOATHOCTH, camoll MowHoH cwioit, criocoBcTeyOWE MIMEHCHHAM, CEFOLHA CTANA MH-
TCIPALHA KOMNBIOTEPHLIX H TENEKOMMYIIHKAUHORHLX TexHonordd. [Tudiposwie rexnonormy
NO3BOAKIOT MONLIOBATECA TEKCTOM, rpadukol, BHEEO- W ayAHOMATEDHARAMH, COXPAHATL KX
H nepenasats B UM(POBOM BHAE ¢ KOMMBIOTEPA Ha KoMNuioTep. Bee Gonee AeficTeenuoe M
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MOWHOE MPOrPaMMHOE oDecneueH e MOIBONALT thupMan COYMARATE CPABOYHEE GATM AaH-
HulX, cOOtp#alive HWNpPOpMALKIO O noTpelMTCAAY 0 RCEMH MOAPOBHOCTH OTHOCHTENLHO
COBCPUEHHBIX WMHA COENOK, H HCMOABIOBAETE 3TH JAHHLIC LAH MPOrHO3NPOBAHHA HOBLIX
TCHOCHUKA, A1 papaloTHH HOBEIY AOAXOAOE K CErMCHTHPOSAHHK DRIHKA H BLIRBICHHA
HOBBLIX MAPKETHHTOBLX BOAIMOKHOCTER Pacumpedne 1vanalona BCAHMA, KOTOPOE CTAnG
BOAMOAHBIM OAAronaps TAKOMY WICOPCTEHKID, KAK ORTHKO-BOAOKOHHBIA Kabehh, NO3Bo-
£T BRICTPO TICPCAABATL OrPOMHOC KOIHYCCTRO WHOOPMALIMK, A MepLOHAN KOMIAHMK MONXET
MIHOBENNO NOAYMHTE IOCTYN K LUenTpaibHol Gale faHBIX, NE3ARHCHMO OT CROCID MECTO-
HaxoxacHiin, Cozganme ceTel DocnpoRoAouHoi CBAIH H COKPALLECHHE PAIMEPOB MMEKTPOH-
HOro 00OpPYAGRANHA, BAYMNEA © MOGHALHLY TeIedoHOR H J8KAHYHBAN CHaHepaMH, MOMO-
TAET MpalaBUas M o0y KHBAIOLIEMY NCPCOHANY MOMICPHHEATE CRA3E CO CBOCH KOMAalTHel
npu nepelByxCHHHX Bie ofica Brarogaps OypHOoMy pasRETHIO ANEKTPOHHEIY CHCTEM Ob-
PABOTEM H Nepeaasy AAHHBIN B HALUHOHANRHOM W MEPOBOM MACLUT20E OuYEHE CWIBHO HimMe-
HHTHCE Mo ceaoed npupoae W obbeMy NPELOCTABMACMBIX YOAYT KOMAAHHE, ONepHPYROLHC
HndopMatuei, HanpiMep QupMbl, MpeLNaraiouHe QHHAHCOBRIE YOTYIH.

B nmochcaves ppesa Intemet W oo caMulil M3B2CTHRIR KOMNOHEHT — WWW — cranm
He TONEKD CPEACTROM CEA3H CEPRHCHBIX OPraHMaaumii ¢ Hx noTpefuTenaMy, HO TAKoKe JanM
BOIMOKHOCTE COIAABATE MPHHAUMMKHATEHO HOBLIE MOBGAM BeAeHMA GHIHECA, BEAOMAA ARIS-
HME, KOTOPAR OOHA §upMa — NHAEP B cepe BLICOKHX TEXLIONOIHE OKPECTMa '"JIEKTPOH-
HblMu yeryramu” (e-services) [lpw yoRoBMW OpasinbHol paipaloTku « BeIDOpE HYWHOH
CTDYKTYPW Takne yomyrd ofecneuusanT HebmBanyw ckoOpocTs KOMMYHHEKAUMA H OmeTphii
o¥BAT ucnesol ayawropmu [31]. Hanphsep, nomssysch sbirodasme  Iniemel, KOMTaHMA
Amazoncom 8 Teuetne SYKBANBHO HECKOALKHX JIET BMILMA HA supoeofi yposeHb. Ceronusn
He cBocM Web-cafite oHa NpeLoaracT OrPOMHOC KOMHYECTRO KHWC M KOMITAKT-UMCKOB H
HCTIQUILIVET CORPEMEHHEIC MPpHEeMbl GH3IHCC-AOTHCTHERY AR ObICTpOW MOCTABKH 3TOH mpo-
A¥KLIHH NO BCEMY MDY,

Texvororsyeckre HIMEHEHKA OKAHIBIIOT BAHAKHHE H HA MHOMHMC SPYrHE BHABL YCAYD,
HAMMHAR € JABHAIHHAR W MOCTHHHL M JAKAHYWEAT MACRIMHAME POIHHYHOH TOPTOBIW.
DUpME, 3aHAMAIOWKECH SKCTpece-gocTaskodl, takue wax TNT, DHL, Federal Express w
United Parcel Service (UUPS), npusHaioT, 470 crocobHOCTE NOAYYATE CBOEBPEMEHHYID HH-
(QOPMANKID 0 NOCTALMEMbIX NOCLAKAX, CTANA CErolHA ANA noTpeiuTened He medHee BAK-
HOH, YCM CaMa AOCTIRKA FPy308. TEXHOMOrHW HE TOALKO COCcOGCTEYIOT COIMaHHIO HOBRIX
YCRVE WK WX YeoReplleiieTroBatHe DM cnocobisl TAEOKE SHAUHTENLHO HIMBHHTE Xapak-
TEP TAKHX BHAOB JEATCALHOCTH, KAK MPENOCTARACHNE WHIpOpPMALIHN, MTPHEM JEKA30B H Mpo-
UCAYPH OTUIATHE VAV, MOBWINAETCH BOIMOKHOCTH HPM (OPMHPOBATE H NORACPKHBATL
Bonmee COrNACOBAMHEE CTAMAAPTE! OfCAYAHBAHMA, HOBRIE TEXHONOMMH MOJROAAKT CO3TARATL
UEHTPAAHIOEAHHBE OTeni 1o obonykuBapHo notpebuTenclt, ladellaTs HEpCOHAN ABTO-
MATAMH, BEITOMISIOWNMY PYTHHHEBE onepalui, cnocoberayioT Gonblueit cTeneHH YY4acTHA
noTpebuTencil B npouscce ODCIYRWBEHKMA 34 CUET BHEIPCHHA CAMOOBCTYRHRAHNA,

WHTepHaUMOHAAMIALMA H TAODaAM3aUMS

HMHTepHaumMoHaTkian s CEPBHCHEIX KOMAAHRA BoNblue BCEre 3aMeTHA B TYPHIME o
MACCARMPOKMYE ARMAREPEBOIKAX, HO HabmomieTca o apyrHx chepax. Hassanua Air Canada,
Burger King, Citibank, Hertz, Kinko 5 w Mondarin Holels cerofn® nmpoxo HIBECTHBY K MOy~
NAPHEL HE TONBKO B CBOKX POIHLIX CTPAHAX, B OXMEX CAYHaRX 3TH CETH OCTawTcA cobeTseH-
HOCTBIO KOMOAHHMH; B DPYIHX COAMETERL OPHIHHAHOR KONUCHUHMH 3aKNHM3ET NapTHEpP-
CKME COFMAILEHMA & HHOCTPAHHBIMH HHRECTODAMH KoMManHH, JHHMAIOWMHECH TPY30BIMI
H AACCAKHPCKHMH SEHAMEPEBO3KAMY, KOTOPKE PaHbile OrPAHHYMBANMCL TONBKO BHYTPEH-
HHMH peficasy, coituac oBCnYAKIBRIOT WMPOKYIO CETe MEKAYHapoLHux Mapuipytos. MAorue
(PHPME, NPEATATADIIAE YCIYTH QHHAHCOBOTG XapaKTepa, PokiaMible AMEHTCTBA, CCTH
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rOCTHHML, M DECTOPAHOB BuicTporo OOCAYKHBAHWA, AMCHTCTBA NPOKATAE asTOMODHIEH W
yxraaTepckMe upMbl paboTAIOT CETOAHA Cpasy HA HECKOABKMX KOWTWHEHTAX. B onpeaenen-
HOM CTCHEMH Kx pocT obYCIOBME! HX BHYTPEHHER ONepaluHoHHOR AEATEIEHOCTLIO, 110 Bonk-
weit YACTLIO eMy CMoCOBCTEORANN NMOMIOWEHHST APYTHX KoMmaHui. CTPaTeriio MexuyHapon-
HOM SKCMAHCHH HCPERKO BHOHPAT KOMITAHKH, KOTOPblE CTPEMATCA BEIHTH Ha HOBLIC PbiHKH,
a TaK¥e KOMOIHHH, KOTOpBIE OCOIHATM HEOOXOAMMOCTL OBCNYMHBAHHA CBOMX KAWCHTOR,
BCE YALlE W BCE B OOMLWEM KOMMMECTRE Bhic3xaiowux 2a rpaduuy. [Mogebuas cutyanus
HaGmopgeTes i 8 cepe oOCAYANEIHMA KOPTIOPATHEHBX KiWeHTor Koroa kKoMnaiuy Ha-
yMHAIOT paGoTaTh B ADYTHX CTPaHax, OHH, KaK NMpasHNo, NPEeANoHTaoT CKOpPCC COTPYAHH-
YAThE ¢ HECKONBKHMM MERDYHADOAHBIMKY AOCTABLUMKAMM, YeM € MHOTOMMCASHHBIMH MECT-
HBIMH HPMaMH,

QueBHIHMM PEIYILTATOM ITOH TEHASHUHK CTAN0 YCUNCHME KOHKYPEHUMH M TO, YT HO-
BOBBEACHMSA Kak B TOBapax, TAK H B YCAYrax cTanH HaMHOIO OBICTPEE NCPEHOCHTLCH M3
cTpadkt B cTpady Js Muorukx xosnaHui chepbl obcayxuBanuy pa3paboTka KolKypeHT-
HOH cTpaTeruy, kotopad Gena Ou 3hdrexTHRIION BD MHOCHX PasHuX CTpaliax, CTAHOBMTCA
cerogda rapHoil sanadefi, Onuuy 13 Hanbonee adhdekTUBHBIX cnocoboB, NO2BONSIOLUKX
PACMPOCTPAHMTE CEPBHCHYI) KOHUSNUMED, pa3paboTaHHy!o B OJHOM CTPAHE, NO BCEMY MHDPY,
OCHOBMBAAGCH NPH STOM HA CHUCTEMAX PACNPENCNCHHA, HAXOOALIMXCA BO BAAACHHH MECTHLIX
UHBECTOPOB, cunTasTCH dpaHyaimar. Chaydau ofpeadHeHUs KOMIaHHA B MEXAYHAPOAHIOM
maciitafe CTanM cerogns caMblM 0OBYHEIM fessoM. Tak, HaNpuMep, TAKHE MIBECTHBIC KOM-
MaHHHK, KaK Federal Express v UPS, B6IIIM HA DHHKH MHOMHX CTPaH MMEHHO 38 CHeT MpH-
obpeTeHNA MeeTmX dupw,

Muiorue WieecTHBIE Kommanud, pabotawowme B cdepe OOCHYRHBAHHA BO BCEM MMpPEC,
npuuaaiexat CIJA. B kauecTe: NpUMCpOB MOXHO HA3BATL TAXHe QHpMb, Kak Circorp,
MeDonald s v Andersen Consulting A OFpOMHas TOCTHHMYHAA CeTh Four Seasons — KAHALCKaA
KOMMAHKA. B cBo0 OYepegs, MHOCHE AMEPHKAHUEH, MO BCeil BEPOATHOCTH, O4YEHEL yAMEBIA-
HOTCH, ¥3Has, yro Burger King v Holiday Inn NpUHALTEKAT AHTIIHACKHM KOMTAHKAM, & I'OC-
THHHUE Motel ¢ v Red Roof Inns — cobereeHHocTs dpanuysckoit dupmsl Groupe Accar.
KpoMe NOrmonenHit ¥ CAMAHKWEK, 118 obbeAM HEHHR HCMOABIYIOTCA TAKMKE CTPATErHYeCKHe
ATBAHCH. 3AKMOYHB TAKOH ANBAHC, HECKOMBKO KOMTIAHHN, paboTaioliMx B OAHOM WM
CMEXHBIX OTPACARX, HO B Pa3HHX CTPanaX, ODBCAMHANOT CBOH YCHAWA LNA pacilHpPEeHHA
¢poefl “reorpadun” ¢ yeeauvcHrs 0OBEMa NPOHIBOAMMEBIX YCIyr, Takylo CTPATETHIO 4acTO
BEIGHPAIOT ABHANHHHMH H TCMEKOMMYHHKAUHOHHBIC KOMITAHHH.

MEHEZAKMEHNT B YCAOBUAX NOCTOSIHHBLIX NepemeH

ObWerIeecTHO, 4YTO HKKTO H¢ MOGHT nepeMeH, Ho Gonsle Beero rRobanbHEX M pas-
PYIUHTETBHEIX nepeMen GoaTesn kpyMHBIE XoMrianui [32]. Creayer noOMHHTE, YT0O MMEHHO
w¥enadMe W cnocobHOCTE MCHELKEPOB CEPBHCHLIX KOMMAaHHHA GRICTPO M NpaBHIsHO peart-
poBaTh Ha COGWTHA, OKAILIBAIOWME 3HAYHTENBLHOC BAMSAHHE Ha 31y cdepy, onpemersior,
CMOTYT AH HX KDMNAHHH BBIMKHEATE M IpOUBETATh WIH OHH Pa3OPATCA H NMOMATT B PYKH
Gonee ROBKMX H GuLICTpee nMpucnocabiiHBaloWIMXC] KOHKYpeHTOR, H onMcanHble BulLe H3-
MEHeHHS — anuk Kamns g Mope. Hamo npuzHATh, 4T0 CYWECTRYET OOMH OMEHB NOMONH-
TENBHBIH MOMEHT — CTIPOL Ha MHOMHE BMIB YCAYT, MO BCeH BMAuMocTH, Dynet B GRuxait-
lee BpeMA TOMbKO pactH, OnmHaxo HeoGXoAMMO MOMHHTE, YTO Bt HONbUIAA OTKPLITOCTH
chepsl YOIYr 03HAYALT, YTO KOHKYPeHUHA 3geck GyaeT CraHoBMTHCH BCe xectvye. B cron
odepelb, YIKECTOMEHHE KOHKYDEHUMH HENPEMEHHO OYIEeT CTHMYNHDOBAThH BCEBOIMOMHBIE
HOBOBEEJEHHA H NMPEMIE BCETO — 38 CHET PAIBHTHA M YCOBEPILUEHCTEDBAHMA HOBLIX TEXHO-
nordi. H Bee sth coOuiTHA M HIMeHEHHA NoTpebyloT OT MEHEDKCPOB CEPBHCHBIX OPCAHM-
3aLHH poe DOMLWEro BHHMAHMA X BOMpocaM paspaboTKH ¥ BLIGOpa MpaBHABHOR Mapke-
THMHIOBOH CTDATErHM.
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CerofHs Henb3n HAWTH HU OHOM CepBUCHOW KOMMaHWH, HA KOTOpPYH HE OKa3anH
BIMANNS XOTA Obl HEKOTOPBIE M3 (dakTopoR, ONKCAHHEIX BRE, Bo MHorMx chepax, a
o0co6eHO B Ccthepd TPYIOBLIX W HACCAMMPCKUX TEpeBO30OK M (DHHAHCOBLIX YCIYT, CETOAHSA
HASPEEAET 11ACTOAWMA Yparad, KOTOPBIA HEDPEMAIING CMETET OpraHM3alMK, PYKOBOACTRO
KOTOPWX CTAPASTCH COXPAHATE CTaTyc-KEo [pyrae MeHemxepe, obnagaipwue 6oL
Npo3opIuBocTeio, nogobio bpyry v Wekenupa, npuiHaloT, uTo BONHA cnocofiHa NPHBECTH
K yaaye Ho Kyaa HMeIn1o NECeT Hac BOMHA NepeMell ¥ KaK 3TO CKAILIBACTCH HA HeATENbHO-
CTH MEHEDKEPOB CCPRUCHBIX Opraiviaii? Kax gul YBHAMTE, NPOUHTAR CASAYIOLME THABLI],
LHICKOTOPBIE KOMIaHKH, paboTaiouwse B cgepe obcnyMBaHHA, C BBITOAOH MCNOAL3YIOT npe-
HMYLWECTBA NOCTOANNO HWIMCHAIOWENCA Cpenpl aAng Toro, 47066 CO3AABATE HOBLIE MPCANO-
WM HIH ]."EHHHBHTL CBOH HDIIH}'{]EIITHEIE No3IBUKH

Pesome

[Teuemy ceropnn cneayer Mayuath cdepy yveayr! TMoTtoMy 4TO COBpEMEHHAS 3KOHOMHMKA
PAIBHBACTCH B OCROBIOM OAATORAPA NPCANpMATHAM chepbl OBCNYXUBAHKSA, KPYNMHLIM M
menknM. ITogasnsioniee SONBWKHHCTBO HOBEIX PaboMMX MECT, KaK KBaMMOHUMPOBAHHLIX,
TAK M HexksBanudmuMpoBaHN®IX, colmaeTcd obCnyMHBAWILMMY NPEANPUATHAMK pPA3HBIX
crpai Mmdpa B cextop ycnyr BXOOHT HECMETHOR KONMYECTRO PRINMYHLIX oTpacheil, B TOM
YHCIE MHOMHE BHIL ACATENLHOCTH, KOTOPYI0 OCYIIECTRAAIOT rocyxapcTBeHHble W obwect-
BEHHLE OpradHidaunu. B coBpemMeHIiOM MHDE CEXTOp YCAYr COCTABMAET OCHOBHYK) HACTL
AKDHOMMKH BONBIINHCTBA Da3BHBAIOIIMXCH CTPaH u Gonee yem 70% BHyTpeHHEro HauMO-
HANBIOTO MPOAYKTA MHOTHX BRICOKOPAIBHTEX FOCYIAPCTE.

Kaxk Buino nmokalaHo B 3TOH rRaee, NPEAnpUATHA chepsl YORYr BO MHOTOM OTAMYAIOTCA
OT MPOH3IBOACTBEHHLIY MIPEONPHATHA ¥ TpedyioT ocoforo noaxold K MApPKETHHTY H ODYTHM
GyHRUHSAM yhnpasaenns. TakuM ofpazoM, MEHEILKEPLI 3THX opraHM3auuit ceroaun Gonslue
HE MOTYT TIONAraThCd TOMLKO HA METONBI M KOHUEMUMM, pa3pafoTaHHbIE B NPOM3IBOACTEEHHOM
cekKTope. B chAeovioUMx raasax 3ToH KNMrK Mbl Gonee mogpobHo pacCMOTpHM cneundiude-
CKUE NPOBAeMEl, ¢ KOTOPBIMH CTANKHBAIOTCA CEPBUCHEIE NPEANPUATHA, 2 TAKKE BOIMOMXKHO-
CTH, KOTOpLIE OTKPRIBAIOTCA Neped HuMM Mbl HageeMca, 4TO MHTATEN: BOCNOAB3YETCA Ma-
TEPHAIOM 3TOR KlHrH, 4TOGBI MOBLICHTL YPOBEHE CBOMX 3HAHHEA M NMpHOOPECTH HABLIKH,
NIOACIHEIE HE TOALKD CHYXALMM HAM MeHemxkepau, pabotaouinM & cdepe yenyr, HO H KNH-
EHTAM PASAHYHBIX 0DCITYKHBAIOWHK MPEANPHATHA

1. BepHuTech X onpeAencHUAM YCAYT, NPELIOKeHHBIM B 3TOH rAase. CorlacHsl KW Bbi
C TEM, UTO OBCMyKWBAHHE npeacTasnaeT coboid oyeHb BAXKHBIM BUI 3KOHOMHYECKOH
AeATENBHOCTH?

1. TpagvUMOHHO BU3HEC-LIKOIL B CBOMX MpOrpaMMax BCeria yaensany fosiblue BHHUMA-
HHA NPOM3BOICTBEHHLIM OTPACAAM, YeM cekTOpy yeryr. Kak Bel Dymaere, ¢ ueM 370
ceazado? Onpasaano Au 3707

3. TloueMy NpH OKA3aHHK YCYT TAK BaxeH speMeHHoH dakrop?

4. Kak nopausno ycHneHve KOHKYPEHUMK Ha YNpaBReHHE TeMU NpeanpHatuamMu cde-
Pt YEAYr, JEATEABHOCTE KOTODLIX NPERae KeCTKO peryHpoBanach rocylapcTaom?

5. Tae noTtpeluTent CKOpPEe PHCKYET CTOJKHYTBCA € HEITHYHBIM obpauiernem — B
cthepe oBCRYKMBAHHA WIH B Npou3soacTeeHHOH cdepe? Ilouemy?

6, TMoueMy MapkeTHHr, OMEDAUHM H MEPCOHE B CEPBHCHOH cdepe DommHel DuiTh Donee
TECHO BIauMOCBA3ANB, 4eM B npowasogcteetuofl? IMpomamocTpHpyiTe cBOll oTRET
MPUMEPaAMK
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EPHBE.H.HTE MTPHUMERPH TOCQ, KA KOMOBIOTEPHBRIE H TENEKOMMYHHKALHOIIHBIC TCXI1I0-
NOrHH B TeueHHEe nocnennpx 10 fer HamMeHuny Te BHOLL YOIYD, KOTOPLIMH Bbl NOJb-
JOBAJIHCL YXE AaBHO.

BreiGepure cepBHCHYI0 KOMNAHHIO, C DERTENEHOCTLIO KOTOPOR Bbl XOPOILO IIAKOMBI,
H MPOMEMOICTPHPYATE, KAK B HEil peantulyerca KAKIObH W2 BOCEMH 3ACMEHTOR
MHTerpHpobaHHOore MeHemrMeHTa yenyr (8Ps).

Mocetute Web-cadt cneayomimX HAUKOHANBHLIX CTATUCTHYECKHX Tlopo: Biopo 3Ko-
HomeMeckoro anatwia CLIA {www.bea.gov) w Cratuctiycckoe Giopo KaHaaw
{www.statcan.ca). Hailgute DaHHbe O TOCNEAHWX TCHACHUHAX B CEPBHCHOM CCK-
TORE DTHX CTPAH, T.6. YAENLHLHA Bec 8 CTPYKTYPE BAAOBOrO HAUHOHANBHOTO NPOAYKTA
W KOJIHYECTBO 3AHATWX B 3ToR cihepe. PacnpeaenTe 3TH LaHHBIE NO OTRACIAM YCIyT
W PA3MSAHTE 1A TPYNNBL IKCNOPTHPYEMBIX W UMIOPTHPYEMBIX YCIYT.
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rAaBa 2

YuacTte kKAMeHTa B rnpouecce
OOCAYXKMUBAHMS

CVILECTBYET HECKOABKD CYRABHMA OTHOCHTEABHD NO8EAEHMT B SHEKADTE MAM [IDOCTOM
CIAETHE DEYE, KK MOSBHAD, HAET O KIKOM TO OAHOM COBBITHI — O YBEH-TC PEAKLIHH HAM
MOCTYTIKE B TOE MAM MHON CHTYELMM  TAKME DECCKAIN BECHMA NMOAEIHE OHM DACLLHDRMOT
FICBHEHIR TEX, KTO HIKOT A8 HE NONSABA 8 NOADBHBIE Cumyalim (DAHEKO OHi — TOABKOD
HEYBAL HACTORALLMX HOCABACBAMHA HE CABAYIOWIEM 3TENE HETMHASTCR FIOMCK HEKOETD
EAMHOOBDAINA B NOCTYTIKAX 1 ACHCTBHAX A ER

— b6 & CrmHnep

hepa YOAYT OTAMHABTCS OFPOMHLIM PAHOCOPaIMem Ta MBCEE YCAYT, KOTORBIMA M OBBIMHO

NOABIYEMCR YYTb AM HE EXEAHEBHD, ABET AWML BECEMA OTDaHWIEHHOE NpEACTaBAEHHE OO or-
POMHOM KOAMHECTBE YCRYT, DACCYMTAHHEN HE MHAMBHMAYAARHOMO noTpeGMTeAd AMCTaR " KeAThie
CTRAHMUE" (TEABOHHBIA CNPaEOYHMK KOMMBHUA) MOHO YOBAMTBCH, YTO CYLIeCTBYEST Tavke
WMDOKMA CEKTOR ASAOBLI, YCAYT AN KODNOPATHBHEN KAMEHTOR

YAMBMTRABHO, HO OHEHE MHOTHE MEHEAKEDH, PABOTAIOWME B TOH MAM MHOR CeRBMCHOM Chepre,
CHMTARIOT CBOM EHIHEC YHMKAABHEM MAKM, NO KDaRHER Mepe, 0CobeHHEM, OTAMYHBIM OT OCTAABHBIX
KoHeUHE, HEKOTOREIE Pa3AMUHA HAATH MERHO, CAHSKD B0 Bl OUMEKON NPEANOAIraTs, YTO KaKA3A
H3 WCAYT, KOTODbIMM BbI MIDALSYETECH, HE WWEET HHHero OBILero ¢ NOBOM AyTOR o CyTH, Hem
BOABLLE JHA|IAMB NARAAEAET CTIOCODEH HAHTH MEREAKED CHRIDE YCAYT MEXAY TEM, HTD ASABETCH B
ST KOWANAHMAX, M CWTYELIMENR B €10 GuOME, TeM BAILLIE LAHCH HA TO, HTO €ro KOMNAHHR CMOIKET
LOCTOMHO BBICTORTL B KOHKYIEHTHOR BOpt0e GASrOASDA MCNOAL30BIHHID NOAZIHLI HABH, NO3AMMCT-
BOBAHHEX Y ALYTHX FDEANDMITIA, MMEIOWMY CXOAHNE XBDAKTEDMCTHRM Boe npeycnesaiolle 4 Ho-
BATODCKME GHpMbI B Chepe OBCARMBAHMA OGTLEAMHRET OAHE OTAUHMTEALHEN H4EPTa MEHEAXEDL! B
TaKM KOMNaHWIK BCETAR CMOTIDNT LUMDE, BHXCAST 33 DA POAHCH OTRACAI M NOCTOAHHO HAXOAATCA
B MICMCKE NOWEIHLY DELLISHIA, KOTODIE MOKHO Sbine Gl MCNOAL30BAT: B PaBOTE CROSH Cpr aHMEaUMM
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B STOM A8 Mbl COCPEADTONMMES HE DEBEAMHEHMM YCAYT B KATENODHMM Ha OCHOBE DOLLPX, C
TOMKM ZPEHHA MEHSAKMENTA, XAPBKTEDMCTHK, OCOOBHHO OTHOCALUMKCS K MADKETMHIOBOR CTRaTe-
MM, YASARR 0C000E BHHMAHME OAHOMY KOMNCOHEHTY 3 8PS MapKETHHTS YCAYT, CNMCEHHOMY B TAG-
BE 1, 8 MMEHHO MDOUECCY, Mbl DACCMOTIMM CAZAYIOWME BONPOCEH

1. Kakcea LIEHHOCTS KASCCHEMKALIMI AN MAIDKETHHIS YCAYT?

2, Yem ¢ TONKM 3PEHHA YNPSBASHYECKOrO NOAXOAA CTAYMMBIOTCA Mekay COBOM pazmqHbE
BIASL YCAYT?

1,  Kame NPOUECCH ARKET B OCHOBE COIAAHMS YCAYTH W €€ NDEADCTARNEHMAT
KAk WMEHIETCA CTENEHE BOBAESHEHWA KAMEHTA NIDW OK33aHMM YOAYT B 3aBMCMMOCTY OT OC-

HOBONCASF DY NDOUeCcoa?
i 5. [Mouesy AAR PasHHBIX BHADE YCAYT NDHMMEHAIOTCA DaiHEE MAPKETHHIOBLIE CTDaTer MM ?
PazAMUHE MEKAY YCAYTaMH

B rmase | wmbl 0SCYHIANT PAUTHUHA MexIY ToBADaMM M ychyramu. B 5ToH riase Mbul
PACCMOTPHM DPalTHYHA MEWTY YCIYTAMH ¥ NOKAMEeM, HACKOIBKO BAKEH MOWCK CXOACTE H
nMogobHE MEeXIY KaXyILHMHCA HE NEPBEIR BIrNAL COBEPILEHHO PAIHBIMH BMIAMH YCAYT.
Hausem valiry noMckH cnocoGOoBR KacCHGOHKAIIMM ¢ oNPEnefcHUA HAYyMHBIX DCHOB H TOHSI-
THI, 3aTeM BCHOMHHM O TPATZHUMOHHON knaccudiMkalMM TOBAPOB, MOC/E YEro ITPHCTYTIHM
HEMOCPEICTBEHHO K PACCMOTPEHNID PATTHYHEIX TIOAXOA0E K KIAaCCHOHKALMH YCayT.

LIeHHOCTb KABCCHDHKAUMOHHLIX CXeM

B ochope MeHemMMEHTA KakK HayiIHOR ANCLIMIUIMHED JEXHT CHelyIoWIHi NpHKUKN: no-
HWMAaHHE CYTH ROTpOCa TPHXOOHT NPH MIvieHMH TeopHH H TPOREASHMH WCCNEefoBAHMHH,
KOTOpEIE B COBOKYITHOCTH NO3BOMANT COBEPUIEHCTRORATL NPaKTHKY MeHeLkameHTa. [To cno-
pam [llesbu Xapta, opHOTO H3 BeayuMx uccneposatenelf MeHemkMeHTa: “Llens Teopuu za-
KIOYEETCA B NOBHIICHHK MOJE3HOCTH HAYYHBIX IHAHMH 32 CUST COMMAHHA CHCTEMATHIH-
poBaHHON CTPYKTYPLL PAVIMYHBIX ARIEHMI, criocobHol ofsschums M npozrosuposams X",
OH TakXe 3aMeyser, T KIRCCH(PHKILMOHHEE CTPYKTYPB! “BRTIONHAIOT HEOLEHHMYID POk
B PA3BHTHY HAayuHoH OHCLUMIUTHHE, MOCKONBKY TIPEACTABNAWT coboll criocob opanusaiiu
PA3THYHBIX SBNEHAH B KNACCLL HAM PYIINL, KOTOPMMY HAMHOTO NPOLUE ONEPHUPORATH B
NMponecce HAYYHLEX HCCNEIoRAHHWE H TeopeTHYECKHMY paspaborok” {1).

OneTHEIE MAPKETOJIOTHA VK€ HABHO OLEHHNH BAWHOCTE PA3PaBOTEM pasHBIX MApKeTHH-
FOBBIX CTpaTernii Ansi pasHelX Kateropuit Topapob. COrnacHo OAHOK M3 pAHHHX M CaMEIX
HIBECTHHEX KnaccHpikanuil, TOBAPH MOADA3REeNSIOTCA Ha TOBApPLl NOBCEAHEBHOrD CNpOCa,
NpeasapHTeaAbHOT0 BbIGOpa H ocoboro cripoca. TaxHe rpyNNEl BHIETHIOT B 3aBHCHMOCTH OT
JaCTOTH npHobpeTeHia TOBADA, A TAKKE OT TOTO, CKONBKO JOMOAHHTEbHEIX YCHINA NOKY-
MATENH TOTOBREI 3ATPATHTE, CPABHHEA NOCTYIIHLIE BapHaHTh]l TOBApPOE MEXEy coDOH B BEIOH-
pas Te, KOTODEIE Myullle YICRASTBOPAOT MY morpebrocTH [2]. Takas knaccubMKauma gaer
LEHHYIO HHGopMaluo MeHemxepad, paboTaolMM B pOSHHYHOK TOPTORAE, TTOMDIAT WM
Tyqiie TOHATE OXHOAHHA H NOBefeHue TIoTpebuTeneil. DTh Xe DPHHIMIE KTacCHOHKALHH
NPHMEHHMBI H X cpepe posHHTHON TOpromnmy yoayraMH. Tak, 6aHKOMAaThl OTHOCHATCH K YC-
JyTamM [MOBCEAHERHOrO CIpoca, KPyH3 BOKpYT EBRpoOnkl — K VCTYTaM OpedBAPHTEIRHOID Bhl-
Gopa; obpaieHre K KBATHQHILIHPOBAHHOMY AIBOKATY OJA JALMMTE HHTEPECOB B CHROXHOM
cyaeGHOM pa3bHpaTeMbCTRBE NOCITYRHT MPHMEPOM YOIYTH ocoboro cnpoca. B mobom cydae
C pasBUTHEM CETH Interne! MOMCK HeODXOLMMEIX YCOTYT CETOZHS IHAUHTENLHO YIIDOLASTCH.
TloTpeburene MoXeT BOCTIONL3OBATHCA ITOMCKOBBIM CEPBEPOM KM HANTH Ha CITELNATLHOM
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Web-cailT u conmocTaBuTh NPENIOKEHHUS OT CAMbIX Pa3HBIX MOCTABIIUKOB YCIYT, 3aTPaTUB Ha
3TO HAMHOT'O MEHBIIE YCUJINN, YEM paHbILIE.

[upoko pacnpocTpaHeHa Kiaccu(UKaLNs ¢ TOMOIIBIO pa3/ieJIeHHs] TOBAPOB HA TOBAPHI
KPaTKOBPEMEHHOTO U JIOJITOBPEMEHHOTO TI0JIh30BaHUs. DTa KiIaccu(uKaus OCHOBaHA Ha
BPEMEHH HCIIOJIb30BAHUS TOBapa, TECHO CBA3aHHOTO C YACTOTOM COBEPILIEHHUS MOKYTIOK, YTO
OYCHb BIUSET Ta BHIOOP CTPATETHHi KOMMYHHKALIUH C MOTPEOUTENSIMU B PaCIIpeIeIICHUS
ToBapoB. HecMOTpst Ha TO, YTO MPOIECC MPEAOCTABICHUS YCIYTH HEOCSI3aeM,
IPOAOKUTEIBHOCTD OMYUYEHHBIX BBITOJT TAKKE MOXHO COOTHECTH C YaCTOTOMU €€
nocneayrouero npuodbperenus. Tak, HampUMep, Mo Mepe TOro, Kak cO BPEMEHEM BOJIOCHI y
YeJI0BEKa OTPACTalOT, PABHOMEPHO YOBIBAET U MOJIb3a OT BHIIOJHEHHONW HEKOT 1A CTPUKKHU U
YKJIaIKH BOJIOC, TOSTOMY IIPUMEPHO Yepe3 MeCALl eMy NMPUXOAUTCS 00paliarbes B
napukMaxepckyto. Pabounm u cTyieHTaM HaJ0 MUTAThCS B CTOJIOBOM €KETHEBHO (€CIIH,
KOHEYHO, OHU He OepyT 3aBTpaK U3 AOMa); CTOMATOJIOT PEKOMEHIYET MPOXOIUTh
NpOPUIAKTUIECKANA OCMOTpP POTOBOM TOJIOCTH KaXX/IbIe MOJITO/Ia, & TOMOBIIAJIEINEl] 3HAET, YTO
dacan 31aHus HEOOXOAMMO MEpPEeKpalIuBaTh Kaxabie 5—10 jet, B 3aBUCUMOCTH OT KJIMMAaTa.
Kpome Toro, ToBapsI moapa3ienisioT Ha MOTPEOUTENbCKIE, HITH TOBAPHI ITMPOKOTO TTOTPEOICHHS
(MX IpUOOPETAIOT 7S IMYHOTO MUJIM CEMEUHOTO MOJIb30BaHMs ), U TOBAPHI IPOU3BOJICTBEHHOTO
Ha3zHaueHUs (MX MPUOOPETAIOT IPYTHe OpraHu3aum). B ocHOBE 3TOH KiTacCU(UKAIMN JIEKHUT HE
TOJILKO THI MPUOOPETAEMOT0 TOBapa — XOTsI, KOHEYHO, 3TOT (PaKTOp TaKKe MPUHUMAETCS BO
BHHUMaHUE, — HO U METO/Ibl OLIEHKHU KOHKYPHUPYIOIIUX BaPUAHTOB, IPOLIETyPbl COBEPILIECHUS
MOKYTIKH, pa3Mep 3aka3a 1 (pakTUYECKOe UCII0NIb30BaHue ToBapa. M nanHas ToBapHas
KJIaccu(uKaIys TakKe BIIOJIHE PUMEHNMA K yciayraM. Hampumep, BeIOupas mposaiinepa
Internet-yciyr uist CBOEro nNepcoHalIbHOTO KOMITbIOTEPA, BBl MOXKETE MIPUHATDH PEIICHUE
CaMOCTOSITENIbHO, OJJTHAKO KOPIIOPATHUBHOE PEIIEHHE O BHIOOPE TOJOOHBIX YCIYT JUIS
MNPEIPUITHS IPUHUMAETCS OOBIYHO C y4acTHEM MEHEKEPOB U TEXHUYECKUX CIIELHUAINCTOB U3
caMbIX pa3HbIX 0TAen0B. KopnopaTuBHble yciayry, Kak U NpeanoaraeT uxX Ha3BaHue,
MPEJICTaBIISIIOT COOOM OUeHb MIMPOKUH CTIEKTp yciayr. OHM MOTYT BapbHpPOBATHCS OT YCIYT MO
HaiiMy mepcoHasa 10 obecrieueHus: 0e30MacHOCTH, OT YIPABJICHUs HAUUCIIEHUEM 3apab0THOM
IJIaThI 10 YOOPKH O(DUCHBIX TTOMEIIICHHM.

OpHako, HECMOTPS Ha TO, YTO BBIIICYHOMSIHYThIE CXEMBI KlIaCCU()HUKALIMU TOBAPOB OYECHb
MOJIE3HBI 17151 Cepbl YCIYT, OHU BCE K€ HE MO3BOJISIOT B MOJIHONW MEpe peliaTh IilaBHbIe
CTpaTEeTruuecKue BOIPOCHI, CTOSIIUE Tepe]l MEHEPKepaMHu, paboTaloIMMH B CEPBUCHOM cdepe.
Jis aToro HeoOxoIMMO Ki1accu(UUIMPOBATH YCIYTH MO IPyNaM Ha OCHOBaHWU OCOOEHHOCTEMH
UX MapKETUHTa, YIUTHIBAs IPU ATOM XapaKTEPUCTUKH, OOIIHE I PA3HBIX CEPBUCHBIX
otpacneid. 1 3tu knaccupuKamoHHbIe CXeMBbI JOJIKHBI OBITh MIPOCTHIMU M YETKUMHU U TIOMOTaTh
MEHe)KepaM BBIOMPaTh UMEHHO T€ MAPKETHHIOBBIE CTPATETUH, KOTOPHIE JIyUIlle BCErO
MOJXOAT 1711 KOHKPETHBIX YCIOBUHM, CYNIECTBYIOIIMX B TOM MJIM MHON CEPBUCHOM OTPACIIH.
OcHOBHBIE IPOAYKTHI U JOTIOJHUTEIbHBIE YCITyTU

MHorue cepBUCHBIE TPOYKTHI BKIIFOYAIOT IEJIbIH sl 37IEMEHTOB 00CTyKUBAHUS, a UHOT 1A
Ja’ke HEKOTopbIe u3nueckue ToBapbl. Heo0Xxonmmo 4eTko pazanyaTb OCHOBHOU MPOIYKT,
KOTOPBIN MOKYMAET KIUEHT, U JOMOJHUTENIbHBIE YCIYTH, KOTOPHIE YaCTO COMPOBOXKAAIOT
KYILICHHYIO yciyry. Tak, Harpumep, OCHOBHOM IPOAYKT TOCTUHHULIBI — 3TO KOMKO-MECTO B
HOMEpE Ha HOYb HE3aBUCHMO OT TOT0, I/I€ HAXOJUTCS 3Ta MOCTENb: B IPOCTEHBKOM MOTEJIE WU
B IIMKAPHOM IISITU3BE3/109HOM OTeje. [ OCTUHUIIBI-O0IIEKUTHS TSI MOJIOJICKH MTPEIaraioT
HEOO0JIBINION CIEKTP yCIyr: OpOHUPOBAHUE CIIAJILHOTO MECTA, IUTaHUE B CTOJIOBOM,
NPUMUTHBHBIE CAHUTAPHBIE YA00CTBA. B OpOorux orensx, HApOTHUB, B PACHOPSHKEHUH KIIMEHTA
MHOKECTBO COITyTCTBYIOIUX ycIyT (puc. 2.1).
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Pre. 2.1. OCHOBHOH MEOSYET M ADNOAHMTEAGHLIE YAYTH POCKOLHOND OTers

Bee oM paccyMTaHBLl Ha YNyYileHHMe YCTOBHMR npoxKuBaHHA noctomasuee. Hexorophie
yenyr# mpegraraiTea GecnaaTHo, 3a Apyrie HeoOXoaHMO MIaTHTh, OAHAKO BCE QHH BTOPO-
CTEMCHHL MO OTHOWEMHID K OCHOBHOM yonyre — fpeIocTapfeHHe MecTa AR HO'nera, B
ueM, cODCTBCHHO, M COCTOMT TIJIEBHOE [IPeAHAIHAYCHHE NWEOre MpesnmpHAaTHA FOCTHHHY-
HOTO XQIRHCTHA. :

‘Korga B 270l rmane Mupl 6yacM roBopHThL OO yenyrax, pede Gyoer WaTH HMeHHO 00
OCHOBRHMX YCJYra¥, KOTODBIE TOKYNaeT KMHEeHT. ABMArnepener, nocelleHMe KOHLEPTa, HaeM
NPEANpRATHEM ayAMTOPCKOH (PHUPME! I8 NpOBEPKH €ro OyxranlTepwd MAH npHofpeTeHHe
IOMOBIAICABLUCM CTPAXOBOrD MoaHca. Bonbluas 4acTh OCHOBHBIX YCIYD COMPOBOMIAETCH
LESLIM NAKCTOM JONMONMUBTENLHEX YOIV, NMPHIBAHHLX MOBMCHTL HX HEHHOCTE. B KayecTee
NPHMEPL MOSKHO YHOMSMYTh YCAYCH MO TPaHCNOPTHpoBke faraxa W pectopaHHoro oGCry-
KMBaKHnA BO BPCMA ABHANEPEJIETE; BO3SMOXHOCTE MEPEKYCHTE BO BPEMA AHTPAKTA Ha KOH-
uepTe; NpohecCHOHATTBHYO KOHCYARTALIMIO OMBITHOTO aYAMTOpa; BPOWIOpY CTPAX0BOH KOM-
MaHHKH, B KOTOPOH paccKalplBAETCA, KaK NYyYlle 34cTpaxoBate CBOt MMYIEcTBO. B panmoil
[AABE Mbl TTOMBITAEMCH KNACCHMHUKPOBATE MPEHMMYWLECTBEHHO OCHOBHBIE YCMYIH, ONHAKO
COMYTCTBYIOLLIME HM, AOMONHHTENbHEE YOIYTH TAKKE MOLIANTCA KkiaccHdmkaumi, JeTans-
Hoe obCyaeHHe ADTIONMHHTENBHBIX YCIYT H WX TIPHROIE NPLATATACTCH BALIEMY BHHMAHKIO
B rase 8, - '

Cnocobbi KASCCHDHKAUMM YCAYT

TpagiuMOHHOl CYMTaeTCa KiaccHdUKaUWS YCnyr Mo oTpacham. MeHexkepsl yenyr ro-
BOPAT; “MEI 38HMMAEMCS NEPEBOIKAMM ™ (HAM FOCTHHMMHEIM GH3IHECOM, MM DaHKOBCKHMY
ofepauMsMM, WIH TEISKOMMYHHKALHAMH, HIH PEMOHTOM U TEXHHYECKHM OGCAYRHBAHH-
em obopyaoBanus M T.A.). Takas knaccudKKalui 1aeT HaM NPeACTaBACHAE 06 0CHOBHBIX
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MPOAYKTEX, MPeATaracMolx QUPMOH, A TAKXe MOMOrAeT ONPCASIKHTL MOTPEOHOCTH NOKyna-
TCACH W YPOBEHL KOHKYPCHUMY B oTpacad. JfHaxo npu 3ToM HANICKO HE BCErOa METKD [po-
CHEMHBAOTCA MCTHHHAA MPUPONA H XapaKTepPHCTHKH KOHKPETHOTO cepBHcHOTro OH3Heca, B
KoTOpoM padoracT dupma, NOCKOABKY npousce ofcnyKuBaliMg Nepoii OYeHb CHALHO BAPbUM-
PYCTCH A&KE CPeAM MPCANPUATHH OANDIO W TOrD e CCPBMCHOID CerMeHTa, TakK, HANpHMED,
YEAYTH 0GUICCTREITIOM0 MHTAHUA MOMYT NPSLOCTARMATECA KAK B 3KCnpecc-kathe npy asponop-
TaxX, B KOTOPLIX HET CHIAMHX MECT, TaK M B POCKOWHOM PCCTORAHE ¢ (IpaHUYICKOR KyxHe,

CyLWECTBYET MHOPD MPELACKEIMH OTHOCHTEN IO KaccHpuKkauuy yeryr [3]. Hekotopeie
H3 Haubonce nonynaphbix cnocobos npdecacHbl B k. 2.1 ¥ Kparko oGcyxAATCH B ClOc-
ZYIOWIMX Pasfenax 3ol riaeol.
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CreneHb OCA3aEMOCTH NpoLecca EGEMI'FHHBEHHH

Cpr3an K npouece oBCAYXHBAHUA ¢ KAKHME-NHGO MATEPHANLHBIMK, QHIMMECKHMY
npeaMeTaMH (KaK, HANPUMED, NPU TUIYYSHHH HOMEPA B OTENE MAH NPH XUMYMCTKE ONCXKIE!)
MMM HOCHT B OCHOBHOM HeoCH3acMbM XapakTep (Hanpumcp, B xole nmonyueHus obpalopa-
HHA WAy npu Tenedwotinol cesian)? PajHbie copsMcHile ApoLEccH He TOMbKO obycroBaupa-
0T pajtibie NpUHUHNE GYHKUHOHHPOBAHWA MPEANpHATHA obCAYXMBAHMA, HO W OfNpeaen-
10T POk NEPCoHATa PUPMIA M ONBIT KITHEHTOB.

KTo (MAM YTO) ABAARTCH NPAMLIM 0BBEKTOM 0BCAYIMHBAHMS
CePBKCHOrG Npolecca

Taxkue BuObl CEpBHCA, KaKk YOIYTH mapHKMaxepckodl Wiy ofLeCTREHHOTO TPaHCNopTa,
HanpapNCHbl HEMOCPeicTEEHHO HA notpebuteneid. OOHAKO B ApYrUX CHTYALMAX KIHEHTHI
HYRIATCA B yCayrax, Bnarcaaps KoTopelM OHW MOTYT OTPEMOMTHPOBATE WAKM BOCCTAHOBMTD
NIPEAMETL!, HAXOOAWMECH B HX cOBCTBEHHOCTH (HanpHMep, XMMUYMCTKA OCKAEl), HO NpH-
CYTCTBHA CAaMMX KMHEHTOB Npu 3ToM BOBce He Tpebyercs. Jo sapepltedusa mpouecca o0-
CAYKMBAHMA OHM HE MOJYYADT HUKAKOW nomb3st WAM Beiroasl. Tpupona koHTakTa Mexay
NOCTABWHKONM YCOMYT H €0 KIHCHTOM B npolecct NPEIoCTABMEHHA YOIYIH OYEHb CHABHO
BADBUPYETCA NO CTENEHM BOBAEYEHHOCTH KAHEHTa B 3TOT Npouece. Bo3emeM npocToit npu-
MEp: BaM HeobxOAHMO OTHIPABHTE MHCHEMO Mo novwre, JIng 37Tor0 HYXHO HAKACHMTBE HA KOH-
BEPT MapKy, 8 3aTeM OMYCTHTh nHcuMo B nouroped Awmk. Ha stom yyactue xnueHTa 8
npougecce ofcAYKHMAAHHA 3aKaHYHBACTCA — MHCEMO OTMPARNACTCA K aJpecaTty yke 6e3 cro
yuacTHa, Ecau ke o0neKTOM oBChYXWBAHHA BHCTYNAET HETIOCPEACTREHHO CaM KJIKEHT,
NPOUECC IHAUMTEIBHO YCAGKHACTCH. npﬂ.ﬂ.ﬂﬂ.lm.':l{l-lh{, yTo BaM HeobGxooHMmo nocCTpHME H
VIOXHTE Bosiockl. Jlna atoro naM notpebycrcs 3apaHee OMOBOPHTH ¢ NAPHKMAXCDPCKOH BpeMmsA
BA3MTA, NOLOXKIAThH B OYEPELW, 3aTeM, YKPHB fUIEMH HAKHAKOM, YETKO BLIPA3HThL MAacTEpy
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cBOM MOKEMAHHA OTHOCHTEARHO OYIyLIeH NpUEecKH, 4 TAKKE MOCTOARHO ODIATLCA C HMM,
noka on pabotaer Han pawelt ronosoit. Bo spems 310l npouenypsl MoXeT Dults 3aacHcTso-
BAH 11 OMH, & IICCKONBKC COTPYOHWKOB, H MM APMOETCA BLITIONHHTE HAMHOrO Dombie

onepaliyil.

MeCTO K BpeMs NPEAOCTABACHHA YCAYTH

Mpu paspabortke cucTeMb OBCAYKUBAHHA KOMIAHYAM, KOTOPLIE PaBOTAIOT B CCPBUCHOM
BusHece, 0BA3ATENRHO TIPUXOAWTCA PELIAThH OLMH O4CHb BAKHEIA BOMPOC: ADMKHBE IM KITH-
CHTB! MHYHO MOCCATE HX NPEANPHATHA, 4T00bLI NOAYMHTL KEMasMylo YCIYry, WIH ke yc-
ayra gomkia “npudt” k notpefnmemio (TaK, HanpHMep, Bbl MOXeTe MOHTH B MHULEPHIO
WM 3akazaTh NHuiy HA ao). Bonee Toro, BaMmMoncHCTERE MEXKIY NOCTABUWIHKOM YCAYT H
noTpefHTENEM MOKET MIPOHCXOAMTE Yepes hHIMYECKHE KAHANL, HAMDHMED, NPH MEPEChITKC
naKeTa N0 moYTe (KYPHEPOM MM Yepe3 MOYTOBYIO CAyXKDY) WU uepel INCKTPOHHBIE KAHANb
(KaK B cayyae uenonbiomanust Internet-yeayr, ro3BOAAIOIIMX MPOBCAKTE CHENKH B KWbGep-
npocTpaHcTBE). B npotiecce TIPUHATHA TAKMX YIpaMIEH4YecKWX peweHH ananmanpyercs W
YIHTHIBALTCA CYTh YCIYTH KaK TakoBOH, XapakTep PasMELICHHR KIMEHTOR (MCCTO MX XKH-
TETRCTBL H Mecto paboTsl), HX TIPEANOYTEHHE OTHOCHTENLHO BPEMEHH COBEpWEeHHA NOKY-
KH YCAYTH 1 &€ HCNOABL30BAHUA, & TAKXKE CTOHMOCTh CYLIECTRYIOLHMY BAPHAHTOB.

MHAMBHAY3AMIAUMA MAM CTAHAADTH3ALMA YCAYT

Yeayrd Takke MOMHO KNMACCMBMUMPOBATE MO CTENEHH MX HHIMBHAYATH3AUMM HAH
CTAHAZPTHIALMY, B MAPKETHHTE OUCHL BAKHO, CAEAYST AH MPEACCTIRIATE YCAYTY ONHHAKO-
BO /1A BCEX KIHIEHTOB MAM NMpoLEce oBCAyKHBAHHMA (U COMYTCTBYIOWME NPOLCCCH) CREAYET
HECKOMLKO BHAGHIMEHATE ¢ TeM, 4To0bl KaK MOMKHO TOYHEE YOOBICTBORSTE HHOHBHAYATLHME
noTpefliocTH KAKIOTO KOHKPETHOR KAMEHTA, Tak, HarpuMep, TIOANHCKA Ha obDcayxvpBaHHE
kaBenbHOro TEnesHIEHMA YacTO NPEANAracTed B HeCKONBKHY pasHuix BapHauTtax. O0CnywH-
BAHHE ODLWECTEEHRBIM TpaHCTIOPTOM, HanpuMep asrobycom, HoOcHT Gomee cTaHAapTHIMpPO-
BAHHAIH XAPAKTED, MNOCKONLKY OCYILECTB/AAETCA CTPOTO MO DACTIHMCAIMIO H NO MOCTOAHHbIM
MaplupyTaM (B OTIHYME, CKAXKEM, OT TAKCH), OAHAKO TMPH 3TOM MACCAXHMPLl MOCYT CaMO-
CTORTENLHD BHOHPETH, KakHM peiicoM exatek W HA XaKOH OCTAHOBKE BOHTH HAH BBIHTH
[IpoBepKa 3pewis v OKYIUCTa ODLIMHO ITPOXOANT MO CTAHAAPTHOH npoucaype, COHAKD ECHH
BRISICHAETCA, MTO YEROBCKY HYXHB OYKH, AHATHOI B KAKAOM OTAENLHOM Chaydae DYAET MH-
JAHBHAOYANEH blM.

XapaKtep B3aHMOOTHOWEHMA C NOTPEGUTEARMM YCAYT

CyuiecTBYeT uensiif pag ycnyr, B NMpouecce [IPeAOCTABACHHA KOTOPHIX OTHOLUEHUS MeXK-
oy CyDBeKTAMH HOCAT YMCTO (hOpPMANBHBIH XapaKTep: OPraHH3AlKA 3HALT KaXN0r0 KIHMeHTa
(MnK, KAK MWHHMYM, ET0 KOMITBIOTED) M BCC BIAHMMOAEACTBHUA C KAYAMM KIHCHTOM PErMCT-
PHPYIOTEA {HANDHMED, KAK AP MCNONB30BAHHH BaHKOBCKOrO CHETA MAM B KADTOUKE MALM-
CHTZ Bpava-oxyaucra). OoHako €CTh TAKKE MHOMXECTEO YCIYE, KOTOPBIMH KAMEHTH ToNb-
3YIOTCA JOBOJIBHO YACTO, OCTABAACH APHM 3TOM HEM3IBECTHBEIMM N9 KOMNajiHH (HanpHMep,
TenedoHnas CTAHUMA HE DHKCHPYCT, KTO 3BOHHT HI YIHYHOMD TencOHHOrO ARTOMATA).
B rnaec 6 pacckuibpasTed, ¥TO B MPOLECCE NPEROCTARTCHMA HEKOTOPHIX Yenyr obalaTensHa
KNTyOHAA CHCTEMA IR KNMEHTOR, T.C. KJAHEHT MONET ITONbIOBATHCA YOJIVIOH, TOMMKO CTAB
YNEHOM CRELHATHO CONAHHOTO KiyGa Hnd mpHobpets aBoHeHT. 310 MO3IBOAAET perynsAp-
HO TIONIYWATE MRQOpMALIKI0 O TOM, KAKHMH BMIOAMH YCRYT OH DOABIVETCH Jaule, B Kakoe
BpeMdA WX npHolpetaeT M .0, A TAKMM NpPEINPUATHAM cepbl obcnyXUBaHHA, KaK TpaHc-
MOPTHHIC KOMNAHMM, TMADHKMAXEPCKHE, XHMUMCTKH MITH pEeCcTopaHkl, YTOORI 3280eBaThH
NOCTORIHBIX KIHEITOB, HEoOXOAMMO TMOCTOAHHO TIPENNPHHUMATh, AKTHEHLIC ARHCTBHA.
KowHeyHo, aBToycHbIE NapKkH HE PETHCTPHPYIOT, CKOIBKG Pa3 MX yCIyTaMM ROCMONLI0BANCS
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TOT MIH HIIOH NACCAXHD, HO OHM YACTO BCAYT YUY€l BCEX NOKYIATCAeH MeCsMHEIX npoe3n-
HBlX, HAPOPMHPYIOT O NMOCREALIMK JOCTHAEINAX KOMIIAHHH, HIMEHEHMAX MapIIPYTa WAM
pacrucanus, Hepenxo LIA MOOLIPENMA NOCTORMHBX MOKYIaTeAel KoMnaiMM OpraHuayloT
crneuranbl (LIC I-'.'.I'I:}'EIH NOCTORNHEIX KNWEHTOB WK NpeLnaramT MM pazHbe TIPOrpaMMBl NO-
ANBHOCTH HﬂanMEp, MAPHEMIXCPCKEA HIH XMMYHCTKA MOFYT pPerUCTPHPOBRATL MMEeHa M
aapeca CBOHX NOCTORIIBIX KMHCHTOR U NEpHONHYCCKH nﬁpama'n.c:.q K HYM CO CrcUHak-
HLlMM BRMOOHLIMH NRCLTOMCHMAMH

Crenexb COOTBETCTEMA CNPOCa H NP AAVOHRHHA

B nexoTopwix oTpacnsx cpepel odcnyxuBaliua crpoc na yYomyrd ctaGuncii, Ho datue
BCCMO Ol TTOABCPACH INAUHMTEALHLIM Konebanusam, B rnase 14 mul paccMoTpuM BOMPOCL,
KOTOPLIE MPUXOAMTCA PELUATE MCHEIKCPAM CCPBHCHBIN (IUpM B YONOBHMAX CHABHOTO KOne-
Banma cnpoca na yonyrw. B rakMx cuTvaumax cnesyer Aubo MCnoALIOBATE AONOIHHUTENL-
IBIE HAM PE3CPBIbIE MOWHOCTH, AMBO paspaboTaTh MAPKCTHIITOBYID CTPATErHIO, CRIOcOoBHYIO
NpeAYralbiBaTe, YHIPILIATE H CHAKHBATE YPOBEHDL CITPOCA ¢ TEM, YTOOL MPHBOAWTE Er0 B
CODTBCTCTBME € NpeioMeHues, ChelyeT MoMiMTL, YTO HA YPOBEHE CITPOCA BJIHAST OTPOM-
OB KONHYeC1B80 (PAKTOpOB, KOTOPLIC MBI NOIPoGHO obCyaMM B 3Toll KHUTE.

Poab coopyeHHi, 0BOPYACBaHHA H NEPCOHaAa B NPOLECCe OGCAYKHBAHMS

OnulT KNUEHTA CEPBUCIIOTD MPEANPHATHH B ONMpEleNeHHOE Mepe 3aBHCHT OT TOrO, 4TO
Oif BHIHT M C KEM BCTPCYAETCA B Tpouecce ofcnyxupanna lMoaywafiTe, Ha Kakke sHEWHHE
Hetany oBpallacT BHIMAIING nauMenT, yaxogacs s boasixue. Bo-nepseix, 3to dacax ana-
HHA W HANWYHE NAPKOBKHM AnA aBTOMOOWREH, MHTEPLED KODPMAOPOE W MoMclueHW, mebenb
H oDCTAHOBRKA B nanate, HANHYWE CTONOBOM, OCHAWEHHOCTh COBPEMEHTIbIM MEAHUIHHCKHM
ofopyroBaHueM M KAMECTBO yxoaa 3a nauveHTamu. IlpeGuipag B GoneHUue, nyckaid naxke
HCCKONBKD Ailci, ycnosck O0f3aTeAbHO MoohlUaeTed ¢ BpauyaMM ¥ MeICecTPaMM, BCTPETHT
HAPYTHX COTPYANKKOR, HapuMep paloTnukor cronosofl, yoopmiHLu, 6yneT HaXOOHTLCA CPESH
TAKMX #E NaUHEHTOB, KAk ou caM H naoboport, ecAd, nanpumep, Yenopeky HeobXooHMOo
NpoCTo caenath Tehedot bl 3BOHOK, BPAA M eMy NpHIETCH BOCNOAL3OBATAECH KAKHM-THEC
Opyrum 00OpyIoBaHHEM, KpoMe TenetDOITHOIO ANfapata, WiH xe obWarkcd ¢ MPEeACTABMTE-
nAMH TEIeh ol HON KOMIamy,

PoAb pasHbiX KAGCCHMKALIMK

ErnaccHMKAUHOHNIBE CXCMbI, KOTOPBIE MBI TOABKO YTO PACCMOTPENM, NOMOTAlOT Me-
HEe@XKepaM OTBETHTE LA CACOYIOWME BOKHBE Bonpocs: “B yeM e ASHCTBATENBHO COCTOMT
nawa yenyra? Kakue TRl nmpoueccor 3aaeifcToBalibl B CO3NAHKM OCHOBHOIO MPOOYKTA,
KOTOpBH MBI NMpemnaraeM kaueHTam? M, rosops o KnMeHTaX, KaKylo ponk WrpaioT oHH B
npougcce obcayxupaiua?” Orserst Ha 3Td Bompockl GYRyT pasHbBIMH B 33BHCHMOCTH OT
ApoUECca, KOTOPEIT NOKHT B OCHOBE CO3MAHHA H NpedOcTaRNeHHA ToH HAH HHOH KOHKpET-
HOH yonyr, Takuu of6pa’os, Mbl NOZOUITH K HIYUEHHID HAHOONEE BAXHOIMD KOMMOHEHTA
13 8Ps HHTErpPHPOBAHHOIO MCHCAKMEHTA YCIYr, 4 HMEHHO Mpoleccd, B XOAC KOTOPOro CO3-
naOTCH W TpeaocTammioTes yenyrw, [napHoe sHuManve DyneTt yaenmeHoO OCHOBHOMY Cep-
BHCHOMY MNPOLVKTY, ODZHAKO CAGOYET MOMHHTE, YTO AOMONHMTEABHBIE YCNYrH He MeHee
BAXKHBI, 2 MPOUECC HX MPEAOCTABIEHHS B 3HAYHTENLHOR CIENMEHH OTMHYAeTCA OT mpouecca
OKA3a1MA OCHOBUBIX YCAYT,
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YcAyra Kax npouecc

MypuaM — npofaBuasM TOBAPOE He 0OAIATENBNO 3HATE cReUH UKy NPOHIBOACTEL TOHA-
pOB. 34 STO HECYT OTBETCTBEHHOCTE NIOAH, KOTODEIE PYKOBOZAT 3apodamMu M (abpukamy.
OnoHako B ¢tbepe youryr cHtyauMAa Apyras. TTOCKOMBKY KAKEHTB! YACTO BCCTO MPHHHMAIOT
HEMOCPENCTBEHHOS YYACTHE B MPOLECCE MPOU3IBOACTEA YCAYIH, CEPRHCHBIM KOMITAHWAM HE-
0GX0OAMMO JOCKDHANLHO 3HATH BCCH NpOLECC ODCNYRHUBAHUA W TO, B KAKOH CTENMCHH B HEM
yIACTBYeT NoTpebuTent. Mpoiece npedctapnaeT cobolt Habop AeHCTBHA WM onepauHi, Ko-
TOpBEIE OOLIYHO BWNOMHAITCA B OnpeAesieHHOM mocneporaTenshoctH. [oaymaiite of 3ra-
Max, KOTOPLIE HYAHO NPOHTH ITOCETHTEMIO NapHKMaXepCkod: OH HOLKEH 3apaHec No3BO-
HHTh K HOMOBOPHTECA O BCTPEYE, NPHATH B CANOH, NOLOXOATE B OYEPSAH, BhIMBITE FONOBY,
oBCYIMTL C MacTepOM pa3HLE BAPHAHTBI NIPHUYECKH; CnpelcieHHOe BpeMA CHIETE B KPECne,
HabMIOAan 32 MPOUCCCOM CTPMMCKH M YENALKM M fapas [TapHKMAaxepy peKOoMeHOalkK, pac-
INIATHTLCH B KACCE M, HAKOHCLL, MOKHHYTh CalOH.

[poueccel ofcnyMBAUMA OTIMNAOTCA MO CTencHU croxHoctd. TIpH npenoctamieHuy
HEKOTOPLIX YCIYT, HarnpKMep, MPH Janpapke Gaka MAWMHAB BEH3HHOM, HYXKHO BbINOAHHTL
BCErO fKIlL HECKOIBKO TIPOCTBIX oncpallMil, a npy Nepcro3ke MAcCAMWPOB MEXIYHAPOM-
HEIMH 2BMATTHHUAMM TpebycTCs OrpOMHOE KOMMYECTEO PalTH4HBX Npoueayp. B noone-
AYIOLHY TAABAX Mbl PACCMOTPHM, K4K 3TH NPOLECCH MOMHO MPEACTABMTE B JAHArpaMmax,
MIBECTHMX TOf HAZBAHNWEM 640K -cxeMst, KOTODbLIE MOMOTAOT NOIATE, YTO HMEHHO NpoHCXOo-
NMT 8 NpoOLlecce NMpeAocTasAeHnAs ToH MaM MHOR yonyrd (a nopoit ykaselsaloT, Kak
YCOBEPIWCHCTROBATE KOHKDETHBLI npouece).

KaaccHdMKaumMa CepBHCHbIX NpoLeCCoB

Mpouece npeacraenaeT coOOH geRCTBUE WAM PEX NEHCTEMA, B X0f€ KOTOPBIX NPOMCXO-
AT npecbpasopaHde BBOAHMBIX GEAKTOPOB (HCMOJABIYCMEBIX pecypcoB) B pesynwTar [4]. Ho 8
TAKOM cnydae, yTo MoxeT npeobpiioBaTe opraHMIauua cdepw yonyr M Kak HMeHHO OHa
BRITTOAHAET 3TY 3a1a4y? Bhiresiior gee DoNbUME KATEropMH, KoTopue “obpabaThisaioTes” B
XOOEe CCPBHCHOMD NpOLfecta, — Moid M uivyeckue obbekthl. B GonbluyscTee cnydacs,
HAYHHEA OT MAcCAKMPCKHX NEPLBoIoK M Mo yenyr obpa3oBaHua, THABHBIM BBOAWMbIM dak-
TOPOM CCPBHCHOIO TIPOLECCH ABNAKTES CAMM KNMEHTH (Kak NpH CTPHMKE pOAOC MM aBHa-
MEpeNere), HO B ADYCHUX CHTYANHAX OCHOBHBIM Oyner TOT WIH WHOH ODLEKT, HanpuUMep
KOMEILIOTED, HyXAAtOLWHACA B pesonTe, HAK G MHAHCOBBIE HAHHEIE, KOTOPBIE HEOBXOIMMO
06pabotath. B HEKOTOPHX CEPBHCHHMX OTPAcAfx, KAK M B MpoHAROAcTBEHHOH cdepe, Mpo-
Hecc MMeeT (hHIHUECKYIO, MATEPHANBHYID NPHPOLY, T.2. MO ero 3aBepUIEHWH MBI NOTYyYacM
BHAMMEIE M ocazaeMBlid peaynkTar. Ho, Hanpumep, B chepe nHMOPMAITMOHHLIX Yoayr Ipo-
UECC, KAK TIDABWAO, HOCHT HeoCs3aeMLlk XapakTep.

PaccmaTpHBan CepBHCHLIE MPOULCCH HCKMIOYHTENLHO € OMEepalHOHHON TOMKK 3peHHs,
mq BHIHM, “ITO MOXCHO BBIIC/THTL YETRIPE WHPOKKe Ipynns yonyr. B TaGn. 2.2 npencrasne-
HR KNACCHMKAUMA, OCHOBAHHAA HA PAINEACHHM OCAIEMEIX AERCTBHI, HanparieHHuX NHGo
HA 4Yenopeka, mifo Ha xaxue-TO duIMyceKkHe ODBEKTH, ARNAIOWIMECE ero COGCTBEHHOCTHIO,
H. HEOCA3AEMEIX ﬂ:ﬂcrﬁnﬁ HAMPARTEHHBIX HA CO3HAHHE YENOBEKA WIH €00 HEMATEPHANBIbIE

AKTHBH.
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Ins kAol BHIIEYKA3aHHONM K4TETODHH XApakTepHLI CBOM crelHduYecKie Npouecch
NPEHOCTABAEHUS YCiYT, YTO OKA3blBAST OrPOMHOE BAMSHHE HA JEATENILHOCTD MCHCLLKSDOR
No MApKETHHIY, ONCPALMOHHBIX MCHELXKEPOE H MCHCIDKCDPOB NEpcoHana. Mu GyaeM Hasbl-
BATh 3TH KATCTOPHH CTEOYIOLLHM oDpasoMm: yoryai, HanpasAeHHble HA 4eA0gexd; ycayeu,
RanpasieRKbie Ha Quadeckue obzekmi, Haxodauwueck e cobcmeenHocmu Heacsexa; yeayeau,
HANPABNEHHBIE HA COINAHUE HET08EKd, W YCayeu, Hanpasaehnbvie HA NeMamepuanbHbie aKmugs.
HecmoTps Ha To, uTO yeayrit, 06beAMHEHHEIE B 3THX KaTEropusax, Ha MepBbii B3TAAL MOTYT
MOKA3aTECH COBEPLUCHHO Pa3HBIMH, AHATHI NOKA3WBACT, YTO, MO CYTH, JanecTEOBAHHEIE B
HHX TPOLLCCCHl MMEIOT OAMHAKOBBIE XAPAaKTEPHCTHKH. TTOSTOMY MEHEMKCPEI, paboTarwiMe
B OOHOH OTPACTH, MOMYT MOAYMATE AOAE3IHYID HRBOPMaUHIO, HIYMAH ADYTYle oTpacht H
MPMMEHAS CHENAMHLIE B XOAE STHX HCCREA0BAHHI BRIBOALL B CBOHX ODTAHHIALMAX.
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1. Yeayau, wanpagaennwe wa vetoseica. TIpumMepamn TakkyX yoayT CAYAAT MACCHXWDCKHE
NEPEROIKH, CTPHXKE B NapHEMaxepckod wiw yonyrn gawteera. Hrobu nonyuuts
HENACMBA PEIVALTAT, EUTHEITE J0AXHLD HIMYECKH TIPHCYTCTROBATL HA NPOTANC-
HHH BCEMD POLICCCE NTPENOCTABRCHHA YETYIH,

2. Yeayan, munpogaenswe wa ofsexcrrs cobomeennoomy. TTDHMEpaME TakuxX yoayr Amis-
TCH APHEUMOHHBE FDVI0EHE TEPEBOIKH, CTPWMKA FaioioR, YCIYIH XUMUMCTER,
B 9Tux Cayuasx NpRCYTCTENRE KITHEHTY He TpedyeTcs, HO NpUCYTCTBHe Obnhekra obf-
IATEBHO,

3. Yoavew, wanpagiennwe Ha cowarue werogexd. [IpuMepaMu yoayr nanHof XareropHu
MOTYT GuTh Pazafeuciivis, cNOpTUBHLIC MATYM, TCATPAALHHE MPCACTABMENHA M yC-
ayrv ofpoosaHui. B npougcce NEEAGCTABRNEHHA TAKOIO POAa YOIYE EAHENTH DOUK-
Hbl MPHCYTCTBOBATE MBLICJICHHD, (pHIMdeCKr HaXomack AHGO B TOM MeCTE, [ae npe-
JOCTARMALTCA YCAYM, — HANPHMED, HA CTAIMOHE WAH JEKUHOHHOR AVIHTODHM, —
mGo p moGom Jpyros, Boke O4CHL OTAXICHHOM MECTE, COEAMHEHHOM C MEeCToM
MPCACCTAENCH M YENYIH CHOTEMAMK TENC- WIH PARHOBEILAHHA MM KOMNEOTEPHOH
CBA3LI0.

4. Veayew, ocwosannwe ha ofpaiomee unghopwosyn. TakMe YOOYrH NPEICTABMHIOTCH B
cepe CIPAXOBAHHA, KOMCATTHHTE K Bavkosckux onepauwit. TIpH npenocrasme:my

NopoGHEY YCAYr YaCTHE WIHEHTA arpadHYHBasTCd ML MpopMacHMEM Ka3a Ha
NONEIOBAHAE  YCIYTOR, 4TO BO MHOPMX chydass BRNOANHACTCH 1Mo Module, 4epes
Internet may 1o rencony, 1.6 03 kakoro-nHbo Y4acTHA noTpebMTEAR.

TMonpobyes paiobpaTecA, JYeM HMESHHD OTHHYANTCE 5TH YETHIPE THIA NPOUESCEOR W [0-
YEMY IT0 TAK CHALHO BIKACT HA MEPKCTHHIOBBIC H ONEPAUWOHHHE CTPATEMHH M RA CTpa-
TECHH YIPABICHIA MEPCOHATOM CEPBUCHBIN KOMAAHKHA.

Y CAYTH, HANPABARHHBIE HA YEACERKA

 ppeBRHefUHX PPEMEH MONH HY#UIATHCE B YCIYrax ONA YLORICTEODEHMA CBOMX TICpCo-
HafbHblyx MoTpelHocTel (3 CpOICTRAN NEPSIBMMEHKA, BA8, KHAbe, NeUEHWH K T.0.). YTobu
MOUTYUHTE YCIYTY NOMoGHOrO THRE, KIMEHTY HeolxonnmMo dHIMYeck CTaTh YacTe CHCTE-
MBl obcmyknBangg. TIookonsKy notpebHTeNs CTAHOBHTCA HEOTHLEMIEMON MacTRIO RpoLUECes,
OH HE MOMET TOMYHHTE KefaesMue BERITOML, HE XOHTAKTHOYA © MOCTABWIMKOM YOMYT “Ha
paccTOAHMM BUTAHYTOR pykn™. Kmenty Heobxoammo neyHo npuftmy vz ghalpuxy yeaye,
T.C. B YCTAHORMHHOES MCCTO {MHOMA MEepeIBMKHOe, KaK, HanpHMep, TAKCH, MAPOM MM ¢1-
MOAET), B KOTOPOM JTIQAH WTH 3BTOMATH (MAW o T, M ADYIHE) OKAIMBAIOT HYHKHYID EMY Ye-
ayry. Ho, koticuna, GeeaoT ciIyyam, KOTAA NOCTIRWMEK YCAYTH CaM NMPHXOAHT B BubpanHoe
KMHEHTOM MECTd, FPHHOCE ¢ coboll Bee HeoBxOMMMBIE ANA MPEROCTABNEHMA YCIWVEH HHCT-
pymenTsl. B xauecTee NpHMEpa MOKHO YIOMAHYTL Bpauel, KOTOpMe BREIXRAWNT K B0IEHO-
MY HZ I0M, W TAPHKMAXEDOB K KOCMCTONOIOR, KOTOPLIE J6aKOT cBol paboTy Ha BRIEIpE.

Yrofist MONYHTE BHIGIY OT YOUIYT 370/ KaTCropHH, KIMEHT gonked GWTh FOTOB K 8K-
THBHOMY YHMACTHI) W COTPYIH HUECTRY B npouecce odCAyaHeaHml. CTencHs yUacTis MoXer
BAPLHPOBATECA OT MIATHMHHYTHOIT Npociia B ropoackKoM ARTofvee A0 ANMMTEHLHORO KYpca
neqenya 8 DomsHuue, Mexoy 3tmud DByMA KpaflHOCTAMM MOTYT BMTL TAKKE AeftcravaA, Kak
3AKA1 W TIPHEM NMHLIH B DECTOPEHE, MLITEE, CTPICKKA M YKAZAKA BOAOC B NapHKMaxepckolt
WITH RPOBEAEHIE HeCKonkkHX aneil B orene. PeavmeraroM JaHHOO THMa ofcayvikusaixa {no
HCTEMEHHM ONPEACACHHOND BPEMERM — OT HECKOALKHX MMHYT 00 HECKOILKHX MECALSR)
GyOeT KNHEHT, XoTophifit npMO M 6 HYWHOE MECTD WIH YTONKA CEofl ronom, MOTHO H CTHIL-
HO MOCTPWTCA, XOPOLUO OTAOXHYA & OTERS WM YAYYIUIT CBOE N0pOBLE.
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Ana MeneKepos oMelib BKHD PACCMATPHBATE NPOLECC M ST0 Pe3YNBTATHL, MCXONA W3
TOro, 40 MPH ITOM NMPOHCXOAWT C KAMEHTOM (MM APYrHM OOBEKTOM, Ha KOTOPHE Hanpas-
AcHA yenyra), MOCKONLKY JT0 MOMOKCT ONPEACAWT: BBIFOAb, KOTOphIE CO3JAIOTCS B XOHC
aroro npouecca. Habmonenue 3a CaMMM npoueccom No3BONAETCH TAKOKE BBIABHTD HEKOTO-
pbIC 1eiNACOBLIC HIACPKKH, 3ATPATH BPCMEHH, YMCTBEHHYIO M (PM3MNECKYI0 HATDY3KY, 4

nopoi AKE CTPAX 1K BOMb, KOTOPLIC CONPOBOKIANT NPOLECC MOMYHEHHA KNHEHTOM Xe-
NACMBIX U151 11EO BLITOA,

YCAYTH, HANPaBACHHbIZ Ha OOBeKTLI COBCTBEHHOCTH

Ouenn gacro KAHENTL! oBpallaeTca B OpraHH3IaumH cthepst OGCAYXHHBAHMA 30 YOIYraMH,
HAMPARICH HDLIMH 1a 0OBCKTEL WX CODCTBCINOCTYH, HANPHUMED PEMOHT LOMoB, 3a6opoB, ma-
WHH WA KOMOLIOTEPOS, MHCTKA OACHALI, NeYelIMe JOMAIIHMX KHBOTHEIX H T TTpH npe-
JOCTABMNCHHH TAKHX YOOYr TMROLHCCC HX MPOX3B0OACTAS W TTOTPeDIeHHs MTPOHCXOAWT B pa3HbIC
MPOMCKYTKM BPCMCIIH. BB kauecTee IPHMED MOXHD YNOMAHYTE YCIYTH XMMUMCTKH, CTAHUWH
TeXHHYECkOro obcnyxupanis anTomobunell, cknanckoro xpaHeHHA, PEMOHTA HMYLLIECTBa
(and NPOLASHIHA CPOKY CrO DKCIIVATALIHW) MM yXog 3a XKMBBIMM obbexTaMy coBCTBEHHO-
eTH. B Ty Me KATCrOpHIO MOXHO BKITIOMHTL JOMONKMTEABHEIE YCAYTH TIO TPAHCTIODTHPOBKE
W XpaliCiiMIo TOBAPOD, GNTOBYID H PO3IIMYHYIO TOPrOBMIO, YCTAHOBKY HOBOro oBODYACBAHHKA
W NPOMAXY CTAPOra, T.C. UelbiH nafop colnaowwmMx TOMOIHHTENBHYIO UEHHOCTE OTepaLKit,
KOTOPEIC BLINOMIIIONCH © OOBEKTOM HA MPOTHXREHHHN BCETO NEPHOAA er (PYHKUMOHUPOBAHHS,

Pranucckoe y4acTHe KIAHEHTOR B APOUECCE PEIOCTARIEHUA YOIYF TAKOTO pond HAMHO-
TO MCHBIIC, YEM MPH YCAYrax, [AAPABNEHHBIX HENOCpeHCTEEHHO HA Jdenoseka. Yrobel 3TO
JyyLLe NOHATL, CPABIHTC LOCTABKY MACCAXMPOB W JOCTABKY MOCHUIOK.

B neppom cioydae, wroBLl ITONACTE B HYKHOE MECTD, NACCAKHDY HYIKHO CAMOMY CECTEH B
TPAlICHOPTIIOE CPCACTBO W AOCXATh A0 MecTa HasHaveHwusi. Ecmu xe peub MAOET O CIyxoe
AOCTABKH, TIAKET HAL0 NPOCTO OTIHCCTH B MOYTOBOE OTOEREHHE (MM MOMpPOCHTE Kypbepa 3a-
GpaTh NAKCT NPAMO K3 AOMA WIH 0HHCA) W KAATh, NOKA 610 HOCTABAT MoayuaTeflo. Kak Mbi
BHOWM, ACACTBMA KIKCIITA B MPOLECCe NpeiocTaBNeHMs YCIyr, HANPARAEHHBIX HA OOBEKTHI
coBcruciHocTH, Gonee orpanvueny, Bee, yTo ncofixonumo caenaTs KIMEHTY, — 3T0 CHATH
0BBCKT, KOTOPLIH NYKAACTCA B PEMONTE; OfOpMMTL 3aKa3 Ha YCAYTY; OOBACHHTEL npobnemMy;
BO3BPATHTLCA CITYCTH NEKOTOpPOE BpeMA MNA NOnMeHHs OTPEMOHTHPOBAHHOTC OBLEKTA M
onaaTHTL cuer, Ecov e o0beKT, KOTOpHH HyxaseTcs B 0OCAYXHMBAHMH, HE NOILAETCA
TPAHCIOPTHUPORKE, KAK, Hanpumep, B cayvae ¢ maHpitadTHeIM OHIaAHHOM, YCTaHOBKOH TA-
xenaro oGopyloBailiHA WM DEMOHTOM XomoB, “thabpHka ycayr" AomxHa cama nepemMec-
THTBCA K KJIMCHTY €O BCcM CBOMM 0OCTYHHBAIOLIMM TEPCOHATOM, HHCTDYMEHTAMH H MaTe-
pHAJIaMI ANA BEIMOJHEHHUST HEOOXOOMMBIX paboT.

Kpomc TOro, CepBHCHEIH MpoLCCC MOXET 3AKNYATECA B PACNBUACHMM XUMWKATOB IUIA
YIIMMTOMEHHA HACEKOMBIX B OOME, B MONPaBHWBAHHM KHMBOH W3ropoxM Bo3ne odwmca, pe-
MOHTE ABTOMOGHIA, YCTAIIOBKE MporpaMmHoro ofecnedeHusa Ha KOMNBOTEPE HIH YHCTKE
MULKAKa. Pe3ynbTatoM CEpBHCHOTO NMpolecca JAHHOCO THNA QODKHO OMIThE yenewsHoe pe-
LeHHe TOH MAK H10H NpobaeMEl KIHEHTa WIH NMOBHLIEHHME KAYSCTEE TTPMHAMEKALIETO My
obbexta, Ouens BaxHo A noTpebutenei U 1o, yTobbl paboTel GEUTH BRINOAHEHB BOBPEMA.

YAy, HanpasAehHble H3 CO3HaHHE YeAOBeKa

K yeryram, HanpasAennbiM HA CO3HAIME YefoBEKA, OTHOCATCA YCIYTH 00pasoBaHMA,
HHBOPMALIMOHITBIE YEAYTH, NMpodeccHOHANBHEIE KOHCYABTALMM, NCHXOTEPAnHs, HHIYCTPHA
pasEnedeHMit W penurHo3nan aestensHocTs, Tlpotece MpeAoCTABNEHHA TaKMX YCIYT MO3BO-
ASET NPOHMKATB B COJHALIME YENOBeKa, (hOpMUPORATE ETO BIMMAAN W BIMATH HA £ro NoBe-
aerue, Takum obpajoM, KAMEHTh! HAXOMATCA B CBOSrD POLA MCHXONOTHYECKOH 32BMCHMOCTH
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H ONPCIACACIIILO CYNECTRYET MOTeHUMAT AT PASNHYHLA MaHHTYAALKE UMM, T03TOMY 30ECh
CCPBUCHBLIM (DMpMaM COBEPIUEHITO 1160BXOAHMO NPHIEMKMBATECA ONPEISIEHIILIX FTHYECKHX
HOPM M NCHCTBOBATL OCTOPOXKHO KM OCMOTPHTENLHO.

HTobs NOAYYHTE TAKYIO YCAYTY, KIMEHTY HY#X HO JATPATHTE OTIPEleNcHHOE BPEMA, OAHA-
KO ero (PH3IHUCCcKoc OpHcyTeTEHMe Ha “dadpuke yoayr” He obszatensHo B Bonwswnnctse
LAyHaes OT KAkenTa TpeOyeTca JTME NPUCYTCTEOBATE MEICAEHHO W BOCHPHHHMATE HHGOP-
MALMIO. DTA XapaKTCPHMOTUKA OTHHuIeT YOIV, HANpaBMeHIbIE 1A co3laHHe YENoBSKa, OT
YOAYT, HaNpapaceHHbiX Ha e¢ro Teno. Tak, HanpyMep, Maccamyp MOXET COKOiHO cMaTh BO
DPEMA BCCIO TOACTE WM BCC DABHO NONYYWT BEITOMY, KOTODYID OH CTPEMMTCA NOMY4UTh OT
JTOH ycnyri, T.c, I0BepeTcs oo Mecra HasHaucHMs. O@IIZKO, ECAH CTYACHT NPOCAHT BCIO
NCKUHIO, TO MPOCHETCA O TAKMM X, KAKHM Ha HCE NpHilen, He NpuodpeTs HMKAKNK Ho-
BLIX 3E(aHME.

Yenyrn B cdepe pasesedeHuii W o6pA30BAHKA YACTO NPCAOCTARAAIOTCA B KAKOM-TO Of-
oM MCCTC M € NOMOULLIY PATKO HAH TEAEBHASHHA TPAHCAHPYIOTSH AN HHAHBHIYANLHBIX
KIMCHTOB, HAXOMALMXCH ga)Xe B OMeHb OTAANeHHOA MecTHOCTH. OIHAKO 3TH Xe YOIyry
TAKXKE OKAZLIBAKTCA H TPRynnaM KAHelmoB “B XMBYI", B CrielHARLHO OTBEOCHILIX A 2TO-
re MecTax, HANpHMEp B8 TeaTpe KAH ACKUMOHHOM ayauTopuy. OuUeBHAHO, Bbl COIMIACHTECH,
NTO QUIYWEHMA, KOTOPLIE Mbl HMCOWTHBAEM HA “XWBOM” KOHUEDTE B KOHUEPTHOM 3aje B
KOMIOAHA C© COTHAMH MJIHM JaXKe ThiCAYAMH APYTHX Jlofefl, CYLUECTBEHHO OTNM4ANTCH OT
TCX, KOTOPLIC BOIHHKAIOT, KArga Mbl CMOTDHM ADAMYI0 TDAHCAALMIO 3TOT0 #e KOHULPTA NO
TCNCBH3ORY ¥ cefa aosMa. feno B Tom, UTO B NEPEOM Chydae MeHeIKephl KOHUEDTHLX 34008
CTAIKHMBRIOTCHA € MHOMECTBOM BOTIPOCOBR M 36484, NOAODHBIX TEM, KAKHE MpPHXOLWTCA pe-
WATE HX KOANEeraM B (PMpMAaX, NpelocTAaBRNAIOIIHX YOIYTH, HAMNpPaRleHHBIE HA 4eM0BEKa.
Touro Takcke yuactde B oBcyxneH M kakobi-nkiio NpofieMb! BO BPEMA NPOBEIEHHE TEIEMOC-
Td HCPel HHTEpaxKTHBHOE KabelbHOE THICBHOCHHE HE NOSBOMACT OUYTHTE IMOUMOHATEHYHO
arMoctpepy, KOToOpaA UaApMT BO BpeMs Ae6ATOR, KOTOpPWE BEIYTCA MEXIY NHOLbMH, HAXOIALLK-
MHCA B OAHOM TIOMCHIEHM M,

MockonbKy OCIIOBHEIM COLEPIKAHHEM BCEX YCIYT TOH KAaTErOPHH BLICTYNAET MHGOPMa-
uHst (HanpumMep, MyasiKa, roaoc WK BHIyaneHsie 06passl), €ro MOXHO NErKO MPCBPATHTE B
UH(PDOBLIE HITH aHANOMOBBIE CHIHARL H 3ANHCATb, A JATEM BBIMYCTHTE B BHMAE KOMMAKT-AMC-
KOB, BMOCO- MJH aYAMOKACCET, YOAKOBATE H TIPOOABATE KAK MHOGOH mpyroi ¢uanueckui
Topap., CnefoBaTeNbHO, TAKHC YCNYTH NOAOAITCA “MaTCpHanH3IalMK", TAK KaK UMH MOXKHOD
BOCMOJIBI0BATHCSH CNYCTSH HEKOTODOe BpeMA Noche TOro, KAK OHH npoksseacHe, Kpome To-
ro, OOHOH B TO XKe yCnyrod MOXKHO NOAL30BaTHCH MHOTOKpaTHO. Hanpumep, wa nporaxe-
HHH Y4cOHOIO rofia BHOSOKACCETY ¢ YUeOHbIMH MATCPpHaNaMH HA HCHAHCKOM fA3BIKE MOTYT
MpoOCMOTPETh COTHH PA3IHMAIX CTY.ILEHTOE.

YcAYTH, OCHOBaHHbIe Ha obpabotie HHpopmaLm

B Haim BeK CTPCMHTEABHOMD PAIBHTHA KOMITLHOTEPHRIX CHCTEM MogHOoe noHatHe “obpa-
6oTka HHpoOpMaUHK” NpeTepneno NOHCTHHE PeBOILROHHBE Npecipazosaiya. Ho e soa
HHGQOpMaLKA obpabaTHIBACTCA HCKINYHTENLHO MBWHHAMH, NPOJEcCHOHAME BO MHOMMX
cepax HCNOAB3YVIOT ANA ITOro TaKxke cBol uHrennekt, MudopMauns — sto camelit Heoca-
JAEMBIH THI PE3YALTATOB OOCAYMHBIRHA, HO H OHa MOXET NMPHHHMATE DONEE OCHIMEMYIO
diopMy ¥ XpaHHTLCH B BMAe MHCEM, 0TYETOB, KHHL, KacceT WK mucker. K yenyram, xoro-
peie GoNbWe APYrux 3aBucAT oT pdextueHore cbopa v o6paboTKH HHQOPMalLHK, NpHHAR-
NeXaT (PHHAHCOBBIC YCIYTH M MHOrHe npodeccHOHANBHLIE YCAYIH, TAKHE K&K ByxratTep-
CKHMH y4eT, MAPDKCTHHIOBLIC MCCHEADBAHHA, ODHAHYECKHE KOHCYbTAUHH, KOHCYNETALMH
0 BOMPOCAM VIIPABNCHMS M MEAMLMICKAS JHArHOCTHKA,
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3auacTyI0 B QCHOBE CYLRECTBYIOWMX CHCTCM NMPeROCTABAEHMA YCAYE W MOOeRel MX He-
MONLIOBAIIHMA ACHKAT APHEBIYKY B TPAAHLUKY. Tak, NCKOTODEIE CREUHANHCTEL K MX KIHEITHI
MPEATOYHTAIOT BCTPCUATECA AMYII0, MOCKWILKY, N0 WX MUSHHIO, TakuM oDpaiosM ony no-
ayqar Gonpwe WHdOpMalMKE APYC 0 APYTE M JYMUIE CYMCIOT Y3aTe moTpebuocTi obemx
CTOPOIl M OLUCHMTE HX BOIMOMXIIOCTH. ONIAKO NPAaKTHKAE NOKAILIBAET, YTO NOBCPHTENBILIC
OTHOWICHHA MOXKIO ¢ YCTCXOM NOCTPOMTE M TOLESPMMDATE, TOALIYACL HCKIIOYHTCABIIO
Tenedioiiiiol CRAILID WUNM NeKTpunnod novurod. Tlo Mepe TOMD KAK COBEPUEHCTBYIOTCSH
TEXHOMOTHA | JIOAH BAMHHAIOT BCC aKTHBIEE MENONLIOBATL CPCACTEE BHASOCBH3H H DCCYp-
cht Internet, denocpeacTeeinioe obenue NOCTABIUMKA YCIYTH € KIHEHTOM HAMMHACT OCy-
WECTREMTLCA Na BCE GONBILIN PACCTONHMAY,

Pa3AMyHan CTerexb Y4acTHMA KAMEHTa B npolecce OBCAyMHMBaHMA

Ecnu npencraskTe npouece obcnyaxMBIHHS B HATHANHON HopMe, CTAHOBHTCA OYUCRMA-
HBIM, YTO CTENEHL YMACTHH KNMEHTA B Npougcce o0CNYHHBAHKA CYUIECTBEHHO BADLMDYETCH
B 3aBHCHMOCTH OT TOrO, K KAKOMY M3 YEThIPeX OAMCAHHLIY BLIWE KNACCOB OTHOCHTCH YC-
Ayra. Ha puc. 2 2 cxeMatvuiio oTobpakeHsl YeThipe CIeAyIOMMX CIHEHADHAT HOWIET B MOTE-
Ne, peMOHT BULEOMArHKWTOGWIA, NPOCTYIIMBAHKE NPOTIO3a MOTONL W 3aKHOYCITMC J0T0BO-
Pa O CTPAXOBAIMH JOPOBLA

TlpcacravsTe, uTh BBl CTAAM KOIHEHTOM B KEXIOM M3 3THX CAYMAEB, W ITOCTapaiTcCh
NpOYYBCTBOBATE CTCEHDL BAWECO AHUIIOND Y4ACTHA B NPOUECCE OKA3AHMA KOHKPeTHOH yC-
JAYTH K MTOHATE CyTL JTOTO yYACTHA

1. Hounez & momene (obcayocuserue modetr). Bul nposend uensiii MeHb 3a pyneMm u
CUNBHO yoTamu. Bul npoeikacTe MHMO MOTENA, HA KOTOPOM BHCHT OGLABNEIIHC O
HaNWYKK CROGOAHLIX MECT, W DPEWAETe OCTAHOBMTHCA Ha Houwner. Bw ocrasnsere
MAaLKHY Ha NAPKOBKE. TCPPHTOPHA BOKDYT YAOKCHA, 30aHHA HENABHO BHIKpalleHu B8
npuATHBIA UBeT. Jliobe3nbid nopree ofopMadeT Baille MPOMHBAHWUE M BBLIAET KMIOY
OT HOMepa. Bu Depere ¢ coboft Hl MalHAL HeODXOAMMLE BELMH W HaNpaBAFETECh
yepes nepeanui opop K cBoeit komuate. Tlocie pywa Bkl YKNANLIBAETECH B NOCTEb,
OTAMYHO BHCMABLUKMCE, HA CNEAYIOWEe YIPO BB BCTASTE, OMSBACTECH, CKAAALIBAETC
BEULW M ONAZYHBASTE CHET, & COTPYAHMEK YXe ApYroH CMEHM MPHHHMAET OT BAC KO-
yi. Bw nokupaeTe MoOTEAb.

2. Pemonm sudeomazrumocbora (obcayscuganue sewjeld). W3-3a ONUTENLHOND MPOCMOTRA
BUACOKACCET KAMCCTBO M306pAKEHHA HA JXPAHE BAWEro BUOCOMATHHTOQOHA yXYA-
unocs. B koHue KOHUOB Bl HaxogdTe B TenedioHHOM cnpaBodHHKe TenethoH aTenke
no peMOHTY GHITOBOK anmapaType, PACNOAOXEHHOrD Henoaanexky oOT Bac, B arente
CAELMANTHCT GCMATPHEAET BHICOMArHUTOGOH W OSMAeT JaKTOMEHHE, YTO Heobxomm-
MO MPOBECTH YMCTKY BWICOTOAOBOK ¢ nocaedywueid HacTpodkod annapaTypel.
MpennoxkeHHad LEHa BaM AOOXOAWT, M BW COINAIACTECHh HA PEMOHT, HA KOTOPbIH,
NO CRoBaM MactTepa, YAROeT 1pu aHg. TexHuyeckHH cleuHanicT YHOCHT BALL annapar
B MacTEpcKke, & BW nokunacTe ofuc. B HazHayeHHwl cpoK Bel BO3BpALLACTECE 33
aumeoMarHutodoroM H omrauneacte pemont. [To BolspaileHHH DJOMOH BB ENO BKMIO-
yaeTe, BCTARMAETE KACCETY W HacNaxnaeTeth OTAXYHBIM H300pakeHHeM Ha BKpaHe.

3. [pozwoz noxodu (ydognemeopernte Mepmansiux nompebrocmeii). Bel X0OTHTE OpraHM30-
BATh NMMKHWK Ha osepe B Gukadiue BuixogHbie, OMake OXHH Baml IHAKOMBIH ro-
BODHT, 4YTO CABIWIAN NPOTHO3 Of yxyAuleHnH Torogk. Bevepom goMa Bl CMOTDHTE
no TENSBH3ODY NPOrHoa fmoroasl. Ha BkpaHe CMEHAKTCA METEOPOTOrHYCCKHE CHHM-
KW, Ha KOTOPLIX NPOCMATPHEAETCA MApPLWDYT TPOXONAEHWS TPOIOBOrO HpoHTa Ha
bnuxatimue 48 yacos, M AMKTOp COOOWAET, 4TO, NO NOCAEAHHM OaHHBIM, MOCTY-
MUEBIWMM M3 HaumoHanwHOro arepTeTBA METEOPONOryvM, rpozoeol ¢dpouT npodner
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HAMHOTO 10XHEE TOH MEeCTHOCTH, TO¢ npoxusacTe Bbl. BoopysuBluKce aroi undop-
MAUMCH, BK cOODLIACTE APYILAM, UTO NPHITIACHME Ha MUKHAK OCTAETCA B CHAC

4. Meduyinckas cmpaxogca (uiopsayuornoe offecnevenue), Tlepel KamabIM TOBEIM
yyeOHLIM CEMECTPOM BBl MOMYYAETE M3 YHMBEPCHTETA N0 MNOYTC MAKeT, B KOTOPOM,
KpOMe TIpouero, HAXomHTe GpOLIOpPh! ¢ OMTHCANHEM PAZNTHUHEX NPOTPaMM CTPAXOBA-
HHA 3OODOBEY S CTYAEHTOB XOTH BalleMy FOPOBEIO, 118 YUHThIBAA Ce30HNME an-
neprudeckuE peakuny, B ODWLeM MOMHO TOABKO TMO3IABHAOBATL, BLI TYT ME NpHMO-
MHHACTE CBOCIO NPYyTR, KOTOPWI{ #3-33 CePLEINOTD MOBPEXARHWA HOMW BHIVKACH
Bell OFLIAYIEATE CONHOHLIE cueta 2a jedeHiic He vsmes mMegpuMACkKoR CTPaxoBKM,
yToBbl TIOKPHTL ITH PACXOMAL, EMY NPHLLIOCE NMOTPATHTL BCe CBOM CKPOMHBIE COe-
DCREHHA H IAKC TpolaTe HoBsiH asromobuan, TTo3TOMYy, perHCTpHpyAck hia cne-
HYIOLIMI CEMeCTD, Bbl JETAETE MOMETKY HATIPOTHE MPCLTOKCHNA O BOIMOXHOCTH Jic-
YCHHA B CTAUMOLNAPE C MEPHOAHYCCKHM MEIMUMHCKMM oborcaoBatiney  3ateM Bhi
JANONHALTE CTAHOAPTHYIO OpMy, B KOTOPOR yKasblBacTe Hepbxosumylo Mugiopma-
LHI0 M3 HCTOpHH DONe3HM W JABEPAETE &€ TOAMHCLKY [1OTOM CTOMMOCTE CTPAXOBKM
BKIIOMAETCA § oD cueT 3a obfyuenpe Yepes kaxoe-To Bpems BaM no 0o4Te NpH-
XOMMT YRefoMnesiue o ohopMIcHH CTPAXOREY BOKYMENTOR Tenepb MOXHMO we Dec-
NOKOHTECH 0 KAKHX-THOO HenpeaBracInIbIX PACcXOmLAX Ha JISUEHHE

Kak syaHo M3 NpelcTASIEHHBIN Ha PHCYHKE CXEM, YYACTHUE KAMEHTA M Cro pofb IHAKH-
TEALHO BAPLHPYIOTES B 3ABHCHMOCTH 0T XaPAKTEPA FIPEACCTaRMAeMOH eMy yoiiyrd B nepsoM u
BTOpOM C/iYMAE ONHCAHBL TPUMEpPE! GH3KYCCKUX Tipoueccos. B MoTone KAHEHT npuuxMaet
AKTHRHOC YYACTHE B pouecce ODCAYKHBAHHNY, 2 YCnyra MPpegoCcTARNACTCA B peaiibilOM Bpe-
MEHH, TMPHMEPHO KA MPOTSXCHHM BOCEME YacOB. Ja onpelelcHHYI MAATY Bbl CHHMAESTEe
HOMED BMECTE C BAHHOM KOMHATOH W npoukMH yaoGersamMi. Koraa sbl NOKHAAETE MOTENS,
Bbl HE MoOXeTe 3alparh © CODOM HK DAHY M3 COCTABMAADIIMXY YCAYrH, ofHaKO, ECIM KPOBATL
buuta HeygoDHOMR, BLl OMIPEENeH HOE BpeMs DyReTe YYBCTBOBATE CCOA HIMOMAEHHLIM H pa3-
BuThIM. Bawa ponk KakK KAHeHTA, ofpaTHBLIEroca B arcise OAA PeMOoHTA BMaeomarimrodo-
H8, CBOOHTCA K obcyAcHHID npobieMbl CO CNELIMANTHCTOM B TEYCHHC HCCKONbKHX MHHYT
By ocTapaseTe annapar b aTeNbe, a CRYCTa TpH AHSA Bo3spalllaeTech, yrobul 3abpats ero no-
Cli¢ PEMOHTR. 37eCh BEl AONXHE! TIONDMHTECA HA KBAUMQHMKALMID M NOPAAOHHOCTE CNELMA-
JKCTA, KOTOPBLINA Gyner paGoTaTh B BAE OTCYTCTBME, NOTOMY KAaK (akTHYECCKM Bbl HE TPH-
HHMaeTe Y4aCTHA b CAMOM NPOM3BOJCTEE [pOAYKTA-yonyTH. Bdigekr nonyyenHol yeayru B
HAHHOM ClIyqae owytHM TOMBKO COYCTA KakKoe-TO BpeMA, KOCG2 Bel HaYHHAETE NMONL3OBATL-
cf OTPCMOHTHPOBAHHBIM BMIEOMATrHHTOGOHOM

B cnemyioliux IByX cAyMaAxX ¥NHCHT 1He MoXKeT (u3ddeckd “omyTHTR' cam npolecc
OKA3AHMA YCIIYTH, 4 ero poie Kak notpeGuTens yonyri OCTaeTcAa BechMa naccHsHoll [Moa-
FOTOBKOH MpOrHoda norolb 3akMmecTed Hapwodanehoe G1O0po METeOpOAOrHH WAM HeKad
Apyras CreuMankian cTpyKTypa. CBElcHMA O NOTOOHLX YCIOBHAX COBHPAaIOTCH ¢ MOMOLLLIO
CreUManbHOrO OGOPYROBAHMS, YCTAHOMIEHHOTO HA CNYTHUKAX, CAMONCTAX, HA3EMHLIX CTAH-
uHAX, JlaHHBIC OTNPABIAIOTCE HA KOMMBIOTEP, M HA HX OCHOBE COCTABMICTCS MPOTHO3 0 Me-
TEOPOIOrHMECKOH 0BCTaHOBKE B DANHYHBIX PETHMOHAX CTPaHbl 3aTeM BEOYLUHH TescoH3IH-
OHHOI'G TPOrHO38 ROrOME HiydaeT HHpOpMaUMio, NPERCTABNAET TCACIDHUTEAAM TEKYULYIO
KAPTHHY NOrOAHBX YCAOBUN W OAeT MPOrHo3 Ha Heckonbko AHe#d enepca Bee, uto pam
HYRHO, 4TOOLI NOMYMUTE ITY YOIy, — 370 BKJHIOWHTL ONPElENEHHYD TEIenporpaMMy,
NMPOCTYLIATL TIPOrHO3 M B COOTBETCTBHH C HHM CTPOMTh CBOM IUIaHBI 33 NPOCMOTP MporHo-
34 MOTOMB MPAMaR NIATA He BIMMACTCA — Bhl YK€ 3al1aTHAM 3a TENEBH3HOHHLIA NpHeM-
HHK W 32 YCTAHOBKY aHTEHIHE. BaM 0y®HO TOABKO MOTPATHTL HECKOALKO MWHYT 1A Npo-
cMotpa nporpamsbl [IpH 310M, OfHAKO, Na MPOCMOTP PAIWICKATELHBIX FPOCpaMM Bbl
MOXeTE TPaTHTE HECKOARKO YACOR B [IEHE.
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NPHITHILLHEH kA TR

Prc. 2.2, YNpOoueHHan CHema MDea0CTIBASHHA YCAYT PA3HEN THNOB

B ciyyae ¢ MEIMUMHCKAM CTPAXOBAHHEM BaM HeoDXOOMMO MMIUE MPO2HANMIMPOBATE
BOIMOKHBIE NPOTPaMMEl, BRIOPATE OOHY K3 HHX, KOTOpasA MOMXOEMT JNA Bac, JAMOAHMTIL M
NOAVKCATE GOpMY W OMJIaTHTh cdeT T[IpOM3BOACTBO YCIYTH MEAHUMHCKOTO CTPaxoBaHUA
(PAKTHYECKH BEINOAHAETCA B CTPAXOBOH KOMITaHWH 3mECh aHATIHIHPYIOT HCTOPHIO GOMe3HH
KAMENTa, BBIACITAIOT HeOOXOIMMBIC BHALI MEAHLHHCKOTD ODCTYXNBAHMSA UIR CTYNEHTOR Ka-
M0 BO3IPACTHOH [PYNINB # UX CTOMMOCTh, TIOCHE YETO MOAYYEHHBIE HAHHLIC KOPPEKTHPY-
IOTCA ¢ Y4ETOM TIPOFHO3HPYEMOro H3MEHeHHs ueH Ha Gyaywvid nepron CroMMOCTL Kax-
Ao KOHKPETHOW mporpaMmbl onpeieisercd B XOfe MEPEroBOPOBR MEXAay YHUBEPCHTETOM M
cTpaxoroil koMnaunch Yonyra aeficTEyceT B TeUSHKE BCero NepHONd, OroBOPCHHOMO B CTpa-
xoBom nonuce Ot Bac He TpeGyeTes BHKAKHX RONCMHHTENBHBIX IEACTBHH, KPOME CAY4aes,
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KOPAA TIPHXOOMTCH NPEABLABISTEL MK crpaxosol koMranuw, [MoresHuii addexr gannoi ye-
AYrY 3IDKINoMACTCA P BaINet YBEPEHNOCTH B INETPALLHEM HHEe, B TOM, YTO CCAM ¥ RaC YTO-TO
CIYMMTCH, O BAC nosaGoTATCA ¥ 2To e ckamercs naryfHo Ha pawmx chepexerunx.

PasHbie CEPBUCHDBIC NP OLRCCHI CTABAT PA3HbIE 3aAa4M
nepeA MEHEAKMEHTOM

Te samaum 1 npobremn, ¢ KOTORUMY CTANKHBAIOTCA MEHCLKEDBl OPTAH M3AMIH, Npeaoc-
TANAIOULIX YCIYrH OO U3 YeThipex ONHCAHHLIX DLIUE KATETDPHIL, BO MHOTOM painuy-
nu. KracenhMkaund npoueccor oyeHb BaXKHa ZNS MOHHMAHHS ITHX paznHYHA K paspabor-
ki IdxpexTHRIIMX cTpaTernl oGcnyxupaiua. OHA He TONBKO MNOIBOAAET YIHATDL, KAKHE
BEMDIAL MOAYACT NOTPEOUTCAL OT NPSLOCTARCHHA YOIYT KAXIOR KATETOPHMM, HO M NOMO-
HET MONATE, KAK J0NXCeH cebH BecTH kmHeHT 8 npouscce obcayxvBania. TTOHHMaHHE 3THX
paInH kit 0bTe ryaeT TakoKe NpoLiece sMBopa enocoba obCTYKHEAHHE HI HMEIOLLXCS BapH-
alTOB, MCCTO MAMA pAIMELMENHA CEPBHCHOrO NPEATpPHATHA M KHTEpsepa. Kpome Toro, aTH

Ellﬂll:;ﬂ cnocobGeroyior Gance 2PACKTHBHOMY HCTIONBI0RAHWIO WHOPMALMOHHEIX TEXHO-
AOTHA,

HACHTHOMKALIMA BLIFOA OT OGCAYIKMBAHMSA

CoBpeMeHMBIM MEHEKEpAM HEobXOAHMO NOHMTE, UTO ONEPALIMOHHBIE MPOLECCH, KAK
6w OHM 11K OBIAM BENHBI, BCC XXe HPeACTARMIOT coBOl AHILL CPEACTRO JOCTHXKEHHA USNH,
CamOC MABHOE — BLABMTE M OF1PCACIHTE, KIKHE BHLIFONL! KJTHEHTH] CTPEMATCS NMONYYHTL OT
CCpBHCIION KOoMManHM. CTpeMACE APSANARATL KAHEHTAM KOMILACKCHOE OBCAYKHEAHME,
MHOrHe hHpMBLI NHTAIDTCA JAHMMATLCE CPA3Y HECKONBKHMM BHAAMM NeATEABHOCTH. OOHAKO
CAMBIH coBpeMeltibil, MHHOBALIMOHIIBI] MOMXOE K cdepe YCIYF 3aKII098ETCH B TOM, 4To BCE
EIUMAalide AOJTKI0 OBITh CKOMLIEHTPHPOBAHO Ha [POUSCCE IIPEOOCTABTEHHA OCHOBHOIO
npoRykTa: 8 cdhepe rOCTHHHYHOTO OBCAYKMBAHMA — ynoBHAA KPOBATH; B TpaHCAOPTHOMH
chepe — GuLICTPaRd W CROEBpPEMEH HAA NEPeBO3KA MACCAKMPOR; KAYeCTBEHHAS CTHPKA OJeXAbl
B npadeuiioil. Hosple TEXHONOTMYM 9acTo HaWT OPTraHy3allHAM BOIMOKHOCTL NPEAOCTABAATE
ONHY M TY #¥e (MM YIYULEHHYIO) yonry aGComoTHO pa3HeiMi criocobamu. Hepeoko kaw-
¢HTH OBIBAIOT OMCHb AOBOALIBI TEM, YTO MOTYT TOAYYHTE TOT XE& peIyiaeTaT, HO GnicTpee,
npowie W B Bonee yaobHoM MecTe. QIHAKO MEHELKEpaM CCPBHCHLIX KOMMAHMH crepyeT
0HTE Ouellh OCTOPOXMHBIMY NPpHM HM3iMeHeHMM cnocola oboryxueannd. Henk3a WrHopwpo-
BATH TO, MTO MHMOTHE KITHMCHTHl Y3KE YCNEIM NPHBLIKHYTE K CYWECTBYOIEMY cnocoly H He
X0TAT MOALIOBATECA HOBEIM. Oco6GeHHD 3TO KACAETCA CHTYALIHIE, KOra npouece ofenysu-
EEHHA ABTOMATMIHPYETCH M HA CMEHY MOOAM NPHXOINT pasnivHoe obopynosaHMe W asTo-
marel. Tlosromy, urobel YIORICTBOPHTE KAK MOXHO OOMbLUE KIHEHTOB, CNCLUHATHCTAM, KO-
TOpLIe 3aHuMMaioTceda paspaGorkoi npousccos oGCAYKHBAHKA, cheanyer paGoraTe B TECHOM
COTPYAHHYECTBE C MADKETOoNoraM M dupMEr.

Ha uerbipeX NPHECACHHBIX BBIILGC CXeMaX BHOHO, HICKOABLKO CHALHO PA3NHYAETes Npo-
IORKHMTCALHOCTE noaesxore apdpexkTa paznnynnix BUAos yenyr. Motens npennaract ycayrs
B pLAUIBEHOM BPEMEHH, NMPHYEM KJIHEHT NDHHKMACT AKTHBHOE YYECTHE B npouecce obCIyxuI-
BAHHA: eCcli I€JIOBCK KPEITKO CITHT, NoAe3HbIH sdperT YeAYTH NPOSC/KACTCS HA NPOTHKEHHH
Beelt HOMM M €Lle HeKoTOopoc BpeMsa tnycTd. Hanpotis, B cyvae ¢ BHACOMATHHTOGOHOM
KIMEHT HEe MPHHMMACT HenocpedACTBEHHOMD YYacTHA B PEMOHTE annapaTyphl; Dosee Toro,
apherT yenyrd MPOARIAESTCH TOJTBKO N0CHE TOro, Kak BHIEOMArH HTOMOHOM CHOBa HAYHYT
nonp3oBaTLCA JomMa, [Tocle peMOHTA TCXKHHKA MOMET elle HoArMe rofs panoBate ANAfenLUa
OTIHHHEIM H30BpEKEHHEM, TeM CaMbIM NPOMICRAA MTOAEIHLIA 3ddeKT yonyry smioTs o Mo-
Melrta, KOTIa OTIATL eif rnotpebycTes Texuutcckoe oGemykisarue. [Ipx npocMoTpe nporiiosa
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NoroAL, KOTOPLIH TPANCAUPYCTCA B NpaMoM dPupe M3 TelecTvauy no JAPAMLS NOArOTOB-
AeHHOMY CUCHAPHID, MCAOBCK HCHONLIYCT CKOPLE He (PHIMHECKHE, A YMCTECHHBIE Clocob-
HOCTH. B ZaH1OM Cnyuac BLIFOAOH 01 3TOH yoiyri Gyaet didopmauns, Ha ocHoBe KOTOpOH
ee moTpebuIen MOXCT DLICTPO MPUIBITL TO HAM MHOE OTpaBlaliHoe pewuerue. M nakoxewd,
B CAIYYAC ¢ MCAMLIMICKMM CTPAXOHAIIHCM, POIb KAWCNTA B Apouecce oopPMASHHA MOAHCA
CBOOMTCH MIMLIE K 38R0AHCHID (DOPMBL W OMIATBL YCAYIM, B TO BpeMSA KakK NOAe3Mplii -
(GEKT B BMAC LYLICHHOTO CTIOKOHEIUNA “CAOBCKA GYICT OLIYIIATLCA HA NPOTIKCHMMK BCEro
CPOKA LEHCTBHM CTPaXOBOIO AOrOBOpAa. 3A0DPOBBLIM YCAOHCK MElitle BCCro xenaer obpa-

WATHCA B CTPAXOBYID KOMTIAHMIO 3 BLIIAWION CIPAXOEOFD BO3IMCIICHHS, NOCKOMLKY 3TOT
GAKT aFTOMATHUCCKH MIEHMOAGIALT, 470 © [IHM POHIOIID KAKOS-TD IICCYACTRE.

Anzand “pabpmrm ycayr”

Bee yenyry wMeior CHOMX MOTpefuTCneH (nu naneores ux HailiT™M), HO NPeROCTARNAIOT-
cil oHM no-pazioMy. CTEnenh y9acTHa KIHCNTA B Apouecce oBCIYKHBAHHE CHILHO OTAM-
YABTCH B KaXA0M M3 ONMHCANHLIX BHILC YCTWPEX XaTeropuil ceppucnoro apotecca. Huuro
HE MOMET MIMENMTH KT, 4TO B NpOLIECCE MPCHOCTARACHMA YCAYr, HATIPABJIEHHEIX HA 4e-
NOBEYECKOE TCHO, HCOBXOAHMO (PMIMUECKOE NMPHCYTCTBUE knMenTa na “dabprie yenyr™,
Ecrmu B aarunbiit MOMCHT Bbi naxoantecs 8 Hpwo-Hopke, a 3asrpa pam Hamo Geits B Jlouao-
HE, TO BAM HABEPHAKE MPHACTCH BIATE OHACT Ha MeXAyHapoOUbi# aswapeiic M MNpoBCCTH
HEKOTOpOE BpCMI B CAMOJCTC BLICOKO Hlal AmnaHtvrkod. Ecmu saM HYXKHO COSNATL CTRPHM-
KY, TO Bbl HC MOXCTC NOMPOCHTE KOTO-TO APYIOro NOATH B NapUKMaxepckyld BMeCTo Bac —
BCE ME MYAHO OyACt MOCHMACTE B KPECRC ¥ NAPHKMAXEPE JHYHO. A CCRH Xe CAydHicd He-
CYaACTHRIA cAyYait ¥ Be CTOMANK 10TY, TO UMCHHO BAM TIDHASTCA TPOATH MyuYHTENBHOE OO-
CABHOBAHMC ¥ OPTONCHA, CHENAaThL PCITIEH W HA HECKONbKG MEEeNb HAIOMKHTL HA HOMY FHC.

Yrobu! BuINT riMenTa na “¢gabpuky youyr” ocTasian TOABKO NPpHATHLIE BREYaTnenMa,
HYKIIO NPHITHMATE BD BHMMaILHG cheayowne dhakTopel:

¢ TO3MTHBRHELIA KOHTAKT ¢ OBCHYKUBRIOWMM NEPCOHANOM)

o« NPUATIHLIE BHEWHKR BMIL W HATCPLED camMoil “hadpuku yenyr™;

*  ydeHHe KIHenTa obpawaTsey ¢ oDopyAOBaHKeM A8 CAMOODCIYRMBAHHS;
e XAPAKTCPHMCTHKH H NOPELEHHE APYTHX KJIHEHTOR.

Korga mpouecc npegocTiBAcHUs yenyrd tpefyer (IMaMuecKoro rpHCyTCTBMS KIHEHTE,
ofcnyXMBaHHC QOMKHO HAYWHATLCA C MOMENTa NpHOBITHA KAMEHTA Ha “talbpuky ycayr”.
Hpexae Bcero KIMentTy noHazobxics Napkopka (WiM Kakas-TO Apyras MOMOWb B TpaHc-
NOPTHPOBKE A0 MECTZ HA3HAYEHHA H 0OpaTHo). Hem HONBile KIHSHTHL OCTaKITCR Ha “dab-
PHKE YCRYr”, TeM BEpOSTHEE, YTO MM 3aXOuMeTCH rie-TO MepexycHTh MAY TTOCETHTh TYANET-
HYIO KOMHaTY. KpoMe TOro, BoO MHOTWX CAy4aaX OT HHX OXMOAT AKTHUBHOFO YYACTHA B
npouecce obcrywupanus. M B Xopoluo OpraMMIcBAHMBIX CEPBHCHBIX (PHPMax KIHCHTOB
oGyualoT, Kak GOenath Tak, YTobbl MX YYACTHE B 3ToM Mpouecces BHIMG MaKCHMaNbHO 3d-
dexTirHBIM,

“Pabpuka yeayr”, Kyna HyxHo Symer npubuTs KIMeHTY, IOMKHA pasMeinaTecd B yaob-
HOM MECTE ¥ MMETh YIOTHMH, npomymMaHumii gusaidfi. Ecnn xe noMmeilleHHe mymHOe,
HebpewHO obCTaBNenD, SCNH B HEM HENPHATHO MAXHET, GA ELLE H PACMNONATacTCd OHO B He-
yooBHOM MecTe, TO, CKOpPEe BCEro, KIMedTH Oyayr HenosonbHBL MeHemxepam No Mapke-
THHIY HYKHO TECHO COTPYEHMYATD ¢ MX KOANEraMH, 3aHHMMAIOHMHCA ONCPAUHOHHOA aes-
TEJIBHOCTHIO KOMMAHWM, M COBMECTHO pajpafartmisate mu3aitH, xkoTopbiit Gui1 661 MPHATCH
Ans ¥iHeuTos M ynofeH mna paboth nepcodana, M ecnd BHEIMHHA BHA 3Z3HHA COIMACT Nep-
BOE, QMEHbL BAMHOE BRCHATACHUC, TO MHTEPLED HANPAMYIO OTPANKAET YPOBEHE OGCTYXHUBAHMA
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cepBHCIIOl opradusaunu. Yem Gonplic BpeMenK KAHEHTH NpoBoaat ua “dabpuke yenyr”,
TCM BaXXHEC TIPpeLNaraTh MM YIOGHLE i IDHATHLE YCHDEUR ODCIYMMBaHWS.

B cdepe YCAYr OUeHs BaXHa TAOKC paboTa McHemkepos mepecoHana. HMx aagava —
CHEAHTE 38 TeM, ytolLl COTPYHHKY HALTEXALMM obpaom obamues ¢ KAUMEHTAMH, HMETH
NPUATHYIO BHEUIHOCTE M COOTBETCTBYILLYIO XBanudiikaumio, oDaamgan BCCMY KAYCCTRAMM,
HEODXOAUMBIMY A paGoTul © JTIOALMH, M TEXHHUECKAM HaBbikamu, K coxanenwio, cne-
AYET OTMETHTh, YTO COTPYOHHKH CEPBHCHBIX (PUPM 3AYACTYIO HE MMENT MoAoBHLIX KAYeCTs.
KpoMe Toro, ecau npouece ofcnywusaHis TpeOYET BInMMOIEiCTRIA COTPYAHNKA W KAHEH-
TA, TO OHHW 0Da nNOAXKHBL 3HaTh, Kak #M paboTaTh BMecTe, YTODE! HOCTHMbB HAMAYHWHX pC-
IYALTATOB. InA 3Toro maxe COBETYHT MPOBOAHTE 1efonblune TPEHUHIK. EcTu Xe kayenTy
HEOBXOMMMO BHIMONNHTE KAKYIO-TO YACTh PafuThl CAMOCTOATENBHO (KiK FIPH CamooGeny M-
BAHIMH), TO ODOPYAOBAHMCE K cpeactsd 06y RHBAHMA GOMKHLI OBITE IOCTATOMHO NPOCTHIMH
B obpatenny,

AAbTepHaTHBHbIE cNocobbl NPEAOCTABACHHA YCAYTH

B otnmvme ot cnyuaes, Korga yonyrd HanpaBSIROTCH Ha YEAOBEKA, ECAM pedYb HAET 06
YCRYrax, HarpaeneiibIX Ha (HM3WYeckHe OOBCKTRI, COIHAHME YC/OBEKAE MAH HA HCMATCDM-
ANbMbIE AKTMBBI, AMYIOE NMPHCYTCIEME KnHenTorR na “thabpuke yoryr” e oBa3aTelLHO.
BudecTo 3TOro WM npemnaraerca na eiGOp HECKOABKO chocOGOB NPEAOCTABICHKA YCAYT,
NoceLleriHe KnMenTaMmM “Gatpu kK yeyr™; nocewe e KnnentTaMu reboneinore odmed, Ko-
TOPLIH AGXOAMTCA OTHenbHo oT “gabpuky yoryr" ) NpeflocTARTEHME YCNYT HAR AOMY HAM B
odiMce KAMEHTA, NPEIOCTABNEHME YCAYT HA PACCTOSHKMK,

B kaudecTeBe mpHMepa pacCMOTPHM MPOLCCC CTHPKH M MAXKKH OISR, T.C. YCAYTY,
HAMPAaBAEHHYIO Ha dU3IMueckuit obwext. Bo-nepBuX, BBl MOXETEe NOcTHPATh Geqne goMa.
Ho ecnu y Bac HeT cripaibnoit MAIHKHEL, Bbl MOMETE BOCMOABIOBATLCA YCIYIAMY CTHPRIb-
HOW MAWMHBI-ABTOMATA, KOTOPYID 30 OUNPCHefeHHYID ITNATY [MPelocTARAT B NpayeyHod
camoobcnywBatun. Ecau ke Bbl ApeanouktaeTe, YTOGB CTUPKY H MHUCTKY BhITONHSAH
NPOPECCHOHAN LI, KAk MHOMME JIOOH, eCAH pevb WILT 0 DOPOrHx Bewax, be ofpawiertech K
YonyraM npadedMHoil MM XHMYMCTKH, KYOA Bbl MPHHOCHTE CBOKY FPAIHYI0 oaexay, 2 Jabu-
paeTe YHCTYHIO M NouTH HOBylo. HacTo CTHPKAa BRINOAHACTCA B TOM X€ [OMELUEHHH, HO
CKPLITOM OT K143 KAKeldTa, HO MHOA OOEXIYy YBOIAT M NOLIAIOT CNCUHANLHOH XHMHYe-
CKOi 00paboTKEe B KaKOM-TO APYroM MecTe. B HEKOTOPHIX KPYNHBIX ropodax KoMImaHnd ma-
Xe 3aOUpaAlOT BEWH MPAMO M3 OOMA ¥ MOTOM JOCTABNAIOT HX KJIMCHTY, HO, SCTECTBEHHO,
Takasl ycoiayra Oyier CTOMTL HAMHOIO fOpOXe, A HCKOTOPBIE JIOOH MOMYT NO3BOANTE cebe
ONNavyHBaTek YCAYTH FOpHHYHOA, KOTOPan OVIeT MPHUXOIMTL K HHM B J0M CTHPATE W TNaAHTh
{ualwe BCErD BBLINDANAR TAXKE W Opyrvic pabory o aoMy).

CeroaHa CyLUECTRYIOT (HIMYECKHE H DNEKTPOHHBIE KAHAMH, MO3BOASIOILKHE MpeaocTaAB-
NATH yonyrd Ha paccrosHid. Hanpusep, BMecto ToTo yTOGE cCAMOMY HITH 32 NMOKYNKAMH B
MarasdH, Bel MOMCTS HAATH HYXKHHE BAM BCUIH MO Katanory ¥ 1o tenedioHy 3akaiath HX
HOCTABKY; MOXMHO cHeNars MoKyikH W vepes Interncl, smGpas HyxHwme Tomapul Ha Web-
cafiTax KoMnaHHHA-IpogaBLoR. A pammiHbie HHOODPMALHOHHLIE MPOIYKT, TAKHE KdK crie-
LHanbHLIE MPOTrPaAMMbl, JAHHBE MADKETHHIOBWX MCCIEIOBAHWA W MepeyHH HEABHXHMOCTH,
MOXHO ceronHs Hes npobneM 3arpyants ¢ MOMOLLBK) NEPCOHATLHOTO KOMITLHTCPA, OMNATHE
abDOHEHTCKYKY TLIAaTY.

CoBpeMEHHEBIM MEHE¥CpAM HEOIXOANMO TBODYECKH MOAXOAHTS C NPOLECCY COCNYXH-
BAHMSH, MOCKOABKY kKoMOMHAUWA HIPOPMALKOHHBIX TeXHOJMOTHH M ciykb kyprepckoit mo-
CTABKH, TAKHX, Hanpusep, kak Federal Express, 3acTanngeT CNCUHANMCTOB H noTpebiTenef
MEPEQCMBICTUTE BOIMOMHOCTH MECTA H BpeMEHM TIpEIOCTaRncHMA yenyrH. Ceroous, eciu
KIHEHT HYXEACSTCA B pemMolite Kakoro-nHBo ofopyaomaHMa, OH Moxer obpatHTeeR HEeno-
CPEACTBEHHO K MPOH3IBOAKTENI0 MENKHX 3anvacTei, MHITYA POSHHWHEX AauAcpos. Kypsep
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KOMTIZIHK 3ABCRCT [ICHCTIPARITLIA NpeaMeT (KoHeuTo, HARNCKAWMM oOpalom ynakosari-
HEIE), AOCTARHT CrO B IYHHOC MECTO W MEPC HCCKOABLKO AHEH EEPHET Cro OTPEMOHTHMpO-
pariisin. Ho cle yaobice 3erTpoinmil cnocol oSc/iy KHBaHHA, TAK KAk OH HCKTIOMAeT
BREMCHNILIC JATPHETR, CRITIANNILIC C TRANCNORTHROBEOR Beluk. Hanpusep, HenonkaiyAs Teac-
KOMMYHHKAUHOTINYI0 CBASE, HITKCHCDLL M3 CEPBHCHORD UENTPa (fAXe CCny OH IaXOIUTCa B
Opyroll 4acTy CHCTA) MOTYT VCTANOBKTL TPOGAEMY B HEHETPABHOM KOMTRIOTEPE KAHEHITA M
IMEKTPOH I BIM CAOCOOOM YETPANMTE GediekTn.

[TepeOCMBICICIIRG CYTH CCPBHCHLIY NPOLCCCOR, — 38 HCKTIOUCHMEM Clyvacs, Koria
yenyra NAMPABACIIA 11k CAMOrG MCHONZKA, — MOXET CnocoBCTROBATE NPEBPALLLIHIO YCAYTH,
TpeGYIIUEH BHICOKOH CTCNCIH KONTAKTA ¢ NOTPCONTENesM, b yoayry, B XOoAe NpenocTaefe-
HUA KOTOPOD TPEDYCTCH MHIMMARLILE KOHTAKT. oM xapaktep yonyru noigonser npe-
DOCTABAATE CC HE PACCTOMIIAH, BONPOCH AMIAALIA ¥ MccTa pacnonoxerwn “dabpuky yenyr”
Cy3aTed A0 PA3pABOLKH CC ONCPALMOMIEYN X3PAKTEPHCTHE. TaK, HEKOTOPLIE OTPACTeHblE
ofoapeBATCNN CHHTAT, 9Te B XX Dexe TPaaiMUMOIMAS GIHKOBCKAA CHCTEMA NPEKPATHT
CHOE CYWCCTHOBANMKE, # MB OYICM NPOBOAKTE BCE HAWK DaHKDBCKHE M KPEAWTHLIE ONepa-
uHH AHUEE ¢ OOMOUILI GankoMaTos, Tencdonos, REpCoHATLHBIX KOMTIBIOTEPOE H MOZEMOB
{cneayet, OAHAKD, BPH3NATL, YTO ¢ 3T0H TOMKON IPCHUA COMMAWAIOTCS AANCKO HE BCC).
Yenex 91000 mepexofs GYAeT RO MHOTOM JABMCETE OT TOFD, CTAMET 1M HOBbI NPOLECe npe-
MOCTAWICIHAA YEAYT NPOIIC, ACIIEEAC ¥ yaobIee DAN KIHEHTOE,

IPPeKTHEHOE MCNOALIOBAHNE HHDOPMALMOHHLIX TEXHOAOTMHA

OuyepsaNe, YTO YOIYTH, OCIORAHHWC H2 MHPOPMILKKE (2 3TO NONATHE DXBATEIBACT KEK
YCITYTH, HAMPABRGHHLE HA COMANHE YENOBEKA, TAK H Ha HEMATEPHANEHBIE AKTHEL), DOnLwWeE
OpYrHx BLIMPPBIBAIOT OT MPOTPECCA KIGOPMALHOHAEX TEXHONOrKR, MOCKOABKY COBPEMEH-
fILle CPCOCTBA TEACKOMMYITHEALMY W KOMIBLIOTCPIME TEXIOAOTHE 003B0RSIOT QHIHYeCcKH
OTACAHTE ONCPALHONIILIE OPOLECE 0T KAMSITOR, HCEMIOYNAA CaMy HeoOXonH MOocTE diuakye-
ckol poctagkd [5). MocTosGilo pacTET KOMHYECTE: GAHKOB, KOTOPLIE TTPCANArAIT KIHEeH-
TAM BOIMOMIOCTL YAPABNATh CBOMM CUCTOM W ACPCMMCIATE HNCHLCH, HE BHIXOOA M3 OOoMa
WM odpca, .o uepes KomnbioTep u Internet. OIHAKO TAABHAR HX 3AGAYA SAKNIOHAETCH B
ToM, STOGB YOCOHTL KIHEHTA B NPEHMYLLECTRAX paboThl ¢ SaHKOM 8 CCTH TTO CPABHEHHIO C
TPATHLHOHIIBY CHOCoBOM OBCHYRHEA IMA.

Cpenn Textioorid, KOTOPLIC OMellh CHILHO NOBTHAAM K NPOIONManT cnocobCcTBOBATE
HIMOCHCHHAM XAPAKTENA NPoUccea olCNYHHBIRHA, CIEOAVET BROCIHTh PALHO W TEACBHACHIHE.
TenesMICHHE, 3 TCRCPs elUe ¥ 10 HHTepakTHBHas dopma, TpENaracT HOBRE CROCOOLI
KOHCYALTHPOBAHMA, pA3ENeYeHHil, KYNLTYPHOMO W JyXOEHOM TTPOCBEMIEHHS CAMOH WIMpPO-
Kol ¥ NPCABALHO PaspoIHENHON ayanTtopHy. C MOMOWLLIO TEACBHIOPA MBI MOWKEM NOCTy-
WATh CHM(POHMMECKHA OPKECTP, NOCETHTL UCPKOBL H AAKE NOMYMHTE COBET MO CAA0BOICTBRY.
Bo MHOTHX CTPAHAX, KAK WILTEPHATHREA TRAAMUHCHHOMY cOocoDy nonyyexus obpal’osal s
{nocewenHe y4ebioro 3aBeleHHA), WHPOKO PAIBHT ANEKTPOHHEIR cnocob, HpkHM npuMe-
POM TaKoH HecTandapTHOH opme ofpasosanys cnywHT OTepemoiit yHueepeuter B Bens-
xobprTanuK. Yxe cepwe 30 ner Ol NpeLNAraeT CTYACHTAM BCEH CTPAHBI AOMYMHTE BbiClEEE
obpazosanme Ha Gase pagHo- W TenesswATENEHON cet BBC, Kolevyno, cCRYUWETE M CMOT-
PETL TIPOrpaMME! YIHBEDCHTETA MOTYT BCC, HO CTYOEHTBI, KOTOPHIE 3apCTHCTPHPOBANHCE,
NOTYYAKT TAICKE yuefHEIE MATEPHAIL), OHH BEINT GKTHBHBA OHANOr C MPENOLABATE/LAMH
Yeped oBLIUIYIO HAK MEKTPORHYIO noUTY H No TenedioHy,

Coronild CHCTEMa AHCTAHUMOINOMO O6YMeHHs nonkiyercs ocoloH NONYTHPHOCTLID B
alypuKaHCKHX CTpaHay, roe pcero 3% monomexs B popacte oT 18 mo 23 ner 3aKOHUHAH
KOMASHE, M eile mehbite ofnagact HeobXOMHMEMH NTPEANPHHHMATENLLKMMHE HABRIKAMM.
YVuxTHEER 3T0, B 1997 noa arugofl Muposoro Gavka uasan cpoi paGory AdpHranckdl
EMPTYANLIIBIA YHHBepCHTET, Brarcmapa vemy cTyAenTel 16 apHKAHCKMX CTpaH NONYUHAH
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BOIMOAHOCTE CYLATE JIEKUMH NpodecCOpPoB BEAYUNR MHPOBBIX YHHBCPCHTCTOB H YMACT-
popaTh & yueGHux cemmnapax [6]. Mlpenonasatene B CBOCH ayAHTOPHK MMTACT NEKUHIO Me-
penl KaMepoid, a ui0BpackKeHne 1o ONTHKO-BOMOKOHHLIM KaHanaM, MHTErPHPOBIHI (LIM M-
pogbiM JHHMAM [SDN MAKH no CnyTHUKOBOR CBA3M NOCTYraeT B BaulMHITOH, OTKyfd yKe
nepeHANPARMACTCH B PAIMMHEIE PEFHONEL ahpHKANCKOrD KOHTHHEHTA Teneps, Ranpumep,
cryacHT w3 pecnyfuku FaHa MOXKeT B peXXitMe peanblioro BpemeHH 0bCyaaTh Kakoi-116o
BOTIPOC C MpEroasaTeneM no Teaedoly, a cryaenTn 43 Kenud, Tanzaimn v 3umbabae —
pHIIHMATE YACTHE B 3TOH AHCKYCCHH.

Kak y¥e ropopuioCh B 3TOH rnase, A Toro 4robil ofecnedMBars KAMEHTOR NpCleibio
KAUECTEEHHEIM OCHOBIIBIM CEPBHCHAIM MPOLYETOM, HEobXONHMO YETKD pasrpaHHyYHpaTe OC-
HOBHYID H NOMOMMTENbHLIE Yoyl B 3HaunTenshol Mepe BYpHIA JMCKYCCHA, KOTOPYID
ab[3LIBACT HCTIONLI0BAHME Interniet, cag3ama ¢ oboyseMeM HMEHHO JONCAHKTENLILIX YC-
ayr, T.¢. ¢ nepelayed HHGQOPMALIMY, TAK WAK KHITaYe OTHOCALERCA K OCHOBHOMY TNIPOAYKTY,
HO HE C 3rpy3xoil cAMOTO OCIHIOBHOTD NPOJYKTA Y€PEed CETh. YPOBEHh PA3BUTHA CORPEMEN-
HBX TEAEKOMMYHHKALEHOHHLIX M KOMALIOTEPHBEX TEXHOMOrHH LaeT BOIMOXIIOCTE NOAKIIO-
YHTE KOMIBIOTED HAM APYIOe YCTPOHCTBD BBOHA-BLIBOAA B CeTh HMeped MecTHOro npoeafiaepa
yeryr. Momonbayg 3T BoaMoxcHocTH, BCe Gofblite KOMNankil paciiupalOT CBOE MpHCYTCT-
siie B Internet, coipaBas BCE HOBLIC H HOBLIC CAMTEHI, HA KOTOPLIX PalMELIACTCH WH{pOpMAa-
UK of WY TOBAPAX H YCHYraxX, ¥ Ha KOTOPIX MOHO CHenaTh 34Ka3 | faKe OMTaTHTL CHEeT.

Cerogpn Inteme! OxajuBaST OIPOMHOE BAMAHHC HA (DOPMWPOBIHHME HOBWIX CTPATETHE
cbriTa 8o MHOrHY otpacanx [7]. Mexny Tem, walue Bcero Takue Web-calThl HeMOHCTPHpPY-
0T MPHMED MAPKCTHHTA TOBAPOE ¢ MCMOALIOBAHKCM YCITYT, & HE MAPDKETHHIA OCHOBHOTO
CCPBMCHOND MPOAYKTA Kak TakoBoro. Ytobw yGeauThea B 3TOM BOOMMIO, TIOCETHTE CARTH
poprauui Charles Schwab v L.L, Bean. COwmT OCHOBHOTO nNpoiykta kowmnaHuud Charles
Schwab, npeanaranwei GHAAHCOBLIC YCIYIY, MOMET BEECTUCh HEMOCPEACTBEHHD Yepes Web
Ha Web-calire xoumanuu L L. Bean, HANPOTHE, NPEOCTARNEHO ONMUCAHHME TOBapoB ITOM
dupmbl # HHOpMAUHA 00 0OBEMAX NPOOa¥ KOMIAHHH H O FIPABHAAX WX OINATH B 3JICK-
TPOHHOM DEAXHME, T.6. 3TO APKHA ApUMEp MPeUTOXEHHA TOMLKO AOTONHWTEALHEIX, COMYT-
creyiommx yenyr, @axTHyeckas JOCTABKA OCHOBHOIO TMpOAYKTA GHpMbl — CNOPTHBHOM
OBCHE K TYPHCTHYECKOIO M CTIOPTHEHOLO CHAPSKEHHT — Tpedyer Henonu3osanus uan-
YeCKHX kaHamos, Tak, AMA DOCTABKH lJaKa3aHHWX ToBapos M yeayr & L L. Bean nonwiyioTed
YOMYyramMH KpYHCAmeTo nepepo3vymka, KoMnauwy Federal Express.

YcTpaneHMe HeCOOTBRTCTBMA MEIKAY CNPOCOM M NPEAACKEHHEM

Peaxue konebaHHA CTIpOCA M NPEAIOKEHHA — HACTOMIUAS TosnosHas Gone MU MHOTHX
MEHCIHEDPOB, HO B opepe MATEPHATHHOTO MPOM3BOICTBa (PHPMBI MOMYT CO3ZNABATL 3AIMACEHI
CBOHX TOBADOB H TeM CaMblM B OnperencHHoA Mepe Jaurware ceba ot KonebaHuit B copo-
c¢. Takas cTparerdns [MO3IBOAACT KM COXPAHATH HA CBOMX 3aBOJAX [OCTONHHENL YPOBEHL
fPOH3IBOACTBA, Y10 ODECMEYHBACT HEMATYID 3XOHOMHKIO cpeiactB. K coxanenuio, B cdepe
YCAYr 370 COenars Hamuoro Tpyiuee, Hanpumep, noreHuManbHas npHOBINE OT nycToro
MecTa B asvanafimepe OVIET ITOCAC BANETA CAMOJISTA YTEpPAHA HABCELHA, OTENb NOHECET
YORITKH, CH HHKTO He 3aBpPOHMpPYET HOMEP, NMPOHIBOACTEEHHLIE MOWHOCTH ARTOPEMOHT-
HOi MacTepCcKOR ByayT MCTONBIOBATECA HeahdEKTHBHD, eClH HUKOMY HE NMoHAmoOuUTCA OT-
PEMOHTRPOBATE MAMAY, H T.I. H waoBGopor, KOraa cNpoc Ha YCNYry MPeBLIAET NPEo-
KEHHE, OPraHHIAUNA TAKKE TePAET BOIMOKHOCTE TONydeHMs ceepxnpubbinn. Ecng wineHTy
HE YHACTCA FOCTAThH GHNET Ha aBvapelic, O BOCTIONEIYETCA YCAYTEMH APYIroro rNepesoiunya
HAY OTMEHUT noeagky. B Apyri eutvauuax xAMeHTOR 3&CTABIAIOT MOODATY OMMIATE B
OYepensx 10 TEX nop, MOKA 0CBOBOIATCH MOLHOCTH, HeoBxoauMEIe 1A HX o0CnyXHBAHHS.
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Kax npasuno, npofinemel HegOCTATOUNBIX MOWHOCTER HAMHOTO Yalle BOIHHKAIOT B
npoLecce 0BCAVKHBAHKA NodeH W QHIMYECKHK ODBEKTOB, YeM MPH NpeaocTaBieHHH yeayr,
OCHOBAHILIX Ha HHpopMaLinn, Palko- v Teaenepesayu, HAnpUMep, MOTYT TIPHHHMATE Te-
ACBHIMOHNDLIE ¥ PAIKONPHWEMIKKH BO BCEX AOMaX, KOTOpPLIE HAXQOATCA B TMpeaeiax Belua-
HMSA KAHLIA WIH NOLKTOvYeHk] K ceTH kabennHore renepMicuus. B nocnesMue roasl Bos-
MOMHOCTH NPEZOCTARAEHHA HNPOPMALHOHHBIX YOIYT 3HAMHMTEALHO pactlMpHaHcs Baaromaps
paipaboTke BLICOKMX KOMITLIOTEPHLIX TeXHONOrKA, UHGPOBOA CBAIM M JAMEIE KOAKCHANL-
HBIX Kabenei onTHUKO-BONOKOHHBIMH

B manioe BpeMs upe3BbIMAMHOE NOBBIMIEHKE cnpoca HA Internel-yenyrd NpHBeao K vac-
THYHOR Meperpyske TencKoMMyHHKALKOHHBX KAHANOB CBA3M, OAMako B Gnuxkaiuem Gy-
aywes nmpodaema OYIeT peIUSHA BRSIENMCM B JKCIAYATALMIO HOBLIX K3HANCB ¢ GoablIew
nponyckHoii cnocobuoctkio. Tak, Havano 1998 roga o3HAMEHOBANOCH OTKPBLITHEM NEPBOH
TPAHCATIAHTHYECKOH KHQOPMALIMOHHOR CCTH, KOTOPAS B 3HAYMTENLHOM CTCMCHWH pa3rpysu-
Ag Apyruc kanansl Internet. KaBeaw u coT HOBOTD NOKONEHHA, KOTOpbIE GYOYT NPOAOKEHEI
8 nepuok ¢ 2000 no 2005 roakr, obecneyar NPonyCKHYIO cNocoBHOCTL, B ASCATKH pai npe-
BhILIAIOIYIO CYWECTRYIOILYIC ceroans [8).

Ha, HeeMoTpa Ha TeXHWYCCKHME nporpece, pewnTs NpobieMy HEHOCTATOMIILIX MOLIHO-
CTCA NpY MPEACCTARNCHWH YCAYT, HAMPABNEHHLIX HA YeNOBEKA M 1A (hrandeCcKHe OOBeKRThI,
be3 IHAYMTENbLHOTO NOBLILUEHHA LEHW HA HUK, — 3a1a4a vamuoro Gonee chowuan [NosToMmy
YIpaRIeHHe CApOCOM CTAHOBMTCA MPOCTO HEODXOMMMBIM YCIOBHMEM [Nl YCOBEPIIEHCTROBA-
HHA TIPOUECCOR NPCIOCTABIEHHA YCRYT, PE3yALTATH KOTOPhIX HOCAT OcH3aeMLifl xapakrtep.
B aTtux chyyanx cepercHoH KoMianiH Heofxoaumo nubo kKakumM-To 06paloM MOTHBHPOBATDL
KAMEHTA MOALIOBATLCA Yoryroi He B Hac rMk, A1do lapaHee no3aloTHTECA O JONONHUTEbL-
HbhiX MMPOM3IBOACTREHHEIX MOWHOCTAX W paipaforarte CHCTEMY NpPelBapUTCALIONS 3aKasa.
Hanpuwmep, ronsd-avh MOXET NpHMEHHTL 06& 3TH CTpaTerHy, NpeAnaras CKHAKK TOCETH-
TeAM B OyOHME S1IM M 32PAHEE PETHCTRHDYA MIPOKoE Ha 4ackl nHK. Fpobnemol npu npe-
NOCTABNEH MM YCNYT, NANPARMEHHBIX A YCAOREKE, ARIMETCH TO, UTO KIMEHT MOXET M COrna-
CeH XIOATh B OYEPEAH TOMLKO KAKOE-TO OTPAHMYeHHOS Bpems. Y KakIOOro KNHeHTa ecThb
Macca Zea, MoITOMY CTOSThL B OUEPEIH WM COBCEM HEMHTEPESCHO, OYEHE CKODO XJAATH Ha-
DO&0aeT, MIOAK YCTANT M HAYHMHAIOT NPOSATSTE Hel0BOALCTEO. CNpasMThCH ¢ OUepenaMi
MOMOTACT CUCTEMA PEIEPEHPOBAHMA, HO B 3TOM CNyYae CHMCTEMA AoMKHA OniTe feaynpeyHo
Hana#seHHoN. Ecnn e peds HIeT 0 PH3IKycckHx ofbekTaX, TO OHH COBCEM HE NOCTPaNaioT,
eC/TH MM NPMEETCA NOJOMIOATH {KOHEUMHO, eCNW OHM He npepcrasnfior coboll ckoponopta-
wmicd Tosap). B manHosM cnyyae mng KIMEHTOB Oonce BAXMHO, CKOALKO BpPeMEHW OHH BynyTr
HIAATH, 4T00BI NOMYYHTs CBOKO Belllb OBpaTHo, ¥ UeHa yemyTH. KJIMEHTY He NOHPABHMTCH, CCIH
jaKasaHHast MM OHEXIA MM Mawuna He OYEeT BHICTHDAHA MAM OTPEMOHTHDOBAHA B YKa-
3aHHBE cpok. Bonmpoc ynpasneHHa cnpocoM W NMPOHIEoICTBEHHBIMH MOLLLHOCTAMH HACTONLKO
BAXKEeH AA 3(OheKTHBIONO HCMONLIOBAHMA BCEX aKTHROB cepeHcHOX upMsel (M, cneaoea-
TEMLHO, ANA NOBLILIEHHA €8 MPOAYKTHBHOCTH), YTO Mbl YOSNWAW ero obcyxacHWe ocoboe
BHMMAHKE B mase 13,

AFOAM KaK COCTaBHAA YaCTh CCPBMCHOMO NMPOAYKTa

Yesm Gonbure KIUEHTH BOBAEYCHH B Tpoucce o0CIyXHBAHMA, TeM DonblIC UM MNPHXO-
IMTCA KOHTEKTHDOBATE ¢ ODCMYKHBAOWKM NepconanoM (KaK BEl NOMHMWTE, OLHHM H3 3ne-
MEHTOR Komriexca 8Ps ABnswoTcA momOH — mepconan). [Ipw npemocTarRMeHUH YCAYr, Ha-
MpaBIeHHEIX HA YEMoBeKa, KIHEHTH CTANKHBAIOTCH ¢O0 MHOTHMH COTPYAHHKAMH W APYTHMU
KIMEHTAMM M 3a4aCTVi0 BIauMOfefcTBYIOT ¢ HHMH NOBONBHO ANMHTENLHOE Bpems. Muorue
CePBHCHbIE OpPraHM3aUMM LOCTHTAKT CBOMX SKOHOMHMECKHX uencd ©Gnaromapa oaHOBpe-
MEHHOMY OGCHYKMBAHHIO CPA3Y HECKOJNBLKHX KNHEHTOB. C 3THM MBI CTATKHBAGMCA B aB-
Tobyee, HA 3aHATMAX B VHHBEpCHTETE, B Kade, B napMiMaxepckoit M T.0. Korga 4acTeio
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npouecca obCAyRHPAHMA CTAHOBATEA APYTHE MIDLH, OHY MOTYT MPOKIBOAMTE KAK XOPOLLCE,
TaK M HEraTHBRHOC BACYATACHHE Hd IPYTHX KAHeHTOos, TAK, XOpOlUMe OT3bIBb CTYICHTOR O
NPENoAaBaTesie cnocoGCTEYIOT MOBLIWEHWED NONYNAPHOCTY Mo Kypcd, & MEeHHBLIE NOCeTH-
Tens MeDonald s, kotopeifi e yGpan nocne ceba co crofa, THWKHT CACHYIDILCTD MOCETHTENs
YAIORONBCTBMA OT npebbipaing B pecropade. HeBHHMATENLHOE OTHOWEHHE K KIIHEHTAM H
HEGpexHas BHEWHOCTE COTPYIHHKS ABMAKOMAHMM MOXKET MNPHBECTH K TOMY, UTO B Cleé-
LylOULMH pa3 maccakup ABAKOEL TOAYMAET, BOCTIQNBIOBATLCA MM My CUIC Pa3 yCoyraMi
3TOH KOMNAHMH.

Maberaifte ypeamepHLIx 0BobweHHH

TMTocne paccMoTpCHMSA OCHOBHEX NPHHUNANOE MENCHWUSA YCAYD Ha DAINMUHBIE TPYMABL ¥
BAC HOUDKHO CnOAMTECH oDlee MPEICTABMEHME M MOHHMAHHE PAITHYHH MEXIY paliHdiibi-
MH BHEAMW CepBHCHBIX npoueccos, B rmase | MB! NCPEMHUCAMIKM ACBATH OTIHYHTEALHBLIX
XAPAKTEDHCTHEK Yoayr, OOpatHB, ONHAKO, BAWIC BHHMAHWE HA TO, 4TO HE BCE yonyry obasa-
TENEHOQ BOMKHBLI 0GNafaTh BCEMM ACRATRIO XAPAKTEpPHCTHKAMHW. B taba. 2.3 nmokasano, na-
CKOMIBKO Ta MW #HAH XAPAKTEPWCTHKA MPHMEHWMA K YCAYraM, OTHOCHLUMMCA K 4eThipeMm
PAIHBIM KAaTEropHaM CePBHCHLEIX MpPOUSCCOR, OMHCAHHLIX B ToR rmase.

OTa Tabnmuua AeMOHCTPHPYET, 4T, KOTAZ pedb KACT HCKMIOUUTENbHO 06 OCHOBHOM
CEPBHCHOM MMPOAYKTE, TO BCE ASBSATE MEMEHTOR TIPHCYILM YCNYTaM, CEAIAHHBIM C 0BTy M-
BAHMEM NIOAEH, 4 HMEHHO K ASHCTEHAM MO OTHOLWENHID HenoCpeacTieHHO K caMoi ocobe
KRHEHTA, NpHW4YeM Opd YCNOBHM, YT0 PE3IYALTAT 3THX HeHcTBHR noggaeTca QUIHMECKOMY
BOCNPHATHIO. KpoMe Toro, npu ofcTyXHBaHHH BenEd WM B cayyse HHOpMaUKOHIIOTD
0BCHYXHBAHMS KIHCHT He BCErDa NPHHHMAaeT YUACTHE B MpoLlecce.

B ripournom Gonbuwieil 4acTH yonyr, OTHOCALUMNCA K KATEropHaM oBCTYKHBAHMA Bewed,
H YCNYr, ocHOBaHHeX Ha uHDoOpMauny, OsINM NPHCYIIM TIEPBRIE BOCEML MJIEMEHTOB. 3JT0
ODBLRCHNETCH TEM, YTO TPHMeHMAAACh TPANMUMOHHAY MOOeNbh TIPEIloCTARNEHHA YCIvr, Cco-
THACHO KOTOPOR KIHeHTY 0bA3aTERuH0 NDUXCARACCE NOCETHTE MECTO, 1A ero olcmyxueany-
. OcobBeHno 4eTKo TAKAS Moaenb pafoThl NPOCHEXWBANACE MPH MOPLAOCTABAEHHH GaHKOB-
CKHX W 0Dpa3’oBaTCAeHBIX yonyr. C NOABACHHEM H PASDMTHEM HOBERIIHX TEXHOMOrHRA M
CHCTEM YAANMEHHOM JOCTYNA MOARMIETCH MHOMECTBO HOBEIX YONYT, NPOM3BOACTED KOTOPDLIX
MOMHO OpraHM30BaTs B m0D0H TOYKE 3eMHOTO 1IAPA, 3 HX OKA3ZAHHE MOXET OCYLLIECTRIATh-
cA KakK no (HM3HYECKMM KaHANAM ¢ HCMOABICBAHMKEM TDAHCMOPTHOH CHCTCMbI, TAaK M MO
MCKTPOHHLIM KaHanaM CBA3H B KubepnpoctpadcTee. s NpOoABHACHHS H PEKIAME HOBBIX
yenyr HHGOPpMAUMOHHOTO TOKOMEHHA TPeDYIOTCA HOBRIE FOAXCME! ¥ MeToan. OcoleHHoEe
BHHMAaHHC BO BCEX TMABaX HAlIeH XNHCH YICNAETCH MEKTPOHHBLIM cpeACTBaAM oGCmyxMBa-
HHHA, a maea 13 nenMKOM MOCBAWCHa OOGCYKESHHID HORSRIIMX CEPRUCHEIN TEXHOTOTHIL,
Bonee noapoOHBIE CBEASHHA O BAHAHNK WHPOPMALIHOHHBIX TeXHONOMHIE Ha opMUpOBaHHE
DBIHOYHEBIX CTPATErHH MOMHO HAWTH B MATEDHANE N8 YTEHHA, TpEACTARAEHHOM [IXOHOM
HeittonoM, * PBIHKK yoenyr ¥ Internct”, KOTopelil nipeAnaraeTcs satiueMy BHHMEHHID B KOHLE
yacte TV.
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Pestome

B sroit Crane Mur YOCAMEHCE, YTO, XOTR YCAYTH B0 MHOTOM DAIHBIC, OHA BCE KE HMEIOT
Hemano oburkx xapakrepueTuk. Momno Geia0 687 Ooiro HAVYATE BIMHHBIR nepeycHb pai-
MMM MERLY TOBADAMH W YCAYTaME, N0 ML CYATACH, YTO MOAE3IHEE: BLIACIMTL PATHbLIE Ka-
TCrOPUK YEIYT H PACCMOTPETE MX MPoGneMel ¢ TOMKM 3DEMHA MADKETHHIA, ONCPALKOHHOH
ACATENBIOCTH W MENELKMENTA NCPCOHANE B KAKIAON KUTETOpHH,

KnaccHpHERUMA YCAYT, PACCMOTPCHHAA B 3TOH [ape, OCHOBLIBAETCA Ha UETHIPEX pad-
IR TWAAX CCPBMCHOND Mpouccea. TpelocTasncHie oAMKHX YChyr TpeByeT HENOCPEOCTREN-
HOTO KONTRKTR C KAMEHTAMM (CTPHKKS HAW TIDDE3N B ABTOGYCE), OPYIME YERYTH HAMPABACH bl
HA COTHANME YCNOBEKA (0OPAT0BAHNE | PAIBNEYEHHA), TPETLH HMEIOT NEN0 ¢ (DHIHYECKHMH
oUbeKTAMK, HCTBERTRIC OCHOBAHLE HA 0DpafoTke widopmauni (ByXrantepckdii yuer
crpaxopalie). Tencps Bl MOHMMACTE, 4TO NPOLCCC COANANHA M OpeHOCTRRACHHA AGoH
YCAYIH OKAIBIBACT OTPOMHOC BAMAHNE HA MAPKETHHE M MEHSMXMENT TIEPCOHANS CEPRUCHOM
opraHuaauvi. Pajpabotka CepsHCHOro npougcess — 3agaya o0Wwas, a He ogMoTo KaHKpeT-
nore ovacna, “Todnl oprand3auKa pafortana adubekTHEHO H HMENa GNarorTpHATHLIE WML,
MEHELLKCDAM W COTPYANMKAM HCODNOIMMO 3HATE W ¥OPOILO PazBMpaTRCH 0O BCeX ocoGen-
HOCTHY CCPBHMCHOMO NPOLCCCa HX KOMPAHEY (0CobBelNe, eCnE B HETD BOBRCYEHB KIMCHTL).

1. TMepeyncndTe, Ha OCHOBS KAKHX PATHBIX KPHTCPHEE MOMHO KNaccH(HUHPOBATE YC-
ayrs. B wem cOCTOMT NONL3E XREKOOTO 3TOM0 KAZCCHPHKAUHOHHOMD TOAX00A & TOMKH
IPEHHA MCHeLRepa?

L. TipuBeante NPUMCPB LTHTENbHBIX H KPATKOBPEMCHHED TToneaHuix adrhekToB, BO3-
HHEATOLIMY B NPOUSCCE DKAAHHA YCIYr, NPoAHANHIHPYATE HY CVTD.

3. Kaxuw oBpaszom MHTEPLEp NOMEMIEHWA, B KOTOPOM NPOBOOMTCA obBCIyKWBAHRE NO-
TpeBHTENCH, RMMACT HA CTEMEHDL YAOBAETBOPCHHA KAKEHTa ¥ Ha 3dbeKTHEHOLTL pa-
GOTE CyMaLMY cepBKCcHOR koMnamuu?

4. Kigde ©3 DOMOTHWTEABHBIX YCAyr Ha pwc, 2.1 moxng Geuio OBl oKasMBaTh “eped
AEKTPOHHLIE Kallans?

5. Kakue, no pawemy MHCHMHK, NpobatMbl STHYECKOFD XAPAKTEPA MOMYT BOIHHEATE B
NpOUECCE OKAMMHMA YENYr, CEAIAHHLN ¢ YIORNETEOPEHMEM YMCTBEHHEIX noTpedHo-
cTei venoseka?

1. CocrasbTe CrHCOK Kak MHHAMYM #3 10 yemr, XOTOPWMH EM MONLIOBANHCE 33 flO-
CACOHEOK HEIEAI. Pﬂﬂﬂlm HX Hi KATETMOPHEY 10 THITY CCPBHCHOTT NPOLCCCa,

2. CocTapbTe CNMCOK pasielx THnos “dabpHey yenyr”, KOTOPLE Bbi YaCTO MOCELLAETE,
W YERMMTE, CKOMLKO Pa3 B TeYCHHE MECAUA Bel MOCCIUWANH KEXIEH W3 HUX

3, B gaxpx cnyyanx KIHCHT MOKET JaMeHHTh QHIHHECKOE NOCCIEHME MCCTE DKAIAHHA
YCIYTH YAANCHHEM OBCIyIKHBAHHEM?

4, Kawwn obpasom Dpyrie KIHEHTE BOINeRCTEYIOT HA BRIUE BOCMPUATHE TOH HIM MHOMK
YCAYIM, B YeM NONOKHTENBHHS KNH OTPHUATELHEE MOMERTH TAKOTO anpaHua?

5. Bufiepite ogny H3 KPYMHLK ApOMpaMM AMCTAHUMGHHOTS OGYUYCHHA (370 MOXET
BriTh KaK ONPLICACHHLIR NpofeccHOHABHMA KYPC — MEIHUMHA, NpaBo, apiHTeKTYpa
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HT.IL., Tak U OBWMA BHPTYMLHBI YHHBEPCHTETCKMH KypC) M COCTABLTE KPaTKHE
OTHET 110 ¢¢ pealiM3auMm. KakoBo cOOTHOLIEHHE (DHIMYECKHX U INEKTPOHHMX Kana-
JIOE B ripolecce OGCay>iBans?

L.

2,

3.
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Bers M TEATE. B ACAM § R SKTEEH. ¥ Hi CO0M BCTE BRMOARL YXOAB,
1 KERALI HE QAHY MITDET Db,
— Bmara LLeRondp, “KaK Basa 310 NOHpaMTCA ™
{nep. T. Llermmoi-Kyne prg )

EHOTODLIZ EWHAR YEAT NPSANOAANAI0T SXTMEHOE BIBMNMOARHCTRIME HX NOALICBATEMA C Cep-

BMCHOR OPAHGALMER, BRACNER AMYHOE NOCEILEHHE NPSANPMATMA KM ofieHue © ero Co-
TOVAHMERNM, KK, HANPMMED, MW NOCELIEHS DECTORGHE HMAM MCNOALIOBAHNH YCAYT ABHAKOM-
FiaHHA, B APRTHX CRPHARK KAMEHTY HET HEDEXDAMMOCTH NOCEILATE OPHC KOMNaHHM, 3 ofBLaTsCA C
£ NOSACTABMTEABA: NDHACAMTCR AME TOMAE, KOAR WIO-TO CAYMSETCH, NDMHem OBlLeHWE 13480~
VO CIDEHHHMBASTCE Becesnf No TesshoHy. K STOR KETEropHd KOMMBHHI MOWHO CTHECTH No-
CTABLMKIE SASKIDOIHEDNMM H KEOEABHBIE TEAZEM IA0HHEIE KOMIEHMM,

B ZTof radee NoRAeT peub B0 BCEX BHAAK BRMMOAEHCTEMA MEKAY KAMEHTOM M ODCAYWH-
BHIOILER OOTBHMIBUMER, HAMHHIN OT CAMOTD HEIHAMMIEASHONO H JAKAHIMBAR HAMBOAEE BKTHBHSM.
AZITIMOTHEOM ABHRCH KHHMM 8 CUHTAD TO, Y0 B OCHOSE SKTMBHLE 1M NACCHMBHED KOHTAKTOR sMEkLy
KAMEHTORM, H CERBHCHOM KOMISHWER ASKAT BADAMHEAEHD OTAMYHBIE FDMHLHML Bo yeakTe, Ha-
CHOWBKD IHFAMTEALHOE BAMIHWE HA MBDAKTED JTON0 SIAMMDASACTEMA OKAILIBSET Er0 SKTHEHOCTE M
MPOADANMTEABHOCTh, KaKHM OO0a30M OHD BAMAET H3 $ODMMDOBIHWE CTDATEMA, HANDERAEHHED
HA MOBHILERAE NEOAYKTMBROCTH OECAYRMBICILEND NEPCOHAAT M KAUSCTEA OOCAYMMBAHHS.

Kaxaas W3 SETHDEX KATETODMM, HY KOTODBE YTADEHO DAIASAEHN BCE CePEHMCHBE NCOUECCH B
FAdEE T, NOADATYMEBAET, 4TD AM NOAYHEHMS YOAYTH OOR3BTEAHD TPeBYETCA NOTR St MMHHMEND-
HOR YUBCTHE £0 CTOROHS! KAMEHTE, DUEBUANGD, YTO XOMNAHMM CErOAHT NO-NPEXHEMY CTADSIOTCA
ESE MOAHD BOALUE BOBAEYL KAMEHTE B NIDOUSCC OKEAHME YCAYT NiDl TOM, HTO, K3K NPABMAD, 3TY
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WCAYTY MOMKHE NOAYHMTE M PM MEHEE SKTHEHOM B33MMOARHCTEMM € NOCTABLLMKOM YCAYr 3a4ac-
TYIO TAKOF NOAY0A ODBACHRETCH CTDEMABHUEM KAMEHTE K WHAMBMAYBALHOMY OBCAYMMBIHMID
OAHAKD BO MHOMA CAYMER 3TO NDOMCHOAMT NPOCTO OT HEXEASHWA MEHEAKEDDE NEDECMITDETD
TOAAMUMOHHEE NOAROAR K OKAISHA0 YCAYT 8 NOALIY HOBBIX NDOMOSCCHBHEX GODM, NDESAYCMAT-
[PMBIIOLLIMK MEHELIVIO CTEMeHE YUACTUR NOTReBMTEASH | CeDBMCHOM NpoYecce

B ABHHOM (/882 PACCMATIDUBAETCS, Kalm OBDa30M XBPEKTED M NPOAOAKMTEABHOCTE KOHT8K-
TOB BAMAIOT H3 BOCMPMATHE YOAWM KAMEHTOM M K3K NDEBMABHO YIDABAATD KOHTAKTEMM AAR
HaHEOASE MOHOTD YADBASTECEHHR NOTREOHOCTER KAMEHTA H NOAYHEHHA DEIYALTATA, HEAREMG-
o ANS CEAMOIA CEDRMCHON KOMIEaHHH, T 3TOM 3aTDANERINTCS CASAYIOLME BAXKHBIE N

1. Kakip 0608300 HIMEHEHHE YDOBHA 53aMMOARTCTEMA NoTDefMIess C CRPSMCHON KOMNA-
HWZH BAMRET HE CTDETET M MAaHMDOBAHHS MOOUECCE OOCAYMMBAHMA M Ha Cam Npouecc?
i 9. B YemOCTOMT OTAMIME MEKLY CEPRBUCHBIMM CNEDALMami “Ha CueHe™ 1 “ 38 Kyaicama™

3, YTO 18%0€ KDWTHNECKME NPOMCLUECTBKA M KAK OHM BAMAICT HE YACBAETBO[IEHHOC Th KAMEHTS
COCAMBAHMEM?

4. HTO MOKHO MOHATH, PACCHMITPMBER NPOLBCC OBCAYKMBAHHS KaK CEOROOPDEIHOE TEATEAb-
HOR NPEACTABACHUE?

5, Kak CraskBRETCA HEAABKBATHOR NOBEACHME KAMEHTA HA CEMIBMCHOM KOMNaHKMK, H3 e CO-
TIOYAHHKEX 14 HA APYTIX KAHEHTEX?

6, Kakad nOTEHUMENHER [DOns OTEOAMTER KAMEHTY B NPaLiecce obCAyHMBaHMA?

—_—

KAMEHT 4 CepPBMCHbIK NpoLlecc

Ha kakowm srane KAHEHT CTAHODNTCA ONHHM M1 2/1eMeHTOR mpouscca obenymHBarius?
Kak MBI e 3HieM, B cepe yoayr noTpebfHTenio oTBOOHTCH HAMHOTO Qonee akTHBHAaN
pofb, YeM B TIPOMIBOACTBEHHOM chepe. KOMMOAHWH, MpeAnaralonive YCNyTH, HanpaBaeH-
HEleé Ha YenoReks, obbIMHO OKHIAKLT, YTO KTHeHTH (UIMTeCKH MOCeTAT, KaK 3T0 Halbl-
paer Teonop Jlepurr, “dabpuky Ha mectax”, T.€. MECTO, TAE CMBACTCA B eOMHbI Mpoiecc
COZTAHHE YCITYTH, o¢ OKalanHe W morpebuenue [1]. CywecTByrOT H ATBTEPHATHBHBIE Ba-
PHAHTEI: KOTHA CIVHALIMA KOMITAHHH NpHe3kKaeT Ha oM HAW B ofpuc KidenTta nubo
BIRUMOmEHCTEHE KIHEHTa € cCEPBHCHO KoMNaHuel ocyIIecTRISET A HA PARcCTORHHH, YEpEes
PASTHYHBE QHINYECKHE HITH IMSKTPOHHAIC KAHAIEL

Ecnu knueHty oTROOHTCE B ripouecce oOCHY>KHBaHHH DOBOMLHO AKTHEHAA poib, 7O OT
HErD B 3HAMMTENEHOR Creleqd 3aBHCHT 3¢ubeKTHBHOCTE paboThl cepaMcHOM opraHnIailiy.
Huorma knmweHTY HeoDXOHHMO TECHO B3IAHMMOIeMCTROBATE ¢ PADOTHHKAMME KOMIEHHM, B
APYTHX CIYyYAAX OH MOXKeT pufpaTh noTHoe caMoobonyxHBanKe. OnHako B 0BEHX CHTYALIM-
AX KNMHeHT aKTHBHO YYAcTBYeT B NPOUECCe NpOM3ECACTEBa YCnyrH (CHTYau M, copeplieHHO
MPOTHEOIIONOXHAA ToH, KoTopast Habnomaeten B mponIsoacTeeHuoR chepe, ocoberto eciu
PeYs BIET O MPOMIBDICTES TOBADOE MACCOBOTD NOTPehIeHHA),

PazBMTHE TEXHOAOTMA H YHACTHE KAMRHTA B CEPBMCHOM NpoLecce

HoBBIE TEXHONOTHH OTKPEBAOT NEPEN, OPraHM3alHAMK HOBhie BOIMOXHOCTH NPOM3BOM-
CTBA M NPENOCTARICHHA YOUT, B OCOOEHHOCTH OCHOBHAIX H JONMOAHATENBHELX YCAYT, OCHO-
paHHBIX Ha oOpaforke uHpopMaunu [2). OmHaxo nepedTH Ha NPHHUMMHAMEHO HOBYW,
TEXHOJOTHYECKY) MONENs oOCHYXHBAHHA B YCTORBMIMXCH OTPACIAX HMOTA2 NOBOABHO
CNOMCHO, MOCKONBKY TpagMunoHHEN criocob oBcaYXEBAHHA XApAKTEPHIVETCA CHOMMBILK-
MACH YCTOSMH M KYABTYPOH, & TOCTOAHHbIE KJTHEHTH KOMOAHHH NPHBHKIOT QCNaTh T
HIH HMHOE olipeiticHHEIM obpazoM. [TosToMy HeKoTOophle cepBHMeHME GHPMEL CUHTAOT,
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YTO HAMITOrO MTPOMIE HAMATH MPCALATATL COBEPIIEHHD HORYIO YCAYrY, MPOLECE NPEACCTARNE-
HWA KOTOPOH HMYCM He OYIET UANOMMHATE ce TPAIMLMOINYIC npealuecTeeHHuyy. Tax, Ha-
npHMep, 4TOBE B NomioH MEpE BOCTIOAB3OBATLCH NPUMMYILECTEAMH Iniernet, [03BOANIO-
LIMME NPHBACYE HOBLX TOTPEOMTENCH M CHM3NTL M3LepHKH, amepwMianckuil GaHk First
USA Bank npunan poieHue OTEpuTh Internel-puinan, KoTopelif NOMYYHT LOBONGHD He-
obeittioe Mma. B cepesuuc 1999 roma wavan ceolo meatensHocts Wingspan Bank.com,
koTopuit paboTacT Noa fo3yHroM, NCPCRECTH KOTOPEIA MOXNIO npuMepHo T2k “Eoad maw
BalK OCHORAH CCrofis, o1l jonxen paborate uMenno Tak". 3a 10 et oo storo nodoBHyIo
cTpareruio Boibpan Gpuranckuil Britain's Midland Bank (veneps HSBC Bank): nog vaisa-
HueM First Direct b OTKPBIT DOHCPIMI BaHK, KOTOPBIA BICPEBIC HAMAT DHCTAHUMOHHOC
OBCAYRHBATIME KIHEHITOR HCKIOUKTEILHO No TeAedony. 310 6bin nepeuil Gank, KOTODLIA
paboran kpyriocyrouno W Ge3 BLIXOAHBIX M B CBOS BpeMf NPUBIEK K cefe npHcTanbHOoe
prHMmManue peeit Gankomckolt Mufyerpuy [3). (06 opranmsauuy W pa3esruK 3Toro Ganka
noapobllo PaccKa3blBACTCA B CHTYAUMK ANA aHanwia “ First Direct. BaHkobekoe oBenyxusa-
HHe 621 iuAHAnos” § KOHUE 3TON KHUIK.)

OueBHAHO, YTO BIAMMOOTHOLWENHA ¢ DaHKOM Tex KAHEHTOR, KOTOpGie MPEeanoyHTaioT
YAPAKAATE CBOMMU CHETAMM HCKIIOMKTEMbHO o TenchoHY MAM Yepe3 KOMMBIOTED, Kapau-
HanbHLM ODPAIOM OTNHYAIOTEA OT KOIITAKTOR, B KOTODBIE BCTYMAIOT KJMEHTHI, MPOLOAXKAA
MOCEIATh YACGHO pacnosoXeHHBIH s HUX dunnan Gadra. [Tepere ABHO OKAILIBAIOTCH B
BLIMTPLILIE — OHM MOFYT OBIWIATECA ¢ DANKOBCKUME CHYMAUHMH NO Telc(POHY HAH C No-
MOLLBE KOMMALIOTCPA HE3ABMCHMO OT BPEMEHH CYTOK M CBOEro rcorpacMyeckKoro pacrnono-
wenua., MM He npraxonwTea H3IMMCCKH TIOCCINATE 3taHKe Banka. KOHTAaKT KITHMEHTA ¢ BaHKoM
(pK 3ToM CROOMTCA K HCMOALI0BAHKIO CETH OAHKOMATOR, OXBATHIBAIDLUEH MpPakTHYeCKH Bee
DETHONBI, B KOTOPLIX MOXET HAXOARTLCA KNHeHT. [Ipd 3TOM KHOIrIa BAHKOMAT JEXE HE MTPH=-
HAULTEXHT DAHKY, B KOTOPOM KIHEHT MMeeT cyeT. JIpH BO3HHKHOBEHWM Kakoit-nubo npo-
GAeMLl MOXHO CBA3ATECA NO SACKTPOHHONR IOYTE MIH N0 TenedoHY ¢ LEHTPOM 0GCAYXHBA-
HHS KIHEHTOR, KoTapelit paboTaer 24 waca s cytkl. Taxum o8paioM, BIEYaATIEHHE KIIHEHTR
o pabote First Bank cknagbimaeTcd Ha QCHOEE TOM, HACKOABKD BHICTPO NPOMCXOOWT COSOM-
HEHWE ¢ OMEPATOPOM (COrMACHO MPHHATBLIM CTAHOAPTAM, BPEMS 100 COCOMHEHHA HE MOJLA-
HO nipepblwate 20 cexyHa AnA T5% BXOJSLIHX 3BOHKOB), HACKORLKO BEXUTHRO M npodec-
CHOHANLHO OTBEYAET ONEPATOP M HACKOALKO OMNEPATHBHO OH BLINOMHSAET CBOM (hYHKIIMH,
Muetne moneil o paSote WingspanBank.com 3aBHCHT TIpeMMYINeCTBeHHO oT yaobeTea,
MPMBTEKATENBHOCTH W MIPACTOTH HCNONbL3OBAHWA ero Web-cafita. Ecax neobxogumo nony-
YHTh KOHCYAbTAUMI, KIHEHT MOKET CEAIATBCA ¢ NpeacraBuTencM Oanka no tenedouny
(KpyraocyTo4Ho W 663 BEIXOOHBIX), MO BNCKTPOHHOK NMOYTE MAM AGCKE OTTIPABMTE MHCBMO
obbivHOR movyTol, Chaefyer, oOHAKO, OTMETHTL, 4TO0 XOTA DeKNaMHbld cnoran Web-caiiTa
Wingspan Bank.com YTBEDKIAET, MT0 CrO KAHEHTH “MOryT 3afhiThk O TaKOM MOHATHH, KaK
Bawkosckuil pabounil aeps”, Bee e o coctogHMio HA Havano 2000 roga Hexkeropele BHAR
obcnysuBaHus (Hanpumep, NPHEM 3AAE0K Ha BRIjAMY KpPenMTa Ha MpHoBpeTcHHE HeABM-
KHMOCTH), KOTOpbIC MPEJOCTABAAIOTCA O TencdioHy, MOXRO MOTYYHTE: TOARKO B YCTAHOR-
NEHHBE YACEI H TONBKD B palotwe OHH, T.€, C MOHeAGTBHHKA Mo cybboTy [4].

MouaTHO, YTO, MMYHO TIOCEIaN OTACAeHME DaHKa, KNMEHT pacxonyer GOnble BPCMEHH
W yCHAKM. Y Kadmoro oToeneHWA 6CTh dacH paboTol, B TEYSHHE KOTODBIX MOXHO NOMYYUTH
TY WA MHYIO YCIYIy, KpOMe TOro, Ha AOpory TyAa ¥ obpaTHO Taicke Tpebyercs onpegench-
noe speMd. [1pH 3ToM Ha BOEHATNCHHE KIHEHTA O GEHKE OKA3LIBAET RAHAHHE KaK BHEWHHI
BMIL 3IAHMA, B KOTOPOM OH PACTIONOMEH, TAK M ef0 HHTephep. BnoiHe BO3MOMHO, 9TO KIH-
EHTY noTpeOYeTCA KAKOE-TO BpeMs NONOXAATE B OMEPeNd; 3aTeM [MOCHeAveT oblieHHe C
KIEPKOM, KOTOPOro B DONLWKHCTEE BAHKOE OTACAACT OT KIHEHTA CTEKAHHOE HAH 3apelLlc-
YeHHOE OKHO (M3 coobpaxeHuil BesonaciocTH), ONHAKD CABayeT NPH3IHATH, YTO MHOrME
RIOOH TPEAMOYHTAINT TPAAMUMOHHB cnocob obcmyxHBania, oCoBEHHO cony OHW HOIroe
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BpeMSt IHAKOMEL ¢ COTPYAHMKAMM Ganka, KOTOpbie #X 0BCNYKHBAIOT, KM Xe CCIIM OHH He-
HonOOIHBRIOT ABTOMATHKY Tak, pelylbTATH HEAARHO NMPOBEASHHOID CPeAd aMEpHKAIILICE
onpoca fokaaany, yto 73% pecroHNeHTOB OTAAIOT APEAMOYTEHHE XUAOMY ODWCHHIO C pa-
borHuKaMu Garka, a 649 onpoLleHHWX 3AA0HAH, YTO ATA HeKDTOPEI Onepaumi HenoAb3o-
piMe Texnomorui sooBile nenpuemaemo (5] M sce ke, YUHTHIBAA OrPOMHBIE paiMepbl
AMCPUKAHCKOTO phiHka (DHIEHCOBRIX YCAYT, OCTAKOTCA COTHW TWICAY TCX, KTO MPCANOYHIAET
MCTIONB30BATL MOCTHXEHAN HoBefmux Texnonoruit TIpMucM, MO MHEHWIO CNEUMANHCTOR,
CODTHOWEHWE GyaeT YBEMHYHBATLCA B MOALIY NMOCASAHHX T10 Mepe TOTQ, Kak 1oBoe NOKO-
AeHHE XAHEHTOB, cBoDONHO 0BPALLAWUWKXCA ¢ TEXHONOTHAMY, GYNer NOnon—gTe pLIHOK, 2
pazaMdEbe “TexnopobuK” NAYHYT HCHe3dTh ¢ POCTOM ypoBHR obpalosaHHOCTH, N0 Mepe
pce Gosiee WHPOKOTD NPUMCHEH A BOCTHIKCHUHA HAYKH M TEXHHKH,

B ®axaoi oTaeabHO BIATON CHTYAUHM NOTPeGHTENM YCAYT OMeHb OTAMYAIOTCA APYT OT
apyra, 2 ofcaysupaiolivd nepconan paGoTacT © KaxAbIM KIMEHTOM nepcoHansHo 6]
UgM OONBUE H SKTHBHEE KIAMEHTHI NPHHMMAIOT yYacTHe B CEPBMCHOM Npouece obenyxHpa-
HHA, TEM BbilUE BEpOATHOCTH TOTO, YTO TIPOUECC OBCAVKHWBAIINA KAXKNOIO HOBOTO KIHEHTA
GygeT OTANYETLCH OT TOTrO, KiK OGCIYKMBATCA LPYrHe KAHEHTbI (AN 0aXe TOT XKE Cambli
KAMEHT BO BDEMS MPEIbIAYILEND KONTAKTA BHIMTORB)., STH BapuaLlMu HANEKO HE TAK YK [L10-
xH. [To cyTd, mMHomMe KAHCHATE TpebyioT K cebe MMEHHO MAOMBHAYAARHOTO NOBX0Oa, NnpH
KOTOPOM DHH BOCTPHHMMANHCE G KaK JTMYHOCTH €O CBOMMH MEPCOHANLHBIMKH 3anpucaMu
u notTpebHocTAMH. [Ina paboTHWKOB CEPEHCHEIX OPraHM3auMil oCHORHAA 3agaya B JAHHOM
CAYYAES JaKNIDYALTCH B TOM, YTOOBI ObiTh MPEACABHO MMOKHMK W YMETh HAXOLHTL KHAWBHIY-
anbHBIM MOEXOMN K KAXAOMY KIHCHTY, 8 HE ODCAYKNBATE €10 TOMHO Tak XE, KaK Npeikay-
wero [7].

MHorue npobneMbl, KOTopbleé BOIMMKAIOT MEXELY KiHeHTaMM M ofcnyxuBaioliuM rep-
COHAMOM CEPBHCHHX NPEANPHATHHE, OCHOBAHD HA HENPUATHEIX HHUKWIEHTAX, NMPOMCXOLA-
WHX BO BpeMsd HX KOHTAKTOR CTapasch MAKCHMARLHO YIPOCTHTE MPOUSCE APEAOCTABACHHS
YCRYr#, MOBBICHTL NPOAYKTHEHOCTE H CHH3HTL (DAKTOPR, HEraTHEHO BHAIOUWIKE Ha KaYecT-
BO YCAYIH, HEKOTOPHE KOMIMAHHH HAYHHAIOT HCMOMBL3I0BATE LOCTHKEHHA TeXHONOrHR ¢ TeM,
qTOBE] CBECTHM K MHHHMYMY M JaXe HCKAKUHTE KOHTAKTHl MENULY KIHCHTOM W ODCHY¥H-
BAOLLIMM MepCOHATOM. TaK HEeMOCDEICTBEHHLE MUYHOCTHLIE KOHTAKTHL YCTYNAKT JOpoTY
obCAYEWBAHKIO Ko Tenedody. Kpose Toro, obfcmyKHBAHHC ¢ HCMOALIOBAHMEM MepcoHana
BG MHOTHX CEPBHCHBX OTPACHAX CMEHASTCA CAMOOOCHYKHBAHMEM, HYACTO € TPHMEHEHHEM
KOMMBIOTEPHON TEXNHKM HIW NPOCTOd B ynpaencHHW annapatypsl. boree Toro, B page cay-
YaeB TONOCOBEIE TEAG(HOHHBIE KOHTAKTEL HAYHHAKGT NMOCTENEHHO OOMONHATECA HAH Ja¥e
soobilie BuTeCcHATHCA Web-caiTaMH cepBHCHEX KOMNaHK A,

KOHTaKThl B CZPBHCHOM NPOLECCEe: YDOBHHM B3AHMOACHCTBHS C KAMSHTOM

Kowmarm a cepsucwom npoyecce npeactaenset coboil mepHom BpeMEHHM, HA MPOTAXSHUH
KOTOPOTO KAHEHT NpHHHUMAET B O0CIYKMBAHMH HenocpeacTeeHHoe ywacTe [8] B nexorto-
PBIX CAVYHAAX BECH NPOLECE NPEAOCTAMIEHHA YUIVIH MOXHO CBECTH K EMMHCTBEHHOMY KOH-
TAKTY, B TEYEHME KOTOPOIO cpa3y MPOMCXOMMT 3AKA3, OMUIATE M HEMOCPEACTBEHHOS Npenoc-
TERIEHHE caMoH yonyrd. B Dpyrux cnyvasaX npHCYTCTEHE KAHEHTA TPEOYeTCA HECKOIBKO
pas, BIAHMOASIHCTEHE MOMET NMPOHCXOOMTE HA MPOTAXKEHUH ONPENeneHHOTO BPEMEHH, M K
HeMY NDHBACKAKTCH pa3Hhble CnyxKauKe, HHOMA obCAyKHEBAHHE NPOBOOWUTCA B HECKONLKHX
pasHBIX MecTax {kak, HANpHMEp, B CIYYae ¢ aBMAMEpEneTOM). XOTd HEKOTODBIE MCCIENOBE-
TEAR HUCMOMB3VIOT TEPMHH KONMAKIN NPOCTO IAA OMHCAHHA MEXNMMHOCTHBIX BiaHMONEHCT-
BUA, BOSHHKAKOLUHMX MCHOY NOTPCOHTEAEM M CHY:KALMMH CepBUCHON opraHn3aumnH [9], nna
nonydeHHA AeHCTRHICNBHO PEATUCTHYHON KAPTHHB! 1HeoDXOAUMO NPHHMMATE BO BHHMAHMWE
TAKKE KOHTAKTBI KIHEHTOB ¢ obopyaosaHueM png camoobemyxueanur Tlo mepe nospacTaHus
CTEMEHH ydacTH] norpebHTens B nNpouecce obHCAYKHBAHHA KOHTAKTE BVIVT CTAHOBHTBLCSA
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Gonee uyacTbIMH M TPONOJIKHTENbHEIMH  Mul CIpynnuposatd YCAyrd rMo TpeM YpPOBHAM
KOHTAKTOB € KNHEHTOM, OCHOBLIBAACH HA CTENMEHM HX BIAMMOAEHCTEBHA C 0GCIYKUEBAIOLIMM
MEPCOHANDM, MATEPHANBHBIMH ((PHIRYCCKMMH) JNEMEHTAMM YOIYTH WIH OByMA dakTopamu,
BMECTE BIRTBIMY (pHc 3 1}

OCHOBHOE BHWMBHHE
BaicOKaR YASNAETCA KOHTAKTAM
CTEMNEHb C O0CAYRMBINLLAM TEPCOHANOM
B3AMMOBACTENA

(CHOBHOR BHAMAHKE S5
YIEMRETCA 0oy EMBAHAIN )
CHCNONE3INBAHAEN
0G0y N0BAHIA

Puc. 3.1, Pasdme yDOBHM BIAMMOASIACTEMA KAMEHTE C CEPBMCHOM Orak3aLpei

ObpaTHTe BHMMAaHHKE, YTO TPAIWIMOHHME GaHKOBCKHE YCMAYTH, YCIYTH, NpeRocTap-
nseMble GaHkaMK 1o temedony, Wik GaHKopeKoe 0BCMYKHBAHHE Ha JOMY C HCMOJB30BA-
HHeM Web-caitTa DanKOBCKOH OpTaHM3aluH, pacTnonoXeHLl HA CXEMEe B COBEpPUIEHHO
Pa3HEIX MECTax.

K yeryeam ¢ auicokumM YpogheM asaumodeliicmaus oTHOCATCA Te, KOTOphie TpebyoT IHd-
HOT'O TMOCELIEHMS KIKEHTOM cepBHcHoro npeanpuaris. Tlpx aToMm rmoTpeOUTENH AKTHBHO
KOHTAKTHPYIOT ¢ CepBMcHOM opraHMzauyell H ee MEPCOHAMOM HA NPOTSAXEHMH BCEro IMpo-
uecca ofcmykHBaHHA {KaK, HanpuMep, B MapHKMaXepCKOR WM B MEIMIMHCKOM 3aBeme-
HuM). Bee yoryrd, HanpaBReHHEIE HA uenoBeka, TPEOYIOT HEeNOCpPENCTBEHHONO NPUCYTCTBHA
KIHCHTA HA CEPRUCHOM TIPEONPHATEH (KpPOME TeX, KOTOPhIE NPEeAOCTARRATCA HA JOMY HAH
Ha pafioyeM MecTe) ¥ CUMTAITCA YCAYTAMH ¢ BHICOKOH cTemeHBN B3anuMoneiictemns. [Ipe-
NOCTRRNEHHE YCIYT, KOTOPHIE NMPHHARAEHAT K OCTAMMHEIM TpeM KATErODHAM, TOXE MOXET
TpeGOBaTh HENOCPENCTBEHHOND YYACTHS KIHEHTa, HO 3T0 oDBIYHO OCTAeTCH HaHBIO Tpa-
OWLAH WM BREIZBAHO NPejiTOYTeHHAMY noTpeGuTeneH MK OTCYTCTRMEM KaKuX-1TH00 ApyrHx
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BAPHAHTOR, B 3TOM CIYYAE KIHCHT NPUXCAMT HA MECTO, TS NPENOCTARACTCS YCAYra, M OC-
TIETCH TaM A0 TexX Nop, TOKa 3TOT MpoUece He 3apeplinTea B kauyecTie nNpHUmMepa yoiyr, Ko-
Topbie TpPaAMLIMOHID OCTAKTCH YCAyraMM ¢ BHICOKWM YPOBHEM BIaUMOICHRCTEHA, HO AN
NPEROCTABNCHHMA KOTOPBIX MOFYT HCAOIBIOBATBCH JpYTHe TEXHOMOTHH, YMTO MOJBOAHCT B
THAYUTCARHOM MEpe CHM3IWTh CTEMEHh KOMTAKTA, Ha30BEM YCAYIHM BaHKoBCKHX (MNHANOE,
npuoBpeTeHye TOBAPOR Yepe3 MarasiHbl POIHHMHON TOProemn M YCIYTH B cdepe BLICLICTO
obpazoBanns

Veayau co cpedwun ypoenem ajgumodeticmeusn TPeBYIOT MeHblUCH CTCNEHH KONTAKTA C©
CEPRMCHBIMH OPraHHIALHAMH, YCM YEIYTH oMWCaHHOre Bulwe THna OHH BinodaioT B ccb
TAKME YCIYTH, AA8 NOAYHCHHE KOTOPLIX KIIMEHTY HeoBXOLHMMO MOCETHTEL CEPBUCHYID (PUPMY
(G0 npeicTABHTENH KOMOAHMH NPHEIXEWOT HA MECTO, YKaJdHHOE 3AKAIUHKOM), HO Ol
Ao BoOBUIE HE NPHCYTCTBYET BO EpCMA NTpouecca obicnyxkupaHus, AHGO ero KoHTakT ¢ 0b-
CAYMHBAIOWMM NCPCOHANOM CROAATCA K MKHMMYMY Takue KOHTaKTW 0BwvHO cROLATCA,
BO-MEPBLIK, K HUIWKMBAHKIO B3aHMOOTHOWEHHH H BLIACHEHHIO NOTREGHOCTEH NIOACH
(HarpHMep, KONHCYIFTAUMOHHBE YCAYMH HMIH KOHCYIRTHpOBaHHe Mo PHHAHCOBLIM BRONPO-
CAM, KOTA2 MOTREGHTENIID TONBKO cHaYama HeoOXODHMO MNOCETHTE OPHUC KOHCANTHHIOBOH
KOMTAHWMH, HO BNOCACHCTBHH €TI0 MPMCYTCTAHME BO BpEMA [PEOOCTABMEHMA ITHX YCIyT
npaKkTHYeckd He TpedyeTca), BO-BTOPMX, K TOMY, YTO 4€/10BEK TIPHHOCHT Beuib, npuHalne-
HALYIO eMY M HyMSAlOWywed B peMOHTE WAKW ApYroM OGcAyKMBAHHHW, M OCTABNAET €€ B
CEPBHUCHOM TIPERNPHATHH, B-TPETHNYX, K MODNLTKE PelHTh Kakylo-anbo npobnemy

Yeayeu ¢ wuakol crmenenso azgusodedcomeus TpedyloT MMHHMARBHOTO WM Roolwe He
TpeBYIOT HEMOCPEACTBEHHOD KOHTAKTR ROTpeBMTeNs ¢ koMNaHueR, NpegocTasnaioicH
YeNyTH. BMECTO 3T0rC KOHTEKT OCYIECTBNASTCH Yepeé3 IJIEKTPOHHBIE HAH (PUIMueCKHE
KAHANBL, W TAKAd TCHIEHUHS CTAHOBHTCH Bce Oonec SBHOH B COBpPEMEHHOM OOIICCTEE,
OPHEHTHPOBAHHOM NPEeXae Beero Ha ynoberso ¥ ckopocth, K 2Tol KaTeropiu oTHOCATCA
KAK YCAYrd, HanmpiWicHHEE Ha YI0BIETBOPEHHE MCHTAALHBLIX MOTPEOHOCTEH YENOBEKA
(HanpyuMep, TeleBHASHHE W PAOKO), TAK H YCNYrH, ocHOoBaHHble HA obpabGoTke wudopma-
uHW (Hanpumep, crpaxoranne). K HHM MOXHO TAKKE OTHECTH YCAYIH, HaMpasneHHbE 1ia
(pr3NYeCcKHe OOMKTE, Korma npeaMer, Tpebyiolmi obcnyxupaH A, TDAHCMTOPTHPYCTCA AD
MECTa MpefoCTARNEHHA YOnyrH, JTHEO KOFHA yOTyra NpeaoCTaBNAeTCA M3 OTaANeHHOR TOUKH
IMEKTPOHHBIM cnocoboM {ocobeHHo YacTo 3TOT Cnocdl WMCMONBL3YeTCH ANA pelUeHHs pas-
THYHBIX OpoOcM ¢ NPOrpaMMHbIM 0BECTIEUEHHEM )

1 Hakonew, chenyeT OTMETHTS, 4T0 MHOTHE YC/IYTH C BRICOKOH CTCMEHbH KOHTAKTA THo-
CTEMEHHO TPAHCHOPMHPYIOTEY B YOIYIH C HEIKMM YDOBHEM KOHTAKTA MO Meépe TOro, Kax
KIHEHTB! BCE Halle HAMMHHAOT MpHoGpEeTaTh TOBAPH Yepe3 TeleMaraiMHbl, OCYILECTRAAIOT
GaHKOBCKKHE OMepiuHH o Tenebony, HUWYT H MOKYNAIOT TOBaphl C noMoWk WWW Tipu
peKNAME VCIYT, NPEAOCTaBNgEMbBIX uepes WWW, ocHOBHON ynop, Xak TpaBHio, AenaeTcd
Ha MX BuicrpoTe W yooGerse Hanpumep, B pexname WingspanBank.com Hoseli H cTapulit
nomxomsl K GaHkoBCKOMY OOCTYAHMBAHWIO TNPOTHBOMOCTARNKIOTCH CAEHYIOWHM o0pa3oM
“3a Te 60 cexyHg, noka Bl GymeTe HekaTs cBOBOLHOE MECTO, YTOOL NPHITAPKOBATLCA BOAIE
BAWErD NpeKHero GaHKE, Mbl Y2KE CMOKEM [ATER OTBET HA BawWY 3afBKY HA NOTYJUSHHE cCy-
AEL ... M NYCTH MalWHA OCTAHETCH B rapaxke Baw Hoewil 6aHX — C BaMK B QOHON KoMHaTe”

O6CAYKMBaAHHR KaK CMCTeMa

VpoBeHb KOHTAKTA C KIHCHTOM A KOMNAHWM, NpemOCTARMAIONEN YoJIvrH, CTAHOBMTCA
OCHOBHBIM (DAKTOPOM TIPH OnpedencHiH obwelt cHeTeMbl 06CAYKHBAHHE CcepBHCHOH dHp-
Mbl. OHa BKTIOYAET TPM NCPECEKANMHECA NOACHCTEMbI: CepaucHne onepayuu (pouecc, B
Xope Kotoporo ofpabarsisanrcs BEOAKMLIE QAKTODH W CO3NAKDTCA MMEMEHTH CEPBHCHOrD
NPOAYKTE); npedocmagrenue yeayah (poUece, B XO4e KOTOPOro NMpOoBOIHTCH OKOHYATebHAA
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cBopka BCEX FNEMEHTOB CEPBHCHOTY NPOUYKTA, W YCAYTR MpeIOCTABARETCA TTIOTPeBUTENIO) H
MApKemie yoaye (KOTOPBIM OXBATLIBACT BCE KOHTAKTHI KOMMEHHH € KAMEHTOM, BKIIOYAA

PEKNaMY, BbICTABAGHHE M OIJIATY CHETA 33 YOOyry M MAPKEeTHHTOBBIE MCCNEAOBAHWA)
{pvc 3 2)

~ % X X _
A A

TexHoNOmMYBCxDe Opyrue
ABpO KAHENTH
.
iy . r _‘ .‘
* * ~ 9@ @
Orepatia, Onepaumm
OCYLLBCTENREMEE DCYLIBCTE B Mt
"33 KynuCama" ' Ha ClEHe'

Prc 3.2. CepemcHui CaHec kay crcTema

MoTostmk ApanTHROoBAHO No moHorpaty Ernc Langeard John EG Bateson, Chnstopher Lovelock, Pierre
Eiglier, Services pMarketing MNew Insights from Custorers and Managers (Cambricige, MA Marketing
Science Inshitute, 1981}

Hexkotophie Hacry 3ToH CHCTeMbl BHAKMLL AAR noTpeSuTesms (AW npocTo O4eBHMAHL),
HPYTHE CKPBITH (3T WIIOTAA HAILIBAWOT MEXHOMDZUHECKUM AApoM) 1 0D HMX CYWeECTBOBAHMWH
KNHEHT 3a4acTyio Aaxce He poraaeisactes [10]. Hexotopeie ucchnegoBatenw mna obosHaue-
M BHOMMGIX W HEBAOMMLIX CEPBHCHBIX ONEPAUKH HCMOML3YWOT TaKHE TEPMHUHEI, Kak
“BHOMMBIE omc” B “HeruaMMeii oduc” Jpyrue, yToBbt NOAYEPKHYTH CXONCTBO MpolEcca
oBCIYyXHBANMA C TEATPANBHLIM ACHCTEHEM, TOALIVIOTCA TAKHMUW TEpMMHHAMM, KaK CEPBHC-
HBIE ONEPAUHK “HE cugHe" ¥ “3a kynucamiu” [MockonbKy sma 2HANOTHA HAM TOXE HPABUT-
cf, ™Mbl ByneM MCnons3osark ee B 3Toft kHure I[logpofuoc obBcyxaeHMe 3TOro TOAXOAZ K
CEPBUCHOMY TMpOLCCCY TMPEICTARNCHO B MATEPHANe AAA YTEHMR, NOAroToBNeHHoM CTHBE-
noM Ipoyveom ¥ PedmongoM @Ouckom, “TeaTp yoIyr NOCTAHOBKA CEPBHCHOTO mpouecca”
(B KoHue vacTi I 310l KHHUTH)

CUCTeMa CEPBUCHBIX OnepPauMi

Io aHanorvy ¢ TeaTpoM BMAHMLIC KOMMNOHEHTH CEPBHCHLIX onepallHil MOXHO NMOOENHTE
Ha Te, KOTOpHIE CBAJAHEl C aKTepaMy (HWIH OBCAYXWBAIOLIMM TIEPCOHANIOM), H HA UMEIOIHE
OTHOIWEHHE K AEKOpauHaM (1. 3naHHA, ofopyloBAHHE W APYTHE MAaTEPHANBEHBIE INCMEHTE
cepeucHoro mpouecca). To, 4To MPOMCXOOMT “3a KyAucamu", MpPEACTABMAST IAA KNIHEHTOB
HE3HAYKTENRHBIR HHTepec Kak W moban Apyras 3pMTEIBCKAA AYAHTOPHA, OHM OUEHMBAOT
TE NIPOUECCH!, B KOTOPBIX OHM NPUHHMAIOT HETIOCPEACTBEHHOC YYACTHC, H, KOHEYHO XE, OC-
HOBHOE BHMMAHME VASNSIOT PEATbHOMY KOHCUHOMY Pe3ynbTATY npotriecca obchyKHBAHMA.
QuesHaMD, YTO eCM TEPCOHAN MAM CHCTeMbl, pabotalomiye '3a Kymaucamu'' (HANpHMED,
CHCTEMbl OINATH, 3AKa3a HAM DYXranTepuf), HE MOTYT BEINDAHWTL NOPYYEHHBIE MM 32034
Ha AONKHOM YPOBHE, 3TO CKA3LIBAETCA Ha KadecTse OMEpauMi, KOTOpbIC BLIMOAHAIOTCA “Ha
cliene”, H KAHEHTH 3TO GBICTpo oulywaioT Hanpumep, NOCTOAHHBA NOCETHTENL pecTOpa-
Ha, HECOMHEHHO, HyIET HeMano pa’cqapoRaH, eCIH OH 3aKLKET MO MEHO poiby, HO nomy-
HHT OTBET, YTO JAAHHOE BAICAOC NPHIOTOBHTL HENL3A (MECTHO FoBOpA, COTPYAMHK pecTOpaHa
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npocTo 3abL YTPoM CXOAKTE B PRIGHHI Marazwd), Wik oByapyxuT, 1o peifa nepexapeHa
(a npoBaesma 3aKAKMACTCA B TOM, WTO NOBAP 3abbIN OTPErYAKPOBATE TEPMOPETYAATOP AYXO-
goro Wwkada). MoKHO MPUBECTH MUDKECTRO NPHMEPOB OLUMOOK NP BbIMOMHEHMK wrlepa-
il “3a KYTHCaMIE™ KOrOa KAHeHTy roCTHHULL BLICTARISAETCA HENPaBHIbHBIN Cuyela H3-3a
MYTAHML) ¢ KIIIOUaMH; KOTIA CTYACHT He nmomyvaeT Huopmaudd o 3apaboTandbix Ganiax
K3-33 TOrD, YTO FOAOMANCH KOMObITEP 8 OHCE CeKpPeTApSA KOANCANA, KOrda peHc caMode-
TA BHE3AMHD OTKNAEMBAETCA H3-3a TOrQ, YTO BOBpEeMS e BhN NPOBCAEH TEXHHHSCKHA OC-
MOTP ABMIATENREH, U, T.A.

Hona, KOTOPYH JAHHMAKOT BUIMMbE ANA KIMEHTL CEPRUCHEE OMepauMu, xonebncrea B
JABHCKMOCT OT CTeMeHM BIAMMOICHCTEMR KOMMAHWE ¢ kKaMeHTOM. [lockonbky ripu npe-
AOCTABMAEIHHH YCAYT C RBICOKOH CTENSNbIO BIaMMOBERcTBHA TpeBYeTCA HEMOCPeacTBeHHoe
NPUCYTCTOHE MOTpeOHTeNs B cepBUcHOl huMpMe, Yemosek AOmKeH anbo caM noceTHTh KOM-
NaHKIo (XOTR ¥ B ITOM CHAVHaC MHOMMC ONMEPAUHH BLINOAHAKTCA 38 KYIHCAMH”, M KIHEHT
HX HE BWAHKT), JHGO APCACTABMTENE CPTAHMHIALUHH CO CBOHM HHCTPYMEHTOM HONMEH NpH-
fuTh HA MCCTD, JApAHEE YEAZAHHO! KIHEHTOM. B KiYecTBE NPHMMEPOR YMOMANEM PeMONT
aBTOMOGKNA TIPAMO HA DOPOTe, YCHyrH TREHepos ro diutieccy, Koropsie paboraor mbo vy
KAYEHTA Ha jomy, MO0 B ero odmce. YCAyrH co CpelHel CTEneHLIO BIAMMOISHCTRUA Tpe-
BYIT MEeHBIIErO ROBIEHEHHA KAHEHTA B Mpoucce obBCYHHBAHKA, CNEI0BATCALHO, BHIKMBIH
KOMMOHCHT CHCTCME CEPBHCHBIX OR¢palMit B oDwief cucTeMe OBCNYKHBAHWA 3aHHMAET
Medbiilee mecto. [Ipn npegocTapnen vy yonyry © HM3K0H CTENEHBIO B3aUMONEHCTBMA 0DLIMIIO
paipabATHIBAETCH CTPATEr KA NOAHOD HCKITIOYEHHS] KOHTAKTA KIHEHTA ¢ CepBHCHON opraHM-
JalHeli, 2 TOJABNAIAA YACTh CEPBUCHBIX ONEPALIMA CKPLITA OT [Nal1 KAWEIITa M BLINONIIA-
eTCA HA JHAUMTEALHO OTAAICHHOM OTF KNMEHTAa paccTodHMH. HeMHOroMMCNeHHBIE BHAMMBIE
ANEMEHTRl NPU  3TOM OTPAHHYMBAKTEA KOHTAKTAMHK Yepel MONTY M TEAC KOMMYHHKALMH,
BenomuuTte o TencdoHHOM KoMITaHHH, YCayraMM KoTopoil Bel nonsayeteck, Bur korpa-
HHOVEE 3AAVMBIBATHCE O TOM, CI€ HAXOZWTCH ABTOMATHHYECCKAA TeneOHHAA CTaHUHA?
A eCnH Bbl MOJBLIYCTECH KPEIHTHOM KapTOUYKOi, TO BNOMHE BOIMOXKIO, YTO Balld GallKOR-
CKHE onepatHi o0pabaTLIBAITCA OMeHL AANIEKD OT BaWero MecTd XMMTENLCTEA.

CHCTEMA NP AOCTABACHHA YCAYT

CHCTeMa MPenocTaBNcHKA YCIYMH ONpelenaer, kKoroa, e ¥ Kakkm oDpazom yoayra
npeocTaBadeTcs KnneHTY. Kok nowasavo Ha puc. 32, 3714 NOACHCTCMA OXBATBIBAET HE
TONBKO BHIHMBIE JMEMEIITH! NOECHCTEMB CEPBHCHBIX ONEpallHil — 3AaHHA, obopynosaHue H
MepCOHAN, — HO H BIHAET Ha APYTHX KIHEHTOR.

TpagHUHOHHO CEPBHCHBIE KOMMAHHK BCETA2 BIAMMOACH CTEOBANH CO CBOMMM KJNHMCHTAMK
HenocpescteeHHO, OOHAKO WA [EOCTHACIIMA MHOIMX CTOALLUMX Nepel HHMM ueneli — or
CHHAKEHHA CTOMMOCTH YCIYT ¥ NOBLMEHMS KaMecTea 0DCHyXUBaHWA KAWCIITOR A0 MOBLI-
WeHHS YA0BCTEA YCAYr JUIA KAHEHTOE — TIPH NPeJdOCTaRIEHHK MHOTHX YCAYP, KOTOpLE HE
edyIOT QHIHMECKOTD TIPHCYTCTEHR morpebyTeneil, ceronHs MIET AKTUBHbLIA MOMCK MyTeit
COKPALUCHHA MPAMBY KOHTAKTOB KAHEHTA ¢ CepBUCHOR oprannszaumeit. HarnaousiM nmpu-
MEPOM TAKOH TEHAEHLHHM MOKET CAYKHTL colmaHMe 6ankoM Midland Bank Ganka First
Direct. Tlo Mepe TOr KAK MCMONBIVIOTCA BCE HOBBIE SMMEKTPOHHBIE TEXHOMOTHH M MOJEpHH-
3upoBaHHble (hHINYeCKHEe NOTOKH, MOIBOAAIOIME TIPCOOPASORATE YCNYIK € BLICOKOI cTene-
HB0 BIAUMOREHCTEBHA C KHCHTOM B YOIYTH C HH3IKHM YPOBHEM KOHTAKTA, BHAHMbIH KOM-
NOHCHT CHCTEMB! CEPEHCHBIX ONERAURH CErOdHA COKPAlLacTCA BO MHOMMX OTpaciax.

CnemyeT OTMETHTE, YTO CHCTEMA caMooBonyxmBanus obuvHo yiofilee [A8 KAMEHTOR,
YeM CHCTEMa, OCHOBAHHAY HA HEMOCPEACTBEHHOM KOHTAKTE ¢ OBCAYKHBAKIWM MEPCO-
HakoM CEPBMCHOM opraHM3aunu. Taxoe obopyaoBaHHe, KAk aBTOMATHYECKME TOMAWBHLIE
HacoCHl, DRIIKOMATH, ABTOMATH ITA NPOAAKH NMPOAYKTOS MHTAHKA H HAMKTKOB, NETKO YCTa-
HOBHTb BO MHOTMX MCCTAX W 0HO JROCTYMHO 24 yaca B CYTKM M ceMb GHeit B uenenio, B kade
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caMoODCTYXKMBAIIMA NOCCTHTENL, NEpel TeM KAk BubpaTh, MOXCT YBMACTL roTOROE BIIOAO.
Tpy noceleciing My3aca HE3 IKCKYPCOBONA YeN0BEK MOXET MOGOoBaTLCH IKCNOZHUMAMH, KO-
TOPBIS €My HPaBiTCA DOABLLIUC BCErO, CKOMLKD eMY JaxoqeTc. OAHAKG CHMCTeMa camoobony-
KHBAIIMA UMCET M MOTENUMANLHBIC HEIOCTATKH, Hepeako nepexoa ov obcaymvsadHua nep-
CONANIOM K CcamooDCAVHHBAIIMIO BHILIBACT 3AMELLATENLCTBO M 1IEAOBOALCTEO KAHEIITOR.
CHeaoBateNLHo, CTpaterdsa 3amMeluciiia  O6CAYKUBAIDILETD MEPCOHANa ABTOMATAMM MM
APYTHMH HOBLIMK TEXHOMOTHAMH CaMOODCHYKHBAIHA, KaK NPABWI0, NOAKHA CONMpPOBON-
AATHCH WHPOKOMACWTAGHOR HUpOPMALMONHOA KaMIaHdel, PAILACHAIOWEN KITHCHTAM
BIFOALI W MPEHMYILECTEA 1I0BOTO NOAXOAA. ITO TAKKe nomoraer pazpaboTaTs NMpoCcTOoE B
npuMeHelnd obopyaoBiHHe, BKAIOYas DeCTIaTHY TenedOHHYIO JTHHHIO, CBA3LIBAIUYIO
KNHEHTOB C COTPYOIHMKOM KOMMAIIMH, CNOCcobiLIM OTRETHTE 118 MX BOMPOCH ¥ NOMOHL pa3-
peliUTL npobnemy. KoHcuHO Xe, CHCTEMA CaMOOOCIYHMBAHKA MPHMEHRETCE HE TOALKO HA
CEPBHCHEIY TIPEANPUATHAX, OTHAAEHHMX OT nepcolana. Tax, xade caMoobCayxHMBaHMA M
MocCLeHHe Mydea §e3 IKCKYPCOBOOA CAYXKAT NPHMEPAMHM TOrC, Kak KAMCHT Geper Ha cefsd
BLIMOUTHEIIHE TEX 3a/1aY, KOTOPLIE B MPOTHBHOM Cliyyae nerad Obl HA OBCHYXHBAIOIUHA nep-
coHan kKomnanu, B 31olt rnase mur obcynaHM ponb KIHEHTa KaK YHacTHMKE Npouccca ¢o3-
LAHA YCAYrH, ACHCTOYIOUIETD B COTPYAHHMYMCCTEBE © CEPBHCHON KOMNAHHEN.

HMcnonezys adanordio ¢ TEATPOM, MOMHO CKAIATL, 4TO0 pasfivyde MeXdy BLICOKOH W
HUIKOHR CTEMEHLID BINHMOACHCTRHA KIHCHTA ¢ KOMNAHKEH CPOMHM PAIHHIE Mexay Hrpo#
HHEBLIX AKTEPOR HA CUCHE W pagponoctTaHoBroil. KnvenTsl, KoTopsie 0GCTYXHMBAIOTCA C HH3-
KOW CTEAEHbLIO 83IAMMOAEHCTENRA, OOMYHO HHKOTAA IE BUOHAT TOCD MECTA, TAE BLINOMHAETCH
paboTa; KpoMEe TOro, Yalle Beero OHW ODLWAWTCS ¢ NPelcTABMTENSM KOMNAHHK, KOTOPBIA
NOMOTAET UM paIpellnTs TY KK uuyo npofiesy, no tenedory. He suas Hu ouca, HH
OGCTAHOBKY B HEM, 1K 1AX€ COTPYAHUKA (PMPMBL, C KOTOPBIM OHH KOHTAKTHPYIOT, KIMEHTEI
BLIHYXAEHE  (JODMHPOBATE CBO¢ MHEHHWE O KadecTse oOGCNYXMBAHHMA HA OCHOBE TOrO,
HACKOABKD ObLICTPO MM YAANOCH LO3BOHMTLCA B KOMMAHMIO, HACKOABKO TIPHATEH W BEAUIMB
ronoc cofeceIHHKA M HACKOMBbKO BLICTPO COTPYAHMK DHPMEL pElliaeT BOSHUKILYO npobiaeMy.

Ecii yenyra npeaocTaBnaeTcs yepes oDluHe SASKTPOHHbIE KaHANl, TAKHE KaK aBTOMAThI
camoolenyKuBalMa, aBTOMATHYCCKHE Tene(oHHEIE 3BOHKM HA LEHTPANLHEIR KOMIILIOTED
obuca ¥IH DOMALIHKE KOMIMBIOTEP KNHEHTA, Apouece obCnyKHBAHUA MMEET OMEHb MATO
00IIErD ¢ TPADMUMOHHBM TEATPAMBHEIM NpefcTaBnedneM. HekoTopbie (MpMbL KOMIICHCHPY-
10T 3TO, NPUCBAMBAA ANNAPATYPE MMEHA, MPOHrpHEAd MY3LIKY WIH aHHMHpPOBaHHBIE rpa-
fyveckue H3obpaxeHHda, Dob0apnad paanvyHubie 3BYXKOBLIE SQPEexTH H HCNOALIYA ApYrHe
HHTEPAKTHBHEIE CPEACTHL, MO3BUIKIOMKE B ONPEISACHHOH Mepe BOCTPOH3IBECTH TPAgHUHOHHBIE
OLIYLILEHHA YCTOBCKA B npoueces obcnywupanus. Jlng 310ro, HampuMep, HEKOTOPEIE Web-caiTe
ohOpMAKIOTCA TaK, YTODE! MX BHA MAKCHMANRHO HANOMHHAI NHAAM BUTPHHY MArasHHa.

OtreTcTREHNOCTL 34 pa3paloTky CHCTEM TIPEAOCTABACHMHA YCIAYI M YIIDABAEHHE MMM A0
CHX TOp NO TPAAMLIMH NOXKHTCA Ha onepauuonHblx Menepkepob. Ho cayxba mapkervnra
TAKOKE J0KHA MPHHHMATL YYacTHE B STOM NpOLecce, [MOCKOALKY NOHHMaHHEe NoTpebHOo-
cTelt ¥ NPemnovTEHMN KWIMEHTOR OYeHb BAXHEI AN cO3gaHWs aeicTBuTenbHo 3ddexTHaHOM
CHCTEMBL. bonce Toro, €CiiM Peyb WIET O TAKMX CCPBHCHEIX MPEANPHATHAX, HA KOTOPBIX
KNHEHTH BCTYMAIOT BO BIAMMONCHACTENE ADYr C APYTOM, — lanpHMep, O FOCTHHKIIAX, ABHA-
KOMIAHHAX WIH NOYTORLX OTACNEHHAX, — HX MOBEIEHHEM HCOOXOIMMO OCTOPOXHO yIpas-
AATH C TeM, 4TOGBl MX ACHCTBHA HE MPOTHBOPEMM/M CTPATCIHH KOMMAHMH, BKMIOYAA TAKME
pkHelwue aneMeHT, KAk yaofcerso ¥ GelonacHocTs ApYrMx kaMentoB. M HakoHel, c
TOYKH 3peHMA MApKETHHra NEpeAKo 0MeHB BAKHO NPELIAMATL KIMEHTAM ANbTePHATHEHLIE
CUCTEMB TpEIocTARNEHNS yenyr (Bpeika “Cdepa yonyr, NpuUMephs ¥ NEPCTIEKTHERELL"),
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MNpeAocTaBASHHE YCAYT KAK TRATPAABHOR ACHCTBO

Kaxk y¥e FOBOpWIOCH, TEaTp NpeicTaRiiser coBoft xopouryld Metaopy AmA OnMUCaHHA
CYTH YCJTYT, HOCKOQIbRY NMpouece ODCNYKHBAHKA COCTOHT W3 MHOXECTBA NPOLIECCOE, KOTOPEIE
KJAHEHT B ONpeneNeRHoH Mepe BOCTIIPHHHMAET KaK TearpantHoe nipefcraprneHde. OcofenHo
STO CPABHEHHE TIOMXOAHT K CEpBHCHEM OPraHH3IariiaAM, TPeIOCTARMAKLUMM YCAYTH, TPE-
GyIotIMe BHCOKOH CISNEHW KOHTAKTA B KIHCHTAMH (HanpHUMEp, YCIYTH MEOHLIHHCKHX M
yueOHEIX 3aRCASHNH, PECTOPAHOB MM OTeNeH), H K KOMITAHHMAM, KOTODBIE OMHOBpEMEHHO
OBCHY>KMBAWT GOJBLIKE MOTOKY KIHEHTOB, 4 HE 3AHMMAIOTCH HHAMBMAYAMLHEIM OOCIHYHH-
panueM (HanpwMep, npodeccHOHANMHNE CHOPTHRHEIE ODTAHN3ALHY, BONBHHULL, DHPME,
paboraionue B cdpepe pasaneveHuit). Ha pue, 3.3 otofpaxeHa oTHOCHTENLHAS BAKHOCTE TAK
HAZEIBAEMBIN ‘TeaTpansHBIX” MIEMEHTOB [UIA DASTHYHLX THNOB cepeHcHOre Ouadeca. Kax
BHAHO Ha STOM PHCYHKE, MTPH CHAYE YSCOB B PEMOHT OONBILMHCTBO AEHCTRHEE BYIET ApOMCNO-
AWTL “3a KynHcaMH (T.e. OHH OVAYT HEBMOMMSEL LTS KIHEHTA); B TO Xe BPEMA, HanpOTHB,
ECITH MEeJIOBEKY ITPHALICA JIETET: HAa CAMOIETE WAH [MOCETHTL CIOPTHBHOE COCTA3AHHE, TIPAKTH-
yecky Bee JeHcTBIA oiemyEHBAIOUIETO TEPCOHANA MPEACTAHYT NEepel HHM KAK HA CUCHE TeaTpa.
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Pasmep ayAuTopHi — KonMecTao ofHoepeserso o0CTysHBaeMbIx Rione il
CreneHs BI3anMOAERCTENA — KONHYECTEO BPeMEHM, OTEEEEMHOE
Ha ONEpaLMM "Ha CUEHE™ 1 28 KYNHCEMR"

Piic. 3.3. OTHOCHMTEALHEN BAXHOCTE “TEATDAABHLI" JMEMEHTOR A PE3AMHHBIX
MO8 CepancHoro GuHeca

Metoumax. Stephen ). Grove, Reymond P, Fisk, “The Dramaturgy of Services Ex-
change: An Analitical Framework for Services Marketing”™, in LL. Berry, G.L. Shostak,
G.0. Upah (ed.), Emerging Perspectives on Service Marketing (Chicago: The Ameri-
can Marketing Association, 1983), p. 45-49,

Bojee TOTO, CEpBHCHEIE NPEANPUSTHA YacTo obopyloBavm “cUeHoi™, HA KOTOpOH pas-
BOPAYHDACTCS OEHCTEME, MPUYEM “AeKopaluk’” BpeMa OT BPEMEHH CMEHSITCH {HATIpMMED,
Mo MEPE TOTO, Kax MACCAXHPLL MONATAIOT B MOMEIUCHUE ADPOBOK3ANA, MPOXOAAT NPONYCK-
HBlE TEPMHIANS! M PErHCTPUPYIOTCH, OKHAZIOT CBOEIO pefica M HAKOHELL 3aHHMAloT MECTA B
camonere). Ha “cusne” MoxeT GbiTh MHHMMYM “DEKBHIHTOB”, KAK, HANDHMED, B NMOYTOBOM
OTAEJCHHH, B KOTODOM BCE OOBIMHO MPEfeNsHO NMPAKTHYHO M MIPOCTO; HO OHH ObIBAIOT W
HIBICKAHHbIMH, KAK, HAMPMMED, YGDAHCTBO POCKOWHLX oteneit. Muorne “npeacTaencHms”
TIIATEEHO OTPENETHPOBAHB! W PA3BOPAYMBAIOTCA MO YETKOMY CUCHAPHIO) ADYTHE — TIO CYTH
cpoeH HMAPOBRHIALMOHHbIE.

B HexoTOpbiX ciyyanx npoiecc ofcrmy:xuBaHWA HocHT Donee YeTKWM, PUTYanbHbil Xa-
pakTep, yeM B Apyrux. B cpefe co mwatebHO pa3paboTaHHOH CTPYKTYDOH, HANIpUMED, MPH
ofcnyxHEAHHH MAUMEHTa B 3yDHOR KIMHMKE, NEPEIBHKEHHT “axTepon” (B AAHHOM caydae
paGOTHHKOB PervcTpaTyphbl, aCCHCTeHTOB, fafopaHtos H Bpayel) Tio “caeHe” (o KIHHHKE),
“rexopaln” (MeGens n oGopyLosanne) U JefCTBUA APYTHX “BKTEPOs” MOXHO CPasHHUTh C
YeTKHM pasipaHHyeHuHer ponell B TeatpasibHOM MOCTAHOBKE. :

JlOBOABHO YACTO KAMEHTY HE 00A3aTebHO MIOCELATh CEPBHCHYI0 KOMNaHHIo 1A Npo-
cMoTpa “npencramnexus”. Bo MHOPHX CAY4aAX KIMEHT CaM HMCCT BCE YQIOBHA, NO3BO-
NAIOLLIME OPrAHW30BATE “NEPCABHAHYI0 CLIEHY"”, Ha KOTOPO# “aKTeps” OYAYT BLICTYMATh €O
CBOMM “pexBu3NTOM”, Hanpusep, KOMMNAHHH YACTO HAHHMAIOT GyxranTepoe U3 cneuHanH-
IMPOBAHHLIX (GUPM WA BLIMONHCHWS TeX WAH HHMX 3a0aHHH B OHCE 3aKaMMKa [12).
(ChemyeT OTMETHTDL, YTO XOTA [UIA KAHEHTA 370 OBLYHO OMEHE yaobHo, Ang Gyxranrepa pa-
foTa Ha sLie3ne WHOTIA NPEBpalacTed B CYIME KOWMAR, HANPHMED, CCIM EMY MPHXOAHTCA
HAXOAMTHCA B HeoBOPYIOBAHHOM TOABANE, TAE XOIMAHMYAIOT KPBICKI, MAH Xe& vacaMd 3a-
HUMATHCH MHBEHTAPHIAUMEN CBEXEMOPOXEHBIX NPOLYKTOB B 3aHHACPCBLUCM OTCEKE XOA0-
kol xamepsr!) TenekOMMYHWKAIMOHHbBIE KAHAMB! CBA3K NpeAtaraloT anbkTepHaTHBHYIO
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cpeny Js “TEATPUILHOrO NPeACTABACHHA, B KOTOPOM KAMEHT YYacTByeT B ACHCTBMM Ha
PACCTOAHKK. DTOT cnocol ropavo NpHECTCTBYIOT TE Xe DYXranTephl, KOTOPLIM, HECOMHEH-
HO, HAMHOMD yoobnee BLIMOAHATE 3EKA3Bl KAHEHTOR, CHAA nepel ROMALIOTCPOM D CBOCM
yaoBHOM oMCe, ¢ HCNOMBIDEAHHEM MOAEMA.

Mo aManordd ¢ TEATPOM nepcotan, paboTalowsi HENOCPCACTBCHHO € KITHCHTAMM,
npeAcTaBIgcT cofoil “Tpynny”, B KoTopOH KaXaplft “akTep” HIPaeT CBOIO KOHKPETILYIO
pofb, a MOAREPXKKY eMy obccnevuBaoT “TexHuueckHs paloTHMKH Teatpa®, NeHCTRYIOWHE
“3g KyamcamH”, B HexoTOpbIx cnyyany “akTepy” npe Bmxone “Ha cueHy” Heobxomumo ob-
NAUATLCA B CTIELIHATLHEIN KOCTIOM (TPAAMLMOHHBIA GeAblil XanaT MeaduMHCKoro paboTiiu-
Ka, iMBped WBeiilapa B POCKOUIMOM OTEAE WA MPakTHuIlas kKopu4Hesan dropMa BOAKTEACH
noyToROH cnywbw [PS). CneayeT OTMETHTR, UTO CCRH COTPYAHHKM CCPBHCHOR QMPML HO-
CAT CTICUMANBLHYID GOPMY, 3TO BREUIEAAET MX CPEAM MPEACTABMTCACH APYTHX KOMMAIMH,
C aro#h ToukM apednd auzain opsMeniol OACKALI MOXHO CDABHMTL C YIIAKOBKOH ToBapa,
KOTOpas cnocoGoTeyeT MPHIHAHHIO TOProBoH MAapkKH W TOBLIWAET e nonyispHocTs [13].
Bo MHOTHX KOMMAHUAX LIBETORAS TamMMa M AH3ARH OAekAB! HEPa3Aenslo CBA3albLl C ApYyru-
MH 3TEMEHTAMM KOPNOPATHBHONO DHiaiHa. B CEpBUCHBIX OPraHWIALMAX K BHEUIHEMY BHLY
M OOEXOE PAOOTHHEOB, HENOCPEACTHEHHO KOHTAKTHDYIOWMX ¢ KIMeHTaMH, MPEIbABIAIOTCA
ocobble TpeBoBaHma (nanpusmep, kosmnanuA Walt Dismey 3anpeilaet cBOMM COTPYOHHKEM
HOCHTE GOpoAbi). B 3aBMCHMOCTH OT poda DCATENLHOCTH PAGOTHWKM CEPBHCHEIX KOMNAHMH
YAcTO0 O0RIAHE! TPOMIIOCHTL KOHKpPETHLIC (padel, HanpumMep, OOBARICHUSA HA PasHYTIBIX
AILIKAK, PEKMAMHEEC NO3YHIK (MPUNOMHUTE BAL TOCTEAHHE KOHTAKT ¢ PEKTAMHBIM areH-
TOM) MNK ONpenenctHyio qpasy rnpH apomwanny, TOYHO TaK Xe KAK B TEATPE, B KOMIAHHAX
MHWYT CUEHAPMUH, KOTOPBIMH OMPEICNTIOTCA POAW H NOBCOCHHC AKTCPOB. YCTHOE NPUBET-
CTRHE MOMET COMPIBOXAATLCA HEOOKOAHMBIM PYKOMNMOXKATHEM, B3T/LNOM H yaubkof. Cpeau
PACTTPOCTPAHCHHBX OMPAHHYCHKHH YNOMAHEM 3A0PET HA KYPCHKE, HAa NMPHUATHE NHIWMK W
HANKTKORB, HA KeBAHHE XERATENBHON Pe3HMHKHK BO BpeMA BRIMOMHEHHS cnyXebHbix ofg3an-
HocTel W T,

Teopkma cUSHAPHEB K POACH

HHTepecHBIH TIOEXON K MOHHMAHHID CyTH Ceprl yoIyr OCHOBAH Ha TEOPHM CLEIapHes
H poseH. EcaM paccMaTpMBaTh OKalaHME YCAYTH KaK TEATPATLHOS NpPEACTARIEHME, TO M
KIHEHT, H COTPYAHHKH CEpEMCHOM KOMMAHMM MIPAIOT MPAHEE ONPEACACHIIbIE LS HUX DOITH.
Mo onpegpeneHuo C. k. Mpoyea 1 P. DUCKA, possi) HR3bIBaeTCH “Halop onpeseteHnbIx
walAOHOB NOBEAEHHA, KOTOPLIE YCBAHBAIOTCA B Npouccce paboThl i oDWEHHUA W TIpPHMEHS-
IOTCA MHAMBHAOM B NPY ONPEASSIEHHMX COLHANBHBIX BIAWMONCHCTBHAX JUTH MAKCHMATLHO
fpeTHEHOrO AOCTIKEHHA HAMEUCHHBX uencil” [14]. Pone onpeaensior ¥ Kak cOBOKYTI-
HOCTE MPHEMOB OOWEHMA WA KAK OXuaaHuda oblectsa, Kotopsle ofycnoRIHBAIOT HeoBXO-
AuMOC TOBERCHME dYenoBexa B TOW wan wHol cvtyauuu [15]. B npouccce obcnyxupanus
KIHEHT H TOCTABLINK YCIYTH HIDAIOT KAXXAKA CBOIO ponb. BiauMHOE YIOBNETBODEHHE MPH
ITOM 3aBHCHT OT coracogannocmy delicreuti obeux CTOpOH, T.C. OT TOr0, HACKOMLKO TOHYHO
U YETKO OHH BRINWIHAIOT NPEANMMCAHHLIE MM POJIM B0 BpeMA CEpPBHCHOrO koHTakTa, Co-
TPYAHHK AODKEH HCNOIHATE CHOKC poiib HA NOMXHOM YPOBHE, KOTOPOTO OXHIACT OT HEro
KIHEHT, B NPOTHEHOM XKE CAVYAE BOIHHKAET YYBCTBO HEVAORBNCTBOPCHHOCTH, H KIIHEHT MO-
#er yHTH HaBocernz. KNMEHT, B CBOK ovepefb, HOMDKEH TAloKe “MIpaTs NO npasiram”, Ha-
pylana KOTOpBIE, OH PHCKYET Co3maTh NPoGaeMsl A (GHPMBI, €8 COTPYIHMKOR H BNA ADYTHX
KNMEHTOR,

Chenapiem HEIWPASTCA RNOCASIOBATENABHOCTE QEACTBMA, KOTOpHC HeoOXOIHMO 3a-
VYUTE M BBIMOJIHATE KAMEHTY M COTPYZIIHKAM KOMNAHUM B npouccce obCAYKMBaIIMA,
ClueHapHK 3ayUHBANTCA B XONE BHAMIHEHWA OONAHOCTHLIX 08a3aHHoCTell, RO BpeMs
npoheCCHOHANEHLIX TPEHHHIOB M B npouecce oS 1eHHa c apyrdmMu moabMu [16]. Tak xe
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KaK B KHiieMatorpadyeckoM cuenapuu, cuenapiil & cepe obCAVKHBAHKA CONSPKHT O6-
TANLIOC OMMCAIMC ACHCTBME, KOTopuie TpebyeTcs BBINOMHWTL KNMEHTY W PaBOTHUKY
cepMctoit Komnaliuy. Hewm uawle wiMent ofiaerca ¢ KoMnaHWed, TeM AyvlWIe OH 3IHACT
cuctiaphi. JlioBuie OTKIDIICIHMA OT NPUBBINIORD X042 COBLITHI MOMYT BBI3BATE HECATHBHYIO
PCAKLHI0 KK KIHCHTE, TAK H COTPYANMKA QUpMBL, 3 008 CTOPOHE! MOTYT OCTaTHCA 1IEYA0E-
JETBOPEINGIMU. ECAH CCDBHCHAA KOMManWA TPHHEMAET pElIEHHE W3IMEHMTh CLCHAPHH
NPCAOCTABASHIMA TOH UAM MUOH YCAYTH (Hanpumep, 32 CUET MCNONLIOBATIHA HOBBIX TEXIIO-
norvi CHNIMTL YPOBCIL B3aUMOACHCTEMA KAHCHTA ¢ koMnanueit), eil HeobroauMo nposec-
TH MOATOTOBMTEABIYIO padoTy, 4To0b ROMKHBIM 0bpaiom NOOroTOBMTE OBCNYKHBAIOLIM
nepcoHal, 8 KIHCHITON b AOCTATOMHOR CTENCHKH NPoMNGOPMHPOBATE O HOBOM CLEHAPKH K O
ero NPeUMyICCTBAX.

Hexotophie CUCHADHY NPEALNBHO CTEHAAPTHIMPOBAHE!, BAAronapa Yemy COTPYAHHK Gul-
cTpo, Nerko M oddiekmmeno wenoniser ceor (PyHKUMM (CKaxem, cnyxawwMil asponopta,
CONPOBOKAAIOIIME NMACCANKHPOB IKOHOM-KNACCA K caMoiety). Taxkoit TMoAXOA MO3BONAET
PELIMTD IBC CHOMHDBIE 3A0aYM, C KOTOPhIMK CTATKMBASTCA Kaxdas gmpma, pabotaiouas B
cepe oBCAYIKMBANMA, — KAK CHU3IMTL HEMOCTOAHCTEO KavyecTRa OBCIVKMBAHMA W KaK HOC-
TH4E MOCTOALINIOND KauceTra, [IpobncMa B DAlIHOM CIyMAE 38KMIOYACTCS B TOM, YTO MOCTO-
AHHOE NOBTOPEINE CAHOOGPA3NBIX ONEpaumii MOXET CMPOBOLMPOBATE MALIMHANBHOE OKA-
JaIME YCNYTH, YTO TAKKC YILEMASAET HIITEPEChl KIHEHTA.

OmHaKko e BCC CCPBHCIIBIC MPOUCCCH BCRYTCA 110 HETKOMY CLeHaprio. Ana Takux npo-
deccuit, XaK Bpad, YMHTENbL, MAPUKMAXEP UNH KOHCYABTAHT N0 (UHAHCOBBIM BOMPOCAM,
KOTOPBIE TPEOYIOT MNPCAC/ILHO HIVIHBHAYATBHOMD MOONCEA K KaKIOMY KAWEHTY, cUeHapuit
HE PACTHCLIBACT CTANAAPTHEIHA abop gefcTsuit, 4 npegmofaractT pPA3THYHOE TMOBEZEHHE B
JABUCHMOCTH OT CHTYAUHM MAM CAEUHDHKK KIueHTd. ECnM KAMEHT BrIepBrC CTANIKHBAETCA
¢ noaobHOH YCAyro#, on 11c 31acT, 4ero eMy OXHIATB, W DOMTCH COBEpLUHTE OWHOKY.
CepeMcHoit opraHu3auiyd Hago Owite roToBod K ToMmy, 4toBwl npoBectH “nukBGes™ u
NOATOTOBNTE KIHEHTA K HOBOH POAH B CEPBMCHOM NPOLCCCE, HHAYE Er0 HEANEKBATHOE IO-
BEACHUE CTAHCT NIPHYHHOH tieynobersa mia apyrux knmenTos. MurepecHstii npumep tpe-
HHHTOB N1da oCHOBC CucHapues, onueaHHeft T. Krapkom u [ Cananmanom, NpHMeHACTCA
KAAPOBLIMH  ATSHTCTBAMK INA NMOLMOTOBKH MPETEHIEHTOR HA DYKOBOOAIUHE IOLKHOCTH K
cofecenosaHmlo ¢ rnoTeluMansHbLIM pabotomarenem [17).

Yetko paspaboTanHelc CHEHApUH AeHCTEHR O0f KIHEHTOB H ODCAYIKHBAIOLLETO Mepco-
Hana cHy®aT OTIM4YHOW Daszoit And COCTARMCHHA GAOK-CXCMEI MOCACJOBATENBHOCTH TEXHO-
Aorvueckux onepauMii, [Mockonkky cugHapHil COnepXHT NOAHOE DMMCAHME KOHTAKTOR B
X0/ OKAIAHMA YCAYTH, IHAUMTENBHO OGNErYAETCA BHABRNEHHE TOTEHUMANBHBIX WIK cylue-
CTRYIOWNX NMpoBneM B KOHKpPeTHOM cepBucHom mpouecce. B tabn. 3.1 npeacraened craH-
JApTHHIR cUeHapHB nocellenua 3yDHOrO Bpaya and ocMOTpa POTOROH MOMOCTH H CHATHSA
3yGHOIO KaMHA, B KOTOPOM NPHHHMAKOT YYaCTHE TpH YEN0BEKA: NMauHeHT, paboTHHK peru-
CTPATYPE ¥ HENOCPEICTREHHO AAHTHCT. Y KMMAOTO M3 HUX CEBOX KOHKDETHAA POb.

Ilanamit clUcHapkil cocTasneH TakHm obpasom, yrobel ofecrieyuts MaxkcHMyM npodwec-
CHOHAMM3IMA ¥ BeaonacHoCTH neuebHoro npouccca (0bpaTUTE PHHMAHHE Ha MCMOALIOBAHHE
PEIMHOBLWX NMEPYATOK M MApAcBOi macku). KauyecTBenHo okasaTh OCHOBHYIO YCAVTY {0CMOTp
POTOROH MOMOCTH W ficHEHME) MOMHO NHIUL B TOM Cnyyae, eclii KIHEHT OyAeT coTpyaHH-
4ATH C BPEYOM, JAKE ECTH HTa NPoUcHypa B AVULLIEH CIy4ae NPOCTO HEeMpPHATHA, & 334acTyio
M BonesHeHHa. Heckonsko SA&MEHTOB CLIEHADMA CRA3AHBE! ¢ WHQOPMALHOHHBEIMH MNOTO-
KaMH. JOTONIHHTEABHOE TTOSTREDAACHHE BPEMEHH BHIHTA MO3BOMACT COKPATHTE OMEpEns H
MOBLICKTE MPOLYKTHEHOCTE paborw spaua. Begewue ucropuy GONeIHH W DOCTOAHHLIE 3a-
METKM Bpaua O MALIMEHTAX TAKKC OYEHb BAXHBl, MOCKONBKY Omarcaapa aToMy OH B JuOGOH
MOMENT MOMET BOCCTAOBMTE NMOMHYI KAPTHHY COCTOAHHA 3MOPOBLA MAUMEHTa, a TakkKe
Gonee KOPPEKTHO HAINAYATL UEHY 33 OKA3aHHEe yeayrH. Onnata yCnyr Ha MecCTe MO3BOASET
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HiGeraTs HeOmAaYenipy cyeton. Jofpomenareastioe NPUBCTCTRHE KAHEHTO M OMCENAHMe
¢My JAOPOELA CO3ALT pacnoNaraloLLyd o6CTaoRKY H IECKOMBKO COAAKHBACT TC HCOPHAT-
MEIC OLUYILEHIST, KOTOPLIE BOJMHKAIOT ¥ MHOTHX DU TIOCCLIC KN 3yBHOTO Bpay,
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[MocToAHHBIE AHAAMI HCMOABIYEMBIX CUEHAPHER MO3BOJNET HAlTH Ccrocob NOoBLIWEHHSA
KayecTBa M MPOH3BONMTENHEHOCTH OGCAYMKHBAHMA W YAYYIIHTE BNEYATICHHE KAHENTR OT
npouecca notpeGneHus yonyryd. [lo Mepe Toro Kak BCAel 32 TIOABIEHHEM W BHEAPEHWEM
HOBELX TEXHOJIOTHH MEHAOTCA M Tipoucaypel ofcnyxuBanua M Apyrue dakropsl, BpeMa oT
BPCMCHH B CLIEHADWH HEOGXOIMMO BHOCHTE COOTBETCTBYIOLIME KOPPEKTHEBEI.

CHCTEMa MAPKETHHTA YCAYT

EctecTBe HHO, CYLIECTBYIOT H Apyrie (akTopel, KoTopkle RAHAIOT Ha obllee srneyatneHue
kndeHTa o venyre. Cpeay HHX cHeLyeT YMOMAHYTE JEATENRHOCTH OTAGHOB peKNaMbl H CObI-
Ta cepeMcHON KoMMaHuM, TenedOHHLIE IBOHKH K NMChbMa oOCIYXMBZIOWEro NepcoHana,
MPoOLCAYPE BLICTABNCHWS CHETOB 38 YCTYTH, CIyYaHHBIC KOHTAKTR C COTPYAHHKAMM KOMIIa-
HHH W NMOCELIEHHA 6 JMAHHWI ¥ NoMeleHHH, OT3IHEBE NMpecckl O CEPBHCHOH (Hpme, MHe-
HHA, BHCKAZAHHLIC ¢¢ HBIHEMHWMM HIH ObBIUMMY KNUHEHTAMH H OAKE YYACTHE B MapKe-
THHIOBLX MCCICHOBAHHAX.

Bee pMecTe nepeyycneHHbe BRIWE KOMMOHEHTH, A TAKKE PASAHYHBIC INEMEHTH TMOACHC-
TEME] TIPEIOCTARASHHA YoiyT, oOLEAWHAIOTCA B TAK HAILIBAEMYIO CUCMEM) MapKemixea ycaye.
Mo cym, oHa BKMoYacT aGCOMIOTHO BCE MCTCMHMKH, M3 KOTOPBIX KIHEHT MOKET 4TO-nHOO
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y3HATL O TOH WAM Mol cepereHol opradmsatvp  TTockonbky OGCTYKHEAHME HOCHT M-
pHYECKUH XApaKTep, B KAXUIOM M3 3THX 3AEMCHTOB COAEPXUTCR TA WM HHaA “nofckaska”
0 XApaKTeps W KauecTRe CepBHCHOrD NpOAYKTE, 4 HenowedopaTelbHOCTL M 11IECOOTBCTCTBHA
MEMIY HHMM HCpEIKO MPHBOIAT K Maf¢HHID yPOBHA AOBEpPHA K KOMITaHHM CO CTOPOHLI
wiHeHTor Ha puc 34 warrsgno v306pasesa CHCTEMa MapKETHHra YOnyr, LS KoTOphiX
XAPAKTEPHA BLICOXAA CTENECHL BIAMMOICHCTRHA MCXKAY KNHEHTOM M KOMTaHMeH

CrcTeMa NpEaoCTaBRerHA YCmyH FipyT e TOMKN BIaMMONSACTRIA
Pagnama
TansdOHHLE JBOHKH ANA
OnepalivOHHaR CEDEMCHAA CHETEME e —
BHewmmil n %mmm MAPKETHHFO8%
W BHYTPEHHHRA By,
g CEPBHCHEX BriGTaBNGHIE C4ETa W OdHLMANbHaY
£ MOMELLEHAA / OMETHOCTE
BCeROamMONHEE MONTORLE
Texsionoruieckos B8 DSopyrosAe Knuesr DTNRARAEHMR, TenedoHHme 380HHM,
. ALPC Garci U TR
A
¢ \ Cmypaitime KONTAKTS ¢
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Pre. 3.4, CHCTeME MADKETHHIE YCAYT C BRICOKGH CTEMEHBI0 B3SMMOAEACTEHA MEXKAY KAMEHTOM H KOMNIEHMEN

Kak BaM, O4EBHEHO, HIBECTHO MO cOGCTEEHHOMY OnBITY, PASMEp H CTPYKTYPAa CHCTEMbI
MADKETHHIA YCAYr BAPEHPYETCH B JMBHCMMOCTH OT XOHKDETHBIX XaDAKTEPHCTHK Kamoi
ceppcHON opravvlaumMu, Ha puc. 35 BHIHO, HACKOMEKO M3MCHAGTCA KapTHHA, eCNH Peyb
HEET 0O Yoryre ¢ HH3KMM YPOBHEM B3aMMOJCHCTDHA MeXOY KIMEHTOM M KOMMaMHCH, Kak,
HENpHMEDP, MPH HCMOABICBAHKH KpeAMTHOM KapTouky. BasHocTe atoro nmoaxoma k shipa-
00Tke KOWUEMLIMK CO3MAHHA K TIPEIOCTARMCHHS YCAYCH, B OTAMYME OT AOAX0AA, KOTOPLIH
HOCHT XApaAKTEP BHYTPEHHCTD AHANKIA CEPBHCIBLIX ONCpALIMil, 3aKIIONAETCA B TOM, 4TO OH
OCHOBAH H1a TOYKe IpeHMA NoTpebuTens

MartepHaAbHbie CBHACTEALCTBA

[TockonsKy MHOrde YCIyrH MO CyTH cBocil HEOCA3aEME!, YACTO KX OLENHBATh TPYIHO
BT0 NPHBOANWT K TOMY, ¥TO KIHEHTE HEPEOKO MINYT KakMe-auGo MaTepHAnbHHE “nogcKas-
K#", MO3BOASIOWMKE ONPEIENHTb, HACKONBKC 3(EeXTHRHO APENOCTARNAETCA TA MAH MHAS
yeryra TOH WK WHON CepBMCHOH opraHK3aumel, W 3aYacTYIO 3TO ABMAETCA CKODEE cydaii-
HEIM TIPOLECCOM, MEM 3AMAanHpPOBANEBIM. Hanpusep, Kakoe BEYETAEHME NPOHIBEIET Ha
BAC OECMOMOILHO CToMMi Ha OOOYHHE HOpOrH MONOMAHHHH ABTOMOGILIE, NPHHAANE XA -
WIHA KOMNAaHHK, KOTOpas NPeIoCTaBIAeT Yoy sxcnpecc-poctagku? Mad mpavynstfi nunor
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ABUAKOMNANKY, OACTLIN B TRAIHYIO W NOTPemaHHYIo dopMy? A 9To Bel MOAYMAETE, ECAH,
noceiias Apyra B BONLIHLUE, YBHAWTC, YTO 180p ApPEKPRCHO YBpaM, HKHTEPHED MOMEIUEHHi
ApHRACKATCACH, ODCAYXHEAIOWHHA NEpColan NPUBETINE, BEXUIMB M OOET B JErAHTHYIO W
UMCTYIO GopMy”?

M3-38 TOTO 4TO FPOUCCCR] NPEAOCTARNEDMA BOALUMHCTEA YCIYT HEOCA3ZEMBl, MATEPH-
anbHLIE CRINCTCIRCTEA TIOIBOARIOT KMHCHTaM NOAVYKHTL OnpeacAcHioe NpeAcTABASHHE O
KRYeCTBC YCAYT M, B 1ICKOTODLIX CAYYAAX, OMEHB CHALHO BIMAINT HA TO, Kak rorpeburenu
(ocoBeNnoe 1HCONLITHLIC) OUSHUBAIOT KavecTBo obonykuBaHua ClenoBaTeNbHO, MEHELIKE-
pam HEODXOAHMMO OUCHTs TILATEARIIG MOOYMaTh O TOM, KAKOe BAreYartieHde E}rm NpoH3BO-
OHTE HA JONEH OCHABACMBIC KOMITOHENTH CHCTEMB! MapkeTHHra yoivr Bonee meTanbso Mbl
paccMOTPHM 3TOT 3sicmeit mofend 8Ps B rnage 11, a 8 Tabn 3 2 npencrtasneH nepevcHb
OCHOBLILX MATCPUAMBLILX M KOMMYIIHKATHEHBIY 3NEMEHTOR, TIOA BIMAHME KOTODLIX Ipexie
BCCMO TIOMALAIOT MOTRCOHTEIM YCmyr

Camo coBOK pasymeeTesl, KOMHYECTRO BHOMMEIX LI KAWEHTA 3MEMEHTOB CEpBHCHOTO
NPOUGCCE B 3HAYHTEIBION MEPE 3JABHCHT OT TOMO, O KAKOH YCAYre WIET pedb — C BLICOKOM
W LIM3KOH Creneibio alaumodetcTrig Ecin B3anMoneiicTEME HEIHAYMTENBHO, KOMNIAHHWA
MOXCT HCIIOMIB30BATE ZONOAITHTEIBHME MATCPHAMLHEE CBHACTSIBCTBA, AKTHBHO DEKNAMM-
PYA CBOH YCIYrH 1A TCAEBHUCSHMH, B HWLULIOCTPHPOBIHHEIX JXKYpHanax, rajetax M bpoluiopax
way Ha Web-caitre KoMmaHHMH

OnepauWoHHER Hpyrve Touxw BsaumoeicTEMA
COPBHCHAR CHCTEMA ST— -
Ofizopd peaynbTaTos
Flovra MafKETMHTOBKY HCCnafoeanti
BucrapneHie cyeTa u
QfopyosaHIg OduLMaNbHAN OTYETHOOTE
TexHonorvLEckos anA KOHTAKTH &
ANpO CBMOOGCAYKHARHAS Crysaiitee
MOUHOCTAMH W WH““
Tenedwon, CREACTRAMMK (8
Hin
Yemue oF M CYKIeHWA
oot o
el iy
TR EREHTA Jt K MEHTa

PHE. 3.5, CHCTEMA MBIDKETVHIA YEAYT © HMBKOA CTEMNZHHI0 BIBHMOARFHCTEIAA MEXAY KAMEHTOM W KOMNEHWER

YnpasAeHUE KOHTAKTaMH C KAUCHTaMH

Mmorue yenyrH (ocoenHo ¢ BRICOKOI CTEMEHBI BIAMMOABHCTEMA KITHEHTOB C CEPBHC-
HOM OpraHM3aUneil) XapAKTEPHIYIOTCS YACTHIMM KOMTakTamu rorpebureneit ¢ obonydiu-
BAIOILINM MEPCOHANOM QHPME — JIKGD NepcoHanbHEMHA, iHb0 o TenethoHy. Kpome Tor0, B
npoilecce oBCAYKHBAHHA BOIHKAIOT KOHTAKTE! MEXAY KHEHTaMHK H husHueckuMy 0bbek-
Tam W obopynosaHieM Tak, NpH NPEIOCTABASHUM YCIYT C HU3KOH CTENEHEBIO BIAHMOAEH-
CTBHA KIMEHTH BCE BOMbllle KOHTAKXTUPYIOT ¢ PAVHYHLIMY ABTOMATHHECKHMM YCTPOHCTBA-
MH, TIpHXOAALIKMK Ha cMeny oBCnyXHMBaolleMy NepcoHany
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HToGB! HArNMAMHO ONUCATH PHCKM M BOSMOJKHOCTH, CBASAHHHMIE ¢ KOHTAKTAMH B CepBmMC-
HOR cpepe, weenckuft y4eHsiil-xoncymraHT Puduapn HopMaH MCronsioBan cpasHenHe
ITOrO Npotecca ¢ KOPpHAOH.

MoXHO Cka3aTh, YTD Ka4eCTBO YCNYrM BOMDUHMMAIETCH KNMEHTOM B TAK H33LIBAEMBLIR “MOMEHT

MCTHHEI™, KOFQa CRysaund CepBUCHON OPfaHMZaLMM W KITHEHT MMLIOM K NHLY CTaNKMBIIOTCA “Ha

apaHe™, B 3107 MOMEHT KaXEHOMY NMPUXCANTCH NPUHMMATL PELUEHUA CAMOCTORTENBHO. M To,

HACKONMLKO 3qepeKTUBEH NPOLULCC OBCTy:XUBaHUA, ONPEABARETCA TEM, HACKOMLKO OMBITEH, MOTH-

E_al_rI:rﬂ_gH H npuﬂ__:l_ec:muaﬂEH paboTHMK KOMNaWMK, C OOHOH CTOPOHE, W KIKOBE OMMOAHMA W

~ NosefeHue KNueHTa — capyrod (18]

B KoppHae Ha KapTy NOCTABACHA JkHIHL GBIKA MIM METANODA (2, BOIMOKHO, U HX o6oux).
A MOMEHTOM HCTHHRE” HA3BIBAIOT MOMEHT, B KOTOPBIH MaTamop yGueaer 6sIKa WINAroH —
HC OYEHB-TO YIA9HaR AHAOIHA IS CEPEMCHLIX OPTaHH3aLHH, KOTOPHE, KaK Npasno,

CTPEMATCA HAAAOWTL ¢ KITHEHTAMM ROArocpovHbIC B3anMooTHOWenua! Koneuno xe, me-
Tadopa r-pa HopMaHa o3Hayaer, YTe B 3TOT “MOMEHT UCTHHB" Ha KAPTY NOCTARAEHBI
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HIAHMOOTHOWEHHA KITHENTOB ¢ opraniiauved. B omiHuHe OT KOppuInl, UeHbh MADKCTHHTA
oTHOoLWEeHKH] (fonee AeTanpHO 3T0 NOHATHE oOCYRAAETCE B rape §) — NPeROTEPALLEHHE CH-
TyallMH, KOTaa OfUMH HEYAMMMBIH KOMTAKT BncueT 32 coBoi paspylLeHHE YEe CYLIECTBYHO-
LLIHX WM NOTEHUHANEHO BOIMOXKHBIX JONTOCPOYHEIY OTHOLIEHHI MCHIY KJIHEHTOM M cop-
BHCHOM opraliM3auuneii.

Caefyer OTMETHTL, YTO DBIBUIMEA HCNOMHHTeABNBE AUPeKTOp KOMRAHWH Scandinavian
Alirlines Systemn A KapmioH B CeOE BPOMA MCAONBIOBAT MeTadopy “MOMEHT MCTHHET Kax
OTNPABHON NYNKT And npecobpazosaing SAS W2 opradd3alivH, OCATCABHOCTL KoTopof oc-
HOBRHA Ha OTICPAUMOHIILK NOTPeBHOCTX, B KOMIANNIO, OPHEHTHDOBAHHYIO HA KIWENTA,
I'-n Kapnion ckasan o ceoeH KOMITAHMH CASOYIOWIEE.

32 nNpownwi rof ka%Asd W3 10 MWuNIMOHOB HAWMX KAMBHTOB BCTYNIMN B KOHTEKT € AATBIO
Chyaawpuai SAS W NpoAONAUTEALHOCTE KAXOO0MD KOHTAKTZ B cpedHeM <ocTaenanz 15 cekyHa.
CrepcearensHo, cbpas $AS “cosnaetca” S0 MuanMoHoB pa3 B rofly B TeyeHue 15 ceKyHA MpH
KA OoM BIaMMOAeRcTaRY. 3T 50 MWUINMOHOE * MOMEHTOR MCTMHE™ M AENAKTCA TEMK MOMEHTAMM,
KOTOPLIE B KOHEYHOM C4ETE onpefenmoT, Gyner nn SAS CyliecTBOBaTe XaKk Mpeycnesaowan
KOMMAHWA MNW g8 NOCTMIHET Kpax. JTC MOMEHTH, B KOTOPLIE Mbl JONNHE O0KA33TE CEOWM

KMMEHTAM, YTO NIYHLUEN aNbTePHITUBEI, Y48M SAS, NPOcTo He cywjecTayer [10].

YnpaBaeHHE NEePCOHAAOM, HENOCPEACTBEHHO KOHTAKTHRYIOLWIMM
C KAMEHTaMM

M3 BoIcKA3BIBAHKA T-Ha KApn3ona oYeBHAHD, YTC MEXIY MAapKETUHIOM W yrpasneim-
€M MEPCOHANOM CEPBHCHOH OPraHH3aLlMH CYUICCTBYET YETKAR M YCTORYMBAs B3aWMOCEBAIE.
Hu p onpHoM Bu3nece, cBA3AHHOM C NPEAOCTARIEHHEM YCOIYD, B KOTOPOM JIIOAM BbiCTYRAlOT
HEOTBEMAEMOI YaCTbI0 CCPBUCHOTO TPOAYKTA, HENbL3IA pPAaCCMATpHBATL paboTHMKOB, Heno-
CPEACTEEHHO KOHTAKTHPYIOWMX € KIHEHTaMH, OTAEALHO OT MAPKETHHIOBOH CTPATErHMHM
KoMnaHuy, Kpome Toro, B HacToALUICE BPEMS TIOCTOSHHO YCHAMBAETCHS TEHAEHLIMA, B COOT-
BETCTBMH ¢ KOTOpOH pafOTHMEH, KOTOPLIE TECHO KOHTAKTHPYIOT © KIMEHTAMM, HAYMHAIOT
Bce GONLWE 3AHKMATECA HE TONBLKO OOCHYXMBAHMEM KaK TAKOBHIM, HO M NpoJsked ycnyr.
BeaencTene TAKOro CMCWEHWS PO OHM JOMXHE! TeNephk GbITh TAKKE MapPKeTOROrAMM TIO
COBMECTHTCALCTRY. Taknu obpazoM obvuranTh, OAHKOBCKHE CyKaWke M OAKe COTPYAHM-
KH ayiHTOPCKHX GUpM 00A3YI0TCA 3aHMMATBCA CTUMYTHPOBAHHCM COBITA HOBBLIX BHEOB YC-
YT M CAMOCTOATENERHO MOBYWOaTE XIMEHTDE NPUHOBPETATh AONOAHUTENEHEIE YCIyrd nAHbo
HANPABAATE WX € 3TOH UeNLI0 K CHEUMANUCTAM MO cOWTY CBOEH KOMMaHMM,

PaGoTy MEHELKEPOR CCPBACHBIX KOMMAHUN YCNOKHACT €liie W TO, YTO IHAYUTENbHAA
AONA OTBETCTBCHHOCTH 33 VCMEX KX OpramM3auuil 3a4acTyi Noxures Ha obcayxupaio-
LKA MEepeoHan HM3OBOMO YPOBHA! Ha soautened aeTobycos, MPONABUOB PO3HHYHBEIX Ma-
raivHoB; oneparopos, pafoTainmwpx na Tenedone; cexperaped QHpM, TPEAOCTABNAIOWIMX
npodbeccHoHaANbHBE YOIyrd (HanpHMep, KOHCYNBTAUMM N0 OW3aifHYy, HOPHCNpPYOEHLUHH
WK MeHelXMEHTY) WA AreHTOR KOMMAHWHA no npokaty apromoBuiaeit, Yrobe paGorath
atdbekTsHo, 3TH paGoTHHMKH, KOTOPLIE 3a44CTYIO HAMHOIO MOJIONE, HEOMLITHES ¥ MeHeE
obpasoBaHLl, YCM HX KNIHEHTH, OOKHE ODNagaTh JHAHMAMH H HaBRKAMH KakK TexHuue-
CKOTo ofCAYKMBAHKA, TaK ¥ MEXUIMYHOCTHOTD obwena. OHY 00A3aHb HE TIPOCTO YMETH
YOTKO M YMENO CAPABNATECH C TEXHHYeCKoH yacThio pafoThi, HO H AENIATE 370, HAXOAACH
B TECHOM KOHTAKTE CO CBOMMH KameHTamu [20]. B rmase 15 MBI paccMOTPHM, HaCKONBKO
CHALHO ETHAET HA MPOHIBOAUTENLHOCTE H KAYECTBO CCPBMCHOIG Npouecca TUATENbHbIH
othop nepcostand, ero ofyyeHue, TPEHHHTH M HACTABHHYECTERO,

Yrobu acheKTUBHO CIIPABATBCH GO BCOMM ITUMH CIONHBIMH 3AaYaMH, MEHELKEDaM
CepBUCHBIX GHpM CReayeT KPaTKo U 4eTKO WHGOPMHPOBATE CBOHX CIYXKALILMX O TOM, KakKylo
MO3HLIMI0 HX KOMMNAHHKA CTPEMHUTCA 3aHAThL Ha peiHke yeayr. TIpW atoM, ogHako, Creayer
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MOMHWTE, YTO DAHHX TOIBKO PYKOBOAAUNX TTOCODMIT M KONTPORUPYIOUMX MpOleayp 1eloc-
TATOMNHO IS TOTO, winbbl MOoAM pabortany Ha MOCTOAHID BbhicoKom ypoene. Heobxoaumo
TAKKE CBOCEPEMCHHO NPOBOMHTE TPERANTH ANA OGCNYHHBAIOWErO MEPCOHANa, pacLUMPATL
HX TIOAHOMOMHE M o0eCTISYHBATE TIOAAEKEKY MEHOIKEDPOR, DOCTOAMID HABAS CAVKALIMM
MOHATE, 4T0 MX BAXHHC, XOTH H 3aUalTYHO JOBOJABHO HETIPOSOUKHTCALIILIE KOHTAKTH C
KIHCHTAMH, OKA3LIBANT OrPOMHODE BANAHME HA CTEMNCHL YIOBASTBOPEHMOCTH MOCHELINX
KOMEMHEBIM pe3yibTaToM oGcayRiBaii. C 3TOH Leibio CEpBUCHBIC KOMNAHWH HHOTIA Moa-
HOCTHIO RIMCHEIOT COOI0 OPTAINIALIHOHHYIO CTPYKTYRY, Acnan ce Donee NNOcKoi M xak Owi
nepesopayiBag “ BBEpX HOFaMK”, a MEPCOHAN, HEMOCPEACTBEH IO KOHTAKTHPYIOWMIY ¢ KAK-
EHTAMHM, MOOHMMAEICR Ha BEpXHMIt ypOBCHL NEPEeBOPHYTOH OPraHMIAMOHHON THpaMM-
aw [21). Takas cTpyktypa NpCANOMAraeT, 4To BMECTO Toro, HMTo0ui CTPEMUTLEA YIPARAATD
ROEEACHMEM CAYHKAWMY, MCHCIKEPHl JOULKHB] BLICTYNETE KEK HX 11acTABHHKX W PONCBLIC
NUACPEL, TEM CAMBIM TOMOFaA CROMM nogyunelHbiM Gonee addexTHBERD 0BCAYKMBATE KU -

EHTOB.

KpuTHueckne CobbiTHs BO BPEMR KOHTAKTOB C KAMEHTaMM

Kpuruyeckum cobbiTHEM HAIBIBACTCA KOHKPETHOE BIAMMONCHCTEHE (KOHTAKT) MEXLY
KAUEHTOM H OGCHAYXHBAIOLLMM NEPCOHUIOM CCPRHCHONH opraifuialliy, KOTOPoE HMEND 0Co-
Goe sHavenne s oanof MK obenx slaumogelicreyrownx cropod. CerogHsa Heomegosate-
JAMH paspaboTaAHa METOAQIOrHA KpuTHycCkKHX cobumimiid (MKC), kotopasa onpepeaser
NPHHEHITE cBopa K KBCCHOUKALLMH TIKHX MHUKASHTOR B [POLECCE KOHTAKTOR CIIYKAIIMX
C KNHCHTAMM. TAKOl SHATHI NO3BOJIACT MCHCIREDAM BLIABMTE, KAKHC THILI npﬂucmcr:rauﬁ
Bo Bpems obcmyskKpalud OcobeHHO BAXHBI MUIA ONPENENCHMS TOTO, YIORMETBOPEH KITHEHT
KauecTBOM YCAYTH HITH HET.

Kpumdeckie cobbima € TOUKM 3peHHA KAHEHTOB

PesynuTatl aHaniia Ha ocHoee MKC uacTo ovyeHb AOMOFanT BLARHTE BOIMOXHOCTH
Ana fyayweny yooBEpUEHCTBOBAHWA npouccca obcnysxupanun. Onpeneaks vanwbosee sepo-
ATHEIE “TOYKH HEYIAY" B XOAC KOHTAKTOR ¢ KAHEHTOM, B KOTOPLIX PHCK HE YIOBNCTEODHUTH
notpebHTENT yoAyr RavBoace BEMHMEK, MeHeIlKep cepBHcHOH dhupMmbl AtnaeT nepebid war K
MPHUATHIO KOPPEKTUPYIOIWHY pelleHHil, no3BoiAiomiux w30eXaTh NofodHelX HHUMISHTOR.
TouHo Tamoke aHanus va ocHose M KC, nossoafolnuii onpenenyts npupoay cobbITHH, Ko-
TOpPBIC ¢ TOYKH IPCHHA KNHUCHTOB CBMAETENLCTEYIOT O BHCOKOH 3(MHEKTHEHOCTH M KauecTRe
OOCAYKHBAHKHA CEPBHCHOI OpraHv3aLks, HAeT MeHEeIKepaM BO3MOMHOCTL TIOATOTABAHBATE
OOCTYXMBAWWME repeodan TakiM ofpazoMm, yToDbl CAYAALLUC BOCIIPOHIBOAMAK B CBOCH
Bymywe#l pabore MMEHHO TAKHE MO3ZUTHBHLIC MOMEHTEIL,

HeraTHBHEE KPHTHIECKHE CODLITHA, KOTOPLIE BLITH ¢ yCrieXoM W ONEpaTHEHO paspele-
HBHI, CNOCOBCTBYIOT (opMHPOBAHHIO MpHeepXEHHOCTH notpebuTencH K Tofl MK MHO#R cep-
BHCHOH OPraHH3aLlIMH, OCKOIEKY ASMOHCTPHPYIOT M, YTO KOMTIAHUA ACHCTBMTENLIIO OyMacT
W 3a00THTCE 0 HUX. CreayeT OTMETHTh, 410 McconeaoBaHue $38 kpurHueckux cobuiTHil, npo-
BemgHHoe Chiodar KesmiM, mokasamno, yto BTopoil mo 4acToTe npHYMHel nepexofa nwonei
K ODCTY:KHBEHHIO Y KoHKypeHToR (Mmepeodt TpHukHOM 6hTa noanas necnocobHocTb cep-
BUCHOW OPTAHH3ALLUK 0KA3ATh OCHOBHYID yenyry, 44% peclIonIeHTOR) CTANA HEYAOBNETEO-
PEHHOCTD ¥JIHEHTOE KE4ECTBOM KOHTAKTOE ¢ OOCAYMHMBAILKMM nepcoHanoM (34% pccrnol-
achtos). Cpead OPYIMX OCHOBHEIX ITPHYMH CRELYET YNOMAHYTH 3aBullieHHYR ueHy (30%
PECNOHACHTOR), HeynobHoe BpeMA M HECDOEBPEMEHHOE 0BCAYKMBAHHE W IOX0OE pacnoao-
#ewne “Qabpuru yemyr” (21%), a Takwe MEINCHHYIO PEAKITHI KOMMNAHMM HA HCKAYecT-
BeHHOE oOCnyxmuBaHke (179%). MHOTHE peciTOHAGHTHI OBOCHOBANY CROJ Mepexon K Apyrod
KOMIAHHH KOMIUTE KCHEMKM TTpHYMHAMM, HATTDUMED, KaK Pe3yAETaT NAoKoro obemsHBaHHA
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C MOCNCIVIOULEH NeyAOENETEOPHTEABIOE peakuueil Ha paspewieHMe Bo3HMKIWIEl npoGae-
Ml [22]. Bepoder, CACAAHHLIC 1A OCHOBS JAHHOG WCCIEAOBAHHA, MONNCPKHBIIOT BAKHOCTE
H HCTHHUOCTE adopuasa “O0CnyRHBANNE — SN0 BOEX M HAWIOTO" HEIABHCHMO OT A0JK-
HOCTH COTRVAITHKD MM OCIOBHLIX 3224 TOM HAK HIOTD OTAe0a CEPBHCHOMN OpraitIalmy,

ANLIOHYHLIC HCCACIOBANHA NDOBHIMAKCE W B SEROMEHCKKE CTpanax — cobpanbl cBe-
nenus o 875 kpermdeckux cobGRITMSX B LWCCTH pasHux cepax obCIYMHBAHHAT TpYILO-
YCTPORCTRO, 3ApapoOXpanel ke, OOPAI0BAIKE, RUIHIEHO-CTPORTENLHME DPraiMIannm, ob-
LWeCTRCHHDE NHTANHE W Tpatcnopt [13] BT HCCNeIDBAHMA OCHOBLIBAAMCL Ha TOR Be muv-
poxait KIrCCH(pHEELHH CODBITHHE, QAHAKD, YTO II¢ VIHEHTCALHO, OTMEYEHB! CYLLISCTASHH LIS
PECXOMACHHA HAKDOICE BANHEIY M JIAUKMEX MHUMACHTOB B pAasimx oTtpacaax. ManeHedi-
WK aNadld BLIADHN TEEKE PACKOMICHH BO BREMSHW MPOHCLICCTEMAA, TaK, 0KA3AR0CH, 4TO
75% BCeX MOIMTHBHBIX W NETATHEHBIX CODBITHR caydandck B MOMEHT NOTPefACHWA YCIYrH
wAMenToM, oariaxe 4% cobumuil ofionx THNOE NPOUCKOLHANG NEPES MOMCHTOM TOTpeae-
Hua, 10% — nocae Ocoboe BHUMAHME MEHELKEPIM CAZAYET YASAATE AHATHIY KpUTHUE-
cKHX CODMTHHA, KOTOPLEC BOIHHKANT Repen NOTpehNeHHeM YCAYTH, NOCKOALKY HMEHHO Ha
HHX OCHOEAHO NEpROC BNEVATNe]IME, KOTOpOEe co3gacTed ¥ notpebuTens o CepBHCcHOR opra-
HHIAuMM. TaK, KPHTHYCCKWH WHUMACHT HEFaTHBHOM XapaKTepa Ha paHHel cTandd BIau-
MOACRCTERA MACTO TIPHBGAKUT K TOMY, YTO KIHCHT NPEpbiBleT cBOM KOHTAKTLL ¢ dmpMol
EIE 10 TOD, KAK NPACTYIMT K NoTPehAcHM G OCHORNOH Yonyrd CEPBHCHON OpraHdIdiuMH; o
TO WE BPCMA MOIMTUBILE COOMTHA YACTO CTAINOBATCA HAMALOM AOATDBPCMEHHOMD ¥ [LIOL0=-
TROPHOMD COTpyRHHyectes, TIponciuceTaHA HOGHTHENOTO XAPAKTEpR, BOIHMHKAMILHE MTocTe
noTReBIeHHs YoayTH KANSHTOM, RGO YEHAHBIWT QAArIpHATHOS Brevatmedqs oT duUpMel,
AHGo ROMOMIOT ¢ff HCNPABMTE CUTYLLHIG B CRVYAAX, ECAH B npouecee obcnyKuMBaliMA BO3-
HHKJIH KakHe-nubo npoinempl. [Tpw 3toM, ecaw nocae noTpebieHns YCMyTH BOIHHEKACT
HEMATHBHAN CHTYAUMSA, OHA MOMET NHEO HCMOPTUTE B oflieM GNaronpHATHOS BREMATACHWES
of yenvre (NP YCIORMKE, YTO 10 CHX NMOP BCE LUAC HODMANAHO), AWO0 BLI3PATL HACTOALIEE
paapaxelne noTpebuTens B caydae, LAM M caM npousct obchyRMBinHs Db HENDHMATCH
M HesdbekrHBE.,

Bo epeaxe “Matepuate dwccnenoeaHdi” patCKAsMBAETCA O BEIBOJAX, COCAAHHLIX TOCREe
MECNEOOBEHHA ERHTHYeCKRX cobbITull, OnMcaHHbLIX GOTPeBHTCIAMY, HMEBLIKMY SBHO TIO-
SHTHBHbII AKBO HETATHAILIE ONBIT B NPOUECCe HCMOMEIOBAHUA YCYT ABHAnHKH, otenei ¢
pectopanop, OOGpaTHTe BHHMAHME HA CAOBEA, ¢ NOMOLLIY KOTOPMA KIMEHTH ONHCBIBAKOT
PasHEE THIE! KONTAKTOR ¢ pADOTHHEKAME STHX chep obonynHBAHHA,

KpHMTHYECKHE NPOHCIIECTBHA € TOYKH 3PEHHA NepcoHaAa

Kk Bl MOHHMASTE, KOHTAKT MeXIy moTpehHTe e N CHYMAILMM CCPBHCHOR opradMaa-
UHH HOCHT ABVCTopoHiKA XapakTep. Mockonuky GEAUYMHEIE HAM TIPOCTO HENPHIHYHO Be-
AyugHe ceha KNMCHTB HEPEAKO CO3AAKT MACCY COBSPUICHHO HEHYXHuX npobnes ona of-
CAVKMBADILEND TEPCOiAna, KOTOPLIN W30 BCEX CHN CTAPASTCH HM YROAMThH, MEHCEMEDAM
HEOOXOMHMO 3HATE M MOMHMATE TOUKy 3peHMA paboTHMKE OTHOCHTENBHO ToH WiH HHOH
koHkperHoll cutyauMu [locToRHHOE HEOOBONLCTED CAVMAIUMX B CBAIM C HETIPHATHBIMK
HHLUMICHTEME MOKET Aa%e BMHYIHTE XOpOWers paloTHHKA YEQMWTRCH M3 CepBMCHON Op-
TAHHIALHM.

Bo ppems eule omioro ananuid wa ocHose MKC (0HO NpoRORWACCE TEMM ME HCCACAO-
BATEAAMH, KOTOPOC BRINOAHMIHM HCCMEROBAHKE, OTHCAHHOE BO Bpedxe “Marepuanu uccne-
HOBAHHA™) kpHTHYSCKEE COOBITHA M3MANHCE C TOYKH IPEHHA CAYXAUWHX CCPBMCHEIX Opra-
Hf3auMil [24). (3TO McocooBaHME ONMHCAHD B KOHUC 3T0R 4acTh, B MATEPHATE JTA YTEHHA
“Touxa IJpeHHA CAVHIUMX HA KpPWTHYCCKUe coDHTHA B CEPBHMCHOM NpOUSCCe”, AHTOPLI
Mapu Awo Butuep, Bepnapn Byma u JIyuza A, Mop) 3rn nccnemosaims MOKAIATH, HTO
Gonee yem 20% neraTHBHGIXN MPOHCIIECTEXIE ¢ TOUKH IPCHWA CAYNAWLMY MNPOH30UNH H3-33
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Yro 3HavHT HEAﬂﬁpﬂCUBEﬂTHhIﬁ KAMEHT?

Muorue moay, npuesxatommue B CepepHylo AMEPHKY M3 ADYTMX AHTNOA3BYHBIX CTPaH,
MPUXOEAT B JAMEIATENBCTBO, YCOAbLIWAE THNMYHO CCBCPOAMEPHKAMCKOE CAOBO jaywalker
(B HOCNOBHOM MEpeeoae — TAYALIE, GecnedHuil NeweNoa), STHM CNoBOM HAILIBAIOT HEOC-
TOPOKHOrD Nelexoa, nelexola-paswHio, KOTOPBIA nepexoiT Xopory B HeobospadeH-
HBIX I8 3TOTQ MECTaX, NoABCpras onacHoCTd W ceba, M okpywaloumx [25]. Tpukeraska
fay- npuina m3 XIX seka o ofo3Havaer GesiyMHONO, HEOCTOpPOMMOrO Henoseka, TAKHUM
ofpasomM, § AHCNHACKOM A3blKE MOXHO COCTABMTE Lenslfl CNOBAPE AORONBHO HETATHHHBIX
TEPMUHOB, I0BARIAA K MPUBLIYHEIM CYWECTBUTCILHBIM WIKM [NAaTORaM NPUMCTABKY jay-. Kax
HacueT wedofpocosecmiiozn wavenma (jaycustomer), Kotophiil, K NPUMEDY, HebpedcHo, henpa-
GUABHO hodsIyenica (jayusers) yenyroi WiM TOBapoM, a NMOTOM GLUE W HEnpasUALNG Rocmynaem
¢ omxodamy (jaydisposes)? HasafiTe ycnosumca, 4TO HERoOPOCOBECTHBIM KIMEHTOM MBI
BygeM HasuBaTh TAKOTO noTpebuTens, AEACTBHA KOToporo HeobayMaHHb! MAH OcKOpOM-
TEALHE M NPHYMHAT HEYRODCTEA COTPYAHMKAM CEPBACHON KOMMAHKH H €8 KIHEeHTaM.

Kaxnas cepBHCHAA OPTAHMIALMA B CROEH JEATENBHOCTH HEM3DEXKHO CTANKMBAGTCH C He-
ApGpOCOBECTHBIMK MOTpeGHTENAMM, OIHAKO MHEHMA NO 3TOMY BOMPOCY BEAATCA HA [ABe
NPOTHBOMNONOMHBIE TOYKH 3peHMA. OmHK TIPHACPKUHBAIOTCA NpPaBMia, YTO KIMEHT BCErna
npas. JpyrHe cYWTAlOT, 4TO DHIHOK Yenyr OYKBAMBLHO 3AMONOHEH HENPHATHBIMH MOALMH
(¢ etle Soasiie — HEAOGPOCOBECTHLIMH KOPIOPATHEHEMH KIHEHTAMH), OT HHX BoODIE He
CTOMT OWMIATE MOBEOEHHN, HA KOTOPOE DACCYHTLIRAIOT YRaxawwue ceba M npefelsHo no-
PRACMHBIE TOCTABIMKH youyr. Tepeyio TOUKY 3peHHA aKTHEHO MCTMOBEAYIOT HINHIUHE Orl-
THMHCTHYHO HACTPOEHHBIE yUEOHMKH no TEOPHM MEIEDEMEHT; OHA TakOKe WHUPOKD Ipo-
naraHAaMpyercH 80 BpeMA cayxeSuuy cobpaHui AN MOTMBALMH COTPYOHWKOB, Bropoe
MHEHWE YacTo PasiensoT Gonee MMHWYHO HAcTPOCHHIE MCHCAKEDL], KOTOPEIE YHE YCITCH
He pa3 cuibHO “ofweuscs” B ceoeft npodeccroHanwHoll gesrtensHoctd. CRELyeT CKA3ATE,
YTO, HECMOTDA Ha PEeIK0E DACXOMIEHHE 5THX TPOTHEOPEMMBEIX CYXIEHHH, B KaxiDM H3
HHX €CTh JOMA WCTHHEL.
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LlecTb TMNOB HEAODPOCOBECTHRIX KAMEHTOB

HemoGpocoBecTHEX KNHEHTOB He mMobuT HMKTO. B xyoiuem ciy4se cEDBHCHBLIM KOMOa-
HUAM TTIPHMXOEMTCA METATECA NPCEKOTBPATHTE CAYYAH HEHALMEXKALWETD NOBEICHUA; B JIYYILEM
chyyae WM yAaeTcH H3bexath Taxkux notpebuTeaeil, cTapasich MPHBNEKATh HX KAK MOXHO
MEHbLUE, A NIOCKOILKY BBIABACHHE TpobieMbl CYHTAETCA MEPBLIM LIATOM K €C PCLIEHHIO,
Mbl APEOAAracy BaM Ha¥aTe ¢ ODCYRALHWA PasAMYHEX THNOB (MaH CeTMENTOB) HeXena-
TENGHBIX KAHCHTOB, KOTOPBIE NPeacTARAMOT cobol yrposy ANH NOCTABIKMKOB KAK TORAPOB,
TaK # yonyr. Huoke npedcTaanedbl WECTh PPN OCHOBHBIX LWHPOKHX KATCrOPHIE TAKUX IMo-
TpeluTenel, KaxmoR M3 KOTOpBIX Mbl manu ceoe obilee HazsaHue. Chedyer, omnaxo,
OTMETHTD, UTG MHOMHE PADOTHKKM COEph! YCAYE, KOTOPEM B XOAE HX JEATEALHOCTH NMPHXD-
IHTCH CTAKMBATLCA ¢ TAKHMH “MHALMH™ NIOOLMM, YACTO HAIRBAIOT KX CBOMMM ‘‘Nacko-
BEIMI" HMeHamMu. Tlo Mepe O3HAKOMAEKHS ¢ NPCACTARNEHH BIM MATEDHANOM B, BO3MOXMHO,
cMoxeTe A0DaBMTE K YTO-TO CBOE.

Bop

3ToT notpeGuTent HE CODMPAETCA MNATHMTE ASTIBIH, Er0 Lefb — YKDACTh TOBAP WIH YC-
ayry (B0 0H XOueT 3ATNATHTL [MONUEHBI, HEIAMETHO MOMEHRAB MECTAMM NEHHMKH, HIH
BCTYNAST B HEODOCHORAHHEIH cnop o Akobwl 3apbltueHHOR 1tene npoaykta). Or negobpoco-
BECTHRIX KMHMENTOR JAHHOTO THMNA Mpesine BCEro CTpamanTt pOIHHJYHLIE TOProBRIE MPEINPH-
STHA. T0, UT0 POIHHYHBIE TOPIOBLILI YICTO MATKO HAILIBAIOT YCYWKOH, YTPYCKOH Mnu yeaa-
KOH, EXXEeronto BBHUTMBAETCA B CYLUECTBCHHLIC YOBITKH. UToOm M3bexars 3Toi npobrembl,
MHOPHE CEPBHCIibIE OPraFHH3AUHK paspabarelBAKOT MOApobHEIE H CNIOMHLHE CXEMB PACYETDE.
Ecny e peye wiet 06 YCAYraX TexXHOADTHMYCCKOrS XApaKTepa, JIOOM YacTe MOTYT HadTu
CnocoD He FAMMATHTD 32 IEKTPOIHEPIHID, BECINATHO BOCTIONLIOBATLCR TenehoHHol cBa-
3610 WH HEIAKOHHO NOBKMIOVHTBCA K kabesbloMy TenesdmeHuo, [lpoexareca “3afiuem” B
TPAHCTIOPTE, MPOLWMLIHYTE O3 HHNeTa 8 KMHOTEATD WAH DecnNaTHO MOVMHHATE B PECTO-
PEHe MPeBpalAaeTed ¥ HEKOTOPRX B nactoswee xoG6u. He creayer 3a6uiBaTh TAIOKE 0 He-
nerankHbIX crocofax nraTexel, HanpHMep, ¢ HCMOALIOBAHHEM YEPaleHHOH KpeauTHOH
KapTO4KK HAW YEKoBOH KHHXKKM, Cpok koTopofl McTek. [lepen meHenxepaMH cepBHCHBIX
NPEANPHATHH CTOHKT CMOXKHAA 3a7ava pa3paloTark TakHE CXEMEI, KOTOpDHIE noMorau Ol
TIPEIOTBPATHTE MOADOHLIE CAYYAH BOPOBCTBA M NIPM 3TOM M30eXaTh NPHMEHeHMs “recra-
MOBCKHX™ METOHCE N0 OTHOWEHHIO K SONbLUIMHCTBY CBOMX mnoTpeBuTencit, KOTOpRIE B OC-
HOBHOH MACCE YECTHHE H MOPANOYHEIE MIOMH.

Koroa s 6ein eunyckHWKoM KanwpopHMHACKOrO YHMBEDCUTETE, OOMH MEHEMMEep ABTO-
BycHot koMmnaHWK Crevhound Bus Lines monpocHn MeHA MOCTATE MY KHHTY, B KOTOpOil
OMHCHBANOCE MHOXECTBO CIIOCOBOB, KEK MOMHO YKPACTh BELLbL WAKH YCAYIY H HE BeITh NokH-
MEHHEIM. 3Ta KHHMA BECBMA OCTPOYMHO, XOTH, BOIMOKHO, H HE COHWKOM Mympo, Ghta
BHNyIIeHa mof Haipanuem Steal This Book (“Yxpamw a1y kHury™), ¥ B oiHoM W3 ee pasne-
noB noapobHo obpACHANOCE, KaK GecmnaTHO NPOKATHTLCA W3 OTHOTC ropoga B ApYrod Ha
asTofiyce — MMeHHO T2 HHGOpMaLKs, koTopas Buuta HyKHA STOMY MeHemxepy [26] B konue
KOHUOB 5T HALIEJT 9Ty KHMIY HA TIONKE OLHOTO H3 KHHXHEIX Marasdior Crsudopickoro
YHHECPCHTETA, ITDHYEM CTOAJA OHA HA CAMOM BHOMOM MecTe. Beccnopdo, 310 Oeuta Ha-
CTOAWAA SHUHKNONCKKA, COOPHHK coseToR, Kak momyyue oboapars obHarneswnx Goravei-
mpeanpHHHMAaTE el (He 3aGeiRaitTe, 310 GbLTH 1970-e roaw). Komnauws Greymong saHumana
B HeHl SBHO MOMETHO: MECTO, MOCKQNLKY B KHHre O MPWBEAEH MONHBIK HaBop BCeBO3-
MOXHBIX YI0BOK JIA OeCrLnaTHeX W GeIHaKajaHHBIX AyTeilecTaHit astofycamu. Hecxonsko
CMYWEHHEBIA TEM, YTO HE BOCMONL3OBEACA COBCTOM C ODMOXKKH, A BCE K¢ TOACINER C KHH-
FOR K MONIOAOH JERyillKe 338 KacCOBBLIM ANMAPATOM, DAIMbILINAS, HE CTAN NH A NEPBEIM MO-
KYMATENeM, YeCTHO 3anMaTHBIHM 33 Hee aeHbri. S nmourH yGexaeH, YTO CErOAHS TCKCT
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ITOro MU3AANIMA C MHOKECTBOM AOMOMHENMHE HABCPHHKA MOMHMO HalTH HA KakoM-HMGYIL
caitre 8 Internet.

ChcayeT OTMETHTh, YTO MOR JHAKOMUA COTPYIHMK W3 Grephound Gun Ha BEpHOM MYTH.
YerTkoe MoHUMaHHe TOTD, KAKHMM MMenno cnocobom Bac oBBOpOBLIBAIOT, JAST BOIMOKHOCTE
NPHHATE NPEREIITHBIALIC MEPBI, MPEMNATCTBYIOWME Kpaxe, WK Xe 3heKTHEHO BBICICAHTE
BOpa M FICpSHaTh £ro B PYKH Npasocyans. [1pu 51omM, oanako, crenyeT cobnIofaThs DOIbLLYIO
OCTOPOXNOCTL, YTODR B XOLE TAKHX OMcpauMit HE HACTPOMTE NMPOTHE CBOCH KOMMAaKM 4e-
CTHBIX M NOPAAOMHLX noTpeGuTeieH. UAeOyeT TAKKE NOMHHTE O TOM, YTO KIHMEHT MOXET
NPocTo 3466ITE ONNATHTE TOBAP WIW YCIYTY MO paccesiHHocTH. Bo MHOMMX MaraszuHax cei-
YAC HCNOALIYIOT NEKTPOHHBIC APABINKH N TOBAPAX, KOTOPBIE CIIHMACT KACCHP MpH pacye-
Te. ECAH TOBAP C TAKHM APALIYKOM FPOHECTH HCPE3 301y KOHTPONA, NPY BRIXOAES W3 mara-
3MHA BKJIOYHMTCH CHPHAN TPEBOTH, MOCAS METo PetUcide — BEPHYTLEH M OMIATHThE TOBAp
WIJIK ¥€ NONLITATLCA COCKATE — OCTAETCA 23 KIHCHTOM

MNMpasoHapYWHTEAb

[TonobHo TOMY KAK OBHXEHHE MO JAMONHCHHBIM MILIMHAMK YIuUaM TpebyeT cobmione-
HHA ONPEACACHHBIX MPaskn JOPOKHOND ABHMKEHNA, MHOTHE CCPRUCHLIE OPraHM3aliH cyYu-
TAlOT HeoOXOAMMbIM pa3padaThiBaTe NPaBUNA MOBEACHHA ONR KAMEHTOB M COTPYAHHMKOB
KOMMaHUH, cobimojeHue XoTopelX obecneuunpact ux DE30MACHOCTE Ha BCeX 3Tanax obeny-
#wupaHua. HexoTOpbIE W3 TAKMX HODM, CEA3ZAHHLIE CO JA0POBAEM M obecrevyeHHeM Ge30-
RACHOCTH 4EMOBEKA, YCTAHABNIMBAIOTCA Jakonogatearno, JIyduiero npumepa, HeM myTe-
LIECTEME HA CaMONeTe, IICNL3A NPUBECTH, BPAL NH YHAcTCA HakTu Dofee ApKHE NpHMEp
OrPOMHOrS KOMIWYECTBA OrPAHMUYEHMA (MCKAIOYAA, BOIMOKHO, TIOPEMHOC 3AKIIOYEHHE),
KOTOPbiX o0A3aH NPUACPKMBATLCA MCHXHYECKK H GU3HUECKH 300p0Bb BIPOCIbLIH YenoBek,
nonb3IyAch AaHHOH yonyroil. TIOMMMO 3aKOHOAATEABLHBX TOCYJAPCTBEHHBIX OrpaHHuMeHW,
MHOTHE NOCTABIKHKM YET pajpabaThiBaloT CROM BHYTpEHHME MpapMid, KOTOpPLIE AONOAHH-
TeNLHO TIOPBILUAIOT KAUECTRO ODCHYKHBAHUA, MOIBOAAIOT U3OCKATE HEOOPA3YMCHHIE Mexny
noTpebureneM ¥ oBCAYXUBAIOMMM NEPLOHATOM, MCKIIONAKIT UCIIObIOBAHME TTOMELEHMIA
M 0bOpYACBAHHA HC MO HA3HAMEHKIO, ofECTICYHBAIOT NPaBRCBYI0 3ALLHTY M MNpEeOOCTEREraloT
OT BOIMOXIOre HealeKsaTHOrO NOBElelnHA OTIEABHBIX KNWCHTOB, KOTOpPOC HEraThBHO OT-
PAXAETCH Ha KauecTBE OGCAY:KHPAHWH., OOHAKO CACAYET TOMHWTB, MTO TIpPEeBbILC JUOGEIX
OMUUMATLIEIX 3aK0HOB H 3anpeTos B KaXAOM MOCYOAPCTBE M B KaxNoil KynsType fefcTBY-
IOT HETIHCaHbIE fIpABKAA NOBEICHUA B ODIUECTBE, KOTOPLIE KAKIBIK KNMCHT obs3aH cobmio-
Aarte Hes uvero-nuio HanoMUHAHMA.

HeofxoaHMO TAICKE MOMEHTE, YTO BECACHHE YPEIMCPHOrO KOMHMYECTBA TIPABMA H Orpa-
HUYEHWHR YPEBATO PUCKOM. ¥ TAKOH cepBucHOl KOMNAHMK CTh BCe WAHCHI NPEeRpATUTECH B
GHOPOKDATHYECKYID OPTEHHIALINIO ¢ MOpeTUTENeM BO rmase. MoXeT CIyyMTeCA Tak, 4To CO-
TPYOHUKH KOMTIAHWW, CAABHAA 3afla4a KOTOPBIX — KAMCCTBEHHOE OBCNYKMBAHHUE KIHEHTOB,
MPEBPATATCA B “MOMHUSHCKUX” M HaYHYT TOALKO TO H JENTATE, YTO CAeXMTE 3a GE3YROPH3-
HEHHBIM BRAOMHEHHEM BCCBOIMOM HBIY npasui. Euie onHa rmpofnema cocTOUT B TOM, YTO B
niobol cepBMCHOW OpPraHW3alMH HEeNpeMEHHO HANAYICR KNWEHTHI, koTophle OYAyT Hapy-
WIATh YCTAHOBMEHHBIE NMpaBuna — nufo W3-3a Toro, Y10 NpocTe He obpaTdAT HAa HKMX BHHUMAa-
HUA, 100 U3 MpHHUKNS,

Kak we cepeucHoit dupme creayer ofpamiarteCs ¢ TAKHMM NpagoHapyiuuTenaMu?
Muoroe B JaHHOM CY4ae 3aBMCHT OT TOrO, KAKHE HMeHHO IpaBuia HapylieHsl. Echn peus
MACT O HapYIUEHMH 3aKOHONATEAbHBIX HOPM, HAMPHMLD O Kpaxe, HEOMIATE cHeTa HAM no-
MBITKE MPOIECTH Ha GOPT CAMONETA OrfieCTPENbHOE OpYKHE, AMDKHb MPHUMEHATECA HETKO
paspaboTauHbie NPOLUEAYDEl, HAMPABNCHHLIE KAK HA JAWHKTY COTPYEHHKOE OpraHH3audH,
TAK M Ha 70, 4TOGE! HAXA3aTh WIM OCTAHOBMTE MpaBoHapywuTens. KopnopaTHBHkie Mpa-
BWMZ HE TAK OOHO3HA4HL. [IpexOe BCEro CAedyeT ONpEacnMTh, ACHCTBUTENBHO AM OHM
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Heobroaumel ECmy Het, 0T HHX AyYILE OTKA3ATECA BosMoxHo, OHH HANpaBAeHLl HA 3aliM-
TY 300pOBEY H OGecneueHHe De30MAacHOCTH CIYXAUIHX 4 kiueHToB? B 3tOM cayyae pomon-
HHTEALHOE 06YUeHHE i YACThIE HATIOMHHAHHS TI03BONAT KOMIAHHM pexe NpHBeraTe K Kop-
PEKTHPOROYHAIM MepaM. ST0 COpPABENTHRO M NMO OTHOWEHHID K HOPMamM, MPHIBAHHBIM
obGecrednTs KoMoopr i yaobeTeo TipebliBaHHA GOMELIOTO KOAMMECTBA KAMEHTOR B OIHOM
noMelleHHH, Kpose Toro, cyluecTByeT UBABIF DAN HemUcAHEIX Mpapua, Hanpudep, “cob-
mojall ovepens” (XOTH BO MHOIMX ApyriX cTpaHax, e otamume ot CIHA n Kananst, sror
OPHHLHT cofnogaenca nanexke He BeemH “YT1o6e B 3TOM YOEIWTRCR, DOCTATOMHO TIOCETHTE
Disneyland B [Tapnxwe!) Hacro Geiaer, 170 oBCAHHBAWWMHIE MEPCOHAN BD MHOTOM DaECCYH-
TBIBAET HA MOCETHTENEN, HAHEACH, MTO OKH OYAYT CAMOCTOATENBHD TTOMEPAHBATL TIOPATOK,
6 B HEKOTOPBIX CIyYaax ¥ CrnocoDCTBOBITE €ro noccTaHoRIEHHKW M He cneayer 3a0uiBath,
YTQ HEM MEHBILE MPABHR, TeM Gojdee YeTKH H NOHATHRI ANA Jodel caMule BAXHBIE W3 HHX

‘:Bmmﬂ

NioBomy K3 Bac, QUEBMAHO, TOBOAKIOLL BCTPEYATE TAKHX N0AeHf B MarauHe, B 43po-
nopty, B OTENE HAH B PECTOpPAHE, PasbiPEHHO BRIKPHKMBAIONIMK HAW C JIEASHLIM ChO-
KOHCTBMEM UENALIHK cxBO3k 3y0El ockopbneHus, pyratenscTBa W yrpoiw [27] [MoHsTHO, B
npolecce 06CTYXKMBIHAA HE Brerga Bee paboTaeT TAK, KAK TOrO XOTENOCh OBl aBTOMATHI
HHOTOA BEINOAAT M3 CTpod, paboTHHK AENOBOK, HA KAHEHTA QOO0 He OOpAILaloT BHHMAHWA,
pefic 3a0epKHBAETCA, NOCHUTKA JOCTARMMETCA MO YYMOMY ANpecy, TEpeoHAN He crocobeH
peuinte TipobaeMy WM HapywaerT obewsnde (UpMEI BoiMoOXHA M CHTYALIMA, KOTAa MoT-
pefiutens pasgpaskaer TpeGOBARHUE TIPHIEDIKHBATECH JABENEHHEIX B KOMIAHWHM NpaBH, H
AOBONBHO HACTO HENOBOIBLCTBO BEIMHEBAETCH HMa HH B YeM HE MOBHHHBLN ODCHYXHMBAKMLHA
MepcoHAan. Ecne e paipetenne KoHduHKTHON CHTYANNM BRIXOANT 38 TPEMent KomMIeTeH-
LMW pabOTHHKR, STO TONLKO YCHIMBAET FHER “BOAKM™, KoTOpBIH criocobeH maxe NMYCTHTE B
Xoa xynakW EcAH XiHeHT HAXODHTCA B COCTOAHHM HAPKOTHYECKOTD WM aTKOTONBHOTG
OnBAHEHHS, 3T0 elle fonslue ofocTput xoHdunKT (Bpedka “Ciepa YOmT NpHMeprl M Nep-
CIEKTHBEI") B KOMNEHUAX, KOTOpEIE AHCTBHTENLHO 3a60TATCH O CBOMX COTPYAHHMKAX, pai-
paboTaHBI Lenble yueGHbie KYPChl, HA KOTODBIX CAYKAILMX YYAT, KaK NPaBMIbHO PeCTH cebs
B XOHQAMKTHEDX CHTYAUNAAX Ponesble HIPEl TIOMOraloT PrpabaTHBATE ¥ COTPYAHHKOB YBE-
PEHHOCTE B cefe H CTOHKOCTL, HEOGXOAMMYIO MNd OGILEHHA C HEYAORNETEOPEHHBIM KiHEH-
ToM. COTPYUHHEOB Y43T, KAK YHATH THEB, CHATH HEPBOIHOCTE W MIPOABHTE YHACTHE M CO-
CTpajaHuie (0COBEHHO eCH ¥ KNMeHTa eCTh TIOBOA AR PACCTPOHCTBA, NPHMHHOI KOTOPOTC
CTAI0 Mnoxoe 00CTYAHBAEME),
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Mpexne BCero, HaclNME BOIMOXMHO MO OTHOWEHWIC K IKWNZKY WNM C&M CamMonet
pUIMeckd NoBpexaaercA Tak, B Mae 1999 rona 8o Bpema aemanepeneta ma OpnaHno
(umar Pnoprigal e MoHAoM MIPRIHO BEIIMBLIMA NaCCaMXMP, PA3MONOTIMB 3KpaH BWARO-
(POHE, HaYan KONoTUTL B MARIONMUHETOR ABMANaFHEPa, TEEPOA NpW ITOM COCEOAM, YTO
“rall4ac 1ix BCex BRICOCET HARYKY, W OHM YMPYT” Sunaky NpMILNOce CBA3ATE paibyuse-
BaBlLIErocs, W CaMONeT COBEPLLMA He3aNAaHWPOBaHHYID Nocanky B Bonrope {wrat Wan),
F4¢ HapylWTena cRani nonuumiA NpiuqiHoi elws OgHOR aRapuiHOA NOCAOKM B TOM e
BoHrope, HO yoKe MEeCAl CrycTa, Cran Cnegyloui ciyqan Tlocne TOFD Kak B JKenyaxKe
OOHOMD Naccaxupa, COBEpLLAaBiLero Nonet v3 Asaiki B HWgepnangw, Npopsancs npor-
NOHEHHBIA M MAKET € KOKSMHOM, TOT CTaN HEBMEHAEMBIM B 3TOM COCTORHMM OH pasHer 8
LEMKY RBepk TYANETS M YYTh HE 3aRYLLMN HAKOAMBILYIOCR TaM MeHLLMHY

Bo apema nepeneta M3 JIoHAoHa B VICNAHKI0 OQHOMY W3 NACCaMpoB, KOTOPLEA eule
A0 NOCafKy B CaMONeT BhiMAN MUHers, (Moapfecca oTkasanack NOOaTs OMEpPESHYIC
MOPUMID TCRPAYUTENLHOTO W YKasana Ha To, 4To B YOORHOW KYpMTE 3anpeuieHs B ApocTi
TOT YASOMN ASBYIWKY N0 TOnose Whmmﬂ W3-nog eoakd Obe3spenvTe XyNKMraHa no-
MOTAK MaCCaXupel, & NOCTRAOABILENA MPMILNOCE HanokWTe 18 Weos [pyrve peansHbI@
MHLMAEHTE! BNy CBAIAHEI C TEM, YTO Ha oAHOra BOpTNPOBOOHWKE BRINMSCHYAW MOPAYMMA
kode, a BTOpOro yAapWwnM Tak, YTO TOT Nepeneren 4epes TpW pAfa CWABHMA, NUNoTY
HAHECM TREBMY, NPEANPUHUMEIHCE NONBITKK BROMWTECA B xabuky MNW OTKpsITE MHOK
ABAPHMHOID BbIXOOA BO BPEMA NORETE

No ceMaeTENLCTBY KOMAKAMPA OAHOD M3 3KMNZKEN aBWanaifHepos B0 BREMA Bhic-
TYOEHIAR OF WAMEHIM ACCOLMALIMK NMNOTOE nepe Kovrpeccom CLUA, “Camyin CepbesHyio
npobneny Ans Be30NacHOCTA NONETOE NPENCTAaNAET BMELUATENLCTED Naccaxpos™ Boe
MELE M Hale “BOIAYLUHBIX HAPYIUWTENEW” NPMBNEKAIOT 3a COMNEAHHoE K cynebHoR
OTBETCTREHHOCTW, &8 Northwest Arfines faxe Cocrasuna “HepHbId CMCoK™ Tpex Cambix
ArPECCMBHBLIY  NACCAMMPOB, ONA KOTODRIX 3anpeuweH AocTyn Ha Bopr nmobBoro Wa ee
camoneros C 1998 rona Brifish Anways Havana BeaRaTe APegYNPexAsoWMe KapTOHK
BCEM NACCAXMPaM, KOTODbIE HeafekBaTHo ceba genv Bo BpemMA NoneTa

Yem xe 0BBACHMTE DecuMHCTEa B BO3OYXe? McCnenopaten CYMTAIOT, NTO AyTellecT-
BHE MO BOIAYXY CTAHOBRWTCA Bre DONee (TPECCOBBIM BCIENCTBME PEIKOID YRENWMEHWA
NACCEXMPONOTOKE M SNMTENBHOCH NepeneToe  ONpeneneHHan foNA BiHb! NOXWTCR K HA
CEMM 2BMAKOMM2HMKM NacCaXMLL CHUOAT TeCHD, NNeYoM K Pnewy, NpkYMHEE 3afepokh
PEHCOB NPaKTHHECKM HWKOMAE He NOACHMOT W T4 VICCRenoBaHWA NOKE3aNW, YT0 K
aKiopam PMCKa BO BPEMA BOIYLLIMOMD NYTEWSCTBUA OTHOCMTCA Hanmwuve Ha bopry
BECROKOMHEIX M aFDECCMBHEIX FPEXAaH, KpOMe TOrD, CHMTETCA, YTO RYTELLeCTEME No
IHAKOMOMY MEPWPYTY ByOeT mexee CTPECCOBLIM, Yem NEpensT No HesHakomomy Ewe
OHKM DAKTOPOM CYUTAIOT 3aNPET Ha KYPEHHE

CoTPYAHMEM aBHMAKOMNBHWA NTPOXOOAT CelHanbHbIe TREHMHMM, Ha KOTOPLIX MK Yy4aT
HE TOMB KO, KAk aBpaluaTeCa ¢ ByfHEIMA NACCAKMPaMM, HO U KaK BBIRBNATE MNOTEHUMANLHO
npofnemHee MAMHOLTM EWE A0 TOTO, KK Té yoneny dro-Hubyas HateopuTs B pane
KOMITZHMIA NACCaxMpan NPeanaraiarcs CRELMansHLe DEKOMERAALAM OTHOCUTENLHD TOrO,
KaK CHMIWTL HanprykeHWe BO BpeMR QONMMY Nepenetoe A B HEKOTOPLIX EBRONEACKMX
ABMBKOMAAHIAX NACCRMPAN, KOTOPEIS He MOrYT fonroe Bpema obxoawTech Bes curaper,
CEMOAHA NPEANAraaT HUKOTHHOBYID XBaqKy
Mcrosrsk o agHHem 13 pabot Daniel Eisenbers, “Achng Up m the Arr™, Time, December 21, 1998,
Carcl Srith, “Aur Travel Stress Can Make Life Miserable™, Seattle Post Intefligencer, August 1995, = A
Rage Capital Bangor Becomes Nation s Fight Problern Diop Point™, Baftimere Sun, September 1999
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A UTO e Aenate pabOTHUKY, €CAH ATPCCCHBHBIN KAHEHT CBOAMT HA HET BCE IMONBMTKH
0B0IOAHG BErOAHO YIZAHTL KoHbmikt? B obulccreeHHOM MeCTe rAaBHad 3afaua 3aknova-
BTCH B TOM, YTOBL! YECCTH TAKOT0 YENOBEKA KAK MOMCHO JANBIUE OT APYrUX KIHWCHTOB. B He-
KOTODBIX CAYVAAX CNOp MEXIY KAMeToM M CAYXKALUMM pelliaeT HEeMOCPEICTHCHHBIM 1la-
HansHMK paBoTiidKa CCPBHCHOA OPraHM3auMH; B APYIUX CHMTYAUMAX OH AORMCH APHHATH
CTOPOHY CHOEMD MNOJMHHEHHOMO M BCTATE HA €ro 3awuTty. EciH e cotpymimk momsepres
dHIMYECKOMY HAMAEHKIO, moTpebyetes roMollk chyxbh Ge30NACHOCTH KOMOANHH HITH
monHi MK, B HeRoTOpUX KOMNAHWAX TaKHE Cay4ad BCEMM CNOCODaMM cTapaloTed CKphiTh M
He BOIMYCTHTh HEratHEHONH OMACcKH; OAHAKC B APYryx $upMax Jaxe npHHATO MyOnMYHO
BLICTYMATDL B 3ALUMTY CBOMN COTPYAHMKOE. BOT 4TO cKazal MeHeskep OIHOH M3 CBapHBbIX
MoKYNATEALHHL, MPCNaras el NOKHHYTE Marazui Body Shop: “H He ponywy rpyBoro ob-
palelnvs ¢ MOMMHM MOObMM "

Copcesm apyrie a4 CTOAT 1MEpel CEPBHCHLIMM OPraHW3IALMAMK, ECAH peYb HACT ©
rpyfocTH BO BpEMA KOHTAKTA MO TenepoHy. MIBECTHO, YTO cryxawve oO0CAYKHBAKILMX
hHpM, YCRHIIAB partApeHHBI roJloc KIKeHTA, 3a4acTyio NpocTe Knaayt Tpybky [TouatHo,
yTD 3TO He pewdeT npobnemul. Knuwentst Banka, Hanpusep, OmBaloT 0MEHL pACCTPOCHbI,
Y3IHaB, YTO WX YEK B0IBPALUEH, TOCKMIBKY ITREBLIIUAET CYMMY OCTATKA Ha CHETY (T.e. Koraa
OHY CAMM HAPYLUKHAH YCTAHOBAEHHEE MPapung), nHGO yornellap, 4TO WM OTKH3aHO B
npockbDe HA MOMYCHHE coyabl. OuHHM U3 Haubonee npocTeix M MpdhexTHEHEX crnocobos
YCMHPMTE KIHEHTE, KOTOPBIM NpofonxieT OyIUeBATE HA TOM KOHLES MPOBOLA, CTAHST TECPOO
NpoHINECeHHan cayxawnM tpaza: “[logobHuiil pa3roBop HAC HWKYNA He NpHBedeT. [Touemy
Obl BAM HEe NCPE3IBONHTh MOIKE, “TIEPeBAPHE" M MPOAHANHIMPOBAB NOMYYEHHYIO HHbopMa-
unin?” Yawe scero nebonbloii nepepes 5 00WCHHUH — 3T0 HMEHHO TO, YTO HVXHO, 4YT0ObI

PAIPELLIMTE KOHDAKKTHYIO CHTYALMIO,

AOBHUTEAM CeMeHHbIX CKaHAIADB

PazHOBHOHOCTE ONHCAHHOMD Bhile "BOAKK" — JOOHTENH CKAHOANOB, KOTOPLIE BCTYNA-
IOT B CNOP ¢ IPYrHUMH KNHEHTAMH, 3aYacTYIO CBOMMM POACTBEHHHKAMH, BMeIUATENECTRO CO-
TPYIHHKA B 3TOM Chiyuae moxeT awubo yperynupopaTe KoHbnukr, mubo emte Goablue ¢ro
O060cTpUTL. JacTo NoMOraeT TAKOH WAr — 3apyuUThCA NOAASPMKOR APYIHX KIHEHTOB.
B HexoTOpBIX CHTYAUHAX HeobXoAHMO TWATENBHO MPOAHATHIHDORATH ODCTAHOBKY, & YK MO-
ToM feHCTBOBATE 4ETKO H YRepeHHO. B ADYrHX cnydafx, KOTAa, HANDHMED, MOCETHTEAH f0-
POroro PECTOpaHa HAYWHAIOT WBLIPATE APYT B APYTa TapenkaMu W Gmofamu (He YOHBRSH-
TECh, TAKOE CAYYACTCA HOBOABHO YacTo), TPebYIOTCH HE3AMEAMMTENBHBE H PELWHTEILHLIE
nedersua. Mereawep fosckeH GHITE [OTOB K TOMY, YT0 0OpH HEOOXOOMMOCTH MPHXOAHTCH
ByKBaTBHO Ha XOAy NMPHHIMAaTL PELISHHA ¥ AeiCTBOBATE CTPEMUTENEHO.,

BanpaaA

Bac Hemano yaMext, KaKk 4acto ofopyloBaHHE KM TNOMEIMEHHA CEPPHCHBIX OpranM3auMii
IonpepratoTed prsnueckolt nopye. B GankomMar MOryT 3WIHTL Fa3HpPOBKY; JMAHHA BHYTPH M
CHapyKH cOPUCOBRIBAIT KpackoH M3 DATIOHYMKOB, KYPHALMIMKH NPOXKTAIOT KOBPBI, A1~
BaHe ¥ CTOAL; CHMACHHA B TPAHCITODTE PESKYT, HOPTAT melens B rocTHHMuax; oOphmBaoT
TPYOXH Takco@OHOB; MaltHHL LAPANaT, OBIOT CTEKNA, NOPTAT OOHEKY CANOHA — H 3TO
Jancko He MONHBIN nepedeHb CAYYACH BAHIANKHIMA. KOHeYHo, aancko Be peerna ywepsd HaHo-
CHT HMEHAD MoTpebhrens. Tak, B BOALWHHCTEE WIYUACE CTEHB! MAHWE NOPTAT NOAPOCTKH,
KOTOpLIE He HAULAM cebe Hones HHTEPLCHOrO 3aHATHA. BhiBaeT maxe, 4YTo BPEIHTENBCTEOM
JAHHMAKOTCH HEMOBOABHBIE KOMOAHHER coOTpymHHKH. Oanako npuyHHON Gonblieii wacTh
npobieM CTAHOBMTCA HMEHHO HETIPABHABHOE NOBEAEHHE KIHEHTOB, YTO YCYIYONRETCA B TEX
ClTyYaak, Korna Ji00H HAXOOATCA B COCTORIIHM ANKOroabLHROro WNH HAPDKOTHYECKOND OMBEAHCHHSA
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WA NCHXQIorKveckoro crpecca. Hepeako BMHMTE MpUXOAWTCH ODLIMHOE NErKOMBICHAHE W
GecneyHocTh NOCeTHTENEH BhiBalOT H ChyilaM, Korfa Hel0BOABHBIC OGCHY:KMBAHMEM KAMCIL-
Thl NMPAMO (A MECTE NLTAOTCA XOThL KAK-TO OTHEPaThCH, OTOMCTHTE CepBHcHON dipMe.
H HakoHel, e cToMT 3a06BaTE # O TCX “MMUIILIX" AIOEK, KOTOPLIE TIPOCTO NMOCTOSHHO Tep-
3210TCA HEHMCTPCOUMBIM XKENAIIMEM YBEKOBEYHTh CBOC MMA ANA NOCHEAVIONIMY TOKONEIHME H
[IOBCIONY BHIPE3ANT, YTO OHM 30ECL DBINH

HMagecruo, yto mobyio Boaedis nydlle NPenynpeInTs, YeM eunuTe Tak, yoHACHHAA OX-
paHa cnocolHa OTNYCHYTE BAHOANOB, HEOOXORAMMO Xopoulee oCBELMEHMEe, oBLUecTRCHHBIE
MECTA JONKHBEI XOpOLIO NPoCMATPUBATLCA. CRELyeT HCNONBIOBATE MPUBIEKATEABHBE W OO-
HOBREMEHID CTOHKHE K BHELWITICMY BOJMCACTBHIO TMOKpbITHA, Mebesis JorkHa GHITE npod-
HoOil, a obopyJoBaHHe Nyswe MOKPLIBATE JalluTieiM cnoeM. KnWeHrtos Heobxomwmo oby-
YHTh TIPasibHO 0bpawatecs ¢ ofopynoBaHueM (3TO JYuLE, YeM MOCTOAHHO pPYrathcd C
HHMM} H OpeLOcTepedb HX OT MMIOMOK 3TO MOIBONHT COKPATHTE BEPOATHOCTE MOBDCKIC-
HHuA oDopynoBankA M Gecneynoro obpalenns ¢ uuM B onpeleneHHE MOMEHT B AcitcTBHEe
BBOLATCS 3KOHOMWYECKHC CAHKIIMM CIpaXoBbie COTTalieHMA AHGD NYHKThI B KOHTPaKTaXx,
COMACHO KOTOPLIM KAHEHTHI 0BHayOTCA OrladneaTh NoGoc NOBpeXIeHKe, npoM3omeques
M0 WX BHHE

Yro JomkKeH NpCAnpHHATL MeHelkep, ecAd ymepb yxe HaHeced? Ecam speautens
3ACTATTA € NOMUUHBIM, HEODXOAMMO BLIACHWTL, NPOHI0WA AH NOPYA APH CMmArdalolKX ob-
CTOATENILCTBAX (BO3MOXHO, Mpousowen cboit obopyaosanvna). Ecnu spel HaHECEH yMBIILI-
JNEHHO, K BPSAWTENN MPHMEIACTCA UM PAR CAHKUWHA, HAMMHAA OT YaCTHOrD [peLyNpEex-
HeHHA W 3akanyusas cyachbHeiM pasOuparenbcreoM. TIOCKONLKY B A3HHOM CIyYae pedb HACT
0 (PHIHYECKOM NOBPEXACHUH, 11e0OXOIMMO YCTPAHUTL ¢r0 KAK MOXKHO BeicTpee (cobnionan
NPH 3TOM 3AKOHOAATENLILIC HOPME! M YCNOBWA CTpaxosoro goroeopa). Tak, oDHa W3 aBTo-
TDAHCTIORTHRIX MACCAXHPCKUX KOMITZHWA Hawna npekpacHoe peweHue, [Mo cnoBam ce
rAaBHOre Mexeaxepa: "Kak Tonsko OGHADYXHEACTCH, YTO B OAHOM W2 HAITHX arTOBYCOB
COBepLUEHO DECUMHCTRO — Pa3fHTO CTEKNO, MOPE3AHO CHACHBE WIHM DA3PHCOBAH NOJX, — MBI
ONEPATHBHO CHWMAEM ero ¢ MapuIpyTa ¥ JaMenfeM Apyroll MauMHoMN, 4ToBkl HHKTO He Y-
Med HUYero 3aMETHTE, B NPoTHBHOM CIy4ae MOROMEH ¥ [MOBPeXASHHA MOMYT HATONKHYTh
HAa MbICIL MOBTOPUTE 310 Delzobpaiuve cuwie HECKOIBKMX DTYMUOR, ¥V KOTOPBIX IO CHX MOp HE
XBATANO yMa 3To caenars!”

HenaateAblUMK

[Mormumo TEX CAYYALE, KOMHA JTHOOH NPOCTO He HAMEPEHE! INATHTE 33 TOBAPH WIH YCIYTH
(cornacHo HALUEeH TEPMHHOMOTHH, 5TO #0pbl), CYLICCTBYET SLUe MHOMCCTBO NMPHYMHMH, [0 KO-
TOPBIM KIHEHTHI OTKA3LIBAIOTCA A/DKHEM OOpaIoM ONNATHT: CYETA 33 NONYHEHHLIE YCITYIH.
B nasHOM cayyae ONATE-TAKH NpohHRaKTHKE — nydwee neveHue Gomeand. Cerogs nee
Gonbiue H GOAbILE CEPEMCHEIX OPraHM3aUMi HACTAMBAIT HA NpeABapHTeILHOA ornare yc-
ayr, Tak, KOMMaHHK, NPAKTHKYIOWHE NPpAMOl MApKeTHHT, Npexie YeM odOopMHTL 3akas,
OBA3ATENEHO MHTEPECYIOTCH HOMEPOM KpCAHTHOW kaproMku KiWeHTa. Bropol sddextHs-
HEIH Ccriocob — BLICTARMATE CYUST KIMEHTAM MENOCPEICTREHHO MO GaKkTy 3apeplieHus ob-
cayxHBasia. Ecnn e cueT BuichinaeTcd no novte wid no dakcy, CNemyeT COCIATh ITO KakK
MOMHO GHCcTpee, MoK KIKeHT oKoHYATeN6HO He 3a8sn 06 oxalaHHON yoayTe,

Henbsn OTHOCHTE KEXEOro, KTO Ha NMEpBhift B3rnal naberaer ONAaThl, K IMOCTHHIM HE-
muaTenbiigkam, BO3MOXHO, HAA 330CpHKH CYWCCTBYOT YBAXUTENLHME MPHYHHLL MOXET,
cnenyeT paspaboraTk HOBLE YCIOBWA mnaTexedi, bonee yooGuele ana ofewx cropoH. Bonpoe
COCTOMT B TOM, BYOET i TAKOH WHOHBHAYANLHEH MOAXOL SKOHOMMYECKH LENecooDpasHhM
MY cepeucHOl opraHu3al MK BbITOMHE: BOCTIONLIOBATECA YCIYraMH CIELHANH3IMPOBAHHOIO
VUPEKACHHA, 3aHMAOWENOCsT BIMManueM 3agookenHocteid? Heobxomumo obpathTs BHMMAa-
HHe W Ha Ipyrve Momentsl, Haseproe, :aTPYAHCHHS KAKEHTA HOCAT BREMEHHBIA XapakTep M
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HET CMBICTIE 3R0CTPATE HA HHX BHMMAHME, YUMTLIBAS HONTOCPOMHLIC OTHOWeEHHS C© uAM?
B page CAYYACE 3TO COMMACT KOMTAHHMH BOTIOMHUTEALHLH HMHAK, 8 KAHEHT NOAYMMT BO3-
MOKHOCTE NPHUBECTH 8 TIOPANOK CRBOM (HaHCE. PELUEHHE B TAKMX CHTYALIMAX 3JABMCHT OT
KOHKPETHBIX YCAOBHA, CAHAKD, ECITH KOMMAaHMA CTPEMHTCA K AOMrocpodlioMy coTpylHHye-
CTBY ¢ MOTPeGHTENAMY, ITHM BONPOCAM CACAYET YIENHTL GOTBLIE BHHMAHMA,

KAMEHT KaK YHacTHMK npoLlecca 06CAYyKHBaHMS

Bo Bpess NPeaoCcTAENe HHH HEKOTOPHX YCYT BB (M ApYrHE NOTPeOHTEAM) HrpaeTe OTHO-
CHTENLHO TTACCHBHYIO POAL, TTPOCTO OXHIAA, KOoraa Bac obchyxar. Yerxo pulpazve cBOH 1o-
TPeOHOCTH H NOMXCAIHMA M ONAATHE CYET, BLl NMPAKTHYECKM HE NPHHHMAETE YYACTHA B
npouecce OOCAYKMBAHKA (ApUMEPOM MOCYT CIYXHTE YCIYTH Npadveydod). B apyrux ke
Cly4aAx OT BaC, Kak OT KMWEHTDB, OXKAAIOT AKTHEHOrO YYacTHA B Npolécce coinaHHA yc-
AYTH — 3TC OAHA HI OTNHYKTEABHEIX XIDAKTCPHCTHEK MEHEIKMENTA YCOIYT, © KOTOPBIX Mbl C
paMy rOBOPUIK B Tha8e I, DT0 YUACTHE BLIpAXASTCHA B ABYX opMax. B HEKOTOpLIX Cloyuanx
BaM TPCHOCTABASIOT 000PYHOBAHME HAM APYTOH HHCTPYMCHTAPHA AAA CaMOODCnyXHRAHHUA
(HaNpHMEp, KOraa Bel MPHMHOCHTE Ojckiy B npaqdeyuHylo caMmoobomyxssaHus), B JAPYrMX
CyYaax, HanpumMep, B chepe WPABOOXPIHEHHA, BE ASHCTEYETE COBMECTHO C BpAYaAMM-NPO-
decCHOHANAMH KAK HENOCPEICTEEHHEH YYacTHHK Tipouecca oDCAYXHBAHMSA, B pe3yneTare
KOTOpPOro B! DACCHHTWBAETE NOMYHHTL ofpelencHHYw0 epiroay. B Ttabn. 3.4 npescrasicHbl
PalHbie YPOBHH YUacTHa, TpebyeMble OT KNHEHTOR B 3aBHCHMOCTH OT BMAA YCHYTH.

CepsHCHDbIE GMPMbI B POAK YUHTEACH

Yem BEILIE CTEMNEHL YYACTHA KJIHEHTA B pouecce obomyxHeaHWA, TeM HoMbUIe ero mo-
TpeOHOCTE B HHchOpMAUKMK, TIoMoTaloWweH DOOHTECA HAMAYYILHX peaymptatoB. B rakod ch-
TYaUHK CEPBHCHAS DupMa ROMKHA B3ATh HA CelA OTBCTCTBCHHOCTH 3a ofyyenue KIHENTOB,
KOTOpEIE HE HMEIOT gocTaTo4HOro onvta. HefoctaTox sHanuit criocoben npusecTH K nyra-
HHUe H HedPHEKTHBHOCTH 0BCNYIKMBAHHA, K 6r0 HEYLOBRNETBOPHTEABHBM PEeIVAbTATAM M
Aaxe MOOBEPrHYTE KAMEHTA PHCKY; TONRKO [IPEACTABRBTE, YTO MOMCT CNYUHTBCT, eC/H K-
EHT HA ABTolanpaeke, paboTawwe no NpUHUMNY camooBCTYKUBAHKA, GyoeT 3anpasiaTh
aBToMObMAL ¢ CUrapeToil BO PTY. DTOT NpHMED ACHO TIOKA3ILIBAET, NoveMy ODy4cHUE AACH
HEPLIKO CTAHOBHTCA OCHOBHEIM 3JIEMEHTOM CIDATETHH MAPKETHHIOBHX KOMMYHMKALWE
CEPEHCHBIX OPTan M3atuii.

ObyyeHHe NPOBOIHTCE PAAMYHBIME clTocobamMH, a GYKIETH M HMHCTPYKLMM, pacchliae-
MHE O MouTe, — HAHGoMee paclIpoCTpAHEeHHEIE H3 HUX. ABToMaTHueckoe obopynoBadie
YACTO OCTARRAETCH ¢ NOAPOGHMIMHM HHCTPYKUMAMM MO HCNIONLIOBAHKUID H AXArpaMMamMi (K
COXATEHHIO, CHEmYET NPU3HATE, UTO OHK 3a4HACTYHD FOHATHERI TONBKO TeM CREUHAAWCTaM,
KOTOPHIE HMX COCTaBNANMK). BaHkK, KoTopsie 3ab0TATCA © CBOMX KIHEHTAX, PAIMELLAIOT BOANe
OaHkoMAaTOoR Tenedioly A Toro, YTODH KAKMEHT OBPATHICE 33 MOMOLILIO ¥ COBETOM K KDH-
CYTBTAHTY B A1060€ ApeMA, KOrNA OH He MOXKeT pa3obpareca ¢ MHCTpYKUuHel. MndopManms
ofiyyalolero xapakrepa YacTo COISPXATCA TAKKE B PEKNaMe HOBwWX yenyr. Bo mHorux cay-
YHanx KTHeHTH o0pAWATCA 33 COBETOM MM MOMOLLLIC K paboTHHKAM CEPBHCHEIX OPTaHM-
3aUHA ¥ TNYOOKO PRIOYARPOBHIBAIOTCH, eClM NOTYYAIOT orkad. ObcIykHBaloWMil nepoouan,
HaYHHAdA OT MPOHABLOB-KOHCYILTAHTOR POIHHYHEIX MAaTR3MHOB W 3aKaHqHBas cTIapiaecca-
MK H MEOcecTpamy, fo/mkeH GHTE NOITOTOBAEH K ToMy, Kak o6y4aTh KAHEHTOB CBOMX
dupm. M 8 kpaliHem cryuae, yenosek MOXKET OODATHTCR K ADYIOMY KAMEHTY W NOTIPOCHTH
Ero 0 NOMOILK MAH NOIYYHTE 0T HErD HYKHYI0 HHpOpMIUKIO.
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Bewpacanms Ilnalinep w Jd2ema Boyad npefnaraioT npeiBapHTOILHO “NOKA3biBaTh”
KIHEHTAM YCAYTH Tepel UX HENOCPENCTBEHHBIM MPEaocTaRAeHeM, YTobbl co3aaTh veTKOS
NPSICTABJICHHE O DOMH, KOTOPYID T& NOMKHEI BYAYT MrpaTh, MPHHHMAA HEMOCPEACTBEHHOE
YUACTHE B rpouecce codnanud yenyru [28]. Tak, Harpumep, KOMAaHHE NOKA3LIBAET BHALO-
ponvKM. CeroaHs 3Ta METOMMKA HEepeRko MCTIONbIYETCA 3yGHBIMW BpavasMi, YTobb! MauHeH-
TH YEMJIEJIM BEChL JIeueOHBIM mpouece, B KOTOPOM OHM GVIVT 3aieACTBOBAHEI, W MOMANH, KaK
OHK BOMXKHE ceBa secTH, uTobel OH npollien Kak MoXHo Gelctpee W 3(dexrtusuee. Ode-
BHAHO, YTO TAKOH NOUXod TONEIEH IIH BCeX YYSCTHHKOR AAHHOIMD CEPBHCHOTO TIPOLECC],

MoBbILLIEHHE MPOH3BOAMTEABHOCTH M Ka4eCTBa OBCAYMMBaHUA

33 CMET YYaCTHMA KAMEHTOB B CEPBUCHOM NpoLecce

Yem B Gonbluest cremeHH KAHEHTL BORICUCHE B COMAHME YCIyrin, TeM Gonbiuiee noteH-
UKATBHOES RAMHAHKE OHK MMEIOT 1A npouecc, B KOTOPOM NPMHUMAT ydactde. CeroaHs
Braronaps Internet aogd MMEIOT TOcTyn K HHQOPMALIHH, KOTOpaA paHblWe Obifla AOCTYNHA
TOMLKO MCCASNOBATENAM MK ONBITHHM NpodieccHOoHMEM, A JHAHME, KAK HiBecTHo, dop-
MEDYET KOMMETEHTHOCTE. I 3a0aya CepBHCHBIX OPTaHHIAUHA JaKTIOHAETCA B TOM, yTobn €
BHOIOH man ceGa UCROMAL3OBATH AHAHHA M KOMMETEHTHOCTh CBOMX KavenToB [29]. Heko-
TOPHIE HCCACAOBATENN LAXKE CUHTAIOT, YTO KOMMAHMMAM, paboTaloIMM B cdepe yenyr, cneny-
eT OTHOCHMTECA K KARHEHTAM KAK K 9acTHYHO 3aHATHIM paboTHHKaM ceoumX dwipm, “cnocob-
HEIM B HEMANDIT CTCAEHK BAWATE HA NPOAYKTHBHOCTE H XKa4YeCTBO Npouecca obcnyxuBaHud,
a TaKe Ha ero KoneydrlW pesynsTar” [30]. TakHe nepenexTHBs TPebyloT W3MEHEHMA cTe-
PEOTHIIOB, CBASAHMLIX ¢ MECHCLKMEHTOM CEPBHCHBIX MPEANPHATHI. BOT u4TO NO 3TOMY NMO-
sofly rosopat b. Llnalinep u 1. boyasn,

ECNA Bbl BOCIPMHUMAETE KAMEHTOB KAaK YACTMMHD 33HATHX PADOTHWKOB, BH HAYWHAETe WHaye
OTHOCMTLCA K TOMY, YTO OHW, € Ballel TOYKW 3PEHMRA, OOMKHL JenaTk BO BPEMA KOHTAKTOB €
00CNYHMBAOWMM REPCOHANOM. OTHLIHE OHA AONKHEI HE TONBKO ONWCHLIBATH CHBOM OXMWOAHWMA W
WAPOCH, HO M 0ONENaTE ONPElENEHHLMY 3HAHWAMK O NpoUecce NPENOCTASNEHIA YCIYIW, He-
eBxoauMBIMA Ons Toro, YTODN AOCTORHD WCOONHWTE PONb 43CTWMHO 3adaTore paboTHuka cep-
BMCHOMS NpegnpMatis. COOTBETCTREHHO CUNEHO WIMEHFIOTCR M 3a0a4YW, CTORWME Nepen MeHenme-
pamia chipl, NpenocraenaIcmx yonyrv [(31).

BTH MCCNIEROBATENH BEICKA3LIBAIOT NPEATIORCKEHHE, YTO ECNH KIMEHTAM TIPEACTABIACTCA
BOIMOKHOCTE AaKTHBHO YYACTBOBATE B npouecce oDCAYKHBAHHA, TO BCPOATHOCTh TOTO, HTO
HX Ty41US YEORMSTBOPUT 3TOT Npouece, SYNeT shlle — Ja¥e HeJABHCHMO OT TOro, BOCNOb-
SYWTCH JIM OHM 3TOH BO3MOXMHOCTHIO, — IMOCKONLKY WM Oyoer JIECTHD yXe To, YT0 WM
crenaHo Takoe npepokeHue. Kak paccxa3eieaercs Bo Bpeske "MeHeDkepy Ha 3amerky”,
eI KITHMEHT BEICHpaeT aKTHBHYIO DONb B CEPBHCHOM NpPOLECCe, eMY MOHANOBWTCA MOMOLULL
B oby4eHHH STOH pond,

HisecTHO, YTO 33PeKTHBHOE YIIPABNEHKHE YENOBEYSCKHMH peCYpCaMH HAUWHAETCH ¢ Ha-
Gopa n orhopa rrepconana. Takoi e NOAXON NPHMEHSST W NpH HaitMe paGoTHUKOR ¢ yac-
THYHOH 2aHATOCTRI0. CHeJOBATMILHO, SCAM YYACTHE B MPOLECCce CO3MaHHR yonyry Tpebyer
KakuX-AM60 CHeMansHbIX HABRIKOB, KOMIAHWA MOXET CKOHUSHTPMPOBATL CBOM MapKe-
THHIOBBIC YCHIWA HA TOM, MTODH ITPHBENEYE HOBHX KJAMHEHTOB, KOTOpHE DeLiH OB OOCTaTOY-
HO KOMTIETEHTHE] ¥ ofulanant 3HAHHAMH, HeoOXOOHMbIMH ANA BRIMOIHEHUA TeX WNH HEHBIX
aamey {32]. Hanprmep, BoNMBIUHHCTRO KOUISIKeN MPHALPXHBAIOTCA NpH oTGOpe CTYIEHTOR
AMEHHO TAxol MOAKTHXH.
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Pesiome

BaausonefcTese Mexay KiIMeHToM M obcaykuBsalouledl opraHMiauMel OnhIBAET OYeHb
AKTHRHBIM W HACHIMEHHWM, 8 MOMXET M NpakTHYecKH OTCYTCTBOBATh. AKTHBHOCTE TakMX
KOHTAKTOB orpefensetcs chelHduKoll NpOH3BOACTEEHHOTO NPOLECa, KOTOPEIA JCKHT B
OCHOBE COITAHMS W TpefocTaBAeHMS Tolt AH WHOH yoryTy, Mo Mepe Toro kak sce Gonblue
yeayT nprobpeTanT HHQOpMALMOHHY) HANpABTEHHOCTh, BCE Hallle WCTIOMbIYIOTCH HOBBIC
METOMIBI MX MPENOCTABNCHUS ¢ MPUMEHeHUEM MEKTPOHHBIX KAHAIOR CBA3H, YTO NO3BAISET
OTKAasaTheA OT MPHCYTCTEMA uenoseka Ha “dabpuke yooyr”. 5To 03Havaer, 4TO CTENEHS
B3aHMOOEHCTRHA MEKIY KIMEHTOM H oboiy#mBaloliedl KOMOAHHEH CTAHOBHTCA BCe MEHB-
HIe, HO Bee GOsbiliee IHayeHHe NPHAAETCA TOMY, YT0 KNMEHT CePBHCHOR OpTraHH3audW AoJ-
WeH obnalaTh OnpeneneHHEIM OMBITOM W AHAHHAMH.

CepBHCHEIE KOMITAHWH MOXHO YCIOBHO NOADEsNENNTE Ha TPH YacTHYHO TepecekKalouHecs
cHcreMEl. OmepallHOHHAd CHCTEMa BKNTIOYAET IMEPCOHLT, MPOHIBOACTBEHHEIE MOIHOCTH H
obopynosanHe, HeOGXONUMBIE WIA CEPRHCHON HNEATENEHOCTH M CO3JAHHA CEPBHUCHOIO Npo-
OYKTA, TOARKO ONpeneNcHHan HacTh ITOH CHCTEMBI BRIMMA MiA KJIHEHTA, NMPOHCXOOHT “Ha
cieHe”. CHCTeMa NPefOCTABNEHHS YCIyrH BRIKYACT B ceB BHOMMEIE SNEMEHTH ONepallii
M KNHEHTOB, KOTOPbIE B cnydae caMoobCMyKHBaHHA NMPHHHMAKT aXTHBHOE y4acTWe B Nnpo-
Lecce COTEHMA YOIYIH KAK POAYKTA, 8 He XOYT, NoKa ycayra OyoeT mpejocTaBleHa cep-
BucHOl opraHnzaumedl. U HakoHell, cHCTeMa MapKeTHHIA YCMT, KOTOPAasA BKTHOHAeT B cebdq
KPOME CHCTEMbl TIPSIOCTABNEHHSA YCAYIH, XApAKTEPHOH UL TPARNLIHOHHOTO MAPKETHHIOBO-
IO KOMILTCKCA M COCTOAlleH H3 MPONYKTZ ¥ MEMEHTOB paclpeleneHus, NONONHHTENEHEIE
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KOMADUCHITE CHCTeMb! BELICTARICHIS CYCTOR H WX OTINTATE, PeKnaMy ¥ yyver dupexTneno-
CTH CCPBHCLIOTO TEPColiana, a TAIoKE YCTHEIE MHEHHMS KIHCHTOR WAH APYTHX MIOACH

IMpr miobux Brmax DOCAYKUBAMMS NOHUMAHKE CYTH 0 SDEKTHBHOE YIIDABIEHHE KOH-
TAKTIME MERAY KITMCNTAMM M 0BCIYXHBAIOUIKM NEPCOHATOM CepPBHCHON OPTAHM3ALIMK OC-
TACTCA HCOOXOAMMBIM YC/IOBHEM MANA YIOBNETBOPEHKA notpebuteneit n HODMUPOBAINA Y
HKX CTRPCMIAICITHA K JOMrOCPOYHOMY COTPYAHHYECTBY C KOMMAHUEH, APEIOCTABAAIOLIEH Y-
Nyrd Hewm peline crenens BIawMomelicionn KANEHTOB G NEPCOHATIOM, TEM AYYUIE ANAN0THA
C TCATPOM NOAXOOHT MH OMMHCAHHS CEPBHCHOTO NPOLEeccs, B KOTOPOM CAYRALLNC M KIHCH=
Thi HIPAIOT CNPEOCACHHLIE PONH M “acto ASHCTBYIOT B COOTBETCTBHH C YETKHMM CLEHAPHEM
Ecim yostyra TpeByeT TeCHOTO KOHTAKT, T0 KIHCHTBL HMEIOT BOIMOXKHOCTh BOCIIO/IbI0BATS-
CA BONDLLINM KOMM'ECTBOM BCEBO3MOXHLY MATEPUAUIBLHEX “NOACKAI0K”, YCM NPH YCIYrax
CO CPCAMICH WM HU3KOM CTEMEHbIO BIAMMOACHCTBMA KpHTHUSCKME COBRITHA CyMAIOTCA
TOMA, KOILA TE WM HIbie B3aUMOmelcTiig B XOAE CEPRACHOrO KOHTAKTA HOCAT MHEo ocobo
YAOMICTBOPHTCALHEIR, nMB0 0cobo HeyposmeTrOpHTENEHE xapakTep

B 1CKOTOPLIX CAYYaAX, HanpMMep npH CaMOOBCITYXHBAHMWN, KTHEHTH AKTMBHO y4acT-
BYIOT B NPpOUECCe CO3RANMA M NpeAoCTIaneHWs Yonyry, spdekTupio pafoTan KAK 4acTHYHO
3aIATLIA NEPCOAN CEPBMCHOR KOMII2HIH, ACHTEILHOCT: KOTOPOre B ONpemeneHHo Mepe
BIIMACT 1A TMIPOM3BOAUTENLHOCTE MPOUECtad M KAYECTBO KOHEMHOMD MPOOyKTa 3T0 O311a42eT,
HTO MEICAKEPB CCPBHCHBIX KOMMTAHMI IUDKHN NPHTATATE HEMAILIE YCHAHR 0a oBy4eHHA
CHEOHX KJIHCUTOR K CTapaTbhbcs, YyToObl T¢ NnpHOGPENH HaskkK, HeoOXOAHMBME IR YCTICWIOro
YHacTHA B Tpouccce obcny X HBAHKS,

1. ITpencrapeTe ccbe, UTO BLl HMCNOMATENHLA Oupektop Ganka Kakde gelcTann sh
npeanpuHsaar Gul, 4TobL NMpHRieys GoMblICe BHUMAHHE KIHEHTOB K NMPOBEASHUIO
BanKOoBCKHX pnepallvi® no Tenedony, novre, Intemet v ¢ noMowsd BaHKOMATOR
Kak K AIbTEPHATHBE TPAOMLIMOHHOMY TNDIXDAY, TREOYIWEMY NHIHOTO MOCEILEHHS
KAHEHTOM DaNKa M KOHTAKTa ¢ BIHKOBCKHME CAYAILIMMIT

2, Kaxue onepauyi BbiNOMHAKTE “1 KYAHCAMM™ B CTPAXUBOH KOMIZHHH, HA CTAHUHM
TeXobohyxHMBanHA, B TOCTHHHMLE, NPH ABHAMEDEROIKAX, B YHHBEPCHTETE, B H10p0 pH-
TYAILHLIX YCIVM, B KOHCYABLTAUMOHHOH KOMITAHHHW, B TeAckoMmaHHu® [lpM Kakwx
o0CTOATEIBCTRBAX YMGCOTHO CIERATh 3TH MEMEHTH BHOMMLIMM LA KIHEHTOB W Kak
Bbi 3TD DCYLIECTBMAN Gnl?

3. Kakue ponu urpaeT OGCHyMBaOWHME nepcoHan, aelcTeyioWMi “Ha cueHe”, 8 cep-
BHCHEIX KOMMAMHAX, TPSLOCTARAMOLIME YCIYTH € HHIKOR CTEMeHLD BIauMoaeHcT-
Bia? OrnuyaoTred M 3T POJIH M0 CTENEHH BAXHOCTH AMA YAORTCTBOPEHMA KIHEH -
TOR [0 CPABHEHHIO © YCAYTAMH C BLICOKOW CTCNCHEW BIaMMOTEHACTBHS KIMEHTOS C
paBOTHHKAMH CEpBH CHOH DpranuiaugHu’

4. IMTouemy oA onepallHOHHEIX MCHEAXKEepoR, padotaioux B ciepe yoIyr, BaXKHO BH-
AeTE cBof BM3ce rmaszamu kaHenToB? KakuM ofpazomM Tako# NMoaxoa nOMOract pe-
AaTL npobneMel ¢ HEXOOPOCOBECTHHIMM KIHEHTAMH?

5. BocoonsayitTecs Tabn. 3 | M 00IroToBRLTE KPATKCE OMUCAHHE CHCTEMBI MApPKCTHHIE
Pa3IHYHBIX BHICE YCHYLD — OOJNbIULEL, ABHAKOMNEHKK, KO/UTELKE, TOCTHHHLIB!, XHM-

YMCTKH, KPEIHTHOro OOLEAMHEHKA, CTAUMH TeXoGCMyKMEAHHA, NOYTOBOH KoMMa-
ITHM, opucTa. (Bel MOXeTe OCHOBMIBATECA HA coGCTBEHHOM ONWTe GO NpoRcCTH

OIPOC APYrHX KNHEHTOR )

6. Kakoss pasnmiuyHa sexay “MOMEHTOM HCTHMHAE", KOHTAKTOM B XOLE CEPBMCHOIO
MPOLECca M KPHTHYECKHM COGWTHEM BO BpEMA TIPEAOCTABNEHHA YCRyrn?
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7. Barmanure ewe pas Ha taba 33 Kak 8 poau MeHeAKEpa CEPBHCHOM) NpeanpunTHg
BBl MONBLITAAUCH G MPEAOTBRATHTE MORBTOPEHNE KAXAOM0 HI OMMCAHHKIX B HEH HWH-
LHACHTOB, noBASKWLHX 3a coboit eyromnerBopeidocTe kinedTos? ([loockaika on-
penenuTe CyTh TIPODNeMLl, ACKaued B ocHOBE KOHDAMKTE, H BOIMOMHLIC NPHYMHHE
HEKOPPEKTIIOND OTBETHOTD MEACTEMA CAYMALUETD, KOTOPDE BBIIBAAD HEYNOBOALCTBHE
KHenTa }

8 Moryr nu e caunikoM BOGPOCOBELTNRIC CEPRHCHLIE KOMMAHKK ¢ BbIMOACH HCNOAb-
JOBETE KAHUCHTOR HIPAIOWKX poik paloTHMKOR ¢ YacTHMHOM JaHATOCTLIO? ObocHyii-
TC CEOM OTHCT

£ ® TR TWERROG i R .f
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1. [ns onucaiua copeHCHBIX OPraiH3auuil Kakoro THIA YCIy© JAyYILe BCEro NOAXoAMT
Metathopa Tearpansioro npeacrasnedua’ IMouemy? TTookpernure paiid DOBOALI aHa-
JTHIOM ° TeaTpANILHLIX INEMEHTOR” NpeanpusaTHA chepul yeayr, 0 KOTOPhEIX Bbl MMeeTe
HaHboee Doanos npeacTaABTeHHE

2. HanuuivTe no oaHoMy CHEHAPWIO JeHCcTRKI KIMCHTA DN CTANAAPTHIMPOBAHHOIO M
HIZHBHAYAIMIHMPOtAHHOTO fpotecca ofcnyxmeatHuA B vyesM OCHOBHBIC PAa3sjiMvMA
MERLY HHMK?

3 Hafire onpeacherive TePMHHA padomHUK € HOCHMIUYHON 3OHAMOCME, OMNWILHTE TpH
MOCAEMITHE CUTYALMK, KOTHA BaM NPHXGIWIOCE BRICTYMATE B 3TOR DOJIMH
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MeTAPOHEIR0E QEEACHERME YCAVT KK TEATDIGHOM NDEACTARAEHMT NOMOVEET AVLLE
NOHATS B MDOIHEANIMDOBAT: RPOLECT DOCAYHBEMHA  PICOTHINH CEDBMCHON COraHM3a-
Lk, COCAYNHBAOIME KAMEHTOR, BLICTINAKOT B DOAM GKTEDOR, 8 KAMEHTH — B KIYECTRe
ADMTEALCKON SYAMTONHM, A7 KOTODON DESIThBIETCR 3TOT (NMeXTakAs  Sardnie 370
METAPODE K3 TAKYID COOEDY, KAK MADKETHHI JPCAYT, OMHCENO B MDHBEACHHOM kitieS
MIATELHAAE A7 HTEMHR HE NDHMEDE MOAYT MDEACCTIBAREMLY JBHAKCHTEHMAVM,

TACKTDOHHBY YOAYT B KHOSDMCOCTOAHC TS

BeeaeHHe

CHWSCTESHHLIE DIINMIN MEKAY YCAYTEEL M TOSSDAMA MOMBEAM K NORBAEHMKD MHOTONHCARHHBDN
PEXOMEHABIM OTHOCHTEALHD YCMEWHON paipaboTke W ADCTABKM CEDBMCHBN NDOAYTOR [Mepastw
BANHBA (UAT08 HE MyT K OBCAYNISRIHMIO BECOMAMAIETO KAHECTEA CTAAD METKOE NOHMMIHME CYTH YOAYT
HTOGE NOMOHE ¢ TEOODETMIAM, W NPAXTHKAM CEDBHCHOND OUIHECE NOHATL CADRHYO CTENVKTYDY NpoUeca
CECAYRMBANE, DAIRAGOTIHE DAINMHBIE MOAEN TIAHS 13 CaMblX [EHHH TEMX MOABAER OCHOBAHA HA
PACIUHDEH TR AMUIMOHHOND MADKETWHIOBOM OMIWEKES, BKACHBIOWIETD TEKME AEMEHTE, KAK MDOAYRT
{(product), ueHa (price), panpeagserie (place) v NposBleHHe (Dromotiin), BRACHEHHEM B HEMD
ADTIOARIMTEAHBI TREX P yMaCcTHKOE CEDBHCHOND NPOUSCCA (participants), MartepmasbHux CEBMAETEALCTE
{physical ewdence) M Npouecca KMNAZKCHONS OSChyxMBae (process of serice assembly) (Booms
and Biner, 19871) Bropas MoaSAb NDEACTARARET NPOUECE OOCAYIBANIA KK CACHHYID NDCHIBOACTREH-
HYI0 CHOTEMY, OOBEAMHRIOUNIO TAKME IWEMEHTE, KaK TEXHOACTMH, MEHEAKMEHT, DECYRCH W NepooHan,
MCMOALIOBIHME M ABTTEABHCCTE KOTODHX ONDEABARETCA MMICHER CELBMCHOR ODTaHMIaLES M NoTpeb-
HOCTAMM kameHTOR {Gronreos, 1991) B TpetbeR MOAEAM COCAYRMBAHME OMMCLEAETCH KAK CHITEME, B
KOTOROA OObeAMHRICTCA YOAYTH KAK TBXOBRE I NDOMIBOACTED, NOACOHAA CHOTEAME BXACHeT B Cebn
BHAMMERZ W HEBMAMMBIE 08 KAMEHTE I0HE, BHEWHON CPERY, CAYNBUMM CELAMCHLE ODMaHM3aLMA,
HENOCPEACTEEHHO KOHTAXTHWOLIMY C KAMEHTAMM, ¢ kapweHTos (Langeard et al , 1981)

BCE 3TH MOAEAM, HECOMHEHHD, B ONDEAEAEHHON MEDE NOMOMAINT NDEBLARHD MOHAT CyTh NpOUSCCE
OSCAYHKBIHAR, OANIKD HH OAHE M3 HWX HE ONMCHIBEET KOMIAZKCHOM NEMPOAB YCAYT, He OTOSpaXaeT Mx
OBLLME ¥ELATELMCTHE W HHTEAKTHEHON CYUHGCTH W HE HECET MHBODMALIMH OTHOCHTEABHD TONo, YT,
MG CyTH, MEHBOAMT MX B A2RCTEME OCHMNBARCH HA CEEAEHMAX, MOMEDOHYTREX W3 AMTERETYEH No
COLMOADTHA B TEATREABHOMY HCKYTCTEY, M NDEAAINGEM BALEMY BHUMAHIIO NDOCTYIO, HO BOEO0REM-
ANCRINYIC CTTRETYTYY, MO3BOAROUNS AYLLIE NOHATE CyTe CEPEMCHIMG NPOUBCCA Mel MOXOMM HE TOMD, WTO
DECAYARBAHME HMEET CUEHS MHOTO OBIEND © TRATDAARHEM NDEACTABAEHHMER B 370 matepuane “Teatp
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YT MCCABAYETCA Ko MHOTOTDAHHAES CTRYKIYDA, NOMOraowWss OCMBICAMTE, NDOSHAAMIMPOBATE W
CECYAHT, UTO MMEHHO NPOHCKOAMT 8 NpoLiecce OOCAYKHBIHWA. B NEpByI0 OHENEAb Mbl PACCMOTOMM
COUMANSHEIE W GHBMHECKNE BCNEKTE! ASHHOTO NPOLIECCS; 3aTeM OOEICHMM ero " TearpansHyn” NpMDoAY.
B xauecTBe MpUMERa “TeaTpd YOmyT  Mbl PRCCMOTDMM AESTEALHOCTE ABMEKOMNAHMRA, 8 B KOHUE
FoMMEHHM 3TY MeTAhoDY K MOE PNROCTRaHC Y.

COoUHaAbHBIA M OH3MYECKMHA KOHTEKCT CePBMCHOrO npouecca

AGOR M3 HAC MOXKET CTaTh YHACTHMKOM CEDEMCHONT MDOHECCS KAKARHMA AEHE N KERALIA MMM, 3TO
CAYYBETCR, KOTAR NDOMCHSAHT BIAMMOASHACTBIE EAMEHTA € CEBMCHON KOMMaHWeH BH3MT K CTOMATOACTY,
NpefubaHue B FOCTHHMUE, NOMCK WHPOPRMALM B Web nar obey 8 peciopate — BCe 370 MpHMELI
Mpouesca obcayseani NOCELLeHME DOK-KOHUZPDTE, OTNDEBKa NO NOHTE MMCKMA MAM NDWMODDETEHHE
napbl COTMHOK TaKKE NDEAYCMETMBAICT YYACTHE B TOM MAM MHOM CERBHCHOM NPOLECCE M NOAYHEHME
COOTHEICTEYIOWENO ONbiTa H BIENATAEHMIA. ADBOABHO HACTO, YO 1 HE Brerad, obcayamBaHWe npowc-
KOBAT B PIMMECKOH CPEAE CEPBHMCHOM ONaHM3aUMM M NPSAYCMATOHBIET NEMCYTCTBME ADYIMX
KAMEHTOR. TaK, HaNPMMER, NPOoUec: OBCAYKHEAHMA B0 BREMA MYTEILECTBMA HI OKEAHCKOM AdHHEDE
OOBEAMHIET MACCAXMPOR M CaMo CYAHO. KOHCTOYKUMA kOpabag, ero AM3aiH ¥ Hammue yao0cTs,
OOCTAHORKE W NPOHME SCNeKThl BHEWHER CReAN OKA3LBAIT HEMANDE BAMSHME HA TO, KaK NACCaxHph!
OLEHST KDYW3 cam No celle. Kpome Toro, Ao, KOTODLIE BMECTE MYTEWECTEYIT HI GAHOM AGHHEDRE,
TAKHE BAMAIOT ALV HE AIHTE CBOSA MHMCASHHOCTLID, XAPSKTEDOM M NOCTYTHAMU.

YeayTH B OCHOBHOM BARIOTCA DeIyALTATOM TDYAS, NPUYEM HE OAHOTO, 8 HECKOABKMX CAYKIWMX
CepBUCHOR opfannsaLlm. NDEACTABETE, KAKOE KOAMYECTRD NEPCOHAAa NOHAOEMICA AAR HEANEHKALLErD
OBCAYKHBAHMA NalMEHTa B GOAbHMUE. TEpanesTsl M CaRMTEPb, MEACECTb # YDODLUWULI, KABDRM W
MEHEAKEDE! — 508 OHWM WPAIT B NPOUSCCE ASHEHWA MALMEHTE YETKD CNPRABASHITYIC POA. B OSuiem 1
LIGACM HA MPOLIECC BOCNDHATMA YEAOBEKOM KAUECTBa OBCAYKMBAHMS OKaIbIBAKOT COBMECTHOR BAURHWE
TaKWE $aXTODb!, KBK Gi3kHeckan OOCTEHOBKE CEPBMCHON QHDMBI, E8 CAYXELIME W TO, KaK OHM BhINCAHIOT
CBOM JYHKLIWY, 8 TAKE ADYTHE KAMEHTS,

Mo NPMYHHE TOTO, YO NPOWIBCACTBD H NOTREBAEHME YOAT NPOHCXOMT OAHOBDEMEHHO M
BCASACTEME HEMATEDMAAHON NEOMZOAL! YCAYT, KAHEHTEM YaCTO ACBOALHD TWAHO CUEHWTL MK KadecTBOD
(Zeithami, 1981). boAge WM MEHEE TOYHD ONPZAEAITH, HACKOABKD XOPOWIO MX DECAYRMBRIOT, KAMEHTAM
NOMOTAIOT  COUMAALHEN COCTEHOBKA (1.2, KBYECTBO BIEMMOCTHOWEHWE © paboTHWKaMM CepBWCHOR
OETEHKIALAM M C ADYTIAMA KAMEHTAN) W DM3HIECKan CReaa upmsl (T.8. uenoab3yemoe obopyaoBame,
BHA JAAHWA W NOMELLE ). MCXoas M3 3TOM0, HAMOOASE ASALHOBMAHLIE H NPEANPMMMYHBEE Opra-
HM3aLH, PAtoTaLLMe & chepe OOCAYKMBAHM, NOCTYNAIOT CABAYIOLIMM OO[D330M: OHY “MATEDHaNM2-
YVIOT" CBOM YCAYTH, KOHTDOAMDYS TEM Cambiv HEKOTOPLIE SCNeXThl BOCMPMATHE KAMEHTIMM KauecTBa
NPEACCTBBAREMCTO MMM obCAyxmBaHa (Berry, 1981; Lovelock, 1994, Shostack, 1977). Mockonsky
COZATIME XOPOLEH TeaDaAbHOR NOCTAHOBN NDEeAYCMATIOMBIET PellleHME MHOKECTBA BOMNPOCCR,
KOTOpHE OYeHb BaXKHN ¥ B CEepEMCHOM Npouecte (HaNpPWMER, BHPasHTeAbHEE MaTepHasbHbie
CBMARTEALCTBA, TAAMAHTAMEI MIPa aKTepoB H YWEcTHE ayaMTopHU), © Halllei TOuKM 3DEHMA BRoAHE
AOTTYCTAVA NEPEAEAL MEXAY CHEDOR OBCAYNHBIHMA U TEaTROM.

TearpaAbHas NPHMPOAA CEPEBHCHOIO NPoLecca

ONHCBHHE YEAOBEYECKOrD MOBAZHMA MO SHAAOTHM C TEATPAALHBIM ACHCTEMEM HE HOBO, CAHAKD
CHCTEMATHIMPOBAHHOE HINOAL3OBAHKE METAgODL TEATRE NO OTHOWEHWD K CELBHCHOMY NPOUecty —
MOAKOY NOMCTHHE YHMKEARHER. BO MHOMOM 310 OCHOBAHO HA KOHLETLMAX M MASTK COLMOADTHYSCKOM
PHAOCOGCKOA WKOAB!, WIBECTHOM MOA HAIBIHMEM ALBMETVIONHY, 3 TAKKe Ha OTHOWEHWM K TEaTDY KaK
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WCKYCCTBEY NREACTABARHMA, ABHCTES. B APEMATYINMM COUMAABHLE BITMMOOTHOWEHMA OMMCLIBROTCH C
MOMCLLBIO TEDVMMHOB M KOHLENUMA TEATDEABHOM ASACTEMA. COBDEMEMHEIR ADAMATYDMMYECKMA NOAXOA,
CCHOBEH MDEXAE BCEND HA HABIX JPBuHIa oddmana 1 Ka ero kivre The Presentation of Self in Everyday
Life ("MNpeactasrerme caoero "A7 B NoBCeaHRBHOW ®3in ™) (nisaHHoR Doubleday and Company B
1959 roay). 3. FogdMan MCOABADBEA CTRYKTYDY COUMBABHBIX BI3MMOAERCTEHA AOASH B CKOYXEHMI
AIDYTHE HHAMBAAYYMOB;, OH MIYYDA, KAK T8 WAM MHBA MOBEABHYECKA CMTYaAUMA CGORMMEYETCE M
COXPDEHAETCH ABME MO NOTEHUMEABHOM HBDYILEHIM 3TOF0 BISMMOASACTEMI. O yTBEDWAEHMIO
3 Todgdmana, pha ADCTUREHMS 3TMX LEASA AKOAM NOABIVIOTCH TEATDAASHBIMK NDHMEMEMIA 1 NOHATHAMM; M,
CO CBOSH CTOPROHL|, GLlABKIEeA NEEANOACEEZHWE, Y10 CEPEMCHBIE EOMNEHWH TaKKe MCMoAbIYIOT
NOACOHWE METOAL ArS PODMMDOBAHMA NIOATKMTEABHBY BIIZUATAZHWI CEOMXY KAMEHTOB B MpoUecce
OECAYKMBAHMA B KOMWLE KOHUOB, 2CAM TEATP MCCASADBATEAM CIMCHIBAINT KAK “HEKOE KOAMEKIMEHDR
BrIEYATAZHKE — CODLTHE, OOBEAMHAIOLIEE TEX, KT0 ABET NDEACTABAEHWE, M TEX, KTO 38 3THM HabaoaaeT™
(Wilsen, 1951, p. 3), cepa cBCAy#MBaHMS MOKET XaPaKTepM308aTbCH NOACOHBIM OGDE30M. HexoTophie
M3 ROHUENUMA, NPeasakedHb 2. TORPMAHoM, 8 TAKKE DAA ADVTHK, KOTODDIE Mbl HAXOAMM Y ADYTMX
ABTOR0S8, PAOTAOUMK B JTOM HANPIBASHMA, NCIBOANDT X3PaKTepHICEATE NPCUECC OOCAYKHMBAHIMA KaK
TEATPAALHOE ABHCTEME. Pedb MAET O CaMOM NDEACTAEAZHMM, 08 MCNIONHWTEANX (aKTepax, TPynne), o
MECTE OCYWECTBABHMA JAMAGHMPDOBAHHBIX AEHCTBMK, O MNOBEAEHMM Ha Hem M OO YIpaBAeHUM
BIEYATAEHMAMH 3YAHTORHM.

MNpeacTasrexme

[PEACTABACHME — ITO ABATEALHOCTE SKTEDE B XOAE HENDECHIBHONO KOHTaKTa C ayauropmen. Mo
CBOEH MNPMPCAE, MDEACTABABHMR ACAKHL! CKEILIBATE HA IOHTEALCKMO SYAMTODMIO CNPEASASHHDE
BO3ASHCTEME, NDEACTABACHHA MOTYT BbiTh yATYHBWM WAM HEYAIUHBIMM, B MCKDEHHMX, XOpOLWx
CICKTAKAIX BKTED NO-HACTOALEMY BWWBIETCH B POAL, XOTORYIO OH MIPEET. B MADMMX NDEeACTABAZHMAX
AKTE[t CTAPAOTCH NPOCTO NPOAEPXATECS AD KOHUA CnekTaKad. Y1086 MiDa NOAYMMARCEH NDABACNOAOS-
HOM, SKTEDE Y8CTO NPUMEHROT BCEBOIMONHME ICMDECCHMBHEE MDMEME!, MCMOALIYS AAS 3TOMO pa-
IMYHBIE SAEMEHTEI ABKODALIMA, CBOK BHELUHOCTE M MEHERY NOBEAEHMA,

Aekopaligi — 310 obopmeHe, MeBAMDOBKS M NASHWDOBKS TOTC MECTa, FAE BLICTYNAIOT axTeps, 8
BHEWHOCTE W MBHEDE MOBEAEHHT HAXOART BHEWHEE BbIDEKEHUE B WX DABKAE, BLIPAKEHMAX AMLL, XECTIX W
AMHEK XEBPEKTEOMCTHREX. ECAM AEKOPRELIMKM W NERCOHAABHEE XaRaKTEPHCTHKW aKTepa COTABTYIOTCS
MEXRY COGOM, OHM NPEACTARAICT HAHOP KAOHEB0R MAGODMALMH, BEXHLA AAR IDHTEALCKOR SYAMTODMHM.
Momen 05 3TOM, aKTepsl HACTO MIPSIOT CROK POAL C MEHBLLIEA 3KCNPECCHMBHOCTHIO, €CAM 3T0 Heoh-
KOAMMO AN AOCTAXEHMR LEAM CNEXTakad. ASRCTBMTEABHOCTs, OTOODIKAEMAT B XOAE CEPBMCHOrD
“NPeacTaBAeHHA™”, KDARHE XIVTIKE W ABMKO HADYILAETCH ARKE NPM OYeHb HEIHEUMTEALHLIX NPOTMRO-
[ENHMAN,

CepBHCHBIRK NPOUeCE KaK NPeACTaBARHHE

CepBHCHWA MPOUECC — 31O CNEKTEKAL, B XOAE KOTODOTO PalBMBARTCH AEATEABHOCTH CEpPBHMCHON
O aHMIALMY W B€ CAYKALMK (BKTEDOB), KOTODLIE YADBACTBORSIOT NOTPREOHOCTH KAMEHTOBR (3DHTEASH).
IO MOKET BbiTb CTMABHES CTMKKE BOADC, Nepeess 13 Yukaro 8 TOPOHTO, YXOA 38 ANOGUMEIM MYAEAEM
MA OBecneveHMe COXDAHHOCTH AdHbix chepexerud rpaxaaH. B nobom caydae, HToBRl ColaaTh M
NOAAZEMMBAT: Y NOTPRGUTErEA BNEYATAEHHE OTAMHHOTO OBCAYKMBAHWA, COTRYAHMKI CeDBUMCHONM KOm-
NaHHH ACAKHE TBEDAD TDMABIOKMBATECS OCHOBHBY MPWHLMNOE YCRELHOMO RpeaACiaBaeHMl. OHM
AONEHE], BO-NEPBbIX, CBATO BEPHTL B TO, HTO YAOBASTBOPEHWE KAMEHTE — OMEHb BEXHER 384343 (T.e. Ous

WMCKDZHHMME): BO-BIODLIN, YWATHIBATE KOMMYHHKALIMOHHEE BOIMOXHOCTH CEPBUCHBIX “ASKOPaUMA™ K
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AMMHHEE XBDEKTERMCTVKM CRKALLIMX GMPMb! (T.2. YAEATh BOABLIOE BHUMEHWE SXCNDECCUBHBIM CPREACT-
BaM); B-TOETHHK, YOPHO TOYAMTECA, WTOBH WibeXaTs ACDBIX NOOTHBODE-ME NDU COZABHMM MMAKS
COBEPIEHCTRA, K KOTOPOMY OHW CTDEMSTCR (T €. CTPEMMTLEA K NOCABACSATRABHOCTH M NOCTOAHCTEY),
Bonomaute, Hanpymer, of oBCAykMBAHWM B CETH FOCTMHWL, Riz Carfton, NepCoHas KOTODOM CEso
NEHASPKMBAETCA BCEX A TeaTpaskHbx” MDABMA. B HeER ASMCTEYET AETansHO paspaboTaHHan
CHCTEN3 OBCAYKHBAHMA, DTWEUEHHER NDECTHRHOA NPeMIen Makonema Bonapuaxa (Malcolm Baldrige
Award) 338 OTAMYHOE OBCAYKHBHME.

MCNOAHMTEAM

A DOPMMPGBAHIMEA TEX MAM HHbE BMIEHATASHHRA ¥ IDHTEABCKOR BYAHTORMK BO BDEMS TEATDIALHCIO
ACFACTES HEOENOAMME YETKEA KOODAWHBLIMA AZACTEMI BOEX YWACTHMKODS NDEACTEBAEHMR  KOMdHAS
HOTIOARHTEASIT (Al TOMTIA)— 310 PYNNa axfepoB, COBMECTHEMM ASRCTBMAMMA COIAMIOUIMY SAMHOE
BRBMATAZHHME, HE KOTODOE ADAKHAE NOCASACBATE PEaKLMA 3DMTeAsi. Kamabif M3 HUX WTDAET CBOKD DOK: B
CEORCTREHHOM eMy MBHEDE, DAHAKO TG COBMECTHEY PaboTa ugaOh KOMBHALI, frarcaaps xoTopoH
MOAEAMDYETCR BOCNDMATHE AYAMTODMK. B HEKOTODOM CMBICAE BIKHOCTL KAHECTEE NPEACTARNEHMS — 3TO
MMEHHO TOT BEKTOD, KOTODMA CABUMBAET KomaHay. [TpeacTaBAzHve OyaeT NRaBAnnOACtHLIM, ECAK TE,
KTO NEMHMMEIDT YHBCTHE B TEATEAABHON NOCTAHCEKE, C YBAKEHHEM OTHOCRTCA K DOAM ADYTHY GKTELOB.
ECa ¥e aKTepsl NOCTOMHHO KDMTHKYIOT CBOMK KDAANET MO TWINE WM B CAMOM SKTERCKON KOMAMAE HET
EAMHCTBE, MM HE YASETCH HIRTW OOWMA 936K — NDEAC TARAEHME O0PeUSHO HA MDOB3A.

CepeMCHLIE OPraHicalpM CTaAKMBAIOTCA B NPOUECCE NPEACCTABACHMA Yomyr C NOAOGHLMM
Npotaesart. BOCNPUATUE YOAYTH KAMEHTOM — 3TO PEIYALTAT COBMECTHOM ARATEABHOCTH HECKOABKIK
CAYNBUPK, PEOOTEOUIMX & CAHOM KOMIHAEZ. OHH AERCTBYIOT Ha MMa3aX Y KAMEHTA, 1.6, BXCART B SRTEDOHT
cocTas, AMOC HAEXOARTCY CPSAM TeX, KTO 3aHMMEIOTCR TEXHWYECKMM ODechedeHWeM npolecca
0GCAIMBEHMA, 1 KDARHE DEAKO CTAAKMBAIOTCA C KAMEHTEMM. Adke TarMeE, Ka3anoch O, NpOCTHIE HI
Nepabi BIrARS, YCAYTH, KAK CMEHA MACAZ B 3BTOMODMAC MAM CTMPKS OABKABI, TREGYIOT OT CayNaWMX
CEPBUCHON ODMaHM3aLIMY Be30MOBOROYHOND NEMIHAHHE BAKHOCTH 0DECNedeHMa KIMeHTA Tem YIDOBHEM
OECAYRMBAHHA, KOTOPOE ey Belno obetilans.

OapH-EAWHCTBRHHEIR CAYKBLUIMA PA3DYLLMT Boe YCHAMA CBORH KOMNaHWH, ecAd HE By AET BUINOAHATE
CBOID paboTy HIAAEXAWHM OGD330M, HE CyMeET ASACTEOBATL COBMECTHO C CBOMMM KOANETEMM W HE
CMONET CO3AATE Y KAVEHTA JMEASEMBIA MMMAK YDOBHS OBCAYKMBIHMA. ECAM CEPBMCHBI MPOUECC
VCIEILEH, 38 3TMM, KK MDABHAO, CTOMT HAMPRKEHHBIA TOVA BCEH KOMAHABL, MHOMMX YASHOB KOTOPONA
KAMEHTH NODOW ABKE HE JaMedaioT, M oMeHb YacTo HEYABMM B XOAE OGCAYKMBAHMA CTAHOBATCA CABACT-
BMEM TOMO, YTO OAMH M3 WAEHOB KOMaHABI TACKD MIDEET CBOKO pOAb. 3Ta Npobaema yoyrybwserca nNo
MEPE YBEAHHEHHT YHCABHHOCTH OOCAYXIMBAIDILErO NEPCOHAAd H paboThukos, obecnewvBawy Tex-
HUAYECKO MOAASPKKY CEPBMCHOID Npoliecca. CpaBHUTE, HaNPHMMED, HACKOALKD CAdXHee obecneuuTs
KAYECTBEHHOE OOCAYKMBIHME KAMEHTE CAYKAUIMM KIDYTTHON FOCTHHMUB! € NOAHBIM KOMIABKCOM YCAYT, HEM
COTRYARMKOM A3C. CAONHER CHCTEMS FOCTHHHYHBIX YCAYT BRAICHIET 3HAWMTEALHO Doabe pabOTHMIOB,
NTO B CBOKY CMEQREAL COMEET ONDEABASHHBIZ TOVAHOCTH AA SGPEKTHBHOM M CABKEHHOR DAadoT B
KEOMBHAE,

AeKopaumMu: MECTO AeHCTBHMA M NOBEAEHHE

AekopauiMa, Ha $OHe KOTODOR PasbiiPLBICTCA MPSACTIIAEHWE, CAYMMT BEKHBIM WCTOYHMEOM
MHDOMMALIMM AM IDMTEALCEON aYAMTORMM M BIXHEHILIMM SAEMEHTOM ANOBOR TeaTpansHOR NOCTAHOIKM.
Kak WIB2CTHO, ABKODAUMM HINOALIYIOTCA A0 OHOPMACHIA CLISHI, HO 2CTh IASMEHTH!, KOTODLIE Kb
OT TA33 IPUTEASH 1 HEXOATTCA 38 KyAMCAMWH,. AYAHTORHA BMAMT TO, YT NPOHCHOAMT HE CLEHE, U 3T 4aCTL
axhOpMAEHMA HECET B Cele BaXHEMLWA KOMMyHHKATHMBHLM 38PAA, Te NOAM, KOTOPME PatOTAIOT HE BHAY,
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T.€. BKTELCKMA COCTEB, ADAKHY JABOEBETL NPMIMEHHME Y ITMTEALCKOM aYAMTODMH, TYT BIKHO EyKEIALHO
BOE: BHWMAHME K AOObIM MEADUBM, TWETEALHOE MAIHMDOBEHWE MATEDMAALHLY MOACKAIOK, XOPOWD
CTRENETHROBAHHbIA CLEHEPHA 1 NOCTEBABHHKIE ABMWEHNA akTepoB. TO, YTO MPOMCXOAMT 38 KyAMCAM,
CKLBLITO OT rAd3 3DHTEAZHA, MMEHHD 3a2Ck NDOHCHOAMT MOAMOTORKE K CIIEKTAKAID K 0OeCnedmrBaeTcs ero
NOAASTIKKE; 3AECL SKTED MOXET CHATE MACKy W BhIFTH K3 00Da38. 38 KyWiCaMi aKkTepbl ydaT W pe-
NETUEYIOT CBOM DOAM, YHATCA PAOCTATE B KOMBHAZ M HaA CAA0LIMA MECTAMU B CBOMX DOASK, 33 KyAMCaMM
TAKKE TPYAWICE MHOKECTED MOAZW, ABITEALHOCTE KOTODBIX DMTEAIM HE BaHa. ITM paboTtHMEM B
DCHOBHOM OBCAYKMBAIOT ODODYADBAHWE CUEHL, HA KOTODOM BHICTYTIAIOT aKTeps: KOCTIOMEDEI, OCBE-
THTEAM, PABOWE CLIEHS M CNRUMAAMCTH MG 3BYKY.

Kak NPEBHAC, 3TH ABE 30H Py HKUHOHMIVIOT OTASALHO AAR TOFO, YTOBH 3pMTeNM HE yIHaAm 080 BoeR
MOATOTOBUTEASHOM PaOCTE W HE CTOAHYAMCH C TEXHMUSCKHMA YXMUIDEHHAMM; 3TO NOIB0ASET BLiIBaTh
OLUYIEHME PRAABHOCTY MPOMCOAILLME COOBITWA, JHAHME 3THK HIDEHCOB MOKET HAPYLLUMTE NPaBAONICAD-
Bite TOro, HTO NPOMCXOAMT Ha CleHE. KDOME HECOBEDILEHCTEA CAMOR MOCTAHOBKM, KOTOPan NPeACTaeT
HE Cya 3DWMISAEH HE CUSHE, TO, YTO MPOMCHOAMT 33 KyAMCANM, T3KKE MONET MIMEHMTL OTHOWEHWE
IPHTEALCKOR BYAMTODHM K axTepam. OHM MONT CTaTe CBMARTEAMM OCKOPOASHHA, DYTEHU 1M HESTHYHDIX
NOCTYNKOB AKTEPDOB, 3aMETHTE [DAINMYHLIE TEXHWMECKME HEMOAAKM. HMTOOL! 3TOFNO HE ACTYCTMIE,
HEOEXOAMMO CABAMTS 33 TEM, YTODB! MPOXOA MEXAY DTHMI ABYMA 30HAMM OblA TWBTEABHO 3aKDBIT.

THIHHHBIA CEPBMCHEIR MPoUECC OOLIMHO TakKe NPOMCXOAMT B OOCTAHORKE, HETKO MOASAEHHOM HaE
AefcTEMa “HacueHe” M "33 Kiacami” . CePBHCHOR OKRDYREHKE, KOTOPROE HEKGTODHIE ABTGIIL HAIHBAIOT
cepancHEiM nefaxes, (Bitner, 1999), COCTOMT M3 OTKPBITOR 30HLI, CPraHHIOBAHHOA Tak, 4Tobbl
NPHBARKETL KAMEHTOR M OBACrYaTE NPOLIECT ODCAYKUBAHMA, X “3BAHEMO NAGHAE", TAZ OCYLLIECTRARETCH
OMEPAUMOHHEN W TEXHWYECKIR NOAAEDNKS CEPBMCHOMD NRoURCCa. Ha nepeaHes NagHe pacnoadXeHbl
DEAAMHHBIE DERBMIMTL, JASMEHTH AMIEAHE M MEOAMDOBKE, KOTODLIE CAYHAT MATEDHAABHEIAM NOACKAIKA-
MM OTHOCHTEALHO KBYECTBa ODCAYKIMBAHMA W “PaCcCKAINBAINT” KAMEHTAM O MPEADCTABAEMON YIAYTE.
OCBeWEHWE, My3biKa, TEMINZDATYDS BO3AYXS, 18NaXM W NPOMEE WIPAKDT B 3TOM NPOUSCCE BEKHYO DOAB.
Tax, Hanpvmep, 3aBeaeHke ofiLeCTBEHHONO NMMTaHMA MOIKET NDEACTETE NEDEA MOCETHTEAMMM MTBALSHC-
KOM 33KYCOMHOM, KIMTERCKIMM DECTORAHOM, GRaHLIYICKMM GHCTRO M T.A,, €CAM BeIGDEHA COOTRETCTBYIOUIAN
aTpHbyTHKE a0 “NepeaHero nagHa”. OaHako, ecak cBopyanBaHke, PabOTHHKM KyXHi M NepCoHan,
ABHCTBYIOWMA 38 Kyscami”, He ByayT paborath YETKO M CAIKEHHO, CEPBMCHIIA NPOLLECE ObpeqeH Ha
Heyaady. Ecan NoceTTeas NG ACDOM B TYSAST BAAMT HEPALLAMBEOTS NOBADA, CTANKMBAETCH C HEITHYHBIM
NOBEABHUEM NEDCOHANG W eI X3AATHGIM OTHOWEHHEM X CEBOMM OOA3aHHOCTAM, CTAHOBHTCA CBMAETEASM
APAYTHX MOMEHTOR, MOADBLIBRIOWAX 810 BERY B ¥opoluee 0BCAYHHBEHME, 3T0 IHUMTEALHO BAMAET Ha ero
BOCNPHATME KAYECTBA NPEACCTABASEMbIX [DECTOPAHOM YCAYT. MMEHHO MO 3TOM NPpMYIMHE BOABLMHCTBO
[PECTORAHOB JANDELLAI0T CBOWM MOCETHTEASM HIBEABIBATLCA 33 KyAMCHI”,

AKTepbl 4 YNPaBACHHE Brie4YaTACHHEM

Cepalle MoBOM TEATRAaAHON NOCTAHOBKM — 3TO AKTEPL!, Yl HIPa W ASPACTEUWA NPMBARKAIOT BHUMaHHE
ICMTEABCKOR YAMTOPMM, HEKCTOPbBIE NOCTIHORKW MOAYMBIOTCR AYHIUE APYIMX WMMEHHO Gnaroaaps
TLUATEASHE NOADDDAHHOR TIVINE M TAAGHTAMBbIM AXTEDEM. 3aA348 KTEPA COCTOMT B TOM, YTODL! ChIrpaTs
CBOID DOAL KAK MOMHO NpasaonoactHee, B oblles M UgAoM, MMEHHSD SKTEPOB 3PMTEAM CHHTAIOT
FASBHBIMM COCTABASIOLIMMM KEYECTBEHHOMO NPEACTaBACHMA. Takum OBDA30M, aKTephl TeaTpasbHON
NOCTAHOBKY YUSCTEYIOT B YIDGEAEHIM BICYITACHIAMY, T.€. UIPBIOT CBOID POAbL TaK, YTODL! 3pHTEAL MM
NOBEPMA. YNDABAGHWME BNEYATASHMAMM NOADPIZYMEBAET CNOCODHDCTL AKTEDCE TOMHO WM TAAGHTAMBO
MCHIOAHMTE NORYYSHHYIO Mm POAb, TIOMMMO 38ydeHHBIX CAOB, SKTEDE BHOCKT B CBOIO MY KOe-YTO CBOE.
Mix MHTEDIIDETELIMM, KECTHI, BHPEKEHHE AMUS M FOASC, TAK XE KK W CaMa NLECE, OKa ILIBAI0T BAMRHME Ha
3pkTEseH (Wilson, 1997, YNpapagHHE BNEYATACHHEM IDUTEALCKON SYAMTODMM NDeAYCMATIHBIET TAKKE
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ACATENHOCTL ADYTHX PAfOTHMEOR TEATRA (B Tom YMCAS W MEPCOHAAG, DACOTAOWEND 38 KYAMCaMWA),
KOTODHE MDHMACIHMBEIOTER OSOPC HHIEALHOH TETHKI, PaIpaGOTIHHON TaK, YTOGH WIBEraTL BOIMOMELD
OLUMO0K HE CLEHE AKTEDE KE ADWKHE HETKO, AMCUIAMHHDOBSHHD W OCAMOTIMTEAEHD WITETE C B [X0Mb

MpexAe BCErc aKTEpH AOKHB OCOIHABATE BEKHOCT: CBOE A ASRTEABHOCTM M BLeMM Craam uaerams
packouEATE “3akyArCHEE" CEKDEH CBORH pafoThl NEPEa IPHIEARMA M ADYTUMA ADABMM, KDTODHE
HEMNOCPEACTBERHD HE I8HiTbl B NOCTEHOBKE AMCLMIIHMMIOBIHHOCTS CIHAYAET, YTO KAKALIM AKTED
OOA3EH BRI UTE CEOIC [P0 H CAEAMTE 33 Tem, yTo0bl HE ABAATE HEHYKHEIX MECTOR W HE AOTTYCKATE ADYTHY
OLUWHNK, KOTOPHIE MOTYT HIDYILMTE XOA CREKTAAT 1 HIKOHELL, OCMOTDHTEABHOC TS NOAPATYMEBBET, Y10
AKTEDE ACANHE 33DOHEE CTWIHMDARAT, KAK CASAYET HIDETE CBOID DOAL, YTOOL! NPCHIBECTH HAMAYILIZE
BRZYATAZHIME HA JpMTEr ECAM aKiep PackpuBIeT Kakyio-akb0 BHYTDEHHIOD vHbODMALMIO, OH ae-
MOHCTDVEYET CBOZ HEADRABHOE OTHOWEHME K TeaTDy ECan OH NQIsoageT cefie BLICTAIMTL Ha NOKa3 CBok
AHBIE NROBAZMEL, OH NPOCTO HEAMCLMNAMKMROBAH ECAM e OH He cnocobew yeuagts, yem obec-
NeYMAIETCH NPEBACNICACEHE ErO WP, OH HEOCMOTEMTEEH YTo00 CRekTakab YadaCd, TaKMx Norpew-
HOCTER ki HE ADAKHD, WEUE Y IDWTENERN OF CNZKTAKAR CCTAHYTCA HE CAMbIE MfLATHME BNEUETAZHWR

MopoOHD Tomy, HTO OCMEXOAMT B TEaTpe, spherTHBHLNA CeRBMCHBIN NDOUECC TIKE OCHOBIM Ha
YIMEHHMH COTRYAHUKOR oMb YDA BAATE BINEVATACHHANM KAMEHTOB T TOMKM 3DSHMR KAMEHTOB, CAYMALME
KOMNEHHM — 3T0 W eCTb CPBHC KAK TAKOBOA (Schnetder and Bowen, 1995, Surprenant and Solomon,
1987, Tansik, 1950), 8 Wx OTHOLEHKE ¥ NOTPEDUTEARM | NOBEAZHWE OKAIBBAET OMPOMHOE BAMAHME Ka
MHEHHE ANOASH O KAMECTEE 0OCAYHVBaHWA (Hamine and Ferrel, 19963 To, yro aesainr paSotHuEA (Mx
TEXHAMECKAE HABLEKM), # 10, KBK ORH 3TO ASABI0T (WX dyHKLMOMAABHEIE HABHNM), ONPEABATIOT, KK
KAMEHTS CUEHWBRIOT KSYECTBD MPeAOCTIBAReMu MM yonT (Grinroos, 1990) Yo CTOMaTonoia,
KABDKE B FTOCTHHHUE M NDSNOABBITEAN OLZHMBAIDT N0 DEIYASTETaM X AEATEASHOCTH (HANDMMED,
3ANAOWMDOBAHIEE 3YD, NPABHALHE OBOPMAZHHEIA TOSTHHMUHEA HOMER ¢ YCBOBHHGIA MATEDMEA), &
TAKKE NO TOMY, KEKMM METOADM 3T YCAYTH MDEACCTIBARAMCE (HENDMMWED, NposaseHie 38607l oo
CTORGHH ARHTHCTA, CONOMTEABHOCTE FOC TMHHMHING MEPCOHEAS H NEOHEcCHOHEAIM MPEnoAIBATEAR)

B w0D0i CepBMCHON ChePe NepCOHAA ADAREH CTREMMTECA K TOMY, YTOOM COIARTE ¥ KAMEHTOB
BSUATIEHME OTAMUHOTO OBCAYKMBAHMR, AMA YEID WM CAZAYET CTDOTO NDHABDNMBSTECH YETROD pal-
PaGOTEHHORN 3BUMTHOM TAMW  Tak, OHM HE ACAOKHL PACNPOCTREHATE HETIDMATHYO AAR KAMEHTOB
HHGOPHALIAIO (HANPAMER, HE CAAYET TOBODMTE NALIMENHTY, CeBIligMy B KP2Cad, O 60wl NPU CBEPAEHWM
Iy0a), ADAKHE NPOTHMBMTICH CTOEMEHMIO DECCKA3BIBETE O BHYTPEHHMX NPOGnemax (HaNpWMED, HE
PACNPOCTPAHATECA O (MHBHCOBLX NMDOOAEMAY TOCTHHHUE NEPE, NOCTOAMLAMA), AOAKHE 33paHee
oBaYMATE CNOCCH NDEACTIEBEHIMS KIHEC TBEHHLX YEAYT (HANDWUMER, MPEABMAETE, KBEME BONDPOCE MOMYT
3AAATE CTYAEHTW MOCAE MMM, M NOATOTOBMTECA K OTBETY H3 HEX) 3TH coobpaxeHMs ACASHE
YUMTLBATECA CEPBMCHEIMY CPFaHM3aLmMM K Noatope 1 olyueH NEPCOHANd W NPM OLEHke
HhhexHEHOCTH ero paton YNpaB\EHME BNeWTAZHHEM M PDEIM000DIIve CUTYELMA, B KOTODLI OHO
FYCIRET WENODTHTECH, — UPDEIERMNERH0 BAHLIE BONDOCH, KOTODRE NPWACAMTCR DEUaTh KaK B TEATERE, TaK
M B CEpaMCHON KoMNaHM [TO3TOMY COBELUEHHO HE YAMBHIEAEHO, UID HEKODTOPLIZ CIELManHCTH
PEXOMEHAYIOT BXAICHATE B TPEHHETM MO NOYOTOBKE CEPEACHOMND MNEPCOHAM XyPC SKTERCKIND
macrepcea (Billingskey, 1998, Grone, Fisk and Knowles, 19946,

3PHTEABCKAA Y AHTODHA

Aoboe TEATREALHOE NPEACTABACHHE MDSAHIIHAYEHD AN ONDEASACHHON IOMTEALCKON SYAHTODHH
TOABKO TOT CrEKTakAL, KOTOPHIA YACBAETBODAET NOTRECHOCTI M CRMABHIWR KOHX[DENHLE 3PWTEAeR, DyaeT
OL{EHEH N0 ACCTOHMHCTEY M EB0I0ET CHMNaTHH MPEATHHLY NOEACHHE0E Te, KOMY HRIBUTCR KOMEAMPAHSH
HAHD, BPRA AM GyAVT B BOCTOPIE OT ADGMB HO ABXE eCAM B 38A€ NOWCYTCTBYET “npaskabhan”™
BYAMTORMR, KTEDAM HHONA MOMXOANTCS, MPMCNOCatAMBATECH Mo Hee, YToD Hawexawmm oBpatom ee
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paEseds CABADBATEALHOD, YONEX TEATDEALHOM NOCTAHCBKM JEBMCHT OT TOO, HBCKOALKD TEWTING CNOcobHa
IBMHTEDECORATE DMTEAS H BCEX 3TaNaxX pasauTHa COOLITMA Ha cLeHe ECAM B 38A@ ARMCTBMTEALHO
IAMHTERECORAHHAS AYAMTOPRMA, B TEaTPE ASWCTEYET HEXAR 33WMIHAA aypa, NOIBOASIOWAN CMNEKFaKAD
NEOACWHATECS, ABKE BCAM B XDAE NPEACTIBAEHMA Dbl ACMTYILEHE HEIHAYMTEALHE CHOM M oWk
B XOHUE KOHLOB, AKDAM MDHKOAIT B TEaTR A8 Toro, YTobhl NOCMOTRETE NEECY C HAYEAS M AD KOHUA EcamM
AKTER NDOMYCKIET DENAMKY MAW HBXOAMTCS HE B TOM YacTh CUEHs GO Ha CLIEHE HE XBETaeT HEKOTODLIX
MPEAMETOB DEKEMIMTA, " NDEBMAbHG BODAHHIR" 8YAMTODMA HE NPMASCT NOACOHLIM Kadycam GonblLIoNo
FHAYEHME W ADCMOTEMT NOCTIHOBKY A0 KOHLE B 1O %€ BpEms, AHUA, HENOCDEACTEEHHD OTBEYAIOUIME 38
NPEACTABACHHE, AOAKHDI CABAMTE 33 Tem, YTOGs HEKOTORBIE 3PHIEAN CBOMMM ABACTBMSIMM M DETAMKAMMA
HE MELLIAAH OCTaABHBIM CMOTDETE NbeCy LLYMHEE DBIT0BCDE M NECEMEBLLEHMA ND 38AY MELIICT ADYTHM
AOAM COCPEACTOMMTLER HA COBLITIAX, MPDOMCXOAILLIMX Ha CLIEHE

MHOME BHAEI YCAYT NDEACCTABAMOTCS MHOKECTEY KAMEHTOB, KOTODMIE MOARIIOTCS OAMMAMM M TEMM
WE YCAYTEMM MOCTHHML, Hombisl, Y4eOHbIX 2382AEHHA, BBMAKOMEHKA W pecTopaHos Tobbl CepBNCHLIF
APOLECe Beia YAaUHEW, " HBHTH CBOSIO KAMEHTE HE MEHEE BEXHO, Yem Noaobpalt KBaAMDHMLIMPOBaHHEIH
nepcoHan” (Gummesson, 1993) To %e CAMDE KACASTCA M TEATPAALHON MOCTIHOBKM KAMEHTH (3pM-
TEALCKBS AYAMTODMA) BRRa A ByayT B BOCTORME OF YCAYT, NMDEAHESHAUEHHBIX COBCEM AMY ADYIORO
KOHTWHIeHTa (lovelock, 1994) Koraa monoaar Napa WAET B UMKSDHLIA DECTOPEH © MOAHbLIM LMKADM
OBECAYHHEIHHA, DSCCHMTHIBEN HA POMEHTHYECKME YoKMH NoW CBEYaX, €€ BSA A YCTDOMT Toanesa y CToM-
kM CAeAYeT, OAHAKD, OTMETHTL, 4TO BOABILMHCTED CepBMCHUX GHPM HE HAMELEHBl OTKa3LIBATECE OT
OECAYHHBAHMA TOTORM NASTHTE KAMEHTOB TOABKD NOTOMY, YTO T2 HE COBCEM CCOTRRTCTBYIOT MX LUEASBOM
SYAHTORMM KpOmeE TOro, 33KOHOASTEARCTED, JNPELAIoLEE padriiHblie (OpME AMCKMMMHALMM, YBCTO
NPECEkaeT NONBITKM MEKAICHMTE HEKOTODEIE MEYNTIE! KAMEHTOR M3 COCTABA ODCAYKMBARMBIX KAMEHTOB
Tarvm obpaiom, yonex aoborc CepiMCHOM NPOUSCCa MOMHD TaPaHTHDOBETL TOABKD MM YCAGEMM
OEECNEYEHHT COBMECTMMOCTH XAMEHTOR (Martin andd Pranter, 1989), paspabomk NoAMMKY paboTel C
Huas (Lovelock, 1987) 1 YeTkoro NORMMEHIA TOFD, KaK KAMEHTE BOZASHCTEYIOT ADYT Ha Afvra (Grove and
Fisk, 19973

NoKOBHS ToMy, KK 2T0 NPOMCXOAMT B TEATRaALHLX NOCTEHOBKAX, B Chepe OBCAYMMBAHMA KAMEHTHI
TAKKE MOMYT 38KDDIBGTE FAB38 HB HEOOABIME MIBAHW M HeMavuTeasHbie Mpolnembl B CepBUCHOM
MPOLBCCE PapM MOAYEHWA YCAYTM 8 noaHom OBbeme Aop pearo ofpawaior oueHs Goabwoe
BHUMAHKME HA OTCYTCTEME NCADTEHLIS B TOCTMHUYHOM HOMEDE MAM HA ONOZAAHKE TAKCM HA NATE MMHYT
CABAYET NOMHMTE, YTO B ONPEASAEHHBIN YCAOBHIX AKOBON 13 3THX SCTISKTOB MOKET OK33aThCA HEYAIUHLIM
 MOMEHTOM HETHHLT (Carlzon, T987), HO KakABIA M3 HUX B CTAEALHOCTH DEAKD cnocobeH MCNoPTHTE
BIIEZYSTACHME OT KauecTea OOCAYKMBAHMS B LEAGH

4 HakoHe, HeoBXxOAMMO OTMETHTE, WIo AODEY YAIYHE CEDRMCHAR CIDATervs HauMHaeTcs C
TILATEABHOMO MIYUEHUA KAMEHTOB TaK, KOMNaHMS Disney CHMTaer, JTO CBOWM YCrnexom oHa obflana B
NEDEYD CHEDEAD “KAMEHTORONMM™ (HBYKE O KAMEHTAX, KOTODHX ODCAYVKHEIET CEpBWCHaA KOMIIaHHA)
Komnanma Disney nposoadT okoao 200 BHEILHMX WOCAGACBAHMHA B FOA, NOCTORAHHO CASAMT 33
AEMOTRAGUHECKOM CHTYaAUMER B CTDAHE M 38 YYBCTBMTEADHOCTED AONEH K LIEHE, HANMIMDYET OCHOBHOM
KOHTUHIEHT CROMY KAMEHTOR, 06pabaTeiBaeT ARCATKM THICH MMCEM M NDAKTMKYET MEHEANXMEHT Ha MECTAX
AehcTeyn Takw obpasom, Disney COBMpIET BaXHEAUNO WHPODMALMIO, KOTOPDSS NOBOAIET e
NPeACCTARMTE YCAYTM HE YROBHE, oGec neumianuem GykBansHo socTopr ee kwentos (Johnson, 1991)

TeaTp YCAYT B aBHAKOMNAHMAX

B 3TOM PRIAEAE Mbl PECCMOTDMM, KaK OMMCEHHLIE HaMH KOHUEMLMM TEaTRE YCAYT MOMMEHRIDTCR B
CEPBHMCHOM NPOLECCe FBMaKOMNEHWA “AxTepb)™ (CAYMALLME 33D0N0DTa M ASTHLIR COCTAR), CEPBHCHLIE
“ACKODAMM” (DOODYACRSHHE B A3DONODTY M CAAOH CavoneTa), “ayadTopwa’™ (NaccaxMps!) u
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CepEMCHOR “npeacTamenve” (NPoUSCe OBCAYKMBAHMA KAK TAKOBOH) OOBEAMHAIOTCA B ABHHOM CAYYAE B
EAMHBIA KOMMAZKS M CoCoOCTBYIOT YCONeWwHoMy ODCAYHMBEIHMIO KAuedToR B Hawem KOHKDETHOM
NPHMERE MDCHCXOAMT HENTO, HENOMMHAIOWEE TEATPAABHYKD NDCTAHOBKY B TPEX ASRCTBMAX AEACTEME
NEPBOE — BHIAET M3 a3PONopTa, ASHCTBME BTONOE — NOAET B CAMOAETE, ABRCTBME TRETLE — NDMOLITHE B
MECTO HEZHEHEHHR

AercTBre 1. BpiaeT M3 a2ponopra

MepBoe AZRCTEME HIMMHIETCS, EAK TOABKD NACCENME NOABARETCR Y BXOAA B IAFHHE a3ponopTa TyT k
MEADBEKY MCKET NOACHTH HOCHALLIMK M NPEAMGKHTE €My CBOM YCAYTW NO Nepercske Baraxka, ambo
MTYTEWECTBEHHME MOHET CPAZY MDOHTH K MPROMYCKHOMY MyHETY. 210 Nepean YacTe AeRCTEME “Ha CueHe™,
KOTODbIZ NDOXOAST NOA KOHTROAEM ABMIKOMIaHMH. TyT NAcCakHpbl yxe ODpAWEnT BHHMAHME HaE
YUCTOTY 3BA0B, COCTORHME PAtOUMK TEDMHHANDE M HETKOCTE MRPOPMALIMOHHLIX Tabwo " Tynna™ npo-
ITYCKHOTO MYHKIA ACKEHE pAGOTETE Y2TKO W COMAacaBaHHe, GuiCTRO NPOBEPMTL KakAOTO NACCaxMPa W
ero Garax. Ha 3Tom 3Mane npOBEDASTCA AMUHOCTE MACCAXMPA, NOATBEDRA3ETCA ero OMAeT M
NOCBADMHEIA TAAOH, 33A3I0TCH BONPOCK! MO BeIonacHoCTH, @ Barax NMOMEYaeTcs Apabikami [0 310m
CAYKBILME ACWHHBEL XOPOWD 3HATL CBOE AgAD, Obile OEMOAMIEALHEIMM 1 CROKDIHBIMM, ROOYEDESAHD
COCAYKMBER KEKAOTO NacCaxmpd. Brevaraermz Of Mk NPODECCHOHAAMIME 1 KMNETERTHOCTH Y-
AMBAETCR HMCTON M HOBOH YHMPOPMON M HETEAM BRINOAHEHHMEM 18paHee paipaboTaHHoro CUEHaPWR

Mocae NEcaepkii Garde NONAASET B " 3akyAMCHYI0" 3CHY 8300N00Ta. MNaccaxmpa Ke NPOCAT NpOATH
BO BTODVIO 30HY “HB CugHe™, T.2. B aHrap, 6 KOTOPROM AIDAM COBUPIIOTCR NEPeA BLIXOADM HE NOCAAKY.
3ARCk HEBOABIAR MDOYINa K3 ABYX-TPEX PEBOTHUKOR SBMaKOMNEHMM KOHCYASTUDYET NACCaXMPOB Mepes,
NOAETOM. Ha BOCNDMATHA KEHECTBE YOAYT NBCCAKMDaMA H ABHHOM ITANE MOXET OTPa3MTECH OOCTaHOBKS
W EMOCHeDa B 38A8 OKHATHWS, KOAMMECTBEO W PEIHOCODAE3WE NacCaXMoos, CRMASIOWMY OOBABAEHMS
FOCEAKM, W 3PDEKTMBHOCTE CEPBMCHONS npotecca COTPYAHWEM SBMAKOMNIGHWM  3A2Ch  ADAKHL)
MPCASMCHCTIHPOBATE TAKOH HE YROBEHL NPORECCHOHIAMIME, KAK MX KOANETH Ha NPeAblAYULLEM FTane,
OHI ADAKHB IOHEKTUBHO PeLLiTh BCe NPOGAeMB! € MECTAMM U BHARTAMM M HETHO NPOMHPOPMMDOBETL
NOAEH O NPOUSAYIIE W BDEMEHH BHINETE. ATMOCHEDa B 3802 OKMASHMA W ASHCTBMA PabOTHMKOE
ABMEKOMIIEHWMH — 3TO AB3 CCHOBHBI SCNEKTa NDOUSCCa OBCAYRHBAHMA Ha ABHHOM JTane.

Y KEKAOH BBMEKOMAaHIY Pa3PaboTaHa CBOA NPOUEAYDA NOCAAKM B CAMOART, KOTORYIO OHa ADAKHE
YETKO K ACHO A0BECTH AC CRSACHHA NACCAKMPOB, HaNDUMERD, KOTAR NEPREs BEIABTOM B ACHATDH CAHOMO
M3 CaMONETOR Aritish Aivme)ys Nactasvpam papellay NOCAAKY, BMEDMKAHUE NOCTPOMAMCE B OYEDEAL
Mo ABE-TRM YeaCBeKa, OAMH M3 AHIAKHC KX COTPRYAHUKCE C HEACYMEHMEM NOCMOTDEA Ha 3TY OHNEDPEAL M
COOOIMA YEDEI IDOMICTOBODMTEN, HTO * HUKTO HE ROASTHT B AOHADH, MOKA BCE HE BCTAHYT B OMEPSAL
KaK (AEBAVET'. AMEPMEMHIE AQNT HEADYMEBANM, NOKE HE NOHAMA, HTO “NpaBmAsHO” 3HEYMT — “No
QAHOMY™ . ABMIKOMNAHMS Soutiwest Afrines NDOCAZBMABCE BLICOKON CKOPOCTHC W XPPEeKTHMBHOCTLID
MPOLEAYPE! NOCAAKM Ha BOpT CaMOrETa. BMeCTO NOCAA0MHBI TAAOHOE MM PerUCTRELMM SEMaKOMIBHMS
BLKAET NPOHYMEPOBAHHLE MASCTMKOBbIE ApnbiKd el ykasaHul MecT. o 3TMM HOMELKAM NaC KM
COGMRRICTESR B MEAYTING! 1, NONSE B CAMOAET, MPOCTD 38HWMAIOT NEPBLIE NONSBLLMESE MECTA.

Aeiicteme 2, Mepeaer

BTopoe AEACTBME — 310 CAMOE TEBHOE B CEPBMCHOM NPOLBCEE aBHAKOMNEHM OHO Ha4MHAETCR B
MOMEHT, KOTAS NBCCEHHPL I8X0ANT B CamMOAET. OTHOBHMA ABRCTEYIOWMMIA AMLIGMA H3 AGHHOM 3TaNe
CTEHOBRTCS KOMSHABL MMADTOB M BORTMPOSOAHMKDS, “CUeHa™ — CanDH CamoneTa, “38 KyamcCamm” ~
kabuHa MMAOTE M BararHoe OTABABHHE. AKKYDATHO OASTHIR M NOATAHYTBIA YWASH IKMNAKa AOBEIHO
NPHESICTBYET naccaxupos Ha Ooply caMoAeia W NPOCHT WX 33HATe CBOWM MecTa. (Maccammphy
YCRXMBAIOTCA M NDUCTEMBAINTCA PemHAMM Be30NACcHOCTH, NOCBAOYHBIR TPan YOWpaIoT, 38 CamoseT
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BbIDYAMBARET HE BIASTHO-MOCIACHYIO NOAICY. [ToW 3TOM NBCCEKMDL YKE HEXOATTCH NOA BIEMATASHMEM
OT KOMPODTHEY CHASHWA, NEOCTORHOND MECTA A8 HOF, OT YWCTOTH BOIAYNE 8 CanOHE, OT YETKOCTM
MEREARRACHMON HEDET ARHANMHE MHDBODMELIK, OF OPORMAEHIE M MEBAMDOBKM CEADHE W NDOHMX MOMEH-
TOR, HA KOTODME OHM COZHATEARHD AMOD NOACOMATEALHO OORAUIOT BHMMAHWME. /04 HE OCTaBATIOT Be3
BHWMEHAR W 10, CXOABKD NBCCEXMPOR ARTUT BMECTE © HIMM 1 KAKOB MX CoCTaB. B NpoLecce noseTa ux
HCTPYKTMDYIOT © TEXHHKE DEIONACHOCTH, BOASUMHETEG SBMaKOMNBHMIA ABRCTEYION B ABHHOM CAYNEE M0
CIAHATRTHOMY CLUSHEDMID, HO HEROTODEE WMODOEMIWEMOT W 348k, Tak, B aBHakomnanMi Southwest
AJFINES, HArDHWED, MHCTIYVETEE NACCANMDOR NEGBOAMTCR B MECEHHON dOjwe.

CampaeT BIMTAST, W OPHrass BORTIROBOARMOB DAIHOCHT NACCAMMPAM EAY W HAMMTKM. MHOTAS B
BOZAYXE [AIBIPHIBAETCH HACTORMUMA NPASAHME AIODER MEAOME, NOBOM HAMEK B AGHHOM CAYMEE Crio-
coboreyel QOpMMPOBIHMIO Y MRCCANMPDE TOTO Ml HHOMO BREvaTAeH O ofcayvmumarim. Tem
BPEMEHEM KOMIHAN CAMOAETS PMBETCTEYET NBCCAXMPOR Ha GOPTY NO PAAMD W DACCKATMBAET v 06
YEADBMAX TIOWETa, COODIAET gpemi NPMBLITIR, ONWCMBIET NOONETEEMIO MECTHOCTL W MOFOAHLIE
YEADBMA B MECTE HasHaveHuA. [op KOHEW NWAOT OBLINHO FOBOPMT, YTO BKHNAK CABABET BCE, NTO B €ro
CHARX, WMTOOLI NEpeAeT Dbl NEMATHBIM M YACOHNM CAZAYET OTMEMTE, YTO, B OTAMUME OF HAIEMHOMO
NEPCOHaAS 3300N0PTa, BpWasa CoPTNDOBOABKOE, KiX NDEBHAG, NPESACTABARETCR NaccaxMpam no
WMEHK. KECTH M ABMXEHWA CTIADAECC, NIDMBETAMBLIN MOADC NMADTE, MOCTENDMMMHOCTE JKMNAXa — BCe
A0 B OIPOMHCA MERE CNOCOBCTIRYET GOpMMEORIHWIO NEHATHLEK BIEYATAEHME OT NoAETa. Ha oTHOWEHWe
K NOAETY MONYT OKA33Th BAMAHME 1 ADYTHE MacCasupel. [ad4 MABLLER, ASTH, NMHAIOWME CrikHKy
CHAEHBA, MbAHWE COCEAM, NbTEOLMECR 3ABH3ATs C Bavi BECEAY, — BCE 3TO HETaTHBHO CKAIBIBBETCA Ha
BALIEM BOCTIIMATHI NOAETE B LUEADHM, HECMOTIDA H3 BOE CTapakd BOpToBOrS akMrasa.

XOTR 3KMNAK CAMOAETE OLR3EH CTPOMO NPHMASIKMEITECA NPEANKCEHHLN NPOUSAYI? M MHCTEYKLMA,
HEPeARD, YTobH CBECNEHMTE AORKHBIR KOMMBODT NOASTA, WM NPHICAMTCA WMNDOSMIMDOBaT, ASHCTBO-
BaTH WHDE, Tak, HECKOALKD ABT HI33A CAHDMY W3 SETOROS ITOMD METEDMAAR AOBENICH ASTETE CAMOMETOM
apuarcmnamni Delta Arrlines, 310 NpOMIDLLING KA CABAYIOWEE YTIRO MOCAE KDYTNHOR aBMaKkaTACTROME.
MoHATHO, HTO BCe NEcCarMpsl Buind oveHe BOpEBOKEHH, OHA ADOXAUMMM DYKEMM NDMCTETHBAAM
PeMHY E2ICMNACHOCTH, 8 CAMOWET TEM BPEMEHEM HIGMRAA BEICOTY. K CHACTHIO, NHMACT H SKMNAXK CaMOASTA
NOHMMAAM COCTOIHME AICAEN. M KOTAS CAMOAET OTORBAACA OT 38MAM, MO DAAHD JA3EYNEAA YBEDTONS K
onepe “Buabresnm Tenb™. Meaogna Bbird BCew XOPOWO IHK0MA, HD HHKTO HE OKMAAA E2 YCALILLAT,.
A, CEBMONET NOAHWWEACH BCE BLILLE M BbILLE == CAMOAET, NACCEMPE KOTOROMO MPOMED H BECEAD CMEINACE.

Aercreue 3. NpubbiTHE B MECTO HazHaueHHs

TpeTbe ASHCTEME HAYMHASTCR, KOPAS MACCEMMPH BLICTAHEAIOTCH B O4EpeAh, YTOBH MOKMHYTHL
CAMONET M NPOATH B 343HME 3500N00TE. IKMNAK CAMOMTa W MEDCOHEA d300N0NTa AOAKHE coolila
POB0AMTE NACCANMPOR. BLICTRO COTHPLBAN ABEDW W NOASBER THAN K CAMOARTY, Ef0 IKMNAK MONET B
CHMEDRAHON P33 NPOAEMCHCTIMDOBETE DEXYTIDEYHOCT: RUNOAHEHMA CBOMY O0manHocTein. Ha 21om
BTEME CAYNALME TAKNKE HEDEAKD BHOCAT B 3TOT MDOLBCE YTO-TO CROE. OHW ADeIHO NPOWBIoNe ©
NACCAXMPard W OABIOAARAT WX 33 TO, YTO T BOCTICALIDBAAMCE YCAYTAMM WX SBMAKoMNaHHY. CABAYET,
OAHAKD, OTMEMT, HTO GOALLMHCTED YCAYT, TIDEADCTABAREMBI 8 3TOM ABMCTEMM, NO CYTW, REAAOTCH
YOAYTaMM  CaMOOBCAYAMBAHMA KA MDOMCXOAAT 38 Kymicami”, HanpWwep, paypyaka Garaxa M
AQCTEBEE €70 B MECTD, MAE OH BSa3eTCh. MHOTAS B OMMAHMM BLICAAKM AOAIM CAYMSETCA HABAIOASTS 28
paGoTof FOYIMKOR, KOTODIE BLIDYHAOT YSMOASHB HA ABHTONHHIR KOHEEMED, N0 KOTOPOMY OHM
NONBABIOT B 3ATHME 3300N00TA. B 2Tom Cayyae ofurHam "3ayAcHan” NpousAYa BeoaMT “Ha cueHy”
M MONET B IHAWTEALHOH CTENEHH NOBAMATL HA BOCMPHATHE KAYECTES OBCAYKHBIHMA. MHOME Naccasm-
Pl NPEBHIBAIT BYKBAABHO B WIOKOBOM COCTOAHMM, YBHARE, K3K WX BKKY[PATHO YNaKOBAHHLIE YEMOAIHE, B
KOTOPRE HEXOAITCA OLIOWMECH CYBEHWDL, CBANMBAIOT B OAHY KyJy.

T i U Rt g
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B amiBKOMNaHMaX OBAIATEALHO eCTb XOTa B 0pMH COTRYAH K, KOTOPbIA CONPOBOKAGET NACCAKAO0R
¢ MECTY NEDECAAKM Ha ADYTON CAMORET, K BLINOAY M3 33P0N0HTA Wi K MECTY MomyeHs Garaxa, Mot
PACOTHAE, **BOODYKEHHLIR" PEIAMHHEIMA KOWROTEDHBWS CPEACTRAMH, ONMITOM OBUEHNR ¢ BOIGYE-
AEHHBIMIA NACCERMDAMI 1 AMYHBIMM KBYSCTBaM, TOBOATIOLIAMM ey BHTINHATS GYHKLMM, HECKONKD
HAMNOMUHAICLUME diyHKLIAM DEMYAM[DOBUMKS , ByATT NOCAEAHHM MPSACTABMTEAEM LLITATE SBHAKOMNAHMM, C
ROTORLIM NWAETC] MMETE ABAD TECCAaRMPam IHOCTE W YETKACT er0 YRAIAHWE, e10 YBeREHHOCTs 1
BEXNBOCTE OCPALEHIA C KAMEHTEMMU MOTYT § JHESTEALHON MEFE YoHUANTE NIOIUTHEHOE BIEHATAEHNE 06

YAMBAHVIM 8 UerOm. EC XKe Naccamkmpy HeoOXOaMm0 NOAYMMTs Garak, OCTaeTos elLE OamH 3Tan,
SPPEKTMBHOCTL KOTOROMO TAKKE OKaXeT CHOE BMAHWE H3 BOCNDHATME KaNeCTBa YCAYT. JTOT acniesT
CECAYHMBAIHIA ABUBAVIHMA QYEH MACTO OCTARICH HEIBMEIEHHDIM, ECAY BOE MAET AAKD, HO CTAHOBHTC
MCTOUHUKOM 3HRUMTEALHOMD HEYAOBACTROPDEHH NICCAXMPOE B CAMAE 28AEDNKM W NOPYM Oaraxa.
Mocae TOro Kak AOAM 3aGHPAOT CROM HEMOARN 1 NOKAATIOT 3ABHHE A3PONCOTA, CEPEMCHBIR NPOLES
SBMEKOMNBHMM CYMTAETCH IZBEPLLIEHHBIM.

CepBMCHBLIN CMEeKTaks B TPEX ASACTBME, NOSACTIBAEHHEE B MPMBEAEHHOM BLILIE MDHMEDE,
OGLEAMHAET PAIHLIX “ SKTEP0B™ € PasHbivMLy DOSMH, “ ASKODALMK", YIACTIE “IDHTeAsH” U NPOMHE 0C0-
GEHHOCTM M XapakTeDMCTN “Npegcrasasiu”, BCe 310 OKS3LBIET OrpOMHOE BAIHME HA3 TO, Kak
NACCERUDLI OUBHAT KAYECTBO OOCAYMMBAHMY SRMAKOMIaHHM. [DEACTABME KOMIARKCHBIF CepBMCHoIA
POUECT KaK TEATPaNGHYIO NOCTAHOBKY, MOOKHD COCTaBMTe GOLLYT Cremy, O bEAMHUoULYIG MHOMECTEO
PE3AMUHLIX BCTIEKTOB, CrocoGCTEYIOWMK YCTexy CEPBMCHOR ASSTEASHOCTH. Mblnu crosam, meTabopa
TEATRE NEPMMEHMME NPAKTHYECKH B AROOR Cohepe oBCAYXHBaHME .

Tearp YCAYr B KHbepnpocTpaicree

JapeplieHE XX Bexa O3HAMEHOBAACCH NOMTM BOALLEECTBOM — NOABASHMEM M WMEDOKAM
JGCNPOCTDAHEHHMEM TAKOMD ABASHMS, K3K SASKTDOHHBIE KOMMYHHESLMKM, TEDMMH meorinocTOaH TEO
ACNOABIYETCH AN OMMCAHWA HMCKYCCTEEHHON DeaALHOCTH, COASHHON KOMIEIOTEDaMM W Internet,
MNATOATIN KOTOPOH CTAAS BOIMCOMNKHON M SASKTPORHEA KCMMEDLIMA. CErOaHA MHOMME TOBALI NOKYTAIOTCY
1 NPOAZICTCH C NPHMMEHSHHEM CPRSaLTE SACKTROHHOA CBAM. HEIFEMCMMO OT TOTO, HWEEM AM Mbl A8A0
IOKYTIKOH SBTOMODHMAR, KOHCYALTALIMM B GMHIHC0BOR Chepe, WEINOHIE MAM YCAYTH N0 PacueTy Cyivil
1BAOI0B, KHEEPNPOCTRAHCTEO OGBSAMHAET MPOAIBUA W NOKYTIATEAS CNOCOBOM, BECHiA OTAMHIIOLIMMER
M TOMO, KOTOPRGIA NPMMEHIETCS B TRAAMUMOHHON DOIRMMHOR Toproaae. Kpowme Toro, Gaaroasps
MOEPNPOCTDAHCTEY  ORIraHHIaLMK  NOAYHHY BOIMOKHOCTE WHMPOKC PachpocTRaHas  Aobyo
HPOpWELMIO © CBoeR ASATEALHCCTH M TOBAPREY PACNOANDKEHHME NPEANDMATMN, H3AMYME TOBADOR, BPEM
3BOO0TH, UeHbl, MHCTRYKUMY MO YCTEHOBKE M ADYTAR HHOODMALMA NPDEACCTIRAROTCT MOARIOBATEAM
MOEENPOCTIDAHCTEE  MPaKIMHECKM  HEZAMEAMWTEALHO. [0 Oy, xMBepnpOCTPEHCTED  OTKPBIBaET
WAMPEHMHHEBIE BOIMOMKHOCTH B Cdhepe OOCAMMBAHMA (KaK B DOMWHHCH TORICEAR, Tak W B NDeAc-
aBAEHMR HHPOPMELMKM). BCE KOHUENUMM Tedlpa YoM, © KOTODLIX Mbl FOBODMAM B NPSABLAYWMK
EIACABY, MPHMEHMMB] K BUDTYEALHOMY MBDKETHHNY YOAYT B TOH e MEPE, K3K K PEasbHomy. XOTa
OSHMUB MEAAY [FAIAMHHBIMA KECMNCHEHTAMI TEaTPa YO B GEIrPaHHYHOM MHMEE KnbepnpocToakcTea
\EHEE S8HbIE, OHH, HECOMHEHHO, MEOMCYTCTEWIOT

B wmGepnpoCTRaHCTBE CEPRBMCHLIM MPPOLEC NPOHCOAMT B 3AEKTDCHHOM Biae. B otamume of
OAbLUMHCTBE YCAYT, MISSACCTABAREMLY B MATELHIABHOM MMDE, CERBMC B KMOENPOCTDAHCTEE HETKD
BTOMATHIMDOBAH M BEAETCA MO TOHMHOMY CLEHIDHIO. JAECH, TOUHO Tak XE KAK WM B DEAAEHOM MHPE,
EPAMCHLIA NPOUECC BO MHOTOM 38BHCHT OT CHIYaLMM, B XOTODOM T8 MAM MHAR YCAYTE NPEAOCTIBARETCH.
JAHEKD B KAGEPHETHHECKOM NPOCTIDaHCTEE “ ASDPALIMM" W ODCTEHOBKE MBHIYAALHO BHSMTEALHO CHALHES
rpaHMYeHEl GMIHYECKIMH Pa3MmepPami.  “CLEHOR™ MHTEPAKTHBHOIO CEpBMCHOMD “NpescTaBAeHus”
FAHOBMTCE MOHMTOD KOMMsoTeERa. C yHETOM I GaKTopos NEDEs KOMNMHHAMM, NPEACCTARAS IOLIMAMWA
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YCAYTH B KWOEPNPOCTPBHCTEE, CTOWT CACHKHAR 38AA4S: WM HEOGKDAMMO HE TOALKD NIPMBAEHE BHWMIHWE
NOABIOBATEAEH, HO M ZBCTIBMTE MX “YCHMAETE HE MECTE” BO BPEMH BCEND MPEACCTABAZHMA YCAYTU.
He creayer 33061881, Y10 MHTEDAKTHBHBIN KAMEHT MONET NEDEKAMMTECH HE ADYTYIO KOMINBHMIC NDOCTHIM
WEAHKEM MBILH. OAHIKD TO, Yero CERBMCY B MOEpNpOCTRAHCTEE HE ADTTAET “Ha CUeHe”, MOKHD C
AMXBOR OKyTHTL CNEPalMame 38 KyariCamin . Braroaaps obearHBoWbMmM CRORCTEaM INternet, 31a 3ona B
VHTELBKTHEHOM MMDE HEMHOTO WMEE, 4eM B matepmasbHom B EMbepnpocTpaHcTee OHa momeT
BA[LWROBATECR OT OAHCIO CEPBRDA M COCAYKMBAIOWLETD B0 NEPCOHAAE 40 OF DOMHOM CEpBEpHON CaTk
CO LWTATOM, NPEACCTEBANOWMM HEODXOAMMER YCAYTH KDYTACCYTOMHC M 683 BBIXOAHBIX. JAR TOTO HTODL!
OGeCneYTs KaUeCTBEHHOE OBCAYXMBAHWE B KMOEPNDOCTREHCTBE, CEPBMCHA ODFBHM3AUMA ADANHE
BOCMOARROBATHCH BCEMM MDEHMYLLIECTEAMM 38KYAMCHLY ONepalpi. ECa 2TOM CASAETE HE YARETCH,
KAHMEHTE BHCTIG NEPERAICUBNTCR Ha ADYTORD MDOBAFAZEA YOAYT, NOCKOARKY B HHTEDEKTMEHOM DEXMME
HE CYWECTEYeT TaKoro NOHATHA, KaK BRems, HEODOAMMOR A\ NEDEMELLIEHMA MEXAY TEATIDAMM YCAYT,
Kpome Toro, B KMOEPHETHHECKOM NPOCTREHCTBE NIPEAARETCH OMEHb MHOMD GECTABTHBIX YCAYT M
NDSKTHHECKM OTCYTCTEYIOT PACKOABI, CBAISHHLIE C NEPEMEHOR CERBMCHOM ¢$HpMLL 3AECH TOALKD
YBACKATEALHAA M HAMASAHER APMOHCTRALMA CEDBMCHLX BOIMOMHOCTER AMONET NOMELETE KAMEHTY
NEPEKNOYHTECE Ha ADYTOna Nposaiagpd. OUEBHMAHD, YTO Anf 3TORC OPOMAEHKE “CUEHs ", NMPocToTa
NOWCKE MHPODMALIMY HE CBIATE W 2r0 COAEDHEHUE A0AKHL! CtiTh MAKCHMBALHO MNDHBARKSTEALHEIMM M
MHTEHECHEIMA,

B kiBepnpoCTpaHcTse CepBMCHBIE “akTepel™ YacTo 3amackMpoBaHtl. B HexoTopom cmbicre Web-
CARAT, MPEANErAIOLIMIA YCAYTH, MDEACTABARET Kak Cam NPOLECE, Tak W “akTepos”. Mo CyTH, aBTOMaTH3M-
COBaHHAA MVpoaa Web-calToB B CNPEABAEHHOM MEDE YCAOKHAET DasrpaHHYeHMe ABATEALHOCTH B
KMEepNPOCTRAHCTBE W oA “aKTepas”. CMeHb HacTo AZHCTEHA BKTEPOB-CAYXALIMX — T.€. MK MaHepa
NPEAOCTARAEHWA YCAYT — CKDLITEN 38 TEKCTOROR MHGOopMaLVER W odopmaeriem Web-caita. Oanaro,
¥OTA 3TH BAEMEHTH NOPOH M HEDAIAMUMME, OHKW BCe Xe eClh. (10 Mepe PalBMTHY HMHTEPAKTHEHEX
TEXHOAOIMIY, BOIMOXHO, GO BpEMEHEem CTaHeT LeaecooBpalHe MMMTMPOBaTE ha Web-Caltax yeao-
BEYRCKOE NPHCYTCTBME, NOIBOAIOWES B CNPEAEASHHON MEPE BOCNPOHIBOAMTE BIaUMIABMCTEME AIOAEH
C CEePBMCHON ODMaHKMIBUMER & PEeasbHBIM MHDE. CENoaH CYLGRCTEYIOT HEMHOMHUCAEHHLIE CEpEMCHBIE
oBA3CTM B kMOEDNDOCTDAHCTEE, KOTOPBIZ MNPEACCTABANINT ACCTYT K XMUBOMY YEAOBEKY UYSPE3 SASKTDOH-
HYYO CBA3b, AfyTHai CAOBAMM, €CThb PABOTHMK, OTBEUIIOWIMA HA BOMDOCH KAMEHTOB, KOTODEIA ASHCTRYET
KK NDOCTOR YMACTHWE CepBMCHONC MHTERAKTMBHOTO NpocTpaHcTea (Bitner, 1992). B TakMy cayudanx
ASATEABHOCTh CERBMCHOTD CAYRALLETD OCHODRIBAETCE Ha TEX HE MOMEHTEX M aCNEKTax, HI KOTODGLIX
OCHOBAHA ASATeAbHOCTE aAboro apyroro “akrepa™ Teatpa YOMT, NOCKDABEY, XOTH OH W OCTIeTCH
HEAHAMMBIM A KAMEHTS, HO BCE Xe OOUERICA C KAMEHTOM B MHTEPAKTMBHOM PEXMME (Hampiwaep,
ONEPaTop TeseOHHON CBAIM WAM TODIMOBEIA NEPCOHaM, PACNRCCTREHAIOWMIA TOBIDE NO KaTaAory).

M HaroHel, 3pMTEALCKIR aYAMTOPRWA, KOTORaR NPHHAMAET YMacTHE B TEATRE YCAYT B KibepnpocT-
DAHCTEE, MOKET KOHTPOAMPOBAETE BOALLLIYIO 4aCTh ABRCTEWRA 3TOFO MPoUecca. MoaM came peluaoT,
KOTAA W a2 “OTKDOeTCH 1aHaeec” . CACACBATEALHO, KOMNAHMH, pabomaioliMe B BHMDTYAALHOM NDOCT-
[PRHCTBE, ACNKHE NPSADCTIBATE CHOM YCAYTH TaK, HTOBL KAMEHTH! MOFAM TIOARICBSTECH MMM, KOTAS MM
YADOHO, M NPeKPallaTs 3TOT NPOUSCC, KOTAR 18XOTAT. M NOpAEDKKE, OCYWECTBAMEMAR “1a KyarcaMmi™, 1
odopmaeHie “CueHsl” AnnkHb GbiTh Takim, YTOGE! OOABTUETE KAMEHTEM BXOA, NEPEMEWEHWE W BBINOA
13 KMBELNPOCTRAEHCTEA. MHIBDECHO W TGO, YTO, KaK TOALKO NOA3CBATEAL MOAYHIET ACCTYN K TaKoH Cep-
BHCHOM KOMIBHMH, OH, KaK MP3BMAD, CPAa3y NOAYSEET AOCTYN K A0BOH HHPODMELMK O ee MpeabaAyWen
ACRTEALHOCTH. BABrOADA Takkm CAyxOam, Kak Amazon . com KM Yahoo!, KEXABIM MOXET BHSDaTE T
Web-CTpaHWLUEl, KOTORLIE MEKCMMAMEHO NOAHO OTBEMAIOT &0 KOHKPETHBIM 33NPOCamM M MHIEDECaM.
Amazon. com CTAPAETCH CTHMYAMDOBATE TAME ASHCTEMA, NPHBETCTEYR KAKADID NOCETTEA, KOTOPRIN
MOBTOOHO BUOAMT HA CaRT, CNEUMAAEHE OPODMASHHOR CTPaHHLIER, HA KOTODOR NPDEAAATBKOTCHA KHWM H
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ADYTHE TOBBDEI, NOACODEHILIE € YHETOM NDEANAYILIMX NOKYTIOK AAHHOTO NOALIOBATEAL. TAKOM MOMEHT
CAMOYNPABAEHHS B OOCAYREIHM M OBECNEUMBIET WM DOKWE BOIMORHOCTH AR KEWECTEEHHOMD OOCAYNM-
BAHMA KAMEHTOR, HO TOABKD DX YCACEHH, YTO CEPBIMCHEN KOMNAHWR TLLATEADHO NDOAYMAET DA3AMHHBIE
Y reaTpamHbie” Nokasaren obCAy¥BaHHA B tMOepNDOCTRaHCTEE C YHETOM NOTRESHOCTH * 3pMTEABCKOM
avautopn”. “TipeacTasaie” ADAKHO Golb NPOCTLIM, HO MDHBASKAIOUIAM BHWMBHHE; " Aexopatm’”
ACAKHE! BLITL MEHALLAMM K DMBASKATEALHEIMM, 3 “aKTepsl™ ADAYHS ASHCTBOBATE 3HEPTHMUHO M TBOD-
YeCKH, CTapanch BHICTPO W TOMHO PearHpOBETs Ha BCE TReGoRaHUY “Ipireseit” B NPOTHEHOM CAyHae
OBCAYRHBIHME B KHOEDNPOCTRAHCTEE He DYART WeTh YCNexa.

3aKAKYCHHE

B 3iom MaTEDUEAe Mbl NONBITANACE MNPOBECTH NARAAAEAD MEXAY TEATDAABHEMM KOHLENLIMANM,
IBACKEHHBIMM B ADBMATYDNMHM, € KOHUENLMAMM, KOTORLIE YPEIBLIMEHHO BaXHb! B YNDIBAEHMM CEDBMCHbIM
npoUeccom. KaK B TeaTpe, Tak H B cdepe OBECAYEHBAHMA, YTODE! NPOHIBECTH BNSYATASHKE HA ayAMTORWI,
HEOEXOMMMS MOHADEKMTE MKTHMYM YCHAWA. A06an CEpaMCHIA KOMNAHHE, BHMAMATEABHO NPOCaHaAMIMPO-
B3B TRAIPAALHYIO CyTh NpoUEcca OOCAYSMBEHMA 8 CBOEN Chepe, NO BCel BEPOATHOCTH, OOHARYMT, YTO
YIICMAHYTHIE BILIE KOHLIEMMH (M ADYTHME TEATDAAHEE SACMEHTE) BECEMA M BECHMA JHYMMb

HeKOTODbIM MOARM CPRABHEHME CHephl OOCAYKMBEHWA ¢ TESTROM MOKET NOKIIETECH HAMEKOM HB e
WCKYCCTBEHHOCTE M CKADHHOCTE K MBHHITYAMDOBIHMIO. HE Camom AeAS, eCAM TEaTRaALHBRA NOAXOA K
CePBMCY NDOAYMATE M PEINIICEATE ADCKOHAAHO M TLUBTEALHO, PEIYALTAT ByAET NPOTHBONOACHKHEM.
CeroaHs CEPaMCHERE KOMIZHMA 1M X COTIDYAHHKM HEUMHSIOT MOHAWATD, YTO MMEHHD OHM GOpMMpYICT
BOCTPMATHE KAMEHTMIA KEYECTBE TOH HAM MHOMN YCAYTH. AM HMX BCE OYEBHAHEE, YT 3T8 ABSTEABHOCTE
TECHO CRI3AHE CO BOEMM YACBKAMM H NDHMEMAMH, KOTOPEIE MPMMEHAIOTCA B TeaTpaakol cdepe 3a8ch
HET MECTA AMLIEMEPHID 1 HEHCKDEHHOCTH [MDeACTIBASHMA NACXCOrD KIYECTEA (TE, KOTOPLIE HE Bhi3LIBaIOT
ACBEDWE 3DMTEARA) NMDOCTO HE NpoxoatT. HUKo He ApakeH NpexeSperams CeOWMM COSIaHHOCTIMA,
HE33BMCHMED OT TorD, paboner oH “Ha cueHe” uw ¥ 38 kyarcami”, NOCKOABRY BCE CayRaliue yIacTEYOT
B OAHOM M TOM ¥ “TpeacTaBaeHii”. KOHEWHan LigAb 3TOMC npouecca 3akaAoNaeTca B Tom, HTodsl
chOPMMDOBaTE v “3pMTeseR”  OfEN, NPOTHECREMYALUMA TakWMM NOHSTHRM, K3K OpFaHMIAUMOHHOE
OE3IPaINMHE, MEPKAHTHAHOCTE, HEMMHTERECORAHHOCTE M DaBHOAYUME. TearpasbHBIA  MOAXOA,
CTAPBEICE CAGASTE 3TO GMroaaps obllel M CraKeHHOR Pabore, HaNPABAEHHOM HA COIAaHME W
MNOAACLXKY BrIEYaTAEHMA, OI0BDaXA0IWLMX MOKEAHMA SYAMTODHKM. 3TOMO He NPOWIORAET A Tex nop,
MOKA CEPBMCHAN KOMMAHMA H2 COTABCHICH C Tem, YTO YCAYTM — 3T0 10T HE TeaTp, B KOTOROmM, AN TOrD
YTOBhI ADCTHUEL MPEBOCXOAHEY, DEIYALTATOR, HECONDAMMO TRKEAD TRYAWTECA,

ECAM KAMEHTH OEHAYXAT, YTO CEPBMCHAZ KoMNaHWA HevyecTHO pabioTaeT “Ha cuene”, oHu obpaTaTcs
K apvrol dpme MNostomy xomnani, patomowme & chepe oBCAYIMBEHMS, ACAKHE YUMTHIBATH
OFPOMHYIO 3HAYMMOCTE TEATDA YCAYT U BKLIEHTMPOBATE BHMMAHME Beex PABOTHMKOS Ha NPaBACNOACEnK
M MCKDEHHOCTH, OueHb 4acTo 3THM Prpmam NPMXOAMTCA BOPOTECA C MCKYWEHMEM MPeAAaraTh
“3aKONCEPBMPDORBAKHOE™ ASACTBWE. ADBOALHO MHOTHE NPOUSAYDH ODCAYHMBAHUA BEAYTCA NO CHEH
YETKOMY W NOAROGHOMY CUBHAPWID M NPIKIMMECKM HE TMOIBOASIOT AKTEDaM WMIDOBMBMDOBATE

MeHEANEDL AOAKHD MOHHMETE, HBCKOABKD BANHO YADBAETBODSATS KOHKDETHLE TRE00BAHMA M NOKEATHMA
KAMEHTOR H Da3pabaTbiBaTs THOKME CTDITENIMM, NOBOARIOLME MOABAMDOBATE NMPOLREC OBCAYXMBaHMA.
BMecTo Toro YTobk CTOM0 NPMASEAMBATECR CleHapki, pabomik Cheptl yoMmT s0nkeH obAaAaTs
ONDEAEAEHHON CBOBOACH ABMCTEMIA, YTOGH NPH HEOBXOAMMOCTH NOACTPAMBATECA NOA KAMeHTa. Mpu
ITOM MEHEAKEDH TAKAKE ADNKHB! NOHMMATE, VIO MepcoHaa OfmaH AeRCTBOBAETE B ONPEASAEHHBN
pamkay. ADCYDAHER, XaOTHHas WM Beapazvmeas maHepa OOSCAYKMBAHWA, NO BCER BEROATHOCTH,
NPOM3BEAET HEraTMBHOE BREVATAZHHME HE KAMEHTOE M MNEHBEACET K TOMY, YTO COTDYAHMHECTBO C HMMM
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Eyper CH4EHE KOPOTOA. TIoH JTOM NPWAMKCE, NOADCICWEE 1 3300TAMBOR OBDILLEHME € ADARMA
CNOCCBCTBYEr POCTY CAIDOCA M YCAYTW Bindwkl. Kopoe roopd, “npeactasierie’ B TeaTpe yoayT
ACAKAD OTBESTTS MEASHHAM CEDBMCHOR By AT,

ik, CABNIEM BHIBOA. TEATE YCRYT NPEACTIAMET COBOR KIMWEXCHYIO CTEMIVDY AN OFMCEHWA W
nepeasdd CNTa B Npouecce obcaysmsales OCHOBMBIRCE K 300 ToWee IPEHAT, Mkl ONDEAEAMAM
LEASS PRA MOREHTOB, B OTODLI CECEMCHUE KOMDMSN MMECT TE % Cavble XaparxTepmcTie
WEMIOALTYICT T2 HE CAMLE METOAL, ROIDDHIE MDHWEHADTEE B TEATRE Ard MIOBDaKeHMs WeADBEHECKOrO
RCEEAEHIA C MM NDEAADHER BN ADEMITYINGM NCHEAMCE HEBINHO, O Yem MMEHNC HAET DEYE — O
MOCKARUE-NCCHIBOAMTEAE NPOAYELMK Lucky Dogs, nposaicwen ceof Tomap Ha BypBok-Ctput B Hoaom
Opeesig, © COBMECTHOR AATEABHOCTH Crysaues kownawim Diney Wiodd, o Tesedorbee,
MEeHuaiOlIel 3KAEE! OT WASHTOD Kownlew L Bean, w06 yowrax & xiBepnpocipancises,
NPEAATaesLX Amazon . com, — 8 A000M CAMIE Mbl HMEEM ABAD © NDOUECCOM, HaNCwvMHBIDUWIMM
TEATRANHYW IOCTAHOBKY PASHEIE CEREMCHIIE NDOUETTH COASTHRAT TE WA WHEIE TEATEIAALMBIE INEMEHTH
B PATHON CTENEHY, DAHAKD, C TOUKM JDEHWS JUTEAR, CIEKTAKMS: OCTAETCR CNeKTakaem TaK, HAnpumer,
MOTR AN RAMEMTOR kosanati (0. Bean sHewrsdi By “STepos™ M “AeKopaumin™ MvSET ADSOMDHO
BoAbUIGE JHMEHHE, NCBEAEHME “BKTEDOR Hi CUSHE” M X DOCTIOAONZHWE BMECTE C CEDRMCHLIMG
CNeaLive 18 KYRMCaMA" | BECOMHENHD, CREZNEAMOT HA NOTRECHTEASH CAMOE THIBATEALHOR EAMRHHE
A KOMDAHIA — ROCTARLLMK MIPOAYRLES LUCKY DOSS MAMEET ABAG & HECKOABKD Wik HIOOEOM TEATRANLHLE
SnemeHTos "CUEHS", T8 NEDEABMNMOR AOTCKE 1 BHEURWR BMa TODIOBLS, MMEOT B ASHHOM CAYMEE
CanaDe DOABILIDE IHEYEHHE A0 FICWORHTEABHCID BOCTERATIN MEHTOM KAYECTEA COCAYERMBAHUE T
ofpaom, CEPEMCHNE KON ACWKHED HETKOD ONPEAEAMTE, KBKME MAMSHMO TEATDAAHBIE SAEMEHT
OREEEIT REIBCILEE BAMHRE N HODMMDOBIHAK BIEUGTARHMA Y KAMBHTYD.!,

CABADBITERGHD, TIAS NOWCTHAE EOHLIBMTYSARHER METAGOLD, KAE TE3TD YOOT, ASMOMCTDWMDWET M
CXPUATESE, W SEHRIS BIIHMODTHOILENMA MERAY CEREMCHOR BDMOR, £ KAMEHTAMH, CAYRBLIMMAM, 8 TAIKHE
€8 BHOTYOALHBIMM 11 MATEMIABHERM LIEHHOCTRMM KK W B aoCol metadope, omcaHke chepe
OOCAYVHMBARHA © NOMOULBYS TEATRANGHBIN TEDMMHOE CNOCOOCTEYET NDABMALHOMY OCMUCARHUMD ITOR
AERTEABMOCTH M MORET MOACKEIATh TOARDBBIE Ak [0 HALLEMY TAySoKamy YIERASHWIO, HOMOABIOBIHME
rETadopH TEaTEa B Odene OECAYRMBEHUA BEChMA NOREIHD, MOCEOARY 3TO NOIBOAMAD HaM CO3aAATh
WWHMMWH,WMBWWNW
KOWIERBE 1 YTIDABAZHME Mak
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;. coBbiTHS B CEpBHCHOM NpoLecce
4 Mapu Ao BurHep, Beprapa X Em Aya A. Mop*

- TouKa 3peHHs CAYXKaLUMX Ha RpUTHYSCKMe a
£,

B cpepe OBCAVRMBAHMA CTENEHD YACBAETEODEHHOCTH KAMEHTOB HACTO Hanpamylo 3aBHCHT
ar KEYECTAA FX FIFMCAEKICTEIA CO CAYRSUINVE CEDBMCHON KOMTaHINT B XO4€ Moeass
AVIETO MCCAGADBAHIAA GBIAN BEIRBAEHE! HCTOYHMKM YAOBAETBODEHMR M HEAOBOABCTES C TOMKH
JOSHMA KAHEHTOR, B 3TOM METELHAAE AAR YTEHHA 3TH HCTOYHMEKY SHEAMIMIDVIOTCA © 0L
CAYKBLX CEPBMCHON (HDME!, HENOCPEACTBERHO KOHTAKTMPYIOUMX € NOTDEBMTEAMI
YABARS OCOBOE BHUMAHME TAKHM MOMEHTIM, Kak [DONM, CLIGHSDMI i TECIMM [TDHIMCHIBE-
HHR, Mbl COODAM CBEAEHHA O 774 KOMTHYECKIY CEDBMOHBIX COOLITHAX, OITMCAHHBIX CAYXS-
UM TOCTHHML, DECTOREHOR M SBHAROMIaHMH PEIyAbTATE ABHHOM MCCTASADBAHNT MOTYT
NEMMEHATECS B NOEANOHHHMETEALCKON NEEKTMKE MoV YITDEBAEHH KOHTSKTaMA B NpoLec-
CE OBCAYKMBAHR, AN TDEHMWOB, MCTOARIYEMBX MM NROATOTOBKE OOCAYKHBAIOLLEro
NEQCOHEAE, M A8 YITDABACHIA KAHEHTAMM

BBeAcHKe

38 NOCAGAHWME ABCATE AET BO BCEM MMPE B MPOMIBOACTEERHOM Cpepe ocobyvIa NOMyAmDHOCTS
NEHOBDEAS AEMKERME 38 KE|BCTEO, CEMOAHA OHO HEYAAD RIKO NDORBAATECA M B Chepe ODCAYRMBIHMA
(Business Week, 1997, Crosby, 1991} Hekoropeie CNEUMAAMCTE CUMTAICT, Y4TO WMEHHO MOCTORHHOE
NOBBILEHWE KAYECTRE YCAYT MOMOTSET COBDEMEHHBIM CE[IBMCHEIM KOMNEHHAM CNDEBAATECA C KOHKYDEH-
TAMM, TBK Xe k3K 3TO YXE ABBHO MDOWCXOAMT B npowieoacTee (Heskett et al , 1994, Schlesinger and
Heskett, 1991)

Mecreaosarea Npofsem Kavecea B clepe ODCAYKMBAHMA BbIABUHYAM MPEATIOADHKEHHE, YTO
" ACKE33TEARCTEONM KAUECTBa YOAYTHM CAvsT GeaynpedHuft Npouecs ee npeaccraeaeHur” (Berry and
Parasuraman, 19971, p 15) 31@ KOHUENUMA Y4em-TO HANOKMHEET KOHLIRNLWIO “Hysesoro aedexta’”, Npak-
THKYEMYIO B NPOUIBOACTEE ADYTME CTELMANMCTE NOMIBIOT, YTO NOMCTHHE LEAEYCTDEMAEHHEIE MEHEA-
XeEPr!, patoraoupe B chepe yoayT, arpemarcd k 100%-Howmy Gesynpedromy obcayamsaHiio (Heskett,
Sasser and Hart, 1990) C ToMKM 3DEHHA KAMEHTOB CAMOE SDKCE CBMAETEABCTBO Ka4eCTBa OOCAYXMBaHMA
MOABARETCR B XOAE CEPBMCHOMD KOHTAKTE MM B “MOMEHT MCTHHB™, T2 B TOT MOMEHT, KOMA3 KAMEHT
BIAMMOABICTBYET C CepaMcHOM dMPMOI M3 STOMD OMEBMAHO, WTO B cdepe OBCAYKUBAHHA B XOAS
CPRMCHBIX KOHTAKTOB CAGAYRT NPHMACPKMBATCH NPUHLMNE *100%-HoM GeasedexTHOCTH” Kpome Toro,
CABAYET MOMHUTL, YTO Be3ynpeyHblA CePBMC HE NOARAIYMEREET CTDOTOI CTAHARPTU3ALIMM, 3TC ADAKEH
Gbith cepanc 100%-HOMO KBYECTBa C TONKM IPEHHR KIKACTO KOHKDETHOMO KAMEHTE KOTAA CepaMCHONM
KOMIIBHMM He YABETCA 3100 ADDMTECS, CTDEABET KANELTEO € YCAYT, YTO B CBOID ONEREAL BEAET K ADNOA-
HUTEALHBIM HIAGEHKAM, KOTODHE OHE HECET, HONPABARA CBOM OWMOKM M KOMNEHCHMEYR YLLERD, K noTepe
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KAMEHTOB, K COIABHMIO HErGTMEHOH DEMyTALIMM K K CHIMEHHIO MOPAALHOTD Ayxa obCAMMBRIOLErD Nep-
COMHAR,

CeroaHs BCe BoALLIE Sigm NOHMMAIOT, YTO 1! CCHOBHOR LIEABD A0wKHE GbiTh KEHECTEEHHLIA Cepauc
W VAOBAZTEODEHHEN KAMRHTH, HO ASNEKC HE BCE IHBIOT, KAK AOCTINb 3TWX UEAER. B HEROTODLIX CHTYaLIMAX
M KAMEHTSI, 1 KOMNAHMA (T2 88 CAYNALME) BLEKASHE NDWAHATE, YO KAYECTBO NPEADCTABAM MBI &0
WVEAVT OCTABARET MEAGTE APMUWETO, HO OHM HE BOErA3 MOTYT MDMATH K COTAACHID OTHOCHTEABHD NNAHHbI
npofnentl M CNocoboR 26 PELLIEHKA, B XOaE CEpBCHBN KOHTEKIOR 3TO NDHBOAMT K HEYACBASTEOREH-
HOCTH RAUSHTOR, YT0 2w H0AblE NOAMEPHMERET BARHOCTE YEKOMO NOHAMMAHMA CEREUCHON drpmon
TONG, ¥AaME MAMEHHO COfuMe W NOCTYTIKK B MEPEYIO CHEEAs CNOCOBCTEYIOT YADBASTBODEHKID MM
HEYADSAETBODEHMIO B8 KAesTOB, NOCKOABKY 8 NOOOM CEDBIMCHOM KOHTIKTE MDWMMAET Y4acTHe KaK
MMHMMYM ABA WEADBEKS, CEPEMCHLIM HHDMaM CAEAYET BHUMATEAHD DUEHHTE M NPOaHANMIMDOBATE 3TO
cOBLTME © PAIHLN TOHSK J0eHMA. BOODYHEHHHE STHMA JHEHMAWS, OHW CMOMYT Ayullie CNASHMDOBATH
CEPBACHbIA MPOLUECC W O0YMTE CBOHX CAYAALMK M KAMEHTOB TOMY, K3K MM AOCTHYE CAMOTO BLICOKCIO
KAUErTRa OSCAYRMHBIHME B ¥OAS CEPAHIHOND KOHT2KTA.

B pesyablaTe H3WHK NDSABMYUMX MCCASAOBAHWA  ASATEASHOCTH  [DECTORAHOE, FOCTHHML W
SREMEKOMIEHME BhiAM ONPEASAEHE KFTEMDDMH CHTYALIMA 1 NOBEAZHYSCKMX WAGADHOR, ASRALUME B OCHOBE
KDMTWHECK CODLITHA B CEPRHCHOM NPOLIECTE C TOMKM 3peHMa kueHTos (Bitner, Booms and Tetreault,
1990, sanee BET) MA38HAR USAL ABHHOTO MCCHEADBAHMR 3BKADHIETCH B W3YMEHM OTHOLWEHUA K Kpi-
THYECHAW COORTHAM CAYKEILMK CEPBMCHBIX GHDM, HENOCDEACTEEHHD KOHTEKTHDYIKILMK € KAMEHTaMM, 4
TAOKE 8 TOM, YTODL! BhiSCHHIL B KOHTEKCTE 3T0R ME CPEpbl YOuT, KakMe COGLITMA M NOBEARHHSCKME
WAGATHE, MO MHEHIKKD CAYRALLIMX, CTIPEASARIOT CTENEHE YAORAETBODEHHOCTH KAMEHTOB. Touka 3peHid
CAYRALMY CDABHMBSETCA C PEIYALTATIMA MCCASACSEHMR BET M BHACHARTCR, Uem DaIAMUBIOTCR MX BITARALI.
ABHHOE HCCABADBAHME TatHE NDMIBSHO OLIEHHTE NOARTY KAGCCHHMALMOHHOR Cxembl, NOSACTABAEHHON
B patore (BBT, 1990). Eca 318 Cxema ASACTEHTEALHO KOHLENTYAAH0 NOHATHA 1 YETHa, OHE NPWEHIM
AN DAHBDE MEYTIT PRCTIOHAEHTOE.

MerasanBaTEN NOCTANEHCE OTEETUTE HA CAZAYIDILIKE BOTIDOON.

¢ Kage CoBalTme © ToMM 30EHHT CAYKALMY, HEMNCCDRACTEEHHO KOHTEKTHOVIOULEX C KAMEHTEMM,
CTAHOBATCS OCHOBOK AAA CEPEMCHOMND EEMMOAEHCTRIMA, YACBASTEODMTEABHOTD AAR KAMEHTORT
Kak AOBMTECH TOrg, YToGLE Y AOARR OCTANCh NCIWTHBHBIE BOCNOMMHEHMA 00 3N COBLMAAXT

*  KapMe NPOHCLUECTRIA, MO MHEHHID CAYXEWMX, HENSCOEACTEEHHD KOHTAKTHEYIOUIMX C KAMEHTAMM,
CTAHCEATCH NEDMYMHON HEYADBASTEODEHHOCTM kaAkeHTOR? Mouesty Tarme ColBTHA AOaM HIZAOAO
JAN0OMHHAIOT?

s CDAMHEKOBNE AM CODHTHEA, BEAYIIME K YADBASTBOREHHIO H HEYADBAZTBOREHMIO KAMEHTOR, Halul-
BAIOT CAYRBUIME CEDAHCHED. GHDM 14 1 KAHEHTRI?

Mpekae Hem NPSACTIBUL DEIYALTATE CROETD HCCASADBAHMA, NDEAAN3EM OOCYAHTE COOTBETCTYVIO-
LLHYID TEORMIO M ABHHEIE MCKORMX MCCABACBAHMA,

MHeHHe KAMZHTOB M OBCAYIKUBAIOWEr O NEPCOHAAA

OCHOBHBIM  HETOMHHEOM HMEBODMALIMK O EAMEHTEX SBARKGTCA CAYXALIME, HENOCPDEACTBEHHOD
KOHTAKTHEWIOWME C HWA B XOAS CEDBMCHOM NPOUECC, ITH CBEASHMA MOMYT MONOABIOBATHCR AAR
MCBLIWEHHR KAHCTEE COCAMBAHMA ABYMA CAZANCULMMA CISCOGaMA OHW NOMOTSIOT SOCAYAMBRIOWEMY
NeRCoHaRy BOAEE XPOEXTBHO BIAMMOAEHCTEORTE C KAMEHTEMM, HI OCHOBIHWM COBDEHHOM MHGODMa-
LM © KAMEHTYPE CERBWMCHRIE DBl MOMYT NPHHMAMAETD BARHLIE DEWEHWE OTHOCHTEALHD CBOSH AReT-
EALHOCTH. BO-NEDBLX, MOBEAEHME CAYKALLMX OeHE CHABHO 38BMIUT OT ABHHLEK O TOM, KBK WX KAMEHTS
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CTHOCATCA K TIDEACCTARAREAEIM (A YOAYTAM B XGAS KAKAOID FOFKDETHOND CEPBMCHONS KoMTaKTa, Tak,
E. LiHawaep (Schneider, 1980) CMTaeT, 4o mosH, KOTODHE Dellnay pabonats B cdepe cboay-
*1BAHME BOCOE, KBk APESKAD, OASDMMMB! EAIHMEM MPEADCTABNTE KILECTIENHID YOAYTY, M B
rax0fe10 CTeNeHis OH NpaB  (Ep8 MCHLA NEDCOHAA NOCTOTHHO ADAKEH CTADATECS HARTM T8 WAy HHER
DAL KATKH, MICSB0NAKOUIME 1M ONDEACARTE, KAK KAMHT! ROCTIDEHIAI0T NDEADCTARMEREE Mk YTOBEHE
oA, MEm ToHHEE GyiayT Hid MREACTRACHIE OF TOM, Tem Brale BEPORTHOCTE, Y70 MK NIOBEAEHHE By AT
NpAEMABHD  KOPDEKTWROBATECA B NORE KOHTEMOS, wichh ROBWCHTE CTeNeHs YADBASTEODEHWE MX
FARSEHTO,

BO-BIODLK, NOCKOAKY OOCAYRMBACALIEMY NEDCOHAYY, HEMOCDEACTBEHHO KOHTEKTMDVIOWENMY C
FAMEHTANE, NCHADAMTCS OO0 © ACABMM O4EHE YATTD, OMM WRSOT B CEOER DMDME [C0M MFEpEaDBs0-
10 DTPAAA K, KBK TDIBMAD, AyMILE ADYTHK COTIAYARIGOR PAMOHEDAKTE B HYASY M NPOBARAMER KAMEHTYS,
HoCaga0BaTE ABHMCTD BONDCCE BRIABHHYAM TEODMIC M HALLAK 87 NDAKTHHECKDE NOATERDEAeHME . (CyTh
2E JMKNOMIETCE B Tom, TS ENSCTRG BRAMMOAERCTERE ¢ RAMEHTEMM COCRYAMBIIOUIETD MErCoHasd,
PABOTAIOLLEND “HA CLUEHE", WV MEHEAKEDOR CHEHL CROCOGCTEYET NOELILLEHMIC KAYSITRS OECAY S HERHI
B Lo (Parasraman, Berry and Zeithaml, 1990, Zeitham|, Berry and Parsswaman, 1988, Tak, B. Lisai-
A0 W A Boyan (Schneider and Bowen, 1984 00Taigr, YIo NEv NPMHATIH CTRGTEMMMECKMK DEWERMEA,
CCOEHHG KACACLLMHCA A IEE0GTIN HOBbIX BHADE YOAWT M NPE0BOaIoaaHM YRE HMWEOLLMFCR, KOMaHMM
AOAKHY [yROB0aCTBOBITLCR HHEOIGMALMEN, NOAMEHHON OF OOCNKMBANOLLETD NEDCCHAAR, HEMODDENCT-
BEHHO KEHTAKTHEIYICALIEND C KAMEHTAMA.

T4T HANEAUSEAETCA JAKOHOME DHBIR BLIBOA HETHOE NOHIMMANME NOTEEOHOCTER KAMSHTOR NOMArBET
CELAMCHON (HMPME M 22 CAYRAUMM NDMCNOCo0HTRCA K M CAZaYeT, OpHAKD, NoHIHATE, 41O
MPEAMAYIIME HOCASACESHME, B XOAE KOTORLY DA NPOEEAEH CRABHMTEABHBEIN AHBNAS TOMEK IPEHMA
KAMEHTOR ¥ CAYRALLIMK OTHOCHTEABHO KEHECTES CBCAYRMBAHWR, Bolii HEMOAHBIMM M NO3BSAAW DATHYIO
TpasToey. Tak, B Lwadaep v A, Boyan (Schneider and Bowen, 1985), a racxe b, LHadgep,
Aok TapieaHrmad 1 B Barctos (Schneider, Parkington and Buwdon, 19801 NPOAHAAMIMPOSEE MHEHMR
RAMEHTOR 51 OECAYAMBECRLETS MEDCOHAN OTHOCHTEALHG KAYELTES BAHKOBONAK YEAYT, MMM K BLISOAY
G 4 OTHOCHTEABHOM COBRAAEHM {r'= 0,63 v r= 0,67 CooTBEICTBENHD). CIAHBRS 3TH PETVABTATH Sblrm
ccnopeabl & GOAZE MOIAHEM HICASADBAHMM, NPoBSAeHHoM O, Bpaynom i T Weapu {Brovwn and Swartz,
19890 3Tk yaerkie cob0as MRPODMAlAD OO OTHOIEHHA NALKEHTOR E CBOMWM ASYUSLAMM BREUSM W
COaiHAM 2 € T8, kA BOOYH, ARHMBILE ST NBUMEHTOE, CUEHABIAM HX BOCTNEIETHE. CABAYET CEAZATE,
IO PECHOMARHAE B MHEHMD! BUAD BECHME JHBYMTEALHMM, Y10 CKATHIBAADCE M Ha DOLEM No=asatess
YOOEHA yaDRARTRO S NALMHEHTOE,

Bl GaHG MOCAEACSAHME, MDOBEAEHHOE HOLASADRBITEARC K AFeHTC Te0M Development Dimensions
International, B XOAE KOTOROMD BHAAMIMDOBANACE MHERMA 1300 kweHIos i 900 paboTHKos CepaMCHOH
Cheptl, TANKE NOIBOAHAD BekitiTh ONPEASACHHEE DAIAMHE MENAY TOUKAMM ILEHHA 3Tux ABYX TN
{Services Markehng Mewsletier, 15897, Tax, NOCAZAHWE NOCTORMHD SHLIBHTMOORIN IHSHHMOCTE KOH-
KOETHER HIBEKDE M NDOPEccHOHAAMEMA, B 10 BOEMA KAK b0l KAMEHTH OUEHHEAM BIKHOCTL 3THK
INEMEHTOR COCAYKMBEMR A48 ADCTHKEHWA KEHECTES YOMT HAMHOTD Hipke. ToqHD Tak xe E. Aadrep ¢
Konaeravi {langeard et al, 19871) B ¥OAE CBOEMD MCCARADBMN OOHADNYOM, YTO DaHmoecKe
MEHEARES HACBOTC JEHA AFYK KEYTIHL SAHKOR CEOPEE CRATHHE NEEyBEN{eaTe (NO COABHEHMIO C
M KAMEHTAMM) BERHOCTE LICTH OCHOBHBE KOMIOHEHTOR Baroackons OOCAYKMBAMA. ALNYTHE WOCAR-
ACBSA TOWE BuBMN IHGHMTEAGHEIE DATAMER MEKAY MHEHHMN BEAMEHTOR M CAYRALI CEPBHCHBI
FOWNEHME B TAIOD ChyMaRN, KEK ABAOEBIE FOHTANTH, DAIBMEILHECR MO ONDEASAEHEY CUEHERHKD, W
PONEEME ASTCTEAS, 2CAl PES IIAG O TAKHX CHIVALAY, KK NDOASKE HEKEYECTBEHHOND ToBaps (folkes
and Kotsos, 1986), aHaaMs xavcs kenTon (Resnik and Hammon, 1983) 4 PeailpE DOBHIHHLY TOR-
reaues Ha npobinems noxynateser (Domoff and Daser, 19812
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Ha OCHOBAHWHM PE3YALTATOR 3THX MCCARADBHHIA MBI NOMBITAEMCA HARATK W NPOSHAAMIMPOSaTE obMe
W [DAIAMHHLIE MOMEHTEI B NOIMLIMAX KAMEHTOB M CEPEMCHOMO MEDCOHANG OTHOCHTEABHD KOHTAKTOB B XOAS
oBCAYEMBaHMA KOHUENTYAALHON OCHOBOR HAWErO MCCASACBAHMA NOCAYXAT TEODWH POARA, CLEHAPHER
W RMMBCHBaHW

Teopertnyeckoe 0BOCHOBaHHE

TeopHH POASH M CUeHapHeB

MHEHMA CAYREILMX W KAMEHTOR MO NOBOAY CEPBMCHLEN XOHISKTOB CKOREE COBNAAAIOT, ecau obe
CTOROHN OAMHIKOBO NMPEACTABANIDT CBOM [POAM M ECAM BRAMMOAEHMCTBME OCYWECTBAAETCA MO YETo
COCTABVCHHOMY CLUEHAPHD CEPBMCHONO npalecca (Mohr and Bitner, 1991, Solomon et al, 1985}
PO, — 310 NOBEABHME, CIPEABAREMOE COLIMaAHOM Noamumen (Solomaon etal, 1985), a npedcraaense
O DOAH ONPEASMETCH KOHKDETHBMM CTAHASPTAMA B posesom noeepenis (Biddle, 1986) B xose
MOBCEAHERHBIX CEPRMCHLY KOHTAKTOR ONbITHEEE CAYKALLME M KAMEHTE MMEI0T CBOM YETKO OMPeASASHHBIE
POAM W OTAMYHO JHBIOT, YEr0 i CABAYET OMMAATE APV OT ADYTa

Kpome TOFO, ASHCTEHI B XOAE MHOMMX CEPBMCHLI KOHTAKTOB, HANPMMED, KOMAB KAMEHTa Heolxo-
AMMO ROBOAMTE K €ro CTOMMKY B PECTORAHE W YCaAWTh, NOBTOPMIOTCR B XKiHKM OHeHe 4acTo, YTo
MPMECAT K (POPMHDOBAHHO YETKOMO, CTEHAPTUIMROBAHHONO M XOPOLLO OTDENETMROBAHHOTG CUEHa-
MR, TOMHO ONWCHBAIOWENO NOCABACBATEABHOCTE TEX MAM MHLD DOASBHX AehcTeMiA) (Schank and
Abelson, 1977) Ecam ¥e CepBMCHLI KOHTAKT PaIRMBAETCH MO YETKOMY CUEHADWO, TO Y CAYKSILME, 1
KAWEHTH MOTYT 38DAHEE DEABMAETE BOE COOHTMA 1 NOPAA0K, B KOTOPOM OHM OyayT npamcxoakms MoK
STOM CHH, KaK NPABMAG, HWEIOT BECHM3 PACTALBYATOR NPEACTIBACHHME OO “OTBEMRACHMAX OT FAARHOMD
CLEHaRAA™ , T€ O NPEeATHCEHHAX OTHOCHTEARHO ASHCTBUIA B HENPEABMARHHER CHTYILIMAX, HB3BaHHRIX
P. LWsHeom W P ABSALCCHOM “NpensTcTemMsws M OWHEKaMM™ , KOTOPIE HEDEAKD BOIHWKAIOT B XOAE
BEIMOAHEHMS YeTKD COCTIRACHHONC CLEHAMA,

Teopus POAEH M CUEHIPMER, YCUARHHAR PYTHHHOM NPMPOACH EOABLLIMHCTEA BHADE YCAYT, NO3IBOAET
NPEATIOAONIATE, UTO KAMEHTE M CAYKBIME CepBMCHOM KOMN3HIM € BBICOKOR BEDOATHOCTHIO GYAYT WMETH
OAMHAKOBOE MHEHME MO NOBOAY TOrD MAH MHOND CELEBMCHONC KOHTaKI (OHEBMAHD K TO, TG Pa3HOTASCHA
BOIHHKEOT FAGBHLIM ODDAI0M B TEX CAYMAH, KOMAE PONA “DacTcaHbl” HEYETKO, 8 YNBCTHMKM KOHTAKTA
MAOXD HAIOT, KSHOID NOBEACHMA OT HI ONMABIOT, 3 TAKXE erAd BRaWMOAECTEME TpeDyeT uCnoabio-
BEHUA CAONKHBIX WA MEHEE CTAHAADTHIMROBAHHLN BCNOMOTATEAEHKD CLIEHAPDHER

TeopHa NPHNMCBHIBaHHS

PAIHONASCHA BO MHEHMAX OGLIYHO BOIHMKAIOT B TEX CAYNSRK, KOTAd Y MAPTHEPOE CEPBMCHOM
KOHTAKTA DA3HBIA BArASA HA NIDMUMHE NPROMIoWeAWRTD MCCABAOBAHUA MOKA3LIBAOT, YTC B NPOUECCE
MPMIMCLHBAHMA KOMIETERIMM BOIHMKAET MHORECTBO NpepsaaTecteld M HeoSwexminocTel (Fiske and
Taylor, 1984) Hambonee o4eBiaHA H ABHAR AN NPOLIECCa BOCMPMATMA CERENCHLI KOMNGHHA W KAMEHTOB
CKAOHHOCTL K HEOOLEKTHEHOCTI, HBNPABASHHER HE 3BWMWTY COBCTBEHHBE HHTEPEC0B B OCHOBE ARHHOTO
ABARHMA ASKHT CTDEMARHHE ACAEBH NPDMMMCHEITE AOBHIZE ACCTHMEHWR CBOWM AOCTOMHCTBaM (T e.
CKADHHOCTE K MPEYBESAMMRHAID CBOMX CROCODHOCTER) M OTPMLUETE CBOIC CTBRTCTBEHHOCT 38 HEYAGWM
(T.€. O0BHHATE B HIX KaKne-mADO BHEWHME $aKTOp, IBLMILLBR NPH ITOM CAMOTo ceda) YuyuTeiBas 3Tk
XAPAKTEPHBIE YEDThI HEAOBEYRCKON HATYDH!, CAEAYET OXMAATE, HTO CAYKAUME EYAYT BHHUTE B HEYABHAX
CaMY CHCTEMY OBCAVIKHBIHMA MAM KAMEHTOS, KOTOPLIE B CBOID OMepeAb OBBUHAT CERBMTHYIO CHCTEMY M
OOCAHBAIDILWA Nepconas. B pesystaTe MpMuMHa HEYADBARTBODMTEALHONC YDOBHA OOCAYXMBAHMA
BYAET ONPSASAZHS MMM NO-DASHOMY. MEHSE OUEBMAHO, Kakm OBDAIoM CKAILIBAETCH Takas HeoObeKMe-
HOCTS OUEHKM, BCAM CEPBMCHBIA KOHTSET venewed HecmoTPA Ha cTpeMAeHKE KiK OBCAYKMBIIOWErO
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NEPCOHaAA, TaK M KAMEHTOB K COMDBOIBLIIEHMIO, 13-33 YErO KaXAMA M3 HIMX ByAST CTAPETECH NPMIHMCaTL
3ACAYTH €268, TOT BAKT, UTO KAAEHTLI AONKHbI OMATIATE YCAYIM CEPRMCHOM QMpME], IO BCEH BEPOATHOC-
T, GyACT B ONPEACACHHON MEDE CASPRMBATH 310 NPEAYGEKACHHE CO CTOPOHLI NEPCOHAAa B obliem u
LEAOM, CKAOHHOCTL BCEX AIOAZH K CEMOBOIBLILEHMIO M CaMOMUMTE O3HANAET, YTO PaIHOTABCHA B
MHEHIMHX KAMEHTOB 1 MNEPCOI 13/ OTHOCUTEALHS CEPRMCHOTD Npauecta ByayT BoAsLE, eCAW NPOLEAYPa
oBCAYHIMBAHMS DyAET YENeWWHON

[pakTM4eckie M TROPETMHECKWE WMCTAGACEIHMS YKAIHEBAIOT, MTO W PAIHOTAICHE, 1 CXOACTEC BO
MHEHMSE BOIHHKAKOT & NEDEYI0 CHEDEAD Y HEMOCREACTBEHHBIX YHACTHUKOR CEPBMCHOND KOHTaKTa Teopus
POAZH W CLIEHSPWER OCHOBLIBAETCA HE TOM, YTO B [RyTHHHLIX, WMIYMEHHbIX CEPRBMCHNY NDOUECCaY TOUKE
IpeHHA obiemx CTOPOH OBLINHO COBMaaaeT OAHAKD, COTAICHO TeOpPIM NOMIMCABAHWA, NDEANOASTEI0-
WER CKAOHHOCTE AKDAEH X CAMOBOIBBILIEHMIO M CAMOBALLUMTE, B TAHMK CHTYELIMEX [DEIHOMASCHA TaKKE CyayT
MMETE MECTO Mbl C BaMM NOCTENAEMTS ONDZAEMMTE, HACKOABKD HE OTAMUAIOTCH TOUKH I0eHMs oBCAy-
KMBAIGIENO NEPCOHIAG K WX KAMEHTOR OTHOCMTZALHO CEDBMCHOM NpOUECca M B Tex CHMTYaLIMAX, KOraa
3T PAIHOMAACHA CYLUECTBYIOT, Mbl NPEACTABMM ABHHBIE, KOTODHE NOIBOART NPOHMEHYTE B CYTh 3THMX
PEIAMUHA

MeToamka cOopa M aHaAM3a AaHHbBIX

CH0pP AGHHBIX

Mel NpoBoMan 00D WHPOPMAUMM N0 cucTeme MKC (MeTos KpuTwdeckoro cobuimus) 7o
NOOLUEAYPa, KOTORSR 3AKAIHETCA B CHCTEMATHMMECKOH $WECalMM CUTYAUMR W NOBEABHYECKMX
WwabacHos, CrocoBCTEVCLIK MBO, HAOOOPOT, NPEMTCTEYIOWMY YCMEWHOMWY BEINOAHEHMIO TOR 1AM
WHO# 343441 (Ronan and Latham, 1974), B AGHHOM CAyYaE 33434 YACBACTBODEHWA KaeHTa (MoapoBHo
IMOT METOA, OnvcaH B patotax BBT, Flanagan, 1954, Wilson-Pessano, 1988) MKC nossosser cobpats
MHDPORMELMIO C MOMOLLBID CTRYKTYHPOBAHHOMO ONPOCa M aHaAM3a NOAYHEHHEIX PEIYALTATOB PecnoH-
ABHTOR NPOCST PACCKAIATE O KOHKDETHE, COBRTMAX, NPOMIDWEALMY B HEAABHEM MPOLUAOM (NOAroaa-
fop Halas) Tame OTYETHl NOIBOARIOT M3 MPELK YCT NOAY-MTE NOAPOCHEAIME ABHHBLIE O CePEMCHLIX
KOHTEKTAY, B XOAE KOTORBIX KAMEHTH GhlAM NOAHOCTHIO YADBACTEODEHS!, M O TEX, KOTODLIE 3aKOHIMAMCE
AT HE pazouaposaHiess NOoCKoALKY PECNOHABHTOE NPOCAT PACCKa3aTh © KOMKDETHLIX CAYYaR, 3 HE O
KAKOM-TO OBLIEM BNEYSTASHMH HAM BRIBOASX, ABHHAA NPOUEAYDR OTBEUIET BCEM KDHTEDMAM NOAYDEHHS
LEHHOM M HBAZKHON WHGOPMALMM O NDAMABATARHBIX NPOLEccaX, Pa3paboTanHbi K puKCOHOM ¢
# Caivonow (Ericsson and Simon, 1980) Wcocaeaoeatead 3sece (Flanagan, 1954, Wilson-Pessano,
1988) MpHLLAM K 3AKAOHEHHMD, HTO METOA KpuTHdeckoro cofema no3someT cobpate ADCTOBEDHLE
ABHHbIE BAGrOABPA CTABMALHOCTM KaTerOpMH, BUABASHHLIX B OTPALLMBARMLD. MYTINEX, a Takke Baa-
[OAAPA TOMY, YTO BEXHOCT: OMMCAHHEX PECnOHASHTaMK MOBEAEHYECKMX WaBroHOB AR YCMexa MAM
HeYASUM KOHKDETHOM I8A34M NOATBEXABETCA NpakTiuecki (Ronan and Latham, 1974, White and Locke,
1981)

Cry®awmx roCTMHHL, PeCTODaHCR M aBMAKoMNaHHA NONDCCHMAM BCMIOMHMTE H PacCKaiaTh O Kpk-
THUECKMX CEePBMCHER KOHTAKTIAX, KOTOpbie NPWBEAM K YAOBAZTBOREHWIO MAM HEYAOBAETEBOPDEHWIO MX
KAMEHTER, 37 CReLMAAEHO NOATOTORAEHHSE, CTYAEHTOB-MHTEPELI02008 COBPaN MHPODMALIMIC O 781 Takom
NDOMCLUIECTEMH KAWALIF MHTEDBEIOSD AOAKEH DbiA ONDOCUTL KK MAHMMYM MO 10 CAYXALMX U3 TPeX
chep CepBucE, HCCABACBBHHLY Npexae B pabdore BET Bcex cAYKaLMx NPOCHAH OMCaTh NO OAHOMY
CRPBHCHOMY KOHTBKTY, YADBAETEODMTEASHOMY H HEYADBAETRODMIEABHOMY € TOMKH 3DEHWRA KAMEHTOR.

MocKoAbKY ONPOC NPOBOAMACH B CEPBMCHOA Cepe, OCHOBIHHO MDEKAE BCEro Ha NSHHUMNEX
[OCTEMDMMMETES, WHTEDBBIOED: ONDILMBEAM TeX CAYKALMX CEPBHCHBX NMPEANDUATHA, C KOTODbIMM
BblAM FHAKOME AMHHO OAHEKO OHM HE AOAKHbI BblAM NPDBOAMTE ONPOC CPREAN CBOMX APYIRR-CTYACHTOB
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OTKaI08 NPCAOCTIBNT HYKHBIE CREACHIA NIPAXTMNECKH HE BblAD. B pesyabTate Grird COCTARAEHA MOH3-
BOWLHEY BLIBOPKA, BRAIDHAIOWEA ONMCEHME CEPBUCHBIX KOHTAKTOR 8 58 rocTuHUax, 152 pecTopaHax 1 B
4 aBMarOMNAHMAX, B KOTODLX Oblvd ONPOLeHs CAYXaWMe B Bospacte OF 16 a0 65 AeT BCE OHW
npopafalam B COOTRETCIRYCLIER OTPacAk B CREaHEM NO 5,5 AeT, NIDOLIEHTHOR COOTHOLEHWE MEXAY
ONPOILEHHBIMM COCTABMAD 55% KeHuH 1 43% MYHUMH COOTBRTCTBEHHG MHTERSROMDYEMbIE CAYHA-
LLIME NOAY-BAM [PAA MHETRYIH, CPEAW KOTODHK Bbirk T3KME.

« [ocTaeste C26A HA MECTO KAMEHTOB BAER DHMEOMBL APDYTHMK CACEAMM, NOMLITAMTECE B3MAZHYTL
KA ACHTEABHOCTh BAIEH BMDME MAS3aMH KAMEHTOS,

o BCNOMHUTE NOCASAHHA DA3, KOTAR KAMEHT OCTAACR OCODEHHD (HE) ACBOABHLIM DELLIEHHEM C Bami
Wi Balld  Komeramid. [oCTapaitecs Kak mOKHO TOHHEE OfMCaTe, Y10 MMEHHO TOTAS
NPOMICLUAD,

TIOTOM MM J3AAAM CAZAYIOILME BOTIROCH!.

Koraa NpoHaoLUes STOT CAyYa?

Kakue obCTORTEALCTRE MIMBEAN £ STOM CHTYLLMMT

UTO MMEHHD CASAAN (CKA3EAM) Bbl HAM BALLIM KOANEIH?

Kak Bbl ONDEZASAHAY, YIO KAMEHT OCTAACH ADBOAEH MAM HEACBOAEHT

Ut Bam {BaLLMM KDWMETEM) CABAOBEANG CAZAATE MAM CKA3ATh (TOAGKD B CAYMAE, SCAM KAMRHT OC-
TaACA HeADBOAEH)?

Urofel NDOMCLIECTBHE NOAACKAND aHaNHYY, OHO AOAKHO Gbne OTEEYETL OfPEASAEHHBIM TDe-
Gosatmav: BbiTh HENOCPEACTBEHHBIM BI3HMOAEFCTBHEM KAMEHTa €O CAYRALMM, Gums OoobeHHD YaaY-
HblM HAM HEYAGUHEM C TOMM 3[DSHWR KAMEHTE; CbiTh OTABALHEIM INMICADN, COAEDHATH AOCTATOMKDE
KOAMHECTEO MOADOBHOCTEN, KOTOPME MHTEpEHoED MOr Obl Ccefe MLICAZHHO MPeACTABMTL. 3THM TpE-
BOBHHIM HE COOTBETCTROSAAM BCEMD Cemb M3 NPSAADKEHHBLIX CHTYALIMA; NOTOMY 3HAAME NPOBOAMACS
Ha Baze 774 nponcwsecTeni (397 yAcBAe TROPHTEALHLE W 377 HEYADRAETEORMTEALHLNY)

KaaccugmKauma NpoHCLLSCTBHM

Cuctema kracoudMKaLim cobeimvil, paspaboTadHal cneumammcramd B patote BBT, crasa nepeeim
atanom 0Bpatony MEPopMALIMKM. OHA OCHOBAHA HA NPEAMNCAOKEHMM, YTO KAMEHTBl M CAYXKAWME
SAMHEKCEO NOAHO 38NOMHHIICT YCNEWHLIE W HEYASYHBIE CAYHaM, CASACBATEARHO, AML HX aHANED MOKHO
HCMOALICRATs CAHY M TY X KACCHEHEALIIC. Te NDOMCWECTEMR, KOTODBIE HE NORAIRaNMCE KASTCH-
KALMM N0 3TOR MCXOAHON CHEME, ADAKHE! Dbl ACTIOAHATLCA CEMABTEABCTBAMM HABAMWAR PAZHOTASCHA C
PAAMHHEX TOHEK IDEH M.

OpHH CNELMEASHO NOATCTOBAEHHMIH MCCABACBATEAb 33KOAMPORAA BCE CODBITHA, Te W3 HMX, KOTOPHIE
HE NORMOAMAM HHY K OAHON KATETODMM, M3 HMCCABAOBIHMA WCKAIOMAMCH, B pESyAbTaTE CHCTEMATHIAUMM
NOoaBECEAMCE B6 CoBLITHA (11% 13 OOIETO KOMYSCTEA). OHIM MCCABADBAAMCE, KASCCHOMUMPOBSAMCE W
CORTHPORAAMCE AC TEX NOP, NOKA HE Oblaa PBRaboTaHa SaAMHER M NOCAEACBATEALHIA CHCTEME KOAM-
POBKH, OOLEAMHAILLAA NOKCKME COGLITHA B OTAEALHBIE JHAUMMBIE KATEMODHM.

Jarem OblAM COCTABAEHY NOAPCOHBIE MHCTRYKUMK NO KOAMPOBKE CoGbMai (Npunoenme). CHM
BRAKOYAM OOLLME NDABMAS AN CMNELMAAMCTOBROMPOBIIMKOE, YeTKDE ONPISARASHWE KANAOH KATETOpIM
W OCHOBHBIE NPABMAE MO KaacCkbMrkalii CobBbmil, MmeHHO Takan Npouesypa Ghina pekomeHaAosaHa
B. Neppo 1 E. Aeem (Perreault and Leigh, 1989} AAR NOBWWEHMA HAABKHOCTH M AOCTOBRDHOCTH MHGOD-
MELIM, NOAEHHDR M3 CyORXTUBHLE CYRASHWA. 3T MHCTRYKLMH WONOAEI0BANACE AN NOAFCTOBKM HOBOTO
CrELPANCTE, KOTODBIM HE MOMHMMAA YYECTHMR B KASCCHMKALUAW NDOWCLIBCTBMA. 3TOT MCCASADBATEAD

LG
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BEINOAHMA KOAWDOBKY BCex 774 coOBITUE, 0becneqyts Tem cambiv ACTIOAHMIEABHYIO NIDOBEDKY HAASH-
HOCTI ABHHOM KABCCIAGMKALIMOHHON CHCTEME.

BLIACHMADCE, YTO NOCAR ABYY KOAMPOBOK MCCAEADBATEAM AOCTMIAM COMAALLEHME NO B4% YAOBAET-
BOPMTRABHBIX M B5% HEYAOBACTEODMTEABHBIX COBBITMA. 310 AOBOAHO XOPOLUME PEIVALTAT, OCOBEHHO
ECAM YMECTh, WO KABCCHOMKAUMOHHEA CXEME, MCMOABIOBAHHEY B AGHHOM WCCAEADBAHMM, BKAIOMAET
16 kareropmie. OAHAKO B ASHHOM CAYM3E 3TH CTATHCTHYESKME AAHHLIE, BLIDEKEHHHIE B NPOUSHTHOM
OTHOWEHHM, BOIMOKHO, HECKOALKD CHW¥EAM AOCTOBRDHOCT: MEGODMALMK, MOCKOABKY OH3 B 3HAYMTEAR-
HOM MEPE 3BMCHT OT KOAMMECTEA KATErOpRMIA (Wem DOABLLE KSTEMODMA, TEM MEHLLE NPOUEHTHLIR NoKa-
3ETEAD CAYHEER, ND KOTOPBIM ADCTHIHYTO MOAHOE COMMLEHME HOCABACBATEAEH) (Perreault and Leigh,
1989). Mo 3T0R NpuuHe B aHaaM3 Cbli BBEACHH! BLIE ABE KDWTEDHR AAR OTDEABAEHMA MEDhI
AQCTOBEDHOCTH CYHARHUA, BbWD BLIMMCAEHD, IO KO3dbMUMeHT x KosHa (Cohen), uenonsiyemblin and
KOPPEKTUDOBKK BEDOATHOCTH CAyHaMHOTO COBMAAEHMA CyaeHWA, cocTaems 0,816 1 0,823 Arg yaDB-
AETEODMTEALHE 1 HEYADBANETEODHTEALHER COOBTMA COOTRETCTBRHHO. CARAYET, GAHBKD, OTMETHTS, YTO,
no mHesmia B MNeppo u B Ags, KOSGMUMERT K CAMILKOM KCHCEDBATMEEH K3K EAMHMLA M3MEDEHMA
ADCTOBERHOCTH, NOCKOALKY OH MPEANOMIGET SNMOPHOE JHAHWE BEROATHOMO DacNDEAEAEHMA OTRETOR
B KEKAOH KaTercpuu. Y41obbl vonpasuTs 370, Guh BBEAZH BABTEPHATMBHLIA HHAEKS AOCTOBERHOCTH /,
NPMMEHHMEIA K MADKETUHIOBEM AGHHEIM. ITOT MHASKS HE NPOTHBONCCTABARET OBLYIC CUSHKY SKCNERTOR
OUEHKE C Y4ETOM BOIMOXHOCTH CAYHRHOTO COBMBABHMA CYXABHHA, OH OCHOBEH H3 MOABAM ONPEAS-
ABHHOIO YIDOBHT COrAaWeHMA, CNOCOBHOMO obecneyus MCTHHHAT YDOBEHE ADCTOBEHOCTH. KDOoME
TOMQ, 3TOT MHARKS ODECNEqMBaeT ADCTOBEPHOCTL KOAMPDOBOMHONO NPOLIECCS B UEACH, 3 HE TOABKD
COFAACCBAHHOCTE CYHASHWA KCNEpTOE, MHASKC [ cocTaeka 0,911 1 0,974 440 YACBASTEODMTEABHBE W
HEYADBAETBODMIEALHEX CODLTUA COOTEETCTBEHHD.

Pe3yAbraThl M 06CyKACHKE

Mepsbirie BHASAMAN 1 OOCYAMAW KATEropui COGHTUA U NOBEAEHYECKME MOABAM, KOTOPLE, MO
MHEHWIO CAYRAIME, ONPEARAIA CTENEHE YADBAETBODEHHA MAM HEVADBASTEOPEHMS KAMEHTOS KBYECTROM
CEPBUCHOTO KOMTAKTS. 38Tem C HCNOALIOBaHMEM ASHHBIX M3 PaboTe BBT 31M peayabTaTh CPaBHMBANMCK €
BOCMOMATHEM KAMEHTOB.

Kaaccudmraums CoObITHH, © KOTOPBIX COODLIMAM CAYKaWMe

CHETEME KAACCHQHKALIAN KDMTMUECKIX COOBTWR, OCHOBAHHAA Ha NPOMCILIECTBHAX, OMMCIHHBIX KAMEH-
Tamu (BBT, 1990), BKAIDHIET TPM OCHOBHBIE MOYNNE| NOBEASHUYECKHX MOASNER CAYXAILMIA, OT KOTODLIX B
NEPEYVI0 OMEpeAb 38BMCEA YDOREHE YAOBASTBODEBHHOCTH KAMEHTOR: DRAKLMA CAYKELLMX Ha OWHOKM,
ACTTYWEHHEIE B NDOUECCEe OBCAYKMBAHMA KAMEHTOR; CNOCOBHOCT: CAYXAMY YACRBAETECEHTE Hy ALl M
NOTREGHOCTH KAMEHTOR; NDOMIoALHBIE U ADCROBCALHHE ARHCTEMA CAYXGEIMX. M2 774 paccmarpusae-
Mol COOBITMA 668 Gkl OTHECEHBI K QAHOR M3 3TWX TDEX MPYIN M BOWAM B OAHY M3 T2 KaTeropuMi 8
COCTaBe AT pynn (Taba, 2 W 3). Bee 3T NPOKCILECTEMA B ARTRARX BbiAM CUEHb NOXOXM Ha COGLITMA, O
KOTO[LI B XOAE MDSABAYLLIETD HCCASAOBAHMRA COOBWIINH KneHTw. (NoADOBHOS ONMCaHHE 31X MEyTIn 1
KATEroRHK, a TakKE NpHMERS! CoBLITHA NpHBeaesHLl B patote BET.)

BOCEMBARCHT LUECTh CRDBHCHBI KOHTAKTOB (T.2. 11% M3 obWero YMcad) He BOWAM HH B OAHY M3
BLILLEYTIOMSIHYTRX TEYTIN. AR Hitt GblAd CO3AAHE CBOR MPYTING NOA HasBaHmem “[oseagHme NPOBASMHBE
KAMEHTOR™, KOTORWIO ACOaBWAM B KASCCHGMKBLMOHHYIO Cremy kik “Tpynna 4. Bo BCex amx caydan
HCCABADBATEAM HE MOTAM BOINBrATH OTEBETCTBEHHOCTE 33 YAOBAETEOPDEHME HAM HEYADBASTBODEHME
KAMEHTOR KaYeCTBOM OOCAYHMBIHME Ha caysallnt. [piaiHa 38KN043A3CH B CaMMX KAMEHTEX, KOTODEIZ HE
KEABAM COTRYARMUETE C CEPBUCHON KOMNEHMEN, ADYIMM KAMEHTEMA MK NpeHebperasy NPasHAamH,
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TIEMHRTEWM B 3TOR Chepe B TAKMX CHTYALIMAX CAYKILLIMM CEIAD HEARTKO HEIMTH ODLLMA 831K C KAMEHTEMM 1
YAOBARTBOMTE #X NMOTPEGHOCTH, NOHATHO, WTO BCEND TEH MPOMCWECTRIRA W3 3TOA (PYNING! OblAk YAOB-
ANETBOPMTEABHBIMA C TOMKA IPEHMA KAMEHTOBR

B atof rpynne, OGLeaMHABLLER CAY-EaM NOBEAEHMA NPOGAEMHEIX KAMEHTOR, BHIAEAMAM OCHOBHLIE
YETHPE KETEMNORHH, NEPMMEDE KOTORIX NDHBEAEHE B T30 1

1. Orisgremse Caykalpi ACHG BHAMT, Y0 KAMEHT HAXOAMTCY ¢ COCTORHMM CHALMOND AAKOMOABHOMD
OMBAHEHME, MELLET APYTHM KMEHTAM, NMHMHEET HEMAAO NPOGaem OGCARHBAIOLLIEMY NeRco-
HAAY 1 HADYLLIBET SAFCNEMATHYIO aTMOCDR[DY CERBHCHO NDEANEHATIA B LIEACM

Q. Caosernne i guuneckoe ockopaene CBOWMM CAOBAMM M ASHCTEMAMM KAMEHT OCKOpROMeT
CAYXALLETO CEPBHCHON SHOMBL HAM ADYTHY KAMEHTOS

3. Hapyueisre npass KOMIGH KAMEHT OTKS3HIBAETCA CODNOAGTE NPaBHA, 8 OBCAYKMBAICLIMIA
NEDCOHAA NBITIETC JACTABMTE EMO ITO ABAITE

4. HewesdHue colpyHiaTs KAMEHTEl BepyT Cebn MyBo, HE KEAJ0T COTRYAHMYETE € OBCAYKH-
BAIOLLMM NEPCOHANM M BLIABMraIOT HeeBOCHOBaHHEIZ TREBCBAHMA (10 MHEHUKD CAYKBLUMX, Ta-
KU KAMEHTOR HEALI YAOBAETEODMTE Kak HY CTIPSACR, TIOCHOALKY ORI CaMM 3TN0 HE HOTAT

TouKa 3peHH OBCAYIKHMBAIOWETO NEPCOHAAA HA YADBACTBOPHTEAbHBIC
M HeYAOBARTBOPMIEAbHbIZ CePBUCHLIC KOHTaKThI

CBCYAMM YBCTOTY ¥ NPOUEHTHOE COOTHOWRHME DatAMYHBR CAYIEEE YAOBASTBODEHHR M HEYAOBAZT-
BOPEHUE KAMEHTOB 1Q BCEM YETBIPEM MOYTINaM i 16 KaTeropusam COBLMAR C TOMKM IDEHMA OOCAYKHBIIO-
Lere nepcoHasa (Taba. 4) CASAYET MOMHKTE, YTO ASHHEE, NPEACTASAEHHLIE B TabaMUE, OCHOBaHL Ha
KOHKDETHOM KOAMYECTRE CIIMCEHHLX B XOAS ONRPOCa COBBITHI. DakTHMUerkylo YacToTy TOMD MAM MHOMO
NPCHOILECTBHA M3 KEWADH KOHKDETHOR FOYINS MAM KaTErODHU HE OCHOBaHMM 3THX AJHHLI ONpe-
AEATL HEALIR HE CASAYET TAKOKE ABASTB BBIBOA O NOSILEHHON SEKHOCTH KaKoro-wmbo NpoMcecT-
BUMA H3 OCHOBaHWM TOMO, WO OHO Yallle Apyrvx BCTPeYaeTcs B Ceoel xareropwd (Wilson-Pessano,
1988} B 1aba 2 npeacTasetbl BOE ABRHLIZ, HO B STOM 0OCYRACHHA Mbl BOAEE NOAZOSHD OCTAHOBMMWCA
H& YETHDEX OCHOBHBIX TEATINEX AN NPOCTOTH AMCKYCCHM BCE NPOUCILIESCTEMA, ONMCaHHBIE OBCAYKUBAIO-
LA MELCOHAAIM, MDOSHRABUPOBSHE M PacNDEAEASHH NO DaHam HA OCHOBAMIHM TOMD, KaKoB Obla WX
MEOUEHTHLIA NOKE3ATEAL B YETHIPEX OCHOBHLIX MEYNINEX NPOMCLLISCTEMAL

Koraa KAMEHTH Sbiad HEACBOARHE YIROBHEM ODCAYRHBAHMA, NEPCOHAA CERBHCHOM KOMMAHMM, KK
NPABUAD, OOBLACHIA STO BHELUHMAMA MEMUMHAME — HEACCTATKAMH CHCTEMS OBCAYKUBEHMA WAM Henpa-
BHABHEM NOBEAEHHEM KAeHTOB. TPV STOM, K3K Mbl BHaMM (TaBa  3), CAYHEM HEYARMHONO OBCAYKMBAHMS
yYalle BCEro ODBACHAITCE HECOBEPINEHCTROM CHCTEMB OOCAYRMBEHMS (B Tpynne 1), 33 Hen CagpyeT
MoYNNE 4, B KOTOROMA MNEeACTaBACHE CAYMEM HEYAaY CEPBMCHON NPOLIECCa, BhBBIHHLIX NOBEABHWEM

X KAMEHTOB. ECAH YUMTHIBATL TEODIO NPUNMCHBAHWE, TAKOM DEIVALTAT ANOAHE NPEACKAIYEM
Kak 128eCTHO, 3Ta TeOPMI OCHOBAHA HA MDEATDADNEHUH, YTO, KOTA3 Y HEADBEKA YTO-AMBO0 HE ASAMICS,
OH CKAOHEH BMHMTL B 3T0M BHELIHME CHMTYaTHEHEE (GaKTopbl, 8 HE CBOM COOCTBEHHLIE HEAOCTATKM
K rpynne 2 OTHOCHTCS OTHOCHTEABHO HESHAUMTEABHOR KOAMHSCTBO NPOMCLIECTBME, NDBASKLIMY 38 cobol
HEYACBAETBOPREHNE KAMeHToR, B STOH royrne & EOABIUMHCTES CAYYAEE KAMEHTH OCTANHCh HEADBOABHBIMM
M3-33 TOMD, YTO OOCAYMMBIDWMMA NEPOHaA HE CMOT YADBAETEORMTE TEX MAM MHEX MX NOTpeBHOCTER
BCAGACTEME OFPaHiYeHMH, CBAISHHLD C 3aKOHIMM M NPABHAIMY, ACHCTEWMOWMAMA B WX ODVaHM3aUMH
CASADBATEABHO, W B STOM CAYMAE CAYXALUME OBBHHAIOT B HEYAdHe BHELHKe GaTopel MeHblie Boero
CAYHSER HEYADBAETBODEHHA KAWEHTOR BOLWIAD B MPYTHTY 3, B KOTCROM NDEACTABARHN MEMMEDE NpOK3-
BOALHOIO HEFATHBHOTO NOBEACHMA CAYHKALLMY (PyEOCTh, HEBHMMATEALHOCTE). HO M 3A8CE MAAS KTO M3
HUX BHHHT €208 B TOM, YTO KAMEHT OCTAACH HEACBOARH
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TABAMLA 1, TAMNA & nPidEps, COBBITHA, BLIBAHHMIX AEACTBHAMM IPOBAEMHE RAMEHTOR |

Cobbkithe

HeysonAeTeopeHHLIR KAHEHT

Y A0BACTROPEHHEIR KAMEHT

OnegHeHKe

MeAHBIA NICCIKWP HaYan NPHITABATE K CTIAPNSCCaM, OfHa BoINMMELWA MO Bpern noneta

M3 KOTOPLEX NONPOCUNA ero NpekpaTuTE Deackpaiue,
DAHBKO OH He YCNOKOMACA WYLAPWn ApYroro faccakmpa
BuI3sBaAM BTOPETS MUROTA. UH NONPODAN Abisora
MNACCa¥MPE CRCTE HAE MECTO W OCTARHT b OKDYRAHHLIMYE

B NOKOE, HO TOT OTK3IANCA 310 CASNaTh.

Toffa BTORMR NMACT YCAAMN NACCAKMPE B KPBCNO OUNGH

CnosecHoe ¥ gpuavueckoe ockopbneHite

CenbA M3 TpEX YeNoBey 3akaabeana B peciopake obep,
1 B KaKORM- To MOMEHT oTell yaapun peBedka Cuamuui
HENGOANEKY NOCETHTENL NMKANOBANCA MEHALKSDY,

KOTOpRIf MofesHo Nnonpocui CereRtTEO NoKMHYTE pecTopan

He nepeq yXogom oteu cBpoadn Ha Non Bee Tapenk
1 SOKANE, KOTOPLIE HAXCAKNMCE Ha CTONE

HapyweHue npaBrn KoMnaHun
MATERO YENOBEK HAXOMMNHCE B MOCTMHMYHOM HOMEDE,

OHW HE OTEOYANI HA IBOHKM Ha NPOTANEHUN ABYX 4acos,

MOSTOMY COTEYRHWKaM POCTHHMLL M OXPaHe NPALINGCE
CUNGH BAOMHTLCA B HOMED, FAE OHW OBHa pysMn1 canux

NRCCMUD HAYAN MPOMED
FOROPKTL, Pa3APAMaR STIM
OCTankHLIX AKAER CToapaeccs
cnpocuna ero, cobupasTca nn
OH NDCNE NPWEEME HUA
CANMTHCR 33 PYAb 38TOMODKAR,
W [ PEONoHMANa ehy BhiflidTe
kope Beinmi koge, naccamup
CTan HaMHONS CNOKCHHER

W opyxenobies

Het

Het

NOCTOAMNRLEE, MPWHRMAKHEME HApKOTMKK Bri3Eani Nonuumo

HexenaHue coTpyAHKHATE

Korpa afiHor My»HKHY B pecTopake Rposeny 3a ero CTOnWE, Het
OH CTpallHG pACCepOMNcA Wi-38 TORS, YTO CTONWEK 0Xasanc

HE ¥ OkHa. B pecTopate Buing MEOMD RIGOEA, W NOATOMY

ofuumanTa nooBewana eMy NPeACCTARUTE TaKoN CTONWEK,

HO TONEKO YapeZ NOAYACE, KNMeHT OTHA3IaNM ¥ aat

W C2n 33 cBod cTonAME. Ha npoTRxeHne Boeno YMHa

OH XANOBANCR W BblLEN W3 peCTODAHE, He aCTABKE

SPUUMaHTAM 438B Y
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Camplid SOABLIOR NMPOUEHT NPOHCWECTEMA, 38 KOHYMBILIMXCS NOAHEIM YAOBASTBODEHHUEM KAMEHTOR
(€ TOUKM 3PDEHHA CAYNAUMK), NPMXOAMTCA Ha IPYTINY 2, B KOTOPYIO BOWAM AERCTRMA MepCoHad B
oTaeT Ha TPeB08aHuA 1 NPOCLEL| KAMEHTOB, MCNTH NOADBHHA YADBAETBODEHHBIX KAMEHTOB, O KOTODLIX
coobUMAM CAyRaLME, OOLICHART CO0E BMEYATAEHME YETKMM COTABCOBAHWEM CEDBUCHOM CHCTEMS
C HYKAMM KAMEHTYOBI. YCMEx B TBKMK CAYMERX CAYXAWME NMPMIMCLIBAAM OOLIHHO CBOEMY YMEHMIO M
HKEAIHAD KOPPETHROBATH CBOIM ASRCTEMA B COOTBETCTEMM C KOHKDETHOM ODCTaHOBKOR. BToOpOM Haki-
EoAEE MHOTOMHMCABHHOR MEAINIOH YACBACTBOREHLI KAHEHTOB Ghiad MEyTING 1. 3AeCh COBPaHM AOBONHD
HHTEDECHEIE CAYYEH, MOCKOALKY BCE CHY HEYHHAAMCE HEYAAYHO, HO 3aKaHYHBAAMCE YCNeIWIHO BARroaaps
YIEALIM ARHCTBUM OBCAYRMBIIOWETD Nepcodad. DM 3TOM CAYKAWME OTAMYHC NOMHMAM OO 37X
NPOMCLECTBMAX W CHMTAAK, YTO HMEHHO MX YMEHWE MCNDEBASTE CHTYBLMIO NDMEEAD K TOMY, YTO KAMEHT
OCTAACA ADBOAEH OOCAYRHBAHWEM. CREBHMTEARHO HEIHAYMTEARHOE KOAMYECTEO YCELIHEX MpOMCILeCT-
BHA (M0 COSBHEHWIO C MHEHHEM KAMEHTOBR) BOUWO B Fpynny 3, B KOTOPOWH NPEACTABASHBI CAYYAM, KOTAA
YAOBAETBOPEHME KAHEHTOR COBSCHINOCE MPOMIBOABHBIMM W ACDDOBOALHBIMM ASHCTEMMM CAYKALLIMX.
BOBMOXHD, 3TO OEBACHRETCA TEM, YTO CAYREIME HE CUMTEAN CBOE MNOBEABHUE B 3TMX CAYMENK “CNoH-
TaHHbIM", 3 3AMNOMAHAAM &0 C CBASH € KOHKPETHLIMM BHELLHMAM MOMUMHAMM (HANDHMED, MIMEHEHHE
NOTREGHOCTEN KAMEHTS, HEYARYHBIN CePBMCHNA Npouecc). W HakoHell, B rpynne 4, B KOTOPOR BhlAM
coOOPaHs NPOHCWECTBHY, BHIBAHHBIE NOBEAEHHEM MPOEARMHBI KAMEHTOE, YACBASTBODEHHIX KAMEHTOR
NP3KTHYECKM HET. 3TO W HEYAMBMTEARHO, NOCKOABKY BECHM3 TIWAHO TNDeACTEBWTE CHTYAUMEID, KOfA3
MPOGHEMHLIA KAMEHT MOKMASET CEPBHCHYIC KOWIEHMIO ADBOABHBM, 38 HCKAIOYEHHEM ACACTEHTEASHO
OUEHE M OYEHE HEODBINHbE 06CTOATEALCTE.



TOUKA 3PEHMA CAYKALIMX HA KPUTHMECKME COBLITWA B CEPBMCHOMNPOLIECCE & 167

Tun np-uur.mmhn

3 | ﬂﬂnm&npﬂw&ww HeyiomactsopuTeAbtioe ~ Beero
rpyrmanuarerupnﬂ Km-m % . Konso % Hun-au_ 1

:I'p:,mna 1. Feamun mym:au;ux Ha oL uﬁm nnnymeunhta B npnuec:e nﬁcnjmmaauun
Ha HeBO3MOXHOCTE - - .,"._.3__1 } }'E ‘_ - EE - 68 8,8

-*"Pﬂﬂﬂﬁﬂm}rﬂﬂ}fr}' ORI ' S :
.. Ha ME,QHJEHHDE - 23 .. E,ﬂ - -I';EE A .12'?, o 9,2 ..
:cﬁ:n}mmEaHHE T ST : :

Ha ppyrue: Hemaqﬁ 55 13,9 o 292 0 W8S 23
.npwnpe.qncraane:—mu R L
| DCHOBHOW yCIyrid

_Il’i'rurn,rpynnﬂ W08 275 195 51.?_ 304 . 393

.l'pyrlna 2. Faaxuuncnymaumx Ha npm:hﬁhlu'rpeﬁuaannn KITUEHTOR - S
Ha knvieHToB - . __."_EG' s, ED 2 14 - 7 84 12,1 -
co meqnc}:mecmuu L SRR S B
novpeBoCTAMM” R ..
.Hahpe.anuqieum"'- S99 249 0 43 M4 MMz 183
-Ha nmuﬁm kventoe, - #0028 - . 0 - 00 T 14
ﬂpmHaHHHEHMH IR WUl e N
Hanoteuanewo W 15 5 .3 i 14
- paspywinTenkHbie - - : T AP . S

- DercTenA

- OKpYXalolx o ) e ) :
Wroro,rpynna2 196 . 494 62 164 ° 258 . 333

I'pfnnai ﬂpuhaaanhﬁuanﬂnﬁpaﬂunhﬁhle p.euc'rsun nep:nuaﬂa | S

- BHimanme, }'ﬂenem-lne 430 108 6 1E 43 63
KIWRHTAM . =" s o
Henprgbimeie, - 0 25 . 63 28 74 58 . 68
--nencrannmyxamm e L R TR
Nomeperwe ~~ . 7 .18 -~ 3~ 08 10 13
-Z_aﬁcnymwuamm_erq-' LT s e T

MepCoHaaB KoHTekaTe - . - - - %

KYNbTYPHBIX HOPM . -




162 & YACTE |, KAKOHEBHE KOMUENUMM K NOHATMS

.. Iq- :ll i

‘1|][IJ} i

o 439£‘§ev%3‘&5‘i‘3 e

MW@wm e T R e T e el

CpaBHHTEAbHAT XaPaKTEPMCTHKA MHeHMIH 0BCAYRUBAIOWErO NePCoOHaAa
H KAMEHTOB

B Tafn 4 ASHHBE, NOAYEHHBIE B XOAE ABHHOTO WCCAZAOBAHMA, OOBEAMHAOTCR W CPABHUBAIOTCA C
MHPODMILMER, NOXYHEHHDE B MCChSA0BaHMKM BET (B NPOUECCE MOTOROID MIYYAAMCE MHEHMA KAMEHTCB
DTHOCMTEALHO MDMYMH BBICOKOTO MAM HMIKOMO XeCTRA COCAYHMBaNE), [TOCROALKY B 3THX ABYX MCCAZ-
ADBAHHEN CAYMALIME M KAMEHTE OFIMCHIBIAM [PaiHue OO, NOA0DHOE CRAEBHEHHE W TEOpEeTHYeckHE
NOACHEHMA HOCHT WCTO TECRETHHECKMA, YMOIDHMTEABHER XapakTep. KOHEYHO, MEl OCHDELBISMOR Ha
KOHUENUMAX TEODHM DOASH M NDMIMCBBAHMA, YT0 NOZBOAIET 8 OMNDCABACHHON Mepe OBbacHMTE Hatwo-
ABEMYIO HEN DAZHHLYY BO MHEHMAX ABYX TEYTV PECTIOHABHTOR, OAHAKO BNOAHE BOWMONHO, YTO 3718
PAIHMUA CTAA3 CACACTEWEM BADMALMA BLIDODOK MAM DALMY MEM COBOKYIIHOCTH MDOWCILECTBMH, Ha
OCHOBE KOTOPLX SbiAk COCTEBACHE! 3TH ABE MOWNG. COAHIKG, YuMTMBAR TO, HBCKOMKD OCTOPRCHHD H
TIETEABHO NROBOAHACA CEOP HHGORMBIMM, YTOGH M3GEKITE CHCTENMATUYRCKON HEODBLEKTHBHOCTH: TO,
Y10 ©63 HOCASACRIHHA MPOBOAMAMCE B DAHOM H TOM XE TOPOAS H Ha 5a32 OaHMX H Tex Xe Tpex cep
CEPEMCHON AERTEALHOCTH; YTD B 0O0HR HCCASACBIHMTX NDHHMMAAH Y4ECTHE B DCHOBHOM OAHH M1 Te Xe
CEPBMCHBE KOMIAHNM, NOAYIEHHLIE TEOPETHHEKHE OO BICHEHMA H PEIYALTATH MONHD CUMTATL BIOAHE
AGCTOBEDHBMA W HAASKHBIMH,

BosAuyio HACTe NPDOWCLECTEMA, O KOTORRN B XOAZ ONPOCE PACCKAILBANA CAYMALME, MONHO
OTHECTH K QAHOR H3 TPEX OCHOBHER MCHDAHBIX TRV I OAHOH M3 19 KaTEropH, HTO CBMASTEALCTEVET O
TOoM, HTO BO BIARAGX CAYESWMK WM KAMEHTOB H3 YAOBAETBOPDEHHOCTE M HEACBOMCTBO MOCAZAHMY
YPOBHEM OBCAYKHBIHHA CU2HE MHOMO CEIErO. BCNOMHMTE, YTO DeYb HAET O OTHOCUTEABHO DY THHHbIX,
MOSCEAHEBHBN CEPBMCHBD KOHTAKTEX M YTO B 000MX MCCAZAOBIHWIN PECNOHASHIN Gbivd OMbITHLMA
CAYNBLUAMA CERBMCHOM Chephl, OaHakD HECMOIDA HA 310, MOABABHME TOYNNB 4 M 3HIYMTEABHBIE
HECOOTBETCTEMA B YACTOTE W NDONODUMOHBALHOM COOTHOALIEHMMA, KOTORME Mbl HIOAOABEY 8 TDEX MOXOAHI
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FERYNaE, MPEANCASIAIOT TAKKE HAAMMME DATHOMASCHA B MHEHWSX DECNOHASHTOS. HMepapxm-eckud
AOTAMHERHEE BHEAMI, HATATAHD OTOBpaReHIA B Tala, 4, CBMAETEABCTBYET O TECHOM TREXCTOPROHHER
BIAMMOCERIH MENYY BCEMH OYNNasmi (1, 2, 3 an 4), YRIRIBAET THN DelyAsTara oBCAyRHMBaEHNA
(VACBAZTBORMTEABHOE MAM HEYADBAETEORMTEALHOE) W WCTOYHKE, NOAYYEHHORA mdguopuaunu [CAVRALMR
CEPBHCHOM KOMNEHMM WA KAMEHT) (MIMEHERME MOKIIaTEAS NPABACNCAcEIa LRx"=8,17; p=0,04).
CylWBCTEYET THKHKE HBHAN ABYXCTOROHHRA BIAMMOCERSD MEXAY TOYNNOR M HCTONHMEOM HHGODMALMA
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o npowcwecteMu (LR.x'=9263,31; p<0,0001). BCreaCTBME TaKOM TPEXCTOPOHHEN B3aWMOCEAM
DeIYALTATH YCTISWHBX 1 HEYATUHBIX CEPBMCHLX KOHTAKTOR OOCYHASIOTCA OTAEARHO. B roynnax 1 m ¢
COOTHOWERHNE CAYKELLIAX 1 KAMEHTOB, IOBEAGBIIMK O HEYAOBAGTBOPHTEALHOM KAUECTEE OBCAYKHBESHIS,
NPAKTMYECKM PABHO. SHAYMTEABHOE PECXOXACHHE HEOAOABETCE MEKAY TDYTINGA 3, BRAIHAIOWEH 8
CCHOBHOM TPCHCIIBCTRMA, CIMCAHHER KAMSHTaMM, W TRYINOH 4, B KOTODYID BOUAM TOARKO T NPOWC-
WIECTRIAR, O KOTODHK COOBILAM CAYXALLME. DTH PEIYALTATH BECEMA IAKOHOMEDHDI, YWMTHIBAA HALM OXM-
AFHMA, OCHOBAHHBIE HE NEDEANCADNKEHM OO HEODBEKTHBHOCTI HA OCHOBE TEODMM NWIHC kBaHKA. Tak,
CAYKALME ABAEKO HE BCEN A3 IOTOBbI COTABCITLER € TEM, HTO HEYACBACTBODEHHOCTD KMEHTOR BHI3BAHE WX
MACXAM OTHOWEHKUEM MAM CNOHTAHHBIM NOBeAeHHEm. C ADYTOM CTOPOHBL KAMEHTEI, HANDOTHE, CROPLE
COBMHAT B HEYASHE CAYKELMK, HEXKEAM Camix cefn, O 3ToM, HaNDHMED, SBHO CBMARTEABCTBYET TO, YTD
KAMEHTH HE COOBLIAAM HI 08 DAHOM HEYADBARTEODMTEALHOM MDOHCWECTEMM, MPMYMHOR KOTOROTD GbinD
Wt cobicaeHoe NpobaemHoe NoBeseHMe (Fpynna 4). Pazsme B TOM, KEK KAMEHTH 1 CAYRAWWE BCO-
MAHAIOT 08 YADBACTBODMTEAHEK NDOMCILEC TAMAK, TOXE OHRBMAHQ, YOTA M HE HACTOALKD, KAK B CAYYEE C
HEY AOBAZTRODWTEABHBIMM, ASHHAA CHTYBLMSA BNOAHE COFABCYETCS € TEODMEN NDMINHCHEaHMR, COMASCHD
KOTOPROH B CAYYSE HEYASU BOZHMKEET HAMHOTD BoAbLLIE DA3HOMASCHA, Yem Y Caydae ycnexa. Tak, B
NEPBOH W YeTBEDTON rpynnax 08 YCNewHbIX CepBMCHLIX NPOUCLUBCTBUAX MOBEABAD OAMHEKOBOE KOAK-
YECTBO KAMEHTOB M CAYKALHY. 3HAMMTEALHOE DECKOKAEHHE HaONCARETCR MEXAY MEYTINOR ¥, BRAIOHEO-
LWEH B OCHOBHOM COBBITHS, OMMCEHHBIE CAYXKSLLMMA, WM TEYTINORA 3, 6 KOTOPYIO BOLLAW NPEMMYLLIECTBEHHO
COBBITHA, O KOTOPLK SOOI KAHMEHTH.

3HaueHHE AAl MCCACAOBATEACH

O606Wwalowmi XapakTep cXeMbl KASCCHPHKALIMK CEPBHCHBIX KOHTAKTOB

Crpomdas BEKHOCTE W NONEIHOCTE SORPEKMBHEIX KAGCCHEHKILUMOHHEIX CXEM AT TEODETHHECKHK
OBOCHOBIHHA M NPIKTHMUECKOND MPHMEHEHWA NOAYEPKMBAAICE KaK CoUkonoramd (McKelvey, 1982), Tak
M CNELMAMCTAMH No Mapkenry (Hunt, 1991, lovelock, 1983). OaHaxD CeroaHA B MADKETHHIE CHEHb
MEAD TEKMX CXEM, B OCHOBHOM M3-3a TOTD, HTO BOMbLIES YECTb M3 HWX DEAKD NOABENTEASCE NPOBEPKE
BOSMEHEM 1 B KOHKDETHOM KOHTEXCTE.,

ASHHOE HCCABACBEHME BHECAD CBOH BKASA B 3TY NPOTDamMmy. Ero u2ab 3akaoHisacs B NPOBEDKE
HODSKTVEHOCTI 1 BORAOKHOCT OGO0IEHMA ASHHLY € NOMOLLIED KAACCHPMIALMOHHON CXEMb! MDMUMH,
KOTOPBIE NPHBOAAT K YACBAZTEODEHMIO HAH HEYACBASTBODEHHIO KAMEHTOR CEPBMCHbM Npoueccom (BET).
ECAM KABCCHDHKALMOHHAA CHEMS MOKET MOMMEHRITECE B DE3HBIX CHTYSUMAX (8 HAWWEM CAYNEE, HBMDMMED,
B PA3HDIX KOHTEKCTAX CEPEMCHONO DimHeCa, a Takke AN OLUEHKM BHYTDEHHMX W BHEWNMY CepBMCHLIN
KOHTAKTOR) HAM AAR OUIEHKM MHEHMI Pa3HbI KATEMODHA DECNOHASHTOR (HaNPHMED, KAHEHTOR M CAYXA-
H{HX CEPBUCHBIY OPTaHIM3ELMA; KAMEHTOR-IPDSACTABHTEARH DAZHBNK KyABTYD), TO OHE CHHTAETCH HAASKHONA
M NPSACTEBANET KaX TEOPETHUECKYIO, Tak M NPEKTHYECKYIO UEHHOCTL. CABAYET OTMETWTL, HTO ADYTHE
MOCABAOBIHH B STOM HAMPDIBAEHWH TEKKE NOATEEDMARIOT HAIAMNWE TREX OCHOBHLIX MTYNN MOBeASHYeC-
K MOABNH, ONPEABAEHHED B XOAe MCCAeAOBAHMA BBT, B KOHTeRCTE POIHMYHON TORFOBAM 'I'.'I{EII'!-",-’,
Hoffman and Davis, 1993) v npu maydeHkm npovik 16 chep notpedutesscrkiax yeyr (Gremler and
Bitmer, 1999). Takmm OG50a30M, OHE NPHOERETAET 2lIE BOnbIMIC LEHHOCTE, NIOCKOABKY NO3BOAET ONpe-
ACAHTE NOAABIOLLMETH DEOBLEHMIO “NOBEARHYBCKHE MOAEAH B CEPBHCHOM NpoLecce”,

PesyasTami HALEro MCCACAOSAHMA NOATBEDNABOT LEAeCOOOPIIHOCTD BLAEACHMI TEX, Me KaTero-
pHiA, YTC Gkl MPeACTABARHL B NEPBOM HECASAOBIRAM, B XOAE KOTOPOO MIYYAADCE TOARKD MHEHUE KAW-
EHTOR (33 MCKANDHZHUEM My “NPOBAZMHBIY KAHEHTOB ™). ACDABNZHWE ITOH HOBOW (EYTING YCACKHAST
KASCCHDHKBUMIO, O YeM Mbl PACCKIKEM ABALLLIE.
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MpobAcMHbIE KAHEHTDI

OaHkh M3 OCHOBHLX DEIYALTATOR HALWEND MCCASADBAHMA CTaA BHIBOA, YTO NDMUMHON HEYADBAST-
BODMTEALHOMO CEPBMCHOND KONTAKTA MOMET Bt HENPIBMABHOR NOBEABHME KAMEHTOB, T.6. NPW3HaHME
$aKTE, YTO KAMEHT HE BCEraa NPas. Apyrie NosoOHbie MCCACADBEHWA TAKKE NOATBEDXABAM HAAMYME
NpoBaemhbx kweHTos (Lovelock, 1994; Schrage, 1992; Zemke and Anderson, 1990). K. A3BAOK,
HAMNBMMER, MEEAADHMA ASKE CNEUMANEHEIR TEPMMH “HEACDDROCOBECTHLM KaMEHT™ (jaycustormer) asd
OBOTHAYEHMA KAMEHTOB, KOTODMIE T3K %E ' HEMPIBHABHG NOTREBANIOT YCAYTH”, KSK MAOXHE, HEBHMMATEAL-
HBIE NEWexoabl (jaywalker} NepecerarT NPOSIy YaCTh YAMUL B HEADIBOAEHHOM MECTe. Hawe woche-
ADBEHHE TKKE NOATEEDHATET CYLUSCTROBAHME NDOBAEMHED, KAMEHTOR, KOTODKIE, NO CyTH, CaMM CTAAM
NPHYMHON CBCEA HEYACBAETBOREHHOCTH CEPBUCHBIM KORTAKTOM

XOTA HHKTO HE CAMOM ABAE HE BEDWT B TO, YO KAMEHT BCETAR NPAR, CELBMCHLIE KOMMEHMM HEDEAKD
CCHOBLIBAIOT CBOID ABATEALHOCTE HE STOM MOCTYAATE, 3 MEHEAXEDEl 3THX OpfaHv3auMi Tpetyior of
CROM MOAMMHEHHE OODALIATECE C KAMEHTAMM TaK, K3K OyATO T BCErAS NDABRLL. MOKHD W HE FOBODMTE,
YT TAKORA MOAXOA, MOMBOAMT K TOMY, HTO Y GUDMBL HACTO BOIHMKAIOT NDOOAZMB, @ CAMM MEHEAKE[ K
GECAYRMBAIOWMA NEPCOHaA PAOOTAIOT B YCADBMAX NOBLILLEHHOND CTDECCS (O BAARHMM HEMPIBHMABHONO
OOPALLEHMA € KAMEHTAMM HA MEPCOHEA M B UBADM HB OpTakialine Cm. Hochschild, 1983) Ymenue
MOHMMETE NPOOAEMHBEK KAWEHTOR MOMORET AyILLE Pa3oBPaTsCs § NPHUMHAX BOIHUKIOLLMY NROoBaes.

Jaece CYWECTRYET MHOKECTEO BAXHLIX BONPOCOR, KITORLIE HEODXOAMMD MCCABAOBATE. Kakke mpos-
AEMEI COIASIOT KAMEHTH? Kaie M3 3T Npobsem BOSHMKAIOT Yale BCero? Kakmve KAMEHTH CHMTanTes
NpoGHemMHeH? [TPK Kakkx OOCTORTEALCTBAEX KAMEHTE! COBARIDT BorbLLIE MAM MeHbILE Npobaem? Hio ae-
A3Th MEHEANERY, HTOD6 BhSEMTE NDOBAEMHBI KAMEHTOB, W KaK CAYSKALLIME MOMYT W ACAXHB BECTH cebs
£ HAMMAT

AGHHDE MCCABADBAHWE HINMHAZTCH WMEHHO © COTBETE HI 3TH BOTPOCH! M BLIABAZHWMS COCHOBHbIX
NOBEAZHYECKHY MOABAKEN, XAPAKTEDHEX AAR NPOBASMHEN KAHEHTOR. ECAM YYECTh NPHPOLY MCCAEAYEMBIX
Hami CPen OBCAYMMBIHMY, TO KATETOPMH NOSEASHUBCKLMX MOASASH, BHASASHHHIE HaMM B Npouecte
MIYHUEHMA DAIAMHHEIX CAYHEER, BMOAHE JBKOHOMEDHE. Bre DAcCMOTIDEHHME HAMM CEPBUCHEIE oheptl B
TOH MAM HMHOR MEDE CBRIAHL ¢ NDSACCTABAZHHEM €A M HANWTKDE, B TOM YHCAS W SAKOTOALHLE, Awban
PACCMATDMBAEMAA HAaMM YCayra TPeBYeT OT KAMESHTOBR BCTYMAZHMA H3 ONPEASASHHER NEpPHos B
HENOCPREACTBEHHYI BAMIOCTE € ADYTHMM KAMEHTEMM, NOCKOABRY KAMEHTH DECTOPAHOR, ABHAKOMNaHHEA
M FOCTHHML QUEHB YBCTD HBXDARTCH CPEAM DOABLIOND CKOMAEHKT AIOAEH W MM NDIMXOAMTCS ObUaThea
C ADWTMMM, COBEDLLEHHO HESHAKOMBEWA M AOxBMI. KaK mbl yRE YTIIOMMHANAM BHILE, NDOBOAMMOE HaMM
WCCABAOBEHHE OCHOBAHO HA CHEpax, B KOTORMK NPEeADCTABASIITCA Y THHHLIE, XOPOWIO HIBECTHLIE KAM-
EHTaM BUAR Yo, M HakOHeW, B BOABLUIMHCTBE CAYYSES MIYMAEMHE HaMM CRDBMCHHE KOHTBKTH NoADazy-
MEBSICT BISMMOAEFCTEHE KAMEHTOR C OOCAYAMBIIOLLIMM NEPCOHAAOM HE EAMHOSDEMEHHOR OCHORE, T.2.
Ha OCHOBE CABAOK, 8 HE NPEAYCMBTDMBIIOT BCTYMAEHWA WX B KBKME-AMO0 ADATOCROMHLIE BIaMMOOTHOLE-
HIAS, W PEKTOPL] MOBAAAM HE Camy CYLLIHOCTE MOAKETEORMI YNNG 4. Mbl MCOAMM M3 MPEANOACKE-
HWR, 4TD AHHBIZ YCACRMA ORAGLIBIIOT IHAYMTRALHOS BAMAHME H3 NOAKATErOPHHM NPoOASM, BOWEALIMX B
FEYNITy 4. Tamm 05pazom, NO HALLEMY FTAYEOROMY YORKASHUIO, HECENOAMMO NPOBECTH AOTIOAHMTEALHOE
MCCAEADBAHHE, HECMOTA HA 10, YTO OCHOBHME KaTeropmi NROOAEMHEN KAMEHTOR BCMALIBIIOT Ha No-
BEPRXHOCTE 8 AODOM CAYYIE, KOTAA CEPBMCHBIX CAYNAILMX NPOCAT NPHBECTH NPHMEDBE HEYADBASTBOPM-
TEALHLE CePBMCHLIX KOHTaKTo8, YTo0HW ONPeasiHTE ADYTHE NOAKITEFODWH B 3TOR MOYTINE M CEA3aTH TMN
MROGAZM € KOHKDETHLIMLK YCAORMAMM TOM 1AM MHON CEDBMCHOR CHEDE M KOHKDETHBIMA CEMMEHTAMM
NoTpetuTeAs,

Mot MABHTADUUMDOBEM NPOBAEMHEIN KAMEHTOR H3 OCHOBE MIDHYMH X HEYADBASTBODEHHDCTH Cep-
BMCHBIM KOHTEKTOM, CAHEKO CYLLIECTEYIOT M ADYTHE THNE ~HENDEBMALHED KAMEHTOR™ . Hanpumep, saske
SCAU KAMEHTS BEAYT Cefa KAk CASAYET, OHMW HE BCeraa SHIBAIOT “XOpOLWMMA™ AA ORTSHWESLAM, MOCKOALKY
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HE NPEACTEBAAIST LIEACBYIO YAMTOPMIO OPTaHMALHM AMGO ADATOE BREMA HE NPMHOCKT NDWBLIAY, & WHOT-
AR OHM MPOCTO NCHXOAOTMHECKM HECOBMECTHM € OOCAYHMBIIOWLIMM WX NERCOHAAM, C €ro MaHepol
OECAYRMERHME AW E3KIMM-N00 AMYHBIMA KadecTRaMM Cryxawmx (Lovelock, 1994, Zathaml and Bitner,
1996) GOPMUROBEHHE NOAHN K 3EKOHYEHHOM XOHUENLMA NROCASMHBIX KAMEHTOR BLMOAMT 33 NDeagAbl
OOCYHACHHA ASHHOTD MATEPUEAS, HO, HECOMHEHHD, B ByAyLLIMX MCCAZACBAHMADY CRELMAAMCTL! CMOTYT C
BOABLLOH NOALION HCNCABIEITE BRIABAEHHBIE HaMA KATETORMM NPOBAZMHE KAMEHTOBR AR COCTABACHIS
BOAEE WHDOKIX KOHLIEMTYSAHEN CXEM

3HaveHHe TeopHM

Teopim POASH M CLIBHAPHER NIDEANOASMEIOT, YTO KAMEHTEl M CAYMAWME, NDMHUMAIOILME Y4arTHe B
EAYTHHHBN, XO[OLIG NOHSATHEX CERBMCHNY BISMMOARAC TEWSE, MMEIOT NOSKTHHECKM OAMHAKOREIR BArARA Ha
CBOM POAM M HA TO, KAKOH NOCASACBATEALHCOCTH CODBITMA CASAYET CHMASTE M KaKWE NOBEABHYECKHE
WABAOHH MCNOALIOEATE Tk CEPBMCHER KOHTAEXIOB, MCCAGaYEMBIZ B 3TOH paboTe U uiydenHse B npe-
ABLAYLIEM YIIOMAHYTOM HaMH HICABAOBEHHM, MDEACTAEASIOT COBOM KaK D33 PYTHHHBIE (CAHOODDEIHLER) U
YACTO MCNOABIYEMBIE YCAYTH CAMHEKOBOE BIMARHKE OCHOBHBEX 8CNBKIOB CEPBUCHOO NPOLIECCE ADAKHO
APMBECTH K HOPMUDOBAHWO OBILEIO NOHATSA OTHOCMTEAEHO NDMYMH YADBASTBODEHHR M HEYADBAETEC-
peHus kaveHTos W ToT daxt, yro B9% NOMCLUCTBMA, O KOTOPbLIX Ham MNOBEASAM CAYXALUME CEDBEMCHBIX
KOMIIHHE, MONKHO KFASCCHEMIMDOBATE £ NOMOILED NEDBOHAYAALHOK KASCCUPMKALIMCHHON CXEMbI, CBH-
ASTEALCTBYET O TOM, HTC KAMEHTEl M CAYRIULME ACACTBMTEABHO PDACCKAIbIBAAM O TEX CAYNIRX, B KOTOPMX
MDMHMHL YACBAZTBOREHHOCTH H HEADBOALCTES (IPEACC TABAEMBIMM YCAYTaM ObIAM NPAKTHYECKH OAMHE-
KOBBIMM

[MpH 3TOM CABAYET OTMETHTE, YTO MHTERECHDIM AN ABMLHERLLETO HIYHEHU NDEACTIBAETCA TO, Byast
A HABAIDAATECA CTOAL ME IHAHMTEABHEA COFASCOBIHHOCTTE MHEHMIA KAMEHTOR M CAYMALUMK B CAYHAE, 8CAM
GiyiyT MPOBOAMTBCR HCCARACBEHUA MEHEE Py THHHE BAACE YCAYT

Pre3yrbTaTil ABRHOTO MCCABADBAHMA YXAILIBAIOT TAKOKE Ha TO, YTO, HECMOTDS HE3 COTAICHE KAMEHTOB M
CAYRAWM MO NOBOAY OCTHOBHEX MNPHYHH YACBAETEODEHHICTH W HEYAOBAETBODEHHOCTH RAMEHTOR, BO
MHEHMIY STHX ABYX MRYTIN PECNOHASHTOR HEBAOAINOTCR M HEMAALIE DACKOKABHHS IO KACABTCA MDEKAL
BCEro PACTPEASAZHAR COBLTA B OCHOBHLIX MoYINAX, M CHABHEE BCErD 3TH [DA3HOTABCMA NDORBARKOTCS,
KOTAS DeYs MAET O HEYAOBAETBODMTEALHBIX CEPBMCHBIX KOHT2KTaX [MpuHMHE NOACOHLD Pa3HOMacui 8
ONPEASACHHOM Mepe CEBACHRIOTCA CKADHHOCTHIO AOARH K CAMOBOIBHLLIE HMIO 1 CaMO3aluMTe

BAMAHME Pe3YABLTaTOB MCCACAOBAHMSA HA pﬂﬁOTY MEHEAEPOB

MCNOAb3OBAHHE KASCCHPUKAUMOHHOH CXeMbl

LleAb ASHHOMD MOCASADBAHMS 3AKAICNAAACH B OUEHKE ADCTOBERHOCTHM KASCCHUMEALMOHHON CXeM,
pazpaboraHioi CcneupasycTamws B patore BBT, B KOHKDETHOM KOHTEKCTE M3-33 NOABAEHMA & Hawewm
HCCAZACBIHMM ACNOAHWTEALHON TN MDOGAEMHBIX KAMEHTOR ero CTIVKTYPR B LIBAOM HECKOALKO
YCAOMHAETCR, 8 NOAYHEHHEA KACCHBMKILMOHHAA DIEAMA MOXET CAYMTE OTNPABHLI MyHKTOM AN Cep-
BHCHOR KOMNSHWM MAM OTPACKH, KOTODRE] CTREMMICA BoAee TOMHO KASCCHMDHUMPOBATL COBLITHA M NoBe-
AZHUSCKHE MOARAM B CBOEH KOHKDETHOH CeDBHCHON CpeAR, HaNpWmeD, Takad CTRYKTYDE HalAa LUWMpo-
KOE NPHMEHEHWUE B MEAMLIMHCEMX M TYRHCTHUEOHN YHPERASHHIX B XASCCHDHKALMOHHMX CxXemaX 3T
KOMINEHAR NPHUCYTCTBOBAAM BLE MIBECTHHE HAM TPYINLY, H3 DCHOBE KOTORBIX Dbl BHAZASHB! KATETODMM
€ CaMbIMK NOACIHBIMM XAPAKTERHCTHMKEMA, YCMEILHD NPUMEHREMEE AR NOATOTOBKY NERCOHaNa K cep-
BHCHBIM KOHTEKTaM H AAR NepeaimOoTa CYILIECTEYIOWEND KOMIAEKCE YOruyT
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KAmeHT He BCErAa npas

B cipepax CBCAYNMBAHIA, KOTOPHIC Mbl MCCAGADBAMM B AdHHOR patote, 22% OBLLErD KOAMMECTBA
BCEX HEYAORATBODEHHbIX KAMSHTOR COCTABMAK NPOGAEMHBIE KikeHTel CABAYET OTMETHTE, YTO B Chepax
CECAYRUBAHWT, B KOTOPBIX KAMEHT NDUHMMAET JHAUMTEALHOE W BKIMBHOE ydacTHe NpA OBCAYHMBaHKM
(IADEBOOXPAHEHME, COPAI0BIHHE, IOPUAMMECKME YCAYTH), STA MYTINA MOKET BbiTe Agke Borge MHOMO-
M AEHHO M

HaaMHHE MEYTINGL MROOASMHBIN KAMEHTOR OKATLIBEET BOABLIOE BAHAHME HE ABITEALHOCTS CEPBHCHBIX
OPraHMIaLMA BO-Nepebnt, MEHEAKEIE! AONKHK NPW3HATL, YTO KAMEHT HE BCEMAR NPAB M HE BCErAS BEAET
cefn HapAeRalmm 06pazom OnbMHBE COCAYKMBIIOWIMA NEPCOHEA NDEXPACHD 3HAET off 3TOM, CAHAKD
CAYKALLMM HBCTO SHYWAIIT, HTO KAMEHT — 310 UaPk W 6Or™, 1 ABAEKD HE BCErad FOTOBAT K TOMY, KaK
CABAYET AEWCTBOBAT, CTAAKMBARCE C NPOBAENH:AM KAeHTaMY CAyRaALWE AOANHE OOASAATE HABLIKAMM
pelueHss NOBAEM, BOIHAKSIOLMX ¥ KAMEHTOB X GHPM, 3 TaKKE DYKOBOACTEOBATLCA B TaKWX CHTYALIMAX
COBCTBEHHBIM OMBITOM M MHTYHLMES KDOME TOM0, NepcoHas MokeT NDOATH CNelyasbHbIA MHCTRYKTaX O
TOM, KBK ONPEASAMTE BOIMORHOCTE BOSHMKHOBEHHA HENPEABMAZHHOM CUTYBLIL (HEOHIMASHHEIR BCMAECK
CRPOCE, HEIMAAHMDOBAHHEIE JBAEPNIG B OGCAYKMBAHUH) W NDEABMAETD HACTDOSHME KAMERTOS, YT
NO3BCAHT TIOMHOCTBIO M3BEKAT HEKOTOPbIX NPOOAEMHBIX CHIYBLWA WAM NOTacHTb YWE HA3BLIMACS
KOHaMET

MPEKAL 42 MHETRYKTHDOBATE OBCAYRUBBIOWMA NEPCOHAA O TOM, KaK OOPALATLEA C NPOEAMHBIMM
KAVIZHTEMM, H MDOBOANTE COOTBETCTBYIOWIME TREHIHTM, CEPBMCHAR KOMNAHMA ADNRHE OTIDEASAUTE CBOID
AOIMUMIO MO OTHOLUEHWGS K TAKMM KaveHTam ba3osan CTparers paboThl € MpoGASMHBIMIA KAMEHTAMA
moxer Golfh P3HOM, HauMHaR OT “OTkala B OOCAYXMBAHMM W 3BKEHUMEAR “YAOBACTBODEHHEM WX
NOTRESHOCTEM AGGOM UEHOR” HAMNPUMED, HEKOTODEIE KOMIIHHA, 38HMMAIOWIMECA APEHACH aBTOMOGH-
AR, CTAPEIoTCA 1M3GABATECA OT PUCKOBLIX KAUEHTOB C HEAOCTATONHBIM ONBITOM BOXACHMA HAM arpECCKB-
HbiM CTHAGM NOBEACHHA HA AOPOTe, NDEABBPUIZABHO DCBEPAI CBEARHHA OF WX BOAMTEALCKOM NPOUIACM
(Dahl, 1992) A HexOTOPbIe PeKAaMHLIE BreHTCTEd Ha MaarCoH-ABerHIo, PaboTaciMe B COBEPLLEHHO
HOM CEDBMCHOM KOHTEKCTE, CHMTAIOT, HTO “C HEKOTOPbIMM KAVEHTAMM HACTOABKO THXEAD patoTark, 41O
Mbl NPOCTO HE MOMEM 1 HE XOTHM WX oBcaywmeats” (Bird, 1993) Ko MHOMME OPTaHM3aUMM YKE AGBHO
HA MHTYWTHEHOM YDOBHE MEMIHBAM, HTO HE BCE NOTPEOHTEARCKHE CETMERTDI NOAXOART AR HIX U ASKE
CAMH M TOT %2 KAMEHT HE MOXET OCTaBaTLCA “NOAXDATUIM™ BCETAS, HEKDTOPBIE M3 HMX CEFOAHA HA4MHG-
IOT MPWIHABATL 3TH AKTE! OTKPBITO W MbTEHOICH KOAMHRCTBEHHO OUEHHTL BAMIHHE NROOASMHLES 1AM
“HENPABMABHEX™ KAMEHTOB Ha NPMObINGHOCTE Y ATMOCIDEDY B KOMAHHA

KOME HEOOKOAMMOCTH PAIBMBATL Y CAYKALLIMX HABEIKA paboT € NPOBASMHBIMMA KAMEHTEMM,
CABAYET TaKHE NOMHMTS O HEOOXOAMMOCTU “TIOATOTORKM™ Camkl KAMEHTOB C TeM, YTOELI TE 3HaNM, KaK.
BECTH CE6R B PasHbIX CHTYELIMAX 1 HEr0 CASAYET OXMAATE Hanpumep, HeXOTOPKIE NPECTIOKHbIE KYPOPTEL,
KOTODGIE MPEANSTEI0T CKMAKH B HECEIOHHBIH NEpHOA, OBHAPYKMAM, YTO KAMEHTH, KOTODHIE MOALIYIOTCS
CRMAKEMMA M, BOIMONHO, HE MNPHBLIKAY K YCTAHOBASHHSIM NDABWABM NOBEAEHHA, BCE KE HacTo MPHCAYLLIM=-
BAIOTES K COBETaM MO NOBORY TOFO, KAK CAGAYET OACBATLCA W BeCTH Ceba Ha TakoM KypopTe B ApyTUX,
BOnEE CACKHSIX M MEHEE MPHBXMUHER CEPBHCH CHTYELMAX (HENPUMED, NDKM NPEACCTABACHM npodec-
CHORAABHLE YCAYT ), KAMEHTH 3343CTYIO CTDEMATCH Y3HATS BOAbULE O CBOSH DOAK B NpOUecce obCayx1Ba-
HIMS M € CHOTOR NDEACCTABAROT MHbOPMBLMIC, CrocobCTEYIOWYO KAHECTESHHOMY H YCNEWHOMY CEpBMC-
Howy npoleccy (Bloom, 1984) CrieumammcTsl BHABMHYAM MPZANCADKERNE, HTO ECAH OTHOCUTECR K
KAMEHTAM KaX K * BDEMEHHBIM COTERYAHKKEM” , OHM CMOMYT HaYySHIECA YHECTEOBATE B CEPBUCHOM NPOoLIEc-
ce Takyim 0BPazom, HTOGb! MK ARFICTBHA NOBLILAAM CTENEHD MX YACBAETBOPREHHCCTM KAYSCTBOM OOCAYHM-
BaHns (Bowen, 1986)
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OB CAYKHBAIOUIMA NEPCOHAA KAK HCTOYHHK HHOPMaUMH O KAHEHTAaX

MpestayIUes MOCASACBIHWE NOKAIAAD, YT OCAYAMBIIOWIMA NEPCOHEA CTAHCBMICA BEChMa e
TUBHBIM HCTOMHMEOM HROODMALMM OO OTHOLLICHA KAMEHTOB K ofcaykMBaHWo (Schneider and Bowen,
1985, Schneider, Parkington and Buxton, 1980) Halwe MCCASAOBAHME NOATBEDNABET BTO, MNOCKOALKY
OMPOLUEHHHIE HAMM CAYKALLHE TOCTHHML, PECTOPIHOS 1 3BUAKOMNaHHH COOBIIMAM O TEX XE KaTErOpHiX
YAOBAETRODEHMA H HEYAORACIBODEHHA KAMEHTOB, O KOTODUX B NDEKHEM HMCCAZADBIHAM MNOBEAIAM KAK-
BHTB! 3THY HE Chen 0OCAYMBIHMA CIAHANO NO ABYM BANHbM NIDHMMHIM HE CAZAYET CAMWIKOM NOASMaTs
CH Ha MHTERNPETALMIO M4 YADBACTEODEHMA KAMEHTOB, NDEADCTIBAEHHYIO OOCAYRHBAIDLIMM NEPCO
HBACM CepaMCHED dMpM  BO NEDELIX, HECMOTRR HA TO, HTO ODE 3TW MEYTINB! YNOMMHAIOT 05 QAHMK 1 Tex
xe BA30BLX KSTEFOPMEX, COOTHOWEHHR KpMTHYEam COGLTHI B 3THx KaTeropHax patvuHel Bo BTODLN,
Tam, TaE NPEADCTIBARIGTCH HE NOAHOCTHIO WABHWOHHHE YOATH, CBCAYKMBAIOWMA NEDCOHAN MOXET BulTh
HE COBCEM TOUEH B CROSEA OLEHKE OXMASHWI 1 CTENEHM YACBASTBODEHMA kAMeHTOR (Brown and Swartz,
1989}

CTpeMACHHME CAYIKALMK K OCBEAOMACHHOCTH M YNPABACHMIO CHTYaLMEH

ECAM BHMMBTEALHD MPOGHSAH3MPOBATE ONUCAHHLIE NDOMCLUECTEMA, CTEHOBMICA OYEBMAHO, YI0
oOCAYRMBAIOUIMIA NEDCOHAN XEAZET NPEACCTABMTE KAYECTBEHHYIO YCAYTY M TODAMICE CBOMM YMEHWEM
ABAGTE 3T O6 T0M KDACHODEYHBO CHHAETEALCTEYET BOABLION NEPOLEHT YA0BASTBOMTEALHENX COSLITHM
B FPEyTINe 2, oBbeAMHIOWER CAYUaM, B KOTODLI OCHOBORA YADBAETEODEHHOCTH KAMEHTOR CTaAM Chocof-
HOCTH, YMEHHME W XEASHME CAYRELLMY YADBAETEODHTE NOTRESHOCTH KAMEHTOR 310 YWECTRO TORADCTH B
IHAYMTEABHON MEPE YPEBHOBEWMBARTCR DOABLIMM KOAMHECTBOM HETaTHBHLIX NDOMCLLIBCTEMIA, KOrAS CAY-
KELWME CHHTSIOT, NTO MO TEM HAM MHbIM NDMUMHEM OHKM HE MOTYT YCTDaHHT OWMBKY, ACTYILEHHYO B
NPoLecce COCAYNMBIHMA, WM HE CNOCOBHE! NPHINOCOBUT: CYLLRCTBYIOWYIO CHCTEMY K KOHKDETHEM
HYS(ASM KAMEHTA 310, KaK NPEBHAD, NDOMCXOAMT BCASACTEME HEADCTATOMMHOID 3HAHMA CAYKALLMMM C3
MOM CHCTEMM M €8 OTPDSHIMERKH, 3-33 HECTIOCOOHDCTH CAYXKELUETD MDEACTABMTE KAMEHTY ADTHNHOE
OEBACHEHME BOIHWKILIEM CHTYILMM, M3-33 OOPDEMEHMTEABHEK M 3aMyTaHHbIX BICROKDITHYECKHX NPOLIE-
AYP, W3-38 HEADCTATKOB CUCTEMH MAM OTASABHBIX ONIZPaLIMIA, @ TAKKE Mo NEMWiHE OTCYTCTEMA Y PaboTHH
KOB MOAHOMCII NDEANDMHKMITE YTO-AHB0 AAR MCAPSBASHWMA CHTYaLMM

HaAWHOCTD CHCTEMBl — OCHORA BCEro

PeayasTalh! HALWEMD MCCAZAOBAHMA CEBMABTEALCTENOT O TOM, HTO B DOABLIMHCTEE CAYYaRE CepBMCHDIE
NPOUECCH, 33KAHYMBAIOLIMEC HEYACRAETEOPEHHEM KAMEHTOR, O KOTORBX COOBILUMAM CAYXKALUKE Cep-
BMCHBEX OPraHM3aLMA, CTaAN PEIYALTATOM HESAEKBATHOM PDEaKUMM Ha HECOBEDWIEHCTEO CHETEMB OBCAY-
KMBAHMA ITOT BRIBOA, B COBOKYNHOCTH C BHBOASNMA MPESABIAYILIEND MCCAZACBAHNS, CBMARTEARC TEYIOWIMMA
O TOM, HTO CAMbIM BAKHBIM KDHTEPMEM, HA OCHOEE KOTOXOND KAMEHTH OLEHHEAIOT KaHeCTBO YCAYT, CAY-
KHT HBASKHOCTE CEDBMCHON cucTensl (Parasuraman, Zeithaml and Berry, 1988, 1990), noateepxaget
HeOOXOAMMOCTE MPOBEASHHA TUATEALHONO AHAAMIE CEDBHCHDN CHCTEME AAA BLIRBAEHMA TAYOMHHbIX NDH-
YUH BOIHUKHOBEHMA HenoAawck 8 Herd (Kingrman-Brundlage, 1989, Shostack, 1984, 1987) Ha ocHose
TAKOTO aHAAMIE HELOBEDLLIEHHYI0 CHCTEMY MOMHO OTKODPEKTHROBATD, BEAIOYHTE B HEE HOBBIE NDOUECCH,
NOIBOASIOWME NOBHICMTE HEAEKHOCTE CEPBMCHON CHCTEMb € TOYKM IDEHMS KAMEHTCE O aHaKD Cambii
AL CNOCoD rapaHTHDORIT: YAOBAETEODEHME KAMEHTOBR NPOLIECCOM OOCAYKMBIHAA MDEXAS BCEMO
JAKAIOHARTCA B TOM, YTOOL! BOeMH CNoCofami 120eraTh. BOIHMEHOBEHHMA KaKMX-MD0 HEACHETOR M Hero-
ABACIK B QYHILMOHMDOBAHMM CEDRMCHOR CHCTEME
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JakAlOueHHe

PesyanTate HALIEMD MCCAEAIBAHIMA MOATEEEAZIOT, IO MHOMHE CEPEMCHEIE CAYHALLIME, HENOCDeACT-
BEHHD KOHTAKTHDYIOWIME € FAHEHTENMM, ACRCTBHIEALHO NPESLILE 3CETT CTABAT MHTEDECH! CBOSH KAMEH
Y M OTAMMHO NOHMAIIOT WX NOTDEBHOCTH B HDAE TOND MAL MHOMD CEPBMCHOND KOHTAKTE OHIM YBaRAIOT
CHOMY KAMEHTOR W CTREMATCA OBCAYMMTE 13 KAK MOMHO AyslLe USIEE BCEMD MK HECNOCOBHOCTE ACCTHYD
IO LEAH OCHORANIE FE HECOBEPLUEHCTES CaMM CHCTEMB], Ha OFCYTCTBME MAl HEDEKTHEHOCTH CTPa-
TEMA PEWEHAN FEMEM AM00 HA HEADCTATEE FEoGXOAMME 3 B 0OCAMBAICUIRA NEDCOHAA
COATAAET HyKHoIMK FIBEKAMH M MMEET B CBOSM PACMODTHEHNA BECH ARCEHEA WHCTIYMEHTOR, Heobxo-
AARBDC AR TOMD, Y1006 NDEAOCTABMTE KAMEHTY COCAYMMBIHME HY CAMOM BLICOKOM YDOBHE, OH MCMLITH-
BIET FOPADCTE K CTAPERTCR CARMTE 310

Mkl TAKAE Y3HaAK OT OMHICURHHEBT HEMA CAYAELLIMX, YT0 HEDEARD KAMEHTE CAMM BHUHOEKE B TOM, HTO
CCTAOTCA HEYADBARTEODE IHEMM KAYECTEOM NPSALC TAEASHHBEX MM YEAYT  ST0 NPOHCHOAWT A0 13-33 W
HEBAEKBATHOM TIOBEAEHMA, MO0 M3-30 TOTO YTO OHM BRIABKMAIOT HeoBOCHOBAHHLE Tpebopaqvm
C HELEA TOMKM IDEHIMA, HOBER RTINS HEYADBARTHODMTEALHBE CEPBICHLE KOHTAKTOR, MPAASHON KOTODL
CTANM NPODASMHBIE KAMEHTEI, CYUSCTBYET CErOAHA MPAKMMISCHM BO BOEX CERBHMCHLN OTIIACARX M NDEAC-
TagageT COD0R kA DOAMIRO CTOATEMMURCKYIC NDOOABMY AA CEDBMCHOM KOMIEHWH B LiEACk, TEK 1 NDaK-
THHECKME, [PRareHbE TEYAHOCTH AAR e ODCAYNMBRIOWETD NepcoHasd CEroaHS, KOTAR AAALHOBMA HLE
OPTaHHIBLMK B NOASEARIOLEM DOABLIMHCTBE MENCEEAYOT GHAccodeno “raMeHT Breraa npag”, Npusna-
HME TOMD, HTO “NADNIME ™ KAMEHTH BCE ME CYLUECTBYIOT, 8 TAIKR TRODHECKMA NOAXDS, K ONPEABAEHIO [0~
MEVH KAMEHTOR W 20D EMZHOES MPABAZHHE MY OHASHMAMA, B SHIUMTEALHOR MEDRS NOMONYT CEDEHMCHEM
KOMNEHMAM, NOHATb, B HEM CyTh B38MMOSHIMOAHEN BISMMOCTHOWRERA © KAMEHTAMI, W MCTIOABIOBATE 3T
IHAHMA HE NPAKTHEE

NMpUACKeHHME

PyKOBOACTBO AASl KOAMPOBILUKKOB
O63op

1. Bawemy SHAMIHHIO NDEAASTSITCS OMECEHMA PAAS KDWMTHYECKMX CEPBMCHBI KCHTAKTOR, NPEeA-
CTABARHHBIX B BUAS CTBHABDTMIMDOBEHHOND ONPOCHKMES BbiAk MCNIOALI0BEHE! ABS BHAR ONPOC-

HHEDE — AA0 YADBASTECDHMTEALHLES M AAR HEYASYHER THNOB KOHTKTOR

2. B kamaos COPOCHWKE ONHMCEHE CAYEEH W MOBEATHYSCKHE MOAEMM, CERBHHLIE C KOHTAKTAMM,
KOTODHE JAMNOMHIAMCE PECTOHABHTAM AEC MOToMY, 410 DbiAM B BBICILEA CTEMEHW YABUHbIMM,
AME0, HAOBODAT, 3BKOHHMAICE NOAHBIM DIZOYSROBHWEM KAMEHTOR KAHECTEOM MDEACCTARAEHHO-
ro OECAYRMBAHMA PECNOHABHTANM Okl CAYRBUME DECTORAHOE, SBMAKIMITEHMA M TOCTHHML,
KOTODbE, CHAHAKD, NPOTMAK DTBEHETE HY BOTEOCH ¢ TOHKH IDEHMS WX KAWEHTOR Tarws oBpasom,
MCAYEHHSA HHPODMEUHA OTPEXRAEST BOCTIOMMHEHMA CAYRALIMY © Tex COSMTHAX, KOTAR KAMEHTH
Bl CCOOEHHD ACBOALHE] HAH HEAOBOMBHLE YCAYTEMM HIX KOMNEHM A

2. Bb) ACAKHE! CTHECTM KAKADE W3 OMMCAHESE COGM T K OAHOM 13 16 KaTeropuit, OCHOBMIBARCE HA
RAIOMEE0M GEKTORE, NOBASKLIEM 33 CODOH YACBNETBODEHHOCTE (HEY ACEAETBODEHHOCTE) KAMEH-
1@ Tpagias COpTMROBIM M ONMCEHME KITEMODHA NPSACTERAEHE! HItKE

4. Npexse Hem KAaCCHiMLMPOBaTE COBITHA, BHUMATEAHD C3HAKOMETECE C KEXABIM 13 HMX
Te NpoHCILSCTEMA, KOTODBIE HE NOAXOAAT HM NoA OAMY W3 16 KATErODMA, OTHECHTE B OTABALHYIO
ey He NbTaiTecs PACTIDEAEARTY 110 KATERCDMAM Te ColelTR, KOTODHE HE OTRRNAINT 5330861
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KEHTepHam, MOAASKAWMA KASCCHDMKALIMA CERBMCHBIA KOHTAKT AOAKEH OTBEYETL CAAYIOWIMM
TpefosaHMAM:

*  OH ADAKEH BKAKOHATH EIAMMOAEACTBIME KHEHTE C OOCAYRMBAIDLLIMM MEPCCHINDM,

s OH ADAKEH OLITh O4EHE YCTIRUHBIM, MAK 042HE HEYCTIELUHLIM € TOUKH 30EHWA KAMEHTA;

* 310 AOAXEH BbiTh COBEDILIEHHO OTABABHBA 3304 CEPBMCHOIO NPOUECCa,

e UHTEDBHIOED ADAKE! MMETE ACCTATOUHC HHEODMALMM O NDSMCILECTAMM.

MpaBWAa KOAHPOBKM
Kamaoe coBbiTHe Hy:KHO OTHECTH TOABKS X OpHOR KaTeropud, Yrobel NpasiaHs ONpeagAMTs
KATETORMIO, Bbl ACAKHE!, BHUMATEALHO CIHAKOMMEIMIL © CUTYaLIWER, 3aaaTh Cele Cagayiolihe BOnpocH
(ORPEACACHMR KATEMODMIA NDMARMINTCR).
1. MM@OT AM MECTO HEACCTATKM B CAMOI CHMCTEME MPEADCTABASHKE YCAYT? MHBIMW CADBEMM, HE CY-
WECTRYET AW HEMNOASADE 8 OCHOBHOR YCAYTE, KOTODRBIE MOTAM NDMBECTU K COTARHMIO CUTYALIMY,
KOMAR CAYAWEMY NDHINOCE NDEANDMHAATE TE MAM MHBIE ABACTEMA AN MCNDIBAEHMA CMTYa-

M7 BOBMONHO, MMEHHD PESKLMA CAYEUIEFD Ha 3T HEADCTaTKM CTAAG NPMUMHOH TOFQ, HTO ASH-
HOE NEOMCLLIECTBME 33N0MHMASCE K3K SCob0 YCNSIWHDR HAM 00060 HeyaadHoe?

ECAM CTBET H3 STOT BOMPOC MOACMMTEAEH, CODMTME CABAYET OTHECTH K rpyTine 1 3aTem BhIRCHMTE,
KaKOTS THIA HEADCTETOK MHMEA MECTO:

*  HEBOIMONHOCTE NPEADCTAEMTE YCAYTY,;
*  HENPIBABHHO MEAAZHHOE OOCAYMMBAHME,;

*  ADYTME HEADCTATKM, CENHHBIE C NPRADCTABAEHIHEM OCHOBHOH YCAYTH,

ECAH OTBET H3 BCE 3TH BONPOCH OTDHUSTEASH, IEPEXOAMTE KO BIOROMY BONPOTY.

2, HMmMeAD AWM MECTO AIBHOZ HAM CKDLITOE TEeB0BHME KAMEHTE MM NOTRebHOCTE B KODDEKTHROBKS
Npoiecca OBCAYKMBAHHMA MAM NPEACCTEBACHMM ACTIOAHHTEALHLIX YCAYTT MHBIMKM CAOBEMM,
HE NPOCHA AM EAVEHT (NDAMS MAK KOCBEHHO) MIMEHHTE CHUCTEMyY OOCAYRMEIHHA B COOTBETCTRMM C
€10 KOHKDETHEIMA TIOTREOHOCTAMMT 33BIMCEA AW CTENEHL YACBAETBODREHMA KAMEHTS OT DEaKUMM
OECAMBAIOWIETO MNEPCOHANE Ha ABHHOE colibTre?
ECAM OTBET Ha 3TOT BONDOC MOACKHTEASY, COONTME CABAYET OTHECTH K rpynne 2. Jatem HeobxXoAMMO
BRIACHMTE, K3KAR MAMEHHD NOTReBHOCTL MAM NPOCHES KAMEHTA CTAAS MOMMMHOM ASHHOMO NOOMCLLECTRMA:

o “cheupduueckan NOTPECHOCTE” KAeHTS;

*  [PEACMTEHHA KAMEHTS;

o FBHA CLUMEKA, AOITYILUEHHAR KAMEHTOM;

s NOTEHUMSALHO Pa3sYUMIEALHEIE AERCTEMS ADYTHX KAHEHTOR.

ECAM DTBET H8 BCE 3TH BONPOCH OTRMUSTEAEK, NEPEXTANTE KO TRETEMY BONDOCY.

3. Hectam A NEMHMHON SOKO BHDAKEHHOA YADBASTEOPEHHOCTH (HEYADBAETBOREHHOCTH) KAMEH-
TOB NPOM3BOALHEIE M ACODOBOALHEE ASHCTEHR CAYKEWMX? (NOCKOALKY 3TOT BONROC HAST NOCAE
P8O M BIOROID, NPSAMNCASMAETCA, YTO HEADCTETKOR B CHCTEME NDSAOCTIBACHMA YCAYT M
CKPBITHX AMOO SBHLIX TPEOOBEHWIA HIMEHMWT: NDOLIRCC COCAYNMEEHSA HE BLIABACHD.)
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ECAM OTBET Ha 3TOT BONPIOC NOAOKMTEASH, COBLITME CARAYET OTHECTH K MoyTine 3. 3aTem BLICHMTE,
KAKME MMEHHO NPOM3BOABHBIE 1 AOODOBOALHEIE AEHCTAMS GbiAM MDEANIHHATE CAYHALLMMM:

MOBLHUEHHOE BHAMSHWE KKAMEHTY,

HeOBbIdHbE AEHCTEMS,

AEACTBMA CAYKALLETD B KOHTEKCTE KOHKDETHBLX KYASTYDHDI HODM;
OUEHKA Ha OCHOBE NMPMKLIMNOR FUNSALT-NCHXOACHM,

oOpa3Lonas 3GDEKTMEHOCTE MY KDAMHE HeBAArOIPKATH OOCTOATALCTRAY,

ECAW OTBET Ha BCE 3TW BOMPOCH OTPHUFTEAEH, NEDEXCAMTE K HeTBERTOMY BONDOCY.,
4, He CTaAd A YADBNETECDEHHOCTE (HEYACBAETRODEHHOCTE) CEPBMCHEM NPOUECCOM CASACTBMEM

ACHCTBNA, OTHOWEHWI MM NOBEAZHHA “NPOOABMHOO KAMEHTE™? MHBIMM CAORANM, HE ABRAIETCH
A CBM KAMEHT, 3 HE OBCAYHVBBIOWNA NEPCOHEN, BMHOBHUKOM CBOEH HEYADBARTBOIDEHHOCTH
KaMECTBOM OOCAYKMBAHMAT

Ecam OTBET Ha 3TOT BOMDOC AOACKMTEAEH, COOLITME CABAYET CTHECTM K IDYIINE 4. 3aTem cAgayer
BEIACHMTE, KEKME MVMEHHO ASACTBI CTAAM MPMYMHON NDOBAEMB:

ONBAHEHME KAMEHTa,;
CAOBECHDE MAM dMIHHECKDE OCKODOAEHWE;
HaPYWeHWE 2aKOHOE M NRABHA KOMIBHWK,
HEKEAGHUE KAMEHTE COTPYAHWHETS,

ECAM OTBET H3 BCE 3T BOMPOCEH OTPMLETEAEH, OTHECHTE COBRTME K OTAGNHOM MEYTINE

KaaccrpurkauMonHaa cucrema MKC, OnpeaeAeHune rpynn

Fpynna 1. Pearila OOCAyRMEIIOWIEND NEPCOHIAR HE HEADCTATKM CEPBMCHOM CHCTEMB) (T.2. HEYARMM
B NPEADCTABAEHHH OCHOSHBIX YOAYT, HAMDMMED, HEBOIMOKHOCTE NPEADCTABHTE TOCTHHIAYHBIFH HOMED
MOCTOAALLEY, HECNOCODHOCTE OBCAYHIMTE KAMEHTE B RECTOREHE WAM NPEACCTABMTE MECTO B CaMOneTe,
HEMCASAKH B CAMOM CHCTEME ).

A. PeakLf Ha HEBOIMOWHOCTE NPSAOCTABACHHR YCAYH (1.2, YOAYTH, KOTODER ADWKHE GbiTb NPeAnC-

TERAEHA, HO CAZAGTE 3TO AMOO HEAb3d BOOBLLE, OO MOXHO TOABKD € CepbeIHbIMM OfpaHH4e-
MMM, Hanpymep, oTCyTeTBME 380DOHHDOBAHHOTD MOCTHHMYHONO HOMEDS, PE3IepEMpPOBaHWME
BOALLIETD KOAMMECTEE DHABTOR, MEM MECT B CEMONETE; HEBOIMOKHOCT MPSACCTABMTE KAMEHTY
JAKAITHHBIN MM 38DAHER CTOAMK B PRCTORaHE).

PEakLMA Ha HECNPABARHHD MEANEHHOE ODCAYKHBAHME (COCAYKMBAIOWMIA NeRCOHEA BLINCAHAET
€80M OBAIEHHOCTH KpaiHE MEANEHHO). (ECAM YCAYTE HEACCTYNHE M MANHLLKE MEAABHHA OAHO-
BDEMEHHO, ONPEASAITE NPMYMHY ASHHOR CHTYaLMW.)

Peakiym Ha ADYFHE HENOKSAKM B NDEACCTIBAEHHM OCHCBHOR YCAYTH (HarpHMeD, HEYDDaHHbIA
FOCTHMHUMHBIR HOMEED, XOADAHOR MAM HEBRYCHO MDMIOTORAEHHOR GAIDAD B DECTOREHE, MOBDEX-
AEHHbIA Barax).

Fpynna 2. Peakuin CaysaLpo Ha Cnewphiniecine HyXas 1 TReO0BaHMWS KAMEHTOB (KOTAS KAMEHT NPAMO
MEO KOCBEHHO NPOCUT CAYKALLRIO HECKOABKD OTKODIDEKTMPOBATE MCXOAHYIO CHCTEMY MDEACCTABACHR
YCAYT C T, HTODH YAOBAETBODHTE CBOM CNeuMdu4eckMe [C TOYKM 3peHiA KaeHTa) noTpeGHOCTIY).
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A, Peskn Ha kKMEHTOB ¢o “ceLdsaec ki mm NOTERECHOCTAMM ™ (KAMEHTOS € MEAMLMHCKMMMA, Abe-
TOAGTHUECKMMMA, MCWMNOASTHHESCKMMM, RILIKOBLMA MAM COLMOAOMNESCKMMM NROBABMARM), HE AE-
TEA W NOMAABK KANAEHTOE,

B. Pearupms Ha NpealouTeHt KAMEHTOR (KOraa KAMEHT Bepgiraet “cneumdmuecoe” TpetosaHme,
OCHOBIHHOE Ha €0 NZECOHAALHEN NDSANMIEHWRK, CIOAA OTHOCATCA TAKKE CHTYELEAM, KOTAS
KAMEHT TDEGYET TAKON HHAMBLIAYSAMIBLIMH NPOUEAYDH OOCAYNMBEHMS, KOTOPS REHO NPOTHE0-
[T NDSBMAGM M NOAKTIKE CEDEHOHOF KOMMaHIM )

C.  Peakin Ha f8HHE OB KAMEHTOS (MK 30 MMEHHD OWLGKKH KAMEHTOR OBACTDRAOT OTHOLWE-
HUR B NPOUSCCE NPEADCTIBAEHMA YOAYT, HANDMMED, NOTERA DHAETA, HENDABMAEHD OPODMAEH-
HbIF 38543, YTERRHHBIE AOKYMEHTE O DEIEPEHOCBAHHM MOCTHHHYHOMO HoMEDRA),

D. Peaxums Ha NOTEHLMEAHD DE3OYILMTEABHBIE AERC TBHR ATYTHX KAMEHTOB (KOTAR ADYTHE KAMENTHI
C BOMM NOBEAEHHEM OBOCIDAIOT OTHOWEHHR B NDOLIECCE OOCAEMBAHWA, HANDHWED, HIXOAATCA B
COCTOAHHM ONBAHEHMA, BEAYT CE0R TPYGO NO OTHOLUZHAD K OKDYREHOLLMM).

Fpynna 3. NpomiBoMLHLE B ADDROBONHBIE ASRCTEMS DOCAYNMBIOWIETD NepCoHana {CoBTHE W
ABRACTBMS, ACHCTBUTEALHD HEOMA3HHBIE C TOMKH IPEHMS KAMEHTA, HO HE OBYCAOBAZHHBIE NDW 3TOM
HEACCTATKAMH CERBHCHONO Npouecca. Kaxue-Arbo CBMASTEALCTRE TOMO, HTO KAMEHT BblABMHYA CNeLdi-

Heckoe TpebosaHmMe, OTCYTCTEVON).

A FBHO NOBLIWEHHOE AMEG NOHMKEHHDE BHMWARME K KAMEHTY (HANDUMED, KOTAS KAMEHT WyBCTBYET K
cebe ocoboe aTHOLWEHHE, AMBO KOTAR 80 AZHO MTHOPHIWIOT, AMBG KOFAS CAYRILMA NpOABASET
HETEDNEHHE W HECARDKERHOC T B OOUWEHWM © KAMEHTOM),

B. COyesnaHs HEOOLMHOE NOBEASHHE CAYNIWETD (KIDIRHE HECHMABHHEIE ABRCTEMR W MDORBAEHHE
BENMAMBOCTH, 00, HE0BODOT, CREEDHOCADEHE, HEYMECTHLIE NDMKOCHOBEHW, HADYLLEHWA OC-
HOB 3TMEETa, ABHAR royBocTs).

C.  Aehctens OOCAYKMBAOWETD NEPCOHAAA B KOHTEKCTE NIDMHATHX KyABTYPHbEX HOpM (aBeHCTRa,
HECTHOCTH, CRABEANBOCTH, AMCKDMMMHELHH, BODOBCTEA, AXMBOCTH MAM BOJAZDIKAHMA OT Bbi-
LUENepeyMCAEHHLE. ABACTEHIA B CAYHERX, KOTAS TAKOE NOBEAEHHE OXMASETCH ORDYREKDLLIMMK),

D. OueHka Ha OCHOBE MEWTarsT-NCUXONOT MM (HE BABBAACH B NOAROBHOCTH, COOMBUMOT KPaTKD, YT
“BCE NPOWAD xopows” mbo “Ble NOGLIAO Woxo™ ).

E. SqertvBHOE NDRAOCTIBAZHME YCAWT B HEDAATONMITHBIN YCACBMAN (KOTAS KAMEHT HAXOAMTCS
FICA OCOBEIM BNEYATACHHEM — HEMETHEHBIM MEQ NOMTHMBHLIM — OT TOTO, KaK OBCAYXMBAIOLLMA
NERCoHAA CNPSBAIETC C0 CEOMMH COA3SHHOCTIMIA B CTDECCOBLX CHMTYSUMEK),

Fpynna 4. NoseagHke NPohermHbl KAMEHTOB (KOTAE OHH HE EEA3I0T NDPMACDHMBATECS MPaBla,
YCTAHOBAEHHBIX NOCTABLIMKOM YCRYT; TEVORT MAM B OBIWEM HE PACNoOADKEHB! NDMIHATL Cefia YADBAST-
BOPEHHBIMA YPOBHEM OBCAYKHEIHAA HECMOTIA HB BOE CTIRIHRMA, NpHASraemie ODCAYKMBIIOWMM Nep-
COREATM).

A,  Onearerme (€ TOUKM 3DEHR COCAYRMBAIKOWEND NEPCOHANG KAVEHT SBHO HAXOAMICH B COCTORHMM
SAKOTOABHOID AMBO HAPKDTMHECKOND OUBSHEHAA W COBARET NIBOGASME!, KOTODHIE CAYXALMA OB4-
33H PAIPSLUMTL),

B. CaosecHoe W fMIMHBCoe DCKODEAEHME (KOMAS KAMEHT CBOMMA CACBAMA MAM AZRCTEMAMM OC-
KOPOMET ADYTHMX KAMEHTOB M CAYRAULIMX KOWRHMM, KOTODLIM NDMXOARTCR Delats BOSHMKLLIME
NpPotaemb),
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C. Hapywerwe 3aKOHOB W MDABMA, YCTAHOBAEHHLIX KOMMSHWER (KAUEHT OTKAIBAETCS COBAIOAATE
NPaBkAG [HaNPWMED, HE NOKA3LIBAET ECPIMDOBOAHMKY BHACTH! NEPEA MOCAAKOH] MAK HaPYWEET
33KOH [MPHHUMEET HAPKOTHKH B MOCTHHMHHOM HOMEDE], 3 CAYKAILIMM NPMXCAMTC 3ACTABAATE ero
NCAMMHHTLCR CYLUECTEYIWIMM 3aK0HSM,).

D. Hexengrie cOTpyARWYETe (KaenT B obiem BeaeT cef rovbo, HE ReAaeT COTIIYAHHYETE HAM
NPEABABARET ABHO JABLILIEHHNHIE TPEBOBAHIN; OTKADHRET AOGHE NOMBITKH CECAYIMBAICILEND Nep-
COHaM MCNPABMTE ACTIYWEHHYIO CWMDKY B OOCAYRMEAHMM, NPOCTO HE HSAJeT OCTATECH ACBONS-
Hbii, M OBCAYRMBAIOLLIEMY NEPCOHEAY MPHKDAMTC R PELLATH BOIHMKILME NPOGAeMBL).
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MoBeAeHUe NoTpeOUTeAEH
Ha PbIHKE YCAYT

B KOHUE KOHLIOE MMEHHO HakThl NDOBEDROT BCE HALllkH TEODHA ¢ ADEACTIBAROT
COBOH TO EAHHCTEEHHOE BECTHCTIDACTHOE HIODH, ¥ KOTODOMY
Ml MOREM OODETHTLCA

— M Araccw

OHMMALHE NOBEAEHMS NOTREEMTEA — KPAEYTOABHBIA KameHs MapkeTHHra NoHemy NokynaTe-

A4 NOKYNAIOT MMEHHO TOT MAM WHOR ToBAR? KTO MAM HTO BAMAET HA MX PEILIEHKA O MOKYTIKE
NpeANOHTeHiA NPH BbIBOPE TORrOBbIX MADOKT MO KaKAM KDMTEPHAM OHW QUEHHBSIOT BOBMCIKHBIE
papuaHTel? Modemy OHW NOKYTIZIOT BOT TOT BYA VCAYT, XOTS ADYTOM 3HEHMTEABHO AyHLIE YADBAS-
wﬂmmme&mﬁmwmmmmmnm&mm B NepEyo ovepeab? M xoTa
MOAZAM COBEPLLIZHMA NOKYTIOK OPraHA0BAHHE W MHAMBIAAYAREHBIMI MOTREOHTEAIMM AOBOARHO
CHABHO OTAVMEIOTCS, MHOTHE OCHOBHHIE BONDOCH, KOTOPEIE (PVXOAMICS [PEWATE MADKETOACTAM,
OAHHAKOBH

C TOrO MOMEHTE KaK notpebuTess GAKIMHECKA KTHA. YCAYTY, CEpBHCHaR KOMMSHWA AONKHE
CAZAMTL, K3k M KOTAQ OH €2 WCMOALYET OHa ADAKHE CAESAATE 38 TEM, Kapm ODDAI0M KAMEHT
BIAUMOACHCTEYET C CPBMCHEM COOYACBIHHEM, OBCAYKMBAOWIMM NEPCOHSAOM U ATXKE C ADY-
(YA KAMCHTaNMA GHPMbI, OCOBEHHO ECAM Pet AT ©6 YCAYTaX € BLICOKOWM CTENEHBIO BIAUMOAEH-
cTEMs W HAKOHEL, CEPBCHBIE OPIEaHH3ALIMA AOAKHE] EbiTh 3aVHTEDECOBaHE B TOM, YTODbI BNEYaT-
ACHMA, KOTOPBIE KAVEHT NDHODDETAET B XOAC OECAYKMBAHMS, M BBITOAR], KOTOPbIE OH MOAYYAET B
peIyALTaTE ITOTO NpOUeCea, COOTBTCTBOBAM ero OXAAHIAAM
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B 9700 IAGEE Mbl NPOSHANIMDYEM NEMPOKY NOTREBAZHIA YCAYT M DaCCMOTRMM, Kakim obpa-
30M KAMEHTH OLICHUBAIOT M NDHOGDETaInT yCayTH. Mok 3Tom Msl ROADODHD OBCYAMM CreayiOLLWE

BONPOCH,

1. Mouemy KBHECTBO YONYT B LIEAOM OLIEHTs HBMHOTC CADKHEE, YeM K3HECTe0 BOALILIMHCTES
ADYTVX TOBIPOBE — A0 M ABNE NOCAE MK NOTREOAEHWAT

2. Kaniv OBDa30M OCOOHE XAPAKTEDMCTURM YCAYT, TAKME KaK, HENDUMED, VX HEOCAZBEMOCT

M HEOAHOPOAHOCTE BECAMMEE DEKTODOE W [EIYALTETOR NpOLECCa OOCAYKMBAHMA, BAMRIOT
HA MPOLIBCE OUEHKM YEAYT KAMEHTEMM T

3 3. KmoBa Npvpoad NPOUECCE NEHOGDETEHMA YCAYTT
4, Kawan PAzHHLB AEXAY OCHOBHEMA M AONOAHMTEALHBIMM SNEMEHTIMM YOAYT, 8 TAKKE MEX-
A GIKTOROM FHTIMEHH M GaKTOROM YCHAZHMRA T

‘ 5. Kax AyULE BOBrO COBARTL NMEBOCTYRY BAOK-Cxemy, OToDpasalcilyc NpoUecs 0ECAyHMBaHMA
C TCHKM IPEHMA Kakenta?

MpUpoAa NOTPebACHHA YCAYT

TepMMHE nompebaenie B IKOHOMMHIECKO NWTEPATYPE YACTO NPHPABHHBAETLA K noTpebn-
TEABCKHM M XOPTIOPAaTHBHBIM pacxofaM (HATNpHMEp, Xak B cheayioumed ¢pale: “Morpebd-
NeHie TOBapoE H YOIVT JOMOX03sgiicTeaMM 31 DOCHeNHWH keapran Beipocno Ha 1,2%").
B nefitTBHTEIRHOCTH 2T0 CNoBd 0boaHAuAeT “AeHCTBHE HAM NPOUECC HCMOABIOBAHHA YEro-
to”, TouaTs, Kk NoTpebnaoTes pacihacoBaHHHe TOBAPH, nerkd. HalHTOK BEIAKBAKT, KY-
KYPY3HLIe XToNmkd CHENaT, CTHPATLHEN NOPOMOK KIALYT B CTHPAALHYIO MaWHHY, TOMTHEO
cxuraoT. Ecan xe ropopuTh 0 TOBAPAX ANMHUTENLHOTO NONBE30NAHHA, HANDHMEP O OBITOBBIX
anektponpuiopax, MeGenH, KOMNLIOTEPAX HIAH aBTOMODHAAX, TO OHH [IPOEKTHRYIOTCA H
COITADTCA TaK, YTOOE CAYKWThH OMPeReeHHO: KOAHYecTBO feT. KoHeuHO, BpeMA MX HC-
MONLICBAHKA MOMCHO TPOILMHTE DAATORAPA TEXHHYSCKOMY OBCAYXMMBAHHIO W PEMOHTY, Ol-
HAKD B KOHUE KOHLIOB BCE BEILW KOTOA-TO JOMAWOTCH, MIHAWWBAWTCA, DXABCHOT, THHIOT
HJH TPOCTO CTAHOBRTCA HEHYXKHEIMH,

INonoGxoe dusHyeckoe MoipeGAcHie HAH HIHOC K SOALIIHHCTEY YCIYT He MpUMEHHMEL
HMcrnioueHHE COCTARMAET OOCIYRHBAHNE, CBAIAHHOE C MPOUYKTAME NHTAHHA H HAMMHTKAMH,
ONHaKe OHW npencTammioT coboil ocobei cayyail. TMoHaTHO, ¥TO GAKTOPH NPOMIBOACTEA,
HeOoOX0AMMEE I8 COIMAHWA VCIYT, O BpeMeHeM Hyxaawmores B 3amede. Pabornuxu cep-
BHCHEIX KOMNAHHH YBOABHAITCHE HAW YXONAT HA NEHCHID, TOTHBO mioTpebiseTca s
0DOorpesa, OXFUKAEHHH MIIH OCBEIUEHHA TMPOHIBOHCTBEHHEX MOMELIEHHWH, B KOTOpPBIX
BEOETCH oDCIyAHWBAHHE, HIIH WA TPAHCIOPTHERY CPENCTE CepBHCHEIY OpraHM3aumit; Mebens
H3IHAIHBAETCH; ABTOMATEI JIOMATCH WNH YCTapeBaKT, 3HAHMA PEKOHCTPYMPYIOTCH WIH fAa-
*e cHocaTed. OcHOBHOR 3anayefl onmepanHOHNEX MEHEKEPOR ARIAETCH MONIEPKAHHE BCEX
ITHX MEMEHTOR B XopoilleM pabodges cocTORAHKH (€ NMOMOIULID TexHHYeCKaro oGomyxuBa-
HHA, PEMOHTA WIH 3aMEHEI MIHOIMEHHBIX 3armyacTeit), yTobel KAYECTRO YCIIVT 0CTABANOCE HA
JokHoM ypoete, Kpuerwad MpéHpoOC OMHCHBACT PAIHHLY MeXIY NoTpelieHHeM TOBapOB
H rorpebsIeHweM YCIYT, OIPEIenad Teproe Kak noTpebherne peayabmama, & BTOPOE — Kax
rotpelneHue npoyecea [1].

Baobure, npuMeHHM AU TepMUH nompelumeads MA ONHCAHWA moTpebuTena vyeayr?
B tnaee 1 MH roBOpIIH, YTO KIHEHTH He NOMYJIAOT Npapd coOCTEEHHOCTH Ha TpHOBpe-
TEHHBIE MMM YOIYTH, KaK 3T0 00BIMHO IMPOHCXOAHT ¢ TosapaMH. OHH TPOCTO NOJy4aloT
NpaBo Ha OeHCTEWE, NPH KOTOPOM HCHOMB3YIOTCH aKTHEN KOMIaHHH, paboTaoweit B cdepe
yoiayr. BosModHo, eOHHCTBEHHHM OMeHb BAXHBIM SNEMEHTOM, KOTODHIH noTpefnsercd B
NPOLECCE OKA3AHUA YCIYT, OCTACTCH &peMs — HelaMEHHMBIM pecype Kak ans norpeGutened,
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TaK ¥ U CCPBHCHLIX KOMIATIMA. BO MIOrux chywasx opraHusaunu chepul yenyr caaioT s
Apeilgy CBOM MATCPHAMLIILIC M HCMATCPHANBIIBIC AKTUBLL MAHNA, TPAHCTIOPTHBIC CPEACTER,
ﬂﬁﬂﬂ!"ﬂﬂﬂﬂlmﬂ, HICTRYMCHTE, KOMIIATLI, TIOMCILCH WY, KPOBATH M TENCKOMMYHHKALIMOH HLIC
KAHANBLL Beniatind. Ballkh AMOT B0 BpeMeiiioe NodbLIOBAHME NEHBIH CHBOMM KJIMCIITAM B
i_‘l]ﬂpHE CCyi K JniMOoB. HL‘K‘DTGDIJIE IIIHFMIAI CAMOT NOTPCOMTCIEIM RO BRCMEHIIOE 110G I0B-
HHE TPYAL H OIMWT CBOMX coTpyalKkor, Oanako CHCAYET NOMHKHTL, HTO B 3TOM NPOLCCLE
KOMIAHHA, TIOMHMO HBHBLIX W3ACPKCK, NECCT M AILTEPHATMBHEIE WIAEPKKH: AKTHMBL), He-
noALYEMbIC B TMPOLCCCE OKABAINA YCIYIH, CTANOBATCA HEPHIOAHEIMH JIA MIBTEPHATHE-
ACMO MCTMOALIORAINA., Touwlo Tak HBL KNWCHTLI, KOTOPEIL 3aTPaYHBaIoT CROC GREMA, HCITONL-
YA YOAYTY, 1€ MOTYT TIOCHATHTE 3T0 BPCMH KaKHM-THGO ApYTHM 3aHATHAM.

NoHATHE H3ACPKEK HCTTOAL3OBAaHNKS B Chepe YCAYT

Yrobu BOCNONLIOBATLLN KAKOH-NKDO yonyrofl, kiMelTs! JOMKHLE RAPELIOKHTL HTO-TO
p3aMeH. KoHeuno, BCTPCUAIOTEH CHTYALHH, ofbdHO 3T0 KacaeTcs OBWECTBCIHOIO CeKTODE,
B KOTOPLIX NOTPEOHTCIIM HC MNATAT 34 NPENOCTABACHHLIE YONYTH, HARDHMED 3a MOAL3IOBI-
mue nyGamunoi Gubnnorexol. Mnoraa cepeucnan pupMa okaseisaet yeayrd GecnaaTno,
HATPUMED ANA peKiaMbl H MPORBHACHMA ARBO AN COILANHA OMpPeAcNEHHOrO HMMILKA,
Ofuako wamle BCCTO YOAYra WMCCT anipencaennyw ueHy. € Touysu apenus norpebirens,
HEHA B OCHEWHOM BuIPAXCHWH, KOTORYIO 3anpilidBaceT NpOAARCL, YCIYr, HEPEAKO BOCTIpH-
HUMAETCA KAK OGN M3 COCTARMAIOWMX TMOATIOH CTOMMOCTH YCIYr#d, T.&. BCEX 3aTpar, CRH-
3AHHBIX ¢ IpHoOpeTEHHEM YCIyr., PaccMOTpUM, XKaK 3T0 NPOWCXOAMT (0 Mepe storo obcy-
FACHUH BCAOMMHTC O BAMKMX BOCHATACHIHAX OT APHODPETEHKHA PASAHYHLIX yonyr),

LieHa yCcAYTH K ApYyTrHe PHHIHCOBbIC H3IARDPHKH

KOHENTE!, NOMHMO HEMOCPCACTBEHHOM ONAaTEl CTOMMGCTH YCAYIH, YacTo HecyT AGnoi-
HHTENLIIbE (PHHAIICOBBIC pacxolbl. TAKHE BOIMOMHBIE HIGEPKKH BKAIOHAKOT 3a4TPaTH it
Npoe3l K MECTY OKA3AHMA YCOIYr, HA MAPKOBKY M HA NMpHobpeTeHHWe APYrHX COMYTCTRYIOLINX
TOREPOR MAW YCIyr, HAMpHWMEp NPOAYKTOR NHTAHHA KAK YOIYT MO TPUCMOTPY 32 JeThMH,
Q6iwas cyMMa BCEX ATHX MIACPKCK (BKMIOWAA LEHY caMoii yomyru) npeicrasafet cofoil
(HHAHCOBEIE W3ACPXKKH, CBA3AHBIC ¢ NoXMydcHueMm yenyrd, OoHaxko M 370 elle He Bee,
AOCKOALKY CTOMMOCTE YCNYIH (MHANCOBLIMH H3NEPXKAMM He orpaHuuueaerca (puc. 4.1).

HedmMHaHCOBbI 3aTPaTh! M PACXOAbLI

Haue Bcero B CHTYaUMAX, CBASAHHBLIX C NOTPebeHHEM YCAYT, KIHEHTH HECYT Takke
BCERO3MONIILIE HehHHAIICOBRIE JATPATHl — BPEMA, YCHIMA H MOPATLHLIC HITEPMKH, Bhi-
3BEHHLIE YYBCTBOM AMCKOMGOpTA, T.¢. BOE, YTO COMYTCTBYET NMOHCKY, NPHOOpETElHIO U HC-
NOAL3IOBAHHIO yenyrH. BopneuveHue KIMCHTA B NPOLECC MPOMIBOACTBA yeayrd (4To ocobo
BAKHO MpH OKAIAHWMM YCAYT, HATIPABNEHHEIX Ha CAMOrD YENOBEKA, 2 TAKKC B OTPacnsx, &
KOTOPBIX LUMPOKD MTPHMEHNETCH CcaMoobCayxHBaHME) D3HAYAET, YTO OH MpPHAATACT OMpeLe-
NEHHBIE ¥YMCTECHIILIE H lll]H-EH'-IEC‘-EHE YCHNHA W ToOBCpracTca HEXENATCNLHOMY YYBCTRCH-
HOMY BOCMPHATHIO — LIYM, XApA, HENpHATHBE 3anaxk. Kpome Toro, yoiayru, KOTOpee
TPYAHO OUEHMTh 3apaHee, MECTO CBAIAHEL ¢ ONPEOENeHHOR NMCHXONOMHYECKOH Harpy3koi,
nanpumep ¢ GecnokoitcTrom KnMeHTa. Boe 9tH wagepkkH HeQHHAHCOBOTO XAPAKTCPa MOM-
HO CTPYIITHPOBATL B METHIPE YETKO ONPEACTEHHLIE KATErOPHH,

1. 3ampamu apemexu OCTAIOTCS HEOTHEMIEMOM YarThIO CEPBMCHOIO npouecca. Bpems,
NOTpaYCcHHOE KIHEHTAMH HA MOAYYCHHE YCIYrH, MOMHO OUCHHTE KAK HIICPEKH
YNYILEHHBX BOIMOMHOCTEH, MOCKONLKY 5TO BPEMS OHM MOCAM NPOBECTH Kak-ubo
HRAye, OHM Jake MO 3apaboTaTh NOMOAHHTCIBHBE HMeHbM. TaK, MOABIOBATCAM
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Intemet YacTo HANYIOTCH 114 TO, CKOMEKO BPEMCHK OHH JaTPAUHBAIOT HE [TOMCK HY¥-

Horo Web-caiia (He papoM J00M CPYCTHO LUYTAT, HadbiBas BoeMupHylo nayTHHY
BOGMHPHEIM OXUIAHHEM)

2. Duzieckue yewsud (HANPHMEpP, YOTANOCTL, AMCKOMOPT, & WIIOMEA ARXE TCACCHIbIE
MOBPEXIEHMA) TACKE BHBAIOT B npoliccce NOTPeGAEHUA KIHERTOM yelyrd  3T0 Mpo-
MCXOANT QCOBCHHO YaCTD, CCITH KIMEHT 0DA3ATERLHO A0MKEeH U0 MIPHCYTCTBOBATL
B MCCTE TPENOCTARMEHHA YCAYr AHBO CClH CePBHCHBLIR NPOULCE NMPCANOAAFACT CAMO-
oBChyEHBRAHHE

3. Mruxosveuneckan naapyika (YMCTBCHHBIC YCUIIME, HENPHBBYHLIC YYBCTBA MM CTPAX)
HCPCAKO COMYTCTBYET OUCHKE PasNHUHbY BOIMOKHBIX BADHAHTOR YCIYT, B XOAC KO-
TOPOY BLIBUPACTCA M NOTPeDNACTICA TA HAW MIIAR YCAYTA

4. Cewcopnwe pardpaxcumieii — 3T0 NETIPHATHBIC OWYIEIHA, HCNBITHBAEMBIC OAHHM
W3 MKTH Oprados YyecTe denosexka B npouecce oOchyAMBAHMA 3T0 MOMET OBITH
HEYM, HEMPMATHRIM 33M8X, CKBOINAKM, XaPa HAW XON0N, HeyanDHBIE CHASHKH, HC-
MPUTTALHOE 3PCANLUE W HAKE HEMPHATHLIN BKYC

P BuTpaTe Ha ook
*  noglogaliled yomyrid®
Onepaupoibie
IATpam
NeHakH:E JaTpaTH
Henpagenientsie
- BpeMeHHye 3aTpaTy 3aTpaTd
Sarpark Ha NPWoGpETEHWE
" ﬂw&mmmn femyri4
' OMaHYecing YCHNKA
Mc Mxanormeckan
Harpyara
CeHoopHue
pa 3ApaRHTENM
HeotinmmotTe
Yoryr )
PeweHwe npobnem
BrmosaeT Bce MATH BMA0E MInEpxex”

Prc. 4.1, OBwan crommocTs NPHOBCETEHMA YoAYTH  DHE HEMHOTO BOABILE, HEM KEXETCS Ha NEDELIN BIANA

Morpebureny MHOMIA HA3IWBAOT NCHXOMOTHYECKYID H QHIHYECKYIO HATDYIKY M CEHCOP-
HEIE PEIAPEKHTENH SAHHLIM NOHATHCM “younua”

Kak Buano Ha puc 4.1, ofinme manepxky na ripuoGpercHie M MCNONLIORAHHE YCIYTH
BXJIICHAIDT TAKKE IATPATH HA NOMCK Heobxoawmbix yemyr Korma Bpi BHOMpany YHWMBEpCHTET
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ynH GHIHEC-LIKONY, CKOMLKG ACIET, BPEMEHH ¥ yCHAMit GBULO 1aTpadeHo BaMM IO MOMEHTS
NPHHATHA PCLICIMA, KYAA NMOCTYnaTh? CKOMLKO BPEMEHH K YCMANH BLl TPaTMNM, CPaBHMBAs
pajHble BAPHAIITH, BLIGHPAA 110BYI0 IAPMKMAXEPCKYIO, ECAM CANOH, B KOTODOM Bbl paHblle
OBLNYAMBATKCE, JaKkpsipafc”?

Kpose Toro, HEpelko CYLUCCTRYIOT AONOAHNTEABHEIE IATPATE VKE NOCE TOTO, KAK oc-
HOBHAS yoryra okasaa Tak, Bpad MOXET 1ponucath kype dhusnoTepanum 1 tabneTk, Ko-
TOpLIE MAUHEHTY HAAO MPHITHMATE B TEHCHHE HECKOALKHX Meciues Bonelie scero oG W
HAPEKAHHH KAHCITOB BbI3LIBAIOT 3ATPATHI NOCAE AMPHOGPETEHKA YCAYTH, KOTOpas OKa3anack
HERQYECTECIMOHN, H MIOAAM TIPHXOOMTCH TPATHTE Bpemd, OEHLIM M YCMAMS Ha pelueHue
sEHHKLCH nTpobnemMbi

nn'rpeﬁﬂncm H OHHAAHHA KAMEHTOB

Jhoak NOKYRAIOT TOBAPLI M YCNYTH AR YIOBACTBOPEHHA CROMX KOHKDETHBIX notpeGio-
CTEH ¥ OLEITHBAIOT PE3YNLTATH) CBOMX NOKYIOK Ha OCHORE TOro, HACKOIBKO OHMH OTBEYAIOT
HX oXMIHHAM [IoTPebHOCTH 3ap0MBaI0TCA Ha becco3HaTENNbHOM YpoBHe M dopMupYIOTCA
no Mmepe MIHTCARIOTO CYIECTHORBAHMA AHMHOCTH YenoBéka Koraa YenoBeK OWYILAST Ka-
Kyo-TM00 motTpednocTe, ¥ HEMO NOABISETCA MOTHB K KAKMM-TD OEHCTBHAM, NTO3BONAIOLLLHM
ee YIOBNCTBOPWTL Abpaxam Macnoy BLGendn NATe KATEropHI denoBeueckMx notpebHo-
creit: husHONOrHYeCKMe NOTPedlocTH, NoTpednocTs B GE30MACHOCTH, MOOBH, NPHIHAHKH W
camopeanuiauMy Ou TaloKe BRICKA3AN MPennofoxeHue, YTo Takue Bazoskie morpebHocTy,
KiKk NOTPEbHOCTD 6 MHILE W KHILE, SONKHE YIOWIETBOPATLCA B MEPBYIO oucpelb [2] XoTa
BeAHOCTR, 1IEA0LNAITHE H OTCYTCTBME MMAHLIA W OO0 CCFOMQHA OCTAKITCA aAKTYANLHBIMH BO
RceM MMpE, BRMouan CeBEPHYID AMCPHKY, YIORACTBOpEHHC DA30BLIX GMUIMOMOTHYECKUX
noTpeOHocTEd AABHO MCpecTano ObiTh OCHOBHLM BOTDPOCOM, BONHYIOUIMM XUTENIeH pa3isu-
THiX MHAyCTPHATENBIX ctpad, Hampumep, B CUIA » Kawage A Gonee BHCOKHH ypOBEHB
¥HIHW OTHAMAET, YTO BCE YALUE MOOH MILYT NMYTH YIZOBIETBOPEHMS COLUMANbBHBIX norpebHo-
creft 1 moTpebHOCTEH CaMOpeanu3aLny, YyTo GOpPMUPYET cripoc HA GoNee CAOXKHBIE TORADEL
W yenyr Hanpumep, yenyrd n0 OpraliM3audy MYTEWECTBUE ¥ A0CYra CTANM pesynbTaToM
YEENHYEHUS AoXodoB norpeGureneil, uyto B coo OYepedb [MPHEENO K paspaboTke MHOrMMM
(UpMaMH CaMEIX Pa3HOOGPAIHEIX TYPHCTHYECKMX npeitoxennit. OgHako, MO Mepe Toro
KaK TOTPEGHOCTH M NPERIIOMTEHHMA MIOACH NPOLOLKANT PAIBHBATLCA W H3IMEHATBCHA, KOM-
naHuEM, pabOTAOIUKMM B HHAYCTPHH PasBAeYeHNl, MPHAOOMUTCA MTOCTOAHHO H3MEHATH CBOM
npeanoweHus Bo ppeske “Chepa yonyr, rpiMepbi M MEPCNeKTHELL” OMHCHIBAETCH, KAK
NpoLBETal0WIAR B CBOE BpeMa KoMmnanua Med Club oxazanack B CHOXRHOM MOAOKEHHM W
KEK € NpHILIOCh PE3KO M3MEHMTh HAMPasIcHHE CBOSH AEATEABHOCTH, 4TOOLI BOCCTaHO-
BHTS CBOI PErYTALHIO B YCIOBHAX Pe3k0 HaMeHHBIUEHCS PEIHOYHOR Cpeibl.

Kax cougeremscrpyioT ¢aktsl, B CepepHoit AMEPHKE H B ADYTHX BBICOKOPAaIBHTRIX PETH-
oHax Mupa noTpeGuTENH B OCHOBHOM cBocH macce yxe npHoDpeAH npaxkTHHECKH BCE
TOBAPBI, KOTOPEIE XOTEAH HMETh, M Tenepd LMA YACBAETBOPEHHA HOBMWX HWTH NOKA ewe
HeYROBIETBOpEHHEIX nmoTpebHocTei obpawanres K chepe yeryr. CeroaHs oM TPATHT BCE
bonsmie CPEACTs HA KAMECTBEHIYIO OPFaHM3IUMIe OTNYCKOE H CIOPTHBHBLIX MEPOTIPHATHH,
Ha DOPOTHE PECTOpPAHB! M T A, AAME HECMOTPA HA TO, YTO NP 3TOM MM IPHXOAMTCA HE-
CKOMEKO COKDRWATE pacxoms! Ha marepHanskpe Tobapel. Ilo cmosaM Hanwans Betamu u3
Amerrcan Express, noTpeGHTEAM CErOIHS XOTAT MOMYYATh “3aNOMMHAKOLLHECA BIEYATIECHHA,
8 HE NpHMHTHEHLE Tosapk™ [3] Takoe cmewedne Qokyca noTpebUTEIBCKOTO NOBCASHHA H
OXMAAHHA MIONEH FAPEIOCTABAAET OTAHYHEIA LIAHC TEM KOMNAHHAM CEPs 0BCNYXKHBaHKA,
KOTODBIE AOHMMMAIOT M cTAPAIOTCH YAOBMETBOPATE MIMEHMIONIHECA NOTPEGHOCTH KIHEHTOR,
COOTBETCTBEHHO M3MENas caoe rpeliokeHie KenaHue OCTaBUTh ONpelchcHHBbIC BIEYaT-
REHMA XApAKTEpHO Jna Boex GM3anec-cTpykTyp. BosbMewm anA npHsepa CoBpeMeEHHBlE
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OTPACNEBLIE BHCTABKM, HA KOTOPEIX OPraHM3dUdH, BHICTABJNIONME CBOM TORAPLI, BKilOHasd
MPOMIBOACTRCHHEIE TNPEArTPHATHS, BCAYECKM CTRPAIOTCA 3aMHTEPECOBATL MNOTEHUKBANLHBIX
noTpelHTent, NPOBOAA BIIEYATIAIOLUME [IPE3eHTALIMH ¥ JAXe PalTHuHLIE passieKaTelbHbIE
MEDONPHATHA [4].

Owupaing noTpebutenel H MX NPeACcTABICHHE O TOM, YTO Takoe XOpowas ycayra,
BAPEHPYIOTCA B 3BUCHMOCTH 0T OTpachd. Tak, HAnpHMep, XoTA # GYXraffepeKil y4eT H
BETEDHHAPHAA MEIHUHHE CUHTAINTCS MPpMbECCHOHANBHBIMM yoyraMd, BIIEYATAEHMS, OCTAB-

LIHeca OT BCTpedH ¢ OYXTANTEPOM, Ha KOTOPOH 0GCYXIAICA BOMPOC OTYMCACHHA HANOTOB C
noxona, OYIYT IOBOALHO CHNGHO OTAHYATHLCA OT BREYATAEHHH, NONYYEHHBIX Npu NOCELIC-
HKH peTepriapa LA fedeHHA NoGusMol cofakk. OmuIaHua BAPEMPYIOTCA H B 33BUCUMO-
CTH OT TOTO, KAK MOIMLHOHUPYIOTCH CepBMcHNE (DMPMBl B OOHON W Toit e otpacan. Tak,
NYTEWECTREHAHKHY HE OKMIAKRT WHKAPHOro ofcayXHbaHWA NpH KpaTKOBpPEMEHHOM BHYT-
DEHHEM TIEPENETE CO CKMIKAMH, HO ecliin obCiyKHBaHKe TAKOTO Xe YpoBHA OyNeT npenoc-
TABNEHO BO BPEMA [AMTEALHBX ABHApPEHCOB ¢ NONHBIM LUHEJIOM yeuyr — M3 Jloc-AHILKeneca
B CugHed win 13 TopouTo B [lapHx, — TO DaccaxHpsl, HeCOMHEHHO, DymyT Kpalive pas-
OMAPOBAH KL, JAXKE ECAH OHH JIETEIH IKOHOM-KnaccoM. CheaosatensHo, CEPBHCHEIM (bupMam
HEoOXOOMMO KiK. MOKHO JTYULIE 3HATD, Her0 HMeHHO OXHIAKT 0T HHX HX nortpebuTend,
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& Fierei Ha apems otfycka.
._*ﬁﬁsrmhi-ﬁ MAaTeCH 1
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Kak popMvpYIOTCH OMMAAHHA?

Korna oToensHEIl MOKYTIATEND WM KODPIOPATHBHEN OTOEN 3aKYTIOK OLGHMBAIOT KayecT-
B0 YCOIYT, OHM JERAiOT 3TO HA OCHOBE OTIPEIENeHHEIX BHYTPCHHHMX CTAHIAPTOB, KOTODHE
CYMECTBYIOT B HX (TpefcTaBREHHM elle OO0 Tort, K4K OHM NpHOODEeTYT peattbHBI OIBT
HCNONR3OBRKRHA AaHuol voiyru [3]. BocnipuuHMaeMoe KAaYeCTBO YONYTH GOPMUPYETCH ¥
[oTpeOHTENA NpH CPABHESHHHW TOTQ, YTO OH MOJYYMN, € TEM, YTO OH OXHAZT HOAVYHTE.
Ha oxupanwa mofeil OTHOCHTENBHO YCAYT CHARHO BAHMAST HX MPeAslAYIOHR MoTpebHTeNn-
Kii OmBlT . OHK CRaBHHBAKT YOMYTY ¢ moJobHoil yolyroi, oxkazaHHOH Jpyrol KoMITaHHeH;
¢ yOTyTaMH, TpeiiaraeMplMH KOHKYDEHTAEMH KOMIIAHHH B JAHHOMH OTPaciH; € NMOXOMHMH
YCIYTaMK B IpyruX oTpacnfax. Ecny wineHnT He vMeeT MOMXOAALUETO MPENRUIVILETO ONBTA
HCMOTRIOBAHMA VOAYrH, OH OOLYHO OCHOBRIBIST CBOH OXMOAHHA OTHOCHTEARHO €€ Ka4yecT-
Ba HA TaKuX (aKTOpax, KaK MHCHHE DONCTBEHHMKOB W IHAKOMBELX, CBEICHHA B CPCHCTBAX
MacCOBOM WHGOPMAIIMI WNH MAPKETHHIOBAA JeATeNBHOCTE CePBHCHOMN (HpPMEIL.

Co speseHeM B Kaxmoll oTaenbHoM ceppucHON oTpacny BupafarklBaiTcs onpeneneH-
Hble HOPME! TOTPEOHTEABCKHX OKHAaHui. Ond OCHOBRIBAKOTCA KAK HA JIMYHOM ONLITE KiNH-
EHTOB, TAK W Ha GaKTopax, KOTOpPhe KOMMAHWA, MPEIOCTARMSIOIAT YCIHYTH, MOXKET KOHTPO-
IHPOBATL (TAKHX KaX PEKNAMA, 1eHA obCay#HpaHMA, BHELHHHA BHI 3gaHni, obopyIOBaHHA
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H cOTpYRHMKeE (hupMl). Tak, HANPUMEP, SMCPHKAHUBR OTHIOOL HE OMHAAOT, 4TO HA 10-
poreé rocTHHUUE ceTH Morel § ux ByneT NpMBETCTBOBATEL WBeiLAp, 11D, NPHEXAB B OTENb
Ritz-Carifton, ypoBeHe 0BCAYKHBAMMA B KOTOPOM HAMHOTO BulllE, OHWM BCCBMA YAWBATCH,
ecn 3roroe e npouloiner. [loTpedHTENBCKHE OMHMOAHHMA HIMEHSIOTCA B 3ABHCHMOCTH OT
OTPaCH, OTPAXAR PenyTALIHIO cAMOH OTPAchH H NpeAuIyiuHi onwuT notpebutenci. Tak, o
MHOTHX CTpPalax JioOH OMXMAAIT OT rOCYAAPCTEEHHEIX NPCANPHHTHR IHAYUTCABHO MCHbB-
Werp, YemM oT HYacTHHX Komnatni., OXUOaHHA MoryT ObiTh pAITHYHBIMM [aXKe B PaIHBLIX
AeMorpaduuctkidX IPYNNax {Tak, HANPHMED, OTAHYAIOTCH Mexay cobol OXHAAIMA MYKUKII
W HMEHILMH, noTpebuTened cTaplero BOIPAacTa B MONOALIX KAUEHTOR, "ronyleix BOpPOTHHY-
KOB" H “HeiMx BOPOTHHYKOB" K T.JL. )

Ewe Gonsue yoroxnsier 31y npobiemMy OAA CEpPRMCHEIX KOMITattKd TO, 4TO OXMIANHS
MUTEAEH PazislX CTPaH Takke pamivudul. Hanpusep, GCAM B HEKOTOPLIX CTPaHAX Oro3jga-
HME TOoe3dd HA HEeCKMIBKO YACOBR CYMHMTAETCH JOBONRHO OOHUYHBIM H PACNpOCTPaHEHHBIM
ABReures, b Ileeliuapwy fo3poneHHOT ONMO3MAHWE OrPAHHYHEAETCH HCCKOABKAMW CCKYH-
hamid Bo ppeake “Matepuant) MCCAEZOBAHMA" Bl MOMETE [POYHTATL O JHAMMTEALHLIX
PAITHYHAX UXMIAHWA AMEPHKAIUCE M LIEMUEE 0T GaHKOBCKOMD 0BCIYVKHBAHNA,

KOMMOHEHTbI OXMAZHMI NOTPEEHTE ACH

[ToTpeDHTEALCKNE CMAaHNS OXBATBIBAIOT UENEIN PAN KOMIOHEHTOB, TAKHX KaK Xeiae-
MBI ypoBeHs 0DCNYMHBAIIMA, MIEKBATHLIH YPOBEHE OBCAYMHBAHHA, NPEACKAIaHHLIA ypo-
BEHL OOCHYXHBAMMA H 30HA TOACPAHTHOCTH, KOTOPAA HAXOIHTCH B MPOMEXKYTEC MCHIY Xe-
NaeMbiM M anckBaTHbis yposhem obcnyxueanua [6]. Monens, w3obpakenHan Ha puc. 4.2,

OTODPAKAET, KAK NPOHCXOAHT (JOPMEPOBAHKE OKHMAZHHI OTHOCHTENLHO XKENaeMoro W ane-
KBATHOIO YpoBHA OGCAYX A BAHHA.

FEHEE H CKPBTHE OheLaHHA
Tieie NOTPAGHOCTA OTHOCHTONLHO
Nipediaraemy yenyr
o Kenaemui . YoTHete paroMeRgaLIHH
YPOBEH: COCYKWEEHIA Mpouunh oauT
YO e OTHOCHTENLHO TOMD,
YTO MOXHD NIOMYHTL OT YCIYTH
3oHa
TONEPAHTHOCTH
BocnpHHMaeMbe
BAPHEHTH YETTH e .
KBATHH
_ Npancrasaiui
CHTyaTHEHEIS axTopHl

Puc. 4.2, DaTODLI, BAMBOLLIME HA OXMASHH NOTDEMTEAEA OTHOCHTEAHO YDOBHE ODCAYIHBRHIA
Hemovwnuk, AsanTaposaso no crane Valene A Zetham|, Leonard A, Berry, A Parasuraman, The Mature and

Determinants of Customer Expectations of Service, Jowmal of the Academy of Marketing Science, January
1993, p. 1-1%2
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MATEPHAABI MCCAEAOBAHMA 1

f
F CPABHEHHME OMMAAHMA AMEPHMKAHUEB H HEMUEB OT BAHKOBCKMX YCAYT

He 14Kk 0aBHO NposeneHo mMccnenosaHle Ha Base ABYX ¥yRbTyp, 4Tobbl NpOBEpUTL
MCTUHHOCTE ODLENPYHATGNG MHEHWA, Y10 8 ameprkadckom obueciee notpeBurenio
YAENASTCA DONBLUE BHMMAHWA M OHD B0nee OPMEHTVPOBAHO Ha YOy, YeM HeMeUkDe,
Wccnenosarenn ofiemx crpad coamecTHO paapabotani BonpocHMK ans norpebiTensii, 6
KOTOPOM OHWM BOIHHBI BbiNM pacnonoxmis 26 pasHeiy OxMOaHWUA Ka4ecTRa BaHKOBCKMK

.+ YCAYF B NOPAOKS BO3IPACTAHWA BAXHOCTY, M OUEHWTE NO 3TUM XapaKTepucTikam GaHkK,
YCIyramil KOTOPLIX OHW nonbayiorcA B ofiuem W URNOM OKE33N0Ck, Y4T0 OXMOHWA
AMEDMKAHUES 3AECh BONee BLICOKME, YeM OXMNAHWA HemMUee OOHO M3 CaMbIX 33METHBIX
PEZMAMA MEXKAY ITAMM ABYMA TPYNNam4 NoTpeDUTensin 3aKmoHasTcs B TOM, 4TO ame-
PHKAHUE BBICKISLIBANM 3Ha4MTENLHO Gonbwe TReBoBaHUi K TEXHONOMMYECKMM XapakTe-
PUCTAKAM YCRYr, Hanpu1kep K SocTynHoc BaHKOBCKWY onepauwi no Tenedony. (B onpe-
NENBHHON MERe 3TY PazHMLY MOXHO 0DBACHUTE BLICOKMMM LIEHaMKM HA TRnethoHHke
yoryr 8 Fepaaridin B 3Tol Crpade Mecisie 380HKH OTHOOUTENREHO OOPOME, B TO BpemMs
¥ak B CLUA oMM DecrnnatHbi, NOCKONLKY MX CTOMMOCTE BKMOMEETCA B EXEMECAYHYID
aboHeHTCKYIO Nnary. )

Kak fge +anbonee paxHbe XapaKTepuCTHKi BLICOKOKIYECTBEHHLIX DaHKOBCKIX YOnyT
notpebureni CLLA Ha3ganu SOBEpUE W GpYKECKOe DTHOLLEHMe GalIKOBCKIX Ty KALMK, B
TO HE BPEMA HEMLL! BbIlLE BCErD OLEHWIM KOMMETEHTHO: KOHCYNETAUMIA N0 BOMPOCcaM
HMHBSCTHIMIA 1 ONEPaTHMBHOCTL NpeseneHHA BaHkosokix onepatit, M ece we Beinkt Bon-
POCkI, MHEHME MO KOTOPHIM Y 0beux rpynn NONHOCTEIO COWNODCE Tak, 4ETLIpe W3 NATW
Cambix BaxHBLIX ANA oBeu rpynn oxmaakvi coanand Obe rpyrinkl GTEETUNK, Y4TO PAIMED

i DaHKka, BOIMOXKHOCTE NORYHEHWA PEKAGMHON MHpopMaLim o BaHke no noute u CTeneHE
KOPNOPATUBHON COLMANLHORA OTEETCTBEHHOCTI BaHKOBCKMK YHPEXKOEHUI MMEIOT ONR HWX
OHEHE MANO IHAYEHWA

Mo4TH BCE KNMEHTHI, HEIABMCMMO OT HAUMOHANLHOCTH, BICKa3bIBany Donee BLICOKME

TpefoBanvA K yaryram BaHKos No cpasHeHWD ¢ peankHO NRENOCTAENAEKBIM MMIt KaHecT-

BoM obcnysmeanin, B oBemx OpaHax oMMOaHHMA MeHWWH Bhbini HECKONLKD BbLIE No

: CPEBHEHMO C DXWOSHWAMK MykWH  CRefyeT, OAHEKD, OTMETWIb, YTO PaspuiB MExOy
OWAAHWAMIA 11 PEANbHEIM KIMECTBOM ODCMyMBEIHWMA N0 OLSHKaM amepuradLes Gein
BonbiLe, Yeld NO OUeHKEM HeMaLkMx notpeburensit [axe HRCMOTPA Ha TO, YTO Ka4eCTeo
BarkoBCkoOro 0BCNyXMEBAHWA AMEPMKAHLER NO CPABHEHWID € HEMUAMU BRINO BbiLE, DHK
HAMHORD PEXe C4UTANM ero YEOBNETEOPWTENGHBIM  KaKk BMOMM, B AaHHOW CHUTYALMA
nyHwee 0DCIyKMBAHKE He Npueeno K Bonee BbICOKOM OLEHKE €0 Ka4ecrsa, BO3MOMHO
NOTOMY, 4TO Takan cvyaums ocobososana GopMWpoBaHMG BCe Donee BLICOKMA
CHMOEHWIA KNWEHTOR

@ Mcroursw Terrence Witkowsk, Joachwn Kellner, “How Germans and Amencans Rete Their Banking
M Seraces”, Marketing News, October 7, 1994,p. 7

HeAaaembli M aA2KBaTHBLIA YPOBEHb 0OCAYKHBAHNWA

Aeaqensili yposent o0CAYMCHEAHIA — 3TO TOT, KOTOPLIE NoTpebimeny paccHdThiBaloT no-
TYWHTL. Takod ypoeeHb oBCAYKHBAHUS TIPeACTaBIseT coboi TakOe KadecTBO, KOTOpoe, Nno
MHEeH0 noTpediTencH, MOKET H HOAKHO ObiTh [TPCOOCTARACHO MM C YYeTOM HX JHYHBIX
morpebHOocTer OpHako GOALUIMHCTRO KNMEHTOB CMOTPAT HA Beuly BOOJHE pealHCTHUHO H
NOHIMAWT, YTO CEPBUMCHERIE KOMMAHWI HE MOMYT BCErNa ODCNYHHMBATE UMX HA TOM VPOBHE,
Hi KOTOpOM oH# xotend Obl Mo 3rod npididbHc OHH  VCTAHARMKHBIIOT ONpeicneHHbH
“NOpor™ CBOMX OXMIAHUN, KOTOpPbLI HA3LIBAETCH @OEKETHHWM VRUBHEN OFCAVHCHEAHUR |
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OMpPEACAACTC KAK MHIHUMANEIHA YPOBCHE, KOTOPEIH BYIeT pocnpUHAT notpebuTenem, He
BbI3biBas ero neyaosnersopedut. K daktopam, dopMupyomes gartelid BHI OXKHIATIHIH,
OTHOCATCA CHTYATHBHBIE (DAKTODHI, BAMAIOWLKE HA (e TUBHOCTE CEPBHCIOID npoueces,
M yposeHB ODCIYXMWBAHMA, KOTODOLO MOTPEOMTENM MOTYT OXUOATE OT KOMOAHHH, Npea-
MATAIOMLIMX AALTEPHATHBH bIE YCOAYTH. QXMAANMA KaK KCAGEMOTO, TaK H AACKBATHOID
yposHA O0CNYXHBAHKMS HEPEIKO OTPAXAIOT ABHEIE W HeABHbie OOCWanus CepBHCHON
KOMTAHWH, KOMMEHTAPM Y 3HAKOMBIX M POACTBEIIHKKOB H MpeALIOYWHHA onbiT norpedu-
TENd, MPHOOPCTEHHBH UM npH oGpaweHri B 3Ty Xe thupmy [7].

NMpeACKalanHbIA YPOBHb 0OCAYMHBAHMA

YpopcHe cGeAyRUBAHMSA, KOTOPEIA DoTpeluTeny ofpid O OXMAAKT NOAYIHTE, HIBECTCH
KAK Hpedekgigntpill yposeHs obeiYNCUsoNLA, W OH HENOCDEACTECHHO BAMAET 1A TO, KAKOH
YPOBEHL